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Abstract

The aim of this research is to explore the role of Knowledge Management (KM) in-
frastructure (organizational culture, organizational structure and information tech-
nology) in enhancing job satisfaction at Aqaba five star hotels located in Jordan. A
total of 216 questionnaires containing 33 items were used to collect information from
the respondents. Multiple regression analysis was conducted to test the research hy-
potheses. Results of the current study revealed that there is a significant positive im-
pact of KM infrastructure on job satisfaction and these results are in line with the
results of the previous studies mentioned in the literature, and also revealed that the
dimensions of KM infrastructure that has the highest effect on job satisfaction are
organizational culture followed by information technology; whereas the variable of
organizational structure has not significant impact on it. Results of T-test showed
that there is no significant difference in the impact of KM infrastructure towards job
satisfaction in favor of gender. In addition, results of ANOVA test found that there
are significant differences in the impact of KM infrastructure on job satisfaction that
can be attributed to age, educational level, and personal income.
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1. Introduction

Knowledge is what a knower knows and there is no knowledge without someone
knowing it [1]. [2] emphasized that firms consider knowledge to be their most valuable
and strategic resource, and confirmed that the more a firm knows about its customers,

products, technologies, markets, and their linkages, the better it will perform. There-
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fore, since knowledge is involved in most activities in firms, it has become a primary
factor in their success. In addition, firms need to manage their knowledge resources
more efficiently to enhance performance and produce the biggest payoffs, and to obtain
a competitive advantage [3]. Several researchers in the KM field emphasize the impor-
tance of knowledge. For instance, [4] in [5] offered numerous reasons to explain such
values. First of all, firms are under huge pressure to stay ahead of competitors because
of increased adaptability and process speed, as a result of the globalization of the
economy. Also, there is increasing awareness of the value of specialized knowledge, as
embodied in organizational processes and routines, in coping with the pressure of eco-
nomic globalization. In addition, people are now better able to work with and learn
from each other as a result of falling cost of networked computing.

Knowledge, its effective use, and the acquisition of new knowledge are considered the
only way organizations can sustain a competitive advantage in today’s highly competi-
tive environment [6]. Researchers from various disciplines such as sociology, econom-
ics, and management sciences have agreed that knowledge has stolen the spotlight away
from traditional resources. They further contend that managers and executives should
place close attention to the management of knowledge [7]-[11]. Therefore, it has been
recommended that managing knowledge should be at the basis of an organization’s ca-
pability development effort, which ultimately leads to better business performance and
creating value for the company’s various stakeholders [6]. As such, knowledge man-
agement is regarded as a prerequisite for the improvement of productivity and flexibil-
ity of the organization [7].

By dissecting the term knowledge management into its origins, we end up with two
concepts, “knowledge” and “Management”. Management refers to the process of con-
trolling, guiding, coordinating, and communicating interconnected actions, activities,
and modes of knowing that are restricted by certain purposes, rules, and routines [12].
Various interpretations have been provided for the word “knowledge”. Knowledge has
been previously linked to terms such as data, information, intelligence, skills, expertise,
ideas, and insights [13]. Such a link can be attributed to the traditional way of looking
at knowledge where data is arranged to become information, then information is
processed in the minds of individuals in which experiences and judgments are included
resulting in the creation of knowledge. According to this, knowledge can be defined as
the information understood by individuals and related to facts, procedures, concepts,
interpretations, ideas, observations, and judgments. However, not every piece of infor-
mation turns into knowledge, this relates to the fact individuals sometimes fail to un-
derstand the contextual meaning of the information, thereby keeping the information
in its current form [14]. Knowledge can also be defined as a mix of experiences, values,
contextual information, and expert insight that provides a foundation for evaluating
and incorporating new experiences and information which is originated and applied in
the minds of individuals [15].

An important notion to consider when managing knowledge is the kind of know-

ledge to be managed [16]. Knowledge can be divided into two categories: explicit and
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tacit knowledge [13]. Explicit knowledge refers to knowledge which can be transmitted
in the form of formal and systematic languages [17]. It relates to what can be captured
and shared through information technology [7]. Explicit knowledge is considered an
important management tool that can be used in the manipulation of organizational
knowledge. Such knowledge, usually exists in words, pictures, diagrams, computer codes,
procedure manuals, and the like, that can be communicated to others in ways that are
seen as formal and obvious [18]. Tacit knowledge refers to unarticulated knowledge that
exists in the minds of people and is difficult to describe and transfer [16]. [19], (p. 167)
defined tacit knowledge as “personal knowledge based on individual experience and in-
fluenced by perceptions and values”. Researchers have reported that tacit knowledge
includes lessons learned, know-how, judgments, rule of thumb, intuition [20], individ-
ual experience, skills, beliefs, values, and creative processes [14]. According to the lite-
rature, tacit knowledge is an important organizational resource as 42 percent of corpo-
rate knowledge resides in the minds of employees and that the successful accomplish-
ment of tasks depends on tacit knowledge [16]. In order to improve organizational
performance and create value, organizations should manage both tacit and explicit
knowledge since they are mutually dependent on one another and reinforce each oth-
ers’ qualities [14]. Here, systematic and specific processes are used to acquire, organize,
sustain, apply, share and renew both tacit and explicit knowledge [21] as tacit know-
ledge can be of vital importance to organizations when it is converted into explicit form
and shared with others [22].

Knowledge management as a whole is considered much more complex in meaning
than the terms management and knowledge alone [13]. Knowledge management can be
defined as a formal, directed process of determining which information would benefit
the company better, compared to others, and finding ways to make information readily
available to those that need it [16]. [23] saw knowledge management as a way of creat-
ing, executing, transforming, and storing of the right knowledge that leads to the design
of better policy, modification of action, and delivery of results. [24] referred to know-
ledge management as a set of procedures, infrastructures, technical and managerial
tools used to create, share, and leverage knowledge within and around the organization.
After a review of the literature, it can be noted that researchers and practitioners have
defined knowledge management in terms of three trends: 1) work processes and activi-
ties where knowledge management comprises processes, systems, procedures, and in-
struments that support the identification, capturing, and leveraging of knowledge [25]
[26]; 2) Technology infrastructure, which refers to the investment in information to
codify, store, share, and disseminate specific types of knowledge beyond physical and
time barriers in an easier and less expensive manner than done before [14]; 3) Beha-
vioral norms and practices (Organizational culture) which reflects “a set of valid know-
ledge, created and shared by a group of people, to solve problems they face in their en-
vironment” [27] (p. 5).

The importance of knowledge management for organizations has been reported by

many researchers over the years. [15] and [28] for example, suggested that knowledge
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management creates new capabilities for organizations, enables superior performance,
encourages innovation, and enhances customer value. [29] supported this by stating
that knowledge management stimulates innovation, improves services provided to cus-
tomers, and helps organizations achieve business excellence by accumulating, improv-
ing the availability and accessibility, and effective use of knowledge. [14] also reported
that managing knowledge well assists organizations in becoming flexible, responding
quickly to changing conditions, becoming innovative, and improving decision making
capacity and productivity. However, in order for knowledge management to be efficient
and effective certain capabilities are required. [30] argued that resource-based capabili-
ty consisting of technology, structure, and culture, in addition to knowledge-based ca-
pability, including expertise, learning and information, are needed for organizations to
effectively and efficiently manage knowledge. In this study, the resource-based capabili-
ties, also known as knowledge management infrastructure [31], will be investigated
further as an important component of knowledge management.

The rest of this paper is organized as follows. It begins with the theoretical frame-
work and previous studies about knowledge management infrastructure, as well as oth-
er previous studies links knowledge management infrastructure with job satisfaction.
Then, the methodology in which the research theoretical model, hypotheses, population
and sample, data collection and analysis methods, and the validity and reliability of the
study are presented. It then provides the results and explanations which show the re-
sults of the data analysis of the research hypotheses and explanation of these results.

The discussion and conclusion are then provided and areas for future research are also
addressed.

2. Theoretical Framework

2.1. Knowledge Management Infrastructure

Knowledge management infrastructure capability refers to modular products and orga-
nizational designs that encourage knowledge management activities in an organization
[32]. KM infrastructure can be classified into two major capabilities, technical and so-
cial infrastructure. Technical infrastructure includes physical, IT infrastructure, devices
and components. Social infrastructure, on the other hand, includes culture, structure,
and human resources [33]. As such, it can be noted that KM infrastructure provides the
infrastructural environment, both I'T and non-IT that supports knowledge management
activities [14] [34]-[36]. Furthermore, organizations should strive to develop infrastruc-
ture capabilities not only in terms of hardware and software, but also in terms of cul-
ture, structure, people, and technology [33]. [37] supported this by indicating that or-
ganizations that utilize both technical and organizational infrastructures are more likely
to implement successful knowledge management projects.

2.1.1. Organizational Culture
Organizational culture has been defined as the specific collection of values and norms

that are shared by people and groups in an organization and that control the way they
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interact with each other and with stakeholders outside the organization [38]-[41]. Or-
ganizational culture not only defines the value and advantage of knowledge for organi-
zations, it also influences the ability of employees to share knowledge [42]. It has been
reported that organizational culture is crucial for knowledge sharing and team work
[14] [43]. The reason behind this is that organizational culture is pivotal in encouraging
interaction and collaboration between individuals that is necessary for the flow of
knowledge. It also provides individuals with the ability to self-organize their personal
knowledge to facilitate problem solving and the sharing of knowledge [44]. In addition,
researchers have reported that one of the most significant elements of culture for
knowledge sharing to consider is trust. High levels of trust reduce the reluctance of in-
dividuals to share knowledge and decrease the associated risk of losing competitiveness
[33] [45]. Therefore, creating a culture that allows for easy access of knowledge should
be at the top of management’s agenda during the implementation stage of knowledge
management [42]. However, this is easily said than done as aligning the culture of the
organization with the goals of knowledge management is considered a complex process,
especially in organizations characterized by hierarchical structures and bureaucratic
controls [46].

2.1.2. Organizational Structure

The connection between organizational structure and knowledge sharing stems from
the social aspect of organizations that includes hierarchy, density, and connectivity that
links employees together thereby facilitating the exchange of knowledge. Here authors
suggest that two aspects of organizational structure affect the flow of knowledge; for-
malization and centralization [35]. Centralization refers to the extent to which decision
making and the right to evaluate activities are concentrated at the top of the organiza-
tional hierarchy [47]. Formalization relates to “formal rules and regulations that govern
organizational activities and manage work relations” [33], (p. 4). Therefore, organiza-
tional structure is considered an important factor for facilitating the flow of knowledge
in organizations through the use of organizational policies, processes, and systems of
rewards and incentives that determine how knowledge is accessed and subsequently

flows throughout the organization.

2.1.3. Information Technology

Technology infrastructure thus plays a pivotal role in an organization’s knowledge
management system in terms of creating and using new knowledge, and sharing exist-
ing knowledge by incorporating various technological platforms. While hardware,
networking, and bandwidth elements of technology are important, they are not suffi-
cient to perform the KM activities of sharing, storing, disseminating, and maintaining
knowledge. Other tools are thus required, like social media, content repositories, and
dynamic websites [48]. Although technology enhances the organization’s ability to con-
duct knowledge management activities, as a single construct it is not sufficient on its
own. Technology therefore requires the support of other KM enablers such as organiza-

tional culture, structure, and business strategy to ensure that the right knowledge is be-
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ing managed in the right way [14].

2.2.Job Satisfaction

Job satisfaction can be defined as the extent to which an employee like his/her job [49].
Job satisfaction can also be seen as the affective, cognitive, and evaluative reactions of
individuals towards their jobs [50]-[52] suggested that job satisfaction reflects the grati-
fication and sense of fulfillment one receives from doing their job. [53] defined job sa-
tisfaction as the collection of beliefs and feelings people have about their jobs. [54] re-
ferred to job satisfaction as the degree to which individuals accept their work and their
relationship with others in the work environment. All in all job satisfaction relates to
how people think, feel, and perceive their jobs [55], ie. their attitudes towards different
aspects such as work itself, level of pay, promotion opportunities, and satisfaction with
co-workers.

Over the years, various researchers have attempted to determine and classify the fac-
tors affecting job satisfaction. Two perspectives have emerged regarding the determi-
nants of job satisfaction. The content perspective approaches job satisfaction from the
perspective of needs fulfillment. Studies advocating the content perspective include
Maslow’s needs hierarchy, Herzberg’s two factor theory, ALderfer’s ERG theory, and
McCelelland’s theory of needs. The process perspective focuses on the cognitive process
leading to job satisfaction. Process theories include Vroom’s expectancy theory, Adam’s
equity theory, behavior modification, and cognitive evaluation theory [56] [57]. Both
content and process perspectives have reported a sea of factors related to job satisfac-
tion. These factors can be grouped into two broad categories: demographic factors and
environmental factors. Demographic factors relate to individual attributes and charac-
teristics such as: gender, age, job-level, and work experience. Environmental factors re-
fer to factors associated with the work itself or work environment such as salary, pro-
motion, supervision, climate management, fairness of appraisal systems, and satisfac-
tion with coworkers [57]. Other scholars have classified job satisfaction factors into in-
tense and extrinsic factors. Intrinsic factors relate to the actual work individuals do in
the organization. Such factors include variety, skill utilization, and autonomy. Extrinsic
factors relate to aspects of the work environment such as pay, working conditions, and
coworkers [56].

Measuring job satisfaction has always been a challenge for both researchers and
managers. A gap has always existed in most methods between what real satisfaction is
and measured satisfaction. Therefore, creating a measurement method that is free from
bias is a major concern in organizational behavior studies. Several methodologies exist
for measuring satisfaction. [58] evaluated a weighted model, [59] focused on the stabil-
ity of the job descriptive index (JDI), [60] challenged the facet importance of job satis-
faction, [61] assessed asymmetric effects in satisfaction formation, and [62] debated the
scale of JDI [63]. In conclusion, job satisfaction can be seen as a crucial social pheno-
menon for organizations, as it leads to the provision of high quality performance by

improving the cohesion and morale of individuals. It is also important as it is closely
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related to working behaviors such as productivity and efficiency. Here satisfied em-
ployees have the motivation to improve their work behaviors, whereas unsatisfied

workers tend to behave less effectively [64].

2.3. Knowledge Management Infrastructure and Job Satisfaction

Some researchers (e.g. [10] [35] [41] [65]-[67]) emphasize the need for large firms to
integrate their IT with their KM strategies and processes in order to survive in their
highly competitive business environments. In terms of organizational culture, many
studies have been conducted to examine the link between culture and job satisfaction.
The results of the studies are, however, quite contradictory. Some researchers have
stated that organizational culture is one of the most important antecedents of job satis-
faction, thereby indicating a positive relationship between organizational culture and
job satisfaction (see [68]-[70]).

Whereas other researchers, such as [71] have argued that job satisfaction and orga-
nizational culture are not related. Organizational structure has been suggested to affect
employees’ judgements and perceptions and in turn play a significant role in human
resource issues [72]. Therefore, organizational behaviorists and human resource pro-
fessionals have long debated the preferred way to structure the work environment to
affect employee outcomes [73]. [74] examined the relationship between organizational
structure and job satisfaction. The researchers found that the two dimensions of struc-
ture (specialization and formalization) positively affected job satisfaction and that cen-
tralization had a negative effect on job satisfaction. [73] indicated that the structure of
academic departments is related to faculty members’ outcomes. More specifically, fa-
culty members working in organically structured departments have higher levels of job
satisfaction compared to other structures. [72] also investigated the relationship be-
tween organizational structure and job satisfaction and found that the dimensions of
structure (complexity, formalization, and centralization) explain only 32% of the varia-
tion in job satisfaction, indicating that other factors should be taken into consideration
in explaining the variation in job satisfaction.

Given that technology is considered one of the most important knowledge manage-
ment enablers within organizations [9] [35] [43] [75], its effect on job satisfaction
should be invesitagetd. The importance of technology for job satisfaction has been res-
ported by several researchers. [76], for example, found that work technology was posi-
tively and significantly related to job satisfaction. [34]’s study results also showed that
the use of IT and organizational structure has a significant influence on job satisfaction.
These findings are supported by [77] who revealed that the more a company invests in
IT, the more satisfied its employees will be with their working conditions, their rela-

tionships with colleagues and personal job characteristics.

3. Research Methodology

This section provides the methodology applied in the current study. It consists of the
research model, operational definitions of the study’s independent and dependent va-
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riables, research hypotheses, besides data collection tool and research population and

sample.

3.1. Research Model

The major elements of this research are established based on preceding literature, either
theoretically or empirically. Indeed, this study used variables that are common in
knowledge management literature. Figure 1 represents a model for the study that shows
the independent variables within the construct of knowledge management infrastruc-
ture, and the dependent variable (job satisfaction), and the proposed relationship be-

tween them.

3.2. Operational Definitions

The current research considers three independent variables within the construct of
knowledge management infrastructure, and one dependent variable (job satisfaction).
Further, knowledge management infrastructure includes organizational culture, orga-
nizational structure, and information technology. Organizational culture is a system of
shared values and beliefs that produces norms of behavior and establishes an organiza-
tional way of life. The successful implementation of knowledge management requires
an organizational culture that encourages employees to create and share knowledge
[78]. A multi-item indicator was built comprising six items, including values such as
trust, confidence, cooperation, learning, and recognition of expertise [31] [78]-[80].
[31] identified organizational structure as the formal rules and authorities that exist
within an organization. Organizational structure has multiple dimensions include cen-
tralization, formalization, in addition to the incentive system, which is needed to en-
courage knowledge creation and sharing. Accordingly, organizational structure will be
measured through six items in the research questionnaire adapted from [31] [80]-[82].
[81] defined information technology as the degree to which knowledge management is
supported by the use of IT. Information technology playing an important role in know-

ledge management, it allow packing up the knowledge, facilitating access to

Age

Gender
Education Level
Personal Income

H4A

Organizational H4B
Culture H4C

HA1 H4D

Job

Organizational L )
Satisfaction

Structure H2

H3

Information
Technology

Figure 1. Research model.
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knowledge, and sharing knowledge. The knowledge management systems include two
types of technology: communication technology, collaboration technology. Communi-
cation technology enables access to the required knowledge and facilitates communica-
tion among users in the firm. Collaboration technology provides required tools and ap-
plications to enhance collaboration in the workplace [83]. [84] add another dimension
to measure IT infrastructure, which is End-User Focus and whether information sys-
tems and software are designed to be user-friendly. In this research six items are adapted
from [30] [82] [84] [85]; to measure information and communication technology.

Job satisfaction in this research is defined as a construct of the degree to which the
employee is satisfied and happy with the job [86], and validated by [41]. Job satisfaction
is conceptualized as a combination of feelings about different dimensions of a job. Five
dimensions provide separate measures of JS and consist of 14 items. These included
being satisfied with pay and other compensation-2 items, job security-2 items, peers
and co-workers (“social”)-3 items, supervision-3 items, and opportunities for develop-
ment (“growth” satisfaction) 04 items. After measuring employees’ satisfaction with
different elements of a job, a composite score of the items is calculated as a measure of

overall satisfaction.

3.3. Research Hypotheses

In order to test the research model of the impact of knowledge management infra-
structure on job satisfaction, the study is hypothesized as follows:

H1: There is a statistically significant impact of organizational culture on job satisfac-
tion.

H2: There is a statistically significant impact of organizational structure on job satis-
faction.

H3: There is a statistically significant impact of information technology on job satis-
faction.

H4A: There is a significant difference in the impact of knowledge management infra-
structure on job satisfaction due to gender.

H4B: There is a significant difference in the impact of knowledge management infra-
structure on job satisfaction due to age.

HA4C: There is a significant difference in the impact of knowledge management infra-
structure on job satisfaction due to educational level.

H4D: There is a significant difference in the impact of knowledge management in-

frastructure on job satisfaction due to personal income.

3.4. Population and Sampling

Empirical data for this study was collected through paper-based survey in 5 star hotels
located in Aqaba city in Jordan. Specifically, a survey questionnaire was used to gather
data for hypotheses testing from staffs that are familiar with knowledge management
activities. Thus, a judgment sampling technique was conducted. Before implementing

the surveys, the instrument was reviewed by four lecturers who are specialized in the
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hotel management discipline in order to identify problems with wording, content, and
question ambiguity. After some changes were made based on their suggestions, the
modified questionnaire was piloted on five staffs that are familiar with the hotel’s
knowledge management systems. Based on the feedback of this pilot study, minor edits
were introduced to the survey questions, and the questionnaires were distributed to the
participants. As per ethics policies, all potential participants were briefed about the na-
ture of the work and were requested to provide explicit approval. 216 questionnaires
were returned and considered for statistical analysis. The questionnaire consisted of
two sections; the first section in questionnaire presents general personal information
about a respondent such as the gender, age, educational level, and personal income.
The second section includes questions to measure the independent and dependent va-

riables based on their operational definitions.

4. Data Analysis and Results

In order to explore the impact of knowledge management infrastructure on job satis-
faction, in which KM infrastructure variables have been measured using 5-points Likert
scale that varies between not agree at all =1 and totally agree =5; and using 5-points Li-
kert scale that varies between strongly dissatisfied =1 and strongly satisfied =5 for job
satisfaction. Reliability and validity analyses was conducted, descriptive analysis was
used to describe the characteristic of sample and the respondent to the questionnaires
besides the independent and dependent variables. Also, multiple regression analysis

was employed to test the research hypotheses beside ANOV A and T-test ones.

4.1. Validity and Reliability

Validity and reliability are two important measures to determine the quality and use-
fulness of the primary data. Validity is about accuracy and whether the instrument
measures what it is intended to measure while reliability is about precision; it is used to
check the consistency and stability of the questionnaire. Indeed, the researchers de-
pended on scales and items that were previously developed and used by other research-
ers with similar interest. Also a draft of the questionnaire was formulated, and then it
was reviewed by five academic lecturers—who have a sufficient knowledge and expe-
rience in this scope—to insure that each item is measuring what is intended to be
measured, and to avoid the ambiguity and complexity in the phrasing of questions. The
reliability of the instrument was measured by the Cronbach’s alpha coefficient. Further,
some scholars [87] suggested that the values of all indicators or dimensional scales
should be above the recommended value of 0.60. Table 1 represents the results of Cra-
nach’s alpha for the independent and dependent variables. Cronbach’s alpha coeffi-
cients of all the tested variables are above 0.60 which suggesting the composite measure
is reliable.

4.2. Respondents Demographic Profile

As indicated in Table 2, the demographic profile of the respondents for this study
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showed that they are typically males, hold bachelor degrees, and 69.7% of the respon-
dents have more than five years experience.

4.3. Descriptive Analysis

In order to describe the responses and thus the attitude of the respondents toward each
question they were asked in the survey, the mean and the standard deviation were esti-
mated. While the mean shows the central tendency of the data, the standard deviation
measures the dispersion which offers an index of the spread or variability in the data
[88]. In other words, a small standard deviation for a set of values reveals that these
values are clustered closely about the mean or located close to it; a large standard devia-
tion indicates the opposite. The level of each item was determined by the following
formula: (highest point in Likert scale-lowest point in Likert scale)/the number of the
levels used = (5 — 1)/5 = 0.80, where 1 - 1.80 reflected by “very low”, 1.81 - 2.60 reflect-
ed by “low”, 2.61 - 3.40 reflected by “moderate”, 3.41 - 4.20 reflected by “high”, and
4.21 - 5 reflected by “very high”. Then the items were being ordered based on their
means. Table 3 and Table 4 show the results.

Table 1. The Cronbach’s alpha coefficients of study variables.

Variables Number of items Cronbach alpha
Organizational culture 6 0.955
Organizational structure 6 0.772
Information technology 7 0.932
Job satisfaction 14 0.838
Table 2. Description of the respondents’ demographic profiles.
Category Category Frequency Percentage %

Male 134 62.0

Gender Female 82 38.0

Total 216 100

18 years - less than 25 55 25.5

25 years - less than 30 67 31.0

Age 30 years - less than 40 82 38.0

More than 40 years old 12 5.5

Total 216 100

Less than high school 35 16.2

High school 65 31.1

Diploma 32 14.8

Education level Bachelor 49 22.7

Master 18 8.3

Doctorate 17 7.9

Total 216 100

Less than 750 42 19.4

750 - less than 1500 103 47.7

Personal income ($) monthly
More than 1500 71 32.9
Total 216 100
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Table 3. Overall mean and standard deviation of the study’s variables.

Type of variable Variables Mean Standard deviation Level Order
Independent variables KM infrastructure 3.8183 0.627 High
Organizational culture 3.7965 0.512 High 2
Organizational structure 3.9606 0.984 High 1
Information technology 3.7230 0.652 High 3
Dependent variable Job satisfaction 3.7712 0.779 High

Table 4. Mean and standard deviation of the study’s variables.

Organizational culture Mean SD  Level Order
Employees in this hotel are willing to support and help each other. 391 1.098  High 4
Employees in this hotel are generally trust worthy. 4.05 1.017 High 1
Employees in this hotel are encouraged to ask others for assistance when needed. 3.94 1.241 High 2
Employees in this hotel understand the importance of knowledge sharing to corporate success. 3.89 1.210 High 5
The benefits of sharing knowledge outweigh the costs. 4.05 1.077 High 1
Employees in this hotel are encouraged to participate in seminars and group discussion. 393 0.854 High 3
Organizational structure Mean SD  Level Order
Employees in this hotel are encouraged to make their own decisions. 3.95 0992 High 1
Employees in this hotel can make decisions without approval from their supervisor. 3.83 0976 High 2
Employees in this hotel can easily obtain the knowledge they need, and not limited by sub-group. 3.70 1.163 High 3
In this hotel there are many activities that are not covered by some formal procedures. 3.66 0916 High 4
In this hotel rules and procedures are typically written. 3.56 0.775 High 6
This hotel has a standardized reward system for sharing knowledge. 3.63 0.864 High 5
Information technology Mean SD  Level Order
This hotel uses technology that allows employees to collaborate with other persons inside the hotel. 3.80 1.003 High 2
This hotel has highly efficient and modern technology, both in terms of instruments and system. 3.89 0.887 High 1
We have easy computer access to the information we need to do our jobs. 3.89 0.896 High 1
In this hotel, IT software and applications are used to support collaborative work (e.g., video conferencing systems). ~ 3.77  0.904 High 3
Information system and software in this hotel are easy to use and have a user-friendly interface. 3.63 0.841 High 6
There is continuous update of the hotels' software and hardware. 3.72 0933 High 4
This hotel has preventive systems to guard against inefficient and inappropriate knowledge application. 3.69 0994 High 5
Pay Mean SD  Level Order
The amount of pay and fringe benefits I receive. 3.96 0.878 High 1

The degree to which I am fairly paid for what I contribute to .
3.93 0.843  High 2

this hotel.

Job Security Mean SD  Level Order
The amount of job security I have. 3.84 0.691 High 1
How secure things look for me in the future in this hotel. 3.60 1.095 High 2
Social Mean SD  Level Order
The people I talk to and work with on my job. 3.69 0.784 High 1
The chance to get to know other people while on the job. 3.69 0.605 High 1
The chance to help other people while at work. 3.56 0.877 High 2
Supervisory Mean SD  Level Order
The degree of respect and fair treatment I receive from my supervisor. 3.54 1.020 High 3
The amount of support and guidance I receive from my supervisor. 3.84 0791 High 1
The overall quality of the supervision I receive in my work. 3.69 0915 High 2
Growth Satisfaction Mean SD  Level Order
The amount of personal growth and development I get in doing my job. 4.04 0.695 High 2
The feeling of worthwhile accomplishment I get from doing my job. 3.99 0.860 High 3
The amount of independent thought and action I can exercise in my job. 3.81 0958 High 4
The amount of challenge in my job. 4.08 0.831 High 1
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As presented in Table 3, data analysis results have shown that knowledge manage-
ment infrastructure is applied to a great extent in Aqaba five star hotels in Jordan in
which the mean score is 3.8183. This indicates an indicator on the importance of
knowledge management infrastructure, and such high level of presentation denotes a
positive attitude regarding the infrastructure of knowledge management. In addition,
job satisfaction found to be high as well. This advocates that Jordanian five star hotels
located in Agqaba city are currently engaging in job satisfaction activities to maintain
competitive advantages. Table 4 demonstrates the mean scores for knowledge man-

agement infrastructure, and job satisfaction items.

4.4. Hypotheses Testing Results

The current research is mainly seeking to investigate the impact of knowledge man-
agement infrastructure (organizational culture, organizational structure, and informa-
tion technology) on job satisfaction in Aqaba five star hotels in Jordan. Consequently,
in order to test the hypotheses developed for this study, multiple regression technique
was used. Further, the level of significance (a-level) was chosen to be 0.05 and the
probability value (p-value) obtained from the statistical hypotheses test is considered to
be the decision rule for rejecting the null hypotheses [89]. If the p-value is less than or
equal to a-level, the null hypothesis will be rejected and the alternative hypothesis will
be supported. However, if the p-value is greater than the a-level, the null hypothesis
cannot be rejected and the alternative hypothesis will not be supported. In addition,
normality of the independent variables and the absence of multi co-linearity problem (a
case of multiple regression in which the independent variables are themselves highly
correlated) were checked. According to [90], most of the values should be inside the
adequate ranges for normality (Ze. —1.0 to +1.0). For this purpose, skewness and Va-
riance Inflation Factor (VIF) were investigated; Table 5 includes the results.

As can be figured out from Table 5, the skewness values were within the normal val-
ues (1.0 to +1.0) suggesting that the data of the independent variables is normal. The
VIF values were less than the critical value (10) which is most common among the most
studies, suggesting no multi co-linearity problem among the independent variables.
However, the results of testing the three hypotheses on the impact of knowledge man-
agement infrastructure (organizational culture, organizational structure, and informa-

tion technology) on job satisfaction are demonstrated in Table 6.

Table 5. Skewness and VIF for the independent variables.

Variables Tolerance VIF Skewness
Organizational culture 0.571 1.751 -0.65
Organizational structure 0.396 2.525 -0.19
Information technology 0.612 1.635 -0.69
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Table 6. Result for the study model (b).

Variable r R? f Sig () B t Sig (t)
Organizational culture 0.372 4.705 0.000
Organizational structure 0.494 0.244 22.769 0.000a 0.117 1.236 0.218
Information technology 0.192 2.322 0.041

Refer to Table 6 the multiple correlation coefficient R = 0.494 indicates that there is a
medium positive correlation between knowledge management infrastructure (organiza-
tional culture, organizational structure, and information technology) and job satisfac-
tion. The adjusted R? indicated the generalizability of the model. It allows us to gene-
ralize the results taken from the respondents to the whole population. In this case it
equals 0.244. The results showed that F-ratio for these data is equal to 22.769, which is
statistically significant at p < 0.05. Therefore, we conclude that there is a statistically
significant effect of knowledge management infrastructure on job satisfaction.

The pindicates the individual contribution of each predictor (independent variable)
to the model, if other predictors are held constant. Table 6 shows the standardized
coefficients for each knowledge management infrastructure dimensions. The value of 8
for organizational culture and information technology are 0.372, 0.192 respectively,
which are positive and significant at p < 0.05; thus H1 and H3 were supported. While
for organizational structure, the value of Sis 0.117, which a small value compared with
other predictors and not significant at p < 0.05; thus H2 was not supported. The level of
effect of these variables depends on the S value, the higher B value the higher effect on
dependent variable. We can infer from the values of beta that the variable that has the
highest contribution in the model is organizational culture, followed by information
technology. The variable organizational structure does not have a significant effect on
job satisfaction.

Hypotheses H4A, H4B, H4C, and H4D argued that there is a significant difference in
the impact of knowledge management infrastructure on job satisfaction due to gender,
age, educational level, and personal income. Independent Samples T-test was employed
in order to investigate if there any significant differences in the impact of knowledge
management infrastructure on job satisfaction that can be attributed to gender. Also,
ANOVA test was employed to examine if there any significant differences in the impact
of knowledge management infrastructure on job satisfaction that can be attributed to
age, educational level, and personal income. Results of T-test, shown in Table 7, indi-
cated that there is a significant difference in the impact of knowledge management in-
frastructure on job satisfaction that can be attributed to gender. In addition, results of
ANOVA test, shown in Table 8, Table 9, and Table 10, indicated that there are signif-
icant differences in the impact of knowledge management infrastructure on job satis-

faction in favor of age, educational level, and personal income.

5. Discussion and Conclusions

This study aimed to identify the role of KM infrastructure (organizational culture, or-
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ganizational structure, and information technology) in enhancing job satisfaction at
Aqaba five star hotels located in Jordan. The results found that knowledge management
infrastructure is applied in the studied five star hotels in Jordan. Furthermore, data
analysis results have shown that job satisfaction is effectively applied as well. This high
level of application reflects a positive attitude toward employees’ job satisfaction. Our
results also indicate that Aqaba five star hotels in Jordan give careful attention to job
satisfaction-related dimensions; they focus on being satisfied with pay and other com-
pensation, job security, social impacts, supervision, and opportunities for development.
Moreover, the results indicated a positive effect of organizational culture and informa-
tion technology on job satisfaction; whereas no statistically significant effect found of
organizational structure on job satisfaction. Moreover, the results of T-test indicated
that there is no significant difference in the impact of KM infrastructure towards job
satisfaction in favor of gender. Also, results of ANOVA test found that there are signif-
icant differences in the impact of KM infrastructure on job satisfaction that can be at-

tributed to age, educational level, and personal income.

Table 7. T-test of the impact of knowledge management infrastructure on job satisfaction attri-
buted to gender.

Male Female
Variables T df Sig.
N Mean Std.Dev. N Mean  Std. Dev.
Organizational
i 134 3.7063 0.51607 82  3.9437 0.47458 3.450 182.455  0.001
Effectiveness

Table 8. ANOVA Analysis of impact of knowledge management infrastructure on job satisfac-
tion attributed to age.

Variables Sum of Squares Df  Mean Square F Sig.
Between Groups 25.831 3 8.610 59.460  0.000
Organizational L
. Within Groups 30.700 212 0.145
Effectiveness

Total 56.531 215

Table 9. ANOVA Analysis of impact of knowledge management infrastructure on job satisfac-
tion attributed to educational level.
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Variables Sum of Squares Df  Mean Square F Sig.
Between Groups 36.307 5 7.261 75.404 0.000
Organizational L
. Within Groups 20.223 210 0.096
Effectiveness
Total 56.531 215
233



R. Masa’deh

Table 10. ANOVA Analysis of impact of knowledge management infrastructure on job satisfac-
tion attributed to personal income.

Variables Sum of Squares Df  Mean Square F Sig.
Between Groups 13.090 2 6.545 32.093 0.000
Organizational L
. Within Groups 43.440 213 0.204
Effectiveness
Total 56.531 215

The first hypothesis stated that there is a statistically significant impact of organiza-
tional culture on job satisfaction. This result is consistent with the result of [91] that
organizational culture had a significant effect on job satisfaction. This result is also
supported by a number of studies showing that job satisfaction can be enhanced by or-
ganizational culture (See [68]-[70]). [41] found that emotional intelligence in terms of
perception and appraisal of emotions, facilitating thinking with emotions, understand-
ing emotions, and regulation and management of emotions can be used to predict job
satisfaction. Consequently, the understanding of emotional intelligence theory and its
applications can be promoted for managerial and human resource practices in public
sector organizations.

The second hypothesis argued that there is a statistically significant impact of orga-
nizational structure on job satisfaction. This result is supported by the findings of [71],
who found that job satisfaction and organizational culture are not related. Also, [78]
argued that centralized organizations restrict the contribution that employees can make
in performing their work, restrict knowledge sharing, and suppresses innovative solu-
tions. However, this is against other researchers findings (e.g. [72]-[74]) who empha-
sized the impact of organizational structure in terms of complexity, formalization, and
centralization on job satisfaction.

The third hypothesis stated that there is a statistically significant impact of informa-
tion technology on job satisfaction. This result is agreed with [76] and [34] findings, as
they found a high correlation between work technology and job satisfaction. Also, this
result is supported by the findings of [77], who revealed that the more a company in-
vests in IT, the more satisfied its employees and in turn increased job satisfaction cha-
racteristics. [92] stressed the importance of information and communication technolo-
gy tools to innovation. The researchers found that information and communication
technology can support knowledge management processes, which in turn promote flow
of knowledge into the organization, which assist organizations realize their innovation
potential.

The implications of this research should be addressed in light of the study’s limita-
tions that future research should address. The first limitation is related to the study in-
strument, the study used closed-ended questionnaire items to measure the effect of
knowledge management infrastructure on job satisfaction. This type of question is eas-
ier and quicker for the respondent to complete and simpler for data analysis; however,
it limited the responses because the participants could not make any inquiry or explain

their answers in more depth. However, the second limitation of the study was the poor
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responsiveness of the hotels due to privacy issues; the hotels refused to participate in
the study although it included general questions that did not affect their privacy. The
third limitation is related to the participants of the study. In this context, there is a
chance that some participants might respond positively as they want to provide a posi-
tive image about their hotels, consequently, indepth interviews are needed for future
research. The fourth limitation is the use of judgment sampling, which is may not rep-
resentative of the population, and this will affect the generalizability of the findings.
Indeed, in connection to this study, knowledge management infrastructure explained
24.4% of the variations in job satisfaction; future researches and studies should focus on
studying and investigating other factors that may enhance employees’ job satisfaction.
Also, because of the conflicting results regarding the impact of organizational structure
on job satisfaction, further research is needed to explore this relationship. Finally, this
study was applied on five star hotels in Aqaba city in Jordan; therefore, the finding

cannot be generalized to other sector of industries or in other countries.
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