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PETHIE R IR 1 R ) I AT R A T T R A
AR B R XTI AR AR 5T, 2R S B
2L ARFA BN =AY 2R BT o 2 212 R A9 I A
PUEHBIY , & B TR BRI, RSB,
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N AR RE B 257 45 J2 W i 2 ) Af A A R U1 A
B, R BB TRHE | B T RBU (19 06 & L R L 45
BBl 24 2 308 JB5E 2% 5 5K R K P 77 Az 52 1 ( Homburg
55,2009 5 AL L 22 5 B, 2012) ;5 1 AT BAJZ W4
FAVHBIE RE BT, WIS T BN 3R > = A
AR 5 o5 7 AH 5 19 MR (Mengue 25,2013) o H i
SFAR SR XI5 P AE BRI 5 SR AR 5T
BT T — 2 AR, (E AT A B MR A 3 RE
TTEIBRF TSR 00 A R A i 55 P Al SE Bvaz
Ve e rp, R 5515 g — A~ ad e, B4 B TARAE Gk
— A NISE5E IR 55 BT A I RE I, 5 25 ] BA s
NEH RO AT R A R 1 B, LR S8 ™
al BRI % AR 55 B4R AL o 7 7 Al BT 0 IR 55
PEd AR, 5 T A4 J TR AT BA K B3 3 38 45 1
FHE S A EARAE 3 B b 1 3 ok o AR ST A
BATRZ AR I e, SR R A 3 BE 7 A 52 i)
R, VLR AR BE 1 Al T ik 55 R05T

—XEkgid 5EIgER

1. BRI B 3 g

RS B A rp , R SR Y 2 202
PR T F1R B B R R 0 A, e H= AR
FRBIE , & R Al i BB R T 72 2 e d A1t 1 IR
AW B9 3 77 1 572 %5 (Nonaka & Takeuchi, 1995
Davenport & Prusak,2000) , F1iRGIE e 18] LIy
A 7 i R IR 55 67 2 BT i B LB AR
SEILR , Al xF T AR T 3 1 A8 A B R L S
IO S AN T A M PN i AR 14 R B 3 B
R HUGR AN, B 5 Al SR JE R
PRI T 2 5 1 2 OO IR B3 1 Al A DRI, )2 IR
(R B3 A AR)Z U AR B s PR AL 58 i 5 L3
EI TR SCAL UL, B AT R A e — Al 1R
RIS TEBEIR R o A SO RIBZ R, BRI 5T 1A
BA B i 2 1 TEL A 3 B D o

BB G RN PAFAE T AT BA 5% v, Rk
P AR 40 A A TR R B RE R RE ) 19 N 5L BB T
— 2, R AR I 2 AR B A AT 2. FE TN )Z
T, JB 25 AR AT LA E A AT BAMAR B 53 40 A A
WA A5 2 Ik A5 B, DA &l
IR AR 8 T AN [) 24 28 ot 25 7 B A ( Smith 55,
2005) , A JH Arnett & Badrinarayanan (2005 ) [
LA B B 2 R PR A 3 8 T Sk AT BA R B W

S3HIT SRR T I 5 A DG A N IR ) £R AR g
J1o FRSF TERIVAIR B G 02 0 %5 MR B 3 E T 1Y
WA LA G 3l (8 F i F2 ) (Nonaka & Takeuchi,
1995) o FHIR G20 A 5T 78 1ol 14T BA s 5% 1 fifk At
N2, FH DA 1 T BAJZ B 0 U 5l
U SR < e s i o L SI R PG R TR B
772K, H5 By AT BB 51 5 e H A % 4115 ( Nona-
ka,1994) , % FIR B3 68 7 A2 45 PO B2 L i
BERAR AR5 Z [ 64T B30, 1 5 852 AH DG (7]
R AR A 50 5 A (B 22 R A8 LA BB itk AT T
Y, 43S RN 28 T -5 26 A4 O A AR B, AT BA B B /%
B R A 25 ShHLEE R F5 DA I VB X — i TR, 78
R BRI AR 5 5T 2 A O P ARV BsF 1) A 6 2 Y%
iy 5 A B AR A A AR RE 1 oK 4y A AL & 5
FAAIC B AR, E 1B 3 B TR YRR ( Mengue
45,2013) , AR A B 7 X Ak B E A
B, A3 s A Ml 0% 7 B, B v A 7 AR AR
REJT, AT i 75 38 G A0 35 (Wang & Ahmed, 2007 ) ,
R R AT BT SR 26 Y O 3R B 80RI I 55 S A ) 2 T
(Menguc 45,2013 ), {H 2, #H ¢ SEUEMF 5415 + 0 A7
PR o B Ak PR 2552 M AT IO 14 Js 2 261 L) i B, Ji %
IR AT B8 77 2% AT B 7= A ] AR 350 R, ok LB
SEAH AR A1)

A SCN P BNIR Z R AR ) F B8 &, 3 AT BA Y
Ji5E - ) AT AP DA 0 22 A T AT A Jt 5 6 L)
T BE T RVE R, LA K I 2 i ) i B 0 ) iR 5 BB
)52 ] , ) S 03 5 21 U B3 8 T P i 81 R 45 SR A o
R N 1 R
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2. PATBATRZ RS % AR B i BE 7 ) 52 )
PIBNRAIE A )= MR = 2 0o AT BRI BR A9 1
AR TAR 2SS B R MRS R TR Z
AiE, WAPE AR H AR 1 45w TR B 4HIE. B
PR A AR E AR AE A IF 5 URAR 22, AR SOk B %5
S 1) R R 22 R P X A TR S R AR A D B R
B3 BE T YR A AL S, T S e H AT BA PR A — B
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K, WAL A HRB i BE X R 55 BT A4 5 e

P, J5 AR 1T BAKE) J80 8 7

JBs7s e [ X — R IR T T E A R Al
DAJB 25 Sy 5 6] 8 45 BT 272 ( McNamara, 1972 ) , il
FABPRAG 47 B T Jo e b 25044 T30 25 75 SR A A AT AT 22
EVEAT I R R R Tl R T 3 U 8 T SR A
B03h )1 (Levitt, 1960 ) o TEAR Z A, 52 Ek T 8
B PREMATSS AR VR B — 2 A Tl IR 55 A A & I,
PR AAT] 55 o 2 A e LR I e i, — 2R 01 TBR T
o 2 ELA AR N (1 b B e A, i 20 L 45 JBS Bl A
BT £ R okl 45 Tt 75 1) AR B 5 e AR R v 1Y
VBN, 75 15 0 % H gy ik BAT LR A < T B 53 %
H OGO, il 1 T 428 1k AT = E
RPN S BE il A I IR T 2 5 5 g
AR5t , B0 DA 25 5 5K 5 388 3 5 WL R A o 41 38 7 i
FIR 5515 5., PR3 A A0k B2 AL R 55 LAY A2 T 2%
SR 38 2ok A R A LA, 45 T KRS DG T R LRI Tt
A (Tunstall, 1991) s AN RS , AN 05 25 ) 5K
Jiti /& ( Hoffman & Ingram,1992) . T X} AR 55 5 ] 1Y)
VTBA , 25 16 A1 B B A T O e £ 3R I N oK,
T P AR A AT A AR T i R 55 T 0 L
i, 3 A N R BIFSE A B, X 20 2 {f i
AR 1 TR I B, BB 6% AR T 8 D3 Y R AR 43
F#& 4 ( Arnett & Badrinarayanan, 2005 ; Lambe 2%,
2009 ; Nembhard & Edmondson,2006 ; Sarin & McDer-
mott,2003) , B 5[] /5 Ay AT A A 75— T 2k 22 i 4
FELF B b, BV S7 e LB Sy oo 9 CAR LA E
i, BB IR P BB 01 9 T A A R AR 5% 0, il
VBN AP AR 51 A H 3 A2 45 {5 B TR i ke [m) T
BAB 7t B AT R o 4> S 5 G A B i HIR £
W AT AR, B, ASCHR H T ik

H, 2 PATIA F18 J05 25 o) %ok G O 2 RV s B AT
FEAR RS20

VAT A8 534 JIRT 1T BAAT S50 19532 T, A5 T Ao
U A WL A5 (Williams & O'Reilly, 1998) : —Ffiii
SR RARURE I , AR 2 5 RS A A X At N FRURE Jas
FRIREE T 22 5 Pk 25 5 | AR A7 J8% R 56 R 1 € ( Mlanmix
& Neale,2005) , I TTASF T BA M 5 55 —FhL st
INH, AR 6 B, 22 53] LU P BA G B
PR BT I A 3 (Perry-Smith & Shalley, 2003 ; Jack-
son,2003 ; Kurtzberg & Amabile,2001 ) , i & H & &
TRV 7 8 AN [] ) 1 £ FUE A5 (Jehn 55,1999) A<
SCINIA] Jehn 45 (1999) (UL A5, RIAHARIAH I 7 22 02 K&
111

T ANAGEH 2R, 22 R E 2 5N Z
FEMEA G, RIZMZESR, A TG Jr i 2 7,
SERTREG A 2 H 2R B s T IR 2 Y 22 5, A
HJT T ) 2 S, SE AT RE SRR O 38 M RY i R, AnfE B
I BB W) 9 B 2, DR O 22 Sy 2 AT A 5 B
Tz B A AR TEURITA (A (Horwitz &
Horwitz,2007 ; Joshi & Roh,2009) , BlE£ZE 2R 0]
AET R R PO, TR 2RI 22 5 3 5 5 | AT 55 P R
(Shin %,2012) , TAHIZHEME R4 P DA S 01 78 R 4
J5 2 FR  BCRE AF U7 T AY AN [R] ( Dahlin 45,2005 )
o NATTHE 5 S8 5y DR2R O 2R 10 22 S sk} 21> A
BN E AR D 4 9 25 5 (2R FE AR, 2012) o BE TR Rk
FRHIE, P BN 5 B I 2 R R RE A8 7l ok B 22 10
S AR A5 2RI 5 J7 ¥ S5 A BT ik ke ) R Y %
U, IO B SR AT A B AU, TR
B REARHIHT WL A5, ( Parker 25,2003 ) o 45 A [FA K
o BB, DA [) B F RE 1 ik T 2 8 R, W R Jost
FARE R AR R T 7 58 P BA P9 T B A A
AN F BV, AR B2y S AR 22 5, A0 B Y 1
DA RCR 3k ) H br , AH B 35 FRH B 52 0 45
A B T8 A B R B FR B s R ). AR,
VAT A PN PR A DA R 22 S e 32 vy, B0 AT A 5 ) JEL 4
J5 20 AR L RE M (0040 45 TR A [ B
A FTRESR TF H AR o3 B e R A BT G S B
FROC B9 R0 R SRR BE T PRI, AR SCHR R
R -

H, : AT A BRI R0 A P 0 JHL B 25 R B 3 g )
AR AR

3. B TR RE 6 AR 55 R 0 5 k)

BB H LU s A7 A AR A7 T i 2
7, WA ARG ST A H 0 T 2RI, IR 55
IR TRTE MR 55 3 i v W B SEUAR R T R Ok Bl
AR A R IR 55 I B IR 55 77 i, 4t v A 18 I
55 I IR 55 2803, 97 Rk 55 S L, B8 IR 55 4
B IR 0 ke 55 39 H, A B 2B 36 B 1 ML R AP
JEAR ML B 52 G LB (TIM & TBM, 2008 ) , 452K
SN e SRR B IR 55 Q187 1 2, 2 E AT
ZAEHE 2 B H s X (Edvardsson & Tronvoll,
2013) , 1 5% 37 ik 5 1 & it B2 ( Zomerdijk & Voss,
2011) , % e 55 €1 BT 2 BY 3£ 47 4 53 ( Berry , 2006 ) |, 45
IR NR S5 B e ok 7R B ST 2 5 0 iR 55 )
Bre A R R ( Perks 45,2012 y5 2 X TR 57,
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2011 ) 55 SR, AHLE T 7 i BRI 55 BB B AH G
5T, JEH SIS 5EA)5 T 43 15 = (Ettlie & Rosenthal ,
2011)

B ik A b R E Y B R 2 IR ( Grant,
1999) . UK AR A 573X e 5 4 g IR it e AR AIE
i P A4 R AT BN R £ A D b b 27 7 1) R
205 #1457 5 ( Leonard & Sensiper,1998) , LA WF5E
I, FNTETT A R Xof T 2 0 2 J 7 A W 3 1 52 i)
( Deeter-Schmelz & Ramsey,2003) , Jiil % 112 61 & g
JIWREfE 1 & 41 B AT BN B I 55 Bt ORI 25 7 G &R i
M (Menguc 45,2013 ), Menguc 45 (2013) 45 H, Jii
ZHIAE 3 BE I DA pa A oy A A B AT BA R
T+ PO 2w (o FH A0 T 32 SR R 184 5 4l 1) 5 4
AL A AR 5 B Al 04 7 i R0 IR 55 5 T2 1 o
VT PC Ok 5 12 I H A7 A8 9 50 23, 3 S i) 4 i
BT M 0 i ke 7 58 5 U B2 R R 1Y 75 K, 1 BRI
M) 1ok B 5 SR B R B i R R S 4R e R T
X 75 AL o 7 B ) M K-, L2 B 5 B TG TE
JER 75 i SR AR T, A AT D2 T 5k S 75 SR I Ak 14
PR v T fE 1Y 25K (Jayachandran 45,2004 )
B2 R B 3 RE g Y 4 A T P B 51 T i Tt
YR T oR, 3 H UM B AR 7 5K R
TEMA NI B RE ). 8% R A 3 5E ) 1) 32
T, A5 A A R B e oot 25 T i 79 AL, 5 B A8
FIFHAH SRR B 1 M 00 itk J7 58, 4 SR 7
FR S5 B TF 2 30, i 3 vh 9 56 2 o T B PR B
HbAFE G R O KA i AU 55 o ZH LN AR Y
B PR 3 BB 7 23 X5 Al 1) BIHT RE 0 RN AR
R B AR (Kogut & Zander,1992) o Bl A A
{14 Jo5 25 R TEL ) 3 R A, AT A 1) IR 55 01 A 2
B I, ASCHR I AN M Rk

H, « A1 B A B 25 LB 36t B 0k FL IR 55 B8 A7
A

= HERES S

L A5 M A

AR i A0 A B4R T R 0 4 4 ) ke R
W SCHT P BT A A2, DI A2 6 ] ) 5 R
FHHERRROBTSE o P (R 45 ph PR o A8 I, 26—
I E A A 4 JOE 2 i L DR 2 AR B R 3
AE I AR 55 A8 , R Likent7 (G436, M2 5 &
XHRTA BRI BN R RE S, 1 ARRAR W AR, 7 U5

FEH TR 5 55 AR IR Z U5 9 N eI HRRE

(1) 2 FIiRENE RE T o F6 IRk 55 A1 BA T 40 1Y
—FPREAE 2 WO 0 BT A R R R G L A
FEBY H R B — Fh £ KRG8 /7 ( Arnett & Badrinaray-
anan,2005) , A 3R Menguc 45 (2013) 1 & B 1=
P, /L7 ARG R T A A H Y B T2 UL T
AR5 B AH OC AR L™ S A U (Y 2 DL 2 2
AN 52 T4 77 TAERT H BEAG” “ [1BA 5t T4 B8 /738
it B H AR AT — A8 8 BRI 1T DL oS
A

(2) B2 S 1n] o 45 Mz 55 P A 1] Jo5T 2 % [ 340
LK %G, I 0 B2 19 5 3R 3R 78 560 G T 10
JE . AR KM Eisingerich %5 (2011) 75 HF 5% o Xt
JIE 7 5 o) %) ) e, AR R AE S B O R R OG 3R
AR POAS [R5, 40 FRAT 1A BASS g3k — o7
FHBREE A O M —Te iy A B it 3 Y )
R FRATTE A BAA R R AR T2 ™ 45

(3)INFNZFEE . H5 BN B A MR A B 2
() 7E SR 7 = R BE (O R A0 45 T 1Y
725 (Dahlin %§,2005) , A< L% A Van der Vegt &
Janssen(2003) DA f Shin 28 (2012) &=, 354
AT, ™ AT B A B T SRR Dy AR [R]”  ABA
BT R APV BEAKF- AN TR 5 PAIBA P B TR i 5
PUR NGNS

(4) M55 BlHr. 48 M55 A BA 7= A2 5 IR 55 s R I
AR Hrar 0T B 2 2R A TR 1A TP AR
o ARSCRH] Hu 55 (2009 ) 57 2 TR BT BT &
(I Al 5% TR S5 BB T B R He R 2 IR SOk
I A1 BB R 55 R0 58 , A5 7SN Im) 30, ™ AT BA 51 T
TE AR RESR A QT A 38 7 i WL AT BA 53 T
SE AR O & R i S B AR A — A Bl i R
R, BN ) BT TR A B 4

2. FEASEHEUE

AR SCHE U i e 55 4 14t v %) 5 B AT B R 0 8
PG AMAT] L A A A, R R 1) LS
SRBEFH T I0E  FRA% 3k 45 T, WA OG T B¢
AIRIIR, T M OR B B 1Y 1R B2 5 oK Y 1 2
A EE A A DAL W] 55 0 25 3L, DXLt 42 v o 25
PHITRBN 3 RB 7 o) L G b B AL R 55, 3 T A0 D 5 it
B WA R B

XFTHIBN R E X, A R ] Katzenbach & Smith
(2003 ) B, N AT BR 2 A0 el 3 KR, T A
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SR, WAL B IR R B T % AR 55 A X S

FHEANER R AR, A & 2L A A H SR E br, A E
ZIRRHTHE . ASSRHRA THEARTE 2 80 KAl
AR SR X e A B B0 T il nl 4, I
K HAUT R 612 4y, MDY 580 £y, MR K 94. 8% ;
SIBREAT 568 U5 1) TCRLR) 45, 15 24 2510 4 576
y, 331 182 AR BA s (CF- YRR R 3. 16) , A5k
ik 99.3% IO R Ao AERTISEE FEAR %
P I B T M ik 64, 2% 4R T BAAE SR AL L
L 18 ~30 i 4 88.5% ,31 ~40 & )5 11.3% ;
SCAARREE R TR L (4 47.9% ), ARFECARLL 1
(5 45.5% ) AL BN Rk A5 & el rh L2 g
(5.9% ) 3 H W AFE 3000 ~ 5000 JC 14 5 59.4% , #F
1000 ~3000 ST 5 33.7% .

3. A5 RBUE

{5 BE oA, BV o] SE PR A e, 3 2 A T i 2
BARaRRE e, A R AR 2 AR B R R
B3 A8 1 AR 55 4187 (%) Cronbach’ o {8 43 5l A
0. 692 .0.703 0. 823 1 0. 838, f Fak ik 0.7, H

HIE I H USROG (CITC) ¥R T 0. 4, MR A —
)5 , B R AR Cronbach’ar H438/]N, P, AT
PLIA Fy i 05 R o

AL B UE PR K T2 B (CFA) K 36 5 R 10 R 5
X BINREE o H T A SCHY B Y 2 A6 56742 5[] 7Y ¢
W AT SRR, R R AT
BT HCBEES 5 7 HE 3R S 5Ah 1w 22 , DR kG, SR
[F)IGTHT A ) 7 ¥ il e i ) @t ( Landis 45,2000 ; Little
45,2002 ), BRI st [ —H4g 2 3 v 0 I A B >
VL by I AT 455 AT — D Hide bs , &0
A 73 KA D 48 AR 89 03 Bt AT o i B A-
MOS17. 0 #4750 4r , 5 Rk 1 fios, U B 4L
P SRR R 5 R A T T A R AR ERS A
TH ARG b i B g e A v 2, P34 T 22 b
(AVE) ¥R oK F 0.5, LB BUE A Bar i &R
A3, FIE Fornell & Larcker (1981) A9 &2 18, #4)
& AVE R T B 5 H A & 2 [ 305 22 1 e
{8, AR A A8 a2 ) 2 3 s A DX R R o

%1 MEBEBHIFER
G CR AVE tebr | FRuEAR IR 6 e L{H co ch CKCC SI
co1 0. 541 —
co 0.693 | 0.433 Co2 0.702 10. 512 0.311
CO03 0.717 9.415
CD1 0.721 —
CD 0.707 | 0.446 ch2 0. 649 11.625 | 0.378" 0.311
CD3 0. 631 10. 985
CKCC1 0.745
CKCC | 0.819 | 0.602 | CKCC2 0. 825 17.965 | 0.338™ | 0.382* 0. 388
CKCC3 0.755 16. 421
s 0.789 —
SI 0.852 | 0.657 s 0. 805 19. 207 0. 042 0.074 | 0.533" 0. 388
SI3 0. 837 19. 853

X =186.264 ,df =48y’ /df =3. 880 <5,RMSEA =0. 071 .RMR =0. 028 <0. 08 ,NFI =0. 928 . TLI =0. 925 .CFI =0. 945 >0.9

TE: CO SR 316 5 CD A2 AR ; CKCC A B2 IR B BE 5 ST A IR 55 Q38T s CR = W ALG {5 B AVE Sh°F-3
T5 2R 5 J5 PUBIS AR T I A R RO G S ¢ fELR R (7 p <0.01) s XA B S 5 HALM & 2 0 3L 05

2 {H
GEORBR R A SR R
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T AR 1773 AR 5 2, e 2 Hh B
PRS2 A SCAESEH R Harman 2650 TR KK 5
AR R 1P R, e RIRR M T
IVHT TR T 1 19 A A , AR
FRIGSE— T MR 7 2275 S0 24, 75% | Kk i
B2 5 (52, 41% ) g HoR, R IR HE R
TR TSR E R — A BT L R 1
B AHLA TR RFAE (¢ = 1144, 462, df = 54,/ df
=21.194 >5, RMSEA =0. 187 .RMR =0.083 >0.08,
NFI=0.559 TLI =0.472 .CFI =0.568 <0.9) , 7] UL %
BRI R 5, T AREE T

4 BRI LRSS

RSP BAH 4B 260 T BT U S 2 o

BAJS B3, PRI I, 5 KA 44 )23 T A 25080 2R & 21 141 BA
. BiERE SR G, B E T A bR AT,
RIZH A —S08 AHNAHSE (1) HNAHIE(2) , 535
Rwg ICC(1)FICC(2) KFIR, Rwg HKT 0.7 Ui
HIZH N — 308 &5 ICC (1) KF 0.05,1CC(2) KF
0. 50, A ZH AR DCFEEE IR BIZEK . N3k 2 P, 4%
A Rwg e/ ME FE A B KT 0.7 (James
45 1984),1CC (1) ¥k F 0.05,1CC (2) ¥y KT
0. 50, Ui B AT LUK B2 T X 45 44 & A AN 3R & R AT A
JRHIAE R, HA, A S ) A 2 R S
ARG BE 7 IEAH G, B LA i 5 T 5 R 55401
HEAHDC A OC R E 5751 R 0. 471 .,0. 466 Fi1 0. 664 ,
R EEE S BT B8 T S

®2 ARN—HE ANEXREEXSHT
A | Ruwg WER | Rwg ¥JfE | Rwg HAEL| ICC(1) | 1CC(2) | (| AR co CD CKCC
CO 0.75-1.00| 0.9616 0.9706 | 0.4131 | 0.6902 | 5.803 | 0.482 1
CD 0.83-1.00| 0.9628 0.9706 | 0.4477 | 0.7195 | 5.839 | 0.482 |0.578" 1
CKCC 0.97-1.00| 0.9914 0.9920 | 0.6570 | 0.8584 | 5.472 | 0.379 |0.471" |0.466" 1
S 0.95-1.00| 0.9819 0.9851 | 0.7035 | 0.8825 | 5.114 | 0.536 | 0.081 | 0.085 | 0.664"

T : CO NI 1] 5 CD A HIZAEME s CKCC B IR QTS BE J1 5 ST M 55 BT ; CR M 4LE {5 s AVE -3 07 224K

o Ja ZIVAMC R BRI L o« (R p <0.01)
BORDR R : AR

i

5. fRisK

TR R A B AR I, B S A —A
FEbRAR S, DAL, A SCR I SPSS 22. 0 i F 471
3T AR TR E . A TR Hy AR H,, L
i MR B I BE 7 Ry DA AR 5 RE PAT A4 B 5 1) A
IWHIZ RN AR 9 A BT 72, 13 556 3
ORI 1o xR Hy, LU 55 B0 AR i 6
P BA B JB5E 25 R B i BE R D B2 S A [l U5y
55133 R 27,

FAEEY 1 R SB35 i) A RN 2 A o i
TITRBIE RETT BN %, RS 27. 8% (AL &t
(AZ S 6, B Ak [ 5 28 %0050 O 0. 303 A1 0. 291
(p <0.001) ,f&i% H, F1 H, {32 50E, dAAL 2 7]
R B R i B ) 0 i 55 6 T A R e 3, BE
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The Effect of Customer Knowledge Creation Capability on Service Innovation .
An Empirical Study Based on the Deep Characteristic of Team
GUAN Xin-hua', XIE Li-shan **
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Guangdong, 510320, China;
2. School of Business, Sun Yat-Sen University, Guangzhou, Guangdong, 510275, China;
3. Research Center for Service Business Administration, Sun Yat-Sen University,
Guangzhou, Guangdong, 510275, China)

Abstract; With the rapid development of information technology, practice community has discovered that
knowledge already becomes important strategic resources of enterprise. In academic field , service dominant logic also
stresses that knowledge is the fundamental source of competitive advantage. In order to maintain competitive advan-
tage , enterprises need to constantly create knowledge and carry on innovation. However, the knowledge creation can-
not be limited within the enterprise,and only the pursuit of high-grade , precision and advanced,but should be cus-
tomer-oriented ,and be around customers’ demand. Only to meet customers’ needs, the enterprise can realize its
own value. Despite all this, extant researches of customer knowledge are far from enough , especially in the team lev-
el. There is no denying the fact that a single employee often cannot produce the good or deliver the service to cus-
tomer without the supporting of other employees because of social division of labor,and more and more work needs
team cooperation. During the process of the employee communicating and cooperating with other team members , the
customer knowledge can be created. Therefore , this study focuses on the following two questions;what kind of team
helps to improve its customer knowledge creation capability ,and what benefits customer knowledge creative capabil-
ity can bring for enterprises.

Based on the perspective of deep characteristic of team , this paper investigated the positively effect of customer
orientation and cognitive diversity of team on customer knowledge creation capability ,and the influence of customer
knowledge creation capability on the service innovation. This research selected sales teams of travel service provider
as the research object,because they directly contact with customers,understand customers’ real needs, transfer the
“knowledge for customer” to customers,collect the “knowledge about customer” ,and absorb the “knowledge from
customer”. The satisfaction of customer requirements are often due to the joint effort of the whole team,so it is very
important for team to improve its customer knowledge creation capability in order to provide better service ,win cus-
tomer satisfaction and loyalty. With the cooperation and support of 80 enterprises of travel agencies and hotels, a to-
tal of 576 questionnaires and 182 teams of data were obtained. The results of data analysis shown that the reliability
and validity of the questionnaire can be accepted ,the customer orientation and cognitive diversity of teams have the
positive influence on the customer knowledge creation capability ,and knowledge creation ability can effectively pro-
mote service innovation. This study analyzes the important role of the team in the process of customer knowledge
management ; explores the antecedents of customer knowledge creation capability based on the perspective of deep
characteristic of team, and finds both homogeneity ( customer orientation) and heterogeneity ( cognitive diversity )
are needed in the team; and also examines the relationship between customer knowledge creation capability and
service innovation. Theoretically, this study on the one hand extends the research of service innovation,on the other
hand enriches the research achievements of customer knowledge. In practice ,the enterprise should pay more atten-
tion to the cultivation of customer orientation in team level, assemble sales teams with cognitive diversity, cultivate
the enterprise culture and build modern enterprises system to promote customer knowledge creation capability , then
inspire service innovation. In short, this research enriched the study of customer knowledge management theory, in-
vestigated the effect of customer knowledge creation capability on service innovation,and provided practical implica-
tions for enterprises to promote service innovation at the same time.

Key Words: team; customer knowledge creation capability; customer orientation; cognitive diversity;
service innovation
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