(K3 2 thing 10 (56 298) - 2025 ) NGHIEN CUU TRAO DO

QUAN TRI TRI THUC VA HIEU QUA T0 CHUC
TRONG NGANH DICH VU

Ths. Tran Thj Bich Hao* - PGS.TS. Nguyén Van Thuy**

Trong béi canh chuyén déi sé va ky nguyén céng nghé théng minh, quan tri tri thirc (Knowledge Management -
KM) ngay cang dwoc quan tdm nhw mét yéu té cét I6i thic ddy déi méi, hoc tap té chire va hiéu qua hoat déng
doanh nghiép. Bdc biét, nganh dich vu tai Viét Nam - linh viec phu thuéc manh vao tri thirc con ngwoi - doi héi
céc t6 chirc khéng chi thu thap, Iwu trie, ma con phai chia sé va irng dung tri thirc hiéu qua. Bai bdo nay téng
quan co s& ly thuyét, thuc nghiém va nhikng khodng tréng nghién cteu, tir d6 dé xuat mé hinh ly thuyét tich
hop 3 hoc thuyét nén: KBV, RBV, DC va OLT nhdm kiém dinh vai tro trung gian ctia kha ndng déi méi va hoc
tap té chirc, ciing nhw vai tro diéu tiét cta van hod chia sé tri thirc trong méi quan hé gitka quan trj tri thirc va
hiéu qua té chirc.

« Tl khoa: quan trj tri thire; hiéu qua té chire; khd ndng déi méi: hoc tap té chirc; van hod chia sé tri thirc; vai tro trung gian;
doanh nghiép dich vu.

Theo quan diém dya trén tri thirc (Knowledge-
Based View - KBV), tri thirc 1a tai san chién lugc
valanén tang tao nén lgi thé canh tranh bén viing
cho doanh nghiép (Grant, 1996). Pac biét, trong
nganh dich vu - noi phu thudc 16n vao tri thuc
con nguoi va kha nang thich tng nhanh v6i thay
d6i cua thi truong - quan tri tri thire (Knowledge
Management - KM) dong vai tro then chét trong
viéc duy tri va nang cao hiéu qua to chc.

In the context of digital transformation and the era
of smart technology, knowledge management (KM)
is increasingly considered a core factor to promote
innovation, organizational learning and business
performance. In particular, the service industry in
Vietnam - a field that depends heavily on human
knowledge - requires organizations not only to
collect, store, but also to share and apply knowledge
effectively. This article reviews the theoretical and
empirical foundations and research gaps, thereby
proposing a theoretical model integrating three
fundamental theories: KBV, RBV, DC and OLT to test
the mediating role of innovation and organizational
learning capabilities, as well as the moderating role
of knowledge sharing culture in the relationship
between knowledge management and organizational
performance.

Quan tri tri thic dugc dinh nghia 1a qua trinh
co hé théng nhim tao ra, thu nhén, chia sé va ung
dung tri thirc dé cai thién hiéu qua va doi méi to
chirc (Nonaka & Takeuchi, 1995; Alavi & Leidner,
2001). Viéc td chirc biét cach khai thac, luu trix va
lan toa tri thitc mdt cach hi€u qua s€ giup tang
cuong nang suat, kha nang phan tmg va hiéu qua
dai han (Davenport & Prusak, 1998; Abbas &
Sagsan, 2019). Tuy nhién, & Viét Nam, phan 16n
doanh nghiép trong linh vuc dich vu van con thiéu
chién luge 18 rang trong quan tri tri thirc, khién
£ viée khai thac tri thire ndi bd gdp nhicu han ché
(Nguyen Van Nhung, 2021).

Tur nhitng 13p luan trén, nghién ciru nay dé xuat
mot mo hinh tong hop dé kiém dinh méi quan hé
gilta quan tri tri thirc va hiéu qua t6 chirc trong
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1. Pit van dé

Trong bdi canh toan cau hoa va chuyén ddi sd,
tri thire da tré thanh yéu to cot 161 quyét dinh nang
luc canh tranh va hiéu qua hoat ddng cua t6 chuc.
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nganh dich vu tai Viét Nam, vi vai tro trung gian
ctia kha nang doi moi va hoc tap t6 chirc, dong
thoi xem xét vai tro diéu tiét cia van hoa chia s¢
tri thirc. M6 hinh nay dugc xay dung trén nén tang
3 1y thuyét: KBV (Grant, 1996), RBV (Barney,
1991) va nang luc dong (Teece, 1997), nhdm cung
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cap goc nhin toan dién va thyuc tién trong bdi canh
nén kinh té sd.

2. Co sé ly thuyét

2.1. Quantritrithirc (Knowledge Management
-KM)

Theo Nonaka va Takeuchi (1995), KM la qua
trinh tao ra, chia sé va su dung tri thic dé gia
tang gia tri va nang cao nang luc to chirc. Alavi
va Leidner (2001) b6 sung rang KM khong chi 1a
hoat dong Iuu trit thong tin, ma la mot hé théng
tich hop cac quy trinh nham tao 1ap, truyén tai va
khai théc tri thirc ¢6 gid tri cho to chic.

KM dugc hinh thanh dya trén hai dang tri
thire: tri thire 13 rang (explicit knowledge) - dé
dang ma hoa va truyén dat; va tri thirc ngam (tacit
knowledge) - mang tinh c4 nhan, kho dién dat va
thudng chi c6 thé chuyén giao thong qua giao tiép
xa hdi (Nonaka & Konno, 1998). Quan tri hiéu
qua hai dang tri thirc ndy duoc xem 13 yéu t6 then
chét gitip cac t6 chirc doi méi va thich ing v6i moi
truong canh tranh (Davenport & Prusak, 1998).

Bon thanh phan c¢dt 161 trong quan tri tri thic
gém: tao ra tri thirc, thu nhén tri thire, chia sé tri
thirc va tmg dung tri thirc (Abbas & Sagsan, 2019).
Toém lai, quan tri tri thic 1a nén tang chién lugc,
vira hd trg to chirc van hanh hiéu qua, vua thic
day kha ning hoc hoi va doi méi lién tuc trong ky
nguyén so.

2.2. Hiéu qud to chirc (Organizational
Performance)

Nghién ctru ciia Kaplan va Norton (1996) véi
mo6 hinh Thé diém can bang (Balanced Scorecard)
d3 mo rong khai niém hiéu qua to chuc sang cac
khia canh nhu hoc hoi va phat trién, quy trinh noi
b va gia tri khach hang. Diu nay phi hop véi boi
canh nganh dich vu - noi chét luong trai nghiém
khach hang va hi€u qua td chirc phu thudc manh
vao nang luc con nguoi va tinh linh hoat trong van
hanh.

Trong cac m6 hinh ly thuyét gén day, hiéu
qua to chirc thuong duoc xem la bién phuy thudc
chiu anh huong tir cac yéu té nhu quan tri tri
thirc (KM), kha nang d6i méi va hoc tap t6 chirc
(Migdadi, 2022). Khi t6 chtrc ¢6 kha nang tich hop
tri thie hiéu qua, tao ra ddi méi va hoc tap lién
tuc, thi hiéu sudt hoat dong c6 xu hudng cai thién
1 rét. Pay 1a co s dé xem xét vai tro trung gian
va diéu tiét trong mdi quan hé gitta KM va OP
trong nghién curu thuc nghiém. Tom lai, hi¢u qua

t6 chirc 1a két qua tong hop ciia nhiu yéu tb chién
luoc va van hanh, va 1a bién phu thudc chinh trong
mo hinh Iy thuyét vé tic dong clia quan trj tri thirc.

3. Gié thuyét va Mé hinh nghién ciru

3.1. Co sé hinh thanh cdc gia thuyét nghién
ciru

3.1.1. Co s6 hinh thanh gii thuyét H1

Theo 1y thuyét dua trén tri thie (Knowledge-
Based View - KBV), tri thirc dugc xem la nguén
luc chién luge cbt 161 cua to chire, c6 kha nang
tao ra loi thé canh tranh bén vling va nang cao
hiéu qua hoat dong (Grant, 1996). Quan tri tri thure
(KM) la qua trinh thu thép, luu trir, chia s¢ va ung
dung tri thie trong t6 chirc, nham t6i wu héa viée
ra quyét dinh va cai tién lién tuc (Alavi & Leidner,
2001).

Nhiéu nghién ctru thyc nghiém da chi ra mdi
quan h¢ tich cuc gitra KM va hiéu qua to chirc
(OP), bao gom ca cac chi sb tai chinh, nang lyc
van hanh, sy hai 1ong khach hang va doi mai
(Andreeva & Kianto, 2012). Khi t& chirc trién
khai tdt cac hoat dong KM, tri thtic dugc khai thac
hiéu qua hon, gitip ting tdc d6 phan tng véi moi
truong, giam trung 18p cong viée va néng cao hiéu
suét tong thé.

Tir co so 1y thuyét va thuc nghiém dé, nghién
ctru nay dé xuat gia thuyét H1: Quan tri tri thirc ¢é
danh hwong tich cye dén hiéu qua té chike.

3.1.2. Co s6 hinh thanh gii thuyét H2

Kha ning d6i méi (Innovation Capability - IC)
dugc xem la mot trong nhing yéu tb sdng con
gitip to chirc duy tri nang lyc canh tranh trong moi
truong bién dong. Theo 1y thuyét ning lyc dong
(Dynamic Capability Theory - DCT), doi méi
khong thé xay ra néu t6 chirc khong c6 kha ning
phat hién, tich hop va tai cAu truc tri thirc (Teece,
2007). Trong do6, quan tri tri thuc (Knowledge
Management - KM) dong vai trd nhu mét nén tang
hd trg qua trinh d6i méi bang cach cung cép tri
thirc phu hop, cap nhat, va lan toa trong toan td
chire (Liao & Wu, 2010). Vi vay, bai nghién ctru
nay dé xuat gid thuyét H2: Qudan tri tri thire c6 anh
hieong tich cuwe dén kha ning doi méi.

3.1.3. Co s6 hinh thanh gid thuyét H3

Theo 1y thuyét hoc tap t6 chirc (Organizational
Learning Theory - OLT), mdt td chure chi thuc su
hoc dugc khi ¢6 co ché luu trit tri thirc, chia sé kinh
nghiém va lién tuc cai tién dua trén thong tin phan
hoi. Quan tri tri thire (Knowledge Management -
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KM) déng vai tro trung tim trong viéc kién tao
nén tang tri thirc phuc vu cho hoc tap to chirc. KM
gitip thu thap tri thirc tir bén trong va bén ngoai to
chirc, h trg chia sé thong tin, ghi nhé kinh nghiém
qua khtt, va chuan hoa tri thirc dudi dang dé tiép
can (Yang, 2007). Cac nghién ctru thuc nghiém
cling chi ra rang t6 chtc c6 thyc hanh KM hiéu
qua thuong c6 muc dé hoc tap cao hon, bao gdm
ca hoc tap kham pha (exploration) va hoc tap khai
thac (exploitation) (Liao et al., 2008). Do do, viéc
tang cuong quan tri tri thire sé thuc day hoc tap to
chirc mot cach c6 hé théng Tur co sé do, nghién
clru d& xuit gid thuyet H3: Quan tri tri thirc ¢6
danh huong tich cure dén hoc tdp t6 chikc.

3.1.4. Co s6 hinh thanh gia thuyet H4

Theo 1y thuyét ning Iyc dong (Dynamic
Capability Theory - DCT), kha ning doi méi 1a
biéu hién cu thé cta ning luc tai cdu trac va thich
tmg v&i sy thay doi méi truong (Teece, 2007).
Khi t6 chtrc ¢6 IC manh, ho s& c6 kha niang phan
g nhanh vi thay d6i cong nghé, nhu cau khach
hang va diéu kién thi truong, tu do6 cai thién hiéu
qua hoat dong va tang trudng dai han (Hult et al.,
2004).

Céc nghién ciru thuc nghiém d x4c nhan rang
IC anh hudng tich cuc dén cac chi sd hiéu qua
td chtrc nhu nang suit, 1gi nhuén, toc do dua san
pham ra thi truong va sy hai 1ong ciia khach hang
(Jiménez-Jiménez & Sanz-Valle, 2011). Dac biét
trong nganh dich vu - noi d6i méi thuong khong
mang hinh thai vat chat - IC cang dong vai tro then
chét trong nang cao trai nghiém va gia tri khach
hang. Tur nhiing co sé 1y thuyét va thuc nghiém
trén, nghién ctru dé xuat gia thuyét H4: Kha nang
déi méi c¢é anh hwong tich cwc dén hiéu qua to
chuec.

3.1.5. Co s6 hinh thanh gii thuyét H5

Hoc tap to chirc (Organizational Learning -
OL) la qua trinh t6 chirc thu nhéan, giai ma, chia
sé va ap dung tri thirc dé cai thién hanh vi va hiéu
qua hoat dong (Huber, 1991). Theo Iy thuyét hoc
tap t0 chuc (OLT), cac to chirc hoc tot hon s& co
kha nang thich nghi tot hon voi méi trudng, xir Iy
thong tin hiéu qua hon, va ra quyét dinh chinh xac
hon - tir d6 cai thién hi¢u qua van hanh va hi¢u qua
tai chinh. Cac nghién ctu thuc nghiém da chimg
minh moi quan hé tich cuc gitra OL va hiéu qua to
chtre (Lopez et al., 2005). Cu thé, cac cong ty co
murc d6 hoc tap cao thuong cd kha nang doi moi
t6t hon, ra quyét dinh nhanh hon va duy tri dugc

hi€u qua hoat dong cao hon trong méi trudng canh
tranh. Tl nhitng lap luan trén, nghién ciru dé xuét
gid thuyét H5: Hoc tdp t6 chirc c6 anh hwong tich
cue dén hiéu qud 16 chirc.

3.1.6. Co s6 hinh thanh gid thuyét H6

Quan tri tri thirc (Knowledge Management -
KM) dong vai tro then chét trong viéc cung cip
nén tang tri thire gitip to chirc hoc hoi, sang tao va
d6i méi (Alavi & Leidner, 2001). Theo 1y thuyét
nang lyc dong (Dynamic Capablhty Theory -
DCT), IC la mét thanh phan cot 161 gitp to chirc
cam nhdn, ndm bt va thich nghi voi méi trudng
thay doi dwa trén viéc tai cu tric tri thirc va tai
nguyén (Teece, 2007). Nhleu nghién cuu thuc
nghiém da khang dinh rang, KM éanh huong tich
cuc dén IC (Lin, 2007) va IC sau do dong vai tro
trung gian thuc day hi¢u qua t6 chirc thong qua
cac két qua doi méi vé san pham, dich vu, quy
trinh (Jiménez-Jiménez & Sanz-Valle, 2011). Do
d6, c6 co so 1y luan va thuc tién dé 48 xuat gid
thuyét H6: Kha ndang doi méi déng vai tro trung
gian trong méi quan hé giita quan tri tri thirc va
hiéu qua 16 chike.

3.1.7. Co s6 hinh thanh gii thuyét H7

Quan tri tri thuc (Knowledge Management
- KM) duoc xem 1a diéu kién tién quyét dé hinh
thanh va ning cao hoc tap td chic (Organizational
Learning - OL) thong qua viéc thu thap, chia sé va
{mg dung tri thirc trong té chirc (Alavi & Leidner,
2001; Yang, 2007). Tuy nhién, dé tri thirc thuc su
tao ra gia tri cho t chirc, n6 can dugc chuyén hoa
thanh hanh vi hoc tap c¢6 hé théng o cép d6 t6 chuc
(Argyris & Schon, 1978). Do do, OL duogc xem
nhu mot cau ndi trung gian giita KM va hiéu qua
t6 chie (OP).

Theo 1y thuyét hoc tap t6 chirc (OLT), cac to
chtic hoc tap hiéu qua thuong tich Iy tri thic
t6t hon, diéu chinh chién lugc linh hoat hon va
cai tién quy trinh hidu qua hon - tir d6 gia ting
nang lyc canh tranh va hiéu qua tong the (Huber,
1991). KM cung cip dau vao tri thirc can thiét cho
qua trinh hoc tép, trong khi OL chinh la qua trinh
chuyén doi tri thie thanh niang luc t6 chirc (Liao
& Wu, 2010).

Mot s6 nghién ctru gan day da ching minh vai
tro trung gian cua OL trong mbi quan hé giita KM
va cac két qua nhu d6i méi, hiéu qua tai chinh, va
su linh hoat t6 chtrc (Ode & Ayavoo, 2020). Diéu
nay cho thay, OL 14 co ché quan trong gitp hién
thuc hoa gia tri tiém nang tir tri thirc.
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T cac co so ly thuyet va thue nghiém do,
nghién ciru dé xuét gid thuyét H7: Hoc tdp 16 chike
dong vai tro trung gian trong moi quan hé gitta
quan tri tri thikc va hiéu qua 16 chirc.

3.1.8. Co s¢ hinh thanh gid thuyét H8

Van hoa chia sé tri thirc (KSC) phan anh mure
d6 ma to chuc khuyén khich, hd trg va duy tri
hanh vi chia s¢ tri thirc gilta cac thanh vién. Theo
De Long & Fahey (2000), mét nén vin hoa tich
cuc di véi tri thire 1a didu kién tién quyét dé cac
hoat dong KM c6 thé phat huy hiéu qua.

~ Trong khi KM cung cap quy trinh va cong cu
dé quan 1y tri thiee, thi chinh vin hoa chia sé¢ moéi
quyét dinh liéu tri thac ¢é thuc sy duogc chuyén
giao va su dung hi¢u qua hay khong (Wang &
Noe, 2010). Khi van hoa nay manh, td chuc co
xu huéng dé dang lan toa tri thirc, hop tic va ung
dung tri thirc vao thyc tién - tir 46 nang cao hiéu
qua hoat dong.

Do do, nghién ctru dé xuat H8: Vén hod chia sé
tri thike diéu tiet moi quan hé giiva quan tri tri thirc
va hiéu qua té chike.

3.1.9. Co s6 hinh thanh gii thuyét H9

D1 méi doi hoi tri thire duge két hop, sang tao
va tai cdu trac tir nhiéu ngudn khac nhau. Trong
moi truong to chirc ¢6 vin hod chia sé¢ manh, tri
thie khong bi “co 18p” ¢ tu’ng canhan hay b phan

ma dugc tiép can rong rai - tao diéu kién thuan loi
cho qua trinh d6i méi (Lin, 2007).

Nghién ctru ciia Inkinen (2016) cho thiy rang
KSC khong chi hd trg thyc thi KM ma con la yeu
t6 khuéch dai tac dong ctia KM dén ning luc doi
moi. Nguoc lai, néu van hod chia sé thép, du to
chure co hé théng KM tét, tri thirc van khong dugc
khai thac hiéu qua dé phuc vu d6i mai.

Vi véy, nghién ctru de xuat H9: Van hod chia
sé tri thirc diéu tiét moi quan hé gitta quan tri tri
thike va kha ndang doi moi.

3.1.10. Co s¢ hinh thanh gid thuyét HI10

Hoc tap t6 chirc dua trén su lan toa tri thirc,
trao doi kinh nghiém va phan hoi lién tyuc giita cac
thanh vién. KSC dong vai tro chat xtc tic giup
tang toc do va hiéu qua cua qua trinh nay (Yang,
2007). Trong mot moi truong khuyén khich chia
sé, cac ca nhan dé tiép thu tri thirc tir nguoi khac
va déng gop vao kho tri thire tap thé - qua d6 nang
cao kha nang hoc tép & cap to chuc.

Khi vin hoa chia sé tri thirc yéu, kha ning
tiép nhan va dong sang tao tri thuc bi han che,

tir d6 lam suy giam hiéu qua cua cac hoat dong
KM trong viéc thuc day OL (Donate & Sanchez
de Pablo, 2015).

Do dd, nghién ctru dé xuat H10: Vén hod chia
sé tri thirc diéu tlet moi quan hé gitta quan tri tri
thie va hoc tdp t6 chire.

3.2. M6 hinh nghién ciru dé xudt

Duya trén tong quan 1y thuyét va cac nghién
clru trude, md hinh nghién ctru dé xuét trong bai
viét nay dugc xdy dyng nham phan tich mdi quan
hé gitra quan tri tri thire (KM) va hiéu qua t6 chire
(OP), dﬁ)ng thoi xem xét vai tro trung gian cua
kha nang dbi méi (IC) va hoc tap td chue (OL),

cling nhu vai tro diéu tiét ciia vin hoa chia sé tri
thure (KSC).

Theo quan diém cua Knowledge-Based View
(KBV), tri thirc 1a ngudn lyc chién luge then chét
quyét dinh ning lyc canh tranh va hiéu qua to chirc
(Grant, 1996). Tuy nhién, dé bién tri thirc thanh
két qua thyc tién, t6 chlic can c6 kha ning hoc
hoi (Argyris & Schoén, 1978), doi moi (Lawson &
Samson, 2001), va xay dung vian hoa hd trg chia sé
tri thire (De Long & Fahey, 2000). Ly thuyét ning
lue dong (DCT) cho rang cac yéu to nhu hoc tp
va doi moi khong chi la két qua, ma con la cong
cu gitp to chic cam nhan va thich Gmg véi thay
doi (Teece, 2007). Trong khi do, 1y thuyet RBV
va OLT cung c6 co s6 1y thuyét cho viéc xem cac
yéu to nay nhu ngudn lye v6 hinh ¢6 anh hudng
tich cuc dén hiéu qua to chirc (Barney, 1991; Liao
& Wu, 2010).

M6 hinh nghién ctru dé xuit cac mdi quan
hé nham kham pha co ché ma quan trj tri thirc
(Knowledge Management - KM) anh huéng dén
hiéu qua to chirc (Organizational Performance -
OP), dong thoi lam rd vai tro trung gian va diéu
tiét cua cac yeu t6 to chire ndi sinh.

Thir nhat, KM dugc gia dinh c6 anh hudng truc
tiép va gién tiép dén OP. Anh huong truc tiép xuét
phat tir viéc KM gitip nang cao kha nang ra quyet
dinh, t6i wu ho quy trinh va st dung hi¢u qua nguon
luc (Alavi & Leidner, 2001). Anh huéng gian tiép
duoc giai thich théng qua cac bién trung gian.

Thir hai, khi ning d6i méi (Innovation
Capability - IC) 1a mot blen trung gian quan trong
phan dnh muc d6 ma t6 chiic ¢6 thé khai thac tri
thire dé tao ra san pham dich vu hodc quy trinh
m&i. Theo 1y thuyét nang luc dong (Teece, 2007),
KM la dau vao cho doi méi, va IC 1a kénh chuyén
tiép tac dong d6 dén OP.
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Thir ba, hoc tip to chirc (Organizational
Learning - OL) 1a mot co ché trung gian khac,
gitip to chirc tich lity, lan toa va tai cu truc tri thirc
tir KM dé cai tién va thich nghi véi thay doi (Fiol
& Lyles, 1985). OL duoc xem la nén tang cho d6i
mo&i va phat trién bén viing.

Cubi cuing, vin hoa chia sé tri thirc (Knowledge
Sharing Culture - KSC) déng vai tro diéu tiét cac
mdi quan hé trén, vi vin hod té chirc anh huong
manh dén murc do chia sé va str dung tri thtrc trong
thuc té (Wang & Noe, 2010). Khi KSC manh, tac
dong ciia KM 1én IC, OL va OP s€ dugc cling cd.

Tém lai, mé hinh dé xuat mot co ché tac dong
da chiéu ctia KM dén OP, trong d6 IC va OL 1a cau
ndi trung gian, va KSC la yéu t6 diéu kién lam rd
su khac bi¢t vé cuong do anh hudng trong céc tinh
hudng t6 chirc khac nhau. Do vy, mé hinh nghién
clru dé xuét dugc tong hop nhu sau:

Hinh 1. Md hinh nghién ctru dé xuat

>
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L trithic
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Nguén: Tong hop ciia tac gid, 2025
4. Két luan
Trong bi canh nén kinh té tri thirc va chuyén
d6i s6 dang lam thay d6i sdu sic cach thirc to
chtc van hanh va tao ra gia tri, quan tri tri thic
(KM) di tro thanh yéu t6 then chdt dé nang cao
hiéu qua to chtrc. Bai bao nay di tong hop co s¢
ly Iuan tur cac hoc thuyét quan tri hién dai nhu
ly thuyét dua trén tri thirc (Knowledge-Based
View - KBV), ly thuyét nang luc dong (Dynamic
Capability Theory - DCT) va Iy thuyét hoc tap to
chtrc (Organizational Learning Theory - OLT) dé
phat trién mé hinh nghién ciru tich hop, 1am 5 co
ché ma KM tac dong dén hiéu qua to chic (OP)
thong qua céc bién trung gian 1a kha ning d6i moi
(IC) va hoc tap t6 chie (OL), cling vai vai tro diéu
tiét ctia van hoa chia sé tri thirc (KSC).
Mb hinh nay khéng chi giup mo rong hiéu biét
1y thuyét vé vai tro cia tri thirc trong quan tri hién

dai, ma con mang lai gia tri thuc tién trong viéc
dinh hudng cac doanh nghiép dich vy tai Viét Nam
xdy dung nang lyc canh tranh bén vimng. Pic biét,
trong diéu kién t6 chtrc c6 van hoa chia sé manh,
hiéu luc cuia KM dbi voi IC, OL va OP s& duoc gia
tang dang ké (Wang & Noe, 2010).

Ngoai viéc dong gdp vé mit hoc thuat, nghién
clru con goi md cac hudng thyc nghiém nham
kiém dinh md hinh trong boi canh cy thé, tir d6
gitip nha quan ly hiéu 5 hon céac yéu t6 trung gian
va dleu kién nén tang dé toi wu hoa gia tri tir tri
thic t6 chuc.
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