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Abstract

Purpose — The paper seeks to develop a business model that shows the impact of operational
knowledge assets on intellectual capital (IC) components and business performance and use the model
to show how knowledge assets can be prioritized in driving resource allocation decisions.

Design/methodology/approach — Quantitative data were collected from 84 high-tech federal
contractors in the Washington DC metro area. Respondents in the target population were middle-level
and operations managers of business sectors holding positions as presidents, vice-presidents,
directors, engineering managers, operations managers, and analysts. Partial least squares (PLS)
analysis was performed to develop a structural model between operational knowledge assets and IC
components that maximizes explained variance for business performance. Operational assets were
specified as formative constructs and IC and business performance were specified as reflective
constructs.

Findings — A parsimonious conceptually sound model with significant measured variables and path
coefficients was developed that explains almost 40 percent of the variance in business performance.
The model shows both the interrelationships between the IC components that drive performance and
the operational assets as levers for each IC component, respectively.

Research limitations/implications — The scope of the study was focused on the high-tech federal
contractors in the USA. However, the model can be applied and tested in different industry sectors.
This would provide evidence of the different operational knowledge assets used as levers in different
industry sectors.

Practical implications — Senior executives and chief financial officers in particular are constantly
challenged with making the optimum investment decisions given their budget constraints. The model
offers a tool for developing and evaluating different resource allocation decisions based on an
organization’s strategic intent. In addition, the model can be useful in evaluating merger and
acquisition decisions. In evaluating target companies the model can be used to identify the core
capabilities or competency areas that the target company is leveraging and assess the impact or
integration potential for the acquiring company.

Originality/value — This is the first study in the field of IC that has adopted the use of formative
indicators in specifying operational knowledge asset constructs. Previous research has focused on
developing models with the use of proxy measures as reflective indicators. Therefore the emphasis so
far has been on scale development. The use of formative items in this study fills both the business need
and theory gap to understand better the causal relationships that exist between work and knowledge
assets.
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Introduction

There are many different intellectual capital (IC) models (Sveiby, 2001) that try to
articulate the link between knowledge assets and business performance. The majority
of them provide an effective high-level taxonomy of intangibles, which primarily
anchor around three components:

(1) human capital;
(2) structural capital (SC); and
(3) customer capital (CC).

These categories can be useful at the strategic level in terms of identifying the
competence areas of the organization and determining strategic objectives accordingly.
In addition, the components of these models have been focused on surrogate measures
such as operational, financial or even knowledge-based metrics that contribute to IC
valuation as a single component (Powell, 2002). The usefulness of these models can be
enhanced if practitioners at the operational level have a language that is sufficiently
granular to enable them to understand and manage the intangible factors of production
that contribute to IC valuation. For the purposes of this research study, the term
“knowledge assets” will be used to describe intangible factors of production at the
operational level.

Overall, there is a lack of a fundamental and coherent understanding of the
operational knowledge assets that people leverage to drive IC and business
performance. A recent Mercer report showed that:

+ 92 percent of Chief Financial Officers agree that human capital (HC) determines
customer satisfaction;

+ 82 percent said that HC determines profitability; and
+ 72 percent believe that HC influences innovation.

However, 84 percent of the respondents above indicated that they do not explicitly
understand what actually drives returns from HC investments (Mercer Human
Resource Consulting and CFO Research Services, 2003).

The scope of this paper is on the operational knowledge assets that human capital
leverages to drive IC and business performance. The purpose of this study is two-fold:

(1) to develop a business model that shows the impact of operational knowledge
assets on IC components and business performance; and

(2) touse the model to show how operational knowledge assets can be prioritized in
driving resource allocation decisions.

Literature review

The recent productivity of academic research in the fields of KM (knowledge
management) and IC (intellectual capital) has been phenomenal (Serenko and Bontis,
2004). However, the distinction between intellectual capital and knowledge
management (KM) is still not very clear. IC is static (Sveiby, 1998) and is more
concerned with the identification, strategic governance (Wiig, 1997) and exploitation of
intellectual assets to create value (Sullivan, 1998; Roos et al, 1998). Consequently, IC
draws the attention of external constituents (i.e. financial analysts, shareholders) who



place emphasis on the valuation of the stock of intellectual assets at a given point in
time.

On the other hand, KM is more dynamic and is thus more process oriented. KM
addresses the “how” with heavy emphasis on the flow of knowledge (Sullivan, 1998)
and thus addresses the operational and tactical elements of the organization (Wiig,
1997). In summary, IC is often referred to as a stock and KM is often referred to as a
flow (Bontis et al, 2002). However, both disciplines are still focused on leveraging
organizational assets to improve business results.

Wiig (1997) emphasizes that a balanced integration of the two practices (i.e.
integration of IC results with KM activities) is essential for achieving sustainable
competitive advantage. However, he continues by observing that organizations today
have failed to follow a comprehensive approach, thus focusing on one perspective at
the expense of the other.

Stewart (2002) states that the flaw of KM 1is that it frequently fails to ask what
knowledge to manage and why. Overall, Stewart (2002) makes the point that KM
resources are wasted because work and knowledge are not linked. Answering
questions that reveal the content and structure of knowledge is important in building
successful KM programs. For example, Stewart (2002) cites a sample list of questions
including:

« What do your customers expect you to know?

+ What intellectual materials — facts, bodies of knowledge, technologies, etc. — do
you call upon?

+ How does work actually get done around here?

In addition, Sveiby (2001) states that the major challenge faced by the IC measurement
and KM community relates to the use of proxies such as dollars, euros, and indicators
that are far removed from the actual event or action that caused the phenomenon.
Similarly, Wiig (1997, p. 403) emphasizes that organizations need to integrate the
practices of IC and KM by identifying and explaining “the links which describe causal
relationships [...] identify the concepts, mental models and experiential knowledge
required to perform intellectual work in order to deliver quality products and services”.

Only five published studies (Chen ef al. 2004; Bontis, 1998, 2004; Bontis et al. 2000
Bontis and Fitz-enz, 2002) in the extant academic literature have focused on making the
link between IC stocks and flows by analyzing the structural relationship of IC
components. Results thus far have shown a significant direct link between the IC
components and performance, with an explained variance (R ?) ranging between 32
percent and 56 percent. However, the final items used in the partial least squares (PLS)
analysis are manifestations of the principal components themselves (i.e. reflective
indicators). As such they do not illuminate the content of knowledge assets that
contributes to each component. For example, items measuring the effectiveness of
human capital such as “bright employees” or “give their best” do not illuminate the
knowledge assets that employees are leveraging in performing their daily tasks.
According to Bontis (1998), formative indicators are better in implying what items are
actually causing or forming the construct. Formative constructs are influenced or
formed by several indicators representing different independent phenomenon (Chin,
1998a). For example the latent variable of socioeconomic status is made of four
indicators:

Model for
resource
allocation

347




TLO
144

348

Table 1.
Performance focus area
(PFA) matrix
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A change in any of the four indicators can influence the socioeconomic status of an
individual; the changes of the indicators are independent of each other since they
represent different facets of the latent variable. Thus, the relationship between
formative variables and their associated indicators is represented with arrows
originating from the indicators and pointing to the variables in contrast to the case of
reflective variables. However, the theory did not support the use of them, which
highlights the inadequacy of current models and at the same time calls for a different
approach.

This study complements the scope of previous research above by focusing on the
operational level using a List of Operational Knowledge Assets (LOKA) developed by
Andreou (2006). LOKA has been developed based on a comprehensive taxonomy of IC
components developed (or intangible value drivers) by Green (2004). The taxonomy
labeled as Framework of Intangible Valuation Areas (FIVA) proposes seven intangible
value drivers that enable business strategy. The drivers include employees, customers,
competitors, partners, information, technology, processes and product/services. Zack
(1999, p. 126) states that: “Intuitively it makes sense that the firm that knows more
about its customers, products, technologies, markets and their linkages should perform
better”. In identifying the knowledge behind these intangible value drivers, an 8 X 8
matrix (Table I) was created depicting performance focus areas from the interaction of
the drivers.

Examples of value driver interactions include employee-customer,
employee-competitors, and process-technology among others. These interactions are
consistent with the value network concept (Allee, 2000) which supports that an
enterprise generates value through the knowledge exchanged by its constituents (e.g.,
customers, suppliers, strategic partners). LOKA in Figure 1 represents a set of
performance focus areas and related operational knowledge assets (or critical success
factors) that individual workers can leverage to facilitate organizational performance.
That is the scope of LOKA is the first row of Table I; that is, the value generated by the
knowledge employees’ leverage from their interactions with the other value drivers.

Product/

Employee Customer Competitor Partners Information Technology Process service
Employee PFA1 PFA2 PFA3 PFA4  PFA5 PFA6 PFA7 PFA8
Customer PFA9 PFA10 PFA11  PFA12 PFA13 PFA14 PFAl5
Competitor PFA16 PFA17 PFA18 PFA19 PFA20 PFA21
Partners PFA22 PFA23 PFA24 PFA25 PFA26
Information PFA27 PFA28 PFA29 PFA30
Technology PFA31 PFA32 PFA33
Process PFA34 PFA35
Product/service PFA36
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Performance focus areas represent those operational areas that support the IC
components for sustainable competitive advantage. Leveraging the relevant knowledge
assets under each area is imperative for achieving strategic objectives. Hunt (1999,
p. 144) describes a firm’s strategic imperative as: “sustained, superior financial
performance]. . .Jthat[...]can beachieved through a sustainable competitive advantage
in the marketplace”. Operational knowledge assets represent critical success factors
(CSF) that refer to components, contingencies, critical elements, and core competencies
among others (Rockart, 1982; Antony and Banuelas, 2002; Andal-Ancion et al., 2003;
Hong and Kim, 2002). Rockart’s (1979, p. 85) conceptualization of critical success factors
1s used to describe operational knowledge assets: “the limited number of areas in which
results, if they are satisfactory, will ensure successful competitive performance for the
organization”.

For example, the performance focus area resulting from the interaction of employees
and competitors is competitive intelligence. It is conceptualized based on the work of
the Society of Competitive Intelligence Professionals (SCIP) and Erickson and
Rothberg (2000) as knowledge of what one’s competitors are doing by having
information regarding their capabilities, vulnerabilities and intentions. In
operationalizing “competitive intelligence” one could ask: “What do I need to know
about my competitors that add value to my decision-making process and operational
efficiency?”. Figure 1 lists three knowledge asset domains that can be leveraged to
achieve effective competitive intelligence.

Andreou (2006) developed the suggested list of operational knowledge assets
through an exhaustive literature review of many management disciplines:

* decision making;

* strategic and operations management;

+ human resources and competency management;

+ marketing and customer relationship management;
+ information technology; and

+ stakeholder theory.

The list was validated and revised by collecting and analyzing data from focus groups
(for a complete review of the literature and focus group analysis applied in developing
LOKA refer to Andreou, 2006). Seven performance focus areas and 31 types of
knowledge assets were identified. LOKA represents a list of knowledge assets that
employees can leverage to carry the value proposition of their organizations and drive
business performance. Therefore, LOKA complements existing IC models that focused
on the inter-relationships between the three primary components (i.e. human capital,
structural capital and customer capital). The seven constructs representing the
different IC and business performance components in Figure 1 (i.e. market capital,
human capital, decision effectiveness, technology capital, process capital, innovation
capital and business performance) were developed using exploratory factor analysis.
Table II lists the 16 items representing the seven constructs comprising IC and
business performance.



1C and business performance constructs Items retained

Human capital Employee morale

Professional growth

Retention of key people

Percentage of new ideas from employees
Skills coverage

Process capital Percentage of best practices institutionalized

Communication efficiency
Percentage of key processes using industry best
practices

Market capital Amount of positive buzz media

Brand name recognition

Decision effectiveness Value of business decisions failed

Percentage of business decisions failed

Innovation capital New product/service success rate

Revenue from new product/service

Technology capital Technology fit to mission critical processes

System availability

Model for
resource
allocation

351

Table II.

List of items measuring
IC and business
performance constructs

Research design

The scope of the study focused on business services offered by federal high-tech
contractors in the Washington DC metropolitan area. Most of their services are
classified under:

computer system design;

research and development in the physical, engineering and life sciences;
guided missile and vehicle manufacturing;

aerospace manufacturing;

engineering services, and

electronic systems.

Eighty-four high-tech federal contractors from the list of “Top 100 Federal Prime
Contractors” published by Washington Technology (2005) were selected as the target
population. Respondents in the target population were operations managers of
business sectors holding positions such as:

president;

vice-president;

director;

engineering manager;
operations manager; and
analyst.

A survey instrument was developed and administered to collect quantitative data to
evaluate the relationship between operational knowledge assets and business
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Figure 2.

Sample and target
population descriptive
statistics

performance. Survey items were developed for each of the operational knowledge asset
categories. The respondents’ degree of leveraging each knowledge asset was captured
on a six-point Likert scale (i.e. from 0 = non-applicable to 5 = very high). Respondents
also assessed the average three-year performance of their business sectors relative to
the competition on various IC and business performance measures (see Appendix 1). A
five-point Likert scale (i.e. from 1 = significantly lower to 5 = significantly higher)
was used for collecting data on IC and business performance. A copy of the
questionnaire items is attached in Appendix 1.

Surveys were distributed to 500 respondents occupied in the different business
sectors of their respective organizations. The solicitation was done through:

+ an e-mail sent by the research project liaison officer of each company introducing
the purpose and application of the research and explaining the organization’s
interest as a research advocate; and

+ mailing of letters to management officers identified on their company’s websites.

Respondents interested in participating in the survey were asked to complete a hard
copy of the questionnaire that was attached to both the e-mail message and/or the
cover letter and were requested to return it in a sealed envelope. A total of 139 replies
were received, resulting in a response rate of 27.8 percent. Twelve surveys returned
were not usable because they were partially completed (e.g. a whole section of the
survey was left out) or the analysis of individual scores indicated that the respondent
might have misread, misunderstood, or did not pay attention to the questions asked.
Overall, 127 completed surveys were used for data analysis purposes. The control
variables of business sector, position and annual revenue of business sector were used
to check the sample for any form of response bias according to common practice
(Bontis et al, 2002). Figure 2 shows the comparison between the sample and target
population for the three control variables. The profile of the business sectors and

Comparing Sample & Target Population
90% = 85%
80% - O Target 80% 78%
70% - ™ Sample

60% 58%
50%
40%
30%
20%
10%

0% T T
Business Sector (IT) Management Annual Revenue
Position (Less $1 billion)

(Senior/Middle)

41% 399,

Control Variables



management positions participated in the survey is representative of the population of
interest. Therefore there was no evidence of systematic response bias in the sample.

PLS was used to analyze the data and develop a structural model that optimizes the
explained variance of business performance through the interrelationships of
operational knowledge assets and IC components. PLS supports variance analysis
(R? and prediction. Therefore it is useful for exploratory studies characterized by
relatively weak a priori theory and where the primary focus is theory development.
There are two analysis stages in PLS. First, the measurement model is estimated
showing statistics (i.e. loadings) that assess the validity and reliability of variables and
their respective constructs. Second, the results for the structural model are reported
showing the relationships (i.e. path coefficients) between the constructs and the
explained variance. Another advantage of PLS is that it supports model types with
both reflective and formative constructs and with varying levels of complexity (i.e. can
be used with both small and large samples) (Chin, 1998a, b; Gefen et al., 2000; Chin and
Gopal, 1995).

The following rules apply for determining sample size under PLS. The sample
size should equal ten times either the number of indicators of the most complex
formative latent variable or the largest number of independent variables impacting
a dependent variable whichever is greater (Barclay et al, 1995). LOKA has seven
first-order formative variables (i.e. performance focus areas) with the most complex
one (lLe. capitalizing on processes) comprised of six components. The dependent
variable with the largest number of independent variables impacting is business
performance. Six constructs (i.e. market capital, human capital, decision
effectiveness, technology capital, process capital and innovation capital) impact
business performance. According to both rule criteria the required minimum
sample size is estimated to be at least 60, which is less than the actual sample
used (127).

The stability and the predictive power of the models analyzed with PLS are
assessed by looking at the significance and confidence intervals of the PLS parameter
estimates. The parameter estimates include:

+ the loadings (A) or weights (77 or ) of the measures to their specified constructs;
* the standardized path coefficients (B8) between the constructs.

The bootstrapping procedure offered by the PLS-Graph application was used. The
number of sample iterations was set to 200. According to Chin (2001) sample iterations
of 200 tend to provide good standard error estimates.

Results

Structural models 1-7 in Figure 3 were used to guide the model generation exercise.
Structural models 1-6 show the contribution of the operational knowledge assets under
each performance focus area (i.e. LOKA) to their respective IC construct. The IC
components shown in Table II were developed to represent each of the performance
focus areas. For example, the performance focus area of “leveraging technology” has
an impact on the “technology capital” of an organization. Technology capital measured
by variables such as “technology fit to mission critical processes” and “low cost of
technology deployment” among others. Model 7 investigates the impact of the IC
constructs on business performance.
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Assessment of each structural model is based on the significance of the path coefficient
and the value of explained variance (R?). The discussion that follows focuses on
analyzing each model with the objective of exploring alternative structures that are
conceptually sound and satisfy statistical rigor.

There are three significant path coefficients in model 7, suggesting that competitive
advantage (as reflected by market capital), innovation effectiveness, and effective
decision-making are major catalysts for business performance. However, previous
studies discussed above focusing on the relationships of the primary IC components
indicated that long-term competitive advantage or sustainability of business
performance is dependent upon operational constructs such as “human capital”,
“process capital” and “technology capital”. For example, Chen et al’s (2004) empirical
model illustrates that innovation capital is sustained by human and structural capital.
Similarly, Bontis (1998) explains the absence of a statistically strong relationship
between human capital and business performance on the mediating effects of
structural capital. Therefore model 7 was revised to develop a parsimonious,
conceptually sound model with significant path coefficients that supports the intuitive
logic depicting the interrelationships between IC constructs and business performance.
Figure 4 shows the revised model with the highest explained variance (R? = 38.9
percent) and with all path coefficients statistically significant. In addition the
measurement strength of the model was established through validity and reliability
estimates. All item loadings were strong, with their values greater than the minimum
recommended of 0.7 (Gefen et al., 2000) and were significant with p-values less than
0.001. In addition, all items loaded higher on the constructs they measure than on any
other construct, thus satisfying discriminant validity. Discriminant validity was also
examined through average variance extracted (AVE). AVE measures the amount of
variance explained for a given construct by its indicators (Chin, 1998b). AVE for each
construct was higher than the minimum required of 0.5. For discriminant validity the
square root of AVE for each construct should be greater than the correlations between
each construct. Reliability was also established through calculation of internal
consistency (p.). All constructs had internal consistency higher than the minimum
required of 0.7 (Gefen et al.,, 2000). Tables III and IV show the validity and reliability
statistics.

The dynamics of the constructs as presented in Figure 3 are conceptually rational
and make intuitive sense. That is, market capital, innovation capability, and decision
effectiveness drive the long term performance of an organization. However, these
assets need to be continually nurtured and reinforced to be sustained; otherwise they
run the risk of eroding. Operational assets such as processes, technology and people
can mitigate that risk. For example, bright, skillful, committed people, leveraging the
right technologies and processes (i.e. communication, practices, and methodologies)
can make the right decisions and create innovative products/services that satisfy the
requirements of their customers and create value for their organization. The interaction
of people, technology and processes can also create a competitive advantage for the
organization as reflected in its brand image in the market place. The strength of the
structural model analyzed above was also reinforced by calculating the predictive
relevance (Q ) for the “business performance” construct. @ ? measures the ability to
recalculate observed variables from the model’'s parameters (Chin, 1998b). If @2 > 0
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1 2 3 4 5 6 7
Human capital 0.80
Business performance 0.34 0.77
Process capital 0.61 0.31 0.85
Market capital 0.14 0.29 0.16 0.91
Decision effectiveness 0.10 0.07 0.17 -0.13 0.88
Innovation capital 0.33 0.34 0.26 0.14 0.02 0.89
Technology capital 0.54 0.34 0.47 0.19 0.03 0.30 0.85

Note: Diagonal elements are the square roots of the average variance extracted (AVE)
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Table III.
Correlation matrix

Construct AVE Internal consistency (p.)
Human capital 0.64 0.90
Business performance 0.59 0.90
Process capital 0.73 0.89
Market capital 0.83 091
Decision effectiveness 0.77 0.87
Innovation capital 0.80 0.89
Technology capital 0.72 0.83

Table IV.
Reliability estimates

the model has predictive relevance and vice versa (Chin, 1998b); the @ ? statistic for the
“business performance” construct was 0.14.

Having established a valid and reliable model of IC components in explaining
business performance, the next question is: “what are the operational critical success
factors or knowledge assets that drive these IC components?”.

The insignificant path coefficients between some performance focus areas and IC
constructs in models 1-6 (see Appendix 2) suggested the exploration of some other
relationships. Therefore, each performance focus area was linked to each of the IC
constructs. The relationships with the highest path coefficients that were statistically
significant and also satisfied conceptual reasoning were chosen. These relationships
show the performance focus areas and their related knowledge assets that drive their
respective IC components. These relationships were added to the model as shown in
Figure 4. Figure 5 represents an extended model showing these relationships.

The business rationale of Figure 5 is explained as follows: the quality of an
organization’s human capital (i.e. workforce) is determined and enabled by:

« the social environment;
+ competent colleagues; and
+ competitive intelligence.

Human capital, in turn, supported by effective processes, structures, and technology
can make effective decisions and drive innovation. Effective processes result from
leveraging enterprise intelligence factors (e.g. unwritten requirements and
expectations, required capabilities, policy requirements, stakeholders’ vision and
direction, resources used by stakeholders, stakeholders’ experience, etc.) and process
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factors (e.g. structure, culture, leadership, training, measurements and incentives, etc).
Technology capital is driven by leveraging the appropriate technology functions such
as information management and access, process management (e.g. workflow, planning,
analysis, etc.), knowledge workplace (e.g. collaboration, communication, expertise
location) and enterprise integration (i.e. system and information integration).
Innovation capital is also driven by leveraging customers’ knowledge, such as their
strategies, directions, the business and regulatory environment they operate in, among
others. Overall, leveraging the respective knowledge assets under each category (i.e.
performance focus area) drives the IC components at the operational level. In turn the
operational IC components drive the longer-term intangibles of market capital,
mnovation capital and decision effectiveness. Market capital, innovative capabilities
and effective decisions explain almost 40 percent of the variance in business
performance.

It is noted that in the extended model the path between technology capital and
process capital is not significant compared to the model in Figure 4, and therefore it is
removed. A possible reason for becoming insignificant is that the antecedents
representing knowledge assets behind each capital construct provide a better
explanation of variance. Looking at the survey instrument thematic descriptors of
organizational structure include infrastructure. This could be taken by the respondents
to mean technology and systems. So there might be an overlap between the construct
of “technology capital” and “organizational structure” which explains why the path
from “technology capital” to “process capital” has become insignificant.

Appendix 2 shows the loadings and weightings for the reflective and formative
measures respectively in the extended model. All reflective indicators were significant
at the 0.001 level, with their associated constructs having high internal consistency and
AVE estimates.

By definition formative measures are independent from each other and are expected
to have low inter-correlations. Therefore standard measures of internal consistency
and reliability used for reflective constructs do not apply for formative constructs.
Instead their validity is determined by:

+ relative magnitude of their weight and its statistical significance; and
* their ability in explaining other constructs (Chin and Gopal, 1995).

For the purposes of this study they are assessed through their ability to explain the
variance of IC components.

Following Diamantopoulos and Winklhofer’s (2001) recommendation, the variance
inflation factor (VIF) for each formative variable was estimated in assessing
multicollinearity. VIF values below 10 are considered acceptable in determining low
multicollinearity. The VIF for all variables was below 10, ranging from 1.72 to 5.29.

Table V shows the relevant operational knowledge assets as determined by the
significance of their weight values. Identification of knowledge assets from all
categories shows the validity of the constructs formed in representing the performance
focus areas.

The (significant) formative measures identified above constitute a list of knowledge
assets that are context specific. The overall validity of all the formative measures has
to be determined by examining their contribution in a more general context (Mathieson
et al, 2001). Therefore all the formative measures were formed into a construct
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Table V.

Knowledge assets
leveraged by the sample
population

Performance focus area Knowledge assets Weight
Enterprise intelligence Enterprise experience 052"
Capitalizing on processes Training on process management 042"
Measurements and incentives 0.37**
Leadership support 0.29%
Leveraging technology Enterprise integration functions 0.56**
Information management and access functions 049"
Social intelligence Receiving work information 040*
Leveraging competencies Cognitive skills 0.53*
Content knowledge 046
Motives 038"
Competitive intelligence Competitors’ government requirements —0.89***
Competitors’ resources used 0.69*
Competitors’ marketing strategies —0.62*
Customer intimacy Customers’ government requirements 045™*

Notes: “**p < 0.001; **p < 0.01; *p < 0.05 (two-tailed)

Table VI.

Item statistics for
measuring resource
leverage

representing the set of resources or knowledge assets which is linked to a general
construct. The general construct represents the overall perception as to whether the
organization is leveraging the necessary resources to create value. The construct is
labeled “resource leverage” Section 3 of the questionnaire had five questions that
collected relevant data. Table VI shows the item questions along with their validity
and reliability estimates in forming the “resource leverage construct”. To check the
reliability of the construct, the statistics of item to total correlation were estimated. The
fifth question, “Our leverage of the resources that facilitate performance for the
business sector is limited”, had low item to total correlation (0.25) and therefore was
removed from the construct to improve reliability. Cronbach’s alpha was 0.86 after
removing the weak item.

Figure 6 shows the relationship between the resource construct and the construct of
overall leverage perception. It represents a redundancy model (Mathieson ef al., 2001).
According to Mathieson ef al. (2001), a beta coefficient between the formative and
reflective construct of 0.8 and above is considered a strong indicator as to the validity
of the set of formative measures. Therefore the construct labeled “knowledge assets” is

Significance level

Items (p. = 0.91; AVE = 0.71) Loadings  Weights (p value)
There is a coherent understanding of the key factors .
that drive performance in our business sector 0.88 0.31 e
We have a good knowledge of the key causes that

link work activities to results in our business sector 0.85 0.29 o
In our business sector we have access to the .
resources that drive performance 0.78 0.28 o
In our business sector we know what levers to pull in .
order to achieve desired performance 0.85 0.30 o
Note: ***p < 0.001 (one-tailed)




considered complete to represent the pool of resources or knowledge assets leveraged
by the organizations. In addition, the set of knowledge assets explains 63.3 percent of
the variance of the resource leverage perception. Two formative items representing
technology had significant weights with p = 0.05:

(1) process knowledge functions; and
(2) intellectual capital management functions.

These two items were not significant within the nomological context of the extended
model in Figure 5. This shows the importance of context in assessing the contribution
of formative measures. According to Mathieson et al (2001), the inclusion of
non-significant formative measures does not affect the validity of the model’s
parameters, especially in the absence of multicollinearity. Therefore, non-significant
formative items can be retained in the model. In addition, the estimates here are subject
to one limitation. According to the sample requirements of PLS a sample size of 400 is
required (i.e. ten times the number of items of the exogenous construct). Therefore, the
parameter estimates should be interpreted with caution. Future research could focus on
collecting more data to reassess the validity of the items and parameter estimates. In
addition, in future research it might be better if a general construct is formulated for
each asset category. For example, a construct measuring the overall perception of
leveraging process factors can be different from a general construct measuring the
perception of leveraging technology factors.

In summary, results support the contribution of knowledge assets as antecedents to
explaining models of IC components and business performance.

Discussion

One of the primary applications of the extended model is on making resource allocation
decisions. Executives and chief financial officers in particular are constantly
challenged with making the optimum investment decisions given their budget
constraints. For example, imagine a CFO having ten million dollars to invest this year
in different programs that claim to improve the organization’s performance. In the
context of the organizations surveyed, the three primary areas of knowledge assets
that resources could be invested using as a criterion their weight values in absolute
terms are:

(1) intelligence on competitor's government requirements;
(2) intelligence on competitors’ resources used; and
(3) intelligence on competitors’ marketing strategies.

These results are perfectly reasonable given the nature of the sample studied (high-tech
federal contractors). All respondents compete for one primary client, which is the US

B =0.80%** Resource Leverage
Knowledge Assets 3 R = 63.3%

Note: p-value (1-tail): *** < 0.001
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Government, and possibly for the same product or service. It would be critical for each
of them to have intelligence on each other’s resources and relationships with the
Government.

Alternatively one could prioritize the knowledge assets to invest in by focusing on
the strongest areas of the organization (i.e. looking at the positive weight values). In
this case the three areas with the highest positive weight values are:

(1) competitors’ resources used;
(2) enterprise integration functions; and
(3) cognitive skills.

These three knowledge asset categories suggest investment in the following three
functional areas of the organization:

(1) marketing department;
(2) technology department; and
(3) human resource department.

First, the marketing department can invest money on systems and programs that will
collect better competitive intelligence which is necessary for adapting proactively to a
turbulent, complex environment (Heinrichs and Lim, 2003). In addition, better
competitive intelligence gives the organization a niche in responding to potential
disastrous threats or opportunities (Dishman and Pearson, 2003). Second, technology
managers can focus their investments in systems that facilitate system and business
integration. Enterprise integration is another key driver for developing complex
adaptive organizational systems. Its value proposition is that it provides agility and
adaptability in responding to change (e.g. customer needs, competition, market
condition, etc.) by integrating systems, applications and processes among business
partners. As the number of business partners required in competing successfully in a
global, flat world, is increasing, investment in systems that support the enterprise of
the future is critical. Last, human resource management people could make
investments on programs (e.g. recruiting and training) that develop the cognitive skills
of their workforce. Cognitive skills include both analytical and conceptual thinking.
Both are a must for professionals providing consulting and product solutions in the
high-tech sector. Overall the model is very useful in that it can be applied in identifying
and monitoring investments in each of the performance focus areas identified and
helps organizations to align operational knowledge assets with strategic objectives.

Another practical application of the model is on evaluating merger and acquisition
decisions. In evaluating target companies the model can be used to identify the core
capabilities or competency areas that the target company is leveraging and assess their
impact or integration potential for the acquiring company. For example, a company
strong in leveraging process factors (e.g. structures, leadership and space) might be
considering acquiring a company that is strong in leveraging technology and personal
competencies. The model could be used to simulate the integration of process and
human capital factors and their impact on performance.

A third application offered by the results is on identifying cross-leverage
opportunities within the organization. The internal periodic measurements of the
assets that drive performance could break organizational silos and enable



cross-functional leverage of knowledge assets. For example, Maccoby (1999) offers a
list of qualities that cross-functional team members should have. The list consists of
vision awareness, expertise and peer recognition, situational awareness,
decision-making boundaries, team skills and collaboration, and the right character
traits. These qualities are found in the descriptors of the knowledge assets (i.e. LOKA).
For example, one could use the list of operational knowledge assets to create an
“architectural blueprint” (Mayo, 2001, p. 198) for each employee that shows their
knowledge and capabilities beyond their functional roles.

The results are also useful for IC and KM theory development. Bontis (1999, 2001)
criticizes the academic field by stating that the measures defining IC and KM are
scattered and lack consistency in their form and scope. In addition, he suggests that a
common set of definitions through empirical research would help the field to integrate
its concepts and principles. Green’s (2004) FIVA was a significant step in providing a
common taxonomy of intangibles. This study has adopted empirical research through
both qualitative and quantitative methods to investigate the assets emerging from the
intangible value drivers. The list of seven performance focus areas and 31 knowledge
asset categories offers a terminology baseline at the operational level. This baseline has
been articulated by the bottom up through the operations people who are dealing with
the day-to-day management activities of the organizations. This is a major contribution
of the study since research in the field has been driven primarily at the macroeconomic
level with emphasis on market valuation and measurement (Powell, 2002). Although at
the macro level the concepts and frameworks might differ depending on which
discipline one is coming from, (e.g. accounting, finance, marketing, technology,
economics, human resource management, education and learning, engineering, etc.),
(Marr and Chatzkel, 2004) the assets at the operational and tactical level are more
homogeneous in their nature and form. Therefore, the list of operational knowledge
assets developed in this study aims at improving the communication about intangibles
at the operational level.

There are also some important methodological contributions from this study; that
is, the adoption of both qualitative and quantitative research. Qualitative research
through focus groups contributed to confirming the theory-based LOKA and the
development of the questionnaire items. Quantitative research through exploratory
factor analysis contributed to validating the constructs of IC and business
performance. In addition quantitative analysis through partial least squares
provided a significant statistical measurement and structural model depicting the
impact of operational knowledge assets on IC and business performance measures. The
role of theory in designing good causality studies is important. Theory contributes to
the formulation of the causal model. Model generation involves an iterative process
between exploration and confirmation; many models can support the same theory.
Therefore, using structural modeling with qualitative data in interpreting causal
assertions or models is both a science and an art (Pedhazur, 1997; Gefen et al., 2000).
Qualitative research through focus groups is an effective method in investigating and
understanding complex phenomena and concepts (Morgan, 1997). The five empirical
studies reviewed above did not apply any form of qualitative research. Therefore, this
study is pushing the research methods in the field one step further. According to Marr
and Chatzkel (2004), the field needs to move forward by adopting more rigorous
empirical research methods applied in theory testing. Such methods include
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quantitative longitudinal studies with large sample sizes applied in specific contexts
(i.e. case studies), (Marr and Chatzkel, 2004).

In addition, the study has adopted the use of formative indicators in specifying
constructs. As indicated before, predictive models used so far have focused on the use
of proxy measures through reflective indicators. Therefore their emphasis was on scale
development versus index development. “Index” is used in the sense of developing a
list of items that forms causal relationships. The use of formative items fills the
business need to understand better the causal relationships that exist between work
and knowledge assets (Stewart, 2001a). The contribution of each formative construct
identified in this study in explaining the variance of its related IC components is critical
in moving the field forward. It is understood that at the strategic level where
measurement and valuation being the primary focus proxy measures are more
appropriate. However, the findings of this study support a theory of using causal items
in explaining phenomena in the IC literature, especially at the operational and tactical
level. Therefore the use of formative measures in this study complements the
observation made by Bontis (1998) that one has to look at theory to decide the direction
of measures. Theory at the operational and tactical level supports the use of formative
measures in understanding cause and effect relationships between operational assets
and IC proxy measures.

Last, the use of PLS in the KM and IC field is still relatively new. The complex
nature of the field makes it a suitable candidate for the application of PLS. PLS is a
powerful methodology for exploratory studies and for analyzing complex theory and
related models (Gefen ef al., 2000). Application of PLS with consistent results among
different studies in the field will help the shift towards more rigorous methodologies
such as confirmatory research. Such a shift would enable researchers in the field to
understand and communicate in a uniform and consistent manner the theory and
concepts behind the field of KM and IC.

Furthermore, the study is subject to an important constraint. The business
performance measures used (e.g. ROA, profit growth, return on sales, etc.) are based on
current accounting practices that do not account for the effect of intangibles. The
predictive strength of the model would be better assessed if business performance was
measured taking into effect the value of intangibles. For example it would be
interesting to test the model on Baruch’s list of “smart” companies (Stewart, 2001b)
using their intangible valuation as a basis of business performance. Another limitation
of the study is the risk of common method bias. The most relevant sources of common
method bias to this study are: common rater bias and common scale format. The best
method to address common rater bias is to use different respondents for the dependent
and independent variables. However, the risk of compromising respondent anonymity
and the unavailability of alternative sources of data prevent us from applying an
effective measure against common rater bias. Common scale bias was addressed by
using different Likert scale anchors for the dependent and independent variables (i.e.
operational knowledge assets and IC components and business performance variables,
respectively). In addition the use of quasi-objective measures to complement subjective
measures controlled for any common method bias. The strong correlation between
subjective and quasi-objective measures of business performance give confidence to
the absence of any significant common method bias.



Conclusion

According to Drucker (1999), the principles of Taylor (1856-1915), the father of
scientific management, are found in every management discipline and method,
whether called “task analysis”, “total-quality management”, or “industrial
engineering”. As discussed above, Taylor’s study of manual work was more about
knowledge than skill, specifically the knowledge of methods, processes and way things
get done. Therefore, the critical challenge of the twenty-first century is how to make the
knowledge worker more productive. The answer lies in understanding the knowledge
methods — that is, to move from the epistemological definitions and discussion of
knowledge and study more thoroughly the methods employed by knowledge workers
in performing their tasks. Bontis (1998, p. 72) offers a warning to those who make the
task of IC valuation the primary premise for the value proposition of the field by
stating: “A formula (for intellectual capital) may never exist [...] examining the
processes underlying intellectual capital development may be of more importance than
ever finding out what it is all worth”. In building models that try to depict relationships
between IC and business performance one gains a better understanding of the nature
and dynamics of the IC components themselves. For example, one would expect that
achieving business performance would also drive human capital. That is, achieving
desired results would increase the commitment and morale of the workforce. For
example Bontis and Fitz-enz (2002) have found a negative feedback loop between
business performance and employee turnover. Improvement in human capital (HC)
effectiveness would generate another operating cycle among IC components in driving
business performance. Therefore, it makes intuitive sense to expect a feedback loop
from business performance back to human capital. This feedback loop represents the
endogenous or organic value of the IC field. As Bontis (1998, p. 72) states, this notion “is
similar to the idea of deutero learning”, that is, understanding the process itself or
“learning how to learn”.

Stewart (2001a, p. 194) stated: “... there’s increasing evidence that the faithful
servant isn’t just misplacing a spoon here or there but has lost track of some valuable
jewels, paid no attention to the furnace and the water heater, and put the place at risk”.
Therefore what we need to understand is the way of doing business that is dependent
on knowledge assets. LOKA and the model presented in this study provide an initial
step towards understanding the methods of leveraging knowledge and a step towards
better measurement and even disclosure (Bontis, 2003). Surprisingly enough these
methods are dependent on the traditional elements of processes, structure, culture,
strategy, leadership, measurement and incentives, business intelligence, and customer
relationships, among others. The difference is that we need to understand in this new
era is the new ways these elements interact within and between organizations. Overall,
the results of this study offer a first attempt in providing a common ground for
understanding the levers behind IC drivers.
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Appendix 1

1.1. Please compare the average three-vear performance of your business sector to that of your

SECTION 1 - EVALUATING BUSINESS PERFORMANCE

competitors for each of the following items: (Circle one of the five alternatives using the scale below)

Scale: 1 = significantly lower; 2 = slightly lower; 3 = equal; 4 = slightly higher; 5 = significantly higher

Profit growth 1 2 3 4 5
Return on assets 1 2 3 4 5
Revenue growth 1 2 3 4 5
Return on sales 1 2 3 4 5
Fi ial available 1 2 3 4 5
Rate of increase in market share 1 2 3 45
C ion rate 1 2 3 4 5
Customer acquisition cost (i.e. average cost of 2 new ) 1 2 3 4 5
Profitability per 1 2 3 4 5
Number of ideas from pl 1 full 1 2 3 4 5
Product or service fit of purpose 1 2 3 4 5
Success rate of new p or servi 1 2 3 4 5
Revenue from new pi & services 1 2 3 4 5
R h & Develog ding 1 2 3 4 5
Time to market of new p & services 1 2 3 4 5
Brand name 2 1 2 3 4 5
Amount of positive buzz or media ref 1 2 3 4 5
A i penditure on pli to regul {i.e. g labor requirements 1 2 3 4 5
Number of ideas received by external stakeholders (e.g. univ ies, b pa 1 2 3 4 5
Reputation as a desirable tr ional partner 1 2 3 4 5
R of key people 1 3 4 5
Percentage (%) of new ideas 1 by employees and impl d fully 1 2 3 4 5
Skills coverage (i.e. the average number of people in the company that have a required skill)... 1 2 3 4 5
Employee morale 1 2 3 4 5
P 1 growth (i.e. oppor in the company are aligned with personal career goals) 1 2 3 4 5
Percentage (%) of b decisions failed 1 2 3 4 5
Value of business decisions failed 1 2 3 4 5
Percentage (%) of strategic objectives achieved 1 2 3 4 5
Communication efficiency (i.e. average time to discover & implement best industry practices) 1 2 3 4 5
Percentage (%) of best practices or lessons learned institutionalized across the b sector.1 2 3 4 5
Technology fit to critical p 1 2 3 4 5
Cost of technology deployment 1 2 3 4 5
Value of IT systems discontinued over the last three years. 1 2 3 4 5
System availability 1 2 3 4 5

(continued)
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Scale: | = significantly lower; 2 = slightly lower; 3 = equal; 4 = slightly higher; 5 = significantly higher

Percentage (%) of key processes that used industry best practices

Infrastructure relocation speed
(i.e. time required to redeploy resources to respond to new d ds)
Lead time required to respond to new d d

Percentage (%) of occasions that critical resources were available when required..........cocveven.

3 4 5
3 45
3 4 5
3 4 5

1.2. With reference to the performance data available to you, please indicate the average three vear
performance of your business sector in your organization on each of the four measures listed below:
(Circle one of the five alternatives next to each item)

| 1 2 3 4 5 |
[ Negative 0% - 10% 10% - 20% 20% - 30% >30% |
* Profit growth 1 2 3 4 5
* Return on assets 1 2 3 45
* Revenue growth 12 3 4 5
* Return on sales 1 2 3 4 5

1.3. Please indicate your level of confidence in responding to performance questions in section 1.1

above?

[ VeryStrong [ Strong [J Moderate [J] Low [ Uncertain

SECTION 2 - LIST OF RESOURCES

The statements below represent possible resources (i.e. information, capabilities, skills, experience,
networks, ideas, personal attributes, motives, and understanding) that an individual worker might be

leveraging (i.e. enable him/her) in facilitating business performance.

As a representative of the business sector for which you are now working please indicate the degree of
leveraging the resources listed under each category: (Circle one of the six alternatives next to each

statement)

Scale: 0 = Non applicable; 1 = very low; 2 = low; 3 = moderate; 4 = High; 5 = very high

Category 1 - Leveraging SOCIAL INTERACTIONS with colleagues:

* Building strong relational bonds

(e.g. trust, shared experiences, networking opportunities, shared interests)......o.oovevevervarernann0) 2 3 45
e Receiving Direction
(e.g. advise, guidance, mentoring, informal feedback, recor dati ideas) 0 2 3 4 5
* Receiving stimulation (e.g. exci motivation, strength, re lidation). 0 2 3 4 5
* Receiving work information
(e.g. subject matter knowledge, know-how, lessons leamed, office politics).....coienes 2 3 4 5
* Receiving staffing information (e.g. experience required, job opportunities, experts) ..... 2. 3 4 .5
Category 2 - Leveraging PERSONAL COMPETENCIES:
* Motives (e.g. hidden agendas, willingness, feelings) 0 2 3 45
* Personality characteristics (e.g. ego, curiosity, passion) 0 2 3 4 5
e Cognitive skills (e.g. synthesizing, analyzing, organizing, communication, creativity) ....... 0 2 3 4 5
+ Content knowledge (e.g. domain knowledge, methodologies, education, training).............. 0 2 3 4 5
» Context knowledge (e.g. where & when it applies, purpose, who benefits) ......oovicnnccecns 0 2 3 45
Category 3 - Leveraging CUSTOMER INTERACTIONS
o [nterpersonal knowledge (e.g. trust, mutual respect, hobbies, i ) 0 2 3 4 5

(continued)



Category 4 - Leveraging TECHNOLOGY for: Model for

¢ [Information management and access functions resource
(e.g. ease of access to information, semantic analysis, availability of information)............0 1 2 3 4 5 11 .
allocation

® Process knowledge functions
(e.g. workflow functions, analysis fi

«  Knowledge workplace functions

lanning functions)....0 1 2 3 4 5

T
ing f

(e.g. collaboration, communication, expertise location, hronous ication).....0 1 2 3 4 5 371
» Enterprise integration functions

(e.g. information integration, system integration, job/project integration)......cccovvvivneend 123 45
« Intell 1 capital 2 functions (e.g. training, learning) 012 3 45

Secale: 0 = Non applicable; 1 = very low; 2 = low; 3 = moderate; 4 = High; 5 = very high

Category 5 - Leveraging PROCESS FACTORS:

¢ Organizational structure

(e.g. d d pro p lures, industry lards, infrastructure, roles, rules)......0 1 2 3 4 5
*  Organizational culture (e.g. norms, practices, values) 01 2 3 4 5
e Measurements and incentives (e.g. | benefits, feedback, ¢ ) 01 2 3 45
« Formal and informal training/education on p g 01 2 3 4 5
« Leadership support (e.g. process owners, authority, process champions, facilitators)......... 0 1 2 3 4 5
* Space design (e.g. work envir location, ergi ics) 01 2 3 4 5

Category 6 — Leveraging INFORMATION:

Instructi Please i the degree of leveraging the information listed in the left hand column as it relates
to: (a) your business sector, (b) your customers and (c) your competitors:

(Circle one of the six alternatives in each cell)

Information Your Business
Sector

Your

Your Customers Competitors

¢ Feedback from community affiliations (e.g.
customer expectations, organization's reputation
& image, product feedback, industry ranking,
perceptions about the company)

012345(012345]0123435

» Government requirements (e.g. required
capabilities, policy, regulations, political 012345(012345|012345
pressures)

* Strategic direction (e.g. merger & acquisitions,

futurs businsasés, [P develog mewproduct | 6 1 > 3 45(012345[(012345
& services, vision, direction, goals, new
innovations)

* Marketing strategies (e.g. pricing models,
market penetration strategies, rates)

* Critical resources (e.g. budget, structure,
procedures, methodologies, technology,
expertise, key people, key professional
relationships)

* Experiences (e.g. failures, successes, lessons
learned, mistakes, problems)

Figure Al.
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SECTION 3 - PERCEPTION OF LEVERAGING RESOURCES

As a representative of the business sector for which you are now working, please indicate your level of
agreement or disagreement with each statement by circling one of the five alternatives next to each
statement.

Figure Al.

1 2 4 4 5
Strongly Moderately Neither Moderately Strongly
disagree disagree disagree nor agree agree agree
e There is a coherent understanding of the key factors that drive performance
in our busi sector 1 2 3 45
* We have a good knowledge of the key causes that link work activities to results
in our busi sector 1 2 3 4 5
* In our business sector we have access to the resources that drive performance ..o |- 23 45
* In our business sector we know what levers to pull in order to achieve desired performance ......1 2 3 4 5
* Our leverage of the resources that facilitate performance for business sector is limited............... 1 2 3 4 5

SECTION 4 - RESPONDENT & BUSINESS SECTOR PROFILE

Please answer all questions in this part by checking the appropriate box next to the selected answer.
Please check only one box for each question.

[ Information Technology [ Security Systems [ Electronic Systems

[ Mission Systems [ Business [ Software Development
Solutions/Consulting

[ Air or Marine .
[ Space Technology Transportation Systems [J Other, (please specify):

[ Communication Systems ] Aeronautics

[ System Integration [ Technical Support and Training

4.2. Position: (] Vice President [ Director ] Program Manager ] Manager
[ Other, (please specify):

4.3. Annual revenue of business sector: [ Less than Sibillion [_J $1billion — $5billion [_] More than $5billion

4.4, Number of employees in the business sector: ] Less than 5000 [ 5000 - 10000 [ More than 10000

4.5. Gender: [ Male [ Female

4.6. Age: [JdUnder30 [J30-39 [J40-49 [150-59 [ Overs9




Appendix 2 Model for

resource

Significance level allocation
Variables Loadings Weights (p value)
Human capital indicators and antecedents
Human capital indicators (reflective measures): p. = 0.90; AVE = 0.83 373
Employee morale 0.87 0.27 o
Professional growth 0.84 0.28 o
Retention of key people 0.77 0.24 o
Percentage of new ideas from employees 0.77 0.23 ** *
Skills coverage 0.75 0.24 ek
Human capital antecedents (formative measures)
Social intelligence
Building strong relational bonds 0.75 0.21 NS
Receiving direction 0.78 0.18 NS
Receiving stimulation 0.86 0.35 NS
Receiving work information 0.86 0.40 *
Receiving staffing information 0.67 0.08 NS
Leveraging competencies
Motives -035  —038 *
Personality characteristics 0.27 0.16 NS
Cognitive skills 0.84 053 *
Content knowledge 0.87 0.46 *
Context knowledge 0.61 -0.03 NS
Competitive intelligence
Competitors community feedback 0.46 0.49 NS
Competitors government requirements —0.24 -0.89 e
Competitors strategic direction 0.10 -0.03 n/s
Competitors marketing strategies 0.06 —0.62 *
Competitors resources used 0.45 0.69 *
Competitors experiences 0.56 0.52 NS
Process capital indicators and antecedents
Process capital indicators (reflective measures): p. = 0.89; AVE = 0.74
Percentage of best practices institutionalized 0.89 041
Communication efficiency 0.89 041 % *
Percentage of key processes using industry best practices 0.78 036
Process capital antecedents (formative measures)
Enterprise intelligence
Enterprise community feedback 0.68 033 NS
Enterprise government requirements 0.02 -019 NS
Enterprise strategic direction 0.54 0.09 NS
Enterprise marketing strategies 0.58 013 NS
Enterprise critical resources used 0.75 028 NS
Enterprise experience 0.87 052 **
Process factors
Organizational structure 0.75 028 NS
Organizational culture 0.52 —020 NS
Measurements and incentives 0.83 037 **
Training on process management 0.86 042 *%
Leadership support 0.84 029 *
Space design 0.28 —010 NS Table Al

Loadings and weights of
(continued) the extended model
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Variables Loadings Weights

Significance level
(p value)

Technology capital indicators and antecedents
Technology capital indicators (reflective measures): p. = 0.84; AVE = 0.72

Technology fit to mission critical processes 0.90 0.69
System availability 0.78 0.47
Technology capital antecedents (formative measures)

Information management and access functions 0.82 0.49
Process knowledge functions 0.61 —-0.27
Knowledge workplace functions 0.72 0.11
Enterprise integration functions 0.87 0.56
Intellectual capital management functions 0.74 0.25

Innovation capital indicators and antecedents
Innovation capital indicators: p. = 0.89; AVE = 0.81

New product/service success rate 091 0.58
Revenue from new product/service 0.88 0.53
Innovation capital antecedents (formative measures) — customer intimacy
Interpersonal knowledge 0.65 0.29
Customer community feedback/intelligence 0.65 0.32
Customer political intelligence 0.58 0.45
Customer strategic direction 0.59 0.16
Customer marketing strategies 0.50 0.17
Customer resources used 0.43 -0.16
Customer experience 0.68 0.35
Decision effectiveness indicators: p. = 0.87; AVE = 0.77

Value of business decisions failed 0.81 0.40
Percentage of business decisions failed 0.94 0.71
Market capital indicators: p. = 0.91; AVE = 0.83

Amount of positive buzz media 0.93 0.59
Brand name recognition 0.89 0.49
Business performance indicators: p. = 0.90; AVE = 0.59

Profit growth 0.83 0.22
Return on sales 0.81 0.22
Return on assets 0.80 0.23
Revenue growth 0.80 0.23
Rate of increase in market share 0.68 0.19
Profitability per customer 0.70 0.22
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Notes: p-values are two-tailed for formative weights and one-tailed for loadings of reflective

measures; © ' < 0.001; **p < 0.01; *» < 0.05; NS, not significant
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