The copyright © of this thesis belongs to its rightful author and/or other copyright
owner. Copies can be accessed and downloaded for non-commercial or learning
purposes without any charge and permission. The thesis cannot be reproduced or
quoted as a whole without the permission from its rightful owner. No alteration or

changes in format is allowed without permission from its rightful owner.



INTELLECTUAL CAPITAL, KNOWLEDGE MANAGEMENT
AND HIGHER EDUCATION INSTITUTIONS PERFORMANCE
IN PAKISTAN: ROLE OF INNOVATION AS MEDIATOR

QALANDER BUKSH ALI

DOCTOR OF PHILOSOPHY
UNIVERSITI UTARA MALAYSIA
2025



INTELLECTUAL CAPITAL, KNOWLEDGE MANAGEMENT
AND HIGHER EDUCATION INSTITUTIONS PERFORMANCE
IN PAKISTAN: ROLE OF INNOVATION AS MEDIATOR

QALANDER BUKSH AL (903965)

Thesis Submitted to
School of Business Management,
Universiti Utara Malaysia,
in Fulfilment of the Requirement for the Degree of Doctor of Philosophy



Othman Yeop Abdullah Graduate School of Business

Kolej Perniagaan

(College of Business)

Universiti Utara Malaysia

PERAKUAN KERJA TESIS / DISERTASI
(Certification of thesis / dissertation)

Kami, yang bertandatangan, memperakukan bahawa
(We, the undersigned, certify that)

QALANDER BUKSH ALI

calon untuk ljazah DOCTOR OF PHILOSOPHY (HUMAN RESOURCE MANAGEMENT)

(candidate for the degree of)

telah mengemukakan tesis / disertasi yang bertajuk:
(has presented his/her thesis / dissertation of the following title):

INTELLECTUAL CAPITAL, KNOWLEDGE MANAGEMENT AND HIGHER EDUCATION
INSTITUTIONS PERFORMANCE IN PAKISTAN: ROLE OF INNOVATION AS MEDIATOR.

seperti yang tercatat di muka surat tajuk dan kulit tesis / disertasi.
(as it appears on the title page and front cover of the thesis / dissertation).

Bahawa tesis/disertasi tersebut boleh diterima dari segi bentuk serta kandungan dan meliputi bidang iimu dengan
memuaskan. Sebagaimana yang ditunjukkan oleh calon dalam ujian lisan yang diadakan pada:

16 Julai 2025.

(That the said thesis/dissertation is acceptable in form and content and displays a satisfactory knowledge of the field

of study as demonstrated by the candidate through an oral examination held on:
16 July 2025.

Pengerusi Viva . Assoc. Prof. Dr. Awanis Binti Ku Ishak
(Chairman for Viva)

Pemeriksa Luar  Assoc. Prof. Dr. Mohd Hamran Bin Mohamad
(External Examiner) (UPNM)
Pemeriksa Dalam . Prof. Dr. Subramaniam a/l Sri Ramalu

(Internal Examiner)

Tarikh: 16 Julai 2025

Tandatangan

(Signature)

Tandatangan m
(Signature) =

—_——

Tandatangan /Qﬂ
(Signature) .
N




Nama Pelajar ; Qalander Buksh Al

(Name of Student)

Tajuk Tesis / Disertasi . Intellectual Capital, Knowledge Management and Higher Education
(Title of the Thesis / Institutions Performance in Pakistan: Role of Innovation as
Dissertation) Mediator.

Program Pengajian ; Doctor of Philosophy (Human Resource Management)

(Programme of Study)

Nama Penyelia/Penyelia-

penyelia ; Assoc. Prof. Dr. Md. Lazim Bin Mohd Zin
(Name of
Supervisor/Supervisors) Tandatangan
(Signature)
Dr. Saiful Azizi Bin Ismail
Tandatangan

(Signature)



PERMISSION TO USE

In presenting this thesis in fulfilment of the requirements for a Post Graduate Degree
from the Universiti Utara Malaysia (UUM), | agree that the library of this university
may make it freely available for inspection. | further agree that permission to copy this
thesis in any manner, in whole or in part, for scholarly purposes may be granted by my
supervisors or in their absence, by the Dean of the School of Business where | did my
thesis. It is understood that any copying or publication or use of this thesis or parts of
it for financial gain shall not be allowed without my written permission. It is also
understood that due recognition shall be given to me and the UUM for any scholarly
use which may be made of any material in my thesis.

Request for permission to copy or to make other use of materials in this thesis in whole

or in part should be addressed to:

Dean of School of Business Management
Universiti Utara Malaysia

06010 UUM Sintok Kedah Darul Aman



ABSTRACT

In the economic development and growth higher education plays a vital role
particularly in the context of Pakistan. In spite of this higher education performance is
seldom hindrance due to limited knowledge resources, lack of innovation capabilities
and lack of knowledge management practices. The aim of this study is to investigate
the influence of components of intellectual capital (human capital, structural capital,
and relational capital) and knowledge management (knowledge acquisition,
knowledge sharing, and knowledge application) on higher education performance with
mediating variable innovation. The research framework was developed based on the
integration of Resource-Based-View and Knowledge-Based-View theories. The
nature of the study is quantitative, and the study used proportionate stratified random
sampling technique, and the questionnaire was adapted and distributed among top level
managers such as VC’s, HoD’s, Deans and Directors. Thus, 155 questionnaires were
distributed with a response rate 93%. The partial least square structural equation
modelling (PLS-SEM) applied to test the hypothesis and for data screening SPSS28
was used. The findings revealed that human capital and knowledge sharing have a
direct relationship with higher education institutions’ performance. However,
structural capital, relational capital, knowledge acquisition, and knowledge application
have no direct relationship with higher education institution’ performance.
Additionally, innovation mediates the relationship between human capital, structural
capital, knowledge application, and performance of higher education institutions in
Pakistan. Also, this study provides the practical implication to the managers of higher
education institutions of Pakistan, establishing intellectual capital (human capital,
structural capital, relational capital) and entrenching knowledge management practices
(knowledge acquisition, knowledge sharing and knowledge application with fostering
innovation are important for the higher education performance of Pakistan.

Keywords: Intellectual Capital, Knowledge Management, Innovation, Higher
Education Performance



ABSTRAK

Dalam konteks pembangunan dan pertumbuhan ekonomi, pendidikan tinggi
memainkan peranan yang amat penting, khususnya di Pakistan. Namun, prestasi
institusi pendidikan tinggi sering terjejas oleh kekangan sumber pengetahuan, tahap
keupayaan inovasi yang rendah serta amalan pengurusan pengetahuan yang terhad.
Oleh itu, kajian ini bertujuan untuk meneliti pengaruh komponen modal intelek (modal
insan, modal struktur dan modal perhubungan) dan pengurusan pengetahuan
(pemerolehan pengetahuan, perkongsian pengetahuan, dan penerapan pengetahuan)
terhadap prestasi pendidikan tinggi dengan inovasi sebagai pemboleh ubah
pengantara. Kerangka penyelidikan ini dibangunkan berasaskan gabungan teori
Pandangan Berasaskan Sumber dan Pandangan Berasaskan Pengetahuan. Kajian ini
menggunakan pendekatan kuantitatif dengan teknik persampelan rawak berstrata
mengikut perkadaran. Instrumen soal selidik telah disesuaikan dan diedarkan kepada
pengurus peringkat tertinggi, termasuk Naib Canselor, Ketua Jabatan, Dekan dan
Pengarah. Sebanyak 155 soal selidik telah diedarkan dengan kadar maklum balas
sebanyak 93 peratus. Kaedah Pemodelan Persamaan Struktur Separa Kuasa Dua
Terkecil (PLS-SEM) digunakan untuk menguji hipotesis, manakala SPSS versi 28
digunakan untuk penyaringan data. Dapatan kajian menunjukkan bahawa modal insan
dan perkongsian pengetahuan mempunyai hubungan langsung yang signifikan dengan
prestasi institusi pendidikan tinggi. Walau bagaimanapun, modal struktur, modal
perhubungan, pemerolehan pengetahuan dan penerapan pengetahuan tidak
menunjukkan hubungan langsung yang signifikan dengan prestasi institusi pendidikan
tinggi. Selain itu, inovasi didapati berperanan sebagai pemboleh ubah pengantara
dalam hubungan antara modal insan, modal struktur, penerapan pengetahuan dan
prestasi institusi pendidikan tinggi di Pakistan. Kajian ini turut memberikan implikasi
praktikal kepada pengurus institusi pendidikan tinggi di Pakistan bahawa
pembangunan modal intelek yang merangkumi modal insan, modal struktur dan modal
perhubungan serta pengukuhan amalan pengurusan pengetahuan yang melibatkan
pemerolehan, perkongsian dan penerapan pengetahuan dengan memperkukuh budaya
inovasi adalah penting bagi meningkatkan prestasi institusi pendidikan tinggi di negara
tersebut.

Kata kunci: Modal Intelek, Pengurusan Pengetahuan, Inovasi, Prestasi Pendidikan
Tinggi.
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CHAPTER ONE

INTRODUCTION

1.1 Background of the Study

The history of higher education in Pakistan has been very old since its independence
in 1947, when there were only a few institutions, where Quaid-e-Azam University is
known as the oldest university after its independence (Fatima et al., 2020). However,
when discussing education, it enables citizens to empower and contribute to the
economic growth of the country; for any nation, higher education is the key

determinant of economic growth (Abid, 2022).

Unfortunately, Pakistan is facing a challenging situation in the education sector,
because spending on education is its biggest challenge. According to the Economic
Survey of Pakistan (2023), the current budget (2022-2023) for education is only 1.77%
of GDP which is the lowest in the region, and the literacy rate in (2022-2023) was
62.3%. From the various United Nations agencies' views, they recommended that the
budget for education must be 4% of the GDP. In recent years, the highest percentage
of GDP in Pakistan was spent on education in 2017-18, when education expenditures
were raised to 2.12%. The usual argument given for a lack of spending on education

has always been, and still is, a lack of resources (Shaheen et al., 2024).

This lack of resources poses numerous challenges for the survival of higher education
institutions (HEIs). For instance, researchers have argued that globalisation and
internationalisation of higher education have raised concerns about academic quality
(Murtaza & Hui, 2021) and the international rankings of HEIs (Haq & Faridi, 2020).

Universities in Pakistan face the same challenges as universities in other developing
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Appendix B: Sample of Questionnaire

SECTION A:

Demographic information

The following section will ask about the profile of your Institution. Kindly fill in the

required information.

Please read the following statements and TICK (V) in the appropriate box.

Sector

OPublic Sector
O Private Sector

Gender

OMale
OFemale

Province

CPunjab

Sindh

[(IBaluchistan
OlIslamabad

OKhyber Pakhtunkhwa
(KPK)

OAzad Jammu Kashmir
(AJK)

O Gilgit Baltistan (GB)

Age

[JLess than 30 years
[130- 39

140 - 49

150 and over

SECTION B: Intellectual Capital Scale

Designation

[OVice Chancellor
[1Dean
COHOD/Directors
1 Others

Name of University

Please read the following statements and TICK (V) the number. Using the 5-point Likert
scale where (1) strongly disagree (2) Disagree (3) Neutral (4) Agree (5) strongly Agree,

below:

SR |Intellectual Capital
#

SD| D N|A|SA

Human Capital

HC1 | Our university faculty have the knowledge necessary toperform | 1 [2 |3 |4 |5
their duties in the best way possible.

HC2 | Our university faculty members are keen to search for and 1 121345
acquire knowledge required in their field.
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HC3 | Our university faculty is keen to confirm the availability of the 1 5
necessary skills and capabilities during the attract and recruit
operations.

HC4 | Our university has a sufficient number of scientifically and 1 5
professionally qualified employees to perform the functional
tasks assigned to them.

HCS |Our university faculty members practical and scientific | 1 5
experience possess contribute in providing best solutions to the
problems they face.

Structural Capital

SC1 |Our university administration is keen to clarify the rules and| 1 5
regulations for its employees since joining the work.

SC2 | The employees are obliged to follow reporting lines according 1 5
to the university’s organizational structure.

SC3 |There is a specific job description for the tasks, duties, and 1 5
responsibilities required of the university employee.

SC4 | The university has a procedures guide that explains and defines | 1 5
the steps for implementing the work.

SCS5 | There are specific and standardized methods for everyone who | 1 5
exercises the same function.

Relational Capital

RC1 |Our university encourages teamwork and a team spirit method. 1 5

RC2 |Our university employees work in teams to contribute to creating | 1 5
mnnovative ideas.

RC3 |Our university employees work to provide a stimulating| I 5
environment for the development of positive communication
networking among all its employees.

RC4 | Our university employees have distinguished social relations with | 1 5
workers in competing universities.

RCS5 | The social relations of our university employees are characterized | 1 5
by respect and appreciation with officials and workers in different
institutions.

SECTION C: Knowledge Management Scale
Please read the following statements and TICK (V) the number. Using the Likert scale where

(1) strongly disagree (2) Disagree (3) Neutral (4) Agree (5) strongly Agree, below:

SR Knowledge 1 5

# Management SD SA

Knowledge Acquisition

KA1 | Ouruniversity encourages and has processes for the exchange | 1 5
of ideas and knowledge between individuals and groups.
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KA2 | Our university has a mechanism for creating and acquiring
knowledge from different sources such as customers,
employees, business partners and competitors.

KA3 | Our university responds to our ideas and documents them for
further development.

KA4 | Our university sets up regulations to encourage staff to further
study after a certain period working for the institution.

KAS | Our university recruits and hires quality professionals or
teaching staff to increase grey matter in the organization.

KA6 | Our university annually spends certain amount of budget to
purchase learning and research materials.

Knowledge Sharing

KS1 |Our university has libraries, resource centers and other
forums to display and share knowledge.

KS2 | Our university has knowledge in the form that is readily
accessible to us when needed.

KS3 |Our university has different publications to display the
captured knowledge.

KS4 |Our university has regular symposiums, lectures,
conferences, and training sessions to share knowledge.

KSS |Our university utilizes various written devices such as
newsletters, manuals to store the knowledge what they
capture.

KS6 |Our university utilizes databases, repositories, and info
technology applications to store knowledge for easy access
by staff.

KS7 |Our university runs apprenticeship, mentor, or coaching
programs for the development of young staff.

KS8 |Our university provides space and occasion for employees to
talk and to listen to one another and interact informally.

KS9 |Our university often forms up team with members from
different departments to involve in a special project.

KS10 [Our university has virtual space (i.e., website, forum,
intranet, internal e-mail system).

KS11 | Our university sends out timely reports with appropriate
information to us and other relevant institutions.
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Knowledge Application

KAP1 | Our university has methods to analyze and critically I |2 |3 (4|5
evaluate knowledge to generate new patterns and
knowledge for future use.

KAP2 | Our university applies knowledge to critical competitive I |2 |3 (4|5
needs.

KAP3 | Our university has a mechanism to protect knowledge from I |2 |3 (4|5
inappropriate or illegal use inside and outside of the
institution.

KAP4 | Our university has different methods to further develop the 1 |2 [3|4]5
knowledge and apply them to new situations.

KAPS | Our university has mechanism for filtering, cross-listing,and |1 |2 |3 |4 |5
integrating different sources and type of knowledge.

SECTION D: Innovation Scale

Please read the following statements and TICK (V') the number. Using the Likert scale where
(1) strongly disagree (2) Disagree (3) Neutral (4) Agree (5) strongly Agree, below:

SR Innovation 1 (23 (4|5

# SDID| N|A|SA

INNOL1 | Our university is keen to provide creative and innovative| 1 |2 |3 (4 |5
services.

INNO2 | Our university provides all facilities to encourage its|1 |2 |3 (4 |5
employees to be creative.

INNO3 | Our university is inspired by creative and innovative ideasby |1 |2 |3 [4 |5
communicating with students, their families, and listening to
their suggestions.

INNO4 | Our university provides material and moral incentives for I 231415
innovative ideas.

INNOS | Our university officials possess a high ability to perceive 1 |23 |4]5
future ideas.
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SECTION E: Higher education performance Scale

Please read the following statements and TICK (V) the number. Using the Likert scale

where (1) strongly disagree (2) Disagree (3) Neutral (4) Agree (5) strongly Agree, below:

SR | Higher education 1 2 13|45
# performance SD N|A|SA
D

Teaching Performance

TP1 | The faculty member of our university communicates clearly | 1 2 (31415
about practical matters and course organization.

TP2 | The faculty members of our university make it clear what | 1 2 (31415
knowledge and skills students acquire to pass their courses.

TP3 | The faculty members of our university use a variety of | 1 2 13145
teaching methods to help students learn.

TP4 | The study material (slides, notes, books, etc.) helps students | 1 2 |3 14 |5
to understand the course material.

TP5 | The feedback and assignments from the faculty members
help students to do better.

Research Performance

RP1 | Our university has increased its ability to obtain research | 1 2 |13 |4 |5
grants.

RP2 | Our university has increased its ability to complete research | 1 2 |13 |4 |5
on time as planned.

RP3 | Our university has increased its ability to produce research | 1 2 (3 |4 |5
that meets objectives respectively.

RP4 | Our university has increased its ability to involve students in | 1 2 13 |4 |5
research work.

RPS | Our university has an increased its ability to produce |1 2 |3 |4 |5
impactful research that attracts citations.

Service Performance

SP1 | Our university faculty members provide services in |1 2 |3 |4 |5
designing new academic programs.

SP2 | Our university faculty members provide services in |1 2 (314 |5
curriculum development.

SP3 | Our university faculty participate in academic committees | 1 2 |3 |4 1|5
(e.g., departmental, advisory, budget, hiring and recruitment)

SP4 | Our university faculty responds immediately to colleagues’ | 1 2 13 14 |5
urgent requests.

SP5 | Our university faculty voluntarily assists staff members from | 1 2 13 |4 |5
other departments

SP6 | Our university faculty assists new staff members in work- |1 2 13 |4 |5
related tasks and operations

SP7 | Our university faculty members resolve conflicts among staff | 1 2 |3 14 |5

members
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SP8

Our university faculty assists colleagues when they
encounter job difficulties

SP9

Our university faculty members provide services in student
counselling

SP10

Our university faculty are engaged in community service
(e.g., providing field/discipline-related consulting service to
third parties)

SP11

Our university faculty willingly listens to students’ request.

SP12

Our university faculty responds to students’ requests that go
beyond what was promised

SP13

Our university faculty members provides standardized
(uniform) service to students

SP14

Our university faculty members provide unique services as
compared to other universities.

SP15

Our university faculty members stay late to provide service
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Appendix C: Content and face validation
Items Rating Remarks
1 2 3 4
Not Itneeds Itneeds Itis
relevant major minor relevant
and clear.  revision revisions and clear
Intellectual
Capital
Human Capital
Item no. 1 10 For item no. 1 all
(R1-R10)  the experts gave
Item no. 2 1 1 8 similar reviews and
(R3) (R4) (R1, R2-  marked the item as
R5-R10) relevant and
Item no. 3 1 9 correct.
(R2) (R1,R3-  For Item no. 2 one
R10) expert share his
Item no. 4 10 opinion that the
(R1- R10) itemis not relevant,
Item no. 5 1 1 8 and one suggest it
(R9) (R10) (R1-R8)  need minor
revision and

Structural Capital
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remaining suggests
items are clear and
relevant.

For Item no. 3 one
expert suggest
major revision and
remaining suggests
items are relevant
and clear.

For Item no. 4 All
the experts
suggests that items
are relevant and
clear

For Item no. 5 one
expert suggest that
item is not relevant
and clear and one
expert suggests
minor revision
remaining suggests
that the item is
relevant and clear.
For Item no. 1 one
expert suggest



Iltem no. 1 (R2) (R1, R3- minor revisions and
R10) remaining suggests
item is clear and
relevant.

ltem no. 2 1 1 For item no. 2 one
(R5) (R7) expert suggest that
item is not clear
and relevant, and
one expert suggests
it needs minor
revision and
remaining experts
suggests that item
is relevant and

clear.
Item no. 3 1 9 For Item no. 3 one
(R2) (R1, R3-  expert suggest
R10) minor revision and
remaining suggests
item is relevant and

Item no. 4 1 9 clear.
(R6) (R1-R5,  For Item no. 4 one
R7-R10)  expert suggest
minor revision and
Item no. 5 1 9 remaining suggests
(R2) (R1-R3, item is relevant and

R7-R10)  clear.
For Item no. 5 one
expert suggest
minor revision and
remaining suggests
item is relevant and

clear.
Relational Capital For Item no. 1 all
10 the experts
Item no. 1 (R1-R10) suggests that the
item is relevant and

Item no. 2 2 8 Clear.

(R3, R4) (R1,R2, For Item no. 2 two
R5-R10)  experts suggest that

Item no. 3 10 item needs minor
(R1-R10) revision and
Item no. 4 10 :ﬁ”:a'”'_r;g nf“ggesrts
(R1-R10) a items are

relevant and clear.
Item no. 5 2 8 For Item no. 3 all
(R2, R5) (R1,R3, the experts suggest
R4,R6-  that the item is

R10) relevant and clear.
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Knowledge
Management

Knowledge
Acquisition
Item no. 1

Item no. 2

Item no. 3

Item no. 4

Item no. 5

Item no. 6

(R1)
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(R2)

(R3)

(R2)

(R4)

(R1)

(R1, R3-
R10)

(R2, R4-
R10)

(R1, R3-
R10)

(R1-R3,
R5-R10)

9
(R2-R10)

10
(R1-R10)

For Item no. 4 all
the experts suggest
that the item is
relevant and clear.
For Item no. 5 only
two experts suggest
minor revision and
remaining suggests
item is relevant and
clear.

For Item no. 1 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 2 only
one expert suggest
that item is nor
relevant and clear
and only one expert
suggest that it need
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 3 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 4 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 5 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 6 all
the experts suggest



Knowledge

Sharing

Itemno. 1

Item no. 2

Item no. 3

Item no. 4 1
(R1)

Item no. 5

Item no. 6 1
(R1)

Item no. 7 1
(R1)

Item no. 8

Item no. 9

Item no. 10
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10
(R1-R10)

10

(R1-R10)

10
(R1-R10)

9
(R2-R10)
10
(R1-R10)
9

(R2-R10)

9
(R2-R10)

10

(R1-R10)

10
(R1-R10)

10
(R1-R10)

that the item is
relevant and clear.

For Item no. 1 all
the experts suggest
that the item is
relevant and clear.

For Item no. 2 all
the experts suggest
that the item is
relevant and clear.
For Item no. 3 all
the experts suggest
that the item is
relevant and clear.
For Item no. 4 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 5 all
the experts suggest
that the item is
relevant and clear.
For Item no. 6 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 7 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 8 all
the experts suggest
that the item is
relevant and clear.
For Item no. 9 all
the experts suggest
that the item is
relevant and clear.
For Item no. 10 all
the experts suggest



Item no. 11

Knowledge
Application
Iltem no. 1

Item no. 2

Item no. 3

Item no. 4

Item no. 5

Innovation

Item no. 1

Item no. 2

Item no. 3

Item no. 4

Item no. 5

Higher education
performance

246

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

that the item is
relevant and clear.

For Item no. 11 all
the experts suggest
that the item is
relevant and clear.

For Item no. 1 all
the experts suggest
that the item is
relevant and clear.

For Item no. 2 all
the experts suggest
that the item is
relevant and clear.

For Item no. 3 all
the experts suggest
that the item is
relevant and clear.

For Item no. 4 all
the experts suggest
that the item is
relevant and clear.

For Item no. 5 all
the experts suggest
that the item is
relevant and clear.

For Item no. 1 all
the experts suggest
that the item is
relevant and clear.

For Item no. 2 all
the experts suggest
that the item is
relevant and clear.

For Item no. 3 all
the experts suggest
that the item is
relevant and clear.

For Item no. 4 all
the experts suggest
that the item is
relevant and clear.

For Item no. 5 all
the experts suggest
that the item is
relevant and clear.



Teaching
Performance

Item no. 1

Item no. 2

Item no. 3

Item no. 4

Item no. 5

Research
Performance

Itemno. 1

Item no. 2

Item no. 3

Item no. 4

Item no. 5

Service
Performance
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(R4)

(R1)

10
(R1-R10)

10
(R1-R10)

9
(R1-R3,
R5-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

9

(R2-R10)

10
(R1-R10)

For Item no. 1 all
the experts suggest
that the item is
relevant and clear.
For Item no. 2 all
the experts suggest
that the item is
relevant and clear.
For Item no. 3 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 4 all
the experts suggest
that the item is
relevant and clear.
For Item no. 5 all
the experts suggest
that the item is
relevant and clear.
For Item no. 1 all
the experts suggest
that the item is
relevant and clear.
For Item no. 2 all
the experts suggest
that the item is
relevant and clear.
For Item no. 3 all
the experts suggest
that the item is
relevant and clear.
For Item no. 4 all
the experts suggest
that the item is
relevant and clear.
For Item no. 5 only
one expert suggests
minor revision and
remaining suggest
that item is relevant
and clear.

For Item no. 1 all
the experts suggest



Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

Item no.

10

11

12

13
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10
(R1-R10)

10
(R1-R10)

10
(R1-
R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

10
(R1-R10)

that the item is
relevant and clear.

For Item no. 2 all
the experts suggest
that the item is
relevant and clear.

For Item no. 3 all
the experts suggest
that the item is
relevant and clear.

For Item no. 4 all
the experts suggest
that the item is
relevant and clear.

For Item no. 5 all
the experts suggest
that the item is
relevant and clear.

For Item no. 6 all
the experts suggest
that the item is
relevant and clear.

For Item no. 7 all
the experts suggest
that the item is
relevant and clear.

For Item no. 8 all
the experts suggest
that the item is
relevant and clear.

For Item no. 9 all
the experts suggest
that the item is
relevant and clear.

For Item no. 10 all
the experts suggest
that the item is
relevant and clear.

For Item no. 11 all
the experts suggest
that the item is
relevant and clear.

For Item no. 12 all
the experts suggest
that the item is
relevant and clear.

For Item no. 13 all
the experts suggest
that the item is
relevant and clear.



Item no. 14

Item no. 15

10
(R1-R10)

10
(R1-R10)

For Item no. 14 all
the experts suggest
that the item is
relevant and clear.

For Item no. 15 all
the experts suggest
that the item is
relevant and clear.
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