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Abstract

The present study was conducted with the aim of presenting a knowledge management system model with an innovation
capacity development approach in the Organization for Registration of Deeds and Properties. The research method was an
exploratory mixed-method design. In the qualitative phase, the participants included 14 experienced and expert managers of
the Organization for Registration of Deeds and Properties in Mazandaran Province, selected purposefully from different
areas of responsibility with more than 10 years of service. In the quantitative phase, the statistical population consisted of
265 managers and deputies of the registration organizations of Mazandaran Province. To determine the sample size in the
quantitative phase, Cochran’s formula with simple random sampling was used. The data collection tools included semi-
structured interviews in the qualitative phase and a questionnaire designed based on the qualitative findings in the
quantitative phase. The findings from the qualitative phase were analyzed using MAXQDA software, while in the
quantitative phase confirmatory factor analysis, structural equation modeling techniques, and the Friedman test were applied
using SPSS and Smart PLS software. From the interview analysis, a total of 236 initial codes were extracted. After text
analysis, 98 basic themes and 10 organizing themes were identified. In the final stage, by examining the organizing themes,
4 overarching themes were obtained under the titles of culture, management, resources, and results/outcomes. The
quantitative results showed that the paths among all variables were significant, and all relationships were confirmed.
Furthermore, in order to prioritize the indicators affecting the knowledge management system with an innovation capacity
development approach, it was found that the indicators of results and outcomes ranked first, resources ranked second, culture
ranked third, and management ranked fourth.
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In today’s turbulent and competitive environment, knowledge is increasingly recognized as the most strategic
organizational resource. Organizations that can effectively acquire, store, disseminate, and apply knowledge
are better positioned to respond to environmental uncertainties, develop innovations, and sustain competitive
advantages (Amsler, 2021; Miels, 2023). Knowledge management (KM) systems thus play a pivotal role in
enabling organizations to exploit intellectual capital and transform it into innovative solutions (Varon, 2022).
Beyond being a technical mechanism, KM is a socio-technical process that requires leadership, culture,
resources, and an outcome orientation to achieve tangible results (Andreev, 2022).

Innovation capacity, understood as an organization’s potential to generate and implement new ideas, products,
processes, or services, is directly dependent on the effectiveness of KM practices (Feng et al., 2022). Firms
and public organizations alike must build the dynamic capability to absorb knowledge and transform it into
innovative outcomes, particularly under conditions of environmental dynamism (Nguyen & Sharma, 2024).
In this sense, knowledge-based leadership and innovation-oriented culture become indispensable.
Transformational and servant leadership styles, for example, shape employees’ willingness to share knowledge
and support innovation, with KM systems mediating this relationship (Mubarakh et al., 2025; Nguyen, 2024).
Public service organizations, such as property registration offices, face additional challenges. They operate
under bureaucratic constraints and deal with vast volumes of legal and administrative data, which demand
efficient KM infrastructures. Without structured KM, employees’ access to critical information is hampered,
processes become inefficient, and innovation opportunities are lost (Krishnan, 2021). Empirical evidence
shows that embedding KM in public governance enhances service delivery, legitimacy, and co-creation of
value with stakeholders (Ansell & Torfing, 2021; Queyroi et al., 2022). Moreover, during crises such as the
COVID-19 pandemic, public administrations relied on collaborative KM practices like crowdsourcing to co-
develop innovative responses (Colovic et al., 2022).

Scholars also emphasize that innovation should not be understood solely as radical technological
breakthroughs but also as incremental improvements in services, processes, and customer experiences (Boyles,
2022). KM facilitates both types of innovation by enabling the systematic flow of ideas and ensuring
organizational learning. In biotechnology SMEs, for example, KM processes were found to play different roles
depending on the stage of technological innovation, ranging from a key role during research to a supportive
role during implementation (Bloem & Salimi, 2022). Similarly, in corporate contexts, responsibility-driven
KM and innovation capacity enhance not only internal performance but also external legitimacy (Sohail et al.,
2020).

Despite the vast literature on KM and innovation, gaps remain in understanding how these constructs can be
effectively applied in highly bureaucratic, document-intensive public organizations in developing countries.
In Iran, prior studies have explored KM implementation models in educational directorates (Zamani et al.,
2021) and gas companies (Sanjrani, 2020), but little research has addressed property registration
organizations. These institutions require novel frameworks for embedding KM in their operations to enhance
innovation capacity and service quality. Against this backdrop, the present study aims to design a
comprehensive KM system model with an innovation capacity development approach for the Organization for
Registration of Deeds and Properties in Mazandaran Province. The research employs a mixed-method
exploratory design, combining qualitative and quantitative analyses to develop and validate a contextually
relevant model.

Methods and Materials

The study adopted an exploratory mixed-method design. In the qualitative phase, 14 senior and experienced
managers from the Organization for Registration of Deeds and Properties in Mazandaran Province were
selected purposefully. All had over ten years of service experience and were directly responsible for
administrative functions. Semi-structured interviews were conducted to elicit expert perspectives on KM
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practices and innovation needs. Data were analyzed using thematic analysis with the aid of MAXQDA
software. From this process, 236 initial codes were identified, refined into 98 basic themes, and organized into
10 organizing themes, which were later synthesized into 4 overarching dimensions: culture, management,
resources, and results/outcomes.

In the quantitative phase, the statistical population comprised 265 managers and deputies from the property
registration organizations in Mazandaran. Using Cochran’s formula and simple random sampling, a
representative sample was drawn. A structured questionnaire was designed based on qualitative findings and
administered to respondents. Data analysis involved confirmatory factor analysis (CFA), structural equation
modeling (SEM), and Friedman ranking tests using SPSS and SmartPLS software to test the conceptual model
and prioritize factors.

Findings G
The qualitative analysis yielded four overarching themes that constitute the KM model for innovation capacity:

(1) organizational culture, (2) management, (3) resources, and (4) results and outcomes. Culture was found to
encompass values of knowledge sharing, collaboration, and learning orientation. Management referred to
leadership strategies, decision-making styles, and policy frameworks. Resources included human, financial,
technical, and informational assets. Results and outcomes reflected performance improvements, client
satisfaction, and organizational development.

In total, 236 initial codes were reduced to 98 basic themes and further aggregated into 10 organizing themes.
Ultimately, four comprehensive dimensions were identified as foundational to KM-based innovation.

The quantitative analysis supported the conceptual model. CFA confirmed the reliability and validity of the
constructs, with factor loadings exceeding 0.7 and Cronbach’s alpha values above 0.8 for all dimensions. SEM

results indicated that all hypothesized paths were significant (p < 0.001). Specifically, KM with an innovation

capacity approach positively influenced culture (f = 0.886), management ( = 0.791), resources (B = 0.914),

and results/outcomes (3 = 0.758).

The Friedman test revealed priority rankings among the four dimensions: results and outcomes ranked highest,
followed by resources, culture, and management. This suggests that tangible results serve as the most
compelling driver for embedding KM practices, while management plays a supportive but less decisive role
compared to other factors. The overall model demonstrated a high goodness-of-fit (GOF = 0.761), indicating
robustness and explanatory power.

Discussion and Conclusion

The findings highlight the centrality of results and outcomes in motivating KM adoption and innovation in

public service organizations. While culture, management, and resources are essential enablers, it is the visible

and measurable benefits—such as improved service delivery, client satisfaction, and organizational growth—

that sustain KM initiatives.

The study confirms that KM cannot be reduced to a technical system; rather, it is a comprehensive socio-
technical process involving leadership commitment, cultural alignment, and adequate resourcing. These

insights align with the broader KM literature emphasizing that knowledge-sharing cultures and supportive
leadership styles foster innovation capacity. Furthermore, prioritizing tangible outcomes provides justification

for continued investment in KM infrastructure in bureaucratic organizations such as property registration

offices.

The research contributes both theoretically and practically. Theoretically, it advances understanding of KM-
innovation linkages in the context of public organizations, offering a multidimensional model that integrates

culture, management, resources, and outcomes. Practically, it provides a roadmap for property registration
organizations in Iran to design and implement KM systems that enhance innovation capacity, improve service

quality, and boost citizen trust.
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The study concludes that developing innovation capacity through KM requires an integrated approach that
balances intangible enablers with tangible results. By fostering a knowledge-oriented culture, mobilizing
resources, and aligning leadership strategies with innovation goals, property registration organizations can
overcome bureaucratic inertia and achieve sustainable improvements in performance and service delivery.
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