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ABSTRACT

A growing interest in knowledge management systems has led to rapid change
in using the knowledge management systems in organization. Knowledge management
consists of three important compartments including users, management, and technology.
Information technology plays a crucial role in a knowledge management system (KMS)
both in production and service of business.

The aims of this study were 1) to investigate the factors that influence the use
of KMS in organizations especially in production and service, 2) to study the behavior
of users who applied KMS in their organizations, and 3) to examine the results of
applying Unified Theory of Acceptance and Use of Technology (UTAUT) in
organizations. The population consisted of approximately 107,386 KMS users who are
members of Thailand Productivity Institute. The randomized samples were 400
executive managers and employees. The research instruments included a survey
questionnaire for collecting quantitative data and an interview for collecting qualitative
data. The data from the questionnaire were collected from July to September 2016.
Approximately 43 percent (172 out of 400 copies) of the questionnaire were returned.
For qualitative data, users of KMS in both the production and service sections of four
organizations were interviewed during November and December 2016. The four
organizations were THAI Catering Department (Don Mueang), CAT Telecom Public
Company Limited, TOT Public Company Limited, and Virtual Link Solutions Co, Ltd.
(Vlink)
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The data were interpreted using the structural equation model (SEM). The
partial least square (PLS) regression was used to assess relation, accuracy and reliability
of the collected data and hypotheses. The results showed that 59.60 percent of effort
expectancy affected KMS intention while 50.60 percent of usage behavior had an effect
on KMS intention. Only 33.70 percent of the facility condition directly affected usage
behavior. In conclusion, factors which influenced KMS usage were performance
expectancy, effort expectancy, social influence, facility condition, behavioral intention
and usage behavior. The facility condition and KMS intention which directly affected

the behavior of users were the mediator of the model.

Keywords: knowledge management systems (KMS), unified theory of acceptance and
use of technology (UTAUT)
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CHAPTER 1
INTRODUCTION

The world today is changing rapidly and, in particular, areas such as
information technology (IT), marketing, services, products and manufacturing. Those
areas require knowledge, high technology, creativity and knowledge management (KM)
in order to gain advantages over their competitors. It is evident that products which are
created by using high technology or machines are more valuable than other products. At
present, the competition is changing from establishing a larger company to conducting
faster processes. Therefore, KM is indispensable for applying new technology and
managing efficient processes in an organization. The organizations that use knowledge,
skills, and technology to produce their product gain more advantages than those who
only use machines and equipment. KM consists of several essential steps including
creating new knowledge, distributing the knowledge and using the knowledge.
Apparently, the use of KM has become a key driver for today’s economy which leads to
the growth, wealth, and employment creation in all industries.

At present, organizations are confronting various problems in KM. Some
organizations lack experts and specialists, knowledge is shared only narrowly,
knowledge sharing is not considered as a part of the job description, there is no
distribution of knowledge from persons who attend seminars, finding information takes
a long time, the information obtained is out of dated and incomplete, the work is not
continuous and often reverts to the beginning, the work has the same mistakes and lack
of correct information, there is no creativity or new ideas, there is a lack of special
training such as seminars, meetings and in-service training for workers, there is in
effective use of knowledge and, finally, the knowledge is person-specific and usually
disappears when personnel leave the organization.

Given these problems, many organizations in Thailand are attempting to find
novel models and methods to improve their organizations, achieve efficiency, and
improve competitiveness. Therefore, KM is a promising system for developing
organizations. This study concentrates on the factors which affect the use of KM in the

private sector in Thailand.
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Chapter one provides an overview of the research problem which consists of
background, statement of the problem, and the objective of the study. The research
questions and hypotheses are discussed later, followed by depiction of the conceptual
framework, definition of terms, limitations of the study, and organization of the study.
Finally, this chapter presents the scope and outline of the study including expected

outcomes from the research.

1.1 Background and Statement of the Problem

Knowledge Management (KM) is an important driver for performance of an
organization. Moreover, KM is powerful for competitive advantage. A previous report
stated that “The new keys to the future are composed of a well-developed mind, a
passion to learn, and the ability to put knowledge to work” (SCANS Report). These
correlate with the study of Hahn and Subramani which stated that “Knowledge
management initiatives in an organization are increasing, and firms are making
significant IT investments in deploying knowledge management systems (KMS)” (Hahn
and Subramani, 2000). One of the organizations that supports KMS is the Thailand
Productivity Institute (FTPI) which is under the supervision of the Ministry of Industry.
As a leading organization with a reputation for conducting activities to improve
productivity and competitiveness, FTPI provides a wide range of services, namely
consultation, training, R&D, as well as schemes to further promote productivity in every
aspect of Thai society. FTPI provides services in a total of six areas including
consultation and training; productivity research; productivity promotion; publications;
productivity knowledge center; and cooperation and academic exchange with
international networks (Annual report 2014, FTPI, pp. 29).

FTPI applies KM for performance in the organization. First, it is important to
understand the concept of KM within the organization. Second, check the tools and
system in organization strategy for development. Third, create a KMS for the
organization. Finally, KM has effectiveness in the organization.

The KMS can be visualized as a triangle. Goals stated by a KM initiative
define the KM instruments that should be supported by the KMS’s functions and control

their deployment. The KMS component consist of the strategy, scope, organizational
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design, type of contents, and cultural aspects. Participants and communities or
knowledge networks are the targeted user groups that interact with the KMS in order to
carry out knowledge tasks. The knowledge tasks are organized in acquisition and
deployment processes required for the management of knowledge (Jafari et al., 2009).

KMS has been described as a comprehensive ICT platform for collaboration
and knowledge sharing with advanced services that are contextualized, integrated on the
basis of a shared ontology and personalized for participants networked in communities
(Jafari et al, 2009). IT-based systems are developed to support and enhance the
organizational process of knowledge creation, storage/retrieval, transfer and application
(Aliavi & Leidner, 2001).

Importance of the study

This study applied the Unified Theory of Acceptance and Use of Technology
(UTAUT) framework to examine the influence of factors on the use of KMA. UTAUT
is a useful tool for new technology introduction. Moreover, the UTAUT framework
helps users understand drivers of acceptance in order to proactively design interventions
targeted at users that may be less inclined to adopt and use new systems (Venkatesh et
al., 2003).

The UTAUT Model explains four important factors including the performance
expectancy, effort expectancy, social influence, and facilitating conditions (Venkatesh
et al., 2003) and four moderating variables including gender, age, experience and
voluntariness of use. There is a relation between the KMS and behavioral intention to

help business growth and confer competitive advantages for management.

1.2 Purpose of the Study

The purposes of this study are to extend the concept of the previous works as
follows:

1.2.1 To examine the factors that influences the use of KMS;

1.2.2 To study the usage behavior of end users of KMS for organizations in
Thailand;

1.2.3 Provide a UTAUT framework to adapt for KMS in organizations.

15



1.3 Research Questions and Hypotheses

Research Questions

The research question of this study is “What are factors influencing the use of
KMS in the individual level of an organization?”

Hypotheses

Performance Expectancy

Venkatesh et al (2003) defined performance expectancy as “the degree to
which an individual believes that using the system will help a person to attain gains in
job performance” (Venkatesh et al., 2003). Previous research reported that performance
expectancy was a significant forecaster of behavioral intention.

Hypothesis 1: Performance expectancy will significantly influence intention to
use KMS.

Effort Expectancy

Effort expectancy is defined as “the degree of ease associated with the use of
the system”. Previous research suggested that latent variables related to effort
expectancy were significant in determining a person’s intention to adopt new
technology (Zhou et al., 2010; Venkatesh et al., 2012).

Hypothesis 2: Effort expectancy will significantly influence intention to use
KMS.

Social Influence

Social influence means the extent to which a person perceives how they
should use the technology. Previous research demonstrated that social influence was
significant in determining an individual’s intention to use new technology (Moore and
Benbasat, 1991; Venkatesh et al., 1996; Thompson et al., 1991).

Hypothesis 3: Social influence will significantly influence intention to use
KMS.

Facilitating Conditions

Facilitating conditions means the extent of availability of technical support for
using the new technology (Venkatesh et al., 2003).

Hypothesis 4: Facilitating conditions will significantly influence intention to
use KMS.

16



Intention to KMS use

Based on primary theory for all of the intention models discussed above we
expect that behavioral intention would be the best predictor of actual behavior.

Hypothesis 5: Behavioral intention will significantly influence intention to use
KMS.

1.4 Conceptual Framework
This research integrates a conceptual model to understand the variation of
KMS usage based on the UTAUT framework (Venkatesh et al., 2003).

Performance
Expectancy

Effort
Expectancy

¥y

Irlt_l?ﬂﬁlm »| Behavior KMS
to KMS use usage

Social
Influence

Facilitating
Conditions

Gender Age Experience

Figure 1.1 Conceptual model for extent of KMS use in manufacturing and service

sectors in Thailand

1.5 Definition of Terms

KM in the organization refers to the practice of selectively applying
knowledge from previous experience for making decisions and improving the
organization's effectiveness (Jennex, 2005).

KMS refers to IT-based systems developed to support and enhance the
organizational process including knowledge creation, storage/retrieval, transfer and
application (Aliavi & Leidner, 2001).
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UTAUT involves intention to use, behavior acceptance, and use of technology
at the individual or organizational level. Those are influenced mainly by the
performance expectancy, effort expectancy, social influence, and facilitating conditions.
The moderating variables in relation to usage behavior are gender, age, experience and
voluntariness of use (Venkatesh et al., 2003).

Organization culture refers to organizational culture which has been

extensively studied in management research KMS.

1.6 Delimitations of the Study

This study focuses on the individual level that uses KMS in organizations
including the government and private sectors. The second delimitation concerns the
sample size that require large size and also data security. The final limitation is the
finding of best models for contribution of the factors influencing the use of KMS in the

organization.

1.7 Structure and Content

This research report is organized into five chapters. Chapter One provides the
conceptual perspective including background and statement of the problem, purpose of
the study, research questions and hypotheses, conceptual framework, delimitations of
the study, and structure and content. Chapter Two identifies and proposes the literature
review related to this study. A comprehensive literature review is conducted in order to
establish a basis for this study founded on principles, theories and research of the
UTAUT framework which influences use of the KMS in an organization. Chapter Three
describes the methodology and description of the research which consists of research

design, population, sampling, data gathering, research instrument, and data analysis.
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1.8 Expected benefits to be derived from the research

This research may be useful for the KMS in the business sector as follows:

1.8.1 Explain and understand the behavior of people or organizations in using
anew IT system.

1.8.2 The findings in this research may be useful guidelines for researchers
and practitioners for ongoing study in the future.

1.8.3 This model will provide a useful tool to help understand and predict
intention to use the KMS in organizations and contribute to the competitive advantage

for organizational performance.
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CHAPTER 2
REVIEW OF THE LITERATURE

2.1 Introduction

In this chapter, the author will start with the information technology (IT)
acceptance concept since it is the current emerging viewpoint. The knowledge
management (KM) system review from the organizational IT usage will be
consequently discussed, followed by the Unified Theory of Acceptance and Use of
Technology (UTAUT) reviews. Next, the researcher will review both academic and
practical approaches on the effort expectancy, performance expectancy, facilitating
conditions and social influence, followed by the behavioral use and intention. At the
end, the organization application of KMS will be mentioned since it is the research’s

focus area.

2.2 Knowledge Management Systems (KMSs)

2.2.1Definition of KMS

Aliavi&Leidner  (1999) observed that “Knowledge management is an
organizational systemic and specified process to acquire, communicate and organize
information for the explicit knowledge and tactics of employees for them to use it with

more effectiveness and productivity toward their work”

Table 2.1 Definitions of Knowledge Management Systems

Authors Definition of KMS

Gray, (2000) The subject of considerable interest of the academics and
practitioners in the past decade.

Peter H. gray, (2000) The subject of considerable interest of academics and
practitioners from the past decade, with less cumulative
empirical research, to place the causal mechanisms of the
influence of KMS on organizational performance.

Aliavi&Leidner, (2001) The development of IT-based systems will support and
enhance knowledge creation, application, transfer and
storage/retrieval processes in the organization.
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Table 2.1 Definitions of Knowledge Management Systems (Cont.)

Definition of KMS

Authors
Gole et al., (2001),
Holsapple& Singh,
(2001)
Adams & Lamont
(2003), Country

Monitor (1998)

H.Hasan&E.Gould,
(2003)

Money, (2004)
William Money, (2004)

Jun Xu& Mohamed
Quaddus, (2005)

Speier& Poston, (2005)

Khalifa, Yan Yu and
NingShen, (2008)
Jennex&Olfman,
(2011)
Muhammed, J.Doll,
Deng, (2011)

Anticipated to allow for more adaptability and flexibility with
subsequently long-term competitiveness of the firm for
survival.

Networked systems where the leveraged knowledge and
information are shared with the whole enterprise, and
internet—based access is also provided for the suppliers and
customers globally.

An “activity” using architecture in the unit of analysis which
is able to implement together in the current approaches and
technologies.

A web-based tool for management and document repository
A web-based management tool and document repository with
the primary intent to support the goals of the organization.

It involves IT systems application with other resources in the
organization for the strategic knowledge management in a
more systematic and effective way.

Facilitation of the company's intellectual resources sharing in
efficient and effective ways.

The specific organizational knowledge processes and
resources-focused information system.

IT/ICT components included in the system with the users,
repositories, using processes and/or knowledge generating,
knowledge use culture, and the initiative for KM.

Offering the organization the benefits but including risks
either from technical or IT-related factors, plus, the KM-
related cultural, behavioral and strategic factors, similar to
various information systems (IS) types.

The KM process can be divided in seven types as follows:

1. Knowledge Identification is when the KM committee and teams from the

network of all organizational units jointly consider the mission, vision, objectives and

the strategic issues of the organization, as well as the analysis to accomplish those

objectives. This considers whether the knowledge is required and selects the crucial and

necessary knowledge for the organization to process for KM. Goals are set with the

scope of KM that is integrated with ongoing plan.

2. Knowledge Creation and Acquisition is setting the form of activity or

project to generate and seek selected knowledge to process through KM such as the
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setting for training, inviting the people with knowledge and diverse experience to join
meetings or work together in teams across the work lines or convening the seminar for
brainstorming, etc.

3. Knowledge Organization is to gather the empirical knowledge and
knowledge of people to systematically store it for quick and convenient access to
develop a manual of operations, and knowledge web archive to be the up-to-date source
of learning.

4. Knowledge Codification and Refinementis to form the confidence that the
gathered knowledge is the correct knowledge, up-to-date and benefits use in the real
operations. Producing an operations manual making must involve the qualified
committee members who have high experience in KM to check, filter and adjust content
for accuracy before publishing in any media.

5. Knowledge Access Access is to allow the organization personnel to
conveniently access the knowledge by storing information via the advanced
communication technology system or in the organizational website, library or the
learning corner of the units as well as any publicized forms.

6. Knowledge Sharing is the activity launched for the organization personnel
to exchange the knowledge such as the venue for knowledge exchange, KM Day
activity and inviting people with diverse knowledge and experience to meet or work in a
team or broadcasting the knowledge via IT systems such as a Web board.

7. Learningrefers to the personnel that received the new knowledge and
experience. This involves applying the knowledge to the operations for further
development for the creative initiative in the development, planning improvement and
further creation of the organization’s innovation management.

Learning pyramid theory

Yamazaki described the Learning Pyramid Theory based on research about the
knowledge characteristics. Knowledge can be divided into four types, from the base up
to the top, in which each type of knowledge will have the different characteristics but
with the following relationships:

Data are the facts related to some story from observation without the analysis

process or classifying into categories, i.e., it is raw data.
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Informationis the data that has passed the analysis process and has been
systematically categorized for the benefit in each subject.

Knowledge is the information that has been processed through a comparison
process in connection with other knowledge, and creates new understanding until it can
be used for the benefit in summarizing and decision-making for any situation without
time limitations.

Wisdomis the application of knowledge to resolve the problem or develop the
personnel functions in the organization.

Figure 2.1 Learning pyramid theory

Knowledge Spiral or SECI Model

This is the concept by Nonaka& Takeuchi which is another theory on a
simplified understanding of KM that is better suited for Thai culture in which
knowledge is transferred inter-personally. From the knowledge perspective, Explicit
Knowledge and Tacit Knowledge alternate until the new knowledge is formed and
never stops growing. Knowledge exchange can be divided into four methods.

1.Socialization is the knowledge sharing and exchanging from Explicit
Knowledge to Tacit Knowledge by exchanging the direct experience of people through

23



informal communication. It can take the form of meeting to exchange experiences,
methods of problem solving, and work training between supervisor and subordinate.

2.Externalizationis to transfer the knowledge from Tacit Knowledge into
Explicit Knowledge. It is to extract the knowledge from people and transmit it into
written form such as textbooks and operation manuals.

3.Combination is the gathering of knowledge from the Explicit Knowledge,
and refers to the knowledge gathering from the textbook and books.

4.Internalization is to bring the Explicit Knowledge into the knowledge base.
Tacit Knowledge is to apply the knowledge to practice, such as when the supervisor
writes the operations manual for the subordinate to read and use.

It can be seen that the activity is the stimulus for the KM process to apply the
learning and promote innovation. Most of the organizational problems result from
various factors such as KM activity that did not aim to manage the core knowledge, or
did not aim at the core mission of the organization, or the knowledge exchange that was
not on the core issue that is important for the improvement of operational efficiency and
effectiveness. An important shortcoming is that the organizational personnel do not
search for knowledge stored in the database to benefit the work. There is a lack of
confidence in the accuracy of existing knowledge since there is no clear knowledge
filteringsystem.

KM Tool

The following tools need to be used for KM to improve efficiency and
effectiveness for the organizational personnel:

1.Communities of Practice, orCoP,are the group of people from the same work
group with the formal or informal interest in some subject with the aim to exchange the
knowledge and form the new knowledge on the subject of interest.

2. Cross-Functional Teamis a work team or committee whose members work
together under the belief that the success of any task requires having specialists from
various aspects to exchange experiences and work together.

3.After action review,0orAAR,is the mutual review of the working process to
seek opportunity and obstacles in the operations. From the AAR, we may identify the

24



good practices and the guidelines toward the improvement of performance. The AAR is
used to test on the level of goals accomplishment.

4.Dialogueis for the group members exploit the best attributes of each
participant without too narrow a scope. The final answer is unknown, and there is no
time limit for each person. It is an open space with the friendly atmosphere for those
who joined in the activity.

5.Peer Assistanceis the giving or receiving suggestions or the valued
experiences from people or the organization that can contribute to success on the
subject.

6.Action Learningis to learn from the real practice to assess the cause and

leads to the problem solving by improving operational effectiveness.

2.3 Theory of Information Technology Acceptance (IT acceptance)

The study of human behavior regarding technology acceptance has the
following theoretical basis:

2.3.1 Theory of Reasoned Action (TRA)

The TRA as proposed by Fishbein and Ajzen (1980) is one of the social
psychology theories that has been applied to most human behavior [1] to explain the
relationship between the attitudes and beliefs on behavior. Changes in human behavior
result from the unwavering faith and individual behavior since it is considered as the
proper actions because former actions will always be reconsidered by people (Fred D
Davis, 1989). The TRA has been deployed in individual recognition technology
research (Bagchi, Kanungo, &Dasgupta, 2003).

According to TRA, although individual behaviors are caused from the party’s
decision, the factors have directly determined the behavior which is the intent to reflect
the behavioral intention. This is driven by two major reasons related to theoretical TRA,
attitudes toward behavior and the norms of the surrounding behavior (Subjective

norms).
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Figure 2.2 The model of relationship in the TRA (Fishbein and Ajzen, 1975)

Figure 2.2presents the factors of attitude in an individual in which the overall
assessment will be conducted based on their beliefs and gives the behavioral results
either on positive or negative feelings. The positive outcome results from the beliefs in
individual behavior; guests tend to have the positive attitude toward the behavior while,
if the results are negative, guests tend to end such behavior.

The surrounding behavior or norm is the individual perception through
expectations. The group of individuals in the society is important to them, whether to
reflect their behavior or not. This has motivated individuals to fulfill other individual
requirements in the society, especially from the groups like the family or colleagues in
the party. However, there still are limitations in TRA since the individual behavior may
not truly reflect intentions if there is complexity in the ability to control one’s action
(Ajzen, 1991).

2.3.2 Theory of Planned Behavior (TPB)

Ajzen(1985) proposed the Theory of Planned Behavior (TPB) which is the
social psychology theory that was developed into the TRA by Ajzen (1991) to increase
the awareness of behavioral control. In any behavioral display (perceived behavioral
control) to lessen the theory limitation, TRA can be applied in the study. In various
contexts, behavior can form the understanding in individual adoption of technology
(Taylor and Todde, 1995b; Harrison et al, 2003).
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TPB studies the individual behavior principles that have been driven by the
intended behavior. There are three influential factors on the behavioral intention,
namely, the attitude toward the behavior, surrounding behavior or norms, and the
perceived behavioral control. The relationship among the above TPB theoretical model

is shown in Figure 2.3
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Figure 2.3 The model factors of the relationship between TPB (Ajzen, 1991).

Figure 2.3shows that the relationship between intention/behavior is influenced
by the attitude behavior, norms of the surrounding behavior, and the perceived
behavioral control in various ways. The direct influence on the behavioral recognition is
their behavior control before display which is acknowledged as the ease and difficulty
of the behavior. If it is perceived by people that they can, in such circumstances, behave
to achieve the desired results, they will be more likely to display the behavior.

Ajzen (2002) also believed that several of factors are under control by the
person, for instance, the skills and knowledge as well as the external factors like other
individuals. Any facilitating conditions on the use of factors such as the perceived
behavioral control reflect the behavior that is determined from the individuals’ belief

towards the factors, for example continual operations that could promote or inhibit the

27



control beliefs behavior and the recognition of the power of the factors that influence
confidence (Efficacy) for the persons to behave in a certain way. However, there are
some limitations of TPB that affects the ability of TPB to explain attitudes and
behavior. Possible errors include the restrictions from the inconsistencies between
individual willingness and their actual behavior over time (Fred D. Davis, 1985). Thus,
this leads to the theory of the Technology Acceptance Model, or TAM development.

2.3.3 Technology Acceptance Model (TAM)

A technology acceptance model or TAM was established as a theory to
measure the success of customizable technology, as proposed by Davis (1985).
Additional to TRA as a theoretical model, TAM development and study focused on the
information systems adopting concept; the party theme is unlikely with the surrounding
behavior applied to the actual behavior prediction. As can be seen in Figure 2.4 the
model adapted by Fred D Davis, Bagozzi, &Warshaw (1989) or TAM has excluded the
attitude toward the behavior. It intends for a more thorough explanation (Venkatesh,
Morris, Davis, & Davis, 2003) and ability to predict the individual’s IT adoption
according to Davis et al. (1989). Moreover, it tries to describe the relationship between
intention and behavioral recognition of technologies. The relationship between the
theoretical TAM according to Davis (1989) is shown in Figure 2.5 below.

Although TAM can be effectively used for the IT adoption forecasting, Taylor
and Todde(1986) said that there are some limitations of TAM. In addition, Malhotra and
Galletta(1999) mentioned factors that result in actual use. They only intended to show
the behavior that leads to further expansion of the TAM development via different
factors included for the study of the IT adoption context for wider coverage (Chan &
Lu, 2004; Kim & Malhotra, 2005)

The principle of TAM studies on the influential factors on the behavioral
intention in IT use consists of four aspects: external variables (External variables),
recognizing the benefits of IT (Perceived usefulness or PU), recognizing the ease of
system usage (Perceived ease of Use or PEOU), and Attitude toward use. The

relationship between TPB in the above theoretical model is shown in Figure 2.6.
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Figure 2.4 The original model of TAM (Fred D. Davis, 1985)

Figure 2.5 The model of the relationship of factors with TAM(Fred D Dauvis et al.,
1989)(Venkatesh et al., 2003).
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Figure 2.6 The model further extends the relationship between TAM and factors
(Davis et al., 1989).

Figure 2.6shows that external variables, for example, demographic science
(Demographic) and experience (Previous experience) can influence the perception of
the benefits to be gained from IT and the perception that the system is easy to use.

Recognizing the benefits of IT is a determinant for recognition that IT will
help in the performance improvement and have direct effect on the behavioral intention.

The perception that the system is easy to use is a factor to determine the terms
of success or volume, and whether it will meet the expectations or needs. The factors
also affect the IT benefits perception as well.

Attitudes toward work are influenced by the perceived benefits of IT and the
perception that the system is easy to use, while the willingness to show active behavior
has been influenced by attitude of use and the recognition of IT benefits and all results
for the adoption of practical use. In addition, past research results demonstrate the need
to include other variables into the TAM to form a better understanding on how to
describe new technology adoption in individuals (Rivera Green, 2007). Also, there is
the need to explain the reason that a person becomes aware of the information systems
benefits (Venkatesh& Davis, 2000).

Accordingly, Venkatesh and Davis proposed TAM2 to further expand and
develop TAM to help forecasting the system behavior. The research by Mei-Ying Wu et
al, (2008) studied the relationship of web 2.0 website behavioral usage by TAM2.
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Figure 2.7 The model further extends the relationship between the TAM 2
(Mei-Ying Wu et al, 2008)

TAM2 has improved the external variables and previously arising factors
(antecedents) that influence the perception of the IT benefits and perception of the ease
of system use, to give more up-to-date information. The research identified the social
influences, such as: (1) the norms of surrounding behavior (2) voluntariness, and (3)
image throughout the process. Intellectual (cognitive instrumental process) factors
include: (1) Job relevance (2) Output quality (3) Results demonstrability, and (4)
recognizing that the system is easy to use. Thus, these are the factors contributing to the
new technology adoption that is introduced as a new concept.

As for the TAM2 norms of the surrounding behavior, the key determinants for
the intention to use and the influence on the IT benefits perception and the positive

31



image, moderating variable, experience and voluntariness are coupled and linked
between the intention of use and the norms of the surrounding behavior.

It also found that the factors may include the quality of results that can be
demonstrated prior to the influences on the benefits perception from the IT. The norms
from the surrounding individuals will also positively influence the using intention.

2.3.4 Model of PC Utilization (MPCU)

MPCU is based on the Theory of Inter-personal Behavior by Triandis(1977).
MPCU has been used in the information systems context to forecast the use of personal
computers, and the model is suitable to be used for individual IT adoption forecasting
(Thompson et al., 1991).The model is used to forecast the use behavior rather than to
explain the intention (Al-Khaldi& Wallace, 1999; Thompson, Higgins, & Howell,
1994)

The principle of MPCU is that personal computer use is driven by: (1) the
long-term consequences; (2) the belief in the ability of information systems to enhance
performance  (Job-fit); (3) innovations that are easier or more difficult to use
(Complexity); (4) effects of applications on emotions, such as joy, delight, fear,
embarrassment or resentment (Affect toward use); (5) the relationship from social
factors between the cultural expression and treatment on each other in social situations
(Social factor); and (6) the facilitation conditions which are the factors promoting

theease of operations, for instance, systems to support the computer equipment.
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Figure 2.8 The relationship between MPCU and factors(Thompson et al., 1991)

2.3.5 Diffusion of Innovation Theory (DOI)

The DOI Theory is a basic tenet of sociology proposed by Rogers in the 1960s
to study the published innovations of Moore and Benbasat (Characteristics of
innovation) from the Theory of Property (The theory of perceived attribute). This is one
of the key elements for which DOI Theory is popularly applied to study individual
adoption of innovation (Agarwal & Prasad, 1997; Blake, Neuendorf&Valdiserri, 2005;
Cheung, Chan, &Limayem, 2005).

The innovative features present the easier acceptance of innovation as featured
by five reasons: (1) Innovation has the relative advantage on the recognition of
innovation which can be better used than before; (2) Ease of use is the recognition on
the ease of innovation usage; (3) Visibility: It can be observed others in the organization
on information systems use; (4) Compatibility is consistent to the needs or experiences
of people with the innovation potential; and (5) The results can be presented prior to
obtaining benefits from the innovation use and that must be able to be tangibly

observed.
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2.3.6 Motivational Model (MM)

MM, as proposed by Vallera, is used in psychological research. Education
incentives can affect the behavior as stated in the study by Fred D Davis, Bagozzi,
&Warshaw  (1992) on the adoption of new technologies (Chenoweth, Minch,
&Gattiker, 2009; Igbaria, Parasuraman, &Baroudi, 1996; Smith, Johnston, Shanks, &
Rahim, 2007).

The Principles of Motivation Theory are the process of incentive or motivation
that occurs with individuals who take the effort to push for the ongoing actions with
certain guidelines for the desired goal accomplishment. This behavior is caused by
various stimuli to drive and respond. Intrinsic motivation is the recognition that there is
the motivation from the direct relationship of the individual to interact with the extrinsic
motivation and to recognize the human motivation that could take place when the
person expects, after finishing their work, to get things they expected from it. In this
model, the person needs compensation or reward from the work done.

2.3.7 Social Cognitive Theory (SCT)

SCT is one of the theories used to study human behavior as presented by
Bandura (1986). According to the theory, it describes the behavioral intention of
individuals that will be driven by their own confidence or self-efficacy and the outcome
expectation. Compeau& Higgins (1995b) studied the SCT in the computer-use context
to see how it can be applied to IT adoption (D. Compeau, Higgins, & Huff, 1999; D. R.
Compeau& Higgins, 1995).

The principles of SCT are that the behavioral intentions of individuals can be
driven via five factors: (1) Performance expectancy that results in the expectation-
performance outcome; (2) Self-expectancy, or personal expectation of outcome; (3)
Confidence of users; (4) Effect, the consequences of the behavior from the personal
preference behavioral consequences from computer use; (5) Anxiety, or the feeling of
concern or the reaction that occurs when using a computer.

2.3.8 Combined-TAM-TPB (C-TAM-TPB)

C-TAM-TPB, is a theory developed by Taylor and Todde (1995a) to further
expand the annexation of TAM norms of the surrounding behavior as well as the

recognition of their own behavioral control from TPB in combination with TAM in data
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storage which is even more complex (Taylor & Todd, 1995). From their own behavioral
control recognition, the individual behavior reflects the barriers to use the individual
skills and norms of the people surrounding them, with limitations to identify group
opinion from people in society that may be crucial for the users in the future (Lin,
Wang, & Hwang, 2010; Mathieson, 1991).
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Figure 2.9 The relationship between CTAM-TPB and factors
(Taylor & Todd, 1995)

Figure 2.9shows the relationship between behavioral intention to use and
actual usage which is directly influenced by norms of the surrounding behavior and the
perceived of behavioral control.

2.3.9 Unified Theory of Acceptance and Use of Technology (UTAUT)

UTAUT encompasses eight model theories and was first proposed by
Venkatesh et al., (2003). UTAUT has been mostly applied to theoretical problems rather
than practical applications. Therefore, there is a need to explain technology adoption of

each model under the theory (Unified theory) based on the relationships among various
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factors about technology adoption in the individual sectors (such as entertainment,
telecommunication, banking, and pubic administration) with the behavioral intentions as
the primary variables (Ajzen, 1991).

UTAUT has been driven by behavioral intention. The factors which influence
behavioral intentions are: (1) Performance expectancy; (2) Effort expectancy; and (3)
Social influence which are the facilitating conditions to direct applications with the
relation on the usage habits. There are four variables: (1) Sex (2) Age (3) Experience
and (4) Voluntariness of use with the crucial link to the eight model theories. The
relationship between the factors and parameters/variables of UTAUT is presented in
Figure 2.10.
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of Use

Figure 2.10 The factors of the relationship between UTAUT and factors
(Venkatesh et al., 2003)

Figure 2.10The relationship of behavioral intention/behavior is influenced by
three main factors while the facilitating conditions have a direct influence on the
behavior in the parameter/variable model which is expanded from the main factors that
are responsible for the intention that influences usage behavior across many key areas.

Although we can use the model to efficiently forecast UTAUT recognition
technology, the variable is an extension model that can boost the accuracy of predictors.

However, it is shown from the recent research that only a small number of factors under
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the main factor, without the field parameters/variables, is applied. Therefore, it is
important to expand and develop the scope of theories to seek the salient factors that can
cover the education in the technology user’s context with the focus on consumer
technology use. The group has a lot invested on these individuals on whether they use
the new technology application and the target group of the service. A different emphasis
is on the technology using conditions within the employees’ business organizations
(UTAUT) and the consumer technology condition (UTAUT2), thus, leading to the
modified model development of UTAUT or UTAUT2.

The above restriction is applied to Venkatesh and colleagues’ extended model
of modified UTAUT development into UTAUT2. There are three factors, namely, the
incentives on entertainment (Hedonic motivation), value (Price value) and chronic
(Habit) that can reduce restrictions. This can be used to better explain the intention to
use technology in the consumer behavioral context.

The concept of UTAUT2 focuses on the specific context intention and, more
particularly, on the consumer technology context since the new concept proposed
byAlvesson&Karreman, (2007); and Johns(2006) argues that the new context can cause
significant changes in theory on various aspects regarding the new context. The
relationship between the factors may not significantly correlate anymore or there could
be a shift of the relationship between factors (either or indirect relation), or may cause a
new relationship between factors. These can cause changes in theory and lead to new
knowledge creation.

Using the UTAUT2 principle to study the people that are driven by behavioral
intentions factors that influence their behavioral intention, there are seven aspects: (1)
performance expectancy, (2) effort expectancy, (3) social influence, (4), facilitating
conditions, (5) incentives entertainment, (6) value and (7) the familiarity on three
variables: (1) sex (2) age and (3) experience, except the variable of voluntariness. The
study cannot be operated since the sample is based on the Consumer Mobile internet
voluntary relationship between the factors and UTAUT2 theory model as shown in
Figure 2.11.
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Figure 2.11 The relationship between UTATU?Z and factors
(Venkatesh et al, 2012)

The relationship between behavioral intentions is influenced by seven key
factors: (1) performance expectancy, (2) effort expectancy, (3) social influence, (4)
facilitating conditions, (5) incentives entertainment, (6) value, and (7) the conditions
that will facilitate the implementation with the direct influence on spending behavior.
For the parameters/variables, there are three variables with the new relationship to
influence behavioral intentions in four main areas: (1) What conditions facilitate the
usage, (2) incentives entertainment, (3) value and (4) routine that appear on the solid
line. The parameters/options vary from the experience on the behavioral intentions to
use.
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Thus, the changes that occur can be summarized as follows: (1) the three
crucial factors were added into the UTAUT?2 model are derived from the recent research
results on common technology adoption by consumer. The four crucial factors from the
UTAUT model are the review, comparison, analysis, and synthesis theory of IT
adoption based on eight theoretical studies in the employee sector; the relationship
changes in the UTAUT model and the new relationship between the factors that will be

described in the next section.
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Table 2.2 Factors of technology acceptance of Knowledge Management Systems

Factors

Authors

Ajzen, 1975

Davis, 1989

Venkatesh&
Davis, 2000

Davis, 1992

Todd, 1995

'Thompson et
al, 1991

Moore &

Benbasat,1991
Compeau&

Higgins, 1995

et al, 2003

Attitude Toward Behavior

Subjective Norm

Perceived Usefulness
Perceived Ease of Use
Extrinsic Motivation
Intrinsic Motivation
Perceived Behavioral Control
Job-fit

Complexity

Long-term Consequences
Affect Towards Use

Social Factors

Facilitating Conditions
Relative Advantage

Ease of Use

Image

Visibility

Compatibility

Results Demonstrability
Voluntariness of Use
Outcome Expectations Performance
Outcome Expectations Personal
Self-efficacy

Affect

Anxiety

< < [Fishbein&

AN

\

S |ajzen, 1991

< L «[Taylor &

S N N N SN

AN N N U N

AN N N RN

<N N K K 8 8 S K|Venkatesh

NN N N SR

40



The overview of the KMS technology acceptance variable factors from the
nine theories for technology adoption consist of 1) The theory of reasoned action: TRA,
2) The theory of planned behavior: TPB, 3) The technology acceptance model: TAM, 4)
The model of PC utilization: MPCU, 5) The diffusion of innovation theory: DOI, 6) The
motivational model: MM, 7) The social cognitive theory: SCT, 8) A model combining
the technology acceptance model and the theory of planned behavior: C-TAM-TPB, and
9) Unified Theory of acceptance and use of technology: UTAUT.

2.4 Composition of ATIP revenue role as the determinants of user acceptance

The role of the model factors on the above elements of the relationship
between UTAUT and UTAUT2 is determined by the user acceptance and the
application behavior (Venkatesh et al., 2003). There are different levels based on the
relationship of each direct or indirect factor that affects the using behavioral intention.
The role of each factor in each model will be used as the operational measure based on
the indicators, either similar or dissimilar, and, thus, leads to the factors as indicated
below.

2.4.1. Key factors and the indications of the direct relationship to
intention / behavioral using of UTAUT model.

The factors indicate that there is a direct relationship between the willingness
and the usage behavior that can be classified into four groups according Venkateshet
(2003): (1) performance expectancy, (2) effort expectancy, (3) social influence, and
(4) ease of use, which are discussed in more detail below.

Performance Expectancy

This is the belief in individual efficiency that is able to help increase the
operational efficiency in the technology users. Factors associated with the significant
similarities to the performance expectations consist of five indicators: (1) the IT
benefits recognition (TAM and C-TAM-TPB) that can be measured from the output
level (Productivity), performance (Performance), effectiveness (Effectiveness) and
benefits (Usefulness); (2) the belief of the individual in the ability of information
systems. Using information systems to adopt the measure for functional optimizing
(MPCU) of the impact on the application performance or the effect on the job
performance to shorten the work time and to increase the quality of results and the

effectiveness, with the enrichment of the quantity of output that can be applied to assist
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the job; (3) external motivation (MM) is used to measure the efficiency, effectiveness
and productivity benefits and the awareness of the IT benefits (TAM and C-TAM-
TPB). This also includes the level of success measurement (Accomplish) and the ease
of use, and (4) the expected results of the work (SCT) also being used for effectiveness
measurement by less time spent to achieve more work quality. The expectations are for
the others to see their own abilities and the opportunity to be promoted, and (5) the
innovation with the advantage or the advantage over (DOI) which is used to measure
the successfulness on the productive quality of work, ease of use, productivity, and
benefits.

Effort Expectancy

Effort Expectancy is the simplicity of use. Factors associated with this concept
are similar to the expectations in an effort which contains the three indicators: (1)
recognition that the system is easy to use (TAM/TAMZ2) so that it does not require much
effort (Free of effort); (2) difficult or easier innovation to use (MPCU) measures the
level of complexity, time, learning; and (3) easy to use (DOI) is used to measure the
difficulty of being understood (Understandable) and time-consuming.

Social Influence

Social influence is the recognition of the individual in their beliefs and
expectations in new IT usage. Factors associated with the concept of social influence
are: (1) norms of the surrounding behavior (TRA, TPB, TAM/TAMZ2 and C-TAM-
TPB) that measure the act as worthy or unworthy, and (2) social factors (MPCU), which
measures the surrounding people influenced such as the supervisors and colleagues.

Facilitating Conditions

Facilitating conditions refers to the individual belief in the organizational
infrastructure that will promote the usage. There are three factors that are related or
have the same conditions to facilitate the deployment: (1) behavioral control
recognition where TPB and C. -TAM-TPB are adopted to measure the availability of
required resources to gain advantage, knowledge and ability. However, Ajzen (1985)
showed that the Hierarchical or Higher-order model explains the perceived details of
behavioral control in various ways which it is created from the confidence of users.

Bandura (1986) measured the person's capabilities and their control ability. Control
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requires the availability of resources to exploit the knowledge and capabilities; (2)
conditions that facilitate the use of (MPCU) is to measure the availability of required
resources in taking advantage of, and (3) consistency or the user (DOI) that measures
the levels of agreement (Compatible) and (Fit).

2.4.2. Factors with the indirect relationship with the behavioral intention
by the UTAUT model

Factors are classified into three areas: (1) attitudes towards the use of
technology; (2) trust of users; and (3), anxiety, with details as follows:

Attitudes toward technology use

The entire feeling is the individual reaction on the use where there are four
factors from this group: (1) attitudes toward behavior (TRA TBP and C-TAM-TPB)
was used to measure the level of good or bad, ignorance — interest, pleasant —
unpleasant, and like - unlike, (2) intrinsic motivation (MM) are used to measure the
levels of satisfaction, (3) effect from the use (MPCU) is used to measure on the level of
interest and fun, and (4) the consequences of the behavior (SCT) measures the level of
frustratingand anxiety.

Self-efficacy

This refers to the individual ability to use (SCT) to measure the knowledge,
capacity and availability of resources required to gain advantage.

Anxiety

This is a reaction to the behavior while using a computer (SCT) and it is used
to measure the level of feeling (Feel), hesitancy (Hesitate), fear (Scares/intimidating),
and the confidence of users. Anxiety (SCT) is a factor with a direct relationship to
intention as shown from Venkatesh& Davis (2000) that the confidence of users comes
from knowledge, skills, etc. while hesitancy , fear, etc. are the anxiety factors that are
indirectly related to intention (Venkatesh& Davis, 2000). Through the perception that
the system is easy to use from the confidence of users, the anxiety is, thus, different
from the effort expectancy since the perception of the ease of system use is the simple

example in terms of concepts to observe the indicator.
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2.4.3. Moderating variable in the UTAUT model

The role of four key moderator variables: gender, age, experience and
voluntariness are crucial in linking of the eighth theoretical model which was found to
increase the accuracy of model prediction to be even more effective after the extension
of the model.

2.5 Organizational Culture

The organizational culture, as defined by Schein (1985), is the set of implicit
assumptions held by the group members that can determine the way to behave and
respond from the group to its environment. The conceptual organizational culture
consists of three distinctive cultural types: bureaucratic, innovative, and supportive
(Wallach, 1983)

Tacit

(Unobservable) Underlying Cultural Beliefs &
Values
The Social Context:
Cultural Norms & Practices Regarding
Knowledge Management Practices

Explicit Knowledge Management

(Observable) Behaviors

Figure 2.12 The impact of organizational culture on KM behaviors (Leidneret.al.,
2006).

Figure 2.12explains the conceptual linkage between culture and KM behavior.
Moreover, it gives a useful explanation of the conceptual linkage between culture and
KM behavior. However, further explanation is required to inform the understanding on

the cultural types that exist within the organization
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CHAPTER 3
RESEARCH METHODOLOGY

3.1 Introduction

This chapter presents a model/theoretical framework and research design for
the study entitled “Factors influencing the use of knowledge management systems: a
comparative study of end users between the manufacturing sector and service sector in
Thailand”. The research design consists of research hypotheses, research instruments,
population and sample, pilot study, reliability analysis, validity analysis, data collection,
data analysis, and time table. This chapter also includes a summary of relevant points

and overview of the next chapter.

3.2 Model/ Theoretical Framework

Performance
Expectancy

Effort
Expectancy

Iﬂteutiﬂﬂ » Behavior KMS
to KNS use usage

Social
Influence

Facilitating
Conditions

Gender Age Experience

Figure 3.1 Conceptual model for extent of KMS using in organization

Research Hypotheses
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Hypothesis 1: Performance expectancy will have a positive influence on
intention to KMS usage.

Hypothesis 2: Effort expectancy will have a positive influence on intention to
KMS usage.

Hypothesis 3: Social influence will have a positive influence on intention to
KMS usage.

Hypothesis 4: Facilitating conditions will have a positive influence on
intention to KMS usage.

Hypothesis 5: Behavioral intention will have a positive influence on KMS

usage.

3.3 Research Design

This research combines qualitative and quantitative data collection. The target
population and sample were obtained from such organizations in Thailand as education,
government, private sector, and financial institution. Structured self-administered
questionnaire and in-depth interviews were used to collect data. In addition, the
interviews were done with the CIOs and end users of organizations in Thailand. The
close-ended questionnaires were sent to KMS users who were randomly sampled from
the name lists of the organizations in Thailand. The questionnaires consisted of the
indicators with a five- points Likert scale, ranking from 1 (strongly disagree), 2 (quite
disagree), 3 (slightly disagree), 4 (neither agree nor disagree) and 5 (slightly agree). The
overall of research design in particular is explained in the following sections.

3.3.1 Population and Sample

This study was interested in the KMS usage of organizations in Thailand listed
in the Office of Knowledge Management and Development (OKMD). The population
for the study consists of the current end users in both manufacturing and service sectors.

The organization samples consist of two sectors including following sub-groups.
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Table 3.1 The population from Office of Knowledge Management and Development

Population  Sample

No Population Subgroup Sector
(N) (n)
1 CAT Telecom Public Company Limited Service 6,403 24
2 TOT Public Co., Ltd. Service 16,498 61
3 Kasikornbank Public Co., Ltd. Service 21,614 81
4  Bank For Agriculture and Agricultural Co-operatives Service 19,288 72
5  Siam Cement Public Company Limited Manufacturing 34,901 130
6  PTT Exploration and Production Public Co., Ltd., Manufacturing 2,208 8
7 Sermsuk Public Co., Ltd. Manufacturing 6,105 23
8  Dynasty Ceramic Public Co., Ltd. Manufacturing 369 1
Total 107,386 400

~ Source of Data: Annul Report year 2015, April 2015.

The sampling technique researcher used SRS (Simple Random Sampling) for
sampling from each strata by proportion. Kline (2003) proposed that the Structure
Equation Model (SEM) depends and is sensitive on the sample size. Bentler and Chou
(1987) recommends that sample size should be 5 matter per available for normal data.
However, Loehlin (1992) indicates that the sample size should be at least 100 cased, but
it is preferable at 200 cases. Whereas, the population size is 107,386 and sample size is
400 end users. This study uses the partial least square (PLS) path modeling, which
sample size is SEM condition.

3.3.2 Instrument

The framework for this study was developed from theories and concepts
related to the workplace. The design of this study at individual level is based on
qualitative and quantitative approaches. Qualitative approach in this study is the
interviews of chief information officers (CIO) in use KMS. In additions, quantitative
approach is the questionnaires for KMS usages in the organization. The first part is to
ask for demographic information of the participants and interview for chiefs information

officers (ClO) about KMS in organization. The second part of the questionnaire
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contains the questions about the UTAUT to KMS usage. The questionnaire is developed
from 31 items of the survey from Venkatesh el al. (2003) as well as 38 items of the
survey from Kijsanayotin et al. (2009) based on 5 dimensions with a 7-point Likert-
scale. The full survey is shown in appendix A.

Furthermore, the questionnaire was translated into Thai language and all parts
of the questionnaires were validated by experts in human resources and management.
Finally, a pre-test of the instrument was implemented to assess reliability.

3.3.3 Pilot Study

A Pilot Study is a pre-study that uses a small experimental design. The
researcher collects data from a small group for testing and improving the qualities and
efficiency of the instrument. Moreover, the questionnaire will be translated into Thai
language and will be tested the reliability for directly and correctly measurement. The
details of questionnaire are provided in Appendix A.

3.3.4 Reliability Analysis

The reliability is defined as the boundary to which questionnaire, test,
observation or any measurement procedure produce the same results on repeated trials
(Cooper & Schindler, 2003). The internal consistency reliability is related to the scope
that the items on the test or the instrument are measured for the same thing. If the
individual items are highly correlated with each other, it could be confident that the
instrument is high reliability of the entire scale. The instrument of this study consists of
the indicators which measure the level of three factors: performance expectancy, effort
expectancy, social influence, and facilitating conditions factors. There is a five- points
Likert scale rating, ranking from 1 (strongly disagree) to 5 (strongly agree). Hence, the
coefficient alpha (Cronbach, 1951) was applied. Ho (2006) proposed that the value of
Cronbach’s alpha should be above 0.80.

3.4 Data Collection

The validity and reliability of the original instruments in this study were
assessed using the three steps of translation model proposed by Brislin (1970, 1986) in
order to avoid the distortion of cultural effects and ensure that the Thai-translated

version still maintains accuracy of original intent.

48



The first step was a forward translation from the original version in English
into Thai. Then, the Thai version was reviewed by a monolingual reviewer who can
communicate only in Thai to adjust incomprehensible or ambiguous wordings. For this
study the instrument was reviewed by two clerks with little communication experience
in English. The last step was a back-translation of the Thai version into English. For
this study the instrument was back-translated by a university professor and a human
resources manager. The translated version was reviewed and evaluated for content
validity by three professors in the information systems field. Finally, the complete

translated instrument was pre-tested.

3.5 Data Analysis

The data analysis begins by rechecking for completion of the questionnaires
collected from the subjects. The purpose is to summarize the content. The result can be
described from the research questions. Moreover, the final recheck number of usable
questionnaires is done from missing or uncompleted sets of data. Finally, the data from
completed questionnaires are analyzed.

Descriptive Statistics

Descriptive statistics included frequencies, mean, variance, and standard
deviation. Descriptive statistics were applied to gender, age, marital status, education,
experience in the company, current position, department, and frequency of KMS use.

Partial Least Square (PLS)

The research model applied the PLS path modeling. This method is quite
robust against manifest variables’ skewed distributions, multi-co-linearity within blocks
of manifest variables and between latent variables, and misspecification of the structural
model (Caselet al., 1999:2000 and Jurgenet al. 2005).

PLS path modeling simultaneously evaluates the measurement model and the
structural model by relating the associated constructs. The measurement model is part of
the research model which portrays the relationships between a construct and its
associated manifest variables (measurement items). A PLS path model analyzes and
interprets data in two stages: (1) assessment of the measurement model by examining

the reliability and validity of the composite of items measuring each construct, and (2)
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assessment of the structural model. The interpretation sequence aims to ensure that there
is a reliable and valid measurement of constructs before drawing conclusions regarding
the relationships among those constructs.

The research study used PLS path modeling for model analysis because our
project attempted to predict factors that influence IT acceptance and IT use. This study
leaned more toward a predictive research model than a theory-confirmatory model. We
also wanted to simultaneously evaluate the reliability and validity of the measures of the
constructs in the model and estimate the relationships among these constructs.

Furthermore, many manifest variables in our research data were not normally
distributed. In addition, there is potential multi-co-linearity between latent variables in
the model. Finally, PLS path modeling has been commonly used by information
systems researchers and those investigating technology adoptions, including those who
conducted the study that developed the UTAUT model.

3.6 Chapter Summary

Chapter Three explains the research methodology including the
model/theoretical framework, research hypotheses, the instrument, population and
sample, pilot study, reliability analysis, validity analysis, data collection, data analysis,

and timetable. The next chapter will present the results of this study.
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CHAPTER 4
RESEARCH RESULTS

Introduction

This chapter presents data preparation, followed by the pre-test, refining and
reliability analysis, construct assessment and validity analysis, structure equation model
of research model/theoretical framework, hypothesis testing, and results. This chapter
concludes with a summary of results, the relevant points and an overview of the next

chapter.

4.1 Data Preparation

This section presents how data was prepared before the analysis, beginning
with the population and sample, and testing of the normal distribution of data.

4.1.1 The Population and Sample Rate

The population of this study were individuals in organizations listed in the
Office of Knowledge Management and Development (OKMD), which were under
control by the Securities and Exchange Commission (SEC). The organization samples
were selected from both manufacturing and service sectors in Thailand. The population
universe was 107, 386 users. The samples were obtained through stratified random
sampling technique from eight strata of organizations, and simple random sampling
from each stratum by proportion. The sample size was calculated using Yamane’s
formula (1973) with sampling error 5%, yielding a prescribed sample size was 398
users. The actual sample was 400 respondents. The data collection instrument was pre-
tested with 30 individuals. The researcher sent the finalized questionnaire to 400
employees of the eight organizations. Data collection spanned April 2015 to March
2016.

4.2.2 Normal Distribution of data

Before performing the statistical analysis, the normal distribution of the data
was tested. Normal distribution was assessed by considering skewness and kurtosis. The
normal distribution has zero skewness and zero kurtosis (Pearson, 1895). First,

skewness is measured by standardizing the difference between mean and mode. The
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skewness scores from the sample were between -1 and +1 (Hildebrand, 1986). West and
Finch (1997) proposed that the value of skewness index should be between -3 and +3 to
approximate the normal distribution. Decarlo (1997) suggested that the kurtosis scores
should be between -3 and +3 to assume that data is normally distributed. Besides, Karl
(2005) proposed that the skewness score and kurtosis score from a large sample
(n oxtboateleracspmlly distributed. Furthermore, Rose et al. (2015)
suggested that we can assessed normal distribution by using the standard error of both
skewness and kurtosis from specialist-statistics package such as SPSS. Applying the
rule of dividing each value by its standard error, give 0.76 for skewness and 0.68 for
kurtosis, both well within limits, and for the large samples can use , it is confirmed
that the samples were normally distributed (Rose et al., 2015).

The results indicate that the value of skewness ranged from -1.475 to 3.000
with standard error of skewness of 0.472, and the value of kurtosis ranging from -1.776
to 2.697 with standard error of kurtosis of 0.918 (presented in Appendix A). Therefore,
the normal distribution assumption was satisfied. Furthermore, the results of exploration
by using a histogram with normality curve found that all of variables can assume

normal distribution.
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Figure 4.1 Normal Distribution of Performance Expectancy
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4.2 Partial Least Square (PLS)

Most of research at present use many factors or complex variables such as
marketing research, social research, etc. Thus, the data analysis must be use advance
statistics, for example, multiple regression analysis (MRA), factor analysis, discriminant
analysis, logistic regression, etc. These techniques are first-generation techniques which
belong to the core set of statistical instruments that are able to identify and confirm
theoretical hypotheses based on analysis of one simple model at a time (Haenlein &
Kaplan, 2004; Piriyakul, 2010). The limitations of these techniques are 1) the
postulation of a simple model structure with one dependent and several independent
variables, 2) all variables are considered as observations (Mclntosh & Lobaugh, 2004;
Haenlein & Kaplan, 2004), and the estimate of all variables are measured without error.

The research in many disciplines require to models which are more complex
and more realistic, and this means that there are many dependent variables, given the
desire to investigate the effect of mediating or moderating variable on the relationship
between one or many dependent and independent variables (Hair et al., 2010; Haenlein
& Kaplan, 2004).

Joreskog developed a new technique by using covariance, namely, the
structure equation model (SEM) in 1973. SEM is a second-generation model which
analyzes the relationship between variables at multi-levels, both inner structure model
and outer structure model at the same time (Haenlein & Kaplan, 2004; Piriyakul, 2010).
SEM has 2 types 1) Covariance-Based SEM (CBSEM) which analyzes by maximize
similarity between covariance structure. The examples of Covariance-Based SEM are
LISREL, AMOS, EQOS, and SEPATH (Chin, 1998b; Haenlein & Kaplan, 2004). 2)
Variance-Based SEM (VBSEM) which analyzes by using ordinary least squares method
(OLYS); the statistical software for VBSEM is PLS (Chin, 2001; Haenlein & Kaplan,
2004).

PLS is a modern statistical technique developed by Wold in 1966 (Haenlein &
Kaplan, 2004; Abdi, 2007). PLS combines features and ability from principle
component analysis (PCA) of factor analysis and multiple regression (Abdi, 2007;
Piriyakul, 2010). The goal of PLS is analysis, discrimination and prediction of the set of

dependent variables from a very large set of independent variables (Haenlein & Kaplan,
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2004; Abdi, 2007). PLS first became popular in chemometrics (Wold, 2001; Abdi,
2007) and, now, PLS is becoming a tool of choice in the social sciences (Mcintosh &
Lobaugh, 2004). Consequently, PLS is flexible and has the advantage that it involves no
limitations about the assumption of the population as scales of measurement (Fornell &
Bookstein, 1982; Haenlein & Kaplan, 2004) and it works without normality of
distribution (Haenlein & Kaplan, 2004; Piriyakul, 2010). Moreover PLS-SEM can work
particularly well with small sample sizes (Hair et al., 2011), the appropriate sample
size should not be less than ten-fold of the number of indicators of latent variables or
100-200 observations (Chin, 2001; Hairetal., 2010).

4.3 Demographic Summary

In this section we present the respondent and organization’s demographic
information comprising gender, age, status, education, work experience, position, type

of the organization and number of employees.

Table 4.1 Summary of Respondent’s Demographics

Characteristics Frequency Percent
Total 172 100.00
Gender
Male 61 35.47
Female 111 64.53
Age
Lower 30 years old 18 16.47
30-39 years old 46 26.74
40 years old onward 108 62.79
Marital status
single 81 47.09
married 85 49.42
divorced 6 3.49
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Table 4.1 Summary of Respondent’s Demographics (Cont.)

Characteristics Frequency Percent
Total 172 100.00
Education levels
Lower than Bachelor degree 6 3.49
Bachelor degree 112 65.12
Master degree onward 54 31.39

Work experiences

1-3 years 13 7.56
4-5 years 12 6.98
6-9 years 20 11.63
10 year onward 127 73.84
Position
Division head level 75 43.60
Operations level 97 56.40
Type of organization
Financial business 11 6.40
Service business 28 16.28
Real estate and construction 9 5.23
Technology and communication 124 72.09

Number of employee

not over than 300 personnel 8 4.65
more than 300 but not over than 500 person 5 2.91
more than 500 but not over than 1,000 person 2 1.16
more than 1,000 person 157 91.28

The data were collected during December 2015 to April 2016. The
respondents were end users of their organization and the majority of the respondents
were female (64.5 percent) and age 40 years or more (62.8 percent). About half were
married (49.4 percent), with a bachelor’s degree (65.1 percent), work experience of ten

years or more (73.8 percent), and working at the operations level (56.4 percent). The
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type of host organization is technology and/or communication (72.1 percent) and the

number of employees was more than 1,000 (91.3 percent).

Table 4.2 Summary of KMS using behavior in the organization

Characteristics Frequency Percent
Total 172 100.00

Frequency of use KMS per week

1 time per week 105 61.05
2-3 times per week 33 19.19
4-5 times per week 10 5.81
more than 5 times per week 24 13.95
Time period as the member in KMS
1-5 months 53 30.81
6-10 months 12 6.98
12 months 7 4.07
more than12 months 100 58.14
Accessing into KMS to record the content
per months
1- 4 times per month 148 86.05
5-8 times per month 9 5.23
8-12 times per month 4 2.33
13 or more times per month 11 6.40

Using KMS to searching for information

per week

1 time per week 100 29.17
2-3 times per week 32 29.17
4-5 times per week 16 9.30
more than 5 times per week 24 13.95
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The frequency of use KMS in the organizations was 1 time per week (61.0
percent), the time period as a member in KMS was more than12 months (58.1 percent),
accessing KMS to record data occurred 1- 4 times per month (86.0 percent) and using

the KMS to search for information occurred 1 time per week (58.1 percent).

4.4 Result of Constructs

This section presents the descriptive statistics of the six constructs of the
research model including performance expectancy, effort expectancy, social influence,
facilitating conditions, behavioral intention and usage behavior.

4.4.1 Results of performance expectancy

This part was presented the descriptive statistics including mean and standard

deviation of the first construct which was performance expectancy.

Table 4.3 Mean and Standard Deviation of performance expectancy

Characteristics X Standard
Deviation
KMS (Performance expectancy)
1. Using KMS has benefits for your regular work 4.01 .753
2. Using KMS helps you accomplish work faster 3.87 .706
3. Using KMS is to increase the work effectiveness 3.96 695
and efficiency
4. Using KMS s to increase the work progress 3.76 .663

opportunities

The performance expectancy had the maximum mean for “Using KMS has
benefits for your regular work” (4.01), the next highest mean was for “Using KMS
increases the work effectiveness and efficiency” (3.96) and the minimum mean was for
“Using KMS increases the work progress opportunities” (3.76).
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4.4.2 Results of effort expectancy
This section was shown the mean and standard deviation of the second

construct which was effort expectancy.

Table 4.4 Mean and Standard Deviation of effort expectancy

Characteristics X Star_lda_lrd
Deviation
KMS (Effort expectancy)
1. KMS has the accurate and complete content 4.08 .653
2. KMS has the benefit content, interesting and being the 4.09 .686
source of knowledge
3. KMS uses the easy understandable language and 3.82 731
grammatically correct
4. KMS can search for the content as required 3.84 .664
5. KMS has the credible information content 3.90 .658
6. Learning the methods of KMS using is easy for you 3.84 711
7. KMS is easy for you and you are skillful in using it 3.80 714
8. You found that KMS in the organization is easy to use 3.78 .705

The effort expectancy had the maximum mean item was “KMS has the benefit
content, interesting and being the source of knowledge” (4.09), the item with the next
highest mean was “KMS has the accurate and complete content” (4.08), and the item
with the minimum mean was “You found that KMS in the organization is easy to use”
(3.78).

4.4.3 Result of social Influence

This part was presented the mean and standard deviation of social Influence.
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Table 4.5 Mean and Standard Deviation of social influence

Characteristics X ggi?gggﬂ

KMS (Social influence)

1. The authority in the organization affects on your 3.78 745
KMS using behavior

2. The authority in the organization is important to 3.66 135
your KMS using

3. Top executives of the organization gain the benefits 3.67 .700
from using KMS

4. Your organization support the using of KMS in all 3.82 739

units

The social influence had a maximum mean item for “Your organization
supports the use of KMS in all units” (3.82), the item with the next highest mean was
“The authority in the organization affects your KMS use behavior” (3.78), and the “The

authority in the organization is important to your KMS using” was minimum mean

(3.66).
4.4.4 Result of facilitating condition

This part was presented the mean and standard deviation of the facilitating

condition.

Table 4.6 Mean and Standard Deviation of facilitating condition

Characteristics X [S)';a\llr;gggcrj]
KMS (Facilitating conditions)
1. You have the necessary resources in using KMS 3.90 77
2. You have the necessary knowledge in using KMS 3.80 733
3. KMS cannot work together with other systems that you 3.76 194

regularly use
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Table 4.6 Mean and Standard Deviation of facilitating condition (Cont.)

Characteristics X Standard
Deviation
4. There is the team or unit that provides consultancy on 3.77 720
KMS for the assistance service on any system problems
5. You can give feedback and define the problems of the 3.82 755

system works via KMS

The maximum mean item of facilitating conditions was “You have the
necessary resources in using KMS” (3.90), the next highest mean was for “You can give
feedback and define the problems of the system works via KMS” (3.82). The minimum
mean item was “KMS cannot work together with other systems that you regularly use”
(3.76).

4.4.5 Result of intention behavioral

This part was presented the mean and standard deviation of the intention

behavioral.

Table 4.7 Mean and Standard Deviation of intention behavioral

Characteristics X [S)';a\llr;gggcrj]
Knowledge Identification
1. Set to have the Intranet system network to search for 4.12 .801
the knowledge related to the laws, regulations,
instructions and the operational guidelines of the
organization.
2. Set to have the Intranet system network for knowledge 411 761
searching about the organization governing
3. Set to have the Intranet system network for knowledge 412 .740

searching about the information that supports the

organizational operation
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Table 4.7 Mean and Standard Deviation of intention behavioral (Cont.)

Characteristics X [S)?\l/r;gggﬂ
4. Set to have the Intranet system network for knowledge 3.77 175
searching about the experiences and skills of each
department works in the organization
Knowledge Creation and Acquisition
5. Set for the Chief of knowledge operation (CKO) and 3.38 945
the committee to responsible for the(KM) project
6. Set for the regular KM seminar in the work unit 3.39 644
7. Set for the regular training to increase the knowledge 3.65 738
8. Exchange the experiences with those with former 3.26 .826
experiences regularlys
9. Forming the information to support the operation 3.46 .819
(information service)
Knowledge Organization
10.Process on the manner, instructions and operational 3.69 867
guidelines in each work line
11. Arrange for the operation manual for each work line 3.62 938
12. Storing the information at the central information 3.80 .851
center and distribute them on the Intranet system
13. Providing the similar standard, fast and convenience 3.73 925
information searching on Intranet system
14. Always improve and update the information 3.65 909
Knowledge Codification and Refinement
15. Arrange for the information of any work 3.70 .608
characteristics in each organizational department in the
Intranet system
16. Arrange for the operational guidelines the conform 3.45 .806

with the work characteristics in each department of the

organization and always give the new launch
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Table 4.7 Mean and Standard Deviation of intention behavioral (Cont.)

Characteristics X Standard
Deviation

17.Arrange for the information related to the 3.53 .850
characteristics of work in each department to support the
operation
18.Arrange to have the online library to support the 3.24 936
operational information
Knowledge accessing
19.Proving the KMS system to study 3.59 891
20. People can access into the Intranet system to search 3.64 822
for the support information about the relate tasks
21.1n the Intranet system, people can access to search for 3.63 824
the information as required
22. Arrange for the knowledge exchanging activity for 3.29 903
the organizational employees
Knowledge sharing
23. Arrange for the CoP (Community of practitioners) 3.10 922
24. Provide the Web Board for knowledge exchange 3.59 990
25. Arrange the personnel to alternate their jobs to 3.12 932
exchange the knowledge and working experiences
26. Provide the knowledge to the personnel in the unit by 3.28 874
the specialist of each aspect
27. There are knowledge exchanges from the teach on 3.10 .892
each type of work on the Intranet system
Learning
28.Bring the knowledge gained to develop the 3.35 792
operational methods and suitable time in services
providing
29. Bring the knowledge gained to develop the 3.42 .809

operational works toward the effectiveness
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Table 4.7 Mean and Standard Deviation of intention behavioral (Cont.)

Characteristics X Standard
Deviation
30. Bring the knowledge gained to develop the 3.35 827
innovation for the continual learning
31. Bring the knowledge gained to develop the 3.33 .830

atmosphere forming to be the continual learning

knowledge

The behavioral intention had seven variables including knowledge
identification, knowledge creation and acquisition, knowledge organization, knowledge
codification and refinement, knowledge accessing, knowledge sharing and learning. The
maximum mean items were “Set up the Intranet system network to search for the
knowledge related to the laws, regulations, instructions and the operational guidelines of
the organization” and “Set up the Intranet system network for knowledge searching
about the information that supports the organizational operation” (4.12). The next
highest mean was for “Set up the Intranet system network for knowledge searching
about the organizational management” (4.11). The item with the minimum mean was
“Arrange for the CoP (Community of practitioners) ” and “There are knowledge

exchanges for each type of work on the Intranet system” (3.10).

4.4.6 Result of behavior usage
This part was presented the mean and standard deviation of behavior usage
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Table 4.8 Mean and Standard Deviation of behavior usage

Characteristics X Standard
Deviation

KMS (Attitude toward using technology)

1. KMS has the good working concept 3.87 .689

2.KMS can help your work becomes more interesting 3.74 627

3. KMS can help you work happily 3.56 .659

4. You can work together with KMS 3.69 662

KMS (Self-efficacy)

1. You can operate or use KMS without previous learning 3.46 625

2. If there is no colleague or the specialist on KMS, you 3.51 .607
will be able to operate or work with KMS

3. You can contact to the KMS specialist in the 3.59 .665
organization to ask for help in case of any problem

4. You have enough time to study and understand KMS 3.48 597
using in the organization

5. You have the facilities that enhance for the working 3.63 .659

with KMS in the organization

KMS (Anxiety)

1. You have the anxiety about using KMS in the 2.82 .836
organization

2. You afraid to lose a lot of information during the use 2.77 142
of KMS especially the miss press of buttons

3. You have hesitation to use KMS of the organization 2.78 761
since you afraid to make mistake and unable to solve

4. KMS will warn about the work in case of any mistake 3.01 733
in the system use

KMS (Behavioral intention to use the system)

1. You intend to learn to use KMS of the organization in 3.70 743

the next 6 months
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Table 4.8 Mean and Standard Deviation of behavior usage (Cont.)

Characteristics X Standard
Deviation
KMS (Behavioral intention to use the system)
1. You intend to learn to use KMS of the organization in 3.70 743
the next 6 months
2. You expect to learn to use KMS in the organization in 3.66 735
the next 6 months
3. You plan to learn to use KMS in the organization in 3.67 171
the next 6 months
4. In case that you used KMS of the organization, you 3.58 .685
intend to continue use it
Usage Behavior
5. You cannot estimate the cost and benefit of using 3.75 .839
KMS in the organization before any time of usage
6. You deliberately consider about the use of KMS in the 3.52 .696
organization before every time of usage
7. You automatically learn to use KMS in the 3.57 .693

organization

The usage behavior had five variables including attitude toward using
technology, self-efficacy, anxiety, behavioral intention to use the system, and usage
behavior. The maximum mean item was “KMS has the good working concept” (3.87),
the next highest mean was for “You cannot estimate the cost and benefit of using KMS
in the organization before any time of usage” (3.75). The minimum mean item was

“You are afraid to lose a lot of information during the use of KMS especially if you

press the wrong key” (2.77).
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4.5 Hypothesis Testing Results

4.5.1 Research Questions

Thissection presented the results of six research questions: (1) Does the
performance expectancy influence KMS intention? ; (2) Does the effort expectancy
influence KMS intention?; (3) Does the social influence KMS intention?; (4) Does the
facilitation condition affect on behavior usage?; and (5) Does the KMS intention affect
usage behavior ?.

From five research questions and reviewed literature four main constructs from

conceptual framework that presented in Figure 4.2.

PE
\

EE
TR N H5
/Hz/v

KMSIntent ) ———>{  Behavior
Usage
Sl
H4
FC
PE = Performance expectancy, EE = Effort expectancy
SI = Social influence \ FC = Facilitating condition

Figure 4.2 Conceptual Model /theoretical framework
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The results of model in this study are presented in Figure 4.3.

The Hypothesis of the study

H1 : There is a positive relationship between performance expectancy and
KMS intention.

H2 : There is a positive relationship between effort expectancy and
KMS intention.

H3 : There is a positive relationship between social influence and

KMS intention.

H4 : There is a positive relationship between facilitating conditions and
usage behavior.

H5 : There is a positive relationship between KMS intention and

usage behavior.

PE
EE
KMS 0.319 H5 > BU
Intentio /(4.640)
RSq = 0.220 RSq =0.539
Sl
FC

Figure 4.3 The results of testing structural model of theoretical framework
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Table 4.9 The Results of Hypothesis Testing

Coef.  t-value p-value Result

Hypothesis (SE)

H1 : There is a positive relationship -0.081 -1.247  0.214 Not
between performance expectancy Supported
and KMS intention.

H2 : There is a positive relationship 461 4.788 0.000**  Supported
between effort expectancy and

future intention

H3 : There is a positive relationship 0.108 1.513 0.132 Not
between Social Influence and Supported
KMS intention.

H4 : There is a positive relationship 0.583 11.232  0.000**  Supported

between facilitation condition
and behavior usage.

H5 : There is a positive relationship 0.319 4.640 0.000**  Supported
between KMS intention

and usage behavior.

Note ** Significance level at 0.001

H1: There is a positive relationship between performance expectancy and

KMS intention.
The value of t-test showed that the estimated coefficient value was -0.081,

with t-statistic (t-value) of -1.247, and p-value of 0.214 indicating that there is not a
positive relationship between performance expectancy and KMS intention.
Consequently, it could be concluded that H1 was not supported.

H2: There is a positive relationship between effort expectancy and KMS
intention.

The value of t-test showed that the estimated coefficient value was 0.461,
with t-statistic (t-value) of 4.788, and p-value of 0.000, indicating that there is a
positive relationship between effort expectancy and KMS intention at a significance
level of 0.001. Therefore, it could be concluded that H2 was supported.
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H3: There is a positive relationship between Social Influence and KMS
intention.

The value of t-test showed that the estimated coefficient value was 0.108,
with t-statistic (t-value) of 1.513, and p-value of 0.132 indicating that there no positive
relationship between social influence and KMS intention. Consequently, it could be
concluded that H3 was not supported.

H4: There is a positive relationship between facilitation condition and use
behavior.

The value of t-test showed that the estimated coefficient value was 0.583,
with t-statistic (t-value) of 11.232, and p-value of 0.000, indicating that there is a
positive relationship facilitating condition and usage behavior at a significance level of
0.001. Therefore, it could be concluded that H4 was supported.

H5: There is a positive relationship between KMS intention and behavior
usage.

The value of the t-test showed that the estimated coefficient value was 0.319,
with t-statistic (t-value) of 4.640, and p-value of 0.000, indicating that there is a
positive relationship between KMS intention and usage behavior at a significance level
of 0.001. Therefore, it could be concluded that H5 was supported.

This section presents the model testing when adding gender, age, and

experience as the moderators of model. The results of testing are showed below.
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Figure 4.4 The results of model testing when put moderator

Table 4.10 The Results of Hypothesis testing when put moderator

Hypothesis (Céogf) t-value p-value  Result

H1 : There is a positive relationship -0.080 -1.249  0.213 Not
between performance expectancy Supported
and KMS intention.

H2 : There is a positive relationship 462 5.242  0.000** Supported
between effort expectancy and
future intention

H3 : There is a positive relationship 0.108 1.568 0.118 Not
between Social Influence and Supported
KMS intention.

H4 : There is a positive relationship 0.583 10.770 0.000** Supported

between facilitation condition
and behavior usage.
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Table 4.10 The Results of Hypothesis testing when put moderator (Cont.)

Coef. t-value p-value Result

Hypothesis (SE)

H5 : There is a positive relationship 0.319 5.372 0.000** Supported
between KMS intention

and behavior usage.

Note ** Significance level at 0.001

Data from Figure 4-4 and Table 4-18 show that the path coefficient of each
path did not change or changed slightly. The path coefficient between performance
expectancy and KMS intention when adding moderators was -0.080 which is a slight
change from the original model (-0.081). The path coefficient between effort
expectancy and KMS intention when adding moderators was 0.462 080 which is a slight
change from the original model (0.461). The path coefficients between facilitating
condition and usage behavior, and path coefficient between KMS intention and usage
behavior when adding moderators did not change; i.e., the path coefficients were 0.583
and 0.319 respectively. The results indicate that 1) there is not a positive relationship
between performance expectancy and KMS intention; 2) there is a positive relationship
between effort expectancy and KMS intention; 3) there is not a positive relationship
between social influence and KMS intention; 4) there is a positive relationship between
facilitating condition and usage behavior; and 5) there is a positive relationship between
KMS intention and usage behavior. Therefore, the results indicate that user’s gender,
age, and experience as moderators did not influence the relationship between

independent and dependent variables.

In conclusion, the effort expectancy had a direct effect on KMS intention,
while performance expectancy and social influence did not affect KMS intention. The
facilitating condition directly affected usage behavior, and KMS intention directly
affected usage behavior. Consequently, the facilitating conditions directly affected
usage behavior, while effort expectancy influenced usage behavior through KMS

intention as the mediator of the model.
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4.6 Chapter Summary of Hypothesis testing

This section providing the results of the study revealed that there were
significant positively relationship between effort expectancy, facilitation condition,
KMS intention and behavior usage. It could be summarized that facilitation condition
direct positively influenced the behavior usage. The effort expectancy affected on
behavior usage through KMS intention as mediator. The effort expectancy affected on
KMS intention with path coefficient 0.461 (46.10 percent). The KMS intention affected
on behavior usage with path coefficient 0.319 (31.90 percent). While the facilitation
condition direct affected on behavior usage with path coefficient 0.583 (58.30 percent).

This study could be concluded that the effort expectancy could be explained
KMS intention 22.00 percent (R-square= 0.220). The KMS intention and facilitation
condition could be join explained behavior usage 53.90 percent (R-square= 0.539).
Consequently, the facilitation condition direct influenced behavior usage, and effort
expectancy influenced behavior usage through KMS intention as the mediator of the

model.

4.7 Results of the Interview form

Virtual Link Solutions Co., Ltd., (VLink)

This study found that there were significant positive relationships between
effort expectancy, facilitating condition, and KMS intention and usage behavior. It
could be summarized that facilitating conditions directly positively influenced usage
behavior. The effort expectancy affected usage behavior through KMS intention as a
mediator. The effort expectancy affected KMS intention with path coefficient 0.461
(46.1 percent). The KMS intention affected usage behavior with path coefficient 0.319
(31.9 percent). While the facilitating conditions directly affected usage behavior with
path coefficient 0.583 (58.3 percent).

Thus, it can be concluded that the effort expectancy could explain 22.0 percent
of the variation in KMS intention (R-square= 0.220). The KMS intention and
facilitating condition could 53.9 percent of usage behavior (R-square= 0.539).

Consequently, the facilitating conditions directly influenced usage behavior, and effort
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expectancy influenced usage behavior through KMS intention as the mediator of the
model.

In this study, the researcher conducted in-depth interviews with personnel that
use the KMS system in the organization, for example, Virtual Link Solutions Co., Ltd.,
(VLink), Faculty of Management Science (Uttaradit Rajabhat University) , Education
Service Department (Uttaradit Rajabhat University) and the government sector. The
interview results can be summarized as follows:

Virtual Link Solutions Co., Ltd., (VLink) is located at Lao Peng Nguan
Tower I, Viphavadee-Rangsit Rd. Jatujak Thailand, and the company is the leader in
software provider business with alliances with IBM Thailand and Saba Software Co. To
support the growth of organization’s business, VLink aims at the internal Enterprise
Solutions such as Enterprise Web Portal Solution, Enterprise e-Learning Solution,
Enterprise Knowledge Management Solution, Enterprise Social Business Solution and
Enterprise e-Form Solution. These are to respond to the diverse needs of customers to
add more effectiveness in the management, effective costs management, information
accessing, knowledge sharing and communications within the organization. VLink
applies mobile phone technology for the internal organization management. The
company provides the software that supports the Mobile platforms. The researcher
interviewed Khun Wouttichai Kohsakul, Project Exceptive and Khun Waraporn
Apirattanatrakul, Project manager.

Wuttichai Kohsakul observed that, organizations will succeed in knowledge
management if there are good hardware and software as well as skilled users. Moreover,
the organizational environment and organizational culture are also crucial.

Waraporn Apirattanatrakul’s opinion about the KMS in Thai organizations is
that the factors creating successful knowledge management result from the persons who
can drive and push from the executive level down to the users. Moreover, the
difference in organizational characteristics such as the government sector seems to be
driven harder compared to the private sector because of rules and regulations in the
government sector, resulting in delayed operations. Having a responsible unit in each
organization helps to push the organization toward successful use of the KMS system.
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Table 4.11 Question for interview

Topic

Mr.Wuttichai Kohsakul

Miss Waraporn
Apirattanatrakul

The factors affect
KMS usage in the

organization

The results after KMS

used

Trend of KMS
development

- Having the good tools

- Internal organization
environment
-Organizational cultures
-Thais behavior with non-
preference on academic

works such as writing

- Familiar with the system

- Enforcement will lead to the
resistance

- User considers it as job

adding

-Social KM is about the study
on human behavior such as
using behavior, frequency,
user analysis as well as the
mimicking of human

behaviors

- There shall be the direct
responsible unit

- The executives and system
users must recognize the
crucial of system

- Enforcing the system use

- Governmental units such as
Finance ministry, Uttaradit
Rajabhat University, NBTC
-Private units such as K-bank,
PTTEP

- New generation user will be
able to learn and access to
information better since the
familiarity with technology

- User considers system is
difficult and complex
-unfamiliar with the system

- Mobile platforms develop
the form of application to be
easy to access from anytime
and everywhere to
immediately response to the

user needs

The information from the interviews indicate that the factors affecting KMS in

the organization are having good tools and organizational environment.
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4.8 Chapter Summary interview form

This study found that there were significant positive relationships between
performance expectancy, effort expectancy, social influence, facilitating conditions,
behavioral intention and usage behavior. In conclusion, effort expectancy has a direct
effect on KMS intention, while performance expectancy and social influence do not
affect KMS intention. The facilitating conditions directly affected usage behavior, and
KMS intention directly affected usage behavior. Consequently, the facilitating
conditions directly affected usage behavior, while effort expectancy influenced usage
behavior through KMS intention as the mediator of the model.

A discussion of these results and implications are presented in the next chapter.
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CHAPTER 5
CONCLUSION AND RECOMMENDATIONS

This chapter was divided into four parts. The first part was the conclusion of
research and methodology. The second part was the discussion on research questions.
The third part mentions about the limitation of the study and the last part presented the
implication of practical that presents the benefit from the research findings and
guideline for business operation as well as the suggestions for the future research. This
research aimed to study on the factors influencing the use of knowledge management
system (KMS) and the study on the behaviors of knowledge management system users
in the manufacturing sector and service sector in Thailand. The researcher applied the
model of Unified Theory of Acceptance and Use of Technology (UTAUT) from the
study of Alavi & Leidner, (2001) ,Venkatesh et.al, (2003), Venkatesh et al., (2012) by
the synthesis results of the idea and theory literature review concluded that the
influencing factors in the use of knowledge management system (KMS) could be
measured from (1) Performance Expectancy (2) Effort Expectancy (3) Social Influence
(4) Facilitating Conditions.

This study presented the hypothesis about which factors influencing on the use
of knowledge management system in the personal level in the organization. There were
two questions related to the research:1) How does the use of knowledge management
system(KMS) influence on the efficiency in using technology in the manufacturing
sector and service sector? and 2) Which are the factors influencing the use of
knowledge management system in the organization?.

Independent variable was the factors of information technology (knowledge
management system) acceptance in the organization and the knowledge management
system (KMS) using behavior. It was the variable that depended on the intention to
KMS use.

There were five hypotheses including: H1: Performance expectancy will
significantly influence on intention to KMS usage. H2: Effort expectancy will
significantly influence on intention to KMS usage. H3: Social influence will

significantly influence on intention to KMS usage. H4: Facilitating conditions will
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significantly influence on intention to KMS usage and H5: Behavioral intention will
significantly influence on intention to KMS usage.

The researcher established the population and sample group of informants in
this research as the users of knowledge management system in the member
organizations of Thailand Productivity institute and the listed companies in the
Department of Business Development, Ministry of Commerce in Thailand. The least
amount of samples should have the amount of noticeable variables for at least five times
and the acceptable size of sample is about 20: 1. The researcher used the Multi-Stage-
Sampling among the samples that consist of 400 from the management level and
operational level. The researcher received 172 questionnaires in return in which
calculated as the 43 percent of response rate (Hair et al., 2009). The researcher selected
the mixed-methods approach by the questionnaire was used as the tool to collect the
information during July to September 2016. In addition, the in-depth interview was also
used by the group of sample was selected from the users both from the manufacturing
sector and service sector during November to December 2016 from four places. The
researcher used the technique of structural equation modeling (SEM) and Partial least
square (PLS) as the testing instrument.

According to the demographic information of the respondents who answered
the questionnaire related to the use of KMS consisted of 61 male respondents (35.47%)
and 111 female respondents (64.53%). It was found from the study result that most of
the questionnaire respondents were at 40 years old onward for 108 respondents
(62.79%), second by 46 respondents(26.74%) during 30-39 years old and 18respondents
(16.47%) with lower than30 years old respectively. Therefore, it can be seen that most
of the users of knowledge management system were older than 40 years old onward.
From the study, it can be seen that 112 respondents (65.12%) graduated from Bachelor
degree, second by54 respondents (31.39%) graduated from Master degree and 6
respondents  (3.49%) with lower than Bachelor degree education respectively.
Therefore, it can be seen that most of the users of knowledge management system
graduated with Bachelor degree. On the aspect of work experience, they had the
average working experience more than ten years onward for 127 respondents (73.84%).
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Thus, this had shown that most of the knowledge management system users in the
organization worked in operations level.

The groups of business either the manufacturing and service sectors were the
four leading companies including THAI Catering Department (Don Mueang), CAT
Telecom Public Company Limited, TOT Public Company Limited, and Virtual Link
Solutions Co, Ltd. (VIink)

The average value of performance expectancy, effort expectancy, social
influence, and facilitating conditions variable were as follows: 1) Performance
expectancy in the overall consideration found that the respondents’ opinion toward
performance expectancy in the internal organization knowledge management system
was at the high level. It referred to that the system users expected to use information
technology system to increase the efficiency and effectiveness in their operation. The
users had foreseen the benefits for the routine work as it can enhance for more speed
and convenience in their operation. 2) effort expectancy was when considered in overall
that there spondents had the opinion toward effort expectancy of the internal
organization knowledge management system in high level. This referred to that the
system users expected for the knowledge management system to give the useful and
interesting content with the accuracy of the content, credible and can be easily used to
become expertise. 3) Social influence when considered in the big picture, it was found
that the social influence can affect the system users in moderate level since the
characteristic of the job assigned of each sector of the users was the regular operation.
It then did not affect on the operation or forced by the management policy since it was
the knowledge management system that stressed on the volunteerism of the users as a
key.4) Facilitating conditions when considering in overall, it was found that the
opinions of respondents toward the facilities can affect the use of knowledge
management system in high level. This referred to that the users of knowledge
management system were so necessary to have the supporting resources for the system
usage such as office computer, internet, and can be part in the development, solution

and improvement for the system to work faster and more convenience.
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5.1 Discussion of the Research Findings

In this part, the researcher discussed about the research questions related to the
test of hypotheses and in depth interview.

5.1.1 Discussion of Research Question 1

Research questions were as follows: How does the use of knowledge
management system (KMS) influence on the efficiency in using technology in the
manufacturing sector and service sector. The testing of hypotheses H2andH4 reflected
the Effort expectancy and Facilitating conditions with the positive influence on the use
of knowledge management system in the unit. It referred to that the business either in
manufacturing and service sector paid attention to the expectation in the use of
knowledge management system and the facilities to enhance the use of knowledge
management system that would be brought to use in the high level of organization.
Thus, it could be resulted from bringing well quality technology that can enhance the
operation either on the ability to gather the information and ability to communicate and
effective knowledge management system and to be able to bring the collected
information to analyze and correctly process with the complete content. Besides, the
facilities to enhance the use of knowledge management system can response to the
easily, speed and convenience use. Thus, businesses either the manufacturing or service
sector shall support and pay attention to the personnel development with the skill and
knowledge on knowledge management system for the use in internal organization
management. It is the factor of success to bring knowledge management system to use
in the business. It conformed with this research that supported the study by Venkatesh
et.al, (2003) in which indicated that technology acceptance by bringing the knowledge
management system to use in the organization had the factors related to the user
behaviors in three aspects which were Performance expectancy, Effort expectancy, and
Social influence. Besides, this supported the study by Lewellen et.al(2014) by indicated
that the factor of Performance expectancy and Effort expectancy can help support and
improve the efficiency in the knowledge management system operation via acceptance
and utilization of a technology. This is in order to compete with other businesses and
develop the advanced knowledge management system. Moreover, it supported the

study of Fretwell et.al. (2014) whose indicated that knowledge management system was
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a key resource for storing and retrieving information that facilitated for tasks and work
routines. The movement of knowledge across individual and organizational boundaries
into repositories and organizational routines and practices was ultimately depended on
the employees’ knowledge-sharing behaviors. In addition, this was in line with the
study by Hester, (2010) whose indicated that bringing knowledge management will
strive for the capturing of effectiveness and the application of organizational knowledge
will be an imperative valuable resource in organization sustaining. In an effort to better
achieve knowledge management initiatives, consideration of factors influencing
adoption and usage of knowledge management systems are of great interest. It was
found from the study that the relationship between KMS system and this factor was
important in examining over practices and technology as used for the knowledge
management at the statistical significant level.

Besides, the answer of in depth interview of knowledge management system
users in manufacturing and service sector had confirmed that the business partly
supported the use of KMS in the organization for the sustainability and the competitive
advantage over others entrepreneurs. They must have the clear knowledge management
system and pay attention to the knowledge management system in the organization as
well as segregate the responsibilities for each unit. The successful knowledge
management system required teamwork with responsibility to specifically manage on
the knowledge to give the advice and suggestions throughout the time that bringing
knowledge management system to use in the organization. Therefore, the influencing
factors in using technology then conformed with work and solution to the emerging
problems as well as increase the organization efficiency in operation.

5.1.2 Discussion of Research Question 2

The hypotheses testing on the business company H5 paid attention on the
factor of system users’ behavior with influence on the selection of knowledge
management system in the organization.

The results fromH5 hypothesis testing indicated that the user behavior in the
business system either in manufacturing and service sector considered on the
importance of knowledge management system management including with the

followings. (1) The attitude toward KMS technology, (2) perception of ability to use
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ERP system,(3) anxiety from the use of KMS, (4) the intention behavior to use KMS,(5)
KMS system using behavior for the business decision. Besides, the business also
considered on the benefits from the use of KMS in their business to help forming (1)
benefits in operation planning, (2) benefits for faster and convenience resources
management and (3) benefits in the operational steps of each organization.

The results from the study by Venkatesh et.al, (2003) pointed out that three
factors of Attitude toward the technology, self-efficacy and Anxiety are the main factors
to measure the behavior and feeling in order to know the response of knowledge
management system users in the organization. Since the perception of system use can
result on the confidence of the system users as well as to measure the ability and skill of
them as another way. Besides, this also supported the research by Gray, (2000) who
pointed out that knowledge management system was the considerable interest subject
among the academics and practitioners from in the past decade where there were less
cumulative empirical researches formed to place the causal mechanisms of KMS
influences on the organization performance. Besides, it also supported the study by
Jennex & Olfman, (2005) which was the guideline to bring technology system to use.
IT/ICT components included with system with the users, repositories, using processes
and/or knowledge generating, knowledge use culture, and the initiative for KM for the
better efficiency in organization management. At the end, it supported the research by
Alavi & Leidner, (2001) on the aspect of IT-based systems development in which
supported and enhanced the knowledge creation, application, transfer and
storage/retrieval processes in the organization. Therefore, for the efficiency in the
organization operation, it needed to research and select the suitable internal knowledge
management as well as adjustment and stimulation for changes in the market by using
advanced technology in operation.

Besides, the answered of in depth interview from the head of knowledge
management unit and the head of information technology related to the knowledge
management system users’ behavior in the organization was confirmed on the business
users with no attention paid to the use of KMS system. Because the organization had no
policy to force the use of system and some users may interest to use in the part related

to their work not to enlarge the scope of their own knowledge. Another important
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factor was that the user considered the use of the KMS system increased burdens,
complicate and time-consuming thus, the corporate policy was an important part for the
success of KMS in the organization. Enforcement of policy requires setting the activity
on how many time to use within specified period of time. IT Training increased the
ability of I, and design an easy-to-use KMS and wonderful system and there had

affected the users’ application and the operational effectiveness in the organization.

5.2 Limitation of the Study

1. The business sector that usually brings knowledge management system to
use is the form of big organization from both government and private sector. While the
business in Small and Medium Enterprise (SME) type with the differences in business
sizes, rarely invested on knowledge management system since they cannot see the
importance and necessity to use KMS. Moreover, technology investment consumed
high budget and the lack of expertise personnel on knowledge management resulted on
the user group to be among the large business size.

2. Uncertain and unclear organization policy as a result from change in
management lead to the non-continuity in knowledge management system as well as no
serious enforcement and team to continue responsible on knowledge management
system thus, these were the reasons of failure to achieve the goal of knowledge
management system applying.

3. The disclosure of business information of the organization still have
limitations and strict regulations thus, information gathering or interview were rarely

completed since it took long time for appointment.

5.3 Implication for Practice and Future Research

5.3.1 Implication

This study presented the benefits from the theories and operational guidelines
on the aspect of three theories from the previous research related to the information
technology acceptanceamong the users in government and private sectors for the utmost
effectiveness. Thus, they found the direct and indirect influence from each theory

related to efficiency.
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The research found that the organization the operated with KMS and had
direct effects on the behaviors of knowledge management system’s user in the
organization, therefore, the conformance to the KMS usage in the organization will
result on the efficiency of theorganization performance.

For the knowledge management in the organization, there was the suggestion
to improve the operation to increase the work performance in which can be done in
several ways. First, the organization shall pay attention on the policy launching in
conformance with the operational goal and IT strategic operation via knowledge
management system (KMS). First, this was merged into their operation and second the
organization needed the KMS software operation staff to be trained and gathered the
idea and suggestions from users to consider to change as needed by the real users as
well as to solve the problem for the continual operation.Third, the organization shall
properly plan and manage on the information for the convenience in the information
processing in the same database.

Besides, we shall clearly separate the information of each division for the ease
of use and safety and to access into the quality information. Next, it needed to pay
attention on efficient information technology management to be able to work according
to the knowledge management system via KMS to reflect the empirical efficiency and
effectiveness.

The high level of management shall participate in the strategic planning for
knowledge management and information technology system used in support for the use
ofKMS in the organization shall lead to the changes in technology acceptance by the
users. Together with long term planning for knowledge management for the efficiency
in future operation. Finally, both government and private sector can use this result in
their knowledge management system administration for the further national
development.

5.3.2 Future Research

For the future research related to the relationship between KMS users’
behavior and the influential factors from brining technology system to use in the
organization for the work effectiveness. The researcher would like to suggest for the

study on the relationship for the KMS operation in regard of organizational culture since
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it can have influence on the use of KMS, the investment on bringing KMS to use for
the efficiency in operation performance and to conform to the changes at recent. There
was the study on new technologies that would take part more in software development
for the ease of use and convenience in use. For example, the development of KMS in
social network by the users do not have to patrol at the office, capable to work

everywhere in order to response to the use in the age of Thailand 4.0.
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Questionnaire for the study
The influence factors of KMS operation system toward the system users in the
business services sector and the industrial sector in Thailand

Dear Users of Knowledge Management System (KMS) in the organization

Please complete the questionnaire about the opinions in using the Knowledge
Management System (KMS) in your organization. Questionnaire answering will take
about 30 minutes. This questionnaire is part of the tool used to collect the data for the
PhD students in the Information technology system branch, Faculty of Business
administration, Rajamangala University of Technology Thanyaburi on the subject
of*“The influence factors of KMS operation system toward the system users in the
business services sector and the industrial sector in Thailand”

The information gathered from each person via the questionnaire will be kept in
confidential and will not reveal the respondent’s identity. The gathering information is
about the concept related to the topic of research. Participation in questionnaire
response is your voluntary and you can always reject your participation. The result of
this research will be presented to the organizations that joined to this project and this is
done to offer the opportunity for the organizations with the same interests on the key
subjects appear in this questionnaire. The researcher will present the information that
benefit for the promoting of organizational development in Thailand.

Miss Kanyarat Kamprom

PhD student on Information technology branch, Faculty of Business
administration

Rajamangala University of Technology Thanyaburi

Instructions
1. The questionnaire contains with 6 parts
Part 1Demographic information
Part 2 Organizational characteristic information
Part 3 Opinions of the personnel toward knowledge management in the
organization
Part 4 Knowledge management system (KMS) technology using behavior in the
organization
Part 5 The acceptance to use (KMS) information technology in the organization
Part 6 Behavioral to use (KMS) information technology in the organization
2. The users of KMS system are those who use together the knowledge management
system and the core operation systems in the organization.
3. Please mark v'in to the blank that directs to your opinion
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Part 1 Demographic information

1.1 Gender [] Male [] Female

1.2 Age [] 18-21yearsold [] 22-25yearsold [] 26-29years
old

[] 30-35yearsold [] 36-40 yearsold [] 40 years old

onward

1.3 Marital status [] single [] married [] divorced

1.4 Education levels ~ [] Lower than Bachelor degree  [] Bachelor
degree ]

Master degree [] PhD
1.5 Work experiences [ less than 1 year ] 13 years 0 45 years
[ ] 6-10years [] 10 year onward

1.6 Position [] Division head level [ Operations level
1.7 Department ... ...t e e e

Part 2 Organizational characteristic information

2.1 Name of the
organization......... (A NL. . ) 2ammasl( . IN\AZ A0 e eee e

2.2Type of organization [ Financial business
Service business
[C] Real estate and construction
[] Technology and communication

2.3 Total number of employee [ not over than300 personnel
more than300 but not over than 500

personnel

[C] more than500 but not over than 1,000
personnel

[[] more than 1,000 personnel
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Part 3 Opinions of the personnel toward knowledge management in the
organization

Please define the levels of your opinion whether what is the level of your practice by
marking v’on the item that mostly direct to the truth. The measuring criteria are as
follows (1 = none of practice 2 = less practice3 =neutral practice4 = much practice and
5 =the most practice)

Levels of practice

Descriptions 1 | > | 3 | 7 | 5

Knowledge Identification

1. Set to have the Intranet system network to search for the
knowledge related to the laws, regulations, instructions and
the operational guidelines of the organization.

2. Set to have the Intranet system network for knowledge
searching about the organization governing

3. Set to have the Intranet system network for knowledge
searching about the information that supports the
organizational operation

4. Set to have the Intranet system network for knowledge
searching about the experiences and skills of each
department works in the organization

Knowledge Creation and Acquisition

5. Set for the Chief of knowledge operation (CKO) and the
committee to responsible for the(KM) project

6. Set for the regular KM seminar in the work unit

7. Set for the regular training to increase the knowledge

8. Exchange the experiences with those with former
experiences regularlys

9. Forming the information to support the operation
(information service)

Knowledge Organization

10.Process on the manner, instructions and operational
guidelines in each work line

11. Arrange for the operation manual for each work line

12. Storing the information at the central information center
and distribute them on the Intranet system

13. Providing the similar standard, fast and convenience
information searching on Intranet system

14. Always improve and update the information

Knowledge Codification and Refinement

15. Arrange for the information of any work characteristics
in each organizational department in the Intranet system

16. Arrange for the operational guidelines the conform with
the work characteristics in each department of the
organization and always give the new launch

17.Arrange for the information related to the characteristics
of work in each department to support the operation

18.Arrange to have the online library to support the
operational information
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Description

levels of operation

1

2 | 3 | 4

5

Knowledge accessing

19.Proving the KMS system to study

20. People can access into the Intranet system to search for
the support information about the relate tasks

21.1n the Intranet system, people can access to search for the
information as required

22. Arrange for the knowledge exchanging activity for the
organizational employees

Knowledge sharing

23. Arrange for the CoP (Community of practitioners)

24. Provide the Web Board for knowledge exchange

25. Arrange the personnel to alternate their jobs to exchange
the knowledge and working experiences

26. Provide the knowledge to the personnel in the unit by
the specialist of each aspect

27. There are knowledge exchanges from the teach on each
type of work on the Intranet system

Learning

28.Bring the knowledge gained to develop the operational
methods and suitable time in services providing

29. Bring the knowledge gained to develop the operational
works toward the effectiveness

30. Bring the knowledge gained to develop the innovation
for the continual learning

31. Bring the knowledge gained to develop the atmosphere
forming to be the continual learning knowledge
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Part 4 Knowledge management system (KMS) technology using behavior in the
organization

4.1 Does your organization use the knowledge management system (KMS)
technology in the organization?
[] No
[] Yes started fromB.E.......cccccooeienni. UNtil B.EE.....oooe
SYSIEM NAME ... e e et ee e e e en s
ResponSIbIe UNIL.........cccoovvviiiireecece e

4.2 Frequency of access to use the Knowledge management system (KMS)
technology in your organization per week

[] Less than 1 time per week ] 1-2 times per week

[] 3-5 times per week ] more than5 times per week
4.3 Your time period as the member in Knowledge management system (KMS)

[] 1-5 months ] 6-10 months

] 12 months ] more than12 months

4.4 Accessing into Knowledge management system (KMS) in your organization
to record the content or to provide the opinion per months
[] 1- 4 times per month ] 5-8 times per month
[] 8-12 times per month ] more than13 times per
month

4.5 Using the service of Knowledge management system(KMS) in your
organization to know the information per week
[] Less thanl times per week ] 1-2 times per week
[] 3-5 times per week ] more than 5 times per week

4.6 Knowledge management system(KMS) development is used in your
organization in which way?
(Can be chosen more thanlitems)
[] Having the system development team in the organization
[] Hiring the consultant or the external system developer
[] Purchasing the application software or finished Information technology
system to use
] Others Please defiNe........cooi i

94



4.7What are the objectives that you enter to use the services of Knowledge
management system (KMS) in the organization? (Can be chosen more than 1 items)
[] Follow up the information of organizational relation
[] Entertainment
Communicating between the organizational personnel [ ] Email
[] Conference/seminar L] Blogger

[] Exchange the knowledge and benefit content

[] Evaluation and follow up the operation

[] Tool for your information spreading ] Up to date with technology

[] Entering to use the membership system [] Writing article

[] Pictures of organization activity [] Information technology
downloading

] Web links

[] Follow up the information on activities calendar

Online conversation via KMS
[] Others please define..........cocoeiiiiiiiii e,

4.8How the Knowledge management system (KMS) that you use has partly
helped to support the organizational operation?(Can be chosen more than 1 items)

[] Partly help to reduce the cost of business

[] Partly help to reduce the customer cost and/or the raw material seeker

[] Partly help to differentiate the product and service from the rivals in the
same industry

[] Generate more marketing opportunities by making more interesting
products and services

[] Partly help to form or produce the products that clearly response to the
needs of specific group of customers

[] Partly help to clearly response the service to the needs of specific group
of customers

[] Having the key role in the huge changes in the business processes

[] Creating new products and services with Information technology
components

] Partly help in management and the business expansion into the other
provinces or countries
Partly help forming the diversity in other products and services

[] Partly help in connecting the customers with the raw material suppliers
and other partners

[] Others please define.............cccoeieiiiii,
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Part 5 The acceptance to use (KMS) information technology in the organization by
the application of UTAUT model

Please define your levels of opinion by markingv“on the items that mostly direct
to the truth; the measuring criteria are as follows (1 = strongly disagree 2 = disagree 3 =
neutral 4 = agree and5 = strongly agree)

levels of opinion

Description

KMS (Performance expectancy)

1. Using KMS has benefits for your regular work

2. Using KMS helps you accomplish work faster

3. Using KMS is to increase the work effectiveness and
efficiency

4. Using KMS is to increase the work progress opportunities

KMS (Effort expectancy)

5. KMS has the accurate and complete content

6. KMS has the benefit content, interesting and being the
source of knowledge

7. KMS uses the easy understandable language and
grammatically correct

8. KMS can search for the content as required

9. KMS has the credible information content

10. Learning the methods of KMS using is easy for you

11. KMS is easy for you and you are skillful in using it

12. You found that KMS in the organization is easy to use

KMS (Social influence)

13. The authority in the organization affects on your KMS
using behavior

14. The authority in the organization is important to your
KMS using

15. Top executives of the organization gain the benefits
from using KMS

16. Your organization support the using of KMS in all units

KMS (Facilitating conditions)

17. You have the necessary resources in using KMS

18. You have the necessary knowledge in using KMS

19. KMS cannot work together with other systems that you
regularly use

20. There is the team or unit that provides consultancy on
KMS for the assistance service on any system problems

21. You can give feedback and define the problems of the
system works via KMS

96




Part 6 Behavioral to use (KMS) information technology in the organization
Please define your levels of opinion by markingv'on the items that mostly direct
to the truth; the measuring criteria are as follows(1 = strongly disagree 2 = disagree 3 =

neutral 4 = agree and5 = strongly agree)

Description

levels of opinion

KMS (Attitude toward using technology)

13. KMS has the good working concept

14.KMS can help your work becomes more interesting

15. KMS can help you work happily

16. You can work together with KMS

KMS (Self-efficacy)

26. You can operate or use KMS without previous learning

27. If there is no colleague or the specialist on KMS, you
will be able to operate or work with KMS

28. You can contact to the KMS specialist in the
organization to ask for help in case of any problem

29. You have enough time to study and understand KMS
using in the organization

30. You have the facilities that enhance for the working
with KMS in the organization

KMS (Anxiety)

31. You have the anxiety about using KMS in the
organization

32. You afraid to lose a lot of information during the use of
KMS especially the miss press of buttons

33. You have hesitation to use KMS of the organization
since you afraid to make mistake and unable to solve

34. KMS will warn about the work in case of any mistake in
the system use

KMS (Usage Behavior)

35. You intend to learn to use KMS of the organization in
the next 6 months

36. You expect to learn to use KMS in the organization in
the next 6 months

37. You plan to learn to use KMS in the organization in the
next 6 months

38. In case that you used KMS of the organization, you tend
to continue use it

39. You cannot estimate the cost and benefit of using KMS
in the organization before any time of usage

40. You deliberately consider about the use of KMS in the
organization before every time of usage

41. You automatically learn to use KMS in the organization

The researcher would like to thank for your kindly participation to give

the information.
Miss Kanyarat Kumprom researcher
Tel086-0596684

E-mail:kanyarat.kib@gmail.com, kanyarat_k@mail.rmutt.ac.th
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