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Abstract 
The aim of this research is to investigate the role of knowledge assets, knowledge management processes 
(knowledge creation, knowledge sharing, knowledge application, knowledge storage), intellectual capital 
elements (human, structural, relational or customer capital). Accordingly, a questionnaire survey has been 
designed to examine the above form based on a dataset of 189 staffs of tourist agencies in Irbid, Jordan. 
Questionnaires included 33 items have been used to get data from respondents. Multiple regression analysis has 
been performed to examine the hypothesis of research. This study identified that all knowledge management 
processes have a direct impact on innovation. The study also showed that human and structural capital has a 
positive impact on innovation in the tourist agencies in Irbid. The Customer Capital does not have a positive 
impact on innovation. The results have a huge impact on the tourism sector, especially tourist agencies in Irbid, 
Jordan. 
Keywords: intangible assets, Intellectual capital, knowledge management, Tourist agencies in Irbid 
1. Introduction 
Technological development changes the dynamics within the organizations' environment, an uncertain and 
rapidly changing environment. The faster this change is, the more important the innovation becomes (Teixeira et 
al.,2018; Abualoush et al.,2018a), fast technological changes, more desired customers, and the significance of 
innovation have transformed the foundations of competition for many companies away from traditional material 
and financial resources to intellectual assets, Thus, there is widespread recognition that intellectual assets 
(strategic resources) and vital or crucial factors drive business development(Kamukama et al.,2010), modern 
technologies have helped to changing consumption and production patterns, which also impact changes in 
companies and their goods and processes (Bolisani & Bratianu 2017, Abualoush,2016), These changes require 
efforts by organizations that need different monitoring Knowledge sources and access within and outside the 
organization such as employees, customers, suppliers and competitors, to blend that knowledge to influence 
innovation, and to observe the development of new markets. (Bolisani & Bratianu, 2017; Dayan et al., 2017). 
Knowledge Management (KM) has become very important and exciting concepts in management(Chawinga & 
Chipeta 2017), Knowledge becomes increasingly important because it has a positive impact on earning 
competitive edge and ameliorative innovation that leads the organization to high performance (Abualoush et al., 
2018b), Successful companies must acquire the ability to gather, save, and share knowledge in order to gain and 
sustain a competitive edge (Obeidat et al., 2016), The company's ability to innovate is related to the knowledge it 
possesses, and how it arrange itself to action with such knowledge (Chawinga & Chipeta, 2017). Intellectual 
capital has become very important elements of the success of organizations in a complex environment in a 
knowledge era (Obeidat et al., 2018). In addition, IC is the vital source of the competitive advantage of 
organizations (Obeidat et al., 2018), leading to improved capacity for innovation and organizational performance. 
Employees of intellectual capital must therefore learn to improve their innovation and organizational 
performance (Sivalogathasan & Wu, 2015). 
Although many studies have found a positive influence on intellectual assets (intellectual capital and knowledge 
management) on innovation (Obeidat et al., 2016; Sivalogathasan & Wu, 2015), but rare studies have been made 
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in this relationship in Jordan, and in the tourism sector (tourist agencies), in particular. Furthermore, no earlier 
studies have investigated to our knowledge the impact of knowledge assets combined (intellectual capital and 
knowledge management) on innovation. This research examines these gaps by investigating these relations in the 
tourism sector (tourist agencies) in Jordan. This sector is chosen because it has become one of the most 
important pillars supporting the country's economy through the development of tourism products and services, 
stimulating investment and the labor market (www.mota.gov.jo). Although it has seen many developments and 
increased numbers of tourism agencies, are considered relatively weak in innovation, especially in the process of 
customer interaction through its weakness in the development of tourism products and services.  
2. Literature Review 
2.1 Intellectual Capital 
Intellectual capital now covers the competitive asset of creativity and innovation-based development. It is the 
key to survival in a rapidly changing environment and a key factor in achieving productivity, efficiency and 
success. Intellectual capital is one of the key determinants of all organizations, creating value and competitive 
advantage that enable organizations attain success (Abualoush et al., 2018a; Dost et al., 2016). IC is a blend of 
intangible assets, such as expertise, knowledge, ability, capability, customer relationship, information technology, 
structures, creative and social values, These can be utilized to make an organizational value and extend a 
competitive advantage. (Khalique et al., 2015). The importance of intellectual capital has been confirmed in 
order to attain strategic goals. IC is utilized to make and apply knowledge to improvement the value of the 
company. Value create is at the essential of top management and the rationale for intellectual capital is its 
capacity to create value (Cavicchi, 2017). Kamukama et al. (2011) Identified intellectual capital as possessing 
knowledge and experience, knowledge and professional skill, technological capabilities and competence, which 
can make organizations gain competitive advantage. Stewart (1997) defined the IC "as the intellectual material 
that is formalized, captured and used to create competitive advantage". IC is referred to as knowledge that can be 
transformed to value (Edvinsson & Sullivan, 1996), also, defined as a mix of human and organizational 
resources and activities and relationships of the organization, including employees knowledge, skills, expertise 
and capabilities, organizational routines, procedures, information systems, databases and all resources connected 
with the foreign relations of the organization, such as consumer and suppliers (Cavicchi, 2017). Bontis (1999) 
added that intellectual capital encompasses all intangible assets in the organization, including its operations, 
innovation capability, as well as the tacit knowledge possessed by its employees and their network partners.  
There is broad assent that IC comprises three components: human capital(HC), customer or relational 
capital(RC), structural capital(SC) (Bontis, 1998- Stewart, 1997- Edvinsson & Sullivan, 1996) which we will 
focus on in our current study. human capital(HC) is referred to as collective knowledge, education, skills, 
attitudes, creative ideas, loyalty and expertise of organizational staff, which assist to add value to the 
organization (Birasnav et al.,2011), Human capital represents the tacit and inclusive competencies and 
experiences of individuals (Obeidat et al., 2018). Thus, organizations with high human capabilities and education 
capacities are able to link and pool their asset and traditional capacities in modern and distinct styles capable of 
delivering superior services to their clients than their competitors (Kamukama & Sulait, 2017). Structural capital 
(SC); knowledge of the organization that lies in the organization's databases, structures, systems, culture, 
processes, patents, and information systems. Structural capital also represents routine and procedures (including 
performance measurement) and techniques that distinguish the internal environment for organizations (Cavicchi, 
2017), Know how to generate, retain, transfer and manage knowledge efficiently to create not only new value for 
shareholders but also to create a sustainable competitive edge and, most importantly, to realize High performance 
(Abualoush et al., 2018a). Customer Capital; (Relationships developed by the organization with shareholders): 
Referred to strategic affinity with inside and out shareholders (suppliers, customers, staffs) or the organization's 
relationships with suppliers, customers, brand names, and trademarks (Wasim ul Rehman, 2015). 
2.2 Knowledge Management 
One of the main features of this century is that it is an age of knowledge, knowledge fall an very key resources 
that organizations can employ to increase the process of innovation and winning their competitive edge by 
considering every employee in the organization that he knows and how they harness their knowledge (Obeidat et 
al., 2016). Knowledge has become of the key factors of production with traditional asset. It is the base incentive 
of economic, evolution and the catalyst for technology advancement and production enhancement, Knowledge 
produce innovation and convert it into processes and products (Masa’deh, 2016). Knowledge Management's 
main objective is to supply knowledge to the firms on a lasting ground and to make it a practical position that 
serves the objectives of the organization to realize efficiency and effectiveness through the organization of 
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knowledge efforts, and to attain the strategic objectives and operation (Abualoush et al., 2018b),. Knowledge 
management enables organizations to transform information and data into relevant knowledge that meets the 
organizational goals (Fombad, 2018), Knowledge management revolves around managing relationships between 
people and how organizational structures, leadership and culture affect people. Who implement knowledge 
management processes as part of their work (Fombad, 2018) helping organizations find new ways to use implicit 
and explicit individual knowledge. It also collects the knowledge, rational capacities and experiences of people 
working in the organization, and the ability to retrieve them as assets of the organization (Khamda, 2010).  
Knowledge Management (KM) is the sum of systematic processes that assist the Organization in creating, 
producing, organizing, employing, disseminating and making knowledge available to all Members and 
beneficiaries of the Organization (Masa’deh 2016). Knowledge management is defined as an ongoing process 
involving many activities and practices aimed at identifying, creating, developing, disseminating, implementing, 
conserving and facilitating retrieval of knowledge, thereby positively impacting performance improvement, 
reducing costs and improving capacity to adapt to the requirements for rapid and continuous change in the 
environment surrounding the organization (Nonaka et al., 2000), KM is a way to build a learning organization 
where employees can generate, share, create, apply and save them in their decision-making activities (Khamda, 
2010). Knowledge management is another way of knowing when and where a person may need them and how to 
reach them (Khamda, 2010).  
Knowledge management processes are a coherent, continuous and dynamic process involving the creation, 
sharing, documentation, and utilization of knowledge (Fombad, 2018). This paper focuses on four processes of 
knowledge management: knowledge creation, knowledge sharing, application of knowledge and knowledge 
storage. It is worth explaining in more specify Knowledge Creation; Nonaka et al. (2000) Nonaka et al. (2000) 
noted that knowledge creation is an organizational, social, and cooperative process of react between tacit and 
explicit knowledge, Al Saifi (2015), identifies three types of knowledge creation processes: Encoding knowledge 
in appropriate shape and making it deployable and transmitted in the organization. In this process, the target is to 
simplify knowledge. Second, the combination of present knowledge- here, the target is to catch present 
information and reuse or apply it. Third, the, the create of fresh knowledge, with the target of give information 
that assist to breed new insights for the organization. 
Sharing of Knowledge: can be defined as a social action culture, which shows the interchange of people's 
knowledge, experience and skills throughout the all part of organization (Lin, 2007; Obeidat and Otibi, 2015). Al 
Saifi,(2015), is believed that sharing knowledge involves either voluntary or optional communication to know 
the person of the other employee, and to gather knowledge. instance of knowledge participants contain 
employees who want to share knowledge to connect effectively with staffs (knowledge transmitter) who 
vigorously consult others to learn from them (Recipient of knowledge) (Al Saifi, 2015). Knowledge sharing is 
defined as the processes and methods used by the organization to spread, convey, and share knowledge between 
staffs in order to benefit from and develop them and thus be the basis for creating new knowledge (Abualoush et 
al.,2018b). It is also referred to as the implementation of both implicit and explicit knowledge inside and outside 
the organization's borders in order to achieve the Organization's objectives in the most effective way (Nonaka et 
al., 1994; Khamda, 2010) 
Application knowledge: The success of any organization in its knowledge management program depends on the 
amount of knowledge applied in relation to what it has. Knowledge should be used to solve and cope with the 
problems facing the organization. It is the primary objective of the knowledge management process by 
employing them in organizational Operations such as human resource management, decision taking, and 
improving the quality of goods and service (Abualoush et al., 2018b). The application of knowledge can be 
considered as a process to transfer ideas, skills and experiences to practices that improve organizational 
performance. This makes value-added knowledge contributing to changing the nature and development of the 
organization's work, and making knowledge linked to the concept of organizational learning that can record and 
document knowledge acquired through experience and expertise and making it available to others (Chawinga & 
Chipeta, 2017). 
Knowledge Storage: Knowledge storage operations aim to maintain knowledge and facilitate its application and 
use within organizations, including activities designed to transform, document, organize, and maintain 
knowledge (Mills & Smith, 2011). This process is used to address inconsistencies, replication, location, 
fragmentation (Teixeira et al., 2018). 
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3. Hypothesis Development and Research Framework 
3.1 Intellectual Capital and Innovation 
Dost et al. (2016) He pointed out that there are effective capabilities vital for the organization to gain and 
achievement innovation, First, human capital have the ability to learn, speedily and build strategic resources. 
Second, new strategic resources such as, expertise, knowledge and information system should be consolidated 
into the firms. Third, the current strategic resources must be restructured or changed. The main advantage of 
these capabilities is the competitive edge, (Dost et al., 2016). human capital is the root of innovation and 
strategic innovation (Slack & Munz, 2016), structural capital is the value that includes product innovation,, 
operation improvement, innovation between other things; customer capital is cross trust and knowledge that 
enhance networks in the work environment (Dost et al., 2016, Masa’deh et al., 2018; Irtaimeh et al., 2016). 
Human capital has a significant impact on improving production efficiency in the Organization and can 
accelerate innovation in the enterprise. Attention to human capital and effective management of human resources 
will improve the performance of innovation. For organizations, the higher the quality of human capital, the better 
its core competitiveness. In addition to the direct impact of human capital on the efficiency of the organization in 
innovation, areas that are closely related to human capital such as effective human resources system and 
employees training can also greatly affect innovation (Abualoush et al., 2018a; Obeidat et al., 2017; Obeidat et 
al., 2018). In addition, Agostini and Nosella, (2017) noted that innovation and development depends mainly on 
the quality of employees, because employees' Capabilities and skills are the prerequisites for creating fresh and 
innovative thoughts, Hence, human capital is supposed to feed both customer capital and structural capital. On 
the one hand, the existence of versed personnel is possible to make the organization well known for their 
technological capacity and catchy for cooperation with other companies and able to interact enthusiasm with 
clients (ie Customer Capital) (Chahal & Bakshi 2015; Abualoush et al., 2017), From another point of view, 
human knowledge allows companies to use and reuse this knowledge to create value (Chahal & Bakshi 2015). 
Based on the above hypothesis was proposed 
H1:  There is a statistically significant impact of intellectual capital (human capital, customer capital, structure 
capital) on innovation. 
3.2 Knowledge Management and Innovation 
Knowledge management not only focuses on innovation but also breed an environment helpful to innovation. 
The organization's strength to innovate rely on its interior competencies,, like its knowledge, regulations and 
technology, and its skills in creating, embracing and expanding knowledge as well as its interactions with the 
environment. Because innovation is, an essential that result from numerous parties who engagement by adding 
their particular tacit knowledge, action and initiatives and ability (Obeidat et al., 2016; Knowledge is learned and 
exploited to improve business process and innovation. In addition, organizations can stimulate creation, 
participation, implementation and dissemination of knowledge to simplify innovation as knowledge management 
has impact and contributes to transforming implicit knowledge to innovative products, services and processes 
that better innovative performance (Jimenez-Jimenez et al., 2014). in the long run, companies that produce fresh 
knowledge at a decrease cost and faster than competitors, and then use that knowledge doing right, will succeed 
in bring innovative products and services that will give it a competitive advantage (Dayan et al., 2017), past 
empirical papers have tested the impact of knowledge management on innovation. These papers have shown that 
KP like creation of knowledge, sharing, application, documentation and storage - have influence on the 
company's innovation (Chen et al., 2010; Lee et al., 2013). Study Lin (2007) show that there is a connect 
between sharing of knowledge and innovation, as when companies support staffs to, disseminate of knowledge 
within groups and organizations, and this will increase their capability to produce and generate new thoughts and 
opportunities. Mills and Smith (2011) noted that the application of knowledge meant making knowledge more 
effective and pertinent to the organization in increase value, it must utilize knowledge to its products and 
services in a variety of ways, such as regrouping obtainable knowledge, exercising and encouraging its 
employees to think innovatively, also, to benefit from staffs understanding of the firms operations, services and 
products. For example, a lot of organizations encourage organizational learning where persons and groups can 
utilize knowledge gained in initiatives such as enhancing a fresh product with the final aim of improving 
performance in areas like innovation. Based on the above, the hypothesis was formulated:  
H2:  There is a statistically significant impact of knowledge management processes (creation, sharing, 
application and storage) on innovation.  
The main elements of this paper are rely on earlier literature. In fact, this paper used common variables in 
knowledge management literature. Model (1) represents a study model showing the independent variables (IDV): 
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knowledge management processes, intellectual capital components, and DP (innovation), and the suggested 
relevance between them. 

 
Figure 1. Research model  

 
4. Methodology  
To achieve the aim of the paper and based on the previous studies reviewed, the descriptive analytical method 
and the questionnaire have been used as a main instrument for data gathering. Based on the objectives pursued, 
the researchers used the descriptive analytical method, which is based on studying the phenomenon through 
reviewing published studies and researches. Then collecting data through the questionnaire prepared for this 
study, and then analyzing the data in order to test the hypothesis of the study and reach conclusions and 
recommendations for decision makers in the tourism agencies in the city of Irbid in particular. 
4.1 Sample 
The study population included all employees of tourist agencies operating in the city of Irbid in Jordan, where 
the total number of employees working in these 340 employees distributed at all levels of management, 
according to the annual report of the Association of Tourist Agencies in Jordan in 2018, the researcher took a 
simple random sample. According to (Sekaran & Bougie, 2013), the appropriate sample volume is 175. In order 
to ensure access to this sample, 220 questionnaires have been distributed. The number of questionnaires 
allocated to each agency is proportional to the number of its employees relative to the total number of employees 
where each agency has been handed over a number of inquiries. In order to distribute it to its employees 
randomly, 189 questionnaires have been retrieved for analysis, ie 85.9% of the number of distributed 
questionnaires. 
4.2 Measuring Variables and Building the Questionnaire 
The questionnaire has been built after reviewing the literature and previous studies interrelated to the topic of the 
paper, The questionnaire comprises 43 question to measure the framework constructs, The questionnaire used in 
this paper was separated into two section, The 1st consists of the demographic information of the sample of the 
study (sex, age, educational level, years of work), and the 2nd sections test the chose variables, The dimensions of 
KMP (Generation, Storage, Sharing and Application) were modified from the studies by Abualoush et al., 2018; 
Obeidat et al.,2016. In addition, the dimensions of IC (HC, SC, and RC) were adapted from the study of Bontis 
(1998). And innovation, variable questions were formulated based on Obeidat et al., 2017; Engelman et al., 2017. 
The degree of approval of the study sample was estimated according to the five-dimensional Likert scale from 
"1" strongly agree to "5"strongly disagree. 
4.3 Validity and Reliability 
The validity of the items has been proved by experienced arbitrators through presenting it to a group of 

H1

H2

KC 

KS 

KA 
Innovation 

HC 

SC 

RC 

Independent variable 

 Knowledge management  

 Intellectual capital  

Dependent variable 



ijbm.ccsenet.org International Journal of Business and Management Vol. 14, No. 6; 2019 

143 
 

university professors specializing in business administration, knowledge management and scientific research at 
the University of Jordan and Irbid National University. Based on the opinion of the arbitrators, the researcher 
modified, deleted or added new expressions to develop the questionnaire. 
Reliability Coefficient has been extracted, according to the Cronbach's Alpha test for internal consistency. 
Results showed that the Reliability Coefficient of the independent variable knowledge management is (821.0). 
The Reliability Coefficient of the independent variable of intellectual capital is (835.0), while the Reliability 
Coefficient of the dimension of the variable innovation (817.0). It is noted that the Reliability Coefficient for all 
the variables of the study exceeded the minimum allowed is (60) % and therefore the measure gives a 
statistically acceptable results (Hair et al.1998).Table (1) Represent the results of Cranach’s alpha for the 
independent and dependent variables. 
 
Table 1. Cranach’s alpha for the KM processes, intellectual capital and innovation 
Variables Number of items Cronbach Alpha 
Knowledge Creation 5 0,793 
Knowledge Sharing 5 0.851 
Knowledge Application 5 0.765 
Knowledge Storage 5 0.783 
Human Capital 6 0.764 
Structural Capital 6 0.821 
Customer Capital 6 0.817 
Innovation 5 0.776 
 
4.4 Characteristics of the Study Sample 
As explained in Table 2, the Characteristics of the Study Society of the participants in this paper shows that they 
are usually males with BSc degree, and they are about 90.4%. The sample of the study indicates that the 
employees have long work and the majority of the sample has more than five years' experience. The proportion 
of males is more than the proportion of females, as working in tourist agencies requires long working hours. 
 
Table 2. Characteristics of the study sample 

Demographics  Category  Frequency Percentage % 
sex  Males 111 58.7 
 females 78 41.3 
 Sum 189 100 
Qualification  Bachelor  171 90.4 
 Postgraduate  18 9.6 
 Sum 189 100 
Years of work  Less than five years 30 15.8 
 5 – less than ten years 135 71.5 
 Above 10 year  24 12.7 
 Sum 189 100 

 
4.5 Descriptive Analysis 
The following is a view of the results of descriptive statistics for the data, and it is the value of the mean and the 
standard deviations of all dimensions of the study and the constituent paragraphs of each dimension. Taking into 
account that the scale used in the study has been designed to answer the study paragraphs on the basis of the 
Likert scale. 
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Table 3. Mean and SD of the research’s variables 
Type of 
Variable 

Variables Mean Standard Deviation 

Independent 
Variables 

Knowledge Management 3.76 0.65 
Knowledge creation 3.66 0.86 
Knowledge sharing 3.96 0.76 

knowledge Application 3. 86 0.87 

Knowledge storage 3.67 0.75 
Intellectual capital 3.615 0.81 
human capital 4,02 0.68 
structural capital 3.68 0.83 
customer capital 3.55 0.86 

Dependent 
Variable 

Innovation 3.43 0.77 

 
As shown in Table 3, analysis outcome of data show that KM processes are largely used in the tourism agencies 
sector in Irbid where the mean is 3.76. This indicator indicates the significance of KM processes, and this high 
level of supply demonstrates a positive attitude towards knowledge management processes. However, 
intellectual capital is found to be average and moderately inventive. This calls for tourism agencies to pay 
attention to their intellectual capital, especially with respect to structural capital and customer capital, and 
concentrate on innovation to keep competitive edge. 
4.6 Hypotheses Testing Results 
The present paper mainly seeks to examine the influence f of knowledge management processes (knowledge 
generation, knowledge sharing, knowledge application, knowledge storage) and intellectual capital (human, 
structural, and customer) on innovation in tourism agencies in Irbid, Jordan. Therefore, The researcher used the 
multiple regression method to test hypotheses. 
H1: There is a statistically significant impact of knowledge management processes (creation, sharing, application 
and storage) on innovation 
 
Table 4. Hypotheses testing results 

Knowledge management B β  T Sig t 
knowledge creation 0.263 0.281 3.214 0.002
knowledge sharing 0.254 0.275 3.346 0.000
knowledge application 0.253 0.337 3.236 0.000
knowledge storage 0.264 0.355 4.762 0.000
R 0.644 
R2 0.414 
F 67.174 
P-value 0.000 

a.   Independent variable. knowledge creation, sharing, application and storage.  
b.   dependent variable : Innovation  
 
It is clear from Table 4 that the value of the correlation coefficient (R) is (0.644), This indicates that the overall 
relationship between the independent variable (knowledge management processes) and dependent variable 
(innovation) is a positive and strong relationship, While the value of R2 = (0.414), This indicates knowledge 
management explains (41, 4) variation in innovation. 
The table 4 also shows the impact of knowledge management processes combined on innovation. Results show 
that there is a statistically significant impact of knowledge management processes combined on innovation, The 
calculated value of F (68.174) is statistically significant,The table also states that each separate knowledge 
management process has a statistically significant impact on innovation. Where the results showed that the level 
of importance of all knowledge management processes is less than the level of significance (0.05) 
Thus, we accept the first main hypothesis (H1) that there is an impact on the processes of knowledge 
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management combined on innovation. It should be noted that all β values are positive They were respectively 
(0.281; 0.275; 0.337; 0.355) and this indicates that all dimensions of the independent variable have a positive 
impact on innovation 
Hypothesis 2: There is a statistically significant impact of intellectual capital (human capital, customer capital, 
structure capital) on innovation. 
 
Table 5. Hypotheses testing results  

Intellectual capital (B) (β) T p-value
Human capital 0.452 0.265 5.452 0.000 
Structure capital 0.354 0.345 4.367 0.000 
Costumer capital 0.478 0.143 4.132 0.345 
R 0.654 
R2 0.427 
F 40.476 
P-value 0.000 

a.  Predictors: (Constant), human capital, structure capital, and customer capital. 
b.  Dependent variable: Innovation. 
 
It is clear from Table 1 that the value of the correlation coefficient (R) is (0.644), This indicates that the overall 
relationship between the independent variable (Intellectual capital) and dependent variable (innovation) is a 
positive and strong relationship, While the value of R2 = (0.427), This indicates intellectual capital explains (42, 
7) variation in innovation. 
The table 4 also shows the impact of intellectual capital dimension combined on innovation. Results show that 
there is a statistically significant impact of intellectual capital dimension combined on innovation, The calculated 
value of F (40.476) is statistically significant,The table also states that each separate intellectual capital 
dimension has a statistically significant impact on innovation. Where the results showed that the level of 
importance of all intellectual capital dimension is less than the level of significance (0.05) 
Thus, we accept the first main hypothesis (H2) that there is an impact on the processes of knowledge 
management combined on innovation. It should be noted that all β values are positive. They were respectively 
(0.265; 0.345; 0.143) and this indicates that all dimensions of the independent variable have a positive impact on 
innovation 
5. Discussion of Results 
The aim of the current study has been to explore the impact of knowledge management processes (generation, 
sharing, application and storage) and intellectual capital (HC, SC, RC,) on innovation in the tourism agencies in 
Irbid city in Jordan. 
Starting with KMP, the outcome show that all KMP have a positive significant on innovation, and this outcome 
is agreed with the study (Obeidat et al., 2016), where the knowledge science, builds staff skills related to the 
innovation process. The firms will encourage sharing of knowledge and use, which in turnover will lead to 
greater innovation, and have shown that knowledge generation, has impact on innovation. through continuous 
internal and external (explicit and implicit) information and knowledge collection related to the organization's 
operations, the gathering of data, information and knowledge from an dynamic source helps to reintegrate this 
knowledge in order to arrive with innovative ideas (Yusr et al., 2017), study has referred that the initial leading 
force of KM in innovation is creating, building and maintaining a competitive advantage. Thus, numerous 
organizations have began to work collaboratively to guarantee continuous innovation and competitive edge; K M 
can assist this collaboration. Where acquiring knowledge through collaboration is an dynamic tool towards 
effective innovation, in addition to that the second driving force for the role of knowledge management in 
innovation is that knowledge is a asset that can be utilized to decrease the complication of innovation. Then, 
innovation depends largely on the availability of knowledge, demonstrating that knowledge management is a 
technique. It can make innovation easier and less complex, and the third driving force of the role of knowledge 
management in innovation is the integration of inside and outside knowledge, which become more accessible 
and available to the firms, meaning that knowledge ability be disseminate, developed, and made available 
wherever. Thus, the integration of knowledge through platforms and tools should facilitate reflection and 
discussion in order to become strong individual and organizational learning and innovation. This requires linking 
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the adaptive capacity of work information to knowledge. It is therefore vital that information and knowledge 
management, which in turn supports innovation, effectively drives knowledge combination. Otherwise, 
organizations may suffer from a shortage of knowledge as a source of innovation.  
According to the current study, intellectual capital in all its components also influences innovation, and this is in 
line with (Buenechea - elberdin et al., 2018) study, where it has pointed out that innovation and knowledge are 
closely linked. Where the first involves the creation of new knowledge and ideas to facilitate the achievement of 
new business results, since innovation is not directly available to all organizations at all times, but only to 
companies with appropriate internal characteristics. The study of the factors that enable innovation is 
indisputable; in fact, the correlation between IC and innovation has been widely analyzed, and has been shown 
the effect of the components of Intellectual capital on innovation. The results have shown that the greatest impact 
on innovation is due to human capital, the distinctive features of the company's human capital are the creativity, 
intelligence and skills of its employees. (Including their experiences in their roles and functions) who are the 
main source of new ideas and knowledge in their organizations, and the human capital of each organization 
facilitates the generation of innovation, which is because the capital is a repository of diverse skills for individual 
staff (Dost et al., 2016). In addition to that, the structural capital, among the three Ingredients, plays an important 
role in gaining a competitive advantage, thus leading to high performance. During innovation, the foundation can 
develop new technologies and structures in the form of enhanced structural capital that finally assist to create the 
value and maintain a privileged position (Chahal & Bakshi, 2015). 
6. Implications 
In theory, this study contributes to the study of all knowledge assets that directly affect innovation, providing 
empirical evidence that the impact of knowledge management and intellectual capital operations on innovation 
in tourism agencies in Jordan. The conclusion illustrates the mechanisms through which knowledge management 
and intellectual capital enhance the performance of product innovation and the combined effects of the 
development of new products. The majority of current studies focus on the relationships between intellectual 
capital and knowledge management on innovation, but this study has examined the combined knowledge assets 
of innovation represented by intellectual capital and knowledge management. 
This study also provides guidance to managers on how to develop new and innovative services by leveraging 
their knowledge assets and intellectual capital, and tourism agencies can improve the innovation of providing 
services through the development of intellectual capital and the integration of knowledge gained from employees. 
In particular, tourism agencies can implement training and job rotation programs to enhance staff knowledge and 
skills. Manuals and standard operating procedures can be designed to formalize knowledge management and 
innovative service delivery processes tourism agencies in Jordan. Information systems and databases can be used 
to maintain knowledge automatically and systematically, and to facilitate the restoration and application of 
knowledge in the field of service delivery innovation. In addition, side communication channels can be built for 
employees in different sections to share information and interact with each other. We suggest that managers 
organize formal and informal social events, such as workshops, seminars and parties, for employees to build and 
maintain personal relationships. 
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