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Abstract

The aim of this study is to analyze the feasibility of Building Renovation and Implementation of Solvent
Extraction Machine and Spray Dryer in Semi-Industrial Scale. The results of the study are determined for decision
making process. The results indicated that the projected revenue would be 2,712,000 baht in the first year which
would be from solvent extraction service 1,800,000 baht and from spray dying service 912,000 baht. The total
revenue will be equal to 8,136,000 at tenth year. The profit will be equal to 59,500 baht at the first year after
subtract the fixed costs, variable costs, and depreciation costs. At tenth year, the profit would reach to 2,850,900
baht. The results also showed that the base-case scenario, the pay-back period would be at 9 years and 2 months,
the best-case scenario would be at 7 years and 2 months and the worse-case scenario would be at 11 years 1

month.

Keywords: Feasibility study, Extraction machine, Spray dryer
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Abstract

This research study aims to; 1) Survey the tourism resources of “Ban Pa Ao” Village, Amphoe Mueang, Ubon
Ratchathani, based on the concept of A Study of Potentials of Cultural Tourism in Ban Pa-ao Amphoe mueang
Ubon Ratchathani Province: Kankou Machizukuri Approach. 2) To study both the comments and critiques, how
public sectors, local business operators and current citizens reflecting back to the concept of A Study of Potentials
of Cultural Tourism in Ban Pa-ao Amphoe mueang Ubon Ratchathani Province: Kankou Machizukuri Approach. This
research is using qualitative method, with a total set of 12 structured interviews; given out to the public sectors,
local business operators, and current citizens villagers of Ban Pa-Ao. Two criteria were set in order to divide those
selected participants to both, survey to only specific participants and survey to participants participated based on
their convenient, as this latter part analyzed solely on the information and data given. Results have shown: 1) The
current useful tourism resources are; the Village Center of Brass and Silk, OTOP Souvenirs Center, “ Chamlermraj”
Center, and “Ban Pa Ao” Home-stay. 2) Tourism resources have acquired of potential development due to the
exclusive characters of the local, with the combination of, the historical part, the local wisdom of Brass and Silk
handicraft and the ebony “ma-kluea” dyed silk weaving in an orb patterned; all are in support to the experience
tourism potential of the village community.

However, this research has also found out that the village is still lacking of potential for the part of community
participation in tourism activities; marketing in tourism that has no variety and outdated. Thus, to do a marketing
development, it is important to focus mainly on the need of the local; also Pa-Ao villagers have expressed their

need for quality tourists, those who understand the local cultures and with power to spend.

Keywords: Potentials, Cultural Tourism, Pa-ao, Kankou Machizukuri
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ABSTRACT

The objective of this study was to examine factors influencing the viewer’s exposure of social development
television programs. A quantitative research was applied for this study with a questionnaire on 400 viewers of social
development television programs in Bangkok by purposive sampling. Data was analyzed by using statistical
packages in descriptive statistics and multiple regression analysis. The results revealed that all factors influenced
on view’s exposure of social development television programs in high level. The participants of the program having
the highest influenced on the viewers followed by the content, the atmosphere of the program, the format for
presenting, the moderators, and the purpose of the program. The multiple regression analysis showed that the
factors influencing the viewer's exposure of social development television programs were 78.01% that was
influenced by all factors above at a significant level of 0.05. that was the highest influenced as the content followed
by the format for presenting, the purpose of the program, the moderators, the participants of the program and the

atmosphere of the program.

Keywords: Viewer’s Exposure, Social Development Television Programs
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Abstract

The research was a qualitative research which aimed to study communication problems and adjustment of the
exchange’s students in Japan in Chiang Rai Rajabhat University. The data were collected through in-depth interviews
with 15 Japanese program students of Chiang Rai Rajabhat University who have studied in Japan for 6 weeks or
more.

The result of this research shows that problems of intercultural communication and adjustment methods of
exchange students in Japan are caused by 1) Understanding problems in language and culture which adjusted by
learning by oneself. 2) Attitude problems from thinking but adjusted by starting from changing the perspective and
unattached their own culture and accept the new culture. 3) Behavioral problems from trying to avoid meeting

strangers by accepting new friends for the opportunity to gain new experiences in life.

Keywords: Communication Problems, Intercultural Communication, Adjustment, Exchange’s Students
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ABSTRACT

This research aims to study the relationship model of factor effect experiential marketing for cultural heritage
tourism in Baanrimklong homestay community enterprise in the term of studying: relationship model of factors
affecting tourist’ s experiential marketing for cultural heritage tourism in Baanrimklong homestay community
enterprise. Data were collected from 400 tourists by questionnaires and analyzed by frequency distribution,
percentage, arithmetic mean, standard deviation, skewness, kurtosis, and the Structural Equation Modeling
techniques. The results revealed that the relationship model of factors affecting tourist’ s experiential marketing
for cultural heritage tourism in Baanrimklong homestay community enterprise from this research is consistent with
empirical data, as well as good predictability and accepted at 73.4 percent. Causal relationship characteristics at
0.05 significance level showed that the lifestyle of tourists and motivation for travel in cultural heritage tourism
had a causal relationship with tourist’ s experiential marketing. Also, the lifestyle of tourists, motivation for travel
in cultural heritage tourism, and experiential marketing of tourists have a causal relationship with experiential

marketing achievement of cultural heritage tourism in Baanrimklong homestay community enterprise.

Key words: Experiential Marketing, Cultural Heritage Tourism, Community Enterprises
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ABSTRACT

This research focused on (1) studying culture factors of Chinese and Japanese customers affecting to service
quality expectations of Thai restaurants (2) studying guidelines of service quality development of Thai restaurants
which were implemented in the countries with diverse cultures. The research combined both quantitative and
qualitative methodologies. A questionnaire was distributed among a convenience sample of 300 Chinese customers
and 300 Japanese customers. Further, an in-depth interview is carried out with two Chinese customers and two
Japanese customers. In addition to descriptive statistics such as frequency, percentage, mean, standard deviation
and relationship tests such as t-test and multiple regression were used for data analysis. The research found that
Chinese customers gave the highest priority to MAS, and Japanese’s highest priority was PDI from cultural dimension
perspective. With respect to the service quality expectation, the most Chinese customers perceived the reliability.
However, majority of Japanese customers perceived Tangibility as the most importance quality. Interestingly, it is
found that both Japanese and Chinese perceived Empathy as the lowest quality expectation. Further, it was found
that Chinese customers perceived that dimensions of MAS, UAl and LTO as variables that significantly influence on
service quality expectation whereas Japanese customers perceived that PDI, MAS, UAI and LTO were the variables
that influence service quality expectations significantly. The same findings of quantitative analyses are supported

by the results of Qualitative tests carried out.

Keywords: Cultural Dimensions, Service Quality Expectations, Thai Restaurants, Chinese Customers, Japanese

Customers
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I. INTRODUCTION
Each country in the world has its own cultural
context due to geography, settlement, social
organization, economic conditions. This is reflected in
the form of cultures such as primary culture,

subculture, local culture. Therefore, the culture
determines the pattern of human behavior in society.
Cultural differences are therefore different levels.
Research studies to explain cultural differences have a
wide scope and a wide range of interesting issues. In
particular, the national culture, which is also known as
a cultural group that represents the national
characteristics. It is found that culture is a particularly
important factor in determining marketing strategies for
businesses to invest in overseas, which is becoming
more complex as the culture determines important
consumer behaviors. In the past, we may have studied
consumer behavior in each country from the culture of
western countries.  But today, there is more
international trade liberalization and more international
cultural movements. This causes cultural ingestion in
some countries. According to a 2005 study from
Hofstede’ s Cultural Dimension, there were some
differences in figures between China and Japan, as

shown in Table 1.

Table 1 Assessment of Hofstede's Cultural Dimension Values of

China and Japan

Power Avoid  [Individuallmportance|Long-Term
Countries|Distance|uncertainty| -ism to Men Future
(PDI) (UAI) (IDV) (MAS)  |Plan (LTO)
China 80 20 66 30 87
Japan 54 a6 95 92 88

Source: Hofstede & Hofstede (2005)

Although the two countries are in Asia, there are
cultural differences in depth. From my previous

research found that the Japanese restaurants have
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opened in Thailand more than the Thai restaurants
have opened in Japan. Moreover, the KBank Business
Research Center (Economic Base, 2015) said that the
reputation of Thai food is internationally recognized.
Thai restaurants abroad play a role in spreading Thai
culture and food to foreigners. Thai restaurant chains
have the potential to develop into a full range of food
providers overseas. In addition to serving Thai
restaurants, the restaurant serves a variety of Thai
restaurants. It can also take advantage of the
internationally recognized restaurant brand. To further
enhance the image of Thai food service providers. In
addition, Thai manufacturers and exporters may
expand their sales of additional products from retail
stores to Thai restaurants and e-commerce channels,
as well as to penetrate new markets such as the export
of cooking products in the kitchens of Thai hotel chains
abroad. More importantly, The Thai Kitchen to The
World aims to promote Thailand as the world's largest
food exporter which drives exports of cooking
ingredients from Thailand. It also supports the opening
of Thai food restaurants abroad. In addition to
expanding the scope of the certification, Thai SELECT
for Thai restaurants abroad to ready-to-cook Thai food
and ready-to- eat Thai food to build confidence in the
purchase of such group products. As a result, Thailand's
food-related products and services are internationally
recognized.

Food-related products and services are a business
group that Thai entrepreneurs have the potential to
develop in order to generate more economic value.
The government continues to push food-related goods
and services. It defines food-related goods and services
as one of the creative industries that will generate
economic value for Thailand. The researchers are
interested in in- depth studies of the cultural
dimensions of China and Japan. To help determine the

business strategy of the restaurant to operate overseas
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in accordance with the policy. "Thai Kitchen to The
World" of Thailand. It focuses on the quality of service
to ensure the quality of service of Thai restaurants in
line with the current cultural dimensions of Chinese

and Japanese consumers on a personal level.

A. Research Objectives

1. To study the perceptions of Chinese and
Japanese consumers on the dimensions of culture that
affect the service quality expectation of the Thai
restaurants.

2. To find recommendations on the
improvement of the service quality of the Thai
restaurant business to be able to conduct business
abroad with different cultures.

Il.  LITERATURE REVIEW

A. Theories and concepts of cultural dimensions

The study of cultural differences, such as Hofstede
and Hofstede, 2005, is a concept that can explain
people's behavior and communication in different
cultural societies. The concept started by studying
cultural characteristics in countries around the world,
using the Values Survey Module (VSM) to group cultural
characteristics into categories based on cultural
definitions, which refer to a person's patterns of
thoughts, feelings, and responses. The results of the
study can be classified in four aspects: 1) Power
Distance Index (PDI) 2) Individualism /Collectivism Index
(IDV) 3) Masculinity/ Femininity Index (MAS) and 4)
Uncertainty Avoidance Index (UAI). Those cultural
dimensions are used as a framework to collect data
from IBM employees from over 66 countries around the
world, totally 116,000 (Hofstede, 1984).

Dimension 1: Power Distance Index (PDI) refers to
the difference between social status and equality.
Some cultures are highly segregated between people

with different social statuses.
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Dimension 2: Individualism /Collectivism Index (IDV)
explains that an individualized society is a society
where interpersonal bonding in society is not strons.
People value themselves or their families first, as well
as their own thoughts and actions. Social lyrics People
in society have a strong bond, more focused on the
group than the person. Be honest and loyal to each
other, take care of each other, and help each other.

Dimension 3: Masculinity/ Femininity Index (MAS)
refers to society's gender equality. A society that
emphasizes masculinity is clearly discriminated against
certain roles are reserved specifically for men, such as
decision- making duties. Courage, analytical thinking,
and high- level planning A highly equality society -
feminine means that women and men are fearful and
compromise, equal rights in various matters. Women
are equally equal to men and can serve as leaders.

Dimension 4: Uncertainty Avoidance Index (UAI) is
one of the cultural indicators. This indicates a person's
sense of feeling about situations of uncertainty. This
causes such uncertainty avoidance behavior, reflected
in the form of decision-making.

Later, Michael Bond, a cross-cultural psychologist
and researcher from universities in Hong Kong and
Taiwan, was founded in 2009. His study shown that the
Chinese culture has been developed in the Chinese
values survey (CVS) to find a more cultural dimension
from Hofstede Confucian Dynamics concepts. The
purpose of the study is to study Chinese beliefs and
values in Confucius teachings, reflecting ideas and
actions, and then analyzing Chinese cultural groups
including Hong Kong, Taiwan, Japan, South Korea, and
Singapore.  This dimension implies the difference
between eastern and western cultures. Hofstede later
adopted this long-term versus short-term orientation

(LTO) concept in its cultural dimensions’ framework

(Hofstede, 2005).



Dimension 5: Long-term Orientation Index (LTO) is
an analysis of people's differences in Western and
Eastern cultures to future planning. The results showed
that people from society value long-term plans in the
future. Most of Asia (China, Hong Kong, India, South
Korea, Taiwan, Vietnam) will look at the past and focus
on their future to achieve its goals with patience,
perseverance, hard work, and economical resources.
Meanwhile, people from a society that sets out a short-
term plan (Australia, France, Canada, Sweden, Spain)
will focus on today's life rather than Future. Furrer and
Sudharshan (2000) studied the relationship between
culture and service quality perception, which showed
that the dimensions in SERVQUAL, including Reliability,
Responsiveness, Assurance, Empathy and Tangibles had
a relationship with Hofstede’ s cultural dimensions,
including Power Distance, Individualism, Masculinity,

Uncertainty Avoidance, and Long-term Orientation.

B. SERVQUAL theory and concept of service quality

Parasuraman, Ziethaml & Berry (1998) has been
interested in studying quality and quality management
services since 1998. In 1983, the development of the
service quality model was subsequently developed as
empirical research. SERVQUAL can be divided into 5
main dimensions and still correlated with the 10
dimensions of service quality. The revised SERVQUAL is
a collapsible, some dimensions from the original,
combined under the New Dimension in SERVQUAL
(Parasuraman et al., 1998) as followings.

Dimension 1: The tangible service (Tangibility) refers
to the physical characteristics that appear to reflect the
facilities, including places, personnel, equipment,
equipment, etc. Documents used in communication
and symbols, as well as environments that make the
service provider feel taken care of. Care and

commitment from service providers the services
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offered in concrete will make the service more aware
of the service.

Dimension 2: Reliability means the ability to provide
services to meet the contract stipulated to the service
provider. Every service provided must be accurate,
appropriate, trustable, and effective at all points of the
service.

Dimension 3: Responsiveness means the availability
and willingness to provide services that can meet the
needs of the service provider in a timely manner. The
service providers are easy to access and conveniently
use the service, as well as to distribute the service
thoroughly quickly.

Dimension 4: Assurance means the ability to build
confidence in service providers. It demonstrates their
skills, knowledge, ability to provide services and meet
the needs of the in soft

service provider a

condition. Good manners verbs use effective
communication and ensure the best service.

Dimension 5: Empathy refers to the ability to care
for the service providers according to the different
needs of each customer.

Previous research, Markovic, Raspor & Dorcic (2011)
studied the variables in measuring the quality of the
restaurant: A study in a restaurant in the city, with the
aim of exploring the quality of restaurant service in
Croatia using questionnaires. They asked both Croatians
and foreign customers who use the restaurant. The
results showed that there were five aspects with service
quality metrics described the expectation of service is
trust and attention, cleanliness, and reliability. The
room was clean, and the staff were very friendly and
helpful. There are 8 factors that explain the perception
of service in restaurants in the city, namely satisfaction
and loyalty, the staff are very friendly and helpful,
Individual intentions, Confidence, The neatness of the

dining area and relaxation area, Reliable service, Fast
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service, the quality of the staff and the attractiveness
of the restaurant's exterior look.

To measure service quality expectations and
evaluations, therefore, we use the SERVQUAL scale
developed by Parasuraman et al. (1994), that has been
widely cited and applied to various service industries.
This scale has also been tested for cross- cultural
applications with satisfactory results (Imrie, 2005). We
used the 22 items that capture the five dimensions of

service quality expectations and evaluations (tangibles,

reliability, responsiveness, assurance, and empathy).

C. Relationship between cultural dimensions and
service quality

Most of the cross-cultural studies in recent decades
have adopted Hofstede's framework of cultural values,
or at least refer to it, making him one of the most
referenced social scientists (Kausch, 2013). Service
quality expectations are dependent on customers’
personal cultural orientation rather than on customer
service expectations at the national level. Previous
research suggest therefore that future studies focus on
evaluating sub-cultures within a dominant national
culture in order to confirm the nature of the service
quality-national culture relationship (Dash, Bruning &
Acharya, 2009). In order to accurately measure the
cultural orientations of citizens of the country, a
researcher needs to determine the orientations of each
individual. A direct measure of an individual's cultural
direction is a way not to violate ecological
misunderstandings, which are mistakes that bring an
ecological or national relationship to the individual
(Hofstede, 1980). Since there are significant
interpersonal variations in the same country, cultural
orientation must be measured for individuals, not fixed
by the historical overall score (Hoffmann, Mai and
Cristescu, 2013). Although a person's cultural style is
sources of

determined by the national culture,
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variability at an individual level, such as different
personalities and experiences, also influence a person's
orientation in terms of beliefs and values, thus causing
changes in the social context and culture (Rao and
Kunja, 2019).

However, this research assesses the cultural
characteristics of participants, we use the CVSCALE
(Donthu and Yoo, 1998; Yoo et al., 2011), focusing on
the five dimensions most commonly employed in
service research: power distance, uncertainty
avoidance, collectivism, masculinity, and long- term
orientation. By doing this, we overcome some of the
limitations identified in the literature of assuming
Hofstede’ s nation scores in each dimension as
representing any individual from a certain country. The
CVSCALE has been tested cross- culturally and has
reliable and valid psychometric properties (Schumann
etal., 2010). All items were measured using five-point
Likert scales.

Previous research, Luximon & Chan (2017) study on
service quality expectation and cultural diversity in fast
fashion retailing. The result showed that fast fashion
the production highly fashionable and affordable items
under uncertain demand and short lead time, has
become a global industrial trend in recent decade. With
the increasing popularity, competition among fast
fashion retailers has been focused on improving design,
price, and service quality in order to differentiate
themselves from their competitors. Understanding and
improving service quality, which has a direct interaction
with customers, is crucial especially in cities with a
blend of different cultures. This study draws attention
on how cultural values are affecting customers’ service
quality expectations in Hong Kong fast fashion retailing.
This  study considered 283 cultural- diversified
respondents with previous shopping experience in
Hong Kong fast fashion stores. With a service quality

measurement tool specified for Hong Kong fast fashion



retailing situation, this study confirmed the significance
of cultural perspectives in shaping customers’ service
quality.

Kueh and Voon (2007) who studied Culture and
expectations of service quality: evidence from
generation Y consumers in Malaysia found that cultures
have a positive relationship with risk avoidance (UAI)
and long- term plan (LTO), but have a negative
relationship with the distance between power (PDI) and
no relationship with MAS and collectivism.

The Ninh Nguyen et al. (2015) study on culture
influences expectations on overall service quality: The
evidence from Vietnamese consumers is intended to
examine cultural values on a personal level, affecting
overall service quality expectations, using a total of 487
questionnaires. The results showed that based on four
cultural factors: Collectivism, UAI, PDI and LTO,

collectivism had the highest overall service quality

expectations, followed by UAIl and PDI.

D.Conceptual Framework

Cultural Dimensions Service Quality

Power Distance Expectation

Individualism/Collectivism Reliability

=)

Masculinity/Femininity Responsiveness

Uncertainty Avoidance Assurance
Long-term orientation Empathy
Tangibles

!

Recommendations to improve
service quality of Thai

restaurants in other countries

Figure 1 Conceptual Framework
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. RESEARCH METHODOLOGY

This research uses both quantitative and qualitative
research methodology to study cultural dimension
factors affecting the quality of restaurant service of
Chinese and Japanese consumers. The population is
Chinese and Japanese consumers who visit or live in
Thailand, and the samples are as follows:

Quantitative research with questionnaires,

1. The researchers determined the area used in
quantitative research by selecting Bangkok and
metropolitan areas where Chinese and Japanese
tourists came to Thailand. By coincidence,

2. The resources used in this study consist of two
types of sources:

2.1 Document Type Data Source

2.2 Personal resources include those who
choose to use Chinese and Japanese restaurants to visit
or live in Thailand. By handing out questionnaires to
samples, the researchers accidentally selected
samples, defining Chinese consumer samples. A total
of 600 people visited Thailand, a total of 600 of which
were considered acceptable. The number of samples
used in the multi-sclerotic regression test. Therefore,
the sample number is 20*5 = 100 samples.  The
researchers distributed 600 questionnaires, which were
made by Chinese and Japanese tourists. 300 sets at a
time.

Qualitative research is an in- depth interview.
Chinese consumers and Japanese consumers in total, 4
people, all of whom travel and live in Thailand. Not
exceeding 1 year

The research tool is the use of questionnaires,
where the researchers drafted questionnaires from the
conceptual framework. Theory, concepts, and related
research

When you have finished creating a query, the
created query is taken to check the quality according

to the steps. as follows:
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1) Content Validity by the researchers drafted the
questionnaire and then conducted it for the marketing
experts. 3 persons, upon reviewing the content's match
by the I0C method, which has an I0C value = 1 and
has been suggested. The researchers applied the
questionnaire to make it more complete and

2) Reliability  researchers took 30 pilot
questionnaires, and then analyzed the reliability 0.920
using Cronbach's Alpha Coefficient method.

The researchers analyzed data from questionnaires
and in- depth interviews by analyzing data from
questionnaires. The researchers used a ready- made
program of social science statistics to analyze, using the
statistics used:  frequency,

percentage, average,

standard deviation, t- test, F- test, and multiple
regression, and in-depth interviews.

In-depth interviews of two Chinese tourists and two
Japanese tourists, who came to travel in Thailand. The
researcher realized that appropriate sample selection,
such as the interviewee's qualifications and sample size,
would affect the reliability of these findings. Due to the
time constraints and that there was

a strong

relationship between the interviewer and the

interviewee. Therefore, the ease of access to the
respondents and their susceptibility to disclosure were
key factors in determining the sample size.
V. RESULTS AND DISCUSSION

Of the 300 Chinese respondents, most of them are
male, 59.7 %, 93.3% are single, 95.3 % are under the
age of 25, 86.7 % are undergraduates, and the majority
live in Thailand 6-12 months, 68.7 %, and 300 Japanese

respondents are mostly male, 55.4%, single status is

61.7%, 52.3% are under the age of 25, 49.7% are high
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school education, and 88.7% live in Thailand under 6
months.

The cultural dimension that Chinese respondents
value the most is the MAS, with an average of 3.78
(S.D.= 0.7729), LTO with an average of 3.78 (5.D.=
0.7729) and UAI, with an average of 3.70 (S.D.= 0.68136)
respectively. The cultural dimensions that Japanese
respondents most focus on are the PDI, with an average
of 3.26 (5.D.= 0.527), and then LTO, with an average of
3.12 (S.D.= 0.524) and a cultural dimension of avoiding
uncertainty (UAI), with an average of 3.08 (S.D.= 0.473)
respectively.

The service quality that Chinese respondents have
the overall expectations with an average of 3.79 (S.D.=
0.693). The highest expectations of service quality for
Chinese respondents were Reliability, with an average
of 3.92 (S.D.= 0.816) and then Tangibles dimension,
with an average of 3.89 (S.D.=0.743) and
Responsiveness, with an average of 3.82 (S.D.= 0.828),
respectively, The lowest expectations of service quality
are customer recognition (Empathy) with an average of

3.61 (S.D.= 0.802).

A. Hypothesis Testing

Hypothesis I: The cultural dimension of Chinese
consumers affects the quality of service of Thai
restaurants. The statistics used in the analysis use
multiple regression statistics at a significant level of 0.05
based on the above assumptions. as follows:

Ho = The level of perception on the cultural
dimension of Chinese consumers does not affect the
service quality expectation of Thai restaurants.

H, The level of perception on the cultural

dimensions of Chinese consumers affects the service

quality expectation of Thai restaurants.
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Table 2 Chinese Consumer Cultural Dimensions on the service quality expectations of Thai Restaurants

coefficients’
Model Unstandardized Standardized t Sig. Collinearity Statistics
Coefficients Coefficients
B Std. Error Beta Tolerance VIF
(Constant) 1.428 0.249 5.737 .000%
PDI 0.034 0.064 0.032 0.538 .591 0.714 1.401
DV 0.019 0.059 0.020 0.326 745 0.668 1.497
MAS 0.223 0.058 0.234 3.827 .000% 0.667 1.499
UAI 0.236 0.074 0.217 3.190 .002% 0.543 1.843
LTO 0.143 0.064 0.141 2.237 .026% 0.632 1.583
a. Dependent Variable: Service Quality Expectation
*significant at a level of p<0.05*
Multicollinearity occurs when two or more  variables based on statistical significance at .05 level,

predictors in the model are correlated and provide

redundant information  about the response.
Multicollinearity was measured by variance inflation
factors (VIF) and tolerance. If VIF value exceeding 4.0,
or by tolerance less than 0.2 then there is a problem
with multicollinearity (Hair et al., 2010). From TABLE I,
VIF value of all independent variables are less than 4.0,
and tolerance greater than 0.2, which means these
multiple regressions are not face the multicollinearity
problem.

The result of the analysis of Multiple regression of
the culture dimension of PDI, IDV, MAS, UAI and LTO
can predict the

impact of the service quality

expectations of Thai restaurants.  Considering the
overall independent variables describe the variability of
the service quality expectations of Thai restaurants
have the Sig. of F determination coefficient less than
0.05, with R* = 0.264, indicating that the independent
variables can explain the variable variance by 26.4

percent. It is a variable that influences changes in
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with three positive influences by cultural dimensions in
the avoidance of uncertainty (UAI), the importance of
men/women (MAS), and the designation of short-term
plans in the future (LTO), respectively. It can write
multiple regression analysis equations in raw score as

follows:

Y 1.428 + 0.236 (UAI) + 0.223 (MAS) + 0.143 (LTO)

Hypothesis Il: The cultural dimension of Japanese
consumers affects the quality of service expectations
of Thai restaurants. The statistics used in the analysis
use multiple regression statistics at a significant level of
0.05 based on the above assumptions. as follows:

HO

= The level of perception on the cultural
dimension of Japanese consumers does not affect the
service quality expectation of Thai restaurants.

H1

The level of perception on the cultural
dimensions of Japanese consumers affects the service

quality expectation of Thai restaurants.
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Table 3 Japanese Consumers' Cultural Dimensions on The Service quality expectation of Thai Restaurants

Coefficients®
Unstandardized Standardized ) . .
Factors Coefficients Coefficients t Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
Constant 1.280 .104 12.334 .000%
PDI .084 .029 153 2.907 .004% 573 1.746
IDV .053 .037 .082 1.423 .156 477 2.095
MAS 112 .035 162 3.177 .002* 610 1.639
UAI 129 .029 .206 4.373 .000* 711 1.407
LTO 211 .027 .383 7.896 .000* 674 1.484
R? = 0.550, F = 69.519, Sig = 0.000

a. Dependent Variable: Service Quality perception

*significant at a level of p<0.05

From Table 3, VIF value of all independent variables
are less than 4.0, and tolerance greater than 0.2, which
means this multiple regression are not face the
multicollinearity problem. It shows the results of the
Multiple regression analysis of PDI, IDV, MAS, UAI and
LTO can predict the impact of the service quality
expectations of Thai restaurants.

Considering the

overall independent variables describe the variability

of the service quality expectations of Thai restaurants
have the Sig. of F determination coefficient less than
0.05, with R* = 0.550, indicating that an independent
variable can describe variable variance by 55.0 percent.

as follows:

Y =1.280 + 0.211 (LTO)+ 0. 129 (UAI) + 0. 112 (MAS)
+ 0.084 (PDI)

Table 4 Summary of Interviews with Chinese and Japanese Consumers

Interview Issues Chinese Consumers

Japanese Consumers

1. Cultural

Dimensions

struggling.
risks are common.

unfamiliar

of life in the future.

adherence to traditional business traditions.

The high level of emphasis on the LTO, PDI, MAS. They
still give more important to men. In the past, there
was a law for Chinese people to have only one
children, and often men would have to inherit the
family, even though the house had many children,

they chose to focus on men, and let women | -

- Pay attention to fear in vague situations and
People who are

constantly stressed and anxious will look at the risks

- The highest priority is that the LTO, they think that
the traditional tradition should be respected, the
person should endure the long-term consequences. It

is characterized by a long- term relationship and

The high level of emphasis on the UAI, LTO, MAS, but
with a moderate focus on the PDI. They remain focus
the most important on work priority than the
importance of family, caring for others and
maintaining.

Fear of risk, so there are rules, regulations, or
awareness campaigns to reduce the risk of future life,
and there are quite a lot of rules for society to make
everything go wrong and be an extremely competitive
society. People often have a fear of vague situations
and unfamiliar risks.

- Young generations pay less attention to long-term
relationships or long- term plans. Less secure
relationships, such as restaurant services, can be used

according to satisfaction rather than sticking to the

same relationship.
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Table 4 Summary of Interviews with Chinese and Japanese Consumers (Cont.)

Interview Issues

Chinese Consumers

Japanese Consumers

2. Service

Quality

- Pay attention to the taste of the food, service with
smiling and fast, but they do not require high quality
certification or excessive empathy. The service of
restaurant should be worth the price. The food is too
affordable. They do not focus on restaurant’s reward,
insurance. They would like to get fast service, no
mistakes in serving food as ordered. The staff should
answer the questions very well. If you can speak
Chinese, it is good, but they do not pay attention to
the rewards that the restaurant receives. | would stay

here again. It does not require a lot of extra services.

The restaurant should be trendy, but it should be
served to a good standard. Most Thai restaurants may
still lack standards. Need to be improved.

- Requires fast-response services, especially when the
customer is in the store, do not wait, ignore, or wait
for a long time. They do not care about the reward

that the restaurant receives.

From the in-depth interview results, it supported
the results of quantitative results, that can be discussed

further in the discussion part.

Discussion

1. The first hypothesis testing of the cultural
dimensions’ perception of Chinese consumers affects
the service quality expectations of Thai restaurants. It
was found that the level of opinion on the cultural
dimension of the importance of men/women (MAS),
avoiding uncertainty (UAI) and the design of future
short-term-long-term plans (LTO). It is a variable that
influences changes in variables based on statistical
significance at .05 level, with three positive influences
by cultural dimensions in the avoidance of uncertainty
(UAI). The second most significant aspects of
men/women's priorities (MAS) and the formulation of
short-term future plans (LTO), respectively, conflict
with Kueh and Voon (2007) who studied Culture and
expectations of service quality: evidence from
generation Y consumers in Malaysia, research results
has shown that cultures have a positive relationship
with risk avoidance (UAI) and long-term plan (LTO), but
have a negative relationship with the distance between
(PDI)

power and no relationship with  MAS and

collectivism, and conflict with  the study of Ninh
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Nguyen et al. (2015) on culture influences expectations
on overall service quality: The evidence from
Vietnamese consumers is intended to examine cultural

values on a personal level, affecting overall service

quality — expectations, using a total of 487
guestionnaires. The results showed that based on four
cultural factors: Collectivism, UAI, PDI and LTO,

collectivism had the highest overall service quality
expectations, followed by UAI and PDI.

2. The second hypothesis testing of the cultural
dimensions’ perception of Chinese consumers affects
the service quality expectations of Thai restaurants. It
was found that the cultural dimension of the distance
between power (PDI), the importance of men/women
(MAS), avoiding uncertainty (UAI) and the formulation of
short-term long-term plans in the future (LTO), It is a
variable that influences changes in variables based on
statistical significance at .05 level, with four positive
influences. The most effect is by LTO, then followed by
UAI, MAS and PDI, respectively, contradicted with Kueh
(2007) who

of

and Voon studied in Culture and

expectations service quality: evidence from
generation Y consumers in Malaysia. Research results
have shown that cultures have a positive relationship
with risk avoidance (UAI) and long-term plan (LTO) but

have a negative relationship with the distance between
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power (PDl) and no relationship with MAS and
collectivism. Also, the results conflict with the study of
Ninh Nguyen et al. (2015) on culture influences
expectations on overall service quality: The evidence
from Vietnamese consumers is intended to examine
cultural values on a personal level, affecting overall
service quality expectations, using a total of 487
questionnaires. The results showed that based on four
cultural factors: Collectivism, UAI, PDI and LTO,
collectivism had the highest overall service quality
expectations, followed by UAI and PDI.
V. RECOMMENDATIONS

Based on this finding, there are suggestions for Thai
restaurant operators. as follows:

1. Entrepreneurs should carefully study the
consumer culture and consumer behavior of each
group or each segment of Chinese and Japanese
consumers before entering the market. Especially
today, cultural matters may require more individual
education at the national level.

2. In terms of the cultural dimension that affects
the quality expectations of Thai restaurant service, the
Chinese think that the cultural dimension of the
importance of men/women (MAS), avoiding uncertainty
(UAD and the formulation of short-term plans in the
future (LTO). It is a variable that influences the change
in the quality expectations of Thai restaurants by having
a positive influence on all three variables. Avoiding
Uncertainty (UAI) is the most effective. Thai restaurant
operators who will take action for Chinese consumers
must pay attention to MAS, perhaps by designing the
shop to make them feel strong, warm and the design
of the menu that represents the position or luxury. In
case of UAI, the operator may design a stress-friendly
shop or a service with a clear service process. The LTO

is the one that defines long-term plans or long-term

relationships. Chinese consumers are most focused on
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UAI, and Chinese consumers with high UAI tend to be
strict on regulations. All the rules including services that
have to meet standards and no mistakes are
acceptable. Therefore, it requires clear information,
service processes or service procedures. We need a lot
of information and details about the service provider to
ensure service and Chinese consumers with high MAS
will want high quality of service. Thai restaurants should
pay great attention to training their employees or
create an impressive service atmosphere in the
restaurant. Consumers with high LTO are also more
likely to demand high quality of service. To establish a
long-term relationship with the service provider, the
same service is often used when the opportunity is
established. Operators may need to design a reliable
service and should also adjust their attention to
individual customers so that Chinese consumers will
continue to use the service repeatedly, as Chinese
people are also focused on long-term relationships.

3. However, for Japanese people, it is thought
that the cultural dimension of the distance between
power (PDI), the importance of men/women (MAS), the
avoidance of uncertainty (UAI) and the short- term
planning aspects of the future (LTO). Itis a variable
that influences the change in quality expectations of
Thai restaurant service. It is a positive influence on all
four variables, with a cultural dimension in the
formulation of LTO. As a result, the Japanese have a
Chinese- like opinion that the first three cultural
dimensions have the same effect. There is one more
cultural dimension variable: PDI or distance between
power, which in this part of japan is deemed to be a
highly dependent interdependence between low and
high- power individuals. Japanese people value LTO
variables or long-term relationships that affect service
quality expectations the most. Japanese consumers
pay the most attention to LTO, seeing that if they have

high LTO, they also need high quality of service. In order



to build long-term relationships with service providers,
the same service is often used when the opportunity is
available, and Japanese consumers with high UAI tend
to be strict on the regulations. All the rules, including
services that meet the standards, do not require
mistakes. Therefore, it requires clear information,
service processes or service procedures. We need a lot
of information and details about the service provider to
ensure service and Japanese consumers with high MAS
will want high quality of service. Thai restaurants should
pay great attention to training their employees or
create an impressive service atmosphere in the
restaurant. Japanese consumers with high PDI are also
high in demand for high quality of service. It focuses on
providing equal quality services between the users at
each level, such as the dining room. Therefore, Thai
restaurants should be clean, easy to travel to and
provide separate dining room.

4.  According to the interview results, Chinese
consumers want good-tasting food that adapt the taste
to meet the needs of Chinese consumers and are worth
the price. The staff are very friendly and helpful.
Japanese consumers think that the service is fast and
standard. Also, the restaurant as well as the bathroom
should be clean. Modern people may have less
relationships with each other. Therefore, it is not
expected to require special services from service
providers.

VI.  LIMITATION

The research is not yet completed. This article is
subject to a few limitations.  First, while this study is
not unlike the original Hofstede work in terms of its
sample heterogeneity, it is reasonable to conclude that
the somewhat unique characteristics of the sample
are not fully representative of the greater Chinese and

Japanese population.
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Abstract

The increasingly competitive global economy pushed companies to exploit all of their available resources as a
means of achieving competitive advantage. Especially the electronics industry, which has been affected by the
manufacturing and export sectors, has continued to decline. The purpose of this research was to investigate and to
develop the causal structural relationship model of factors influencing operational performance, to analyze and to
compare direct and indirect effects of factors influencing operational performance, consisting of 3 latent variables.
This research was conducted using a questionnaire as an instrument to collect data from operators 551 samples with
stratified random sampling. This process was completed using the principles of structural equation modelling which
required confirmatory factor analysis on the measurement model and path analysis on the structural model.

The results suggested that the theoretical model and empirical data showed a good fit X? = 168.509, df =62,
CMIN/df =2.72, Probability level (p value) =0.000, GFI =0.95 AGFI =0.93, CFl =0.98, RMR=.01, RMSEA=.05), indicating
an indirect effect of transformational leadership on operational performance via Japanese style management. The
effect of transformation leadership on operational performance was fully mediated by Japanese style

management.

Keywords: Transformational Leadership, Japanese Style Management, Operational Performance
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Abstract

This study aimed to investigate the impact of knowledge management practices on employee work
performance and the mediating role of job satisfaction on the relationships between knowledge management
practices and work performance of private banks employees in Myanmar. Specifically, this study emphasized six
dimensions of knowledge management practices, job satisfaction, and employee work performance. The
quantitative research approach was used to investigate 434 valid responses collected via a questionnaire survey
from the users of a private bank in Myanmar. Multiple regression analysis was used to analyze the data. This study
found that three dimensions of knowledge management practices, knowledge sharing, knowledge application, and
knowledge retention significantly impact on employee work performance and job satisfaction partially mediates
on the relationships between knowledge management practices, except knowledge sharing, and employee work
performance. The findings could contribute to the organizational performance context in the aspect of knowledge
management practices and employee work performance. Moreover, the findings could be applied to the

development HR strategies to improve performance.

Keywords: Knowledge Management, Job Satisfaction, Employee Work Performance
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I. INTRODUCTION

Today business world, knowledge has become one
of the critical driving forces for business success. In
addition, the emergence of rapidly expanding
technologies for information distribution has focused
attention on knowledge management (Tsirikas &
Katsaros, 2014). Nonaka and Takeuchi (1995) proposed
knowledge management may growth employee’s
innovation, learning and performance which affect their
flexibility and job satisfaction. Many organizations are
viewing knowledge as the most valuable and strategic
resource, and as a result, they are realizing that to
remain competitive they must manage this resource
(Zack, 1999). In addition, the foundation of
organizational competitiveness in the contemporary
economy has shifted from physical and tangible
resources to knowledge (Wong & Aspinwall, 2005).

Because of the rapidly changing market
expectations, the demands for new products have
been gradually replacing the capital and labor-intensive
firms by knowledge intensive firms, and routine work by
knowledge worker (Ali & Ahmad, 2006). To provide new
and quality products or services, organizations need to
have skillful and knowledgeable staffs and leaders. In
the later time, prime resource of any organization is not
its financial or technical resources but it is the
knowledge which is enclosed in the mind of its human
(Malhotra, 1997). Therefore, knowledge base resources
are the path or way that follows in order to have a
sustainable competitive edge to the organization
(Biswakarma, 2018). Moreover, knowledge management
positively affects organizational outcomes of company
innovation, product improvement and employee
improvement (Rasula, Vuksic, & Stemberger, 2012). It is
more important in the service sector especially in a
financial institution like banks (Biswakarma, 2018).

The role played by banking sector is increasingly

important for economic development (Ngahu &
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Mbugua, 2017). Therefore, private banks are usually
recognized for the contribution made in the economic
activities, innovation, employment and wealth creation
for a nation (Okoth & Kusa, 2013). In addition, as they
are in the service sector, banks develop a variety of
products (including automated teller machine, phone
banking, telebanking, Internet banking, etc.) to meet the
needs of customers (Ndubisi, Wah, & Ndubisi, 2007). By
managing available knowledge of employees, they can
benefit from knowledge management in supporting the
creation of new knowledge, inventing new ideas and
taking initiatives to enhance their development and
success in the banking environment (Alrawi & Elkhatib,
2009). The Myanmar banking industry is characterized
by intense competition; therefore, banks should utilize
their knowledge resources effectively to create
competitive advantages and develop a greater ability
to act and adapt to the ever-changing tastes and needs
of customers (International Monetary Fund, 2018).
Therefore, bank managers need to use and manage
their workforce’s knowledge for making decisions and
performing tasks perfectly for the organizational
success.

As human knowledge, skills, and intelligence are
tacit and individually centered, they are not easily
captured and processed for the benefit of the
organization (Alyoubi, Hoque, & Alharbi, 2018). Many
prior studies broadly explained that job satisfaction is
an employee’s positive/negative perception associated
with  his/her job, which fosters organizational
commitment and work performance as final outputs
(Spector, 1997). Although job satisfaction is the most
researched topic in the field of organizational behavior,
it has only rarely been approached from a knowledge-
(Alyoubi et al, 2018).

based perspective Many

researchers have been studied the relationship

between knowledge management and job satisfaction

(Kianto, Vanhala, & Heilmann, 2016; Pruzinsky &



Mihalcova, 2017; Kumar, 2018). However, there is no
documented study or survey for Myanmar banking
sector. To fill this gap in the literature, this study
examines the impact of knowledge management
practices on employee work performance and the
mediating role of job satisfaction on the relationship
between and

knowledge management practices

employee work performance.

Il. LITERATURE REVIEW

According to the resource-based theory, a company
should re-examine its assets and make use of the most
valuable ones to maximize the economic value (Barney
& Baysinger, 1990). To compete and become successful
in their own market, organizations must now learn to
manage their intangible asset that is “Knowledge”. This
practice is generally known as Knowledge Management
(KM) or sometimes is referred to as business intelligence
(Ali & Ahmad, 2006). However, there is no standard
definition for knowledge management. According to
Lyons (2000), knowledge management is the concept
in which an enterprise consciously gathers, organizes,
shares, and analyzes its knowledge in term of resources,
documents, and people skills. In addition, King (2007)
argued knowledge management as the planning,
organizing, motivating and controlling of people,
processes and systematic in the organization to ensure
that its knowledge related assets are continuously
improved and effectively employed.

The knowledge management literature includes
several categorizations of KM practices and activities.
Nonaka and Takeuchi (1995) divide KM practices into
knowledge creation, incorporation and dissemination.
Demarest  (1997) proposes four KM processes:
knowledge construction, embodiment, dissemination
and use. Alavi and Leidner (2001) discuss knowledge
creation, knowledge

storage/retrieval, knowledge

transfers and application. In sum, the literature typically
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identifies four to six knowledge processes that are
& Takeuchi, 1995;
Demarest, 1997; Alavi & Leidner, 2001). Similar to these

cyclically interrelated (Nonaka
views, this paper proposes that KM practices can be
divided into six main types: knowledge creation,
knowledge acquisition, knowledge sharing, knowledge
application, knowledge codification and knowledge
of these variables and

retention.  Definitions

corresponding literatures are presented in Table (1).

Table 1 Definitions of Knowledge Management Practices

Knowledge

management Definitions

practices

Knowledge The organization’s ability to create and

creation develop new and useful ideas and solutions
regarding various aspects of organizational
activities, from products and technological
processes to managerial practices (Nonaka &
Takeuchi, 1995; Kianto et al., 2016).

Knowledge Organizational practices that aims at

acquisition collecting information from extra
organizational sources (Cohen & Levinthal,
1990; Zahra & George, 2002; Darroch, 2005).

Knowledge Donation and collection of knowledge among

sharing the different knowledge units in an
organization (Becerra-Fernandez, Gonzales, &
Sabherwal, 2004; Nonaka I., 1991).

Knowledge Processes of applying knowledge to new

application situations in which users can learn and
generate new knowledge and having effective
storage and retrieval mechanisms(ways) that
allow the organization to access that their
knowledge easily (Lawson, 2003; Lin & Lee,
2005).

Knowledge The activities needed to codify tacit

codification knowledge into explicit form, to store

documented knowledge and to provide up-
to-date documented knowledge to others in
the organization (Filius, De Jong, & Roelofs,

2000).
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Table 1 Definitions of Knowledge Management Practices

(Cont.)
Knowledge
management Definitions
practices
Knowledge Activities related to managing personnel
retention turnover and the associated loss of expert

knowledge - a key strategic resource (Kianto

et al,, 2016).

However, the performance of an organization
results collectively from the ability and effort of its
employees toward achieving organization’s targets.
Understanding employee work performance is essential
as the crucial management decisions are based on
individual ~ performance (Sonnentag, Volmer, &
Spychala, 2008). Employees work performance is very
important as it creates the overall organizational
performance (Berberoglu & Secim, 2015). According to
Armstrong and Taylor (2014) defined performance as
behavior that accomplishes results. Employee work
performance is defined as all activities that employees
involve to fulfill their obligations toward achieving
organizational goals and objectives (Kocak, 2006).
Borman & Motowidlo (1993) asserted that performance
is classified into two categories; task performance and
contextual performance. Task performance refers to
employees’ direct involvement in practical duties in
the process of achieving practical outcomes (Borman &
Motowidlo, 1997). Contextual performance refers to
extra-role activities that support the social and
organizational environment (Borman & Motowidlo,
1993). The implementation of knowledge management
(knowledge management infrastructure and practices)
is likely to ensure the provision of work content
components and work environment components
(Kianto et al., 2016). Some researchers also found that
knowledge management practices can affect the work
and work content

environment  characteristics
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characteristic positively to foster the contextual and
task performance (Razzaq, et al., 2018).

Many studies have been done in the area of
knowledge management especially its impact on
performance (Darroch, 2005; Kuo & Ye, 2010; Delshab,
et al., 2020; Etori & Alilah, 2020). Darroch (2005) studied
the impact of knowledge management on performance
in  New Zealand organizations and found that
knowledge management have significant impact on
performance. Kuo and Ye (2010) studied the impact of
IT application and knowledge management capacity on
performance and found the significance relationship
between knowledge management capacity and
performance. Delshab and colleagues (2020) studied
the impact of knowledge management on performance
of nonprofit sports clubs and found that knowledge
management have significant impact on performance.
In addition, Etori and Alilah (2020) also study the impact
of knowledge management on performance of US retail
firms and found that knowledge management
significantly impact the performance. In Myanmar, no
existing study explores the impact of knowledge
management practices on employee work performance
in banking sector. Therefore, this study aimed to
examine the impact of knowledge management
practices on employee work performance and,
accordingly, proposed the following hypotheses.

Hla: Knowledge creation is positively and
significantly related to employee work performance.

Hib: Knowledge acquisition is positively and
significantly related to employee work performance.

H1c: Knowledge sharing is positively and significantly
related to employee work performance.

H1d: Knowledge application is positively and
significantly related to employee work performance.

Hle: is

Knowledge codification positively and

significantly related to employee work performance.



H1f: Knowledge retention is positively and
significantly related to employee work performance.

Spector (1997) defined job satisfaction as the extent
to which people like (satisfaction) or dislike
(dissatisfaction) their jobs. The term job satisfaction is
close to the concept of employee well-being (Pruzinsky
& Mihalcova, 2017). Employee well-being is the overall
quality of an employee’s experience and functioning at
work (Grant, Christianson, & Price, 2007). The definition
includes three dimensions of well-being: psychological,
physical and social. Well-being is a key factor in both
individual and organizational performance. The impact
of poor well-being is reflected in under-performance,
absenteeism, presents, sick leave and turnover
(Pruzinsky & Mihalcova, 2017).

Although a considerable interest regarding the
connection between knowledge management and job
satisfaction has been expressed, only few authors have
been able to draw on any structured research in order
to investigate possible connections (Tsirikas & Katsaros,
2014). Ajay and Vandna (2011) have shown that
there is a positive correlation between knowledge
management and employee satisfaction. Overall,
Becerra-Fernandez et al. (2004) argue that knowledge
management may enhance employees’ flexibility and
job satisfaction.

Many researchers had been explored the
relationship between knowledge management and
employee job satisfaction (Koseoglu, Bektas, Parnell, &
Carratier, 2010; Almahamid, Mcadama, & Kalaldeh,
2010; Lee & Chaung, 2007). Lee & Chang (2007)
examined the relationship between employee job
satisfaction and knowledge management in an electric
wire and cable group in Taiwan. Singh & Sharma’s
(2011) studied Indian telecommunication industries and
found a positive association between knowledge
management  and satisfaction.

employee job
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Almahamid et al. (2010) focused on the impact of
knowledge sharing on job satisfaction in Jordan.

However, the literature suggests a weak relationship
between job satisfaction and performance and the link
between an individual’s job satisfaction and his/her
productivity is only very slightly positive (Langton &
Robbins, 2006). As against that, other authors suggest
that employees’ job satisfaction may affect their
performance (Gibson, Fichman, & Plant, 1997) and their
productivity (Hollyforde & Whiddett, 2002). Rasmi, Muis,
and Pono (2020) studied the impact of compensation,
work environment, and organizational commitment
towards job satisfaction on the performance and found
that job satisfaction has a positive and significant impact
on teacher performance. Tentama, Kusuma, & Subardjo
(2019) studied the direct and indirect effect of
transformational leadership on performance with
satisfaction as a mediator of the educational staff at the
University of X Yogyakarta. Therefore, this paper
investigated the mediating effect of job satisfaction on
the relationship between knowledge management
practices and employee work performance. On the
basis of proposed research model, following hypothesis
are developed to test the meditating effect on the
relationship between variables.

H2a: The relationship between knowledge creation
and employee work performance is mediated by job
satisfaction.

H2b: The between

relationship knowledge

acquisition and employee work performance is
mediated by job satisfaction.

H2c: The relationship between knowledge sharing
and employee work performance is mediated by job
satisfaction.

H2d: The between

relationship knowledge

application and employee work performance is

mediated by job satisfaction.



TNI Journal of Business Administration and Languages
Vol.8 No.2 July - December 2020

H2e: The  relationship  between  knowledge

codification and employee work performance is
mediated by job satisfaction.

H2f: The relationship between knowledge retention
and employee work performance is mediated by job
satisfaction.

Based on the above discussion and proposed
hypotheses, the conceptual framework is illustrated in
Figure (1). This framework argues that the six
dimensions of KM Practices— knowledge creation,
knowledge acquisition, knowledge sharing, knowledge
application, knowledge codification and knowledge
retention can improve the likelihood of employee work
performance. This framework also showed that the
relationship  between  knowledge  management
practices and work performance is mediated by job

satisfaction.

Knowledge
Management
Knowledge Employee
Creation Work
Knowledge Performance
Acquisition \ I Task
performance
Knowledge
) N
sharing Contextual
Knowledge performance
N~
Application Job
Knowledge Satisfaction
1
Codificatio
Knowledge L
Retention

Figure 1 Conceptual Framework

lIl. RESEARCH METHODOLOGY
The exploratory research was mainly used in this
study. Non-probability sampling gives a variety of

alternative techniques based on researchers’ subjective
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judgment (Sekaran & Bougie, 2016). The convenience
sampling method was applied for the study. A draft
questionnaire was prepared based on previous
literature and translated to Myanmar using back
translation method. Then the questionnaire was
distributed to 48 respondents to test pilot study.
Reliability analysis was used as preliminary analysis for
the pilot study. Based on the results of the pilot study,
the questionnaire was refined for the main data
collection. To cover incomplete response, the 400
people who are working in privet bank were targeted as
the sample size for the study. Then, 600 questionnaires
were distributed to private bank employees and out of
which 500 questionnaires were returned. Therefore, the
response rate is 83.33% and after eliminating
incomplete response 434 questionnaires were used. In
the main study, after analyzing scale reliability with
Cronbach’s Alpha, regression analysis was used to test

the hypotheses specified in the model.

A. Research Measurement

The study aimed to test the impact of knowledge
management  practices on  employee  work
performance, and mediating role of employee job
satisfaction on the relationship between knowledge
management  practices and employee  work
performance. In order to get this aims, six knowledge
management practice dimensions were used. For the
measure of the research model, scale items were
adopted from various previous studies. For the
knowledge management practice variables, scale items
were adopted from the work of Kianto (2008), Jakob
(2003), Wiig (2003). In this study, job satisfaction is
treated as unidimensional measure and adopted from
Fernandes and Awamleh (2006). In addition, scale items
for

employee work performance variables were

adopted from Koopmans et al. (2014).



B. Reliability Analysis

For the internal consistency of the scale items used
in the study Cronbach’s Alpha analysis was used.
Various authors suggested that the value of Cronbach’s
Alpha above 0.7 means good reliability (Zikmund,
Babin, Carr, & Griffin, 2010). However, Hair, Black, Babin,
and Anderson (2014) suggested that Cronbach’s Alpha
value 0.6 can be used in exploratory research. For the
main study, as shown in Table (2), Cronbach’s Alpha
values range from 0.609 to 0.9, and all these values
were aligned with the criteria set by Zikmund et al.

(2010) and Hair et al. (2014).

Table 2 Reliability Analysis for the Research Variables

Sr. Research Variables Number  Croanbach’s

No. of ltems  Alpha

1. Knowledge Creation 8 167

2. Knowledge 7 763
Acquisition

3. Knowledge Sharing 7 .900

4. Knowledge 4 .827
Application

5. Knowledge 5 .841
Codification

6. Knowledge Retention 3 .603

7. Job Satisfaction 7 877

8. Task Performance 7 872

9. Contextual 12 .898
Performance

n=434

IV. ANALYSIS AND DISCUSSIONS
A Testing the relationship between knowledge

management  practices and employee  work
performance

To test the effect of knowledge management
practices on employee work performance, in order to
reach the first objectives, multiple regression analysis
was done. As shown in Table (3), 3 out of 6 dimensions

of knowledge management practices have positive and
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significant impact on employee work performance.

Knowledge sharing, knowledge application, and
knowledge retention have positive and significant
impact on employee work performance, meaning that
hypotheses Hlc, H1d, and H1f are accepted. However,
other three dimensions, knowledge creation,
knowledge acquisition, and knowledge codification
don’t have significant impact on employee work
performance - rejecting the hypotheses H1a, H1b, and

.326) of

Hle. Table (3) shows that 32.6% (R-square
variation in employee work performance is explained
by knowledge management practices variables. Among
these variables, knowledge sharing dimension of
knowledge management practices have greatest impact
on employee work performance, the value of beta is

0.226, which is the largest among other variables.

Table 3 Multiple Regression Analysis: Knowledge Management

Practices and Employee Work Performance

Coeffi-
cients R- F-
(Beta) t P Square F sig
Knowledge  .061 1.187 236 .326 34.383 .000
Creation
Knowledge  -.036 -914 361
Acquisition
Knowledge  .226**  4.967 .000
Sharing
Knowledge  .183***  4.538 .000
Application
Knowledge  -.005 -106 916
Codification
Knowledge  .117* 2529 012
Retention

a. Dependent Variable: Employee Work Performance

= 50,001, * = p<0.05, N=434

B. Testing the mediation effect of job satisfaction on
the relationship between knowledge management

practices and employee work performance
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To test the mediation effect of job satisfaction on
the relationship between knowledge management
practices and employee work performance, which can
reach the second objective, the methodology
suggested by Baron and Kenny (1986) was used.
Preacher and Hayes, (2004) indicated that most
mediation analyses are guided by the procedures
outlined by Baron and Kenny (1986). According to this
methodology, mediation occur when four conditions
are met. First, independent variable (knowledge
management practices dimensions) significantly effects
the mediator (job satisfaction). Second, the mediator
(job satisfaction) significantly effects the dependent
variable (employee work performance). Third, the
independent  variable

(knowledge  management

practices dimensions) has significant effect on
dependent variable (employee work performance) in
the absence of the mediator (job satisfaction). Fourth,
when the mediator (job satisfaction) is added to the
model, the effect of independent variable (knowledge
management practices dimensions) on the dependent
variable (employee work performance) is significantly
reduced. Test of the mediation effect of job satisfaction
on the relationship between knowledge management
practices and employee work performance results are

shown in Figure 2 through 7.

Job Satisfaction

w

Knowledge D6 0%*x Employee Work
Creation - Performance
Knowledge 330 .| Employee Work
Creation Performance

*** p<0.001, **p<0.01

Figure 2 Path analysis for knowledge creation and employee

work performance
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Fisure 2 represents the result of the path analysis
on job satisfaction mediating on the relationship
between knowledge creation and employee work
performance. Knowledge creation has a positive direct
effect on employee work performance. As for indirect
effect, knowledge creation has significant positive
impact on job satisfaction and job satisfaction has
significant  positive impact on employee work
performance. The results prove that job satisfaction is
partially mediating on the relationship between

knowledge creation and employee work performance.

Job Satisfaction

Knowledge 110%* Employee Work
Acquisition - Performance
Knowledge 166 | Employee Work
Acquisition Performance

*** p<0.001, **p<0.01

Figure 3 Path analysis for knowledge acquisition and employee

work performance

Fisure 3 represents the result of the path analysis
on job satisfaction mediating on the relationship
between knowledge acquisition and employee work
performance. Knowledge acquisition has a significant
positive direct effect on employee work performance.
As for indirect effect, knowledge acquisition has
significant positive impact on job satisfaction and job
satisfaction has significant positive impact on employee
work performance. The results prove that job
satisfaction is partially mediating on the relationship
between knowledge acquisition and employee work
performance.

Figure 4 represents the result of the path analysis
on job satisfaction mediating on the relationship

between knowledge sharing and employee work



performance. Knowledge sharing has a positive direct

effect on employee work performance.

W -0003

Job Satisfaction

Knowledge 381 Employee Work
Sharing - Performance
Knowledge 3807 .| Employee Work
Sharing Performance
¥ p<0.001

Figure 4 Path analysis for knowledge sharing and employee

work performance

As for indirect effect, although the knowledge

sharing has significant positive impact on job
satisfaction, job satisfaction doesn’t have significant
impact on employee work performance. Therefore, job
satisfaction doesn’t have mediating effect on the
relationship between knowledge sharing and employee

work performance.

Job Satisfaction

w*

Knowledge 266%** Employee Work
Application - Performance
Knowledge 3067 .| Employee Work
Application Performance

© 520,001, #p<0.01

Figure 5 Path analysis for knowledge application and employee

work performance

Figure 5 represents the result of the path analysis
on job satisfaction mediating on the relationship
between knowledge application and employee work

performance. Knowledge application has a positive
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direct effect on employee work performance. As for
indirect effect, knowledge application has significant
positive impact on job satisfaction and job satisfaction
has significant positive impact on employee work
performance. The results prove that job satisfaction is

partially mediating on the relationship between

knowledge  application and employee  work
performance.
Job Satisfaction
Knowledge 284¥** Employee Work
Codification - Performance
Knowledge 327%** .| Employee Work
Codification Performance

*** p<0.001, **p<0.01

Figure 6 Path analysis for knowledge codification and employee

work performance

Figure 6 represents the result of the path analysis
on job satisfaction mediating on the relationship
between knowledge codification and employee work
performance. Knowledge codification has a positive
direct effect on employee work performance. As for
indirect effect, knowledge codification has significant
positive impact on job satisfaction and job satisfaction
has significant positive impact on employee work
performance. The results prove that job satisfaction is
partially mediating on the

relationship  between

knowledge  codification and  employee  work

performance.
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Job Satisfaction

Knowledge K Employee Work
Retention - Performance
Knowledge 3587 .| Employee Work
Retention Performance

*¥** p<0.001, **p<0.01

Figure 7 Path analysis for knowledge retention and employee

work performance

Figure 7 represents the result of the path analysis
on job satisfaction mediating on the relationship
between knowledge retention and employee work
performance. Knowledge retention has a positive direct
effect on employee work performance. As for indirect
effect, knowledge retention has significant positive
impact on job satisfaction and job satisfaction has
significant  positive impact on employee work
performance. The results prove that job satisfaction is
partially mediating on the relationship between
knowledge retention and employee work performance.

According to these figures (from figure 2 to 7), job
satisfaction is partially mediating the relationship
between 5 (out of 6) dimensions of knowledge
management  practices and employee  work
performance. However, job satisfaction does not have
effect on the

mediating relationship  between

knowledge sharing and employee work performance.

C. Discussion

One of the objectives of this study was to
investigate the impact of knowledge management
practices on employee work performance and it was
found that 3 out of 6 dimensions of knowledge
management practices has significant positive impact
on employee work performance. According to multiple

regression analysis, knowledge sharing has significant
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positive impact on employee work performance -
accepting hypothesis Hlc. This result is aligned with the
finding of Chaarani and Abiad (2020), Kinyua, SMA, and
JM (2015), and Darroch (2005). Knowledge application
was found to have significant positive impact on
employee work performance — accepting hypothesis
H1d. This result was aligned with the findings of Kinyua
et al (2015). In addition, knowledge retention also
found to have significant impact on employee work
performance — accepting hypothesis H1f. This result
was aligned with the findings of Alyoubi et al. (2018).
However, three dimensions of knowledge management
practices, knowledge creation, knowledge acquisition,
and knowledge codification did not find to have
significant impact on employee work performance -
rejecting Hla, H1b, and H13. These results mean that
organization’s ability to create, acquire, and
documentation of knowledge do not significantly relate
to employee work performance. These findings are
contrary to most of the previous researches. However,
Prusak and Weiss, (2007) argued the reasons behind the
failure of knowledge practices, such as creation, sharing,
and codification, are due to the complexity of
knowledge management and the need to go beyond
technological systems. Most organizations’ documents
are presented in an isolated fashion. There is not
enough context to enable knowledge workers to make
connections between related documents (Prusak &
Weiss, 2007).

The second objective of the study was to examine
the mediating effect of job satisfaction on the
relationship  between  knowledge = management
practices dimensions and employee work performance.
The findings indicate that job satisfaction is partially
mediating on the relationships between 5 out of 6
dimensions, except knowledge sharing, of knowledge
management and work

practices employee

performance - accepting hypotheses H2a, H2b, H2d,



H2e, and H2f. However, job satisfaction doesn’t have

mediating effect on the relationship between
knowledge sharing and employee work performance -

rejecting hypothesis H2c.

V. CONCLUSIONS

A. Theoretical Contribution

This study contributes to knowledge management
literature in several perspectives. The first contribution
of this study fulfills theoretical gaps that present in
knowledge management literature and gain and
understanding of the relationship among knowledge
management practices, job satisfaction and employee
work performance. The finding of this study reveals that
knowledge management practices dimensions are, in
some way, the drivers of bank employees work
performance. The second contribution would be the
empirical evidence that the relationships between the
knowledge management practices dimensions and
employee work performance are partially mediated by
job satisfaction of bank employees. This can provide
better understanding of a variable that affect the
relationship  between

knowledge = management

practices and employee work performance.

B. Managerial Implications

This study makes implication by providing banking
sector with better insights into knowledge management
practices, including knowledge creation, knowledge
acquisition, knowledge sharing, knowledge application,
knowledge codification and knowledge retention, in
order to improve employee work performance. Further,
by linking these issues to work performance, this study
demonstrates  the importance of  knowledge
management practices for better employee work
performance. Therefore, improved employee work
performance can be one of the long-term benefits of

fulfilling knowledge management best practices. In this
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study, the results show that knowledge sharing
positively and significantly influence on employee work
performance. This can be implied that by providing
donation and collection of knowledge among the
different knowledge units in an organization, the bank
can improve work performance of its employees,
Further, knowledge application also has a positive and
significant influence on employee work performance.
By applying bank employee knowledges into new
situation and generating their knowledge into new
ideas, the bank can obtain effectiveness in their work
performance. Moreover, knowledge retention also
positively and significantly influences on employee
work performance. Therefore, this can be implied that
by managing personnel turnover and the associated
loss of expert knowledge, bank can maintain employee
work performance.

In addition to the direct effect of knowledge
management  practices on  employees  work
performance, the mediating effects of job satisfaction
on the relationship between knowledge management
practices and employee work performance has also
studied. The result of the study revealed that when job
satisfaction is mediated, five of six dimensions of
knowledge management practices positively and
significantly influence on employee work performance.
These five dimensions of knowledge management
practices are knowledge

creation,  knowledge

acquisition,  knowledge  application,  knowledge
codification and knowledge retention. The result of the
study showed that when job satisfaction is mediated,
knowledge sharing is not positively and significantly
influence on employee work performance. As a result,
this can be implied that when the bank emphasized job
satisfaction of their employees, all the dimensions of
knowledge management practices are more considered
for the employees

work  performance except

knowledge sharing. Therefore, banks manager should
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perceive and recognize the benefits of knowledge
management practices that can increase employee

work performance.

C. Recommendation for future research

This study investigated the impact of knowledge
management practices on employee work performance
and the mediating role of job satisfaction on the
relationship  between  knowledge  management
practices and employee work performance. According
to the findings of this study, there are several
suggestions for further research. Firstly, the researcher
should identify more knowledge management practices
dimensions with the fix of the banking sector because
this study found that some knowledge management
practices dimensions do not have significant effect on
employee work performance. Further researchers
should also consider the key factors of knowledge
management practices to be more complementary
research.

Secondly, as the impact of knowledge management
practices on employee work performance have
changed when job satisfaction is included as a mediator
in the model, further research should try other
constructs, such as employee commitment, as a
mediator between knowledge management practices
and employee work performance.

Finally, for more understanding of the mediating
role of job satisfaction on the relationship between
knowledge management practices and employee work

performance, further research should emphasize on

other industries (i.e. University, Hospitals, IT etc.).

D. Conclusion

This study aimed to investigate the impact of
knowledge management practices on employee work
performance and the mediating role of job satisfaction

on employee work performance. Along with these
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objectives 12 hypotheses were tested by multiple
regression methods and the results showed that, in the
absent of job satisfaction as a mediator, knowledge

sharing, knowledge application, and knowledge

retention have significant positive impact on employee
work performance. However, when job satisfaction is

included as mediator, knowledge management

practices variables, except knowledge sharing, have

significant  indirect impact on employee work

performance and their relationships are partially

mediated by the mediator.
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Abstract

The objectives of this research were 1) to study the level of organizational commitment of private sector
personnel, 2) to study the personal factors affecting the organizational commitment of private sector personnel,
and 3) to study the relationship between the well-being and organizational commitment in Cha-am and Hua Hin
areas. The samples used in this study were the personnel from private sector organizations in Cha-am and Hua Hin
such as hotels, resorts, shopping malls and shops, totaling 400 people. Questionnaires were used to collect data.
The statistics used for data analysis were frequency, percentage, mean, chi-square standard deviation and multiple
regression analysis at the significance level of 0.05.

The research results showed that most private sector personnel were female, aged between 31-40 years old,
holding a bachelor's degree, single, earning monthly income between 15,001 - 25,000 baht, 1 - 5 years of work
experience had an overall high level of well-being and organizational commitment. Personal factors such as
position, age, education level, monthly income and work experience affecting the organizational commitment at
the statistical significance of 0.05. The 4 aspects of well-being: 1) the communication relationship, 2) the dedication
and devotion to work, 3) the career success and achievement, and 4) the work recognition were highly related to
the organizational commitment at the size of 0.765, and the well-being of the four aspects could explain the

change of the organizational commitment at 57.20 percent.

Keywords: The well-being at work, the happiness at work, organizational commitment, private sector personnel
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