oo College of Technology (COLTECH) Khoa hoc, quan ly
va cong nghe dich vu (SSME)

Chuong 2. KHOA HOC DICH VU
VA LOGIC HUOGNG DICH VU

PGS. TS. Ha Quang Thuy



NOI DUNG

> Xu thé chuyén dich sang kinh té dich vu
< Xu thé kinh té thé gidi
< Kinh té dich vu & Viét Nam

> Dich vu
<* Khdi niém & Pac trung

7/

“* S0 bo vé do dich vu

» Khoa hoc dich vu
“* Khai niém va tinh lién Iinh vuc
“* MOt s6 nbi dung co ban
* NGi dung dao tao vé khoa hoc dich vu

» Logic huéng dich vu
< Ldgic hudng hang héa

% Tu l6gic hudng hang héa téi logic hudng dich vu
* Mudi tién dé I6gic huéng dich vu

L)

)

L 4
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XU THE CHUYEN DICH SANG KINH TE DICH VU

World’s Large Labor Forces

A = Agricufture, G = Goods, 5 = Service

Natien Labor |A |G |5 | 40yr Servic
% | % | % | % | Growth
i hina 2ol 449 | 22| A [ d%
India 144 gl | 17T | 23 5%
us 51 11233176 %
Indonesia 315 45 | 16 | 39 H%
Hraxl 30 A1 14 | 66 0%
Hussia 24 10 |21 | 68 4%
JApan 2 3 | &8 |
Nigena | 6 0 |10 | 20 19%
Hangladesh 21 Bl |11 | 20
Gamany 14 I 4

(A Handbook, Intemational Labor Organizabion
Note: Pakistan, Viatnam, and Maxico now larger LF than Garmany

Vietnam National University, Hanoi (VNU)
College of Technology (COLTECH)

US shift to service jobs

(A) Agriculture:

Vol fom
harvesimg nalure

(G) Goods:
Vialue from
fmiakang producls ,.-"'"f

(8) Service:

| Vaiue from enhancing the
capabivbes of peaple and fher abidily

I inferconnect and co-oreale value

—

1800 1850 1900 1950 2000 2050
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XU THE CHUYEN DICH SANG KINH TE DICH VU

120
100 1
30 | ——Services(Info)
Services (Other)
60 - = |ndustry (Goods)
10 - Agriculture
——Hunter-Gatherer
EEI' e #
[ . ey
& D &L H OH O H LN
FF XL LES P & P

&S $
Dy {‘F@h@ PL'@

.Lao ddng dich vu thong tin tang 1én & MY tir 1950 t&i nay [Spol7]

Vietnam National University, Hanoi (VNU) Page 4 > Presentation > SSME 2009
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XU THE CHUYEN DICH SANG KINH TE DICH VU

Table [1.10. World trade in sérvices and in IT and ICT-enabled services, 1990, 1995, 2000-2007
(illions of dollars and per cent)

Cohm [ W 0 0 B om0 oW A6 MK
Il envics R7 1249 G40 15A0 105 1805 B2 N2 28181 4104
MandIChorsbled sevices | 2690 4417 G4B8 6657 7281 081 1084 1163 133 18

Eﬁﬁmﬂﬁ;ﬁ Bons o om0 06 @5 w1 63 &2 65 41 4

Source: UNCTAD), bused on datd rom IME See a0 anne table L5,
Note: [T an 1CT-enabled services indude the folowing categories of senvices: communcatiory insurance; francia computer and inbrmatiory
royalies and heense e, ofher busines services; and pevsoral, cuturaland recreabonal senvces.
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XU THE CHUYEN DICH SANG KINH TE DICH VU

Eﬂhﬂ UsD TBM Aillions USD SAP
6
. sor
i
: o
2
10
=
o 0

1992 B3 04 95 96 97 03 00 2000 01 02 vear 1982 63 94 65 08 67 98 90 2000 01 02y

== Goods = Services I

Millions T'SD Oracle :ﬂlﬁm UsD PeapleSoft
7000

B000 :ﬁ

SO0 1000

00 100

Q00 600

2000 400

1000 20

9

0
1982 83 64 B3 986 B7 98 89 200001 02 vem 1882 83 64 B3 80 07 B8 69 2000 01 02,

Hinh 1.13a. Str chuyén dich co cau sang huéng dich vu ctia mét s6 nha cung cap IT cd tiéng

Vietnam National University, Hanoi (VNU)

trén thé gio [Stalg).
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KINH TE DICH VU VIET NAM

Bdng 1.7. Phan bé I lrong lao ddng Viét Nam giai doan 2002-2008 [WB09

rev est

2002 2003 2004 2005 2006 2007 2008

Total Employment 39508 40574 41,586 42527 43339 44114 44,916
State 3751 403 474 4,039 3949 3,985 4,073
Non-state 35757 36538 37445 38488 39390 40,189 40,843
State Sector Employment 3751 4,035 4142 4,039 3,949 3,985 4,073
Central 1969 1628 1678 1,613 1,573 1,569 1,590
Local 2181 2407 2484 2,426 2,376 2416 2,484

Employment by Sector
Agriculture, forestry and fisheries 24456 24443 2441 24348 23995 23812 23,635

Industry and Construction 6,085 6,671 1,211 1,782 8,336 8,826 9,356
Services 8,967 9460 9,939 10,402 11,008 11,536 11,925
Vietnam National University, Hanoi (VNU) Page 7 > Presentation > SSME 2009
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KINH TE DICH VU VIET NAM

.F':'“.'?F.".IF.’ | Agnculturu Induntry Mﬂnufal:tunng Eﬂmcnn

1990 | 2006 | 1990 | 2006 | 1990 | 2006 | 1990 | 2006
Cambodia | N/A | 30 N/A 26 N/A 19 N/A 44
Indonesia | 19 13 39 47 21 28 41 40
LaoPDR | ol 42 15 32 10 21 24 26
Mongolia | 15 22 41 42 36 4 41 36
Philippines | 22 14 34 32 25 23 14 54
Vietnam 39 20 23 42 12 21 39 38

Hinh 1.14. S thay di co cAu khu vure kinh 1 (ndng nghiép, cdng nghiép v ndi iéng ché
ta0, dich vu) inh theo %GDP tai mat 50 nurdc dang phét rén & Chau A [Dahg]

m Vietnam National University, Hanoi (VNU) Page 8 > Pre > SSME 2009
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Tai truong PHCN:
" LTnh vuc KH-CN
» CNTT-TT lam trung tdm
» Dong gop tich cuc nén kinh té tri thirc
" Hgp tac vadi IBM
» Xay dung chuong trinh dao tao SSME
» Thac sy, dai hoc
" Phat tri€én cdc mdn hoc
» Khai pha d{r liéu va phét hién tri thrc trong CSDL
» Kho di liéu

\ Vietnam National University, Hanoi (VNU) Page 9 > Presentation > SSME 2009
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DICH VU: KHAI NIEM

pat van dé
<+ Xu thé chuyén dich sang kinh té dich vu
* Khai niém dich vu: xu thé ndi dung
T|ep can l6gic huéng hang héa sang logic huéng dich vu

“* Good dominal logic — Service dominal logic
< Giam rang budc véi hoat ddng mua — ban /khai niém hang héa

* Tinh da dang va ndi dung coét 16i theo ban chat kinh té
dich vu

L 4

00 00

MOt sO khai niém
< Truyén thong: “hoat ddng, cac hanh vi va su thi hanh doi
v3i nhitng cadi mua ban duogc trong thuong mai song vo
hinh” L.L. Berry va A. Parasuraman [BP93]

—-" Trao doi dich vu théng qua su tich hop tai nguyén va cong
CB) oo s IWWWsd] g




DICH VU: KHAI NIEM

Bob Glushko va Anno Saxenian [GS06]
“ cai gi d6 dudc dung dé mua ban trong thuong mai song
vc“> hinh (The Economist)

* san pham ma khong thé dudc bao quan va dudc tiéu thu
tal thdi diém mua ching (U.S. Bureau of Economic
Affairs)

Jakita N. Owensby va cong su [OMSO06]
< moét "duong luong" phi vat chat cia mot hang hoa
< qua trinh tao ra “loi ich nh& tién nghi/ mot bién doi trong
khach hang, mot thay doi vé tai sdn vat chat h(tu hinh
hoac/va vo hinh clia ho”

) Vietnam National University, Hanoi (VNU) Page 11 > Presentation > SSME 2009
"s College of Technology (COLTECH)




DICH VU: KHAI NIEM

b/nghia 2.1: Vargo S.L. & Lusch R. F. [VL04, VLO08]
< la hoat ddng sU dung cac nang luc dac biét (tri thic va
k¥ nang) ctia moét thuc thé théng qua cac hanh vi, qua
trinh va su thi hanh mang t&i Igi ich cla thuc thé khac
vé/hoéc cUa chinh chu thé

* cac nang luc dac biét nhu thé co6 thé dugc biéu 16 trong
su két hqp phuc tap cua hang hoa, tién, cac hoat dong
va cac thé ché.

* “cong tac phat sinh Igi ich”: cOng tac tao gia tri

* “Nang luc dac biét”: tri thuc va ky nang dugc huy dong,
kha| thac dé tao ra gia tri théng qua dich vu

Page 12 > Presentation > SSME 2009
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DICH VU: KHAI NIEM

iIch vu thong tin

L)

4

4

R/

L 4

0

hoat dong tao mdi, thu nhan, luu gir, truyen dan, x ly,
tim kiém, sur dung hoac thi hanh tinh san sang thong tin
nhd vién thong va bao gom ca xuat ban dién t&

o khong bao gom bat ky hinh thic hoat dong ki€u nay cho
quan ly, diéu khi€én hodc diéu hanh ciia mot hé thong
vién théng hodc qudn Iy ctia mot hé thong vien thong

ich vu truyén thong
< khong la dich vu thdng tin

2T voc ) Vietnam National University, Hanoi (VNU) Page 13 > Prese
LITNERE /,

ntation > SSME 2009
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http://law.justia.com/us/cfr/title47/47-3.0.1.1.6.1.4.2.html

DICH VU: HINH THUC

“ Cung cap dién, nudc; Du lich, khach san, cho thué nha; Cung cap
nang luong (khong ké khai thac va san xuat)

» Xay dung (khong k& san xuat vat liéu xay dung)

* Dich vu kinh té: (i) Thuong mai; (i) Tai chinh, ngan hang, bdo hiém,
moi gidi ching khoan, ...

* Dich vu phuc vu ddi s6ng: (i) Y t&, chdm séc suc khoe, cham soc tré

em; (ii) An udng; (i) Giai tri, th€ thao, danh bac, dich vu tinh duc...

Giao duc, thu vién, bao tang

Thong tin, buu chinh, internet

Giao thdng, van tai

Céc dich vu chuyén mén: tham my, tu van, phap ly...

Dich vu tam linh: Ton gido va cac hinh thic dich vu tadm linh khac

(theo tung quoc gia, dan toc, dia phuong...)

* Khoi dich vu chinh quyén: quan su, cdnh sat, cac cong viéc quan ly
nha nudc

* cac loai hinh dich vu khac.

)

4

L)

CAR)

L)

L)

4

L)

)

e

*

e

*

e

*%

e

*

*e

*%

4

L)

L)

L)

noe
NEHE /4

L)
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DICH VU: CAC PAC TRUNG [wikipedia]

inh dong thai (Simultaneity)
<* san xuat va tiéu dung dich vu xay ra mot cach dong
thoi

inh khong thé tach rdi (Inseparability)
** san xuat va tiéu dung dich vy khong thé tach roi.
<* Thieu mat nay thi sé khong cé mat kia
ban chat cua dich vu la mot qua frinh cong tac cua nha
cung cap va khach hana dé cu ng phat sinh qid tri dich vu.

lam mot ki€u toc: cOng tac gilra tho lam toc véi khach hang,
stra xe 0 to: trao do6i giCta tho stra chira véi chd phuong tién.

[roc Vietnam National University, Hanoi (VNU) Page 15 > Presentation > SSME 2009
7’ College of Technology (COLTECH)




DICH VU: CAC DAC TRUNG [wikipedia]

San xuat 0 td6 hang loat
trudc do da tien hanh tham khdo thi hiéu ngudi dung rat
cbng phu
trong qua trinh san xuat khéng cé su can thiép (cong tac
cua ngudi dung).
Doi vai nhing chiéc 6 t6 dat riéng
mang tinh dich vu han.
Yéu cau cOng tac trong hoat ddng in an
moOt qua trinh trong may tinh: nguoi yéu cau dich vu)
dich vu in cla hé théng: nguoi cung cap dich vu
trong hop dong gilra hai bén

trong qua trinh thuc hién théng qua viéc trao d6i cac thong bao gilta hai
phia.

w2 Vietnam National University, Hanoi (VNU) Page 16 > Presentation > SSME 2009
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DICH VU: CAC DAC TRUNG [wikipedia]

inh khdng ddng nhat (Variability)
< khong c6 chat lugng dong nhat
chat lugng cua dich vu con phu thudc vao yéu cau va
chat lugng cong tac cla ngudi yeu cau dich VU mang

theo tinh da dang phong phu va khong chuan héa vé
thi hiéu cta ho déi véi dich vu.

“* Hoat dong dich vu tham my toc cho cac ca nhan la
mot vi du cung cap rd nét vé diéu nay

inh v6 hinh (Intangibility)
“ Khéng hinh hai rd rét: Khong thay trudc khi tiéu dung.
“ Dich vu nghiép vu (nhu tham my) cho vi du ré nét vé
tinh khong cé hinh hai ré nét cua dich vu

™. TUdng Ju.c4c dich vu khac nhu du lich,.a0.400g....
' crinERIBAYIHE chi dAn hinh hai xac dinh cu thé.

m
—



DICH VU: CAC PAC TRUNG [wikipedia]

inh khéng luu trir dugc (Perishability)
* khéng lap kho @€ luu trit nhu hang héa duac.
* khong thé tach khdi nha cung cap dé€ luu trit va st
dung dbc lap duoc

S-D Logic

::: Vietnam National University, Hanoi (VNU) Page 18 > Presentation > SSME 2009
?”” College of Technology (COLTECH)




KHOA HOC DICH VU: KHAI NIEM

IBM

http://www.ibm.com/developerworks/spaces/ssme

< Khoa hoc dich vu/khoa hoc, quan ly, cong nghé dich
vu (Service Science, Management and Engineering -
SSME)

 lién Iinh vuc: khoa hoc may tinh, diéu hanh, céng
nghé, khoa hoc quan ly, chién lugc kinh doanh, xa hoi
hoc, khoa hoc nhan thuc va luat hoc.

“* doi tuong nghién ctu 1a dich vu va khu vuc dich vu

“ muc dich: tdng cudng muc hiéu qud, chat lugng, hiéu
nang, tang truang trong khu vuc dich vu

“ DAy la Iinh vuc dang dudc phat trien manh

SSME: IBM khai xudng tu nam 2004 [Spo06]
w:»_;: ; &:’Xmﬁ%ﬁo?ﬁ%}:?ﬁl VF]L?é n C ljru | Page 19 > Presentation > SSME 2009



http://www.almaden.ibm.com/asr/
http://www.almaden.ibm.com/institute/2004/

KHOA HOC DICH VU: KHAI NIEM

Irene CL Ng va Roger Maull [NMOQ09]

** tich hgp ky nghé, cong nghé va khoa hoc xa héi (ca
kinh doanh va luat hoc) nham céng tac phat sinh gia
tri vai khach hang, tuong tu nhu y hoc la tich hop giua
vét ly va sinh hoc vi suc khoe con ngudi

@ ng dung sang tao clia cac cau trac ly thuyet thich hgp hu’dng tGi
viéc nghién clu dich vu nhdm cong tac dé clng phat sinh gia tri
khach hang

% hu’dng tGi cac dac trung va tinh chat co ban cla dich vu cung viéc

Ung dung chung va tuang tac hu’dng cOng tac cac t6 chiic va khach
hang cua ho trong viéc phat sinh gia tri.

< DPudc hinh thanh thdng qua cac chuyén nganh cua kinh doanh,
cong nghe khoa hoc x& hoi va luat hoc song khong bi chi phoi b6
bat ky cac chuyén nganh thanh phan
v' Khong la ghép co hoc céac linh vuc, hodc chi déng vai tro cau noi
gitta cac Iinh vuc thanh phan
v' doi hdi md rong va thay ddi tri thirc tir cac Iinh vuc thanh phan dé trg
thanh tri thirc méi can thiét cho thao tac va sange tao trong kinh té

Vietnam National Uni ? y no| (VNU) 20> Presentatlo > SSME 2009
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KHOA HOC DICH VU: KHAI NIEM

binh nghta 2.3 Magio va Sphore [VAQY]

< [inh vuc lién nganh to hdp ‘nén tang nhan thuc_ vé to
chuc va con ngudi” véi “nén tang nhan thu’c vé kinh
doanh va cong nghé” nham phan 16p va giai thich hé
thong dich vu da dang kiu dang ton tai cung nhu
cach thiic tuong tac va tién hoa clia cac hé thdng dich
vu trong hoat dong cong tac tao nén gia tri

Hé qua tu DBinh nghia 2.3
** khoa hoc lién linh vuc vé (1) cach thuic gid tri dudc tao
ra, (2) dudc nam bat, danh qgia_(3) dudc tai dau tu cho
gi4 tri I6n hon va (4) cac van dé lién quan
“* hai nhom [inh vuc chinh
* lién quan tGi con ngudi, cac tG chic kinh té - xa hoi va cac moi

| 2ol ) Vietnam Ngummgslﬂmé\mt@vﬁu}(a h OI Page 21 > Presentation > SSME 2009
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KHOA HOC DICH VU: LIEN LiNH VUC

é qua tu Pinh nghia 2.3

“* Muc tiéu: nang cao tinh hiéu quad, chat lugng do6i véi khu
vuc dich vu (ca hoat dong hoc tap va sang tao)

< POi tugng nghién clu cla SSME la cac hé thong dich vu
ki€u da dang, cac cach thic hoat ddng tuong tac trong hé
théng dich vu va su tién hoa cla hé thong dich vu nham
thi hanh muc tiéu cdng tac tao gia tri

“* NOi dung khai niém SSME dang ti€p tuc dugc phat trién

“* Lién hé vaéi khai pha di liéu

Booc, ) Vietnam National University, Hanoi (VNU) Page 22 > Presentation > SSME 2009
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KHOA HOC DICH VU: LIEN LINH VUC (2)

Services science draws from a number of establish
research disciplines

Accounting
Physics Electrical

Engineering

Supply Chain

Industrial Manauement
Engineering g
Computer Operations
Science Research

Economics

Mathematics

Business Management
Strategy Sciences
Social and

Legal
Sciences

Vietnam National University, Hanoi (VNU) Page 23 > Presentation > SSME 2009
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KHOA HOC DICH VU: LIEN LiNH VUC (3)

A. General

[Mnoc
LI NGHE

F‘“—'F”.-’-“Fr*’!‘-".—

Service Science Education
Research in Service Science
Service Science Policy
History of Services

Case Studies

Miscellaneous

ervice Foundations

1. Service Theory

. Service Philosophy
Economics of Services

. Mathematical Models of Services

. Service Complexity Theory
. Service Innovation Theory
. Service Foundations Education

S
1
2
3
g. Theoretical Models of Services
G
7
g

ervice Em,:_:ﬂmeuawingr
Service Engineering Theory

. Service Operations

. Service Standards

. Service Optimization

. Service Supply Chains

. Service Engineering Management

. Service Systems Performance
Service Quality Engineering

10.Mew Services Engineering

11.Computer Services

S
1.
2
3
A
5. Service Systems Engineering
]
7
8
9.

12 Information Technology Services
13.5ervice Engineering Education

4 College of Technology (COLTECH)

Service Science

Discipline Classification System

D.

G.

Vietham National University, Hanoi (VNU)

Service Management

Service Marketing

Service Operations

Service Management

Service Lifecycle

Service Innovation Management
Service Quality

Human Resources Management
Customer Relationship
Management

Services Sourcing

10.Services Law

11.Globalization of Services
12.Service Business Education

© ENoOALEN—

. Human Aspects of Services

Service Systems Evolution
. Behavioral Models of Services
Decision Making in Services
People in Service Systems
Organizational Change in Services
Social Aspects of Services
Cognitive Aspects of Services
Customer Psychology
Education in Human Aspects of
Services

CENEmORLN =

Service Design

Service Design Theory
Service Design Methodology
Service Representation
Aesthetics of Services
Service Design Education

bl

l.Service Arts

1. Service Arts Theory

2. Traditional Service Ars
3. Performance Arts

4. History of Service Ars
5. Service Arts Education

J.Service Industries™

The Service Industry
Itilities

Whaolesale Trade
Retail Trade

Information Services

Finance and Insurance

Real Estate and Rental

Frofessional and Technical

Services

0.Management Services

1.Administrative and Support

Services

12.Educational Services

13.Health Care and Social
Assistance

14 _Arts, Entertainment, and
Recreation

15 Accommodation and Food
Services

16.Public Administration Services

17.0ther Service Industries

LRNIOAWN =

—
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KHOA HOC DICH VU: QUAN HE CAC THANH PHAN

SSME: Khoa hoc, ky nghé va Quan ly
“» Khoa hoc tao ra (phat hién, chuyén héa) tri thtc tu dir
liéu va thong tin
“* Ky nghé: chuyén hoéa tri thirc dé€ mang dén gia tri cla
dich vu
“* Quan ly: quan ly cac tai nguyen da dang (d liéu, thong
tin, tri thu’c) va th| hanh qua trlnh chuyen 0"0| tao ra gia

NGINEERING -.
CIENCE —\ ANAGEMENT

e Vietnam National University, Hanoi (VNU) Page 25 > Presentation > SSME 2009
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KHOA HOC DICH VU: PHAN TiCH NOI DUNG

[Spo006]
“ dap Ung yéu cau “thuc thi Iénh hanh dong nham lam
cho su cach tan trong dich vu trd nén cé tinh hé thong

hoa hon, bo sung dugc cac phu’dng phap cach tan san
pham va qgua trinh

phat trlen dudc nganh khoa hoc dich vu dé nghién ctu
cac hé thong dICh vu

“* SSME ciing tré thanh mot nganh dao tag mai, dong thoi
cling 1a mot Iinh vuc nghién clu nhiéu trién vong

Paul P. Maglio [Mag08]
* CS = SSME: “khoa hoc” c6 thé sai léch 1a “KHCB”

0

** Thanh cong cua CS la khong xac dinh nhu mot khoa hoc

. c0 ban ma tao kha nang ket hgp cac nganh khac biét
ﬂﬁéﬁ&&éﬁﬂ%ﬁ”ﬁ)an hoc - dién tu hoc - tam Iy"hoc)

0

L 4

0




KHOA HOC DICH VU: PHAN TiCH NOI DUNG

Paul P. Maglio [Mag08]

“* CS < SSME: SSME I6n, réng hon nhiéu CS

* todn hoc - dién tu hoc - tdm ly hoc (CS)

* nha kinh té, cac nha khoa hoc xa hoi, cac nha toan hoc,
cac nha khoa hoc may tinh va cac nha luat hoc

0 phan tich, xay dung, quan ly va tién héa cac hé thong
dich vu phuc tap chua tung dudc xay dung truéc day

L)

o0

4

L)

1)
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KHOA HOC DICH VU: LIEN LiNH VUC

huyén vien SSME (Paul P. Maglio [Mag09])
* Kién thiic va ky nang
khoa hoc - cong nghé
kinh doanh
khoa hoc xa hdi - nhan van - nghé thuat
Hai khoi dau chiém khoi lugng 16n va can bang nhau
trong sO yéu cau vé cac khoi kién thic va ky nang co thé khac
nhau d6i vdi tung khoi
< Lién hé vGi chuyén vien HTTT

/

% pho kién thic va ky nang tich hdp cac giai phap cong nghé va qua
trinh klnh doanh, thucong mai dé xay du’ng cac giai phap CNTT gitp
phat trién doanh nghiép mét cach hiéu qud, dat nang suat tét nha

% nam 2005: My c6 khodng 1000 chuong trinh d&o tao HTTT (Ngudn:
Computing Curricula 2005)

*e

%

) ) )
0‘0 000 0‘0

)
0‘0
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KHOA HOC DICH VU: CHUYEN VIEN SSME [Cho08]

- I Skills and Attitudes I

Integrative Competence Meta-Competence Service Mindset
» Business and technology « Adaptability » Conceptualize service system
imntegration « Critical thinking + Needs assessment
» Interdisciplinary collaboration « Interpersonal » Problem solving
» Diversity orientation competence » Contextualize service science

4 Conceptual Competence
« Information & Service
Economy
« Leadership &
Organizational Behavior
« Consumer Behavior
|+ Project Management
« Services Innovation
« Service Design
« Service Operations &

« Business Process
Modeling
« Service Engineering
« Quality Management
“+'Strategic Management
« Service Marketing
_+Enterprise Systems

« Business & Technology
A Intecration (Capstone)

Knowledge
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TiNH HIEU QUA CUA CNTT

Tinh hiéu qua dau tu vao CNTT []
“ Cau hoi kiém tra

< Khong c6 cau tra I6i tugng minh

Ki€m tra theo ba cap pham vi
« Toan bd nén kinh té nuéc My
“* Tung hang néi riéng

“* Tung ca nhan trong xa hoi
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TiNH HIEU QUA CUA CNTT: TiNH HiEU QUA ?

Po theo dau ra kinh té theo don vi cla dau vao
“ Hai nhan t6 input
“* Theo gio lam (hiéu qua lao dong)

* Theo gid lam va tién von (hiéu qué tong cong)

Khong cho su tang trudng
< Cobng nghé la tai nguyén nguyén thly

“* Qua trinh, quan ly cling tac ddng nhiéu hiéu qua
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NGHICH LY HIEU QUA CUA CNTT

“Thay may tinh & moi nai ngoai trir trong bi€u thi hiéu
quén

* Robert Solow — Nha kinh té MIT — giai Nobel

<+ Xuat phat tU: Nhom tac gid cla tap chi kinh té

0

00

T6i nhitrng nam 1990, doanh nghiép dau tu cho may
tinh

% 3% GDP

% Trén 50% von dau tu

Vietnam Natlonal Universit f Hanoi (VNU) Page 32 > Pre > SSME 2009

=/ St cSBna nahé



CAC NOI DUNG CUA SSME

* Khoa hoc dich vu (Service Science)

]

]

Ly thu}-'ét dich vu (Service Theory)
Nguven 1y cua khoa hoc dich vu (The Prineiples of Service Science)

Hinh mau va hé sinh thai hwéng con ngudi (Human-centric Service Paradigms
and Ecosystems)

Hé thong hudéng con ngudi va tu duy tinh todn (Human-centric System and
Computational Thinking)

Khoa hoc nhan thite trong dich vu (Cognition Science in Service)
Logic, Ngon nglr va mo hinh (Logic, Language. and Modeling)
Sang tao dichvuva d6i méi (Creativity and Service Innovations)
Phan tich mang x4 hoi (Social Network Analysis)

Tinh dong cua he thrf-ng hwéng dich vu (The Dynamics of Service-oriented
System)

Chat leong, do luomg va lreng chuan (Quality, Measures, and Benchmarking).
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CAC NOI DUNG CUA SSME

* Qudn IV, thao tdc va tiep thi dich vu (Service Management, Operations, and Marketing)
> Toancauhoa va dia phuong hoa (Globalization and Localization)
o Vanhanh va hiéu qua cua dich vu (Service Operations and Productivity)
o Quan 1y nguon nhan lye (Workforce Management)
o Ehu}-'én hoa kinh doanh (Business Transformation)
o Quanly chutrinh song cuia dich vu (Service Lifecyele Management)
o Quan ly ruiro (Risk Management)
o Vandé phap 1y (Legal Issues )
o Tiép thi dich vu (Service Marketing)
o Thoamadn dich vu (Service Satisfaction)

= Giaca dich vu (Service Pricing)
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CAC NOI DUNG CUA SSME

* KV nghe va hé théng dich vu (Service Engineering and Systems)

o

Do phite tap. quy mo. d6 bén vilng va kha nang thich Gmg cua hé thong (System
Complexity, Scalability. Sustainability, and Adaptability)

Ha tﬁng va ha tﬁng phic (Cyber) cua dich vu (Service Infrastructure and Cyber-
infrastructure)

Mang gia tri dich vu (Service Value Networks)

Tinh toan dich vy (Service Computing)

Cau hinh va cau hinh lai hé théng (System Configuration and Reconfigurability)
Hes thrf-ngtl_r phuc vy (Self-service Systems)

Hé thong cua cac hé thong (System of Systems)

Kho dir ligu. Khai pha dit lieu va Thong minh kinh doanh (Data Warehousing,
Diata Mining and Business Intelligence)

Web 2.0. BPM/BPL va SOA 2.0 hd tro sang tao dich vu (Web 2.0, BPM/BPI,
and 30A 2.0 in support of Service Innovations)
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CAC NOI DUNG CUA SSME

*Kinh 12 hoc dichvy (Service Economics)
*Gido duc dich vy (Service Education)

o Bang cap. ching chi v Phdttrien cheong trinh d3o tao (Degree, Certificate, and
Curriculum Development)

o Chuyen afao tr thie v daotao (Knowledge Transferringand Training)
 Hoeton ean (Worldwide Campus)

* Mo phang (Simulation)
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CAC NOI DUNG CUA SSME

* Ap dung va nghién ciru triémg hop riéng (Applications and Case Study)

]

o

]

Y té (Healthcare)

K¥ nghé dau te vatai chinh (Investment and Financial Engineering)
Thwong mai va Trao o1 thwrong mai (Trade and Exchange)

Ngan hang, bat dong san va Bao hiém (Banks, Real Estate, and Insurance)
Giai duc (Education)

An ninh noi dia (Homeland Security)

Ban buodn va ban [é (Wholesale and Retailing)

Cac tien ich va giao thong van tai (Utilities and Transportation)

Dich vu chinh quj.-'én (Governmental Services)

San xuat, xay dung va cac loai dich vukhac (Manufacturing, Construction, and
others)
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MOT SO KHAI NIEM TRONG SSME (11/6/2010)

- Khoahoc dich vi:

o Dichwvu = Codng tac tao ra gia tri
o Khoa hoec = Thin tri thite (bac gdm 1% thuyét, phwong phap va thuc tién)
duoce tiép nhan va s dung trong moét mién ting dung riéng.
- Thuc thé:
o Tai nguvén = Vit dinh danh bao gém ngudi. té chite. céng nghé. théng tin
dung chung
= Tai nguvyen thao tac (operand resource) hodc tai nguven toan hang =
Tai nguven dwa vao chung ma mot toan hang hodc moét hanh dong
dwoe thwe thi dé san xuat ra mét hidu lwe. Céc *_i.-‘é-u tH trong san xuat
(dat dai. co phifu. hang héa. voén dau tu) 13 tai nguvén thao tic. Tai
nguyén thao tac 1a hién, hitu hinh. tinh va hifu han.
= Tainguven thué murdn (operand resource) hodc tai nguvén dich vu =
Tai nguven dwge si¥ dung cho hanh dong trén mot tai nguyen toan
hang hedc tai nguvén dich vu khdc. Céng nghé 1a mot vi du vé tai
nguvén thué mudn. Tai nguyvén thué mudn (tri thire, k¥ nang) 1a an. vo
hinh déng va vo han.
o Thuye thé hé théng dich vu = Mat tai nguvén nguvén tir hodc tai nguvén két
hop (mdt cdu hinh déng cua tai nguvén) cd tiém nang cong tac tao gia tri

o Quyen truy cap = Tiep can de giai gquvyet viéec ngan chan truy nhap tai nguveén
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MOT SO KHAI NIEM TRONG SSME

- Twowmg tdc:

o |cong tac tao ra gia tri = Tuong tic thang-thang (win-win) gifta hai hodac
nhieu thwe the: mot tvong tac ma l@i ich lan nhau cung dwge chia se.

o Xac nhan gia tri = Trang thai As-is va To-be (cong tac gia tri) vaoi co ché
(cach thie chuven trang thai).

o Quan tri = Xac nhan gia tr kat qua dwge thay déni_. dwoe thi hanh bﬁng tac
quven.

- Kétgud:

o Mo hinh ISPAR = Dat trén 4 trang thai co s&: Thang-thang. Thua —Thang.
Thang-Thua, Thua — Thua

o Téac nhan = Kiéu cua thue thé; bon kidu chinh: Khach hang. Nha cung cap:

Chumng thwe.
o Do do = 4 kieu chinh 1a Chat lvgng, Hieu qua. Tinh phuc ting. Tinh xac
nhan dugce.
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MOT SO KHAI NIEM TRONG SSME

Cir dan:

o Manghe thrfrng dich vu= Maiu frong tac trong cac thue the
0 Quﬁn thé hé thrfmg dich vy = Kisu da dang thue thé va cdc mang cua chung
o Tiénhoa= Sy thay doi tr nhién trong thye the, tuong tc va ket qua

Khainiém bé sung:

o Thay doi= Si khic nhau giita trang thai As-is va trang thai To-be
0 Gia tri = Sy thay doi 1am cai tien mot thue the va duoe chi dan bt mot thue
thé

0 Tinhdadang= 56 lwong cac trang thai ma mot thue thé co the co.
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LOGIC HUGNG DICH VU: NEN TANG CUA KHDV

Tam quan trong cUa légic < tinh ding dan
<+ “Néu khong thay d6i cach nght thi ching ta sé khong gidi quyét
dugc van dé xuat phat tir cach nghi hién thoi cla chiing ta”
Albert Einstein

* “Diéu nguy hi€m nhat nhi€u lan su hén loan khong phai chinh su
hon loan ma la hoat dong véi logic cua ngay hém qua”
Peter F. Drucker, , a writer,
management consultant, and self-described “social ecologist’.

% “Nén tadng slrc manh cla cac hinh mau la trong thuc tién dugc

cong nhan nhu thé ma khong cé cau héi rd rang” Johan Arndt,
?

* “Diéu can thiét khdong phai 1a su sang té cla tién ich duoc tao ra
bai ti€p thi ma la su sang to ti€p thi cla toan bd qua trinh tao ra
tién ich”. Wroe Alderson,

| viemakAiledy vecegHZedas the most important theoristof the:twentieth
Collegel LN YT the “father of modern marketing”



http://en.wikipedia.org/wiki/Peter_Drucker
http://en.wikipedia.org/wiki/Johan_Arndt
http://no.wikipedia.org/wiki/Johann_Arndt
http://en.wikipedia.org/wiki/Wroe_Alderson
http://en.wikipedia.org/wiki/Marketing

LOGIC HUGNG DICH VU: NEN TANG CUA KHDV

Su xac nhan gia tri
» Cac logic tiép n6i nhau dé€ hi€u thi trudng, ti€p thi va quan ly
< Lam manh mé hon va t6t hon phu hop véi nang luc ton tai va Ung
dung lau dai

Logic hudng hudng dich vu tiép ndi 16gic hudng hang
hoa

% Thoi ky chuyén dich tr kinh t&é hang hoéa sang kinh té dich vu

“ TU tri th&rc an: mot vai nhan thic vé kinh té dich vu

** Tri thdc hién: l6gic huéng dich vu.
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LOGIC HUGNG DICH VU: NEN TANG CUA KHDV

Déng thdi gian va cdc tai [iéu dién
hinh

Tir tiromg hodc cac noi dung co ban

1800—1920: Kinh té hoc ¢ dién va
tin co dién (cdn dai)
* Marshall (1890); Say (1821);
Shaw (1912); Smith (1776)

Kinh té hoc tr& thanh nganh khoa hoc x3 héi ddu tién
hwong toi cach bién ludn dinh lwong cua cac khoa hoc tw
nhién. Gia tri dwoc nhiing trong vat chat théng qua san
xuéat (gid tri gia tang, tién ich, gia tri trao d6i); hang hoa
duroce xem xét nhwr dau ra chuan (san phé:n]l_ Cua cai trong
%3 hoi duwoe khoi tao nhd thu nhan dwoc “vat dung” hién.
Tiép thi nhw mot déng luc.

1900—-1950: Giai doan truecc’hinh
thanh tiép thi
* Commeodities (Copeland 1923)

*  Imstitutions (Nystrom 1915;

Weld 1916)

* Functional (Cherington 1920;
Weld 1917)

Giai doan hinh thanh tiép thi duwoc mo ta ky vé vt dung.
thé ché va cdc chire nang tiép thi: cdc khoa hoc ve vit dung
(cac dic trung cua hang hoa). khoa hoe vé thé ché (vai tro
cua thé ché tiép thi trong qua trinh nhing gia tri). va cac
khéa hoe vé chire nang (chirc nang thi hanh tiép thi). Binh
hwdéng chinh véu 1a giao dich hodc dau ra va lam cach nao
dé thé ché thi hanh chitc nang tiép thi gia tri gia ting trong
vat dung. Tiép thi nguyén thuy cung cap céc tién ich vé
thoi gian va khong gian va muc tiéu chinh 1a tién ich so
himu (khéi tao mot chu}fén ddi tiéu dé vahoac ban hang).
Tuy nhién. mot dinh hwdng chirc nang d3 dwoc khoi tao
cong viéc nhan dang cac tai nguyén dich vu.

T
\ 'cd:;; ) Vietnam National University, Hanoi (VNU)
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LOGIC HUGNG DICH VU: NEN TANG CUA KHDV

1950—1980: Quan 1¥ tiép thi

* Kinh doanh c¢in hwdng
khach hang (Drucker 19534;
McKlitterick 1957)

* (gia tri “dwoec xdc dinh™ trong

tor

thweong tneémg (Levitt 1960)
* Tiép thi la mét chirc ning ra
gquvét dinh va giai quvét van dé

(Kotler 1967; McCarthv 1960)

Cac doanh nghiép st dung cac k¥ thuat phan tich (rong
hon tir kinh té vi mé) dé xdc dinh viéc trdn tiép thi cho
nang lwc doanh nghiep t61 vu. Gia tri dwoc xdc dinh trong
thwong tredng:; gid tri “nhing” phai httu dung. Khich hang
mua vi muén hoic can dwoc dip vmg. Moi cd thé trong
doanh nghiép cdn dinh hwdng khich hiang vi muc tiéu cia
doanh nghiép la tao ra ciac khach hang baoc dam. Pinh danh
viéc ddp vng chirc ning chuvén d6i méi treémg nhim cung
cap loi thé canh tranh nhé s khdc biét dwoc bit dau tir dwra

dén gid tri trong st dung.

19802000 va tiép theo: Tiép thi
nhwr mét qud trinh x3 héi va kinh té

* Pinh hwdng tiép thi (Kohli and
Jaworsla 1990:
Slater 1990)

* Tiép thi dich wu (Gronroos
1984;. Zeithaml,
and Berrv 1985)

* Tiép thi quan hé (Berry 1983:
Duncan and Monartvy 199%;
Gummesson 1994, 2002: Sheth

and Parvativar 2000)

Marver and

Parasuraman.

Vietham National University, Hanoi (VNU)
College of Technology (COLTECH)

Logic dinh hwdéng bit ddu ning khung nhin réng 1én tiép
thi nhw mot qua trinh %3 hoi va kinh té lién tuc ma tai
nguvén dich vu 1i t6i thwong. Logic niv coi két qua tai
chinh khéng phai 1d két qua cudi cing ma chi nhw mét
hoat déng kiém chimg gia thiét thi tredng vé xdc nhin gid
tri. Thwrong thudémg cd thé lira dbi cdc gia thiét thi tredms.
ma cac gia thiét nav tao cho cac thwc thé cé co hoi hoc cac
hinh déng cua ching va tim ra con dwoémg phuc vu tét hon
khich hing cia ho vi cé tién bd vé ning lwe tii chinh.

Mé hinh niv xuat phdt tir viéc thong nhit cic déng tranh
cii veé cdc mién chu dé chinh nhw khich hiang va dinh
hwdng tiép thi, tiép thi dich wvu, tiép thi quan hé, gquan 1¥
chit lwong. quan 1¥ gid tri vd xiu nhu cidu. quan 1V tai

nguvén va phan tich hedi.
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LOGIC HUGNG DICH VU: NEN TANG CUA KHDV

* Quan Iy chat lvong (Hauser and

Clausing 1988; Parasuraman, o o 7
Zeithaml, and Berry 198%) Cac tien de co ban cua mo hinh noi bat la:

e~ s 1 s+ a e . | (1)K¥ ning va tr théc 13 nhimg don vi trao dbi chuan,
Quan Iv gia tri va xau dap umg _ _
nhu ciu (Normann and Ramirez | (2) Trao doi gidn tiep che khuat di cic don vi trao doi co
1993; Srivastava, Shervani, and ban,
Fahey 1999) (3) Hang héa 13 co ché phin bd cung cap dich vu.

* Quan Iy tii nguyén (Constantin | (4) T thirc 14 tai nguyén co s& cua loi thé canh tranh,
and Lusch 1994; Day 1994:| (5)Moi nén kinh té 14 kinh té dich vu.

(
Dickson 1992; Hunt 2000; Hunt | oy gy 4 pane tuén 13 ngwdi céng tic sin xudt,

and Morgan 1993) :

* Phin tich loci (Achol 1991;|
Achrol and Kotler 1999;

Webster 1992)

7) Doanh nghiép co thé chi tao ra viéc xac nhan gia tr,
8) Khung nhin tap trung vao dich vu la dinh hwdng khach
hang va quan hé c6 tih ké thira
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LOGIC HUGNG HANG HOA

Muc dich cua hoat dong kinh té
¢ Tao va phan phoi cac don vi sdn pham
< San pham h{tu hinh, du tot.

Khai niém cot 16i: Hang hoa
“* Hang héa dugc nhing vai cac tién ich (gia tri) trong san xuat.

* Muc tiéu la t6i da héa Igi nhuan nho san xuat va phan phoi hang
héa hiéu qua.
v Hang hoa co thé dugc chudn hoa, sdn xuat “tach rgi” thi truong

va duogc ki€m ké cho dén khi yéu cau

<+ Doanh nghiép ton tai dé€ lam va ban hang hoa (su kién, tro choi,

cac ngbi sao, gidi tri, cac sadn pham phu trg, vv) co gia tri.
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DICH VU: LOGIC HUGNG HANG HOA
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DICH VU TRONG LOGIC HUONG HANG HOA

Gia tri gia tang kem theo
% giatri + tién ich thém cho hang hoa

Loai hang héa dac biét

% Giatri kém hon

< DPac trung bai IHIP
v" V6 hinh (Intangibility)
v' Khéng dong nhat (khéng chudn hdéa): Heterogeneity (non-

standardization)

v' Khong thé tach roi (san suat, tiéu thu): Inseparability
v" Dé hdng: Perishability
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LOGIC HUGNG HANG HOA: CO SG TIEP THI THE THAO

hé thao: MOt hoat ddng thé chat hoac giai tri

iép thi thé thao

<+ Ap dung nguyén tac ti€p thi va cac quy trinh dé cac san pham
thé thao va thé duc thé thao khong lién két véi cac san pham
thé thao

Thé thao san pham

\/

<+ MOt hang héa hay mét dich vu, hoac két hop ca hai duoc
thiét ké dé cung cap loi ich cho mdt khan gid, tham gia, hoac
nha tai tro thé thao.

) vnaHang héar hétuvhinh, cac san pham VAt Iy  ruoe > resenaion> sswez000
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LOGIC HUGNG HANG HOA: CO SG TIEP THI THE THAO

Figure 1: Global Sports Equipment Market Value: $ billion, 2001-2005
S hillion —a— " Growth
70 - - 3.0%
G0 S - - 2. 5%
.-""'...-
50 - —a - 2.0%
= | &
S 40 - /"" L 1.5% o
= o O
i 30 - - 1.0% =
=
20 - - 0.5%
10 4 / - 0.0%
0 T T T T -0.5%
2001 2002 2003 2004 2005
Source: Datamonifor DATAMONITOR
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LOGIC HUGNG HANG HOA: CO SG TIEP THI THE THAO

Figure 3: Global Sports Equipment Market Segmentation ll: % Share, by

Value, 2005

Eurcpe
:4.5‘:.-'&-/
d Americas
i 43.3%
A gig-Facific
32.2%
Source: Datamonitor DATAMONITOR
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LOGIC HUGNG HANG HOA: MOT SO VAN BE

Hang héa: Khdong phai thd ma ta mudén mua
<* Dich vu (Igi ich) ma hang héa mang tdi
* VO hinh (thuong hiéu, hinh anh, quan hé xa hdi, y nghia)

% Kinh nghiém

00 L)

00

ang hoa khong phai la cai vé co ban "cla riéng“ ching
ta dung dé trao doi véi ngudi khac

\/

< Kién thic va ky nang ap dung (dich vu cuda ching ta)

Khach hang chi chuyén héa, la ngudi nhan gia tri va tu
Adn hanh
\L=ZPe vemiiitieriydneitiay thiihg” 12 mot gia tang khong trgr gty ="




LOGIC HUGNG HANG HOA: NEN TANG CO SG

Theo phan loai cua Smith
<+ Thiét Iap xac nhan trao doi
> Kién thlc chuyén nganh, lao dong (dich vu), gia tri-theo-s
dung
“» M6 hinh chudn tac tao ra cla cai (quoc gia)
> Gia tri theo trao d6i va san xuat
= Khditao thang du, hang héa hitu hinh xuat khau

heo tién ich cua Say
% Tinh h{u ich (gia tri-theo-str dung)
“* Hinh vij trg thanh mot tai sdn cla san pham (gia tri-theo-trao doi)

)

L 4

\ Vietnam National University, Hanoi (VNU) Page 53 > Presentation > SSME 2009

'da_u A
"W’ college of Technology (COLTECH)



LOGIC HUGNG HANG HOA

Bastiat (1848)

< “Céc dich vu duogc trao doi cho cac dich vu" Development of
Economic Science

Phat trién khoa hoc kinh té

/

< Phan biét “Ngudi sén xuat” — “Ngudi tiéu dung”
* Xay dung trén co hoc Niuton
= Vat chat véi cac dac trung
= Céc quan hé tat dinh
**» Khoa hoc vé su trao d6i cac th(r (sdn pham) bao goi tinh str dung.

L)

<&

L)

L)

Tiép thi (cac chuyén nganh kinh doanh) xay dung trén
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LOGIC HUGNG HANG HOA: PHAN ANH

Tiép thi
% Viéc tao ra "céac tién ich" (Weld)
* Thai gian, dia di€m, va sé h(tu
= "Chuc nang san xuat"
“* Quan tam dén phan phoi gia tri

Pinh hudng
< San xuat va san pham
= Phan phoi <> gia tri gia téng
<* Dinh hudng tiéu dung
= R®& rang cla van dé <> hiéu chinh
<* Quan ly va Tiép thi Hanh vi tiéu duing
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LOGIC HUONG HANG HOA: PHAN KY VA HOI TU

Tiéep thi B2B
% Tu su khac biét
=  Thu lgi tUr nhu cau; khach hang chuyén nghiép, bién dong nhu cau, vv;
<+ Nguyén ly méi ndi bat
= Tinh tuong tac, quan hé, ly thuyét mang, vv

Tiép thi dich vu
“ Tu su khac biét:
= Khong thé phan chia, tinh khdng déng nhat, vv;
< Nguyén ly méi nGi bat
= M®0i quan hé, cdm nhan chat lugng, tinh cong bang khach hang vv

Cac chuyéen nganh con khac
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LOGIC HUONG HANG HOA: PHAN VAN VE MO HINH
DINH HUGNG

Webster (1992)
< "Céac chulc nang quan ly tiép thi lich st, dua trén mo hinh t6i da
kinh t€ vi md, phai dugc xem xét nghiém tic cho phu hop vdi ly
thuyét va thuc hanh tié€p thj"

Shethand Parvatiyar (2000)

“* "MO hinh trao d6i phuc vu muc dich gidi thich phan phoi gia tri
(nhung) khi ngudi tiéu dung tham gia cung san xuat va c6 moi
quan hé phu thudc lan nhau, moi quan tdm dé tao gia tri 1a toi
thuong ... D& c6 nhu cau mot mé hinh tiép noi cla ti€p thj”

chroland Kotler (1999)
(Z ) ‘“"“"‘“‘Bﬁ‘lﬁa'ﬁ@ﬁg&‘,ﬂa T‘S“‘éhu‘c mang, cac kleu ly thuy EER UG TER G€ Ki€u no,
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LOGIC HUGNG HANG HOA: CHUYEN NGANH CON

Dich vu va tiép thi quan hé
% Shostack (1977); Berry (1983); Gummesson (1994); Gronroos
(1994); v

Ly thuyét doanh nghiép
% Penrose (1959)

Ly thuyét nang luc cot I3i
< (Prahalad va Hamel (1990); Day 1994)

Ly thuyé€t mé ron tai nguyén va chién lugc quan ly tai nguyén
% Hunt (2000, 2002); Constantine va Lusch (1994)

Ly thuyét mang
N\ (Hakansson va Snehota 1995)
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LOGIC HUGNG HANG HOA: SU TACH ROI
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LOGIC HUGNG DICH VU: CO SO

Dich vu, thay vi cho hang hoéa, la ca sé trao doi kinh
té va xa hoi

/

“* Dich vu trao dai cho dich vu

Cac khai niém va thanh phan ban chat

* Dich vu: &4p dung nang luc vi lgi ich ctia mot t6 chic khac

* Dich vu la mOt qua trinh, khéac biét véi “cac dich vu“ - loai hang héa
dac biét

% ChU trong “tai nguyén gian tiép" thay vi "tai nguyén truc tiép”

** Coi gia tri luén cong tac tao ra

*» Hang hoa la ing dung dé€ cung cap dich vu

(G &.NaH.Yo.MQl nENJinh t& déu la Kinh t€ dich VU .- meseaion- ssue s

TS RINAD057h déu kinh doanh dich vu
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LOGIC HUGNG DICH VU: SU THONG NHAT
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LOGIC HUGNG DICH VU (SDL): 10 TIEN BE

Premise Explanation/Justification

FP1 |Service is the fundamental | The application of operant resources
basis of exchange. (knowledge and skills), “service,” is the

basis for all exchange. Service is
exchanged for service.

FP2 | Indirect exchange masks | Goods, money, and institutions mask the
the fundamental basis of service-for-service nature of exchange.
exchange.

FP3 | Goods are distribution Goods (both durable and non-durable)
mechanisms for service derive their value through use - the
provision. service they provide,

FP4 | Operant resources are the | The comparative ability to cause desired
fundamental source of change drives competition.
competitive advantage

FP5 | All economies are service Service (singular) is only now becoming

economies.

more apparent with increased
specialization and outsourcing.

Vietham National University, Hanoi (VNU)
College of Technology (COLTECH)
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LOGIC HUGNG DICH VU (SDL): 10 TIEN BE

Premise Explanation/Justification

FP6 | The customer is always a Implies value creation is interactional.
co-creator of value

FP7 | The enterprise can not The firm can offer its applied resources
deliver value, but only offer and collaboratively (interactively) create
value propositions value following acceptance, but can not

create/deliver value alone.

FP8 | A service-centered view is | Service is customer-determined and co-
inherently customer created; thus, it is /inherently customer
oriented and relational oriented and relational.

FP9 | All economic and social Implies the context of value creation is
actors are resource networks of networks (resource-
integrators integrators).

FP10 | Value is always uniquely Value is idiosyncratic, experiential,

and phenomenological
determined by the
beneficiary

contextual, and meaning laden.

Vietham National University, Hanoi (VNU)
College of Technology (COLTECH)
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LOGIC HUONG DICH VU (SDL): KHONG LIEN B3I

Phan anh su chuyén ti€p ky nguyén dich vu
“* Trong SDL: moi nén kinh té déu la kinh té dich vu

MOt ly thuyét
“* SD logic 1a mot logic, m6t nhan thidc, mét thau kinh, song chua
phai la mot ly thuyét (cho téi nay)

Su nhac lai cla dinh hudng tiéu ding
* DPinh hudng tiéu dung la bang ching vé GDL, khéng phai la chi co
no
< Két n6i dinh hudng cong ty / khach hang la dugc bao ham trong

Vletnang‘l:a? nal University, Hanoi (VNU) Page 64 > Presentation > SSME 2009
College of Technology (COLTECH)




LOGIC HUGNG DICH VU: CO THE LA

Nén tdng chuyén doi so do tiép thi

Trién vong hi€u biét vé vai tro cla thi truong trong xa
hoi — Iy thuyét thi truong

< CO sd ly thuyét chung vé thi trudng va tié€p thi
* CO s& cho "khoa hoc dich vu”
* Nén tadng cho ly thuyét clia cong ty

* Dinh hudng lai cho ly thuyét kinh té

L)

4

L)

L)

<&

L)

L)

<

D)

L)
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LOGIC HUONG DICH VU: HE THONG SINH THAI DICH

S-D Logic
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LOGIC HUONG DICH VU: HE THONG SINH THAI DICH
VU

MOt cOng dong kinh té€ dugc ho trg bdi mot nén tang
tuong tac cac té chirc cung khai tao va trao doi dich
VU.

Bao gbm
<» Cac nha cung cap

Cac nha san xuat

Cac doi tha canh tranh
Céac khach hang

CAc tac nhan kinh té va xa hoi khac

L)

e

*

e

%

e

*

e

*
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LOGIC HUGNG DICH VU: BE NGHI KHUNG
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