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ABSTRACT

Organizational capability is a key factor for a company to maintain its long-term
competitive advantage. If a company wants to continuously enhance its organizational
capabilities, it must continue to accumulate its competitive energy on the basis of its
knowledge. But how can a company to do it, this is the goal of the study wants to explore.
This research applies the knowledge-based theory to the organizational capacity diagnosis,
and uses a case study method to study a Taiwanese information service company. This
research used the in-depth interview method to conduct interviews with the stakeholders of
the case company, and develop solutions to solve the problems encountered in the company
running. The results of the study found that the key factors to improve organizational
capabilities in the case company are "developing universal solutions applicable to specific
fields" and "providing customers with comprehensive professional services for information
system integration" through building up project teams. Then the company through the
implementation of solutions such as "establishment of knowledge management and sharing
system within the organization", "service process SOP design" and "provide hardware
sales", not only reducing the turnover rate of personnel, but also enhancing its competitive

advantage.
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BHEIRNEA RS E > R RS LAkl IEse A SRR ZFHHLE > MEFEER
HAE 22 B A Al RE B BB S I 0y EE 4R - LR B 228 FAIE Swap etal.(2001)
AR S5 -

2. RS AR 35 R Ry ELAGHY 1T SOP

G LE B RE - (&5 P I AE 3% B 5 I 75 AR SOP 15 » B 17 wle 7+ 5 BV
SERESISN - IREBIRY T RIERIME J HYIEAK  (lRHEAH SR HIER AV IE A 3% € ( Nonaka, 1991)
HETTHE T AR5 on B B2 S B R IESh - R R RS AR SOP 217 Ky B} R HY B2
BERE - MEE AR NBEF IR —E & & L MmARHITHR -

3. ST

RGO S 90 58 (SR AR 1 TV ETR AR AR ~ Boilg R & RETT > DIA 4R
R T FEHY(EE (Pisano, 1994) « AHIFTIEWT7E45 R - Bk TR IZETEHRIHIH
ZEAHERSD > HERAFHETER R ZE M T T BR 7 el DU E UL ~ DUR RS Ay 5 (14
e Z I RB R BRI AR REREER R TR - N EERERSH
BRI LUEBEEEG BH & ~ IRESAE SOP skt R R ME AN SCHEI T4 B2 TIEN



BB - MRS - EET - NEEAWIERERN S ERB MR M AT M5 97
— LB BRI E R 15

B HBERLERE TG - DUERIERE AR e B (B (H = E A -
(=) Bl S e T A SRR I 12 P 2K AT B

EE A FHEE AT T AT VAR DR G Z 1% - fEE A B SRS 2 Y = B e
RHY TR - 5 2 - BEINEERS 34 B HY SRUS R B A Bh B h s B U A » B AR R BE RS Y 485
bR T A DIERTH RSN - TR A R A e VIR - AR E FEEEAFRS
ERVER - B2 EEB AR LEF AR TENTUREATIEILT - BATIRK
AREEE > NICEAGIER] B R EE DS - EREEECRAYE Y - AW 7e R 35 5 B i Bl fE e
ARt TAYRIER > = 1F5E (ZFIE%EY > 2012 ¢ Swap et al., 2001) > H B E X THEHD

(fEERAE) e Iete TIER e » MR SRk me E =) T e Ay I (m) 34 e

= BEEEEE
(—) B2l =

RIS T B s 5 7 b SR R AE H 2 T RS E R T AR - Bt B S RETT > DL
(e A SHYEE (Pisano, 1994) o [N RIERAR 15 R 1F pICKH 4588 (B S5 Y Bl 522
K% (McEvily & Chakravarthy, 2002) » 55— 5T » &H&RAEMT #7158 R b 58 N EVE R 77
FCRESJ (Amit & Schoemaker, 1993 ) » & Bt 4H @ e B H SR M1 - DAUTh B 4H 45 3% fe e 57
{E#4 (Grant, 1996b) fz i o0 1€ ASLE YA FIFR(: (Annunziataetal., 2018 ) » Z&jt
B ARBTG5 ] DA B R S PR ¢ AH A A0 (T 4Kl AR DA 3% REE AH AR RE TR o BEANIGS
RATTFHR -

ARPFEfett sean— 2 WA SH > EEB P ERK BRI ZERAER - R
i BN 4 4 T DA SRR R I AR 55 AR SOP B Ry 1 RIS - P EAH SR AR T T I < IRy
Ak B3 Ry MIah & SR e 2E (Hertog, 2000) > & 4H 8k AT sk (S 2 8 1 - RE(E R
GO R R E 5 HERE A & 2R 58X 8 THRR RS HEE - BT EHR
BEMS - AR R IRTT HAESRREMT IR N RN " R E B ZHEH ) 7R
I e Sy U7 > AWTFEAEMSUERE T EEE S o B HEREEMT 2 PRI - 017 28 ] M1
EOREUEET RIS E HIEE) - DUETIMEE: T NRBAIEREIE ) B T AESME ) BYEEY -

Ause 2 e — 2 HRIEUR - HEEVRIERIME EZA R SOP (FH R
12) HYEENL » RIS T R R Bl A B B 0 e 4h > A P BMAE Y o3 1
AR AR NI T - DSt e 5 il R Z A T5 % - N RETERIF BN &
AREAERR AN E R > DUe R R R TH &R THET —H BRI E T L
M b2 RHARRR T B SEI A T R TSR A, - A0S B 2= RACHI A T 2 - DUE



98 BERRST $£T4+=% FH EE—H

FURH SRAE M £2 71 Mz 72 T R S A e < (B 2

A RAEFE T SHARREMN Y RISARE > TEmTtan i 7 2 T3 - Rk SARHIE L -
HEE A DARE R AR BAVEERCR - N R GER (BXRT) HENRHITERAERE TG
[ LA 15 5 8 R Y T ) T8 = BESh » BB BRI A BT A B e €0 p R Rk (A T 22
FIHERADITBOR (ZFHAZE > 2012) - JEE 0y BAGHYBCR BT © IRBSUEE SOP ~ & KRS
H[E T - &7 LRTHL - ABHZERE R R AR AR VE L i i i B AL AR RE M HY B HEAE 2R - RIERHYEE
FREAE 5 E R RE M B P2 T (S8 D HIRBH IR IN R - $TN B A B BB E AR
SEF B o AL AWTZER8 F - T E ISR AT S 88 LR & IR AL B4 AR AE MM 32T TERZ
B AP RIS SRR IR 4G - B SR BRI RN LIS & -

&E_ERTHL - AWHFTE EEAYREMEBAER DU N M ¢ L — D 0E R A T S P
oo G A B SR AN S AR AR RE MY S8 F - DUBRTHISE 34 7R T 28 B & 3 i AR 1YY Pt 2.
SEPRER T HIE > = T AR AL AR RE M B AB R AH S S e 4 Pl Al 5 B B o ol 2
Ay A RS EC T B RF 1T 56 Bl RBAAI G AR & B - DR R 28 1 1 5 ol 2/ 2B BRI Y 8
8 > DASRJEE tH HE A B AR 5 i B R R B SR RS L FISE R Y BR SR I 2R - 1T B bt Ze R
38 25 (WO T Y 2 G BE T T 7 TP s D e R

(Z)EH R

AT FERE T FE H Y B 2 R o 5% 2R AH S 400 fr] 6 i R R B DR T AH SR RE T AH &
o FRIEZ AN > Q01T A8 Y R B 0 = R DU HE B B KT o 55 R AT S Y B SR A
SGEILMHE EE - AENRIE > AR IR E R

1. BRI SR AR IR T AH SR REMT » 00 JH 58 et 78 7 e o e o 2 P AV R R 5 25
A B H A [F SR YR T RIP R E RME - BT R A A S BVASEEKHHE R
o NI AHR 2R > FI LIS RE R L B R EHE R - bR T ERIHE S 2
RS  INVE B B T R R R E AT R -

2. TEmfEFRIE R EEE T BT EBNEERERE SOP T E e LR
E | BEEATHEIEEENN = RKEERBERE -

3. TEESEAIGRAVER B | - W0 (7 % 5 45 BT RBR (RN 2 B s IR 75 5 8 TE 4 ol
EZEE - N E R AT S R GmER L EEEE TR
HETIT ¥ SR 2 P 12 BEAY B SRR R EE - JR 1L - B eI 36 & fE T A A I FY PR AR i
% B A A R (A B IO B B PR A rP et 5 B T £ O S (B B DA R
B H At Ry = RAL -



b

10.

11.

BB - MRS - EET - NEEAWIERERN S ERB MR M AT M5 99
— LB BRI E R 15

HIR 28 F R E SRR R A R A TR - NI BlGH MR B HY 4
EEPGERETTALAVIRS - NIL SRS A N = ERE h fR Ot 5 T 2 B e i o 5
ERY > EREW L R RIERRIRETT

S

~ BXXESY

FEZE(2012) - BREEIERC ? swERiEDNRE ~ B LA FELAH 1T AR P AffE
A e AT AJIEREHEER 12(4) » 81-105 -

S REHE(1996) - SREETLER > &L ¢ Beslub -

BRE5 ~ SRITARN ~ FRHEE(2017) » KGR LRI £ 0V BT (r 8 — DU sl R 1% 3%
Rfil] - B > 36(3) 0 1-20 -

BE I~ EEEREE ~ 80275 (2010) » 4HEKEEMT N A By 2 9WIHE » B Em > 29(3)
45-63 -

BAESE ~ MORUE - PR ZE(2009) - I 2 T /b B R A1 R S0 BRI MBS < DU
PO E B R E PR A D Ry ERE > RUIEEE R ER 0 17(4) » 847-882 -

S  SEYIAE(2019) - ETGERET SRS TIEGUR 2 W8 ¢ LT EIR A
&, I 36(1) 0 83-116 ¢

HIHRE(2003) - 2003 FEUR B AEEER - G40« MEVAANER T EREG ENE
L (MIC) -

FESC T~ MEREE(2003) - EERARAS SEE TN 17 > FESRIEAT 9207 GedR A > 23-34 ¢

SEREAE(2010) - GH S5 AR A 1R E L I AT SR ST B Z BE5E > B AL RS SR E HT
FEAT I 5w S o

BPEd ~ BHE o - AT SC(2013) - ARETHAEERGEH AIEE T & > PEHEERSR - 5(1) > 37-
56 °

ZIEEDS ~ BRI (2013) » FIFE A HIEE A MBE T B E - [T ARE
BLEEST - 4HARBIETE - 6(1) 0 1-58 ¢




100

~

1.

10.

11.

12.

BERREN F4+=% 58 RE—H

FECER

Aguirre, J. L., Brena, R., & Cantu, F. J. (2001). Multiagent-base knowledge networks.
Expert Systems Applications, 20, 65-75.

Akhavan, P., Shahabipour, A., & Hosnavi, R. (2018). How supplier knowledge impacts

on organizational capabilities and willingness. VINE Journal of Information and
Knowledge Management Systems, 48(1), 140-158.

Amit, R., & Schoemaker, P. J. (1993). Strategic assets and organizational rent. Strategic
Management Journal, 14(1), 33-46.

Annunziata, E., Pucci, T., Frey, M., & Zanni, L. (2018). The role of organizational
capabilities in attaining corporate sustainability practices and economic performance:

Evidence from Italian wine industry. Journal of Cleaner Production, 171, 1300-1311.

Awuah, G. B. (2007). A professional services firm’s competence development.
Industrial Marketing Management, 36(8), 1068-1081.

Berg, B. L. (1998). Qualitative Research Methods for the Social Science. Boston: Allyn
& Bacon.

Bolt, M. A., Killough, L. N., & Koh, H. C. (2001). Testing the interaction effects of
task complexity in computer training using the social cognitive model. Decision
Sciences, 32(1), 1-20.

Cao, Q., Maruping, L. M., & Takeuchi, R. (2006). Disentangling the effects of CEO
turnover and succession on organizational capabilities: A social network perspective.
Organization Science, 17(5), 563-76.

Davenport, T. H. (1997). Ten principles of knowledge management and four case
studies. Knowledge and Process Management, 4(3), 187-208.

Denzin, N. K., & Lincoln, Y. S. (1994). Handbook of Qualitative Research. Thousand
Oaks, CA: Sage Publications.

DeTienne, K. B., & Jackson, L. A. (2001). Knowledge management: Understanding
theory and developing strategy. Competitiveness Review, 11(1), 1-11.

Drucker, P. F. (1993). Post-Capitalist Society. New York: Harper-Collins.




BB - MRS - EET - NEEAWIERERN S ERB MR M AT M5 101

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

— LB BRI E R 15

. Eisenhardt, K. M. (1989). Building theories from case study research. Academy of

Management Review, 14(4), 532-550.

Evanschitzky, H., Wangenheim, F. V., & Woisetschldger, D. M. (2011). Service &
solution innovation: Overview and research agenda. Industrial Marketing Management,
40(5), 657-660.

Giddens, A. (1979). Central Problems in Social Theory: Action, Structure and

Contradiction in Social Analysis. London: Macmillan.

Grant, R. M. (1996a). Prospering in dynamically-competitive environments:

Organizational capability as knowledge integration. Organization Science, 7(4), 75-387.

Grant, R. M. (1996b). Toward a knowledge-based theory of the firm. Strategic
Management Journal, 17(S2), 109-122.

Hamel, G., & Heene, A. (1994). Competence-Based Competition. New York: John
Wiley & Sons.

Helfat, C. E., & Peteraf, M. A. (2015). Managerial cognitive capabilities and the
microfoundations of dynamic capabilities. Strategic Management Journal, 36(6), 831-
850.

Hertog, P. D. (2000). Knowledge-intensive business services as co-producers of

innovation. International Journal of Innovation Management, 4(4), 491-528.

Johnson, W. B. (2007). Student-faculty mentoring outcomes. In T. D. Allen & L. T. Eby
(Eds.), The Blackwell Handbook of Mentoring: A Multiple Perspectives Approach, 189-
210. Oxford, England: Blackwell.

Lee, C. P, Lee, G. G., & Lin, H. F. (2007). The role of organizational capabilities in
successful e-business implementation. Business Process Management Journal, 13(5),
677-693.

Lin, H. F. (2007). Effects of extrinsic and intrinsic motivation on employee knowledge

sharing intentions. Journal of Information Science, 33(2), 135-149.

Lopez-Cabrales, A., Valle, R., & Herrero, 1. (2006). The contribution of core employees
to organizational capabilities and efficiency. Human Resource Management, 45(1), 81-
109.




102

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

BERREN F4+=% 58 RE—H

McEvily, S. K., & Chakravarthy, B. (2002). The persistence of knowledge-based
advantage: An empirical test for product performance and technological knowledge.
Strategic Management Journal, 23(4), 285-305.

Moran, P., & Ghoshal, S. (1999). Markets, firms, and the process of economic
development. Academy of Management Review, 24(3), 390-412.

Neuman, W. L. (2003). Social Research Methods: Qualitative and Quantitative
Approaches. Boston: Allyn and Bacon.

Nonaka, 1. (1991). The knowledge-creating company. Harvard Business Review,
November-December, 96-104.

Nonaka, I., & Takeuchi, H. (1995). The Knowledge Creating Company: How Japanese

Companies Create the Dynamics of Innovation. NY: Oxford University Press.

Patton, M. Q. (1990). Qualitative Evaluation and Research Methods (2nd ed.). CA: Sage.

Pisano, G. P. (1994). Knowledge, integration, and the locus of learning: An empirical

analysis of process development. Strategic Management Journal, 15(S1), 85-100.

Prahalad, C. K., & Hamel, G. (1990). The core competence of the corporation. Harvard
Business Review, 68(3), 79-91.

Rai, A., Patnayakuni, R., & Seth, N. (2006). Firm performance impacts of digitally
enabled supply chain integration capabilities. MIS Quarterly, 30(2), 225-246.

Robertson, M., & Swan, J. (2003). Control - What control? Culture and ambiguity

within a knowledge intensive firm. Journal of Management Studies, 40(4), 831-858.

Robertson, M., Scarbrough, H., & Swan, J. (2003). Knowledge creation in professional

service firms: Institutional effects. Organization Studies, 24(6), 831-857.

Rockwood, G. F. (1993). Edgar Schein’s process versus content consultation models.
Journal of Counseling & Development, 71(6), 636-638.

Russo, M. V., & Fouts, P. A. (1997). A resource-based perspective on corporate

environmental performance and profitability. Academy of Management Journal, 40(3),
534-559.



BB - MRS - EET - NEEAWIERERN S ERB MR M AT M5 103

38.

39.

40.

41.

42.

43.

44.

— LB BRI E R 15

Schein, E. H. (1989). Process consultation as a general model of helping. Consulting
Psychology Bulletin, 41, 3-15.

Swap, W., Leonard, D., Shields, M., & Abrahams, L. (2001). Using mentoring and
storytelling to transfer knowledge in the workplace. Journal of Management
Information Systems, 18(1), 95-114.

Swart, J., & Kinnie, N. (2003). Sharing knowledge in knowledge-intensive firms.

Human Resource Management Journal, 13(2), 60-75.

Syed-Ikhsan, S. O. S., & Rowland, F. (2004). Knowledge management in a public
organization: A study on the relationship between organizational elements and the

performance of knowledge transfer. Journal of Knowledge Management, 8(2), 95-111.

Tuli, K. R., Kohli, A. K., & Bharadwaj, S. G. (2007). Rethinking customer solutions:

From product bundles to relational processes. Journal of Marketing, 71(3), 1-17.

Yin, R. K. (1994). Case Study Research: Design and Methods (2nd ed.). Thousand
Oaks, CA: Sage.

Zander, U., & Kogut, B. (1995). Knowledge and the speed of the transfer and imitation

of organizational capabilities: An empirical test. Organization Science, 6(1), 76-92.

110 &£ 02 B 04 HULFS
110 &£ 03 A 11 H¥E
110 52 06 B 24 HESE
110 &£ 08 B 24 HE=



104

BERREN F4+=% 58 RE—H

A>3

1. SOP 3 4% By Standard Operating Procedures » RIfEE(EZERE 7 -
2. Kiftsepmzis 2 el B EERE T ESFEHE S FE A (2017) ~ ik (2010)

K. Hertog (2000 ) HYEEL - K& AR E 2 TEEMER K - (DAGREEEE  (2)
DRI 1) R 33T R EL SR8 22K > BB A 35075 ¢ Q) B e B I AT - [N LR
F B R R B S A B B

HRIGE " ESREAEEE | EEHE L ENRE S EEE=F e B 4%E 5
FEREA ATUCHL " E RS ) B SO R EVIE D 5%-8% - — L
S AR AE 5-7 F M WEIE TR - —fik " ERRERAEEER , EE2
BEEMRAUT AT 5 G YT 12%  NEEABTFEETIE 15 %Y = B 245 TR = R SR i
R HYAZE o

KIAFEE AP TR ETRE S B =% Bl A E 2 2019 2 £ N HLAHT EPS 73 Hl
Ky 4.32~4.35 ke 0.15 o o] B ZE N SRS SUSEA R HY SRR B M EI 56 Ry
£ o MAOATATAL - B2 A FAE 2019 FIRARE A FMH A o - PRI AT 72 8 E 2
O R U0 R E Ry U RS B AR ST Z R T R R A -



-

Name

5 R AL

Department
bt 48 S 41k
Address

E-mail
H&
Specialty

i

Name
ke #%5 B AL

Department

Hoh 4% Mt 31k
Address

E-mail
H&
Specialty

EETF - AHERIERE RN ERERF RS R ER LT Z R

— LB BRI E R 15

TE&

Author's Introduction

Shen-Der Tseng

oG L /AN RS

General Manager, Neweb Information CO., LTD.

e bR T RS 42 58

4F, No.42, Xingzhong Rd., Neihu Dist., Taipei City 114064, Taiwan
(R.0.C)

james.tseng@newebinfo.com.tw

T e~ RFEH

Marketing Management, Innovation Service

A it
Tsu-Yeh Fan

HHBR R EE BB R80T

Professor, Department of Commerce Technology and Management,
Chihlee University of Technology

FrabithAgE S LS 1 B 313 5F

No.313, Sec. 1, Wenhua Rd., Bangiao Dist., New Taipei City
220305, Taiwan (R.O.C.)

joef(@mail.chihlee.edu.tw

TEEH R EET - s

Marketing Management, Business Model Design, Instructional

Design

105



106

i

Name

He %5 BEAIL

Department

Hoh 4 1t 41l
Address

E-mail
HE
Specialty

BERREN F4+=% 58 RE—H

LASE

Bo-Yu, Pan

FTBUBREZ D EEHE LB 4

Ph. D. Student, Department of Business Administration, National
Chengchi University

BIbmH X IL@E R RS 2 BZ 64 5F

No.64, Sec. 2, Zhinan Rd., Wenshan Dist., Taipei City, Taiwan
(R.O.C)

peter71340@gmail.com

ANNEREHE - pEZH - HEBT R - TS

Human Resources Management, Business Diagnosis,
Organization Behavior, Labor Market



