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Enterprises need to modify their organizational structure and
workflow when facing a changing environment in a low economic
growth world. Therefore, the division of work for providing
information services within corporations must comply with the
adjustments. This study conducted both quantitative and qualitative

research to explore the information service models for corporations
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from the intellectual capital perspective by collecting empirical data
from the manufacturing and service industries in Taiwan. The result
shows that the information service models can be classified in two
types as books-management-oriented and documents-management-
oriented. The function of the former is to promote people’s soft
skill; however, the process of the latter is the core workflow within
corporations. Intellectual capitals are different between these two
service models. Differences among dimensions including structural
capital, human capital, process capital, technological capital, relational
capital, customer capital, renewal and developmental capital are

compared and discussed in this study.
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1. Introduction

Enterprise could manage its intangible assets by examining their
intellectual capital, as well as the information service centers within
corporations. So far there have been few empirical studies about corporate
libraries in Taiwan, it is important to explore the current status of corporate
libraries, considering the potential role it can play to in managing corporate
knowledge. However, not all companies set up libraries, and there might be
some other kinds of information service models. The study aims to explore
information service models for corporations from an intellectual capital
perspectives. To summarize, the study has attempted to answer the following
questions:

1.1 What is the current status for having corporate libraries or information
centers in manufacturing and service industries?

1.1.1 Are there any differences to have libraries or information centers
between manufacturing and service industries?

1.1.2 Do larger companies tend to have libraries or information centers
more than lower ranked companies?

1.2 What are the measurable variables for corporate libraries among
different dimensions of intellectual capitals?

1.2.1 What are the outcomes of intellectual capital metrics among different
dimensions?

1.2.2 Are there any differences of the results between manufacturing and
service industries?

1.2.3 Are there any differences of the results among different management
approaches?
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2. Research Design and Methodology

2.1 Collecting sample data from top 500 companies in manufacturing and

service industries

According to the directory of the largest corporations for top 5000
in Taiwan published by China credit information service, LTD., we chose
top 500 companies for each in manufacturing and service industries as our
sample frame. After making phone calls to each company, we examined their
current status of having corporate libraries and acquire the further contact
information of information service providers within the company. Several
companies are not willing to give further information even if they claim to
have corporate libraries. A total of 153 sample data were acquired, which
include 87 companies from the manufacturing industry and 66 companies
from the service industry.

2.2 The definitions and measuring variables for different dimensions of

intellectual capital

The definitions and measuring variables for different dimensions
of intellectual capital are shown in Table 1. The original indicators of
intellectual capital are specific metrics, such as “Average processing time
for information search request (#)” in process capital. In order to make
questions more easily to answer and facilitate the response rate, this study
transformed some indicators as a Likert-type scale, such as “Answer the
patron’s information search request immediately”.
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Table 1
The definitions and measurable variables for different dimensions of
intellectual capitals
variables References to
Dimensions  Definition and scope . develop measuring
code description variables
Structural The organizational al Name of the department/ Edvinsson and
capital structure of libraries dedicated to which units ~ Malone, 1997,
or information centers pp.11, pp.35-36;
2 th ber of staff
and the number of a ¢ number of sta Lin and Edvinsson,
staff 2008, pp.528
Human The ability, educational background ~ Portugal, 2000,
capital knowledge and bl of the information service pp.128-133
experience of the provider/work items
ente@rlse 1nformat10n b2  On-the-job training Portugal, 2000,
service providers.
pp-127
Index for staff satisfaction, Edvinsson and
b3 empowerment. Malone, 1997,
pp-132; Portugal,
2000, pp.123-125,
pp.142-147
Process The competence to cl Collection Portugal, 2000,
capital operate the routine Content of information pp-107-108
process in libraries or €2 services
information centers.
3 Speed for providing new
resources.
c4  Value-added-information
5 Real-time information
© service.
Technology  The extent to al Scale for digital Edvinsson and
capital apply information information services Malone, 1997,
technology for . P pp-101-110;
2 Real- IT appl
information service. d e tlme. .app ication Portugal, 2000,
a3 New app?lcatlon t.o pp.109-111
transmit information
Relational The stakeholders el Frequency to contact Lin and Edvinsson,
capital of information stakeholders 2008, pp.528;
service providers, Tivonen and Huotari,
such as immediate o Scope for library strategic ;207, pp-87, pp.92-

supervisor, members
of the organization,
books dealer, library
strategic alliances, etc.

alliances
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Customer Understanding the fl information need survey = Edvinsson and
capital goal and vision of 2 Pat tisfacti Malone, 1997,
the company and a fons s.a istaction survey pp-89-100; Portugal,
provide customized Satisfaction for F. H., 2000, pp.101-
information service. f3  customized information 3

service

Renewal and Both qualitative
development and quantitative

Opportunity for personal ~ Edvinsson and

el learning and promotion Malone, 1997,

capital performance Frequency of marketing pp.111-121;
indicators for future g2 and promotion of Library Portugal, 2000,
growth pp-112-123

Services

Innovative ways of

3 . . .
g information services.

2.3 Quantitative survey and qualitative interview

The contact information of 153 companies was collected at the first
stage. We asked for three information service providers from three different
companies to examine the questionnaire in order to improve the content
validity at the second stage.

The questionnaire that was built on a web server and was tested the
reliability of the system. Then the questionnaire, including paper-based and
web-based edition, was sent to those companies with libraries or information
centers at the third stage. After several follow-up telephone calls urging
recipients to complete their surveys, a total of 54 questionnaires was received,
giving a 35% response rate. Of the 54 responses, 32 were received from the
manufacturing industry while 22 were received from the service industry.

We further conducted an in-depth interview at the fourth stage.
Combining the three experts at the second stage, a total of 8 interviewees
was consulted. These interviewees works in banks, construction company,
electronic and information companies. Their educational backgrounds
show that one person owns master’s degree and major in human resource
management; others won bachelors’ degree and majors in hospitality
management, marketing management, library and information science
(LIS), business management, financial law, and food science. It is helpful to
acquire detailed information from these interviewees who could give us more
evidences to explain the implications from the intellectual capital metrics.

2.4 Limitations

First, the survey only investigated top 500 companies in both
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manufacturing and services industries; therefore, it revealed part of current
status of corporate libraries in Taiwan. Second, the response rate is not very
high due to conservative policy in companies, and those people who are will
to accept our interview request come mostly from electronic and information
companies. This might induce a biased sample.

3. Result

3.1 The current status of corporate libraries or information centers in

manufacturing and services industries

The first stage of the research result has shown in Table 2. Higher
ranked companies are significantly more likely to have libraries in
manufacturing industries, which indicate the same result with the survey
in Fortune 500 companies (Anonymous, 2000); however, no obvious
difference exist in service industries. In sum, the ratio of having libraries in
manufacturing industry is 32%, which is higher than that in service industry
(21%).

Table 2

The number and ratios of having corporate libraries or information
centers among top 500 companies in manufacturing and service
industries

The number The number
Rank in the of companies Total Rank in of companies Total
. to have . . to have .
manufacturing .. . number of Ratio the service ., . number of Ratio
. libraries or R . . libraries or .
industry . . companies industries . . companies
information information
centers center
1-100 50 97 52% 1-100 23 99 23%
101-200 31 96 32%  101-200 18 98 18%
201-300 32 92 35%  201-300 25 99 25%
301-400 21 97 22%  301-400 20 98 20%
401-500 18 96 19%  401-500 17 99 17%

Note: Because we integrate some companies which belong to manufacturing and service
industries at the same time and exclude hospitals, the number of companies for each
section is not equal to 100.

3.2 The performance indicators among different dimensions of intellectual

capitals
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3.2.1 Structural capital

Libraries are not a required unit in companies. Most companies did not
set up an independent unit for libraries and they dispatched staff from other
departments, such as human resource, quality assurance, and knowledge
management center, to manage library work. These staffs manage not only
library work, but also other business from their own department. However,
about one-third of the companies set up document management center as a
necessary unit and most staffs only manage documents. In addition, library
work is different from document management work. Therefore, we distinguish
these two works as two different types, book-management-oriented and
document-management-oriented. The function of the former is to promote
people’s soft skill; however, the process of the latter is the core workflow
within corporations. Following discussions are separated as these two types in
both quantitative and qualitative research result, as well as the differences in
both manufacturing and service industries. Because no Likert-type scale were
applied in structural capital, only six dimensions of intellectual capital metrics
was shown in Figure 1 except for structural capital.

Figure 1 The result of intellectual capital metrics between book-
management-oriented and document-management-oriented

Human
Capital
5

Renewal and
Development
Capital

Process
Capital
4.46

Customer
Capital

Technology
Capital

Relational
Capital

- ®-- Book-management-oriented

—#— Document-management-oriented

3.2.2 Human capital
Shared characteristics of the staff such as under 40-year-old age and

52



Exploring Information Service Models for Corporations in
Taiwan from the Intellectual Capital Perspective

with bachelor's degree in various kinds of majors are shown in both types.
Respondents’ majors include business and management, law, engineering,
and languages; only few people major in LIS. However, the extent to
empowerment is higher in document-management-oriented type; the
quantitative metrics are shown in Figure 1. Those people who manage vital
documents are able to engage in the core process in companies. Most staffs
who operate library work did not own LIS degree in book-management-
oriented type; they simplify the cataloging process by their own way. Yet
some directors hire professionals outside their companies to train staffs
the book management knowledge. Furthermore, those respondents in
manufacturing industries attend important meetings more frequently in
companies than those in service industries.

3.2.3 Process capital

Because no dedicated staff exists in book-management-oriented type,
the book circulation process is self-management by all members in company.
The main operation of the book-management-oriented type is to promote
library and arts activities. Oppositely, the dedicated staff deals with the
classified documents and intellectual property, conducts the authority control
and aging issues for core documents in document-management-oriented type.
Therefore, the quantitative result shows significantly higher metrics in Figure
1. Furthermore, the value-added process for documents is required more
often in manufacturing industries than those in service industries.

3.2.4 Technology capital

No obvious difference exists in technology capital metrics among both
types. The book-management-oriented type adopted the in-house system
with simple function; however, several document-management-oriented
types bought the turnkey system and customized by information technology
professionals in companies and adjusted the system regularly.

3.2.5 Relational capital

The book-management-oriented type tends to cooperate with other
organizations occasionally, such as lecture and workshops, with public
libraries, which indicates the effort to leverage outside resources. However,
the constantly interaction among in-house stakeholders exists in document-
management-oriented type, such as communicating with the related

53



Journal of Libray and Information Science Research 8:2 (June 2014)

members and building up the standardized procedure for documents.

3.2.6 Customer capital

The customer capital metrics is high in book-management-oriented
type in Figure 1. Because all members in companies are clients for book-
management-oriented type, various kinds of information need must be
satisfied. Therefore, several marketing activities were held for promoting
information service. However, the information is for specific patron with
limited access right in document-management-oriented type, there is no
need to promote the information services. Particularly, some required duties,
such as searching some documents for engineers’ specific need in document-
management-oriented type, indicate the in-depth information service.

3.2.7 Renewal and development capital

The renewal and development capital metrics present significantly
high in book-management-oriented type in Figure 1. More respondents
agree with budgets are growing in book-management-oriented than that in
document-management-oriented type. Due to no standard procedure for
book-management-oriented service, there is a great potential and future
possibilities to promote information services. Though the limited adaption is
necessary in document-management-oriented type, one interviewee expects
to encourage engineers to share more research and development knowledge
and tends to provide more knowledge services in the future.

4. Conclusion

This study explores information service models from intellectual capital
perspectives. The result shows that the information service models can
be classified in two types as books-management-oriented and documents-
management-oriented. In addition, seven dimensions of intellectual capital
indicators present different performance between these two information
services models, as well as manufacturing and service industries.

Some practical implications were provided as follows. The required
skill for the document-management-oriented types should be considered
into the curriculum design in library school. In addition, different types of
libraries could adopt the metrics proposed by this study to examine their
intellectual capital with either time-series investigation or inter-libraries
comparison.
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