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Factors Affecting Management Process Inefficiency
of Knowledge Service Firms
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Abstract

Knowledge service firms are able to have higher ‘Organizational Performance (OP)’ by improving
efficiency in management processes on customer problem solving. This study explores the role of inefficiency
that has been overlooked up to now compared to the management process efficiency. We also suggest
in this study ‘Hierarchical Culture (HC)’ and ‘IT Relatedness (IR)’ as the factors influencing the inefficiency
of management processes, and propose the moderating effect of ‘Task Difficulty (TD)’ on the relationship
between independent factors and ‘Inefficiency of Business Process(IP)’. The results of analysis show
that ‘HC’ has a positive effect on ‘IP’, and ‘IR’ has a negative effect on ‘IP’. ‘TD’ was significant
moderator of between independent variables and ‘IP’. ‘IP” was shown to play a full mediating role between
independent factors and ‘OP’. In conclusion, knowledge service firms are desired to reduce ‘HC’ and
enhance ‘IR’ by minimizing unnecessary formal procedures, securing flexibility in decision making through
appropriate empowerment, creating a smooth flow of knowledge, and enhancing the level of IT resource
management and utilization. In addition, in order to effectively reduce ‘IP’, it is required that a company
with a high degree of ‘TD’ to more reduce a ‘HC’ and a company with a low degree of ‘TD’ to more
enhance a ‘IR’.

Keywords: Inefficiency of Management Process, Hierarchical Culture, IT Relatedness, Task
Difficulty, Organizational Performance, Knowledge Service
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