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Abstract: -At the end of the previous century we were introduced to the notion of mass customization - an approact
manufacturing that synchronizes the benefits of mass production to the benefits of tailoring each product to
individual's requirements. The underlying “technologies” that support mass customization are a combination

modular design approaches and information technology. Modular design allows us to create a very large numbe
varieties of a particular product with varying characteristics. Tailoring products to individual requirements mea
having detailed information about individual customer requirements and the knowledge. This allows us to identify h
to satisfy them.
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1 Introduction occasions are given thanks to new information and

We are in the knowledge era and knowledge haknowledge and the possibilities to transform them into
emerged and accepted as the key resource. Knowledge $§rv!ces on the one. side, and on the other side there are
the key resource because it is most costly, providegontinually developing needs of people that look for

highest returns and it is the most important source of gatisfaction. _
firm's sustainable competitive advantage [20]. In Qrder to prqwde more and more value through the
Services take bigger and bigger space in humafrovision of services and products we need to have I_ooth
activities. In essence they accompany mankind since thBCh information concerning the consumer and rich
year dot. When people started to exchange productyformat!on about the .product or service dpmam and rich
among themselves and the middleman - merchant _mformat!on about design. Putting these different types of
appeared, we can speak about intermediation servickformation/knowledge together allows us to provide
providing. In human communities, there always existedincreasing value to the consumer. Basically the
individuals that started to take care of the others in thecombination — of ~ such  information/knowledge
time of disease, during injuries, but they also paidfundamenta_llly myolves _the provision of_a service.
attention to various ceremonials that developed in théVlanufacturing of itself will not be the province of the
community. In subsequent years people extended theipigh-value adding economies. Value will come from
sphere of activity and mainly seaside countries carriecdb€"Vice provision where information and knowledge will
on explorations and on the basis of the explorations theyacilitate the identification of consumer needs and the
conducted transport among countries and continentsdesigning of services and products to satisfy these needs
They started to say experience and knowledge and?3l- _ o _ _
progressively it came to intentional, education AN important question in connection with the nature
(monasteries, etc.) of services, already mentioned at the beginning of this
Nowadays a huge area opens to services. Variou%hapt‘?n is whether services create wealth.. It depends on
activities from the earlier times belong there and newWhat is meant by “wealth”. To Adam Smith and Karl

occasions for services appear every day. The newMarx, wealth was human labor accumulated in products
that can be owned. Today, wealth is understood as a high
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degree of satisfaction of human needs. [2] stress that thstage includes trade and all the different proper services

value of services is in their effects, which are often longindustries.

term, but which are difficult to measure and even to The division of the economy into three stages is

evaluate, and which in special cases consist of impedinglustrated in Figure 1, where the rectangle areas are

undesirable events (for example, police services) or oproportional to the employment of today. The tertiary

reducing some costs. [7] on the other hand maintains thadtage is dominating. It corresponds to the “service

pure public services do not create economic wealth andector” as conventionally defined, that is, including

are always financed by governments or voluntarywholesaling and retailing of goods, and measured by the

contributions rather than sold on a market. value-added of all constituent service industries
The Smith-Marxian opinion corresponds to the deep-4ncluding goods distribution.

rooted popular notion that such people as wholesalers,

bureaucrats and speculators are parasites. One oftdrig. 1. The service sector as the tertiary stage

hears even highly educated people say: “We cannot live

. . ' " . Mining, agriculture, forestry, fishing Primary production stage
by taking in each other's laundry” - or as the saying goe: T
in Denmark: “We cannot live by shaving one another” - building industry Secondary production stage
which is not wrong, but the same is true of all economic g
activities: we cannot live by making, for instance, chairs |2 |£ | £ § g g ]
. . e = . < — (=3
for one another, either. The division of labor startsby me | €5 |2 | 8% B5La ) )
. . . =8 | € Sw =T 28 Tertiary production stage
shaving you, and you making chairs for me. Today, the | % |8 | 5% ER-
Smith-Marxian notion is not very useful: we would not | £2 |5 | <3 £338°
have our contemporary wealthy society if we did not | 25 |2 g5 25§
have services. The notion that services are no [£2 |5 | &%

productive must be abandoned.
On the other hand, the neoclassical point of view that
wealth equals the price that can be obtained is not

satisfactory either. This may be illustrated by an example Deflnec_l in this way it is shown in Figure 2 that in a
from town planning: it is sensibly attempted to plan cross-section of 15 European countries the service sector

s - hare of gross national product (GNP) ranges from
cities in such a way that - given that people must be abl Sas
to reach a certain number of places (work, shopping 0 per cent (Ireland) to 80 per cent (Lu>_<embourg), where
leisure activities, social contacts and so on) - the volume'i\’vedgrl |stclogla£ é%the dEurq[_pear? L{[n[[g)r;_ (EV) atvzrage.
of traffic is minimized. In other words, we do not accept ccording 1o and national statistics quoted by
that even if transport can be sold on a market, and igconomlst (2005), manufacturing jobs have fallen by

taken into account as a contribution to GDP, it created"0"® than half from 1970_ to 2005 in Europe_an countri(_es
wealth. as well as the USA. With reference to Figure 1.3 it

There is still a need for theoretically well-based means that in the five first years of this century the share
criteria which make it possible to distinguish betweenOf the service sector in GNP has gone up by as many

economic activities that create wealth and those whicH?€'¢entage points to 75 per cent, on average, and in the
do not create wealth. It seems that the questior} SBA thelserwce sector share in total employment seems
primarily, but not exclusively, concerns services. 0 be as large as 88 per cent.

This paper has been structured firstly to introduce th%
knowledge management sector when dividing the
tertiary production stage. After that we will focus on the
requirements on knowledge (intensive) services anc 991 | Manufacturing and
finally we’'ll pay a special emphasis to very important g W s
sector of accounting services.

source: [14]

ig. 2. The share of the service sector in GDP in 2000 in
a cross section of EU members states

disaggregated by
size

as innovative

2 Literature Review
The sum of the service industries is usually called the

Proportion of firms classed

“service sector”. It coincides with the so-called tertiary Ni=3 |
stage in descriptions of the economy focusing on the W IR S
. . . . . ?}\‘\ ,bé\ eﬂq @(b_ &
production and distribution process. The primary stage v\\l'b°&@2<°’*>\@%
consists of raw material extraction, agriculture, forestry = @:@@@ 2
and fishing, the secondary stage includes the
manufacturing and building industries, and the tertiary source: [16]

ISSN: 1790-5109 328 ISBN: 978-960-474-154-0



RECENT ADVANCES in ARTIFICIAL INTELLIGENCE, KNOWLEDGE ENGINEERING and DATA BASES

C Object: Persons
2.1 Basic Classification of Services C1- Individual: Education, health, care, sports, body
The basic classification of the services carried out by thecare;
economists Foot and Hatt divides services as the C2- Standardized: Transport of persons;
following: D Pure public services:

Tertiary. The typical representatives of this kind of ~ general government, police, defense, justice.
services are restaurants and hotels, barber's and
hairdresser's, cosmetic services, laundries and cleaners, Education - especially of children and adolescents - is
repairs and maintenance of appliances and householdbere viewed as a person-related activity, in which social
handmade and artisanal works previously executed a&nd psychological aspects are important, not as a sheer
home and other home-made services. transfer of information.

Quaternary. We can classify here the following Generally, goods- and person-related services as well
services: transport, trade, communication, finance, ands individual information services require proximity
administration. Characteristic features of these servicedetween the service producer and the service user or
are facilitating, distribution of the activities and making serviced thing. Hence, there is little internationalization
work more effective. in these activities. However, standardized information

Quinternary. As the example we can mention health services are increasingly liable to be transmitted via
and social services, education and recreation. The maitelecommunications and are exposed to international
feature of this sector is that the provided services changeompetition; as an example, one may mention the adult
their receivers and somehow improve them. learning programmes now being developed by

Turning to occupational classifications, it should beuniversities. However, technological progress allows
recalled that the possible 'quaternary’ and 'informationmore and more individualized and complicated
categories are primarily based on occupations. The VNelectronic information transmission. Many activities
has produced an International Standard Classification ohave changed over time, for instance retailing from a
Occupations (ISCO), but only a few countries publishrather individualized to a more standardized activity.

data according to it. In genuinely individualized service production, it is only
to a limited degree possible to increase productivity, and

The main service classes are: employment tends to increase, while the opposite is the

0/1 Professional, technical and related workers; case in standardized service activities [4].

2 Administrative and managerial workers; Classification according to object may of course be

3 Clerical and related workers; cross-classified with the producer/household dimension,

4 Sales workers; and as has been done by [18].

5 Service workers.

Hill's definition [11] distinguished between things
and persons as the object of the services, while [21]3 Knowledge Services
Separated out information services. This line of thOUghtRegarding the 0nto|ogica| dimension of know|edge (the
has been followed by several authors [1, 9, 13], Whosubject who knows) it repeatedly appears in literature at
more or less independently of one another classifiedwo levels: the individual one and the collective one,
services on the basis of their object. despite the terms used to refer to them. Ontologically we
More often than not, the object-based classes havwgan consider the organization to be a cognitive entity [5].
been cross-classified with a distinction betweenWhen addressing know|edge management, several
individualized and standardized activities. In this way, authors distinguish these two forms of knowledge [6, 8,
one arrives at the following classes, which have beenp, 12, 17, 19], so we have to assume that knowledge is
used to study skill and productivity as well as really able to present itself in two different forms: an

geographical issues. individual one and a collective one. As a result, we
A Object: Goods recognize knowledge management models should

Al- Individual: Cleaning, hotels, restaurants, repair,identify the phases each know|edge form is most
renting; accounted for.

A2- Standardized: Goods transport, retailing,  Following [6] we could accept small young and
wholesale; simple firms to focus individual knowledge and
B Object: Information intuitively explore to the most out of it. On the other

B1- Individual: Management, consulting, research,hand, huge established corporation tend to explicit or
culture; implicitly exploit and benefit from collective knowledge.

B2-  Standardized: ~ Back  offices,  routine Ejther option is acceptable and has proved to work. Each
administration, and telecomm; one of them traduces a strategic choice that top
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management exercises on a daily basis through routines On the whole in the Czech Republic 60% of

and decision making processes. economically active population work in services in
The notion professional services is understood as general, from the OECD report follows that in

type of service better then classification of providing knowledge services it is 24%.

services according to [16]. She characterizes the

professional services as following:

* They are highly knowledge services provided by 4 Services of Professional Accountants
people with university education and usually One of the professional services is services of
closely focused on the scientific knowledge professional accountants. In the Czech Republic more
development in the relevant field of expert than 250 000 people (2.5 % of whole Czech population)
opinion. state that they are professional accountants.
* They include high level of customization. The accounting profession desires a wider range of
* They contain high level of individual work and capabilities (over and above technical ability) that
personal judgment of experts providing services. accounting graduates should possess, e.g. the ability to
» Usually they require close interaction with the manage stress, an awareness of personal values, a basi
company client. knowledge of psychology, communication skills,
 They are provided with restrictions given by motivation, persistence, empathy and a sensitivity to
professional norms of behavior that place social responsibility [22]. The profession has a
position of client needs higher than their profits responsibility towards members to encourage the
and respect limits of professional examination. cultivation of some of these skills and not focus so
The list of professional business services covers firmseverely on only technical ability. The current
as e.g.. law firms - lawyers, audit firms — auditors, accounting education is often focused on the acquisition
consultancy firms in the field of management, of knowledge and an over-emphasis on technical
technology, investment banking, marketing firms, knowledge in order to pass the professional

advertising firms, personal agencies. examinations, rather than focusing more on the
What is unique on professional firms? utilization of knowledge and more holistic attributes [3,
+ high quality of individuals 15].
 service strongly concentrated on client Czech accounting profession is organized in three
« subjective quality evaluation bodies: (i) Chamber of Auditors CR (given by law), (ii)

In the Czech Republic the knowledge services ar&chamber of Certified Accountants CR (for all certified
almost unknown notion although the developed Professional accountants), and (iii) Chamber of Certified
countries are changing radically the structure ofAccountants by Union of Accountants (for accountants
economic sectors. They transfer many of the processingertified by the Union of Accountants CR).
activities heavy on capital and labor to other countries The primary goals of all Chambers are to contribute
and they create thus area for “nobler” activities such ad0 the development and improvement of the accounting
services. Strictly speaking - they try to decrease therofession in the Czech Republic by implementing an
share of nonqualified or not enough qualified labor andaccounting professional certification system, providing
increase the share of the highly qualified labor. the continued professional development of accountants,

Therefore they develop sectors of services thatSsuing a Code of Ethics and other standards regulating
intensively take advantage of knowledge and offerthe activities of professional accountants, supervising
original solution in various areas. The development ofProfessional accountants’ adherence to standards,
these services is very heavy on “intellectual capital”collaborating in the development of accounting
otherwise they are not so capital-intensive and theyProfessions and in the field of accounting methodology
create high added value and also bring high profit. and the assertion of legislative regulations of the

The Europe, the Central Europe and mainly Czectccounting profession — with other  professional
Republic are relatively poor in natural resources. CzectPrganizations and schools both bilaterally and within the
Republic has to import raw materials for industry Scope of the National Accounting Board.
development so it should weigh the development that is The CPD is obligatory for all certified accountants;
not so capital demanding but it benefits from newly _certified accountants are obligt_ed to join the
“intellectual capital” and natural creativity of people. education system from the year following the year of
Otherwise there is a danger of just “slavery” toward thetheir certification. The main goal of the CPD system

future and it will be, as can be seen in the world, less andeéfinitely lies in the improvement and refinement of the
less paid. professional knowledge and skills of certified

accountants, as well as the development of their
professional and ethical values.
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All professional accountants who are part of one of[1] A. Barcet,Les Services dans le systéme productif —
mentioned Chambers are obliged to complete 40 hoursers une typologie de la production des seryices
of the CPD per year. It is deemed that the CPD may bé&conomie et Humanisme, 1986
terminated only in the event of the given member’s [2] A. Barcet, and J. Bonamy, Elements pour une théorie
terminating the discharge of his/her profession. Onlyde [lintégration biens/services’, Economie et Société,
accountants maintaining their knowledge are able toSérie Economie et Gestion des Servidéd. 1, 1999,
provide relevant services to their customers. pp. 197-220.

[3] M.E. Bayou, and E. Reinstein, The Dual Role of
Critical Thinking in Accounting Education, Advances

5 Limitations and Future Research in Accounting Education, Teaching and Curriculum
The general description of solution of the topic implies a_ _InnovationsVol. 2, 2000.
basic objective of the resource resolved, which is[4]R.J. Bryson, and W.P. Daniels, W. P., The Handbook
definition of types of services within which the project ~ Of Service Industries Edward Elgar Publishing
will be elaborated and the second one characteristics of _Limited, 2007. o
corporations operating in the selected areas of the servicl] S- Cook, and D. Yanov, Culture and Organizational
sector. Learning, In Cohen and Sproull (Eds.)
The first partial objective defined within execution of ~ Organizational Learning, Sage Publications, 1995,
the resource is to define individual types of services that _PP- 430-459. _ _
will be the subject of research of the respective project[6] C. Curado, and N. Bontis, Managing Intellectual
It is generally known that services exist in many types, ~Capital: The MIC Matrix,International Journal of
forms and variants and therefore it appears to be Knowledge and Learning, Vol. 3, No. 2/3, 2007, pp.
absolutely unavoidable to narrow the defined object of _ 316-328. _ . _
solution. Too broad spectrum of the services examined /] J. De BandtServices aux enterpris&economica,
could have an adverse impact on results of the solution 1995 _ _ _
and lead to an excessive generalization of the resultd8] D. De Carolis, The Role of Social Capital and
achieved. The emphasis will be placed on the services of Organizational =~ Knowledge in  Enhancing
quarter sector, i.e. “Knowledge intensive services” (KIS) ~ Entrepreneurial Opportunities in High Technology
and services with a long-term relationship between Environments, In Choo and Bontis (EdsThe
provider and customer. Strategic Management of Intellectual Capital and
Partial objective of the second aim is to generally Organizational KnowledgeOxford University Press,
characterize corporations operating in the service sector, 2002, pp. 699-709. _
in particular from the perspective of executed activities, [9] J--C. Delaunay, and J. Gadrey, Les enjeux de la
provided outputs, customers structure, costs structure, SOCiéte de servicePresses de la Foundation
personnel structure, assets and capital structure as we|l Nationale des Sciences PolitiquaS8?.
as other characteristics that are relevant to the maidl0] C. Fiol, Organizing for ~Knowledge-Based
objective of the project resolved and may affect the ~Competitiveness: About Pipelines and Rivers, In
project results. Jackson, Hitt and . DeNisi (qug)Managmg
Within the future research we expect to provide a Knowledge for Sustained Competitive Advantage
definition of the fundamental rules for definition the = JOSS€y-Bass, 2003, pp. 64-93. _
knowledge in the service sector and creation of allll P. Hill, On Goods and ServiceBeview of Income
complex methodology. Thus created theoretical _and Wealth, 28 December 1997, 1997, pp. 315-338.
apparatus will also include solution of certain problems [12] K. Ichijo, Knowledge Exploitation and Knowledge
with which the persons involved may be confronted at ~ EXploration: Two Strategies for Knowledge Creating
application of the knowledge intensive services. —Companies, In Choo and Bontis (EdS8)e Strategic
Practical use of the results will be mainly a practical Management of Intellectual ~ Capital and
applicability of the elaborated methodology in real Organizational KnowledgeOxford University Press,

environments of corporations operating in the selected 2002, pp. 477-483.

service sectors. [13] S. llleris, How to Analyze the Role of Services in
Regional Development, In Bannonand and Ward
Acknowledgement (Eds.) Services and the New Economy: Implication
This paper is one of the research outputs of projects for National and Regional DevelopmerRegional
GA402/09/P406 and MSM 6138439903. Studies Association Dublin, 1985, pp. 1-22.

[14] J.0. JanssoriThe Economics of Servicelsdward
Elgar Publishing Limited, 2006.
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