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 Nowadays, the necessity of development and management of intellectual capital has 

become a serious requirement on macro-national level and business and with the shift 
towards knowledge-based economy, it has led to changes in ruling industrial economy 

paradigm. The objective of the present research is the identification and prioritization of 

factors affecting the intellectual capital management in Zahedan’s Tejarat Bank. In this 
research, field study and questionnaires derived from the original questionnaire have 

been used for data collection. Validity and stability of the questionnaire was confirmed 

as well. The population of this research are the managers and experts of Tejarat Bank 
and all of them were studied. Analytic Hierarchy Process (AHP) has been used for data 

analysis and for this purpose, Expert choice software has been used. The findings of 

this research demonstrate that among the three main factors, human capital is the first 
priority, therefore, investments should be made in this area and structural capital is the 

last priority. Among all identified factors, the first priorities were ability, knowledge, 
and skill and the last priorities were common terms. 
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INTRODUCTION 

 

 According to Peter Drucker (1993), the prominent thinker in management science; “we are entering a 

knowledge society, in which the basic economic resource is no longer capital, or natural resources, or labor, but 

is and will be knowledge.” 

 Knowledge is considered as one of the most important components of intangible assets. Most of 

organizations’ assets had been tangible in the past but nowadays, the major part of organizations’ assets are 

intangible [1]. 

 Today, the latest paradigm that covers the above discussion in organizations’ management is intellectual 

capital management. Stuart (1997) believes that intellectual capital is a set of knowledge, information, 

intellectual assets, experience, competition, and organized learning which can be used for creating wealth. In 

fact, intellectual capital includes all the staff, organized learning, and abilities for creating VAT and leads to 

competitive advantages. 

 Therefore, intellectual capital focuses on intellectual assets, experience, and organized learning in order to 

accomplish a comprehensive development. Despite prevalent perceptions, that mere technology entails 

development, knowledge and sharing it within organizations and human capitals guaranties intellectual 

performance improvement and development [2]. Capital management, more than anything, is social phenomena 

management. In knowledge-based economy, intellectual capital is used to create assets for organization and in 

today’s world, each organization’s success depends on the management of these assets. 

 Nowadays, we see the growing importance of intellectual capitals as an effective strategy for increasing 

companies’ competition. Measuring intellectual capital is necessary for comparing different companies, 

determining their real assets, and improving their controls. 

 Nowadays, the necessity of development and management of intellectual capital has become a serious 

requirement on macro-national level and business and with the shift towards knowledge-based economy, it has 

led to changes in ruling industrial economy paradigm. Intellectual capital is the offspring of science and 

knowledge. This term is still in its formative period. 
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Necessity and importance of research: 
 Intellectual capital is a new topic that has been theoretically proposed worldwide. But since it is considered 

a valuable source for countries and organizations, its growth and development is rapidly becoming a factor in 

development of countries. 

 On the other hand, this intangible source is proposed as on of the most value-increasing sources of 

companies and a key capital in Entrepreneurship growth. Nowadays, the necessity of development and 

management of intellectual capital has become a serious requirement on macro-national level and business and 

with the shift towards knowledge-based economy, it has led to changes in ruling industrial economy paradigm. 

 Intellectual capital is the offspring of science and knowledge. This term is still in its formative period. This 

concept was first proposed in 1991, when a large Swedish company, Skandia, started running a set of innovative 

scientific methods to grant special attention to its intangible assets. 

 If we consider the growing power of hardware an important factor, we should say that up to 2011, when we 

celebrate intellectual capital concept 20
th

 anniversary, computers will have achieved the capacity of man’s brain. 

At that time, how can we measure the value of companies’ assets? Is it possible that the most important assets 

are the most intangible ones? This topic is worth more analysis: 

 Why could only a few number of companies reach a sustainable growth within two decades from millions 

of companies which were established after 1900, and why have most of them gone bankrupt in less than 5 

years? 

 Why do managers try to achieve their considered results by determining purposes and controlling finances 

while they have no information about the future of their products, technologies, and customers? 

 How can manager achieve success while they have no idea of investment income from today’s social 

network, finances of information access, or their intellectual capital opportunities? 

 The necessity of measuring intellectual capital lies in the answer to the question that how can you manage 

something that you cannot measure? 

 In this regard, the first issue that requires great care and attention is the management of intellectual capital 

and this management will not be an efficient and effective management without doing the measurement process. 

 

Theoretical literature of intellectual capital: 
 Intellectual capital of an organization is a set of assets and intellectual intangible sources that by 

transforming them to new processes of products and services, the organization creates value and is known as 

competitive advantage [3, 4, and 5]. The term “Intellectual Capital” was first proposed by John Kant Galbreit in 

1969, Peter Drucker had used the term “knowledge workers” before. 

 Because of the intangibility and dynamism of this term, defining it is difficult. Intellectual capital has often 

been defined as “intangible assets” or “knowledge assets”. In relation with Intellectual capital’s whiteness, there 

is no consensus and several definitions have been presented that some of them are worth mentioning in this 

section. 

 The concept of intellectual capital has always been vague and different definitions have been used to 

interpret this concept. Many tend to use terms like sources or performance stimulus instead of the word capital 

and they replace the word intellectual with words like intangible, knowledge-based, or non-financial. 

 Bentis defines intellectual capital as a set of intangible assets (sources, abilities, competition) that are 

obtained from organization performance and value creation. Edvinson and Malon define intellectual capital as 

applied information and knowledge to work for value creation. In their 2002 article, Bentis and Holland define 

intellectual capital as this: Intellectual capital shows a resource of knowledge that exists at some points in time 

within an organization. In this definition, the relationship between intellectual capital and organized learning has 

been considered. 

 

Theoretical Framework of human Capital: 

 The model that we want to use in this research is Bentis’s intellectual capital model which includes human, 

relational, and structural capitals and each of these factors have some indicators which can be influential on 

intellectual capital management. 

 

Human Capital: 

 Human capital indicates the knowledge supply of people within an organization [6]. Bentis believes that 

human capital, as a source of strategic innovation and renovation, is of special importance. Russ and Russ 

believe that intellectual capital workers create intellectual capital by their competence, attitude, and intellectual 

agility. In their opinion, competence includes the person’s skills and education, attitude consists of workers’ 

behavioral component, and intellectual agility enables the person to change procedures and think about 

innovative solutions to problems. Bricking believes that human assets of an organization includes skills, 

specialty, problem solving ability, and leadership methods. 
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Fig. 1: Research’s conceptual model (retrieved from Bentis’s model). 

 

Structural Capital: 

 In general, human capitals return to their homes every night. The Managers’ task is to build some 

knowledge assets that will not return to their homes at night. This task can be achieved by structural capital that 

includes data network technologies, publications, processes, and organizations [7]. 

 Structural capital creates an environment by which knowledge is created and sent to market [8]. Creating a 

knowledge bank will make further uses of knowledge possible. Structural capital must create plan and guidance 

for intellectual capital assets. For instance, where should we search for knowledge or who possesses the best 

skills? 

 The only sort of knowledge that must be used as guidance is the one that is directly related to the 

organization’s main strategies. This knowledge must lead to better performance results. If you want to find 

something, you will face a load of meaningless information which requires ordering in order to find the 

specified purpose. 

 

Relational Capital (Customer): 

 The subject matter of relational capital is the existent knowledge in marketing routes and relations with 

customers. A customer represents an organization’s potential ability for intangible external factors. Although the 

term “customer capital” was first proposed by Hubert Signtange, its new definitions developed its concept to 

relational capital that includes available knowledge in all the relations that the organization establishes with the 

customers, competitors, suppliers, business forums, or the government [9]. In addition, Russ and Russ claim that 

relational capital includes relations with beneficiaries inside and out of the organization [10]. 

 Also, chen et. al, classify relational capital in the form of marketing capability, market intensity, and 

customer’s loyalty. This viewpoint emphasizes the role of services and its effect on cause and effect 

relationships between workers’ satisfaction, customers’ satisfaction, customers’ loyalty, and financial 

performance. 

 

Practical background of research: 

 According to the fact that there has been no research inside and out of Iran about the subject of the present 

research, the effort is that it is closely addressed. In table No. 1, carried out researches abroad are listed. 

 
Table 1: Conducted studies abroad. 

researcher’s name year subject results 

Bentis 

 

2000 studying the relationship 

between intellectual capital 

and business performance 

There has been an interrelationship between the 

components of intellectual capital and these capitals had 

a relatively modest effect at about twenty to thirty 
percent on business performance 

Ton,Plowman,and 

Hancock 

2007 relationship between 

intellectual capital and 
financial returns of companies 

First, results suggest that there is a significant positive 

relationship between intellectual capital and the current 
and future financial return of the company. Second, the 

impact of intellectual capital on the financial return of 

companies in various industries is different 

June Centi 2010 evaluating the effects of 1. The relationship between economic added value 
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investment in intellectual 

capital 

and intellectual capital is more than any other measures 

of performance 

Yang Chu 2006 the relationship between 
intellectual capital and value 

of stock market and Financial 

performance of stock 
companies 

1. The regression model indicated that higher 
intellectual capital of companies improve financial 

performance and increase the company's stock market 

value 
 

 

Research objectives: 

Main objectives: 

 Identifying key factors of success in effective management of intellectual capital 

 Prioritizing key factors of success in effective management of intellectual capital 

 Providing strategies for effective management of intellectual capital 

 

Research questions: 

 What are the key factors of success in effective management of intellectual capital? 

 How is the prioritization of key factors of success in effective management of intellectual capital? 

 What strategies are provided for effectiveness management of intellectual capital? 

 

Research methodology: 

 This research, in terms of research methodology, is considered as an applied research. Because, according 

to the conceptual model of research and the indicators derived from the research literature, it identifies and 

prioritizes these indicators and organizations can choose and use the best strategy and indicator according to the 

research results. In this study, library studies, articles and academic journals have been used to collect the 

theoretical background. To gather statistical data in order to test the research hypotheses, field method and 

search in the study population have been used. Furthermore, data collection was done by interviewing with 

experts and elites and preparing a questionnaire thorough which the key factors and indicators affecting the 

intellectual capital were prioritized. The questionnaires were distributed and collected in the study population, 

and then, were analyzed using the software Expert choice. The study population consists of 40 people including 

all managers, assistants and elites in 28 branches of Tejarat bank of Zahedan. The sampling method which is 

used in this research is the census method, because the study population limited and all should be selected as 

study population. To analyze the data, descriptive statistics such as frequency and mean are used. And in order 

to prioritize the indicators, the analytic hierarchy (AHP) is used. Cronbach's alpha was used to validate the 

questionnaire. To accomplish all these, the software Spss, version 16, is used. 

 

Descriptive findings: 

Statistical data of Demography: 

 In this section, descriptive information about the demographic characteristics of the subjects has been 

expressed in the form of tables and graphs. 

 
Table 3: Statistical-descriptive data of sample members’ demography. 

A
g

e 

(y
ea

rs
) quantity Under 25 35-25 45-36 Above 45 

 
total 

frequency 1 4 28 2 35 

percentage 2.85 11.43 80 5.72  100٪  

ed
u

ca
ti

o
n
 

quality diploma undergraduates 
1. MA and 

Ph.D. 

 

 

 

total 

frequency 1 27 7  35 

percentage 2.85 77.15 20  100٪  

E
x
p

er
ie

n
ce

 

(y
ea

rs
) quality under 5 years 10 - 5 16 - 11 Above 16  total 

frequency 1 3 7 24  35 

percentage 2.85 8.57 20 68.58  100٪  

se
x
 quality male female 

 

total 

frequency 31 4 35 

percentage 88.57 11.43 100٪  

 

Descriptive statistics of the identified components and sub- components: 

 To calculate the mean and SD of components and indicators, SPSS software has been used, the results of 

which you can see in the table below. 

 

 

 
Table 4: Mean and standard deviation of the effective indicators of intellectual capital 

criteria column Sub-criteria mean Standard deviation 
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Human capital 
 

1 1. knowledge and skill 

 

4.54 0.65 

2 work experience 4.42 0.60 

3 abilities 4.57 0.55 

4 occupational competence 4.37 0.68 

5 work morale 4.37 0.64 

6 flexibility 3.28 1.10 

7 employee’s Loyalty 3.51 1.14 

8 employee’s satisfaction 4.17 0.92 

9 learning 4.42 0.65 

 

 

 
 

 

 
 

 

 
Structural capital 

 

1 organizational Culture 4.14 0.69 

2 company Values 3.31 1.13 

3 social capital 3.77 1.05 

4 management philosophy 3.68 1.02 

5 processes and habits 3.42 1.17 

6 formal processes 3.28 1.29 

7 informal processes and practices 2.97 1.09 

8 management processes 3.80 0.83 

9 intellectual property 4.08 0.70 

10 brand 3.48 1.01 

11 data and Information 3.51 0.98 

12 encoded knowledge and 3.62 0.91 

13 patents and copyright 3.14 1.03 

14 trade secrets 3.68 0.99 

 

 
 

 
 

 

 
Relational capital 

 

1 formal relations 4.34 0.63 

2 informal relationships 3.88 0.86 

3 social networks 3.97 1.07 

4 partners 4.17 0.85 

5 solidarity 4.45 0.65 

6 trademarks 4.05 0.68 

7 trust 4.45 0.88 

8 company reputation 4.42 0.77 

9 customer loyalty 4.05 0.96 

10 customer commitment 4.00 0.87 

11 common terms 2.91 1.01 

12 share contracts 3.80 0.86 

13 formal contracts 3.42 1.24 

 

Inferential statistics and data analysis: 

The results of prioritizing criteria and sub-criteria affecting the management of intellectual capital: 

 In this section, the criteria and sub-criteria affecting the management of intellectual capital in Tejarat bank 

of Zahedan are prioritized which include the following steps: a) prioritization of three basic dimensions from 

study population perspective b) prioritization of indicator for each of the three dimensions of intellectual capital 

management c) prioritization of all indicators of intellectual capital management in Tejarat bank in Zahedan. 

 

Prioritization of the three dimensions of successful management of intellectual capital in Tejarat bank: 

 As it is evident in table 5, among the three dimensions of successful management of intellectual capital, the 

human capital dimension weighing 0.638 is of paramount importance. And the the relational and structural 

capital dimensions weighing 0.25 8 and 0.105 are the other priorities. 

 
Table 5: Prioritization of the three dimensions of successful management of intellectual capital in Tejarat bank 

1. Objective: To identify the most important dimension in successful management of intellectual capital 

dimension human capital relational capital structural capital 

weight 0.638 0.258 0.105 

inconsistency rate=0.04 

 

Prioritization of indicators for each of the dimensions affecting the successful management of intellectual 

capital: 

Prioritization of indicators for human capital dimension: 

 The table below shows the prioritization of indicators for human capital dimension in Tejarat bank in 

Zahedan. Of nine indicators of this dimension, the indicators such as ability, knowledge and skill weighing 

0.230 are of paramount importance. The flexibility indicator weighing 0.019 is the least important and the 

indicators such as: experience, learning, occupational competence, work morale, satisfaction and loyalty of 

employees are the next priorities. 

 

 
Table 6: Prioritization of indicators for human capital dimension. 
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1. Objective: To identify the most important indicator of human capital dimensions 

dimensions abilities Knowledge 

and skill 

Work 

experience 

learning Occupational 

competence 

Work 

morale 

Employees’ 

satisfaction 

Employees’ 

loyalty 

flexibility 

weight 0.230 0.230 0.174 0.128 0.087 0.066 0.042 0.025 0.019 

Inconsistency rate =0.05      

 

Prioritization of indicators for structural capital dimension: 

 The table below shows the prioritization of indicators for structural capital dimension in Tejarat bank in 

Zahedan. Of the 13 indicators of this dimension, the solidarity indicator weighing 0.196 is of paramount 

importance and the common terms indicator weighing 0.012 is the final priority. Indicators such as trust, 

company’s reputation, formal relationships, partners, brand, customer’s loyalty, customer’s commitment, social 

networking, informal relationships, share contracts and informal contracts are the other priorities. 

 
Table 7: Prioritization of indicators for structural capital dimension. 

Objective: To identify the most important indicator of the structural capital dimension 

priority dimension weight Inconsistency rate 

1 solidarity 0.196 

In
co

n
si

st
en

cy
 r

at
e 

=
0

.0
4

 

2 trust 0.164 

3 company reputation 0.131 

4 formal relations 0.117 

5 partners 0.099 

6 brand 0.076 

7 customer loyalty 0.063 

8 customer Commitment 0.048 

9 social network 0.037 

10 informal relationships 0.025 

11 share contracts 0.019 

12 formal contracts 0.014 

13 common terms 0.012 

 

Prioritization of indicators for relational capital dimension: 

 The table below shows the prioritization of indicators for relational capital dimension in Tejarat bank in 

Zahedan. Of fourteen indicators of relational capital, the organizational culture indicator weighing 0.158 is the 

first priority, the indicators such as informal processes and practices, weighing 0.011 are the least importance 

and indicators such as intellectual property, managerial processes, social capital, managerial philosophy, trade 

secrets, coded knowledge, data and information, brand, processes and practices, company value , formal 

process, patents and copyright are the other priorities. 

 
Table 8: Prioritization of indicators for relational capital dimension 

Objective: To identify the most important indicator of the relational capital dimension 

priority dimension weight Inconsistency rate 

1 Organizational Culture 0.158 

In
co

n
si

st
en

cy
 r

at
e 

=
 0

.0
3

 

2 Intellectual property 0.147 

3 Management processes 0.130 

4 Social capital 0.116 

5 Management philosophy 0.097 

6 Trade secrets 0.087 

7 Student code 0.067 

8 Data and Information 0.056 

9 Brand 0.045 

10 Processes and habits 0.033 

11 The company 0.023 

12 Formal process 0.016 

13 Patents and copyright 0.014 

14 Informal processes and practices 0.011  

 

Conclusion: 

 For the final results obtained from the analysis of research data, analytic hierarchy test (AHP) is used. 

Software (Expert choice) is used to analyze the test and responses to the research questions are briefly stated. 

 

What are the key factors of success in effective management of intellectual capital in Tejarat Bank of Zahedan? 

 To identify are the key factors of success in effective management of intellectual capital in Tejarat Bank of 

Zahedan, as it is mentioned in Chapter 4, a list of criteria and sub-criteria influencing the success of 

management of intellectual capital that existed in research background in this area, was codified. The achieved 

list was given to the experts in the field and was collected and obtained by conducting interviews and 

completing questionnaires. 
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How is the prioritization of key factors of success in effective management of intellectual capital? 

 To answer this question, we prioritized the key factors of success in effective management of intellectual 

capital in Tejarat bank of Zahedn which includes three stages: a) prioritization of three basic dimensions from 

study population perspective b) prioritization of indicator for each of the three dimensions of intellectual capital 

management c) prioritization of all indicators of intellectual capital management in Tejarat bank in Zahedan. As 

it is evident in table 5, among the three dimensions of intellectual capital management, the human capital 

dimension is the first priority weighing 0.637, the relational capital dimension weighing 0.258 is the second 

priority, and the structural capital weighing0.105 is the final priority. Of the identified sub-criteria (indicators) 

of successful management of intellectual capital, on the whole, the indicators such as ability and skills which are 

part of the human capital with the final weight of 0.146 are the first and most important priority because human 

capital as individual knowledge, skills, abilities and experience of the employees of an organization is defined to 

create value and solve problems. 

 

Suggestions: 

A) Practical Suggestions: 

- It is recommended that managers have continuous evaluations of the level of competence of their employees to 

strengthen their human capital. To evaluate job satisfaction of employees in the organization, they should 

attempt to create a system to evaluate job satisfaction and by taking measures such as reward and punishment, 

providing enrichment and career development programs, employees should endeavor for protection and stability 

of their employees. 

- To strengthen structural capital, it is recommended that managers take measures to identify value added 

activities for individuals in order to create supportive culture through the design of incentive systems. They 

should also develop creativity and innovation in individuals, implement corporate information systems so as to 

protect the intellectual property rights of each employee, and facilitate access to information for individuals and 

organizations in order to share knowledge in the internal components. In addition, the deployment of computer 

networks to communicate with customers and other companies can help to identify the best opportunities for 

efficiency from the perspective customers. 

- To strengthen relational capital, it is recommended that managers continually communicate with customers 

and partners, pay attention to customer education in the organization and take steps towards the development of 

social networks. In addition, they should provide a system for the timely and rapid response to customer 

complaints and expectations. 

 

B) Research proposals: 

- Studying the role of intellectual capital’s components on indicators of bank performance including market 

value and productivity 

- Studying the role of intellectual capital’s components on performance of other services such as insurance and 

airlines companies 

 - Identifying factors affecting intellectual capital based on Douglas and other existing models of intellectual 

capital 
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