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Abstract

The purpose of paper is to explore the role of the learning organization as a
mediating variable between knowledge management and service quality in
these organizations, also the paper aims to review the concept of learning
organization, and the different elements of knowledge management and service
quality in service business organizations. In order to achieve the purposes of the
study, researcher adopted a descriptive analytical method, valid research in-
strument was utilized to conduct a survey of (450) questionnaires which were
distributed, and (398) questionnaires were retrieved for analysis, rating (88%)
of the distributed questionnaires. Analyzing data was conducted using a set of
statistical methods including a normality test along with Cronbach’s alpha,
standard deviation, confirmatory factor analysis, exploratory factor analysis,
multiple and simple linear regression using SPSS-V25 and AMOS-V25. The
study reached a set of results, the most important of which are: 1) There is a
statistically impact at significant level (a < 0.05) of knowledge management on
service quality through the learning organization as a mediating variable in
Alexandria Water Company in Egypt. 2) There is a significant correlation be-
tween learning organization and knowledge management, also there is a signif-
icant correlation between knowledge management and service quality, and fi-
nally there is a significant correlation between learning organization and service
quality. The study reached a set of recommendations, the most important of
which are: 1) It is necessary to plan, organize, lead and monitor enterprise
knowledge and process management with emphasis on efficiency and effec-
tiveness of the right of access to it; 2) Managers and owners should pay atten-
tion to the learning organization, as it plays a major role in building and form-
ing organization culture and knowledge structure of organizations.
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1. Introduction

As a result of technical progress, the information revolution and the explosion of
knowledge, organizations of all kinds live now in an environment characterized
by continuous change (Zahidul & Rahman, 2019) [1]. As technological changes
are in a fast manner, it becomes more difficult to predict the future develop-
ments and plan for the future changes, organization has to adapt and make
changes in a very limited time (Nouri ef al, 2017) [2].

Organizational development has become inevitable in order to adapt to those
changes, which prompted organizations to reconsider the provision of services
by keeping pace with developments in the environment and searching for Mod-
ern management strategies and directions that enable it to adapt to changes in
the surrounding environment (Angelos and Panagiotis, 2013) [3].

The increasing intensity of competition among organizations has led organ-
izations to look for ways to have excellent and competitive advantage. Know-
ledge management and organizational learning tools to gain competitive ad-
vantage for different organizations are considered (Alsabbagh and AL Khalil,
2017) [4].

Successful organizations are learning organizations. Learning organization is
an organization skilled at creating, acquiring, and transferring knowledge, and at
modifying its behavior to reflect new knowledge and insights (Bratianu, 2018)
[5]. Learning organizations only can make improvements and they never be-
come stagnant. Although organizations are learning and adapt to change, they
are so slow in making changes. Successful organizations consider change and
development as the most important factor which determines their success (Al
Ahmar, 2014) [6].

In this intellectual age, knowledge has become a very important factor behind
the success of organizations. But ineffectiveness managing of the knowledge may
cause to be not existing (Yu, 2010) [7]. Thus, organizations are looking for effi-
cient knowledge management and organizational learning practices and tools in
order to adapt quickly to those changes from inner and outer perspectives, satis-
fy continuously change business customers’ knowledge demand, improve their
sustainable organizational performance, and seek local and global spread (Kor-
dab et al, 2020) [8].

Knowledge management can optimize intellectual assets to create value, in-

crease productivity, and gain and sustain competitive advantage (Yang, 2011) [9]
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Knowledge management can be defined as the process of creating, applying and
assimilating, organizational knowledge to exploit new opportunities and en-
hance organizational performance (Alsabbagh and AL Khalil, 2017) [4].

There are many benefits of adopting organizational learning and knowledge
management then solving organizational problems is the following: enhancing
service quality, provide value-added services, greater productivity of human cap-
ital, prevent errors, reduce duplication, increase customer satisfaction, saving
time, and stimulate creativity and innovation, creating a close relationship with
customers. (Petri and Jussi, 2008) [10].

In the past few decades, practitioners and researchers directed a lot of atten-
tion to service quality due to its strong effect on customer satisfaction, customer
loyalty, business performance and profitability.

Service quality plays a critical role in achieving a firm’s competitive advantage
(Roberts et al, 2003) [11] and affects significantly relationship quality with the
customer and customer loyalty (Abdel-Rahman, 2012) [12] Service quality has a
positive effect on customer loyalty to the organization, which leads to increased
organizational income.

Service quality can be defined as a measure of how well the delivered services
level matches customer’s expectations (Santos, 2017) [13]. Where the consumer
compares his expectations with the service he perceives he has received.

Many organizations in general, and Alexandria Drinking Water Company in
particular, seek to improve the quality of service provided to their customers, by
building a knowledge base that can transform into learning organization. Accor-
dingly, this study seeks to test the impact of knowledge management on the ser-
vice quality of Alexandria Water Company employees, through learning organi-

zation as a mediating variable.

2. Research Design
2.1. Objectives of the Research

The objectives of the research are:

1) Reviewing the concept of learning organization, identifying learning or-
ganization dimensions, and recognition the difference between Learning Organ-
ization and Organizational Learning.

2) Identify the ways in which knowledge management process can be relevant
to attain the goals of learning organization.

3) Exploring the role of the learning organization as a mediating variable be-
tween knowledge management and service quality in service or business organi-
zations in general, and the Alexandria Water Company in Egypt in particular.

4) Reaching out to a set of recommendations that, if implemented, are ex-
pected to lead to the improvement and development of organizations service
quality.

5) Discuss the characteristics of a learning organization and how to transform

into a learning organization, in addition to identifying models of learning or-
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ganizations.

2.2. Research Questions

Is there a statistical relationship with a significant impact between knowledge
management and the service quality of this type of service organization?

Do human resource management policies affect the learning organization of
Alexandria Water Company?

Does the learning organization affect the service quality of Alexandria Water
Company employees?

Is there an impact of knowledge management on service quality through the

learning organization as a mediating variable?

2.3. Research Model

Figure 1 shows the research model of this study.

2.4. Research Hypothesis

In order to try to answer the research questions, According to literature review
and previous studies,
The following hypotheses were developed to decide if there is a significant
impact knowledge management on learning organization:
* There is a statistically significant effect of knowledge management on learn-
ing organization.
* There is a statistically significant effect of knowledge management on service
quality.
* There is a statistically significant effect of the learning organization on ser-
vice quality.
* There is a statistically significant effect of knowledge management on service

quality through the learning organization as a mediator variable.

Independent Mediating Dependent
Variable Variable Variable
Knowledge / Learning \ (S;S’llicte
Management Organization Y
. R . = Tangibles,
=Knowledge Acquisition Continuous Learning lgb |
. : = Reliability,
«Knowledge storage Promote Dialogue and Y
. > Inquiry =) | | ®Responsiveness
= Knowledge sharing = Collaboration and Team Empath
- * Empa
=Knowledge utilization Learning i

= Share Vision

= Environment Connection

) C AR

Figure 1. Research model of this study.
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3. Research Methodology

The study adopted a descriptive analytical method, the questionnaire was study’s
main tool for collecting data; where (450) questionnaires were distributed, and
(398) questionnaires were retrieved for analysis, the rate was (88%) of the dis-
tributed questionnaires. Analyzing data was conducted using a set of statistical
methods including a normality test, along with Cronbach’s alpha, means, stan-
dard deviation, confirmatory factor analysis, exploratory factor analysis, mul-
tiple and simple linear regression using SPSS-V25 and AMOS-V25.

3.1. Study Tool

The study of data collected through questionnaires has four sources: knowledge
management, learning organization, service quality and basic respondent demo-
graphic data.

The 20-item scale of knowledge management section is based on (Sankoka,
2014) [14], and (Al-kaledy, 2012) [15]. There were 5 items measuring knowledge
Acquisition, 5 items measuring knowledge storage, 5 items measuring know-
ledge sharing, and 5 items measuring knowledge utilization.

The 35-item scale of learning organization section is based on (Al-Busaidi,
2018) [16] and (Abd-Elrahman, 2020) [17]. There were 7 items measuring con-
tinuous learning, 7 items measuring promote dialogue and Inquiry, 8 items
measuring Collaboration and team learning, 6 items measuring share vision, and
7 items measuring environment connection.

The 21-item scale of service quality section is based on (Al-kaledy, 2012) [15].
There were 5 items measuring tangibles, 6 items measuring reliability, 4 items
measuring responsiveness, and 6 items measuring empathy.

Responses to all items scales were anchored on a five (5) point Likert scale for
each statement which ranges from (5) “full agreement”, (4) for “agree”, (3) for
“neutral”, (2) for “disagree”, and (1) for “full disagreement.”

A questionnaire was prepared on “the impact of the learning organization as a
mediating variable between knowledge management and service quality” applied
study Alexandria water company in Egypt.

The questionnaire consists of:

1) Part 1: personal data.

2) Part Two: variables dimensions and items.

Table 1 shows the sources of the questionnaire items and number of items,
that were developed from previous studies.

Description of the demographic characteristics of the study sample:

The demographic characteristics of the study sample members were analyzed
in terms of (gender, age, marital status, academic qualification, practical expe-
rience in the current job, administrative level) and the results were as follows:

Gender:

Table 2 shows the numbers and percentages of the sample members in terms

of gender as follows.
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Table 1. Questionnaire items.

No of It
Variable o em Source
Item Range
Independent Variable: 20
Knowledge Management
Knowledge Acquisition 5 1-5
(Sankoka, 2014) [14]
Knowledge storage 5 6-10 (Al-kaledy, 2012) [15]
Knowledge sharing 5 11-15
Knowledge utilization 5 16 - 20
Mediating Variable: 35
Learning Organization
Continuous Learning 7 21-27
Promote Dialogue and Inquiry 7 28-34 (Al-Busaidi, 2018) [16]
(Abd-Elrahman, 2020) [17]
Collaboration and Team Learning 8 35-42
Share Vision 6 43 -48
Environment Connection 7 49 - 55
Dependent Variable: -
Service Quality
Tangibles 5 56 - 60
Al-kaledy, 2012) [15
Reliability 6 61 - 66 (Al-kaledy, 2012) [15]
Responsiveness 4 67 -70
Empathy 6 71-76
Table 2. Gender.
Item No Per
Male 256 64%
Female 142 36%
398 100%

The number of males (256) from all study sample numbers (64%), while the
number of females is (142), (36%).

Age:

Table 3 shows the numbers and percentages of the sample members in terms
of the age groups of the study sample members as follows.

The number of individuals in the age group (more than 40 and less than 50
years old) is the largest segment of the study sample, a total number of (204) in-
dividuals, at a rate of (51%), they represent more than half of the study sample,
while the age group segment (greater than 50 years), the lowest age group, with a
total number of (31) members of the study sample, at a rate of (8%).

Number of years of experience in the company:

Table 4 shows the numbers and percentages of sample members in terms of

number of years of work and experience in the company as follows:
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Table 3. Age groups.

Item No Per
Under 30 years old 48 12%
Over 30 and under 40 years old 115 29%
Over 40 and less than 50 years old 204 51%
Over 50 years old 31 8%
398 100%

Table 4. Years of work and experience in the company.

Item No Per
Less than 5 Years 25 6%
Over 5 and less than 10 years 41 10%
Over 10 and less than 15 years 170 44%
Over 15 and less than 20 years 142 35%
More than 20 Years 20 5%
398 100%

Before administering questionnaires, it was necessary to first evaluate the re-
liability and validity of the instruments. Therefore, this research used Cronbach
Coefficient alpha to statistically check the items reliability. And to evaluating the
validity of a measurement instrument evaluated content validity, criterion related

validity, and construct validity.

3.2. Pilot Study

In order to testing questionnaire validity and reliability, the researcher distri-
buted a survey sample of (35) questionnaires.

The reliability of the study questionnaire was verified by Cronbach’s Alpha
coefficient, and the results showed the Cronbach Alpha coefficient (0.987) which

is a statistically acceptable level as long as it is greater than (0.7).

4. Hypothesis Testing Results
4.1. First Main Hypothesis Test

To test the first main hypothesis, the null hypothesis was developed which is that
there is no significant statistical effect of knowledge management of Alexandria
Water Company on the learning organization, and to verify the validity of the
hypothesis, the simple regression test was used between knowledge management
as an independent variable, and the learning organization is a dependent varia-
ble, Table 5 shows the results as follows:

It is evident from Table 5 that the statistical value (7) is (18.39) with a statis-

tical significance level less than 5% (p < 0.05), we reject the null hypothesis,
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Table 5. Simple regression analysis results for knowledge management and learning or-

ganization.
B T Sig
Constant 0.738 4.704 0.000
knowledge management 0.805 18.398 0.000

which indicates that there is a statistically significant impact of knowledge man-
agement on the learning organization, and accordingly we conclude that there is
a statistically significance of knowledge management on the learning organiza-
tion.

Regression equation is:

y = oc +BX (1)

learning organization = 0.738 + 0.805 knowledge management.

4.2. Sub-Hypotheses Test for the First Main Hypothesis

To test the sub-hypotheses, the null hypothesis was developed that is represented
by the absence of a statistically significant impact from the dimensions of know-
ledge management (knowledge acquisition, knowledge storage, Knowledge
sharing, knowledge utilization) on the learning organization, and to verify the
validity of the hypothesis, the multiple regression test was used between the di-
mensions of knowledge management (knowledge acquisition, knowledge sto-
rage, knowledge sharing, knowledge utilization) as independent variables and
learning organization as a dependent variable, Table 6 shows the results as fol-
lows.

According to Table 6 it becomes clear that the statistical value (7) of the di-
mensions of knowledge management (knowledge acquisition, knowledge sto-
rage, knowledge sharing, knowledge utilization) amounted to (13.01, 2.42, 2.38,
—1.24), respectively, with a level of statistical significance less than 5%. Amounted
to (0.000, 0.016, 0.04, 0.216) It is evident that there is a statistically significant
effect from first three dimensions of knowledge management (knowledge acqui-
sition, knowledge storage) on the learning organization as all values of the signi-
ficance level coefficients (Sig) are less than 0.05, but the fourth dimension (Know-
ledge sharing) is not significant (more than 5%) which indicates the presence of a
significant effect.

Regression equation is:
y = oc +BX 2)
learning organization = 0.7 +0.621X, +0.124X, +0.165X, —0.075X,

where,
X = knowledge acquisition
X; = knowledge storage
X; = knowledge sharing
X, = knowledge utilization
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Table 6. Multiple regression analysis results for knowledge management dimensions and
learning organization.

knowledge management Dimensions B Beta T Sig
Constant 0.7 3.716 0.000
Knowledge Acquisition 0.621 0.655 13.011 0.000
Knowledge storage 0.165 0.122 2.426 0.016
Knowledge sharing 0.124 0.119 2.388 0.040
Knowledge utilization —-0.075 -0.084 -1.24 0.216

4.3. Second Main Hypothesis Test

To test the second main hypothesis, the null hypothesis was developed which is
that there is no significant statistical effect of knowledge management on the
service quality of Alexandria drinking water company.

Table 7 shows the results as follows:

Regression equation is:

y = +BX

service quality = 0.609 + 0.810 knowledge management.
It is evident from Table 4 that the statistical value (7) is (21.06) with a statis-
tical significance level less than 5%, which indicates that there is a statistically

significance impact of knowledge management on service quality.

4.4. Sub-Hypotheses Test for the Second Main Hypothesis

To test the sub-hypotheses, the null hypothesis was developed that is represented
by the absence of a statistically significant impact from the dimensions of know-
ledge management (knowledge acquisition, knowledge storage, Knowledge
sharing, knowledge utilization) on the learning organization, and to verify the
validity of the hypothesis, the multiple regression test was used between the di-
mensions of knowledge management (knowledge acquisition, knowledge sto-
rage, knowledge sharing, knowledge utilization) as independent variables and
learning organization as a dependent variable, Table 8 shows the results as fol-
lows:

According to Table 8 it becomes clear that the statistical value (7) of the di-
mensions of knowledge management (knowledge acquisition, knowledge sto-
rage, knowledge sharing, knowledge utilization) amounted to (9.74, 0.384, 1.76,
3.717), respectively, with a level of statistical significance less than 5%. Amounted
to (0.000, 0.703, 0.0.78, 0.000) It is evident that there is a statistically significant
effect two dimensions of knowledge management (knowledge acquisition, know-
ledge utilization) on service quality as all values of the significance level coeffi-
cients (Sig) are less than 0.05, but the two other dimension (knowledge storage,
knowledge sharing) are not significant (more than 5%) which indicates the
presence of a significant effect.

Regression equation is:
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Table 7. Simple regression analysis results for knowledge management and service quali-
ty.

B T Sig
Constant 0.609 4.412 0.000
knowledge management 0.810 21.060 0.000

Table 8. Multiple regression Analysis results for knowledge management dimensions and
service quality.

knowledge management Dimensions B Beta T Sig
Constant 0.892 5.223 0.000
Knowledge Acquisition 0.422 0.474 9.743 0.000
Knowledge storage 0.023 0.019 0.384 0.703
Knowledge sharing 0.097 0.100 1.769 0.078
Knowledge utilization 0.204 0.243 3.717 0.000
y =oc +BX

service quality = 0.892+0.422X, +0.023X, +0.097 X, +0.224X,

where,
X, = knowledge acquisition
X, = knowledge storage
X; = knowledge sharing

X, = knowledge utilization.

4.5. Third Main Hypothesis

To test the third main hypothesis, the null hypothesis was developed, which is
the absence of a statistically significant relationship between knowledge man-
agement and service quality through the learning organization as a mediating
variable.

And to verify the validity of the hypothesis and study the extent of a complete
or partial relationship, the Path Analysis test was used, using the Amos 26 pro-
gram and Figure 2 shows the results:

Table 9 illustrate that:

1) Observed Exogenous Variables: The independent variable includes know-
ledge management.

2) Observed Endogenous Variables: The dependent variable includes service
quality, and the mediating variable includes the learning organization.

3) Unobserved Exogenous Variables: Measurement errors of the dimensions
of the dependent variable include service quality, and the mediating variable,
learning organization.

From the previous table and figure, it is clear that at a level of significance
0.05, there is a statistically significant effect of knowledge management path on

the learning organization with a factor of 0.81, and the learning organization
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1

Learning Organization

0.81 0.91 °

0.67 1
0.07
Knowledge Management . Service Quality
Figure 2. Mediator path.
Table 9. Variables path estimates.
Path Estimate S.E C.R Sigvalue Sig

Knowledge Management > Learning organization 0.81 0.038 21.087  0.000 Sig
Learning organization - Service Quality 0.905 0.035 26.187  0.000 Insig

Service Quality - learning organization 0.072 0.039 1.86 0.063  Insig

Path on service quality with an impact factor of 0.91, as the value of the level of
significance for both path are 0.000, which is less than 0.05 While there is no sta-
tistically significant impact of the knowledge management path on service qual-
ity, as the value of the level of significance is equivalent to 0.07, (greater than
0.05).

Table 10 shows the following:

Chi-square (X2): tests the null hypothesis of this test is, the model fits the
model is better when it has a small value, whereas this model value is 0.000,
model is fit.

Goodness of Fit Index (GFI): purpose of computing GFI in the case of maxi-
mum likelihood estimation, GFI is less than or equal to 1. Whereas model (GFI)
amounted 1, it indicates a perfect fit.

The Comparative Fit Index (CFI): parameter estimate for the model being
evaluated; CFI is truncated to fall in the range from 0 to 1. CFI values close to 1
indicate a very good fit. Whereas this model value is 1, model is fit.

The square root of the mean squares of remainder (RMR): It is an indicator of
the estimated amount, and the model is better when it has a small value, whereas
this model value is 1, model is fit.

Root Mean Square Error of Approximation (RMSEA): Independent model
value is 0.888, the value of the RMSEA of about 0.05 or less would indicate a
close fit of the model in relation to the degrees of freedom, but for the indepen-
dent model, it accepted according to Independent model.

Based on the previous results and after checking the model test and all the
criteria for judging model goodness, and accordingly, the relationship to the

mediating variable, which is the learning organization, is a holistic relationship
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Table 10. Model fit index.

Item Index
Chi Square 0
The Comparative Fit Index (CFI) 1
Goodness of Fit Index (GFI) 1

Root Mean Square Residual (RMR) 0.000

Root Mean Square Error of Approximation (RMSE) 0.888

and not a partial one, as there is no significance for the relationship between

knowledge management on the service quality of the existence of the learning

organization, which means that the learning organization is a necessary condi-

tion for the impact of knowledge management on service quality.

5.

Results

There is a statistically significant impact of knowledge management on the
learning organization.

There is a statistically significant impact of the dimensions of knowledge
management (knowledge acquisition, knowledge storage, knowledge sharing,
knowledge utilization) on the learning organization.

There is a statistically significant impact of knowledge management on ser-
vice quality,

There is a statistically significant impact of knowledge management on ser-
vice quality through the learning organization as a mediator variable, and the
holistic impact of learning organization, which means that it will be no sig-
nificant effect of knowledge management on the service quality without
learning organization, which means the learning organization is a necessary
condition in order to have an effect of knowledge management on service

quality.

. Recommendations

In today’s global, to succeed, organization managers need to improve and
enhance the levels of their services quality, because sustainable and competi-
tive advantages are rooted in satisfying customers’ needs, wants and expecta-
tions.

The practice of effective learning organization can improve the service quali-
ty of the organizations and their employees’ jab satisfaction.

Organizations should pay greater attention to the development and preserva-
tion of internal skills and capabilities through the process of learning and
sharing knowledge among individuals.

Managers and owners should pay attention to the learning organization, as it
plays a major role in building and forming organization culture and know-

ledge structure of organizations.
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7.

It is necessary to plan, organize, lead and monitor enterprise knowledge and
process management with emphasis on efficiency and effectiveness of the
right of access to it.

Organizations should adopt learning organization concept and usage of
knowledge management processes which may enhance the acquisition of
knowledge and growth of learning.

There should be more empirical evidences in the future to develop the inte-
grated model of learning organization, knowledge management and organi-
zational learning, particularly, in terms of the relationship between the orga-
nizational learning success model, knowledge management process of shar-
ing and documenting tacit knowledge and the learning capacity of business
organizations.

Knowledge has become the most important strategic resource in the know-
ledge age.

Organizational learning is essentially an important tool to help individuals,
groups and knowledge community to share, apply and generate new know-
ledge.

The role of knowledge management in organizational learning can streng-
then the learning effectiveness of the learning organization and the integra-
tion of organizational learning information systems and knowledge man-
agement technologies can enhance the knowledge performance and innova-
tion of organizations.

Organizations should applying mechanics of rewards from which staff to
teach them new things, and to promote confidence building among staff, al-
lowing operations knowledge sharing and the development of concepts of
cognitive diverse operational productivity and to achieve competence and
flexibility in the implementation of the business and as quality of perfor-
mance.

Therefore, there should be more literature and empirical evidences in the fu-
ture to develop the integrated model of organizational learning, knowledge
management, learning organization and earning organization which can help

to create the value driven organizational learning model.

Conclusions

This research study attempted to explore the impact of knowledge management

and learning organization on enhancing organizational service quality. In order

to achieve the purpose of the study, a survey has been distributed on a sample of

employees of Alexandria for water company. Findings revealed that there is a

statistical impact of knowledge management and the learning organization on

service quality in Alexandria Water Company in Egypt.

After conducting the analysis, it can be concluded that learning organization

has some impact on the performance of organizations and employees’ job satis-

faction. Organizations that are practicing learning organization, achieve better

performance and employee job satisfaction. They have great chance to flourish
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and develop organizational excellence by practicing effective learning organiza-
tion.

To meet growing competition in the modern era, organizations have to ensure
the practice of learning organization in all the dimensions as these propel the
performance of organizations. The employees and managers will get more op-
portunities to explore themselves if learning culture prevails in the organization.
So, for the betterment of the organizations, it has become necessary to have ef-

fective learning culture in all organizations.
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