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Abstract 

This paper complements the quantitative research of real estate agency in China. The main body 
of this study is the real estate agency in Shenzhen, trying to find the endogenous power to 
improve enterprise performance. Combined with the basic theory, expert interviews and the 
author's work experience, four variables were identified, namely: employee service ability and 
knowledge management are two independent variables, technological innovation is the 
intermediary variable, and enterprise performance is the dependent variable. Data were 
collected through questionnaires, and confirmatory factor analysis was performed by structural 
equation analysis (AMOS 26). In terms of the measurement model, the results show that the 
research dimensions of the four latent variables are valid. The "relationship ability" of 
employees' service ability is relatively the best, and the "response-ability" needs to be 
strengthened in brokerage institutions. In knowledge management, "knowledge sharing" is 
relatively the best, while "knowledge search" needs to be improved. In technological innovation, 
"market innovation" performs better on the whole, while "process innovation" is relatively weak. 
"Human performance is relatively good in enterprise performance, while financial performance 
still needs to be improved. The limitations of this study are: first, the vast majority of brokerage 
agencies are non listed companies, and the information of corporate performance is not open. 
Second, service capability, knowledge management and technological innovation are 
interdisciplinary concepts. The interdisciplinary concept is an opportunity and a challenge: it 
can see the limitations of its discipline and increase the value of dialogue and discussion with 
different fields. Third, this study did not consider individual factors (such as attitude), other 
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situational factors (such as different leadership styles) and customer interaction factors. Fourth, 
collect static data. It also points out the direction for future research.  

Keywords: real estate agency, employee service ability, knowledge management, technological 
innovation, enterprise performance. 

INTRODUCTION 

Background of Study 

In the field of real estate agency for more than ten years, the author has been interested in 
managing brokerage institutions and enterprise performance. The first chapter is the starting 
point of the full text. Firstly, it expounds on the motivation of the research from the perspective 
of theoretical and practical background. There are different opinions on the reasons and dynamic 
mechanism of enterprise performance in the industry, which is difficult to unify. Looking up the 
relevant literature, there is relatively little research on the corporate performance of brokerage 
agencies. First, due to the need for work, and second, due to the need for theoretical guidance, 
the author began researching brokerage institutions. This dissertation hopes to test the research 
hypothesis by introducing the basic theory and empirical methods to find an endogenous 
dynamic path to support the sustainable development of brokerage institutions from an academic 
point of view. 

Combined with management theory and industry expert interviews, this dissertation refines four 
potential variables: enterprise performance, employee service ability, knowledge management 
and technological innovation, and expounds on the current situation of the four variables 
respectively, and then focuses on the research problems and research objectives proposed in this 
dissertation, that is, to verify the specific content of "ability behaviour enterprise performance". 
The measurement model and structural model of the four latent variables will be verified by 
structural equation. 

In addition, the first chapter also expounds on the significance of the full text in theory and 
practice. The significance of this study lies in: in theory, first of all, it complements China's 
relevant research through quantitative analysis. There is a lack of systematic and confirmatory 
research on the performance of brokerage firms in China. With the help of both academic 
analysis framework and practical experience, this study makes a systematic confirmatory factor 
analysis on the enterprise performance of Shenzhen brokerage institutions. It constructs an 
internal driving force model for the enterprise performance of Shenzhen brokerage institutions, 
which plays a guiding role in practice. In this dissertation, we can extend the corresponding 
policies from the aspects of staff service ability, knowledge management, and technological 
innovation to improve brokerage institutions' competition level and reduce the price war and the 
horde tactics. Secondly, based on six basic theories, this study sets the theoretical framework of 
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brokerage firm performance and verifies the application of basic theories in the field of Chinese 
brokerage firms. Thirdly, this study verifies the controversial theory of whether knowledge 
management applies to brokerage institutions and confirms that knowledge management has a 
significant effect on the corporate performance of brokerage institutions in Shenzhen. Fourth, 
this study follows the definition of "technological innovation" in academic circles and expands 
the management of "technological innovation" in brokerage institutions. 

Real estate agency service has a long history in China. The Chinese word "broker" was first seen 
in the Han Dynasty more than 2200 years ago, which means "Gangchang FaDu (laws and 
regulations)". The new meaning of "care and management" came into being in the Wei, Jin, 
Southern and Northern Dynasties, and the meaning of "business" came into being in the yuan, 
Ming and Qing Dynasties. Li (2017) found that up to now, the meaning of "brokerage" has 
disappeared in the Han Dynasty, the Wei, Jin, Southern and Northern Dynasties, and only 
retained the meaning of Song, Yuan, Ming and Qing Dynasties. In the Tang Dynasty, there were 
full-time real estate agents, while in the Song Dynasty, real estate agents were indispensable to 
the transaction of farmland and house. 

Since the 1990s, Chinese enterprises have been more dependent on real estate, but it is not only 
Chinese enterprises. Enterprises in other countries, such as South Africa (Ntene, 2020), also like 
to add real estate strategy into their corporate strategy to increase the stock price. With China's 
real estate industry development, real estate market transactions are active, and the number of 
intermediary service agencies is increasing rapidly. At the same time, with the shrinking supply 
of new housing, stock housing transactions have become the dominant trend. In this context, the 
industry status of real estate developers will tend to weaken, the focus of the real estate industry 
will shift from development to service for life and work, and brokerage agencies will become an 
important link in the real estate industry chain. The real estate agency has become an important 
part of the sustainable development of the real estate market. According to the statistics of the 
China Society of real estate appraisers and real estate agents, as of June 2019, there are 250000 
brokerage institutions in China, with more than 1.5 million employees (as shown in Figure 1-1). 
More than 60% of China's real estate transactions are transacted through brokerage agencies, and 
more than 80% of them are in the first and second-tier cities. 
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Figure 1-1 Number of real estate agencies and agents in China 

Source: China Society of Real Estate Appraisers and Realtors, 2020 

Problem Statement 

Combined with the research on insurance brokerage institutions, Luo (2015) summarized three 
characteristics of Brokerage Institutions: Organization (communication, independence, self-

discipline), technical knowledge (professionalism, impartiality, objectivity) and commercial 
operation (compensation, profitability, economy). Although there are different academic 
evaluation standards for "enterprise performance", in the industry, Shenzhen brokerage agencies 
generally use "annual total Commission" (from now on referred to as "Commission") to measure 
enterprise performance; that is, they usually use financial indicators to measure enterprise 
performance. 

Perfect real estate brokerage services include housing transactions, foreclosure, assistance in 
handling loans, assistance in handling the transfer of ownership and so on. The whole process is 
devoted to the accumulation, dissemination and creation of real estate transaction-related 
knowledge, which has higher requirements for professionalism. Therefore, as early as 2007, 
Chen and others proposed that real estate brokerage can be classified as knowledge -intensive 
services in a broad sense. Yu et al. (2008) believe that real estate agents should be the knowledge 
service crowd whose production source is the public's trust. Malaysian scholar Azmi et al. (2015) 
believe that real estate institutions are knowledge-intensive organizations. From the perspective 
of knowledge management, the way for brokers to solve the transaction process is to effectively 
code the existing knowledge or implement personalized strategy, actively open and share it, and 
form a proposal and a set of solutions through intellectual services, which is also in line with the 
content of knowledge management. Qi et al. (2019) believe that as customers increasingly pursue 
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personalized services, providing non-standard, suitable and creative services is the key factor for 
enterprises to establish long-term contact with customers. 

There is little research on "knowledge management" in Chinese brokerage institutions. In terms 
of knowledge management research itself, Yu et al. (2020) think that the research structure of 
knowledge management in China includes knowledge management subject, knowledge ontology, 
knowledge management process, knowledge management service object and so on; The research 
context involves enterprise knowledge management performance, enterprise knowledge chain, 
enterprise knowledge management process, enterprise knowledge gap and so on. In addition, 
some results of other industries show that knowledge management does not directly affect 
enterprise performance, such as the research of Fang et al. (2020), so the performance of 
knowledge management in Shenzhen brokerage agencies needs confirmatory analysis.  

Research Questions 

The research questions were established as below: 

(1) Verify whether the service ability of employees has a positive impact on the performance of 
brokerage firms? That is the direction and extent of the independent variable one on the 
dependent variable. 

(2) Verify whether knowledge management has a positive impact on the performance of 
brokerage firms? That is the direction and extent of independent variable two on the dependent 
variable. 

Scope of the Study 

This dissertation discusses business management in the field of business. Although there are 
many brokerage agencies, the discussion on consumers, social organizations and government 
departments is not in the scope of this dissertation. 

This dissertation collects data through questionnaire, so corresponding public data does not affect 
this study. The brokerage institutions in Shenzhen include both listed and unlisted institutions 
and online institutions without physical stores. 

As for the boundary of innovation, Hansen and Wakonen (1997) pointed out that not doing 
things in a completely different way is the boundary condition of the relationship between 
enterprise innovation process and performance; that is, complete business model subversion is 
not within the scope of this dissertation. At the same time, the concept of "technological 
innovation" is different from that of "marginal improvement", which belongs to the effect of 
scale growth. 
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LITERATURE REVIEW 

Enterprise Performance 

From the practical experience of Shenzhen brokerage agencies, a s ingle performance indicator 
can not evaluate the enterprise: Based on the failure case of "Aiwu Jiwu" (the highest valuation 
once reached one billion US dollars), the single indicator of "valuation" is not suitable for the 
performance management of brokerage agencies. Based on the failure cases of "Zhongtian real 
estate" and other similar brokerage institutions (the number of stores has expanded rapidly to 
thousands, covering major cities in China, etc.), the single index of "market share" is not suitable 
for evaluating the performance of brokerage enterprises. From the development track of Hong 
Kong brokerage agencies from prosperous to weak, "cost control" is important, but it is not the 
only index to evaluate the advantages and disadvantages of enterprises. 

The "enterprise performance" in this dissertation is the operating efficiency and performance of 
the comprehensive ability of the brokerage agency in a certain period of operation, and it is the 
combination of financial performance and non-financial performance of the brokerage agency. 
The corporate performance of brokerage institutions is significantly affected by China's real 
estate transaction system and real estate industry policy. Unlike the private ownership of property 
in other countries and regions, China's land is public ownership, so the real estate transaction 
system has obvious Chinese characteristics; There are different administrative departments in 
charge of land and housing management in China, and their management rules are also different. 
The central government department for land management is the Ministry of natural resources. 
The central department for real estate management is the Ministry of Housing and urban-rural 
development, which is quite different from the real estate transactions in many countries and 
regions that the same department manages. The lack of the latest and unified standardized real 
estate information database is the main reason for the delay in real estate transactions (Saull et al. 
2020). 

Table 2-1 The structure, function and performance of brokerage agencies in Shenzhen 

Function 
module 

Department Main function Department performance 

Business 
department 

Housing department Transaction of new houses and 
commercial houses in stock 

The financial performance of 
stakeholders is the main one, and the 
non-financial performance is the 
secondary one 

Industrial and 
commercial department 

New housing and stock office 
buildings, factories, shops, garages and 
other non-residential transactions 

Online operation 
department 

Mainly online trading 

Secondary planning 
department 

New house planning, agency and sales  

Mortgage department Handle real estate mortgage affairs for 
buyers 
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Function 
department 

Financial department 
Accounting registration, financial 
accounting, financial management, etc 

The non-financial performance of 
stakeholders is the main, and the 
financial performance is the secondary 

Personnel department 
Human resource management and 
Implementation 

Administrative 
department 

Headquarters, store decoration, office 
materials procurement, supplier 
negotiation, cooperation, etc 

Marketing department 
It mainly includes market promotion, 
market research, customer service and 
other functions 

Forensic department Legal risk control and treatment, etc 

IT department 
Development, operation, maintenance 
and upgrade of the information system 
of brokerage institutions 

Source: Author 

Radnejad et al. (2020) found that the modern economy is characterized by the increasing role of 
non-market actors, such as regulators, social activists, trade unions and the media, which 
influence the behaviour of for-profit companies. To sum up, Shenzhen brokerage performance is 
more suitable for symbiosis theory and stakeholder theory. The starting point of enterprise 
performance is to pay attention to important stakeholders and create value for them instead of 
just implementing a strategy, which is flexible and self-improvement. According to Freeman’s 
definition, stakeholder theory refers to "any individual or group that can influence or be affected 
by the realization of organizational goals".  

Employee Service Ability 

From the perspective of economics, the service industry is used for the final consumption and 
intermediate input of manufacturing production, followed by improving manufacturing 
productivity. The service industry is an endogenous development (Sasaki, 2020). Lin Lei and 
other scholars (2007) emphasized that service can form an effective strategic tool, and its way is 
to hinder competitors through differentiation (Levitt, 1969; Myroslaw, 1987; Lancioni & 
Myroslaw, 1989; Marceau & Martinez, 2002). Service enterprises pay more attention to service. 
Reniarts et al. (2008) think that service can lock in customers and help obtain new customers. 
Services that are lower than customers' expectations are regarded as failed services (Sands et al., 
2020). 

For the research content of "service", Zuo et al. (2017) used the service conflict matrix to solve 
service management and improved the service process to achieve service innovation. Some 
scholars use relevant organizational behaviour models, such as the EVLN model, to explain 
employees' behavioural response to consumers to study the service process. It is difficult for 
service enterprises to measure service utility because service is intangible and heterogeneous. 
There are different standards for the composition and measurement of enterprise "service". For 
example, Brax et al. (2017) proposed a Metamodel for service delivery. 
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The connotation of service ability is affected by the industry and the main body of the 
organization“ The use of "service capability" is more common in the government and public 
sectors in China. At present, there is no unified understanding of the connotation of "service 
capability". Scholars mainly define the concept from the perspectives of resources, process, 
system, output and organizational role. From the perspective of resources, service capability 
forces enterprises to transform internal and external resources into customer value. From the 
perspective of process, service capability is the process of enterprises to meet customer needs. 
From the perspective of the system, service capability is when the service system provided by the 
enterprise provides services to customers according to the environment and its own goals. From 
the perspective of output, service ability is the practical ability to provide intellectual products 
and services. From the perspective of organizational role, service ability is the ability of 
enterprises to fulfil social responsibility and achieve performance goals.  

Table 2-8 The connotation of service ability in different industries and business types 

Hospital Member of university 
think tank alliance 

Online shop Commercial 
Bank 

Public service 

Diagnosis and treatment of 
difficult and miscellaneous 
cases 

Decision making 
consultation ability 

Service reliability of 
the online store 

Service 
efficiency 

Convenience 

CMI (Case Mix Index) 
Innovative research 
capability 

Online store service 
response capability 

Service 
Innovation 

Responsiveness 

 
Collaborative matching 
capability 

Strength of online 
store service 

Service quality Transparency 

/ Think tank management 
capability 

The reputation of 
online store 

Employee 
loyalty 

Law-abiding 

/ / / Consumer 
loyalty 

Effectiveness 

/ / / Service incentive Guarantee 

Source: Wei et al., 2021; Zhao, 2019; Guan et al., 2012; Shang, 2012; Lv et al., 2009 

Because of the characteristics of real estate brokerage services, this paper regards "employees" as 
the implementation subject of service ability, based on the following three reasons: first, in 
practice, whether the transaction or lease transaction, compared with the cooperation between 
institutions, it depends more on the resource patching ability of employees.  

Knowledge Management 

Some scholars believe that "knowledge management" is almost as long as human history. 
Knowledge management emphasizes that enterprises should build a platform for knowledge 
exchange, set up relevant systems and mechanisms, and realize knowledge sharing.  As a 
professional term or research discipline, "knowledge management" appeared in the late 1990s, 
and then it was paid more and more attention by researchers and entrepreneurs. In particular, 
with the world-famous management consulting companies upgrading knowledge management to 
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a strategic perspective, knowledge management has made great progress from awareness to 
implementation (See Table 2-16 in Appendix C). 

The development of the strategic management concept promotes the progress of knowledge 
management. These strategic management concepts mainly include Ansoff's environment theory, 
Porter's industrial competition theory, Barney's enterprise resource theory, Hammer's core 
competence theory and David's dynamic competence theory. The purpose of enterprise research 
on knowledge management is to increase the comparative advantage through knowledge 
management to improve the organisation's profitability. Many studies have emphasized the 
connection between knowledge management and organizational learning, such as Antunes 
(2020). Ryan et al. (2019) explored the reasons for the lack of knowledge management in the 
Arab region from a national perspective. Antonelli et al. (2020) studied the situation of 
knowledge management in Europe. China divides "knowledge management" into narrow sense 
knowledge management and broad sense knowledge management. In a narrow sense, knowledge 
management refers to the management of knowledge itself, including the creation, acquisition, 
processing, storage, dissemination and application of knowledge. Knowledge management in a 
broad sense also includes managing various resources and intangible assets related to knowledge. 
Shi et al. (2020) believe that the research hotspots in China focus on five aspects: knowledge 
sharing, transfer and innovation, library knowledge service, enterprise knowledge management, 
personal knowledge management and knowledge management system; The future research trend 
is knowledge management under artificial intelligence, knowledge sharing under sharing 
economy and knowledge service under data-driven. In addition, Zhang et al. (2019) discussed 
how to break through the dilemma of knowledge sharing through social networks. Huang et al. 
(2020) believe that blockchain is worthy of attention in the field of knowledge management 
because it has the characteristics of decentralization, self-operation and sharing, which has a high 
degree of fit in enterprise knowledge management, especially in the field of knowledge sharing, 
and will have a high application prospect in the whole field of enterprise knowledge 
management. Anjaria (2020) discussed the specific measures of knowledge management. 

METHODOLOGY 

Research Design 

This paper collects data through a questionnaire. Questionnaire design around the known 
dimensions to find the existing questionnaire. After finding the relevant existing questionnaires, 
fine-tuning is carried out according to the characteristics of Shenzhen brokerage institutions. 
Considering the time and cooperation of brokers, the questionnaire used in this study is as 
concise as possible. Based on the literature, three or four measurement models of employee 
service ability, knowledge management, technological innovation and enterprise performance, 
which needed to be verified in the future. The analysis software is SPSS 24 and AMOS 26. 
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In the first and second chapters, based on dynamic capability theory, the hypothesis models of 
employee service capability, knowledge management, and technological innovation on enterprise 
performance are constructed. The research method of this dissertation is quantitative analysis, 
which uses the structural equation for path analysis and regression analysis. The analysis 
software is AMOS 26. 

Data collection and processing 

This study collected data through a questionnaire. The questionnaire is distributed online. The 
questionnaire is based on the existing scale, and the four dimensions are employee service 
ability, knowledge management, technology innovation and enterprise performance. The 
questionnaire dimension is predicted first and then formally tested. After data collection, data 
processing should be carried out, including processing missing value and screening out extreme 
value, then descriptive statistics and reliability analysis were carried out. During the process of 
questionnaire implementation, this paper will also supplement relevant information using the 
expert interview according to the actual situation. 

Population/Sampling/Unit of Analysis 

This paper studies the brokerage agencies in Shenzhen as a whole. As of October 2020, there are 
more than 2000 brokerage agencies (head office, excluding stores) in Shenzhen. The research 
sample is the brokerage agency after random sampling. The sampling method was random 
sampling. The sample design is shown in Table 3-1. It is expected that each institution will invite 
a staff member to fill in the questionnaire as a representative. According to the requirements of 
this study, the staff who fill in the questionnaire are set as employees who have worked in 
Shenzhen brokerage agencies for at least five years, including grassroots employees and 
managers. According to the research theme of this dissertation, it is not limited to business 
departments but also functional departments. 

Table 3-1 Sampling design 

Enterprise-scale Number of interviewees Percentage 

Large enterprises 200 50% 

Small and medium enterprises 200 50% 

Total 400 100% 

Source: Author 

Table 3-12 Measurement of enterprise performance 

Measurement variable Connotation Questions 

Strategy indicators Measuring enterprise strategic 1. Compared with the main competitors, our 
market share is higher 
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management and execution 2. Compared with the main competitors, our 
customer satisfaction is higher 

Human resource indicators 
Measure human resource 
management 

1. I am highly satisfied with my work 

2. Compared with the main competitors, the 
employee turnover rate is low 

Financial indicators 

Mainly refers to profitability, asset 
operation level, solvency and 
subsequent development 
capabilities. 

1. Compared with the main competitors, our 
company can achieve a higher number of 
commercial housing sales 

2. Compared with last year, the sales growth 
rate of new products is higher 

Total Six questions 

Source: Author 

Validity and Reliability Test 

The results show that: after SPSS calculation, its reliability meets the requirements of the next 
step of research, and the prior framework can be analyzed in the next step. The total number of 
questionnaires was 400, 317 were received, and 315 were valid. This dissertation uses SPSS 24 
to test each dimension and overall reliability: 

Table 3-13 Reliability (N=315) 

Content Result 
Whole reliability Cronbach's Alpha 0.977 

Staff service ability (Q7-Q12) Alpha 0.916 

Knowledge management (Q13-Q28) Alpha 0.969 

Technological innovation (Q29-Q32) Alpha 0.905 

Enterprise performance (Q33-Q38) Alpha 0.918 

 

Source: Author 

Expert interview method 

The sampling method of experts is shown in Table 3-19. This dissertation uses three expert 
interviews. The purpose of the first time is to combine theory and practical experience to 
construct the influencing variables of brokerage firm performance and interview ten experts. The 
second use of the "expert interview method" is to improve the questionnaire's items, structure, 
and quantity. The second questionnaire solicited the opinions of five experts, evaluated the 
questionnaire from the readability, comprehensibility, content validity and other aspects, and put 
forward the modification suggestions. The questionnaire was modified according to all the 
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opinions or suggestions, and the modified questionnaire was fed back to five experts for further 
evaluation. According to the feedback, the questionnaire can be used for small-scale prediction in 
the future. In the third interview, five experts were interviewed about the situation after the 
hypothesis test. 

Table 3-19 Descriptive statistics of expert interview (N=20) 

Variable Type Quantity Percentage (%) 

Administrative region 
Futian 10 50% 

Longhua 10 50% 

Ownership 

Private enterprises 15 75% 

State-owned enterprise 1 5% 

Foreign enterprise 4 20% 

Scale 

＜ 30 5 25% 

31-200 5 25% 

201-1000 5 25% 

＞ 1000 5 25% 

Source: Author 

FINDINGS  

Profile of Respondents 

Descriptive statistics 

The respondents were mainly from a random sampling of the sampling frame. The sampling 
frame is provided by Shenzhen real estate agency association, and the list covers more than 80% 
of the brokerage agencies in the city. The list is complete and ideal for research. In addition, in 
terms of specific descriptive indicators, according to the statistics of the Shenzhen real estate 
agency association in recent years, the brokerage industry employees in Shenzhen are mainly 
young men, and the education level is mainly below bachelor's degree. Although the largest 
market share of Shenzhen is large enterprises, the number of small and medium-sized enterprises 
still accounts for more than 90% of the industry. There is only one state-owned real estate agency 
in Shenzhen, and the others are private enterprises. The sampling in this dissertation follows the 
above rules. After excluding the invalid data, the effective descriptive statistics are shown in 
Table 4-1 - Table 4-2. 

There are 315 valid samples in this dissertation. The data show that the male respondents are 
higher than the female respondents. The age of the respondents is mainly between 26 and 35 
years old, and some of them are over 45 years old. Most interviewees have more than eight years 
of industry experience, and their main jobs are brokers and employees of functional departments. 
Education background is mainly junior college or below. They are mainly from large and 
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medium-sized organizations. Most of the enterprises sampled are private enterprises. Joint-stock 
enterprises are looking for houses for Q-Fang, Meilian Property and Shell, respectively. 

Table 4-1 Descriptive statistics of valid questionnaires (N = 315) 

Item % Item % 

Gender 
Male 61.9% 

Experience 
5-8 year 30.8% 

Female 38.1% More than 8 year 69.2% 

Age 

18-25 8.3% 

Position 

Brokers, staff of functional 
departments 

53% 

26-35 46.3% Middle managers 31.4% 

36-45 35.6% Director and above 15.6% 

>45 9.8% 

Department 
Business 72% 

Education 

Below junior 
college 

30.2% Function 28% 

Junior college 38.1% 

Size 

Large scale (more than 300 
employees) 

62.2% 

Bachelor degree 24.4% 
Medium-sized (100-299 
employees) 14% 

Master degree 7.3% 
Small and micro (1-99 
employees) 

23.8% 

Source: Author 

Table 4-2 Descriptive statistics of agencies in valid questionnaires (N = 315) 

 Item Quantity Percentage No. of people Percentage 

Ownership 

State owned enterprises 0 0 0 0 

Collective enterprises 0 0 0 0 

Stock company 3 0.9% 3 0.9% 

Private enterprise 312 99% 312 99% 

Source: Author 

Expert interview 

The descriptive statistics of the methods of the expert interview are shown in Table 3-19. The 
first interview was about building the influencing variables of the performance of the brokerage 
institutions and visited ten experts. More than half of experts believe that the performance of the 
brokerage agencies is mainly related to the external market transaction. Most experts think that 
the internal factors that affect the performance of enterprises are management level and 
organizational culture. Experts referred to "training" and "human resources". They believe that 
institutions are now generally faced with talent shortages and talent shortage ("young lack of 
industry experience and high turnover rate, poor working habits of middle-aged employees"). 
Some experts believe that the size of stores is positively related to enterprise performance; that 
is, the more stores are more conducive to improving enterprise performance, the main reason is 
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that stores are equivalent to channels and can better access housing sources. So based on the first 
interview, this dissertation constructs the relationship among the staff service ability, knowledge 
management, technology innovation and enterprise performance, combining with their own work 
experience and relevant literature. 

Research Objective 1: Verify the Measurement Model of Service Ability and Its Structural 
Model on Enterprise Performance 

4.2.1 Analysis 

Table 4-3 Measurement model of employee service ability and its regression coefficient with 
enterprise performance 

   Estimate S.E. C.R. P Label 

ep <--- ser .513 .097 5.262 ***  

pr <--- ser 1.000     

XY <--- ser 1.191 .062 19.060 ***  

GW <--- ser 1.010 .062 16.288 ***  

XS <--- ser 1.006 .059 17.141 ***  

strategy <--- ep 1.000     

HR <--- ep .827 .042 19.644 ***  

fin <--- ep .965 .043 22.359 ***  

pr <--- ser 0.813     

XY <--- ser 0.896     

GW <--- ser 0.802     

XS <--- ser 0.832     

Source: Author 

It can be seen from Table 3-20 that the average value of "relationship ability" in employee 
service ability is the highest, indicating that relationship ability performs relatively best in 
employee service ability. The variance of "response-ability" is the largest in employee service 
ability, which indicates that the level of quickly and efficiently meeting the heterogeneous 
service needs of consumers is still uneven, and it needs to be strengthened in brokerage agencies.  

The use of "employee service ability" in this dissertation stems from "ability theory" and 
"dynamic ability theory". The academic hypothesis logic of this dissertation is based on the fact 
that only those who have the corresponding ability have more opportunities to obtain the 
corresponding resources; Only by taking certain actions can we achieve higher performance. The 
conclusion of this dissertation verifies the previous literature and academic hypothesis: even in 
brokerage agencies, employee service ability is also positively promoting enterprise 
performance. In addition, professional ability, identification ability, corresponding ability and 
relationship ability are the reflection indicators of employees' service ability.  

Figure 3-1 and Table 4-3 show that the path coefficient of employee service ability on enterprise 
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performance is 0.423 (P < 0.001), indicating that employee service ability has a significant 
positive impact on enterprise performance. Hypothesis H1 is verified, which also supports 
previous literature research. At the same time, Table 4-3 shows that the measurement model of 
employee service capability and enterprise performance is verified; that is, employee service 
capability is reflected by four dimensions, such as recognition ability, assuming H6, H7, H8 and 
H9 are established. 

Research Objective 2: Verify the Measurement Model of Knowledge Management and Its 
Structural Model on Enterprise Performance 

Table 4-4 Measurement model of knowledge management and its regression coefficient 
with enterprise performance 

   Estimate S.E. C.R. P Label 

ep <--- Knowledge .479 .117 4.089 ***  

creating <--- Knowledge 1.000     

sharing <--- Knowledge 1.076 .050 21.702 ***  

search <--- Knowledge 1.163 .060 19.230 ***  

creating <--- knowledge .835     

sharing <--- knowledge .931     

search <--- knowledge .864     

Source: Author 

Table 3-20 shows that the average value of knowledge sharing is relatively the highest in 
knowledge management, indicating that knowledge sharing is relatively the best in brokerage 
institutions. The variance of "knowledge search" in knowledge management is the highest, which 
indicates that brokers' performance in this area needs to be improved. 

Figure 3-1 and Table 4-4 show that the path coefficient of knowledge management on enterprise 
performance is 0.406 (P < 0.001), indicating that knowledge management has a significant 
positive impact on enterprise performance. Hypothesis H4 is verified, which also supports 
previous literature research. At the same time, Table 4-4 shows that knowledge management is 
reflected by three dimensions, such as knowledge creation, assuming that H10, H11 and H12 are 
established. 

DISCUSSION AND CONCLUSION 

The total amount of research on China's brokerage institutions is less, and most of them are 
written by industry experts, lack academic research, and focus on qualitative analysis. The 
quantitative analysis method of this paper complements the research methods of brokerage 
institutions and provides a comparative and reference basis for further quantitative analysis of 
brokerage institutions in the industry. 
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This paper focuses on the hot spot "enterprise performance" that brokers pay attention to. 
Scholars and industry experts mainly put forward three models for enterprise performance: the 
main effect model, the buffer effect model, and the regulation effect model, and there is no 
standard answer. The quantitative analysis process and results of this paper supplement the main 
effect model. In addition, in terms of corporate performance, China has always emphasised 
results; while ignoring the process of corporate performance improvement, it is easy to ignore 
the sustainable development of enterprises. The "capability action performance model" verified 
in this paper provides a practical direction for guiding the process of improving enterprise 
performance and realizing the sustainable development of brokerage institutions. 

For a long time, brokerage agencies have been supporting China's real estate industry, and the 
leading role has always been developers. With the development of the real estate, investment 
institutions, brokerage institutions, real estate operators and so on will experience leapfrog 
development. China's stock housing market will also rely more on the large -scale service 
efficiency of brokers and real estate operators. 

Based on the research of Chinese brokerage institutions, this dissertation only studies the 
relevant variables of enterprise performance. The research on the management of brokerage 
institutions will be in the ascendant. As China's land belongs to the public ownership, and the 
brokerage agency is a bilateral agency rather than a unilateral agency, more Chinese research is 
needed to supplement the relevant theories to guide practice and summarize practice more 
scientifically. 

Both "capability theory" and "dynamic capability theory" emphasize the importance of enterprise 
capability. It is found that dynamic capabilities can change the basic resources of enterprises and 
then change the core capabilities, thus playing a role in strategic renewal (Lenka et al., 2017). 
The contribution of this study is to bring dynamic capabilities into the analysis framework and 
find that employee service capabilities can positively affect the performance of brokerage firms 
through verification and verify the reflective indicators of employee service capabilities of 
brokerage firms. This provides a feasible way for enterprises to improve their performance. 
However, as China's real estate intermediary is a "bilateral agent", it can not solve the "principal-
agent" interest game optimally. Solving the bilateral agent game by the reflection index of 
employee service ability needs to be further explored in future research.  
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