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The Organizational Capability of Knowledge-intensive Service Firm

- Constructive Factors and Case Studies of Taiwan Information
Service Organizations

Student : Lu-Mei Wang Advisor : Prof. Ren-Jye Liu

Department of Industrial Engineering and Enterprise Information
Tunghai University

ABSTRACT

The sustainable competitive advantage of an enterprise has always been an important
topic for strategy management study. Scholars propose the three types of capabilities
including distinctive competence, core competence and dynamic capability are important for
firms in order to stay competitive. To develop the three types of firms’ capability, firms need
to have organizational capability. The scope of this study is aimed at knowledge-intensive
service company. We try to identify the organizational capability in which the
knowledge-intensive service companies adopt to create value for their customers and we
discuss how the knowledge-intensive service company, in the process of offering
knowledge-intensive service, co-creates value with its customers.

According to the resource-based view theory, we analyze the types and methods of
knowledge-intensive service and identify the five important resources for a
knowledge-intensive service organization: human resource, knowledge, information
technology, internal and external relationship and efficient operational process. In order for
these five important resources to be effective, the following organizational capabilities must
be in place: human resource development capability, learning and absorptive capability,
knowledge co-creating capability, collaboration capability, problem solving and improvement
capability, IT application capability, relationship capability and relationship retained
capability. Research structure will be presented for the case study.

This case study is targeted at Taiwanese Information Technology service organization.
This study confirms the eight organizational capabilities and furthermore, it discovers that,
for different types of services among different customers (functional and solution), the
combination of the eight organizational capabilities could also be different. In the end, we
present four types knowledge service value co-creation: distribution, expansion, mutual-trust,
and co-creation. To summarize, organizational capabilities features and knowledge service
value creation types not only are practical in real business but are also meaningful in
customer value co-creation study.

Keywords : Organizational Capability, Knowledge-Intensive Service, Customer Value
Co-creation, Sustain Competitive Advantage
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gag TR % k5 OECD ( The Organisation for Economic Co-operation
and Development) & - 1996 & 4% 1) &3 574 (The knowledge-based
economy) — 3 > 4p I ATE AR S A FATE P e T o
FLELIn L A § 4 A 4 2 SRR £ ehSpd 4 0 7 W SRR A B gk
TR e REY R A2 A RS  RBUTENRT I AR E

OECD ¢hdp4 @ # 471 > o r‘svfﬂistabf:?f \ F‘svfﬂs}ié_;—f MR SR
A2 A4 R DGR EARE T g I 23k R R EARS e g R o
p 1985 & F 4> OECD ¢ R Bt d ¥ > f;vnjézrr“s\r‘ BHRE A EE
TRPRIFA ¥ > ¢ LW OECD ¢ A MR 4 A% &® GDP (Gross Domestic
Product) ¢150% - &#7% ¢ A B ¥ > wa R4 £t ol 2 £ 1 F {
SEE o AR H B AR wIRBAFW N { F LS A A ﬁ?‘*éﬂ%’l
o S A REMFAIFT B FE L R d 4 (OECD, 1996; 1999) -

B2l & kA ARG pIRit mﬁ\’%‘“‘f ATRIRIEA E g B2 A
CHE- AL o W3 PHAF I IREFHOAEESRS  3 M
LR R A EhE R M > 2 T oA W o FRARTFEAE € NSF
(National Science Foundation) #-sezsfRis & ¥4 5 73 £ 0w p & IR
(Commercial Knowledge-Intensive Services » ™ ™ f§ f7 ¥ 4w pR7%) -
do £ E M B  FTAZ oo 8 oo B oo B R+ ( Public
Knowledge-Intensive Services > r1 7™ fij fir & I LA fRG% ) dofe v & F oy o
2014 & >3k B F P o@pRGx ik 23k GDP 2 17% > JliE % 127 % & » ¢
SRY b BEBEGo L EREIE 3% S 0 WL 25%x 2 o B E P IrER
TP bBA MBI BRI B b BER RO £ E S ERS
B a2bp PR EBERENREF V- BIRYE > 2FREEIRBZF LKAk
.- A BFEP ARz R G R B 9 F I ERER S I ARERERF IR
52»0[%]1.1:%1999&;20143"%@«1“@”E~Bﬂx~<’i F’”?HK
B Y R RITEIRIEA X e F—,E,Kfﬁ P A% 2012 &) ,ﬁwk )
HARFEHE v & P2 adgd o
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B o W8 A8 B e B 0 2 B PR AR L R
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1996) -
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Value-added output of commercial KI services for selected regions/countries/economies:
1999-2014
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B 1.1 3 EFH 3R EA4E% B (1999-2014)

73k k&R + National Science Foundation Science and Engineering Indicators
2016 - F. O-36

1.1.23F X3S B4 2 A

E¥S oo i § T Bl B - L ARG FROE & A
(Barney, 1991; Rumelt, Schendel, & Teece, 1994) -

%‘?iﬁ o Bl & LR (The industry structure view ) (Porter, 1980)
2R A AL (The resource-based view ) (Barney, 1991; Dyer & Singh,
1998; Grant, 1991; Wernerfelt, 1984) k4534 7) = £ ¥ & B ch %}
Porter(1980):2 2 " £ ¥ & 24 % RRALAFREL R T RAERL D
FEDITH 4 - FT0 D de » s A Bed A= 1~ LN Z, “rﬂ;i;l%sb PN
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EF AL NTIRE R A LT ad > W Bk e T RS b IR
oA AERE TFZI S HDFE 7~ FLAR ?\/ﬁwszé@éﬂu“
Plen i > BT R 4 ¢ B PR 2 4 iR g4 (Grant, 1991;
Oliver, 1997; Wernerfelt, 1984) - Ulrich and Lake (1991) # ! & J& {8 4% A i
LRE S RE{FDE SR R RS M 27 S E
2 Qg enpihlATE G R G B4 o

E’tl‘?i‘f’,f’_“% et GHSFARL B ZMETE c B e
gﬁﬁgf%‘;iﬁi’tk'- H g iﬂi" { § o2 (Grant 1991)’ '*’}%E“‘ CY N R

Bi§ﬁ%$&? ?%ﬁﬂim—ﬁi-%ﬁﬁ A 3

2003 # 4% 41 & S0l %MJ’%m; e F Il S dy s

LA fek g Vg E F By —E‘Z&v%m"" 3 p”,)ﬁzfrfr EPE R B

ﬁ{,ﬁﬁﬁlﬁ%m#%(mmm)ﬁﬁf B itehe g F 8 i
Rk e

IR A ‘nﬁﬁ\m‘tﬁi;\g'aﬁ‘ Kig 4 032008 £ X GE R F - X B g1
2009 # & Tk ¢t F SR PR PSR A PR e $RE & 2010 £
FREET AW 2L wiT 1000 FaRiT 2 0 P AR F PP R IRG B
rﬂﬁ%a&ﬁ&%@%%v@%mﬁﬁ@ﬁﬁﬁfe{ﬁ%ﬁ%?%g
dApz? BY > FEATOH EALE o B g AR AF o JTFT
‘ﬁm%&’hﬂ*ZMZ&iﬁm_@MM%WSgﬁ’éﬁﬁﬂﬁﬁﬁ@E.

—FRCEIPWLL PERFILAEL LY - T B A 07 > 2014
Emrprd 1023 Fipitd > N - BEFEARFF o B R2 2
3 2015 & > i w EAEL >3k P s & 3rEEd o

e #‘E’ﬁ PARL S che S F R R fERZJENP D
P¥gd@at (FAobS T F ) R 397 g ezl a4 ~ W% Aa %
5ﬁ“*ﬁ@“ﬁ R E R S o B i AT AR
ﬂm’aﬁpﬁﬁﬂmﬁ4*(%%%:ima AR N BTN

! http://www.gvm.com.tw/Boardcontent_15855.html 2010 & 3 * 5L (kL jedk) 27 o HiE L pe £ ¥w
ﬁh = FFE ’E-E °
2 https://zh.wikipedia.org/wiki/%E4%B8%B0%E7%94%B0%E6%B1%BD%E8%BD%A6
3 http://www.chinatimes.com/newspapers/20160128000084-260203
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RABEREnd & o FUPASL AR EA KRS RS RIS
VOB R E T j%ﬁ] WA R R RS PR R
H 42 B0 (8] = B, 2006) 5 '%&’é§920ﬂﬁmﬁfﬁ | 2012
ErE R r - A RORRNE Y o B NE o GRS DR 8 R
ELE%&¥$; TAFRBAES S H B g %g}_gg pc S e (7 ER
LRt FRAL R - PRpHgs o

APRIFEEDEIR  HJHEEOAREJ VKRG I TS fF
e iﬁb it 4 (Ulrich & Smallwood, 2004) » &' ;T & jr%{— B {247 ek 3 o
A1£2(2003) 1 p A EORFBEENF oL BB KA T L AL ES
¥ OF, s wp 0 AW RS gHaokR -

e

Lusch, 2004) -

ek w2 S E R GARVE RO R IRE A X R E
Behdd o IR R AMA RS LA 3 B E kR
B £ BN F A0 7 IBM 27 5 6] 0 295 2015 E4p2 ¥ £33 p &
FLEET 0 IBM PRFAIE P Y JcARiE H AR e 60% > o 2014 E 3 4o it 1
B AR X REATE IBM AR B 2 e

# 1.1 1BM 2014%2 2015 # 3 4 su3t
(Ev: FH24)

£ R 2015 % 2014 %

PR33 $ 49,183 60.17% $ 54,954 59.22%
i1 $ 22,932 28.05% $ 25,434 27.41%
Afga e $ 9,627 11.78% $ 12,404 13.37%
Total $ 81,742 100.00% $ 92,792 100.00%

7ok kR 2 2015 IBM Annual Report (IBM, 2015)
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EFIRALGADA A FE B R Ede w2 1 F 1 menpd
EREEAIARR B AIRDPEFE L > R “L‘_%‘-era?g;f.ﬁpgj’zsﬁq
¥ % J& 17 41 & (Spohrer, Maglio, Bailey, & Gruhl, 2007; Vargo & Lusch, 2004) -
AFORBAEES B DT R BAEE LAY EE MRS Y (Vargo &
Lusch, 2004) -

AT S AR T o TR F IR B e

4

£ W g S0
$W?mmﬁ”’$%ﬁﬁﬁ%4%% » A LIRS E &
EHGEE M he B R N ERAL c AR A 2 0 B 2 A
RER f EPL R R T AR N A SR RIS 5 AR A
o JlEA/E g BETELL AREOEREC® & R A

%\aﬁ>

RAEE BB E ke R & #er g R4+ (Vargo & Lusch,

2004) - T E RS HAERELY > EEBFERA M IR IF > B RE

E YA o BB A AN BEEN KA (2%" i= % & Brookfield, 2008) -

F s BIEFFOCEM BRE > BE 24 ey BERE (5 8%
& *%li=#,2008) -

mo S P PO SRR &%ﬁ’ﬁ¢W@%%Wﬁﬁ£$(uT

Hﬁéﬁ PRAFEH) BB K PAERN S o EE ek  ZAFE A

B E AR A %’%‘b BRI e S HHenE &R -

1283 B ¢

NSF 2014 & suzt g dgm » @R A £ b B3 R pGHREE + -
PHREFLLE LS ﬂ;ﬂxé’«39%GDPp§x F‘e}tﬁﬁﬂﬂxﬁrBO%GDPo
Ra > o THRRBALTOFEFR I 3w ER TSR RFE
o BEFY
EL 0 ARFEFFARLBERNIDORT  FFIEFHFHE
B4 BERA 4 e o 2 g w4 A e ER 2 58 (Collis, 1991
Dosi, Nelson, & Winter, 2000; Grant, 1991; Kogut & Zander, 1992; Prahalad &
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-0 P RfpatleR o pEOTH Y F > REERESET 0 L og BEY
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2ANA ARG BB 2 LSt e A g § E(Meyer, 1991) o o
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and Hrebiniak (1980) i&- # & ## > ;,1:; - BLERREG P TfhiFa
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P BRI R nfRiaA- 5o AR RS ¥ A ¢ FlIR AR R F
APRARY G 1 fReDARR > @ F (%% e0% e (Gadrey et al., 1995)
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5% (Experience) @ f-i# ehfE ;4> % (Efficiency) (Maister, 1993) -
ok 25 REEH 2%@ﬁ%%?ﬁﬁﬁﬁﬁ%%@“ﬁwﬁ4’i@%*
SAEE B 2 A kordeg chit 4 (Martinez-Fernandez, 2005) - £ % ¢ 5 £ A ¢
FATEIRAR O B F R AR AR DR R F o d SRR D
AT REFR T BE O FIP o BEE AT BRI s B2
LS YRREFFIELI S AF TR -

#.2.5 IEMRIR AR
o L) L pohsE Poid ehfgias %
REE R F | B ¥ & »r K
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EEE
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AR EFLAET o - P BUE R KL R T R EA SR
ﬁﬁﬁﬁﬂ’Eﬁﬁﬁlﬁ%ﬁ’W%naﬁmmﬁ,ygﬁrﬁ@g¢
BOESL I ot W EAFR L2 BEL Y EAEEAR

232R7%1 H BB AFE Y EAIE

BEEFD EFFEEZEE L mgd SRy (I Fa 5 8 A1
i (Gummesson, 1995) - Vargo £ Lusch = i y};f FEF Mg AR
KAEEF S ~EREFE 0 B ERELRY - 2 EE - Vargo &
Lusch(2004) & 3% 7 pR#%+2 848 S-D logic- Service-Dominant logic )
SOELBL R G T B A N E B RGP A SR E A DT R o
Qﬁqm?/ﬁz TR AR~ PR AR o T & k> PRI FBEe KB
i i BB 2 0 G VAN YA LY oA B
2t > ﬁ‘ﬁ LILEA, S AR MRS Y o PR EpmeE(Vargo & Lusch,
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FBER N UL ORI kg R B A L A
Ly % * fp'J TPRGE A H AT~ 2~ R i Z B %25 (Edvardsson et al.,
2005) o PRFx: HBA4EA SR EATAEE Y P B ARY £l f{ai s
i & (Lusch & Vargo, 2006)  ff % B & &7 e P& B pRGE4 0 B B 1L BT
'Faﬁ SRR IR F PR RE > T LR E A B0 @ ?«—Plizl“i/ a‘& B A
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2011)
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AL M %o R B R T gRI 2 (Lusch & Vargo, 2006) -

Wang et al. (2013)#-3& &7 % JRI% e 3% > % HF IR L 0 & )
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