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Abstract
The present study aimed to investigate the effect of intellectual capital on
customer knowledge management, in Industrial Companies in Gharbia Governorate. Data
were collected from 303 managers and the path analysis tool employed to test the research
hypothesis through AMOS v. 20 program. The findings of the study indicate that there is a
significant positive effect of the intellectual capital on customer knowledge management
Keywords: (Intellectual Capital, Custom-er Knowledge Management).



"

P

Jualgall e (o)Al JLall (ly yiag Adpaal) e 5Ll SLady) Jb &
alaiall play 8 SUAS aalinys ccilalaiall alai@) el adas i) dagal)
I e Teia (Sl JLal uly aay LS (Lin,2018) Bl (8 Lalyaindls
Ot lusall (o S A 3al)5 ¢led da o L) (A ab Ly (53l dalaiall dngil i)
O S clalaiall Jisy (Aslam et al.,2018) daliaall Claals ¢ Dlaalls
e I35 cuanal) JLAIL adidis )Sdl) Jlall Gl adlia (e 3ol 2gall
Anadlil e Leaiay Loy Jlad JS50 4o dnliall Gl iu) aias LA
Cisneros& Perlines(2018) ;Chu et JS )L&T LS ¢(Asiaei et al.,2018)
L gk e LS ()Sal JLa) Ll caladasall el of ) all.,(2006)
I e Al JleeY) Ly 8 Talk e lagyls Sy e ol Lgaiayg
Alal) Aalaiall Aad dimys Aaslial dpan z3gai s e Liad Qg ¢ aiase
dsaldl e ledseal o ol JS adiad alaiall dad 8 AN il
) Ay J5ea¥) pal (g compaal il

e a4l Shiva and Abolfazl (2015) (e JS a1 AT cuila e
o Lenilign a8 aalid oy Ll Aunily A paall dpaal @lyas of dalaiall
Aadaial) 3 e agllec] DA A jadll elli Gy caan ¢ il

Jlall eyt L) 1,30 @lln o e cluhall (e el sl adg 1aa
(Salmaninezhad&Daneshvar,2012; Shahpas et 48yxall 3)la) Ll e (g )Sdl)

0 clalaiall aaiaigcal.,2013; Pour et al., 2015; Ngah&lbrahim,2011)

ylaall o Joanll @llyy leBlae pn dualgll o Jrandl ddyra 3)l0Y Lk
ceDanll eVsa pellial lgaladind 25 (ras cialaiall Jals L3S )Lia s L3 sShiay
(g BlaaYly daeally angill A8 pé 55 ) Glabaiall 7 liad Coagll 13 Gaaal



Bl (Ao s lid Al L gl gi€illy dpaplanilly 4,50 Cagplall A4S 505 GBS
.(Vecchio et al.,2018) 4dyzall 028
Giagl) duar Yl

e bac L o8 4l daa b (e Cand) SlAT Al duaaly) sl
paliy Lar Jlad (< 4l ()l Jlall ly Pl e e sl ilalaial
53l cchlalaial) 7l Ul Qo e cplaY) caileald) (e apal) (3383 b
33 o duelicall ciladaiall saclie Ay o) Liinn s dundlill Lei
ey Jaanll oy Cilaiie yyghaiy Ul (A lgaladiinly Jreadl dalall 44 el
Adlalay 4l
Ga) Ui Ll

JW Gy abadd o 4l Slaals dalld) cluhall e paell culs
B Cmy () Jle Gy —paall Jlad) (uly = adasill Jlal) ud ) g sS4l
( Mat Isa et al.,2008; Salmaninezhad&Daneshvar,2012; Pour et al., <43 jn4l)
sl duhy (Osislll ale agaa &) aas Yy <2015; Ngah&Ibrahim,2011)
Wl uly = aadatill Jlall Galy=s i) JUall ul)) (o880 Jlall (uly Sl 80
plug cJuandl A 500 Ao (L) Jle Gy —eDeall Jla uly — el
oy bl L0 Lo U i) Sl B a) ACia A8 lua (Say Alls
¢ sandl ddyaa 3))3) e (o8 JlI
Gaad) Claaf
AU Caload) Batl s Gl 138 Gl eyl J3lail) 5 g
Jaandl Ajaa 3)ly) Ao adasill JW) Gy 580 dast e
aeal) Bpra )y o g pill JU) Gy il (s @
cdaanl) dapra )y Ao elaa¥l W Gy il Gl e
cren) Adjpra 8y e daend) JW Gy 530 mpngs @

v



cdaand) ddpra )y e ) JW) Gy il aaas e
Ayl (g dgaliy camliall HUsY) sl
s SAN el (uly g

Slo Glesens EDE ) Sal QU (uly Glipen awdiy dalll L8
f ) il
Dlsall (e e 4l (<A JLa) () Ao panall el e 1 A5Y) Asganall
chlgall (dbpaall 8 Abididly cAabiiall $ylay i Caad o & A Augaldll
020l A8 peally ¢ podatll AL cdlaadiiial) calaml) (il 3,08l ccililanl)
Ak Lebls Lealasinl oy iy cigal) Cilgally eDlaal) cilile s o Liac S
e (Baiad o8 ad by Las dsgalall Jgua¥) caslag A lidl) Cloleal) 8 48

(Mehralian et al.,2018; Kianto 4adaiall 4ad8 oLy o Jaally cdaldiie dudli

et al.,2014 ;Secundo et al.,2017; Khalique et al., 2018; Hussinki et al.,2018;
Pedro et al.,2018)

Shlead) 8 Jiay 4l o 88l JU (il de geadd) Gl e AN A ganall
(Alwis,2004) dabiial LeShia ) dseleall ddiadl cuhyally  Cajladls
Coleally cljled) @l Plaiad Zeaal ) (Chang and Hsieh,2011) L,
3ald el of als e 4l LS L el ajae dad paly leia salianlg
0o JS gmiasys «(Mouritsen et al., 2002) L)Y Gaiad sad clalaiall Qs
dabaially alelal) HISEY wand asly g%l Jlall Gl Casey(2010); Kelly(2004)
(e Baamie Cilajia Y Lealadiuly caliie JS0 Ledgluiy Leen Pla (e

Pl 3hae Sy dadaiall dad ol o Jaall cllyg cdalall 3)lsall
Ao gane e Bilie (oS8l Jlall Ly o) de ganall Gl Canca of (ALY ds ganall
aibaall (A el Y Alls cdlggn Lgle Jsanll Ciraay Al ddad) 3l (4
b el Lebua i Aalall Jsa¥) o Opa (A ¢(Aniaall daill) dsasanl)

£



o Ol 8 Sl Ll ol 38T 2y o Cony Aaliall Aga ganll Apilisal
Andersson & Folkare,2015; Gupta & Bhasin,2014; ) Luaall deulaall cullld

oy o) Lin(2018) (s s .(Safapour & Ahmadi,2015; Baklouti& Triki,2018
adaiall 45 piaal) dally 408 pud) dal) fu G0 8 e g Sal JW)

38 cllaall cchledl e Al dusadd) ye JeaY) (e de gana
clelell A gLaal) dagpall 5 dpiecall 48 jeallscderdioal) colpml gl
sy Sleall pe Jelall PA (e Awi€a) dijeall K, il
idle Sloe ) Colaall 03 Jigad 8 o) Ll () A eliig ¢ nysally
Aalaiall 4l 300 (Biny Las cp 1Y) Clelyg ApSall AQLY b Jiahi dalaiall
- sailly ¢l (jlaiag

t eS8 Jlal) )y alaf ¥/

: Organizational Capital aaill Jlal) (), o

ksl W Ly Bollen et al., (2005);Aledwan,(2014) ¢ JS i
Gasiy cabill ISl Gad leaeds lale M) ay ) Ayl 4y
Aaali) A8l sl aeiilag ola) 8 Cpilhgal) acay asi ) JSLelly el
Cabrilo (0 JS (s cdoadatill Glehally Glagleall alaig dalaial) A8lE Jia
2 Jsa¥) g e 05<5 asly and Dahms(2018); Hussinki et al.,(2018)
el s Blgd 8 Aadaiall Jaly i s Ay
: Human Capital gl Jlall (i o

Gy Sl o ol dakasall siagll 3ypal) asly gpal) Sl ) Copay
darll Gl dabaiall ilage LgSliay Al ddpmally 5padly Chleadl o ading

o



plaza Jatiyig ¢ (Hussinki et al., 2018; Khalique et al., 2018) agld (o (anaiil
i) Gluleall (e ey 2 (G (gpill JW Gl Blals Aadaiall cailag
Cibagall e gllaall cilelakl)l past bl Jaag (48 el SIEP Lyl aylel
.(Berglund et al., 2002; Guthrie & Petty,2000) Jaxdl Cilelja) 3l
:Social Capital slia¥) Jul) () ©

Jah Al gl alaill Adee B ald e elia) W Gy el
O dae i) Gl DA e jedit Al d8jeall Say 1ayge yiiayy cialaiall
Olalall Chlga sk XSy cAakiiall A ol o daryy dabiiall il
JWl oy o daadla a5 (Khalique et al., 2018 ;Hussinki et al.,2018) g
aclea ddjra ) daaddl) dijped)l Jigad o ae bl 3l haid Gl claial)
dondl Ll ey LS chaadatill dipal) 53 3 ol oda Ll s Ll

erinal)l Jalaill Lgye o sady 5 iy cuidgal) G cdlelilly il ladl)
.(Aldrich&Meyer,2015)
:Customer Capital Jsall Jla Gy ©

Jraalls dadaidl o 4D e dasll) dagdl) aly Jreadl Jle Galy Cayng
Clsly Slilead) (e 0sSis cAaliinaaly Adlall b)) a3 8 aalud Al
sl (B ey aalud Al ceDleall pe QB gai aed Al culudll
o= Al Gazliys «(DUffy,2000) dyend) das dakaiall A o JS sl
ey cAglaill Adlall dad e adiad s e Dleall pa liLally ¢ oy gutll g8
.(Khalique et al., 2018;Bollen et al.,2005) lic aaliia)y Led agiV;
:Innovation Capital J&iy) Jla (i, o

Al Ayl s 4l LSLIS Zald) e lsall oo Ao gana 5
ali Gijnas (Kijek,2012) Lagde€ill o daili dadaiall dlitiee dad oLl
3ada Adyma ol o dalill Lo, ddad) AEE salddl A



skl dadaial) 446 4 e Tseng and Goo (2005)(x JS 4d e 5.(Joia,2000)
Nl Al Cojlaall e ol 3 Si0e HISES saaa Cojlaay Chlaing
:Customer Knowledge Management Jueal) 4824 3,08) .Y

dglee Ll aerl) d8jna 3))3) iy Plougastel and Bertin(2011) Al
il o duall Jimi o Jaally cJsenlly Lalal) ddpall 3S5L0es gen
aenlly Aalaiall (e S0 Aaill Ly (8 Jlad @lie ) Slasslly clainall
lewadind dalee Ll Ao Jaanll Zdy2a 35l) Smith and  Mckeen(2005) (515
el Aapl e 05855 cJaaally Aalad) Cojlaall Jaliis Anlaes Hsacind dalaiall
Adjed) oy ddee uly cdpanll o Ayee cJsanll Ajma cdpanl) (ga Bjea a5

ddyma 3yl3) Zhang(2011);Chua and Banerjee (2013) (o JS oy
Gubis AL ¢ (a3 Mty Akl ol L) clled) el Jaesd
Jalls ¢ Jall Jaandl cilaliial aans e dabiiall sac b @lldy ¢ Jpanl) 4djaall
ilee Lk Paquette(2008) (o (i (e BlEaN Cilalia¥) oda 4l e
L ladiliin) 388 DA e @y Jranlls dabiiad) G Gl gaiy L)
G 3 Aaaladl) s cAalaially Jpanll (e IS A 2Ly 5 2oLl clagis
L) 3ha (A (e Apudll 3)1a

e S Gyt g giall) iy ALl iyt o 3 Lty
Jaanll 4d2a 3l )l s3lg Zhang(2011);Chua and Banerjee (2013)
cre lpally Coplaally il sl gand dalataly Jreal) oy Je il dlee sl
Dby ol Al clatiall plail Cojlaal) sda aladialy ¢ pdle J<8 Jaaal
AS)Lte caluil ay dabe o) BLA e Alaall o3a s agas Cilaiie
Aabiall 4008l Bhe (Bl Jrend) ¢l 3ol llyg A8 pmall Gaakaliy ¢ ()as



tdpand) A8 e 5y00) alag) A /Y
: Knowledge Acquisition 48 pall qiluis) e

Aadaiadl Jals Jaendl Zdjpee Byla) Aglaad  A5Y) Bslasl) A yeall luiS) ae
iabiidll agh Alee b El-Helaly(2013) auhn Ldjeis «(Liao et al,2009)
sl Bus Gl #lE) die Abed) oda Gulads (Jueall Lall) ddjeall
Yli-Renko et al.,(2001); Mikkola(2013) (x JS (g5 cAallall calatinadl okt
G elp SV o cael) pe il IS8 Jelil) (e A€l Adpeall
Gkl (la Ly Bk (o Bpilie e 3)sean LuiSall ddjeal) @l (e (g5l
Sually (o) WG Q5 5 sl maaa IS0 ) QLS dlee
ed Al Bh00 (Badal o Jery LS cdalaiall ol Sl
: Knowledge Sharing 4 zal) 4s)li o

JUinil Lgad oy Al Agleall g3l 4djeall 4L Cowan et al.(2001) <ayey
Lin (e S (s cAdbiaal) 4S5l s P (e Lgpilia ) LeSle (10 482l
Ayl ays DA (e o3 ) dlendl Ll and lee(2005); Liao et al.,(2007)
Aadaia) oo uund e dglell @l Jexdy cdabaiall Jaly (il sl apen (g
: Knowledge Storage 4daal) cyjis o

il aladiul lgd 2y ) Assal) WSl Rudraraju et al.,(2014) sy
DL LS caalall die elagiad e Jeally cdipead) Laing opiaal  ddbia
3agall 3o Je Jeay ddynall iliay cdaés ¢ has o Sain and Wild (2014)
Goaknll BEY s daaliyl
: Knowledge Application 4daal) guki e

&) clileal) b Lin and lee(2005); Sain and Wild(2014) (s JS Lije
AW Leiiad @ ) Ajaal g lasin) ST Jeadi dal (e dadaiall Lgaaiiins
clalaiall Wilge (3dal Loia 3oLy dadaiall Ja1s ddpead) o3a 2w e Jaall

A



ol Alavi and Tiwana,(2002);Bhatt(2001) (s JS (535 -ledsaal (e skl
S Ldaay Aadaiall Jals djaal ddpedl Jeall i el Gub dlsje
di clacal ellyy ddadaiall Glerdy Glatie Jdo leaadind DA e dallad
Pl Lgihae o Llially ekl )il
dan) Ajma 3030y (SN Jlad) () palic (A LY

Salmaninezhad and Daneshvar(2012) :Hsu and (w JS 4wl it
eall Ju ) ol 586 agas Sabherwal(2012); Shahpas et al.,(2013)
hin o l) Al 3yl Gllee e (Clally ¢ Il gyl Jl) )
(A el 55 ¢ Gaadai ¢ alati ALk

JWl ()l il aga I Zargar et al, (2012) 4wl Glagi g 8
SR (sl Al Guly(Apaal) Dleay ¢l coliy) Abpaall )l Gldee o (5l
S i S JWI By o) gl caca ) WS Al Jisat diee e
Je oy i WS e(dpmall dusaty dlen ¢ Gaadi ¢ dgatinl)aipeal) 3ly) cibilee
i 48yl Msaind didee e Jaaall

Jlll udys el JWl (dy o) ) Mat 1sa et al.,(2008) 4y <Ll
aiall (i) Ayl By Glujles Zlad o € i Lgd gyl
Auhy il g 8 Al o) (Al ks oSN RS L
e o alda Jl Gl sy 56 3sa Ngah and Ibrahim(2011)
¢ easlatill JW) uly off Chen et al.,(2009) d) ) Cinia gl Lty ¢ jaall 4S5l
Adprall AL dlae o olag) S agie S i «lBlally (5 50l)

ddee Gy pdall JW) Gy o Al 3 HSU(2008) Ausl s i
Abdolahi et al.(2013); (» JS Al Cmadl a4 LAyl 4S)LAe
ddypeal) 3yla) Gllee 4o A8e 25a Shariatmadari and Forouzandeh(2015)
Glilee el am plie oy o Jary il ) Gl oy piall D Gl

%



Khatiri et al.,(2015); Monaghi(2015); (s JS dulys il Laiy cAdjpeall )
O ceeia¥) JW) iy o dulagl Al 35a Aghamirzaee et al.,(2014)
Jolie b a5ms I Seleim and Khalil(2011) &l 52 <alals (il )
Gl Abpaall 3y Clilee i Cua Adpmall 5 Gy S8 QW) Gy o
dagy SISy ¢(oySall Jlall (uly dladl e (R jaal) (3 52yl AS)LiA paal)
Jle sy =il L) Gy = alatil) JLall ) ogsSall JLall (uly 2l s
Ad el 3yla) Glblee o (@i
P Al il (A A a (S (ala o sl
— i) JUll ) (Sal) JUl O s (ggine sl Bl aag tHT
(USEY) Jle (el =dieadl Jle (ly = e laia¥) DLl Gl =l Sl Ly
P AN Lo pdl) (g il (el Glapill 1 e Bils cdpendl dpra Byl e
Jaanll Aiyae 3yl o asatill Jlall Gul)) (gsine (laad Ll aas Hla
Juandl Aiyaa 5yl o ol JUa) ) (s5ime (o) 8B 3 Hb
Jrandl dijra 5yld) o elaia¥) Jld) oy gsine s il s Hic
Jaenll &jma 1)) o Jranll Jlo il s53ma (laal LG 2550 HId
Juanll Aiyee 3yl3) o SN Jle Gy s5ime (il 586 a0 Hie

GSAN Slall uly slagd

eadaiill Jal

ddpa b Gxdall JW) Ly
Saand) selaa¥) JWl L)
Jaaall Jle ()

D&l Jle

L) aliial anliall SUYI(Y) A8 (S
ARl Gluhall g & Gaalldl dlac) @ jaadll

Vo



s Al gl tluls
dufall e g aalina .

A bailaay Lo liall @l all oy all a8 Auhal) aaine Jhay
alatiuly Aal) ama aaa a3 e lia 38,5 VAAY aasae JUl gl
A8 (g9 die addinall aaa dagleay by Sample Size Calculator zls
il ama Gl a3 alipll ULl o2 Jlanlys %o+ Uad ssaa; %40
DAl sy I35 Alayil) A5 Sl il e alaie V) a3 caias YY 4 il
Gl (e 8ya€ Aagn dga o8 S (53 Jo¥) il s Lealadind dag yd
@ GGl Dyilly gy sllaall (ailiaddly Bleiy Lo aainall Cilajie G
due A 39 «(Saunders et al.,2016) Auelall Gladaiall jUa) 2gay & Jid
Ay pal) Asilaey Lo lis alaie JS (e Taals hase Jics
Ayl Cpiia (uld LY

ths Al ek P e @S W) Gy i) i) il
(el Jle () coelaia¥) JW Gy ¢ ool Jlall Gal e aadasill JLall
(Yang & Lin2009; 3o JS duhn e alae¥) & 2y ¢ &) Jle )
Wang et al., 2014; Wu et al.,, 2008; Hsu & Sabherwal,2012;Chen et
dag) Ao Jauin ) Jaeal) Ajea 3)a) i) puiall Jicy Laiy ¢ al.,2004)
s cihpmall ubi il (A3 (A jeal) AL A jaal) Maind zaag e
.(Yang et al.,2014& Lin&lee,2005) (s JS 4y aladinly 4uld

eVl sylal 33l (e CueSaddl pmny e Gulial) a5y e S
Galailly Lginalya ayis ¢ Aaalad) Aalil (ge Lgiadla (e SBU ¢ glall IS

AoA ALl Y IV VWA g flas) oia e Jgeaal) & http://portal.gharbiya.gov.eg/ '
3yseaiall daala ylaill LI Gypuil) Siad — dpeall v el Caalla /o 17
3y seaiall daala ylail) LIS JlaeY) 5la) Misd — aad aall 2 /o]

ypeaiall Aals 5 AISG Jlee) 31 Gute = cashad) deaa 2aa) /3
X



http://portal.gharbiya.gov.eg/

3l chlall o cllaadld) e degane CpeSadl Vs sl Sy clale
ALYl ¢ JSS el le DLl (e chal &5 s o Lafiny) Al
Aagay 5 AV ST ool bl ang A2 bua sale) )
Gl Jalas ¥

Gl Jidss & AMOS version 20 (Jbasl) zalijll e aldie V) o
<llyg Structural Equation Modeling (SEM)  4ilSuel) dlalaall 73903 e 23l
osall ans A iy o il eial e gl gidl ,5b sy
tGlage PA 50 AMOS ey Sl

:Measurement Model bl z3galll —i
il Gy Wi Flig S dalae Gpb oo @l il odalll W6

Flin S cOlebeo il Ty (V) ) dsaadl maage s LS Slan) Jiladll
o) Cohen & Kaimenakis(2007), (e JS (53 s Asiia dubyall ¢l pial Wl
So eyl a Julls ¢ T ege wn o b o sy Wl plag S
Lplall Ladtall ol dalll BB d sl e el Lo ulal
Gk e Discriminant Validity 4jnaill 4adlalls ¢ Convergent Validity
Ligias ¢(CR) Syall il yise lua DA e @l « AMOS 20 gealiyy
CR dad culS 13 dagaia o il zdseill bl ( AVE Ygiiuall il
CRAad e w5 Vs o(%t+) e ,STAVE dafis ((%1+) wold 5l (e LS
zoasns «(Fornell & Larcker,1981; Hsu& Sabherwal,2012) il Gl
gl hsiad Sl ol i ally gl Jemgill 5 A il (V) 3y Jsanl
Al dadlall jlaal Jsd

'Y



Al cpial liilly gaall cdlalaa (V) Jgia

AVE
| CR
. Hesa daall ) Jalaa
Gt L L) cllad) Salsall
—b Afal al)
sl RCSE BIVENA|
S yall
(P
vy 0C8 .
~’0~i ~,V~\/ ~,/\V\ h;LQ\ ."\D/\ ch ;.A.\L.L\lw \JLA\ U‘”b
VA HC8 , ;
~’0~~ ~,V\/\ ~’/\\/Y ~’V'\Y ~;\‘\T‘ HC9 Li)'“"d\ Jull u.nb
VAT SC1 . ;
EAY | vvn CAYA Vv SETY SCo elaay) JWl Gl
AA | oy T ccl ‘
L] . . oo . .
e[y , , VAL oC Jaeal) Jle
o1Y | vy AVY | ovR et INCL 1Y) Jle Gl
5 ' ' ' * .,/\'L‘\ INC3 =t d D
~,-k~° .,/\o'k "qi\’ "A\i M‘&ﬂSJ‘J!
< OVY AKN4 s .
CAAY [V VAN > 33 ) 3 gaiul
) ) ALY | AKNG -
23 SHKN1 . .
CAAY | YA > FEPR P IR
’ ’ VAt | SHKN2 ) 45
«YVY SKN1 .
cAdY |V AYY > 43 aal) JAda
) ° . VAA | SKN2 el
< VYo APKN1 s
CAVY | AEY ’ 48 pal) gaas
’ ’ L TEY | APKN2 ) G

s Shan ) dilall A3 de ol G fald) dlae) @ juadll

Sl Gph ge Appall Ladlall ek sl o6 Gule ) dilal
i ekl S5 «(Square root of AVE) zsdiusall cplill dawssial a5l
o gaen ) Cus U gia (Square root of AVE) ad aaes ol Slasy) Jilal)
Chria Bl abli) Al e S ddy e gl aa IS L) cOlles

A(Y) &) saa b emse sa LS «(Fomell & Larcker ,1981) ()Y dulyall

\v




Ciptial) (o BLEY) Abshuan aladiuly hlall) Gaal :(Y) Joia

04 . ) . o) oaby
‘s e by | dla gy | JWadl )y
Lpa St St
SN[ dadl | e laday)
Saand) @) | pagdatal)
VY| el Jla)
LYY | Y @) Sl Gy
GRAE | T | VA | sl Jll G
GYVYA ] G FYE [ v 00A | h,080 Saand) Jla ()
VYO | VoYY | A | v g0 | Ea S Jla Gy
NRAAA L S8 . F X N ORI B N1 & S LS ¢ Jaand) 48 jaa 3

s Fhan) il il ool siald) dae) 1 jaad)

:Structural Model (ASygd) z3gadll — o
i) @l gy (Sapy cAuball (g el sl 1 dagy
1Y)y Jsaall (8 g il

g A il 1(¥) Jsea

‘ i)

Jal | P-Value Jalza a Jiiall ial) sag Al
Al St | &

Ui ve\o REN bl JWl e, | Hla
J o8 I VLYY | o | ol QWi e, [ HID
Jssd K VYYY | Adaa | elaaVl JWll Gsly | Hic
Jss COA VYOV | Jaand) Jranll Jle il H1d
s Y LY Sy Je wl, | Hie

wtban ) dalal) =i e ol o falil slac): jaaall




o) Sl Jla) Gy sl ) spine DB ga (B Lea o
—Juandl Jle Gy — e laia¥V) Sl (uly — ol L) Gy — adasill JLa)
Yoo+ dysina (55 vie Jpeal) Ajea 1)) e (LIELY) Jle )
duafyal) s LBlia Ll

Ul o 2 e (ssina 5B dgay (A Adlall Aol clia s adl
DEG dpay () Al Bl il s G caaall Rjaa 5l Ao (g)Sdll
o Al o2a (35 cJaanll Apma 1)) o BBl Jlal) ()l (g5ina lal
Sl uly of coasi s Salmaninezhad  and  Daneshvar,(2012) 4y
sl lilee ~las & SV il ad gpall JLall () alaod aalS agdail
e lial) calalaial) oDl 8 Jias Jalse sae ) €l play) OSayg cdiyedl)
Gkl U A la¥ s duality) clilaall aual) adadsill e 5508 dufyal) Ja
el laglaal) e ALK aall LS GlASy cam (<G Jaand) ddjae cililae
Lyl Jent clabiial) @l o LeS cagaad) (3l 8 leiay) e laels
8 e Adlafind oy (s e Dlally g pally Sady sally dandl zasai g o
el Jals slad) Calise (py acally cpslaill dgag A, ey Janlly (pala sall
Eaaad Al lyall eyl Bl s o ddaial paya g ccilalaiall
bl s e LAl s lgtleady gilatiay gl o dealls ¢3lsuY) A

g QL Gl (gsine Ll eas A A il ul WS
Hsu(2008); ) oo JS by pe dagill oda iy aendl ddps pla Lo
AL )| s Abdolahi et al.,2013; Shariatmadari and Forouzandeh,(2015
Jala Apdl 5y lhlee o gl Jlall Gl la) sgine LG 35ag
S okl At play) (e cdadaiall slal ek e Load ae by WS clalaidl)
Ay gy Joall Aunlia B 53 Gnsdse (pilise INals Aalaiall alaial

\o



llacl 1533 (Jin agiblen Laski dal (e agd dnpd by mali o lgan
Aalaial) 2385 8jaaia 4y ylay
Sy Jlal) Gl gsine 50 aeay ) Adlad) Auhall 23l i LS

Sl QJL&B Aghamirzaee et al.,(2014) al.,(2013); Khatiri et al.,(2015);
Gl s Gyyb e lalaiall Jals o laa¥) Jlall guly sk of () byl
L) 3 o cupnlly cculagall cpgals ilad¥l A Lda  ccle LK)
AV PP Pt LY VUM IUNIRY PR L PP IS B P
Ay Ladny L€l Gllee 8 J5a (Al Adledy Ad el 5y Cllee
L Ob gl (g A8 =l

piSliay cAabaiall (ilhse o Alaall 755 35a () i play) OSagg
ey Jal 405 A8k agin Led Glaslaall Jaliig cilagalally Calaay) (s
A Jrasills daliad) Claals oyysally edanll (e JS pads (A JSLEA
el Gl Jgla

Ol ) sy 55 3y ) Ll Al Ayl il 5 LS
Ngah and  Auly ae dagill oda 3y Jpenll Adpa syl o Jaeall

Glle Ao goima il 4l Jaeal) Jla (uly of @asi g Tbrahim,(2011)

canall Aans gials 8yl Cilalaiall Jala dyadl 3

DA (e l®al) Jla Guly o Chen et al.,(2009) duly caasi Gliag,
lalaiall JA1y Ldpeall 3850k dlee Ju5ad b paaly 50 4 dalaiall Lakiss
ansily aat Gladds cilaiia apaly ilabaiall (L8 ) 80 @l plag) oS
Llaa¥) o aan dliS (Lgblee dlaliinly alag) o by Gsndly
e (e pn peia Slagles o Jyanll dllig ¢ agae Ja¥l aligh il
Aabiall Glead s Glatie e aaliag

"1



e b)) Ao L) Jla bt 53l apay Y L) e sl
s Alls «Shahpasand et al.,(2013) Ao il ae dagiill oda 38 Jreal)
Jual ) ¢ adatill JLal () ) sabadd LA (e (588l JLa Gl dgats ¢
o Lsine Llag) Tl Laié iy ¥ (OS] Jle Gy edsand) Jle s el
Jals SISl ekl e 8pail) salyy o Uiad aeligy s cpmall 53] ol
Lalaiall Jaly LS A8E aed dsag A Sl 1D pla) OSarg ccilalaiall
i dal e agd Baman 0 Silea aa @y Lguils gl daliial) it Gl e
O (S 220 @Dl e dadaial ey A ¢ i ool ld saaa cilatiia
latia aaiy = L) e dalaiall 308 (e agh Gl JS (el (il s dll
Aed aaa oDlae (ing Blen) b dudliall XS, dpen) cilandg
clagil) :lala
Jaad) aly ia Aaidlally Aigpally ani ) Apagdaiil) ZBUEY g5 alaia¥) -
POYA e el AAT (Sayg g2
il Bls 3 e Jeally cdalaially dalal) Concally 353l Lalis aydi @
cCanazal) Lalds i
4,200 Adadll aa lgaaay GleaVly alaill jyglail saa ddad dlac) @
Galaially dalal)
Ga 1l LA (Sayg dagaua Ak agilga DGl Cpiligally alaiaY) -
A
G ol S s deanadt il ) Jeall (8 alage JS puag @
i) e B3y pd
Ol sall ool okl Ay el ALl @
zll b Jaid S ) Jeasil) o s pilasall ae L3le oLEY @
Saaa Alaad s Gilatia

\Y



Aabaiall pads HISH i 8 el Al Gl gall dpadi il aii @
Gl AET (ayg (and) agudanyy Cailigal) (s dus Laial¥) clidlally alaiay) - ¥
(A (e
AphaY) il sisall Calise b bl G ABlaall 5y i e
gl G Laladinly agile) e pgdlas AL o Guilasall pnlis @
Baaa Giladia
Aabiall aalg Al JSL) Ja b Gl aguianys Cpibasall G (slail) @
tOMA (e Glld AT (Sayg Ara Bl as g Jpanlly alaial) —¢
edandl po Jalaill e cpilasall Cyxi @
el dag e Denll dandl Gals aud oLl o
il gl Jrenlly alaial) 48l 35 e
tOVA (e Il BAT Sayg Al o ol gal) apandlp LY A8 aca -0
Aabidl Jaly pyskailly igadl pald aud oL @
Aalaid)l J8 e lgae s saall HISEVL DLaal) e
skl el Glilee Je ciladll salyy e
ISy Jpard) A jaa 03] ciluslan (Gaudall allaal) daidaly gl gudag —1
POMA (e elld BAT (g Jlad
O pgladis oDl Dlalialy Cluads (o 488 Claglas pan @
Ay LAl cleadd) ) claial)
Lealadiinaly L) ool b s o Dlaall J8 (e dediall Cilagleall (335 @
Aaadd) ) il Gauals e
) e dsandl (e agiSa PA e (pibasall (G Jaenll 48jae 455U @
Ayl JalS o anhials coDlasll Jsa dasllae Clagles

YA



o U

Abdolahi,S.,Eidehlou,P., Bousari,N.,Mehrabi,S. Maleki,M., and Abedinzadeh,S.
(2013), "The Relationship between Knowledge Management and Human
Capital with Performance”, International Journal of Business and
Behavioral Sciences, 3, 71-78.

Aghamirzaee,T.,Tabari,M., and Faranak Paydar,F.(2014),"The Relationship
Between Social Capital and Knowledge Management in Knowledge-Based
Organizations”, Management Science Letters, 4, 2469-2478.

Alavi,M., and Tiwana, A.(2002)," Knowledge Integration In Virtual Teams:The
Potential Role of KMS ", Journal of The American Society for
Information Science and Technology, 53, 1029-1037.

Aldrich,D., and Meyer,M.(2015)," Social Capital and Community Resilience",
American Behavioral Scientist, 59, 254—269.

Aledwan,B.(2014)," The Impact of Basic Components of Intellectual Capital on
The Profitability of Jordanian Commercial Banks (2007- 2012)", European
Scientific Journal October ,10, 1857 — 7881.

Alwis,D .(2004),"The Role of Intellectual Capital in Organisational Value
Creation: An Application of aTheoretical Model To Two Case Studies
,Ph.D. Dissertaion, Brunel University ,United Kingdom.

Andersson, A., and Folkare,E.(2015)," Company Characteristics and Voluntary
Disclosure of Intellectual Capital —A Study on Swedish Listed Companies",
M.Sc. Thesis, Jonkoping University, Sweden.

Asiaei K., Jusoh,R., and Bontis,N. (2018), "Intellectual capital and performance
measurement systems in Iran”, Journal of Intellectual Capital, 19,294-320.

Aslam,S., Ahmad,M., Amin,S., Usman,M., and Arif,S.(2018)," The Impact of
Corporate Governance and Intellectual Capital on Firm’s Performance and
Corporate Social Responsibility Disclosure: Evidence from Australian
Listed Companies”, Pakistan Journal of Commerce and Social Sciences
,12,283-308.

Baklouti,S., and Triki,M. (2018) ,"Preparers’ and Users’ Perception of
Intellectual Capital Information Usefulness: a Tunisian Exploratory Study",
Journal of Intellectual Capital,19, 617-643.

V4



Berglund,R.,Edvinsson,L., and Gronvall, T.(2002),"Intellectual capital’s Leverage
on Market Value", M.Sc. Thesis, Lund University.

Bhatt,G. (2001),"Knowledge Management in Organizations: Examining The
Interaction Between Technologies, Techniques, and People”, Journal of
Knowledge Management, 5, 68 — 75

Bollen, L., Vergauwen, P., and Schnieders, S. (2005). " Linking Intellectual
Capital and Intellectual Property to Company Performance",Management
Decision, 43, 1161-1185.

Bollen, L.,Vergauwen,P., and Schnieders,S.(2005)." Linking Intellectual Capital
and Intellectual Property to Company Performance",Management Decision,
43, 1161-1185.

Cabrilo,S., and Dahms,S. (2018),"How Strategic Knowledge Management Drives
Intellectual Capital to Superior Innovation and Market Performance”,
Journal of Knowledge Management, 22,621-648.

Casey, N. H. (2010)," Integrated Higher Learning — an Investment in Intellectual
Capital for Livestock Production”, Livestock Science, 30, 83-94.

Chang, S., and Hsieh, J.(2011),"Intellectual Capital and Value Creation-Is
Innovation Capital a Missing Link?", International Journal of Business
and Management, 6 , 3-12.

Chen, C., Shih, H., and Yang, S. (2009),"The Role of Intellectual Capital in
Knowledge Transfer",IEEE Transactions on Engineering Management,
56, 402- 411.

Chen. J., Zhu, Z., and Xie, H.(2004),"Measuring Intellectual Capital: a New
Model and Empirical Study”, Journal of Intellectual Capital, 5, 195-212.

Chu, P., Lin, Y., Hsiung, H., and Liu, T.(2006),"Intellectual capital: An empirical
study of ITRI", Technological Forecasting and Social Change, 73,886-
902.

Chua,AY,K., and Banerjee,S.(2013)," Customer Knowledge Management Via
Social Media: The Case of Starbucks", Journal of Knowledge
Management, 17, 237-249.

Cisneros,M., and Perlines,F.(2018),"Intellectual Capital and Organization
Performance in the Manufacturing Sector of Mexico™, Management
Decision,28,18-36.



Cohen, S., and Kaimenakis, N.( 2007)," Intellectual Capital and Corporate
Performance In Knowledge-Intensive Smes", The Learning Organization,
14, 241-262.

Cowan, R., Soete, L., and Tchervonnaya, O. (2001). "Knowledge Transfer and
The Services Sector In The Context of The New Economy." Merit-
Infonomic Research Memorandum,14,20-35.

Duffy, J.(2000),"Measuring Customer Capital”, Strategy and Leadership, 28,10
—15.

El-Helaly, N. (2013), "The Impact of Customer Knowledge Management Process
on Service Recovery: Applied on The Egyptian National Railways", M.Sc.
Thesis, Faculty of Commerce, Mansoura University, Egypt.

Fornell, C., and Larcker, D. F. (1981),"Evaluating structural equation models with
unobservable variables and measurement error*,Journal of marketing
research, 39-50.

Gupta,M., and Bhasin,J .(2014),"The Relationship Between Intellectual Capital
and Brand Equity", Management and Labour Studies, 39, 329-3309.

Guthrie, J., and Petty, R. (2000)," Intellectual Capital: Australian Annual
Reporting Practices”, Journal of Intellectual Capital, 11, 241-251.

Hsu, 1., and Sabherwal, R.( 2012)," Relationship Between Intellectual Capital and
Knowledge Management: an Empirical Investigation." Decision Sciences,
43, 489-524.

Hsu, 1-Chieh.(2008)," Knowledge Sharing Practices as A Facilitating Factor for
Improving Organizational Performance Through Human Capital: A
Preliminary Test", Expert Systems With Applications, 35,1316-1326.

Hussinki,H., Ritala,P., Vanhala,M., and Kianto,A.(2018)," Intellectual Capital
Profiles and Financial Performance of the firm ", Journal of Intellectual
Capital, 7,55-66.

Joia, L. (2000)," Measuring Intangible Corporate Assets: Linking Business
Strategy With Intellectual Capital”, Journal of Intellectual Capital, 11, 68 -
84.

Kelly, A. (2004),"The Intellectual Capital of Schools: Analyzing Government
Policy Statements on School Improvement in Light of a New Theorization",
Journal of Education Policy, 19, 609-629.

AR



Khalique,M., Bontis,N., Shaari,J., Yaacob,M., and Ngah,R.(2018)," Intellectual
Capital and Organisational Performance in Malaysian Knowledge-Intensive
SMEs ", Int. J. Learning and Intellectual Capital,15,23-36.

Khatiri,K., Alikhani,N., and Kavoosi,M.(2015)," Relationship Between
Knowledge Management and Social Capital in The Faculty of Islamic Azad
University of Gorgan",Journal of Applied Environm, 5, 661-664.

Kianto,A., Ritala,P., Spender,J., and Vanhala,M.(2014)," The Interaction of
Intellectual Capital Assets and Knowledge Management Practices in
Organizational Value Creation” ,Journal of Intellectual Capital, 15,362 —
375.

Kijek,T.(2012), "Innovation Capital and Its Measurement™,Journal of
Entrepreneurship Management And Innovation(Jemi), 8,52-68.

Liao,S., Fei,Wu., and Chen,Ch.(2007)," Knowledge Sharing, Absorptive
Capacity, and Innovation Capability: an Empirical Study of Taiwan's
Knowledge-Intensive Industries”, Journal of Information Science, 33,
340-359.

Liao,S., Wu,Chi.,Hu,D., and Tsuei,G.(2009)," Knowledge Acquisition,
Absorptive Capacity, and Innovation Capability: An Empirical Study of
Taiwan's Knowledge-Intensive Industries”, World Academy of Science,
Engineering and Technology, 53, 160-167.

Lin,C. (2018),"Intellectual Capital of South Africa: a Comparison with Poland
and Romania",Journal of Intellectual Capital, 19,498-518.

Lin,H., and Lee,G. (2005),"Impact of Organizational Learning and Knowledge
Management Factors on E-Business Adoption", Management Decision, 43,
171 -188.

Mat Isa,R.,Abdullah,N.,Hamzah,N., and Arshad,R.(2008)," The Typology of
Intellectual Capital and Knowledge Management in Malaysian Hotel
Industry", The Journal of Human Resource and Adult Learning, 4,103-
114.

Mehralian,G., Nazari,J., and Ghasemzadeh,P. (2018), "The Effects of
Knowledge Creation Process on Organizational Performance Using the BSC
Approach: the Mediating Role of Intellectual Capital”, Journal of
Knowledge Management, 22,802-823.

Mikkola, T.(2013)," Creating Customer Knowledge Competence Through the
Development of Key Account Management", M. Sc. Thesis, Department of
Marketing, University of Oulu.

AR\


https://twitter.com/UniOulu

Monaghi,T. (2015),"The Relationship Between Knowledge Management and
Social Capital in Developing Countries (Case Study: Kurdistan Province
Industrial Towns", Journal of Scientific Research and Development, 2,
238-244,

Monavvarian,A., Asgari,N.,Akhavan, P., and Ashena, M.(2013)," Developing
Social Capital for Facilitating Knowledge Management Practices",
International Journal of Social Economics, 40, 826-844.

Mouritsen, J., Bukh, P., Larsen, H., and Johansen, M. (2002), "Developing and
Managing Knowledge Through Intellectual Capital Statements”, Journal of
Intellectual Capital, 3, 10-29.

Ngah,R., and Ibrahim,A.(2011), "The Influence of Intellectual Capital on
Knowledge Sharing: Small and Medium Enterprises
Perspective",Communications of The IBIMA, 2011,13-23.

Paquette, S . (2008),"Knowledge Management Systems and Customer
Knowledge Use in Organizations", Ph.D. Dissertaion , Faculty of
Information Studies, University of Toronto, Canada.

Pedro,E., Leitdo,J., and Alves,H. (2018),"Intellectual Capital and Performance:
Taxonomy of Components and Multi-Dimensional Analysis Axes", Journal
of Intellectual Capital, 19,407-452

Plougastel,D., and Bertin,M.(2011),"Customer Knowledge Management at
Komatsu Forest, M.Sc. Thesis, Umed School of Business , Ume&
University.

Pour, E.R., Masjedi .S., and Akhavan ,P. (2015), "Exploring The Relationship
Between Knowledge Management and Intellectual Capital: an Iranian
University Case Study", International Journal of Management Academy,
3, 7-15.

Rudraraju,R., Najim,L., Gurupur,V ., and Tanik,M.(2014)," A Learning
Environment Based on Knowledge Storage and Retrieval Using Concept
Maps", IEEE Institute of Electrical and Electronics Engineers,12,51-61.

Safapour,P., and Ahmadi,A.(2015),"The Effect of Intellectual Capital on
Organizational Performance in Departments Within The National Iranian
Drilling Company", Walia Journal, 31, 202-206

Sain,S., and Wilde,S.(2014)," Customer Knowledge Managements Leveraging
Soft Skills to Improve Customer Focus”, New York : Springer.

Yy



Salmaninezhad,R., and Daneshvar,M.(2012)," Relationship Analysis Between
Intellectual Capital and Knowledge Management (Case Study: Tehran
Science & Technology Park)", Institute of Interdisciplinary Business
Research, 3, 135-143.

Saunders,M., Lewis,P and Thornhill,A.(2016)," Research Methods for Business
Students Seventh Edition™, England: Pearson education Limited.

Secundo,G., Massaro,M., Dumay,J., and Bagnoli,C.(2017)," Intellectual Capital
Management in the Fourth Stage of 1C Research: a Critical Case Study in
University Settings”, Journal of Intellectual Capital,19, 157-177.

Seleim,AA,S.,and Khalil,O,E,M.(2011),"Understanding the knowledge
management-intellectual capital relationship: a two-way analysis", Journal
of Intellectual Capital, 12, 586 — 614.

Shahpasand,M., Savari,M., and Valiollah Sarani,V.(2013),"The Effect of
Intellectual Capital on Knowledge Management: Study on Agriculture
Organization Experts in Kurdistan Province", International Journal of
Business and Social Science, 4, 321-327.

Shariatmadari,M., and Forouzandeh,B.(2015)," The Relation Between Knowledge
Management and Human Capital With Transformational Leadership of
Educational Principals”, International Business And Management , 11, 51-
56.

Shiva,S., and Abolfazl,S.(2015),"The Impact of Knowledge Management on
Customer Value: The Mediating Role of Customer Relationship
Management and Market Trends in The Banking Industry”, Research
Article, 3,259-268.

Smith, H.A., and Mckeen,J.D.( 2005)," Customer Knowledge Management:
Adding Value for Our Customers." Communications of The Association
for Information Systems, 16, 744-755.

Tseng, C., and Goo, Y.(2005),"Intellectual Capital and Corporate Value in an
Emerging Economy: Empirical Study of Taiwanese Manufacturers”, R&D
Management, 35, 181-207.

Vecchio,P., Secundo,G., and Passiante,G .(2018),"Analyzing Big Data through
the Lens of Customer Knowledge Management: Evidence from a Set of
Regional Tourism Experiences”, Journal of Knowledge Management,
21,180-196.

Yé



Wang.Z., Wang.N., and Liang.H.(2014),"Knowledge Sharing, Intellectual Capital
and Firm Performance”, Management Decision, 52, 230-258.

Wu, W., Chang, M. & Chen,C.(2008),"Promoting innovation through the
accumulation of intellectual capital, social capital, and entrepreneurial
orientation”, R&D Management,38,265-277.

Yang, C., & Lin, C. (2009), "Does intellectual capital mediate the relationship
between HRM and organizational performance? Perspective of a healthcare
industry in Taiwan",The International Journal of Human Resource
Management, 20, 1965-1984.

Yang, L., Huang, C., and Hsu,T.(2014),"Knowledge Leadership To Improve
Project and Organizational Performance', International Journal of Project
Management, 32 , 40-53.

Yli-Renko, H., Autio, E., and Sapienza, H.J.(2001)," Social Capital, Knowledge
Acquisition, and Knowledge Exploitation in Young Technology-Based
Firms",Strategic Management Journal, 22, 587-613.

Zargar,T., Ganjooee,F.A., Tojari,F., and Hamidi,M.(2012)" Multiple Relationships
of Components of Intellectual Capital With Knowledge Management

Processes in Iran’s Sports Organizations", Archives of Applied Science
Research, 4, 2411-2417.

Zhang,Z. (2011),"Customer Knowledge Management and The Strategies of Social
Software", Business Process Management Journal, 17, 82 — 10.



