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Tourism is one of the most dynamic economic activities, which plays an essential role
in sustainable development. Consequently, the significance of this industry in
economic and cultural development has prompted the majority of regional. Despite the
significant potential of many cities, such as Shiraz, tourism industries have remained
underdeveloped. This study delves into the role of tourism service quality, specifically
exploring the impact of knowledge management on service quality mediated by
dynamic capabilities. Since the concept of knowledge management is used to accept
and embrace intangible capital and sharing knowledge in organizations, this research
aims to investigate the effect of knowledge management among tourism units’
employees on the quality of tourism services through the utilization of dynamic
capabilities. The statistical population of the research included the employees of
Travel Agencies in Shiraz, 119 of whom were selected as a statistical sample using
Cochran's formula. A conceptual model, in the form of four hypotheses, examines the
relationship exists between dynamic capability and knowledge management, the
relationship between dynamic capability and the quality of tourism services, the
relationship between knowledge management and the quality of tourism services, and
consequently, the significant relationship between knowledge management and the
quality of tourism services are all taken into account with dynamic capability plays a
mediating role. The findings of this research using structural equation modelling,
indicate the presence of a significant relation between knowledge management and
dynamic capability and the absence of a relationship between dynamic capability and
the quality of tourism services.
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1. Introduction

In recent decades, organizations and companies have increasingly focused on knowledge, leading to concepts such
as knowledge-based work, knowledge management, and knowledge organizations. This trend highlights the
growing importance of knowledge in creating significant power from minimal resources (De Bem Machado et al.,
2022). The rapidly changing world necessitates organizations to adopt new concepts like knowledge management
to survive. Knowledge management assists organizations in finding, selecting, organizing, and disseminating
important information. Research indicates that traditional organizations primarily focus on managing physical
resources and base their competitive advantages on that focus (Fauzi, 2022). However, the knowledge era has
rendered many traditional approaches ineffective, while new orientations rely on intangible resources such as
knowledge. Many organizations implement knowledge management programs without understanding the key
influencing factors, often leading to failure (Liu et al., 2022). Conversely, organizations that have pioneered
knowledge management regard it as a powerful tool for gaining market advantage and improving performance.
Consequently, many businesses are exploring how knowledge management can help them achieve a more
integrated and coordinated approach. Since the tourism industry is one of the most prosperous branches of
economic growth and business globally, especially in developing countries, knowledge management can be
considered a helpful tool for this service industry. The specific sensitivities of this industry have led managers to
focus on this crucial aspect over the past decade (Martins et al., 2019). Considering the high potential of tourism
in many cities, examining the factors influencing the quality of tourism agencies has become essential. The
research reveals numerous factors affecting service quality, such as innovation in service delivery, responsiveness,
reliability, and customer relationship management. One factor that has received less attention is employee
knowledge management. Thus, this study focuses on the impact of employee knowledge management in tourism
units on the quality of tourism services offered by travel agencies. Specifically, it seeks to answer whether
employee knowledge management in tourism units affects the quality of tourism services in travel agencies, with
the role of dynamic capabilities in mediating. The travel agencies in Shiraz, a prominent destination for national
and international tourists, are considered as a case study. This research aims to identify critical components to
provide strategies for successfully implementing knowledge management in travel agencies. The main objective
is to elucidate the relation between dynamic capabilities and knowledge management with the quality of tourism
services in travel agencies. Other objectives of this research include:

e Defining the relation between dynamic capabilities and knowledge management in travel agencies.

e Defining the relation between the quality of tourism services and dynamic capabilities in travel

agencies.
e Defining the relation between the quality of tourism services and knowledge management in travel
agencies.

Defining the relation between the quality of tourism services and knowledge management in travel agencies

dynamic capabilities play a role in mediating.

2. Literature Review

In this section, to present the originality and novelty of the current study, the literature review in the field of tourism
is summarized as follows.

Rezai et al. (2023) analysed tourism development in Shiraz with a resilience approach using the Meta-SWOT
model, assessing internal and external tourism resources and providing strategies to achieve tourism development
with resilience. Shirmohammadi and Shirzadi (2022), examined the effect of tourist satisfaction on brand loyalty
to a destination, with tourist satisfaction in the post-COVID-19 world (East Asian tourists) as a mediating variable.

The study included twelve hypotheses, all except two were confirmed using structural equation modeling.
Kiu (2006) examined previous research and conceptual framework for a research agenda in knowledge
management in tourism. Rouhan (2008), in an article entitled "Advancement of the Sustainability Debate: A
Knowledge Management Approach to Sustainable Tourism Planning," investigated the transfer of academic
knowledge on sustainability to the public tourism sector's performance, indicating that knowledge has not been
effectively disseminated at the destination level. Shaw and Williams (2009), examined current research on
knowledge management and transfer in tourism organizations, exploring fundamental mechanisms and channels
of knowledge transfer and concepts such as co-management, communities of practice, learning regions, and labor
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mobility. Sigala and Chalkiti (2014), in a research paper entitled "Examining the Use of Web 2.0 for Knowledge
Management in the Greek Tourism Industry: A Utilization-Importance Analysis,” examined the role of
information technology in supporting knowledge management processes. Their demonstration showed how the
use of Web 2.0 in different ways reflects different levels of knowledge management practices that are supported
by technology. They also collected empirical data from tourism professionals to analyze the type and level of use
of Web 2.0 utilization for knowledge management in the Greek tourism industry.

By integrating these studies, this research aims to fill the gap in understanding the impact of employee
knowledge management on tourism service quality, particularly dynamic capabilities play a crucial role in
mediating.

3. Methodology

This research aims to identify the relationship between knowledge management and the quality of tourism services
in travel agencies, with dynamic capabilities as a mediating factor. The study is applied in nature and is descriptive
in terms of data collection. The statistical population of the current research is the employees of travel agencies
in Shiraz City; due to the comprehensive tourist attractions and the number of travel agencies, the statistical
population is infinite; therefore, to determine the exact sample size, Cochran's formula is considered, which is the
calculation of the error value of 0.09 equal to one hundred nineteen people, and this number was selected from
among the employees of travel agencies in Shiraz city based on random sampling method. Data were collected
using a questionnaire with three sections: knowledge management (independent variable) with fourteen questions,
dynamic capabilities (mediating variable) with eight questions, and service quality (dependent variable) with eight
questions, measured on a 5-point Likert scale (1 = strongly disagree to 5 = strongly agree). One hundred twenty-
five questionnaires were distributed, with one hundred nineteen valid ones used for statistical analysis. Content
validity was ensured through expert opinions, while reliability was assessed using Cronbach's alpha, indicating
internal consistency. Variables were defined through interviews with tourism experts, whose feedback was
incorporated. Structural equation modeling (SEM) was used for final analysis and hypothesis testing. Finally, to
check the proper model and to check the proper model and assess the significance of inter-variable relationships,
the path analysis method was used. It should be mentioned that Path analysis is a statistical methodology that relies
on multivariate regression analysis that is used to measure relationships in a model.

4. Results

The tourism literature includes only a few studies on knowledge management, indicating limited professional
knowledge management in tourism companies. This study focuses on tourism service quality, examining the
impact of employee knowledge management in tourism units on service quality, the mediating variable being
dynamic capabilities. In this research, knowledge management is the independent variable, service quality is the
dependent variable, and dynamic capabilities are the mediating variable. The findings, with 95% confidence, are
as follows:

1. The first hypothesis examines the relation between dynamic capabilities and knowledge management in
travel agencies. The standardized factor loading was 0.543, and the t-statistic was 8.035, a value that
exceeds the critical value of 1.96. Thus, hypothesis one is confirmed, indicating a significant
relationship.

2. The second hypothesis examines the relationship between dynamic capabilities and tourism service
quality. The standardized factor loading was 0.181, and the t-statistic was 1.270, which is lower than the
critical value of 1.96. Thus, hypothesis two is rejected.

3. The third hypothesis examines the relationship between knowledge management and tourism service
quality in Shiraz. The standardized factor loading was 0.302, and the t-statistic was 1.866, which is lower
than the critical value of 1.96. Thus, hypothesis three is rejected.

4. Finally, examining the significant relation between the quality of tourism services and knowledge
management in travel agencies involves the mediating role of dynamic capability was regarded as the last
hypothesis, based on the results, the standard factor loading for the random variables of knowledge
management and quality of tourism services adjusted with the dynamic ability variable was calculated as
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-0.039. The value of "t" statistic was also 0.488, which is under the critical value of 1.96. Therefore, it
can be said that hypothesis four is rejected.

5. Conclusion

Today, the tourism industry is one of the most promising fields; and, referred to as the development corridor, has
become one of the main economic sectors. In today's knowledge-based economy, more emphasis is placed on
managing organizational intangible knowledge assets. This is also true for the tourism industry, which can be
considered a knowledge-based field. However, the tourism literature includes only a few studies on knowledge
management. This concept can be regarded from different aspects, as the current research emphasizes the quality
aspect of tourism services and aims to investigate the impact of knowledge management of employees of tourism
units on the quality of tourism services of travel agencies. dynamic capabilities play a mediating roleBased on the
results that were mentioned in the previous section, the following suggestions are made to develop the tourism
industry to its maximum potential:

Given the confirmed relationship between knowledge management and dynamic capabilities, according
to the first hypothesis ,organizations should create an environment conducive to knowledge management.
This involves fostering a favourable work environment for creating, managing, transferring, and
reflecting knowledge to employees, enabling continuous enhancement of their capabilities.

Due to the lack of a relationship between dynamic capabilities and tourism service quality, organizations
should focus on internal matters. To improve service quality, all aspects of tourism enterprises, such as
employee knowledge, human resources, and equipment, should be continuously expanded and updated.
Based on the result of the third hypothesis, it is suggested that, in order to increase the quality of tourism
services, various innovative means should be considered. These means include implementing personal
branding of the target agency, introducing and showcasing tourist attractions and facilities of the province,
improving the provision of tourism services by considering attractive advertising programs, and
upgrading and extending lodging facilities.

According to the last hypothesis, since the relation between service quality and knowledge management
with dynamic capabilities as a mediator was not confirmed, tourism enterprises should aim to become a
source of competitive advantage indirectly. Based on the results, this hypothesis is also rejected.
Accordingly, it is recommended that tourism agencies become more competitive.
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