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Resumen 

El desarrollo del emprendimiento empresarial es importante para cualquier negocio. El propósito 

de este estudio es presentar un modelo empresarial para start-ups enfocado en el impacto de la 

innovación y la educación no formal. El presente modelo de investigación examina el papel de la 

formación informal en el rendimiento empresarial y la estimación de las expectativas del cliente. 

El modelo teórico derivado se probó en 100 datos de empresas emergentes en Irán. El análisis 

PLS-SEM mostró que la educación no formal afectó directamente el desempeño de las empresas. 

Los resultados mostraron que el capital humano es uno de los determinantes de la educación no 

formal. El efecto mediador de la formación informal y la estimación de las expectativas del cliente 

sobre la relación entre la calidad de RR.HH. y el rendimiento empresarial fue bastante evidente. 

Palabras clave: modelo de emprendimiento, educación no formal, desempeño empresarial, 

innovación, capital humano 
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Entrepreneurship development is important for any business. The purpose of this study is to present 

an entrepreneurial model for start-ups focused on the impact of innovation and non-formal 

education. The present research model examines the role of informal training on business 

performance and customer expectation estimation. The derived theoretical model was tested on 

100 startup business data in Iran. The PLS-SEM analysis showed that non-formal education 

directly affected the performance of businesses. Findings showed that human capital is one of the 

determinants of non-formal education. The mediating effect of informal training and customer 

expectation estimation on the relationship between HR quality and business performance was quite 

evident. 

 

Keywords: Entrepreneurship Model, Non-formal Education, Business Performance, Innovation, 

Human Capital 

 

 

 

 

Introduction 

Innovation is one of the key components of entrepreneurship when considering small 

independent businesses as business owners as well (Jogaratnam, Tse and Olsen, 1999). Innovation 

Entrepreneurship Theory identifies entrepreneurs as a key driver of economic development 

through the introduction of innovation (Schumpeter, 2010). Therefore, entrepreneurs develop new 

innovations by creating new products or methods of production, opening new markets or new 

materials, and creating new organizational structures in the industry. At the same time, this 

situation changes the market and creates a competitive advantage (Herbert and Link 2006).  

Entrepreneurship theories also illustrate the role of “human resources” in influencing 

business innovation and financial performance (Kellermanns et al., 2016). The quality of human 

resources is related to the amount of individual knowledge, skills and abilities of training and 

work-related experiences (Bakker et al., 2016). Endogenous Growth Theory (Nelson and Phillips, 

1966) is based on the belief that increasing levels of education enables one to apply innovations 

more rapidly because they enhance the ability to perceive, evaluate and distinguish between 

promising and reckless ideas. Increase. Thus, when business owners increase the quality of their 

human resources, it enhances their cognitive abilities, enabling them to understand and exploit 

beneficial innovation that leads to improved business performance. (Davidsonand Honig, 2003). 

In addition, self-efficacy theory (Bandura, 1997) argues that learning from past experience is the 

most important factor in building higher beliefs in one's abilities.  
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In the exploratory studies it was concluded that the entrepreneurship education system in 

Iran was no exception and had no coherent policy-making system. The desired form is not 

implemented and there is no reference or procedure for monitoring the proper implementation of 

these policies. Given the impact and scope of these major decisions, this study expands existing 

knowledge by empirically examining a conceptual model of entrepreneurship development and 

demonstrates the network of communication between innovation, non-formal education, human 

capital, and business performance. From a practical perspective, this research allows business 

owners to identify missing business loops and entrepreneurship training capabilities that lead to 

business success. 

 

Theoretical Framework 

Based on the literature on innovation and entrepreneurship management, this study adopts 

a comprehensive and integrated framework for examining performance drivers in start-ups. 

Understanding some of the characteristics of startups requires a “value chain model” approach. 

The value chain of corporations is a causal system that is interconnected by a chain (Prather and 

Millar, 1985). The value chain model transforms a business into two related and valuable strategic 

activities: initial and supportive activities. Initial activities include physical product creation, 

marketing and delivery of these products to buyers and support and after-sales service. Support 

activities are inputs that can perform initial activities that include inputs in the form of purchasing, 

human resources, technologies, and corporate structure (Prater and Millar,1985). In this study, we 

emphasize that corporate innovation activities, as well as informal education and quality of human 

resources, are critical elements of a value chain in business. These elements are incorporated 

throughout the company's valuation activities. These factors can also influence support activities 

by introducing new purchasing solutions or innovative ways of managing human resources. 

Likewise, informal training and improving the quality of human resources affect the performance 

of causal activities, dependent on the value chain of the company. 

Figure 1 provides an integrated conceptual model of business performance. This model has 

four main theories of entrepreneurship and social psychology (Bandura,1997), entrepreneurship 

innovation theory (Schumpeter, 1952), human resource quality improvement theory (Nafukho, 

Hairstonand Brooks 2004), and endogenous growth theory (Nelson and Phelps, 1966). Through 

this approach, our proposed model examines predictors of business performance and causal 
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network relationships. The performance of start-ups and innovation activities are presented as 

reflective hidden structures, which will be observed by proprietary indicators, respectively. Non-

formal education has been shown to be a molecular model. Human capital is regarded as a 

constructive structure. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Fig. 1: An integrated conceptual model of the new business performance (startups). 

 

 

Non-formal education 

The concept of non-formal learning is defined as the three terms formal education, non-

formal education and non-formal learning. Formal education refers to all events that are 

intentionally planned, have a fixed time schedule, hierarchies, different levels and input 

requirements, and within. Training is provided. Non-formal education refers to all deliberately 

unplanned learning events in the organizational setting. Non-formal education does not include 

hierarchical characteristics, input requirements, and regular time schedules. From jobs, seminars 

and workshops to non-teaching they are toxic. Informal or unintentional learning that can occur 

on a daily basis. Learning is a less organized, informal, deliberate natural process, and may involve 

all activities in the family, workplace, and throughout one's life. Informal learning involves 

learning, self-learning through task accomplishment, and learning through observation, reflection, 

reading the book, and talking with colleagues. In other words, informal and unconscious daily 

processes that lead to competencies, informal learning. This learning is more random, and may be 
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framed by the learner L not identifiable (Alonderienė,2010). Types of non-formal education 

include: 

1- Distance education 

2- Internet University 

3- Private education 

 

Human Capital 

Small investments are created around the entrepreneur, and business outcomes cannot be 

understood without particular attention to the founder's role in the business (Cooper, Gimeno-

Gasconand Woo,1994). In the field of entrepreneurship, the level of knowledge, experience, and 

competence of the entrepreneur, through formal education, business experience, hands-on 

learning, and non-formal education, contribute to the formation of an entrepreneurial human 

capital (Davidson and Honig, 2003). Entrepreneurial level of “human capital” determines 

productivity and efficiency and can influence the entrepreneurial behavior and outcomes of the 

company (Davidson and Honig, 2003). The theory of human capital is that man is a type of capital 

that can be developed, and investing in human profitability (through education) enhances labor 

productivity (Nafukho et al., 2004). At the core of human capital theory is the assumption that 

individuals invest intentionally in education in preparation for joining the workforce (Nafukho et 

al., 2004). As a result, they enter the workforce with a higher level of knowledge and skill and 

result in higher pay in economic terms (Corley et al., 2019). 

Empirical evidence supports the positive relationship between entrepreneurial human 

capital and organizational performance (Ottenbacher and Gnoth,2005). Higher education enables 

entrepreneurs to successfully manage the company, identify the right market, and be more prepared 

to provide external financing applications that are effective for economic growth (Ottenbacher and 

Gnoth, 2005). Experienced entrepreneurs working in a similar sector have more knowledge of 

technological and market opportunities that can be of great use. Therefore, they can formulate 

appropriate strategies to pursue these opportunities that enhance the firm's performance 

(Ottenbacher and Gnoth, 2005). A qualitative study by (Parsa et al., 2005) reported on the 

unsuccessful actions of start-up business owners. These startups closed in less than 12 months due 

to previous inexperience in the startup business. 
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A study by (Parsa et al.,2005) shows that education is important for the performance of 

startups. Studies have shown that prior education in a field similar to the corporate product 

offerings provides entrepreneurs with a useful understanding of how to identify appropriate 

markets and succeed in corporate management (Ottenbacher and Gnoth, 2005). Therefore, no 

previous research has examined the relationship between human resources and the use of non-

formal education.However, organizations and business units that rely on pre-existing human 

capital are more likely to use formal training systems. It forms the basis of the following 

hypothesis: 

 

Hypothesis 1. The human capital of business owners is positively related to the use of non-

formal education. 
 

Innovative activities 

Innovation plays an important role in entrepreneurship (Herbert and Link, 2006) and is 

defined as the process of creating new solutions in the generation, adoption and implementation 

of ideas, processes, new products or service (Moss-Kanter,1983). Innovations must be new and 

must be successfully implemented to obtain economic benefits (Rogers 2003). Theory of 

Entrepreneurial Innovation states that in a capitalist system, entrepreneurs, by employing indirect 

methods of labor, destroy existing economic structures and create new ones the Schumpeter called 

“creative destruction.” In different industries, entrepreneurs, through their concepts, products, 

ideas and innovations, create new values and fundamentally change people's tastes, making it a 

critical factor in the evolutionary path of products. And cause competition. Experimental evidence 

suggests that innovation guides the performance of the business structure (Nambisan, Wright and 

Feldman,2019). Protecting service products through patents and copyrights is difficult so 

continuous product innovation is essential for service companies to prevent competitors from 

progressing (Rogers,2003). In addition, the implementation of new management structures, 

technology to improve operational efficiency, and new logistics and delivery systems enable 

service companies to compete with lower costs (Bustinza et al.,2019). 

The exploitation of the innovation structure in previous research has limited the findings. 

For example, the innovation criterion used by (Agarwa, Erramilli and Dev,2003) was assessed on 

a scale (1 = strongly disagree = 5 = strongly agree). Measured only one type of innovation (i.e., 

service innovation). Concentrated and using a perception-based measure, respondents were asked 
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to rate their innovative activities against their competitors (in a seven-point Likert scale). (Liao 

and Tsai,2019) used the measures of innovative behaviors, which is difficult to use in all 

businesses. 

To address these limitations, this study uses a comprehensive criterion-based innovation 

criterion that classifies innovations into product, service, process, management, and marketing 

(Hall,2009). Product and service innovations refer to new or significantly improved products or 

services such as the introduction of new materials, by-products, new components, or new features 

(Camisón and Monfort-Mir, 2012). Examples of these innovations in start-ups include new service 

systems. Process innovations point to behind-the-scenes changes aimed at increasing productivity 

and efficiency, such as new equipment or automation, more efficient production methods, or the 

use of new energy sources (Camisón and Monfort-Mir,2012). Managerial innovations include new 

approaches to organizational management, work organization or external relations such as new 

ways to organize internal collaboration, employee guidance and training, professional 

development and service rewards (Ottenbacherand Gnoth, 2005). Marketing innovations include 

new marketing techniques that include changes in product design, advertising strategies, pricing, 

and new relationships with other sectors such as government and regulatory systems, social 

organizations, or specific customers (Camisón and Monfort-Mir, 2012) No study has examined 

the relationship between business innovation and education, so the first hypothesis is defined as 

follows. 

 

Hypothesis 2. Innovation activities are positively related to the use of non-formal 

education. 

 

Entrepreneurial self-efficacy 

Entrepreneurs have a major impact on the direction, framework, and performance of the 

small business (Hallak, Lindsay and Brown,2011). This influence is due to the argument that a 

small business enterprise is the evolution of the individual responsible, and the individual 

entrepreneur is regarded as the company (Lumpkin and Dess,1996). Therefore, understanding the 

role of the entrepreneur in relation to enterprise-level innovations seems important. Studies on 

small companies have also focused on the self-efficacy entrepreneurship structure (ESE) 

(Hallak,Assaker and Lee, 2015). ESE refers to an individual's belief in his / her ability to achieve 

entrepreneurial tasks (Fuller et al., 2018). These include: developing new products and market 
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opportunities, creating an innovative environment, building investor relationships, defining the 

main goal, addressing unexpected challenges, and developing critical human resources (De Noble, 

Jung and Ehrlich,1999). 

Previous studies, such as the work of (Hallak, Lindsay and Brown,2011) investigated the 

relationship between ESE and performance at the latent structural level and used the segmentation 

method to transform the ESE multidimensional structure into a hidden structure. This is required 

for the purposes of SEM analysis; however, aspects of HR training including the entrepreneur's 

ability to recruit and retain and train talented people to work in the company should be taken into 

account (De Noble, Jung and Ehrlich,1999). These two components are important skills of 

successful entrepreneurs (De Noble, Jung and Ehrlich,1999). In addition, the Entrepreneurship 

Theory of Innovation (Schumpeter, 1952) suggests that entrepreneurial firms can survive and 

thrive through the ability of persistent innovation entrepreneurship to train human resources and 

respond to changes in the dynamic behavior of competitors. (O'Dwyer, Gilmore and 

Carson,2009).Therefore, the capacity of start-up entrepreneurs to “new product development and 

market opportunities” can be a key driver of their business performance. However, research on 

how ESE is structured on human resource education is still unknown. Based on empirical evidence 

and self-learning theory (Bandura, 1997) the following hypothesis is presented. 

 

Hypothesis 3. The ESE of startups is positively associated with informal education. 

 

Performance of startups 

Research on startups' performance focuses on state-owned companies and chain startups 

that measure corporate performance through stock market valuation (Choi et al., 2011). Stock 

market valuation is not available for start-ups and small businesses that make up 99% of the total 

business. Unlike corporate finance records that are often publicly available, independent small 

business records are inaccessible to researchers. Therefore, the use of subjective metrics, rather 

than objective ones, is common in small business research (Hallak, Lindsay and Brown,2011). 

Human resources training can enhance the competitiveness and financial performance of 

organizations (Cancedda et al.,2018). Better information enables managers to make better 

decisions and this improves the performance of the organization (Lee, Hallak and Sardeshmukh, 

2016). Available evidence indicates a positive relationship between informal training and 

organizational performance (Wolfson et al., 2018). Huselid(1995) found that there was a positive 
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relationship between strategic training and organizational financial performance. In this regard, it 

is assumed that: 

 

Hypothesis 4. There is a positive relationship between non-formal education and financial 

performance. 

 
 

Customer Satisfaction and Human Resource Training 

Achieving high levels of customer satisfaction (Avcikurt, Altay and Ilban,2011) quality of 

customer service (Budianto, 2019) and customer retention (Zhang et al., 2013) are important to 

the success of any business. Here, the use of non-formal education can improve the development 

of efficient forces and consequently improve customer satisfaction, as corporate differentiation 

based on customer characteristics requires forward-looking criteria (Kaplan and Norton, 2004) and 

traditional training systems. Customer satisfaction has a positive relationship (Currie, Tuck and 

Morrell,2015). In addition, service organizations are usually sensitive to external factors (Kim, 

Cho and Brymer,2013). Given that HR training can be used to focus on customer interests and thus 

facilitate the development and development of new products / services and transform fruitless 

relationships into profitable relationships (Narayanan and Kaplan, 2001) it is assumed that: 

 

Hypothesis 5. Non-formal education is positively related to customer satisfaction. 

 

Customer satisfaction and business performance 

Service-profit chain theory describes a process in which the growth and profitability of 

firms (financial performance) is derived from customer loyalty, which is a direct result of customer 

satisfaction (Heskett and Sasser, 2010). However, evidence regarding the relationship between 

customer satisfaction and financial performance with some studies in which a positive relationship 

has been reported (Capiez and Kaya, 2004) and other studies in which a negative relationship has 

been reported (Tornow and Wiley, 1991). This may be due to the benefit that comes from 

communicating with the customer, while profits can also be obtained through intimate 

relationships. However, business survival is not possible without customer satisfaction (Chi and 

Gursoy, 2009), because customers are one of the key drivers of financial performance (Kim, Cho 

and Brymer,2013). In addition, customer satisfaction is positively correlated with the future 

(Banker, Potter and Srinivasan,2005) and financial performance of the organization (Chi and 

Gursoy, 2009). In this regard, it is assumed that: 
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Hypothesis 6. There is a positive relationship between customer satisfaction and financial 

performance of the organization. 

Methodology 

The questionnaire was sent to 100 people responsible for the financial oversight of 

businesses. Responses were obtained from 35 individuals and 35 companies. The potential for 

non-response orientation was evaluated as a minimum because there was no difference between 

the initial responses and the subsequent responses to all the factors of the questionnaire. 

Respondents were male (70%) and middle-aged with an average of 22 years of industry 

experience. Some answers were not received. List-based deletions of items that did not include 

performance data (equal to 5) reduced the sample of the present study to 27 companies. In order 

to show the uniformity of the results (Way et al., 2018), the modified structural model of this study 

was evaluated using a list-based deletion of 27 and average displacement of 35. The close 

similarity between the standard direct effect methods and the important estimates (Table 4) and 

the fit indices (Table 1) shows that the list-based deletion does not significantly affect the findings 

presented in this study. 

 

Criteria and reliability assessment 

Customer satisfaction was assessed using three factors related to customer satisfaction 

criteria (Zhou, Brown, and Dev, 2009). Respondents were asked to describe how: 1) quality of 

service performance, 2) customer retention performance, and 3) customer satisfaction performance 

of their organizations over the past three months compared to their competitors. Response options 

ranged from 1 (much worse) to 5 (much better). The composite reliability estimate for the hidden 

variable of customer satisfaction in this study was 0.87 and the mean of variance extracted (AVE) 

by the hidden variable of customer satisfaction in this study was more than 0.50 (Table 2). 

Corporate performance was assessed using three factors related to financial performance criteria 

(Cadez and Guilding,2012). Respondents were asked to describe (on average) how (1) the return 

on capital, (2) profitability, and (3) the gross operating profit of their organization over the past 

three months compared to direct competitors. Response options ranged from 1 (much worse) to 5 

(much better). The composite reliability estimate for the latent variable of financial performance 

in this study was 0.85 (Table 2). Non-formal education was assessed using 5 factors related to 

(Nami et al.,2017). Response options ranged from 1 (never) to 5 (often). In line with previous 
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research, the mean scores of all 5 informal education factors were equal to or greater than the 

midpoint. In other words, mean factor scores were in the range of 3, and reported levels of sample 

application for each of these 5 factors ranged from 1 (never) to 5 (most). Finally, in order to achieve 

a more desirable index for the sample size ratio (Little et al., 2002), similar to the segmentation 

technique used by (Lee, Hallak and Sardeshmukh, 2016). Four parameters were created for the 

informal single-factor training criterion in this study.  

The composite reliability value for the hidden variable of non-formal education of the four 

parameters in this study was 0.92 (Table 2). Aspects related to entrepreneurship education and 

human capital education transfer were evaluated using 7 factors (Nami et al.,2017). The combined 

reliability estimates for the hidden variables of training transfer and entrepreneurship training were 

0.78 and 0.84, respectively. The results showed four factors of entrepreneurship education and 

three factors of performance. The composite reliability of the second-order (two-factor) hidden 

human capital variable in this study was 0.85 (Table 2). Innovation was assessed using the 

following two factors, which were taken from the (Camisón and Monfort-Mir, 2012) Innovation 

Criterion: 1. Providing managerial innovation; and 2. Marketing innovation. Response options 

were within the Likert spectrum. The composite reliability for this latent variable of innovation 

was 0.72 (Table 2). Entrepreneurial self-efficacy was assessed using the 23-item scale developed 

by (De Noble, Jung and Ehrlich,1999). These factors were conceptualized as a multi-dimensional 

hidden structure with six dimensions: 1) new product development and market opportunities, 2) 

creating an innovative environment, 3) investor relations, 4) target setting, 5) tackling unexpected 

challenges and 6) Human resource development. All items were scored on a 5-point Likert scale. 

 

 
Table 1 

Factor analysis of structural measurement models 

 

 

Model X2 df p SRMR RMSEA CFI IFI 

1. Measurement model (List-based deletion; 

n = 27) 

241.27 154 0.001 0.07 0.07 0.93 0.93 

2. Hypothetical structural model 354.70 160 0.001 0.12 0.08 0.90 0.90 

3. Modified measurement model 176.19 111 0.011 0.07 0.07 0.94 0.94 

4. Modified structural model 188.31 112 0.003 0.07 0.07 0.94 0.94 

5. Modified structural model (mean؛ n = 

35)4 

188.04 112 0.003 0.07 0.07 0.95 0.95 
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Table 2 

Validity of the measurement model 

 

Six variables related to the measurement model 1 2 3 4 5 6 

1. Customer satisfaction (three factors; CR = 87) 0.55      

2. Financial performance (three factors; CR = 85) 0.27 0.62     

3. Informal education (four parameters; CR = 92) 0.17 0.24 0.62    

Human capital (two factors; CR = 86) 0.36 0.31 0.36 0.64   

4. Innovation (two factors; CR = 72) 0.57 0.30 0.29 0.51 0.50  

5. Entrepreneurial self-efficacy (one factor) 0.01 0.00 0.01 0.10 0.05 0000 

 

 

This table represents the composite reliability (CR) estimates for the five hidden variables 

of the model, the mean of the variance extracted by each of the five hidden variables of the model, 

and the square correlation variance between the six variables of the model of measurement as 

shown in Table 1, the model of the indicator The data fit well; and as shown in Table 2, all five 

CR values are above the threshold of 0.70 and all five AVE values are above the threshold and the 

corresponding squared correlations. Therefore, these results support the distinct uniformity and 

validity of the measurement model in the present study. 

 

 

Results 

In Table 3, the correlations of squared (R2) for non-formal education (three-way path), 

customer satisfaction (one-way path), performance (two-way path), as well as standard regression 

(SRW), standard error (SE), and estimates the importance of six structural paths related to the 

hypothesized structural model is shown. Figure 2 illustrates the hypothetical structural model 

associated with SRW and estimates of the importance of the six structural paths of the model. As 

shown in Table 3 and Figure 2, unlike H2 and H3, entrepreneurial innovation and self-efficacy 

were not positively correlated with non-formal education at the p <0.05 level. In support of the H1 

hypothesis, human capital was positively associated with non-formal education. In support of the 

H4 hypothesis, non-formal education was positively associated with customer satisfaction. In 

support of H5 hypothesis, informal organization training was positively related to business 

performance. 
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Table 3 

Structural paths of the hypothetical structural model 

 

 

6. Final sample 7. R2 8. SRW 9. SE 10. p 

11. Informal education of the organization 

12. Human capital ←Informal education  ( H1) 

13. 0.41 

14.  

15.  

16. 0.54 

17.  

18. 0.20 

19.  

20. * 

21. Innovation   ← Informal education  ( H2) 

22. Entrepreneurial self-efficacy   ← Informal education  ( H3) 

23. 0.31 

24. 0.22 

25. 0.30 

26. 0.00 

27.  28.  

29. customer satisfaction 

30. 1 . Informal education ←customer satisfaction  ( H4) 

31. 0.18 32.  

33. 0.38 

34.  

35. 0.14 

36.  

37. * 

38. Financial performance of the organization 

39. Informal education ←Business financial performance (H5) 

40. Customer satisfaction ←Business financial performance (H6) 

41. 0.35 

42.  

43.  

44. 0.31 

45. 0.42 

46.  

47. 0.12 

48. 0.11 

49.  

50. * 

51. * 

 

 

 

 

 

 

 

 

 

 

 

 

 
Fig. 2: Hypothetical structural model 

 

 

As shown in Figure 2, in support of Hypothesis 3, there is a positive relationship between 

customer satisfaction and business financial performance. Given the indices of change in the 
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assumed structural model and that the assumed structural model represents a moderate fit to the 

data (based on Table 1), and that organizational innovation and entrepreneurial self-efficacy do 

not correlate significantly with informal organization training (Table 3 and Figure 2) these two 

The variables were omitted (and a direct relationship between the organization's human capital and 

customer satisfaction was established) and the modified structural model is plotted in Figure 3. 

 

 
Table 4 

Structural paths of the modified structural model 

 

 

List 80-based deletion R2 SDE SE P 

Informal education of the organization 

1. Human capital ←Informal education 

0.24 

 

 

0.49 

 

0.17 

 

** 

customer satisfaction 

1. Informal education ←customer satisfaction 

2. Human capital  ←Customer satisfaction 

0.28 

 

 

-0.08 

0.62 

 

0.16 

0.22 

 

 

** 

Financial performance of the organization 

1. Informal education ←Business financial performance 

2. customer satisfaction  ←Business financial performance 

0.28  

0.25 

0.44 

 

0.12 

0.11 

 

* 

** 

Mean (n = 35) 

Informal education of the organization 

1. Human capital ←Informal education 

 

0.25 

 

 

0.50 

 

 

0.17 

 

 

** 

customer satisfaction 

1. Informal education ←customer satisfaction 

2. Human capital  ←customer satisfaction 

0.26 

 

 

-0.30 

0.62 

 

0.14 

0.20 

 

 

** 

1. Business performance of the organization 

2. Informal education ←Financial performance 

3. customer satisfaction  ←Financial performance 

0.24  

0.27 

0.36 

 

0.10 

0.10 

 

* 

** 

 *P< 0.05. ** P< 0.01. *** P< 0.001. 
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Fig. 3: Modified structural model 

 

 

In Table 4, R2 estimates related to informal organization training (one structural path) 

customer satisfaction (two structural paths), financial performance (two structural paths) as well 

as standard direct effect (SDE), SE, significance estimates of model structural paths by elimination 

List-based 27 and average displacement of 35% are shown. As shown in Table 4, the pattern of 

results for SDE, SE, and significance estimates for the five structural paths (and the fit indices of 

the modified structural model (Table 1) are similar), the similarity of these results shows that the 

index-based deletion provided the findings. In this paper they are not significantly affected (Way 

et al. 2018). In Figure 3, a modified structural model with SDE is shown and an estimation of the 

significance of 5 structural paths of the model is shown. In support of Hypothesis 1, human capital, 

Informal education affects the organization positively and directly, in contrast to attention  

According to Hypothesis 2, informal training of the organization does not significantly 

affect customer satisfaction, while human capital of the organization positively affects customer 

satisfaction: informal training of organization (hypothesis 3) and customer satisfaction (hypothesis 

4). Affects the financial of the organization positively, and the human capital of the organization 

has a positive, standard and indirect impact on the financial performance of the organization. 

Hypotheses 1, 3 and 4 were generally accepted, but Hypothesis 2 was not confirmed. However, it 

should be noted that the positive structural path between informal training of the organization 

andcustomer satisfaction in the assumed structural model (Fig. 2) is not meaningful when the 

structural path between organizational human capital and customer satisfaction in the modified 

structural model is considered (Fig. 3). This is the best result of the model being multi-linear; That 

is, the correlation between the human capital of the organization and the hidden variables of non-

formal education in the present study. 

 

Discussion 

Based on a comparison of the research results of other authors, we finally came to the 

conclusion that the study of (Parsa et al., 2005) showed that education has an important effect on 

the performance of start-up businesses. And previous skills provide entrepreneurs with a useful 

understanding of how to identify markets. However, none of the previous studies has examined 
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the relationship between human resources and the use of non-formal education. Also, according to 

the results (OttenBacher and Gnu, 2005).Managerial innovations can lead to new ways of 

organizing and provide staff training, development and rewards. However, no study has examined 

the relationship between business innovation and skills training.  

According to previous studies, like the research of (Hallak, Lindsay, and Brown, 2011) 

have examined the relationship between ESE and performance at different levels. However, 

research on how ESE is structured on HR training is still unknown. An article (Cancedda et al., 

2018) examined that human resource training can increase the competitiveness and financial 

performance of organizations, and this improves the performance of the organization. Based on 

the evidence obtained by (Wolfson et al.,2018) there is a positive relationship between informal 

training and organizational performance, and (Huselid, 1995) found that there is a positive 

relationship between strategic training and organizational financial performance? On the other 

hand, based on the results of research (Narayanan and Kaplan, 2001), it can be pointed out that 

human resource training can be used to turn fruitless relationships into profitable ones, and finally 

(Kim, Cho and Brymer, 2013) in research on they have come to the conclusion that customers are 

one of the key drivers of financial performance. In addition (Chi and Gursoy, 2009) concluded that 

customer satisfaction and financial performance of the organization are positively related. 

However, the effect of informal education in developing an entrepreneurial model that can lead 

new businesses has not been found in any research and is therefore one of the main reasons for 

writing this article. 

Mohammadi and Dram (2018) conducted a study entitled The Role of Social Networks in 

Informal Education with the aim of investigating the role of social networks and social media in 

informal education. Non-formal education is an organized educational activity that provides 

women, men, children, youth, adults, the employed, the unemployed, the literate and the illiterate 

deprived of education with the aim of empowering them to develop their abilities. Informal torbat 

has different dimensions and types, about which different information was collected and presented 

in the present article by review and library methods. Then they introduced the most important 

harms that threaten non-formal education. Social networks were then discussed. Social networks 

are sites that offer their users the ability to share from a simple site such as a search engine with 

the addition of features such as chat and email and other features. At the end of the article, some 

suggestions were presented (Mohammadi and Drama, 2018). This study is consistent with the 
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present study, but the limitations of this research are that it has done the discussion more 

theoretically and has not included field cases in its studies. 

In 2015, Waqar Mousavi and Sobhani conducted a study entitled Model to Evaluate the 

Impact of Informal Entrepreneurship Training on Creating an Entrepreneurial Post. Studies the 

creation of entrepreneurial intent as moderating variables. In order to identify the latent variables 

and the relationships between them, structural equation modeling has been given using PLS 

software. Their research was of experimental skepticism type and data were collected as pretest, 

posttest and questionnaire. Findings show that applying the correct educational method in informal 

entrepreneurship courses, in addition to improving the level of skills required in learners, has a 

significant positive effect on creating an entrepreneurial position in them, as well as having the 

characteristics Entrepreneurial personality and desire to do related to entrepreneurship increases 

the effectiveness of these trainings in creating entrepreneurial intention (Waqar Mousavi and 

Sobhani, 2015). This study is consistent with the present study, but the limitations of their study 

were such that it seems that better results will be obtained when the SPSS program and the 

ANOVA or MANVO option are used as an intervention study. 

Omran (2016) conducted a study entitled The role of informal learning in the development 

of key competencies in higher and vocational education environments. The main purpose of his 

research was to investigate the role of non-formal learning through social interactions in higher 

education and vocational education Jobs are key. The research method is survey and its statistical 

population is graduates of higher education and employed in the industries of Mazandaran 

province with a service record of 2-6 and the sample size is 150 people who have been selected by 

purposeful method. His research was conducted using a researcher-made questionnaire and 

interviews were conducted. The researcher has been used to determine the validity of the views of 

professors of educational sciences as well as the use of theoretical background and other research. 

Regarding reliability, it can be said that because the questionnaire used nominal variables and two-

choice yes-no answers, the reliability coefficient could not be measured. The method of statistical 

analysis is through SPSS statistical software using descriptive statistics (frequency) and inferential 

statistics (chi-square test).  

The results indicate that there is a significant difference between the role of higher 

education and the job environment in fostering key job competencies through informal learning 

resulting from social interactions, so that the role of higher education is greater. Personality and 
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socio-communication competencies and in the work environment, personality and professional 

competencies are nurtured more than other competencies, respectively. Among the proposed 

components, informal learning through social interactions, the component of speech learning in 

the university and the component of behavioral learning in the work environment, have the highest 

frequency. It can be said that the greater number of good answers than yes answers indicates that 

none of the competencies are nurtured satisfactorily in any of the environments (Salehi Imran, 

2016). This study is consistent with the present study, but the limitations of his research were that 

he did not calculate the alpha coefficient of the questionnaire he had created, so the questionnaire 

was not sufficiently valid. 

 

Conclusion 

The main conclusion of the paper is that non-formal education is considered as an 

intermediary between the human capital of the organization and the financial performance of the 

organization (Cadezand Guilding,2012) did not support the mediating effect of non-formal 

education on the relationship between human capital and corporate financial performance. 

However, the findings of the present study indicate that the underlying factors of industries may 

play an important role in determining the relationship. In addition, the findings of probability 

theory suggest that in order to increase the competitiveness and performance of an organization, 

organizational management systems (such as non-formal education) must be tailored to support 

human capital. 

The findings of this study on the mediating effects of informal organization training and 

customer satisfaction on the relationship between organizational human capital and customer 

performance are based on the following empirical results: Organizational human capital on 

informal organization training (Hypothesis 1) and customer satisfaction have a positive and It has 

a direct effect; informal organization training (Hypothesis 3) and customer satisfaction 

(Hypothesis 4) have a positive and direct impact on the financial performance of the organization; 

and an organization's human capital has a positive and indirect impact on the financial performance 

of the organization. However, empirical evidence for Hypothesis 1 and Hypothesis 4 has been 

integrated with studies in which a negative and no significant relationship between financial 

performance and customer reported has been reported. 
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