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The Differentiated Impacts of Customer Interaction Styles on Export Performance .
Empirical Investigation of the Mediating Role of the Social Capital
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Abstract; Customer interaction is fundamental for the company and the customer to freely communicate,
which can be seen as an important way to gain competitive competency. As the rapid development of internet and
new social media, increasing companies pay more attention to interact with customers to co-create value. However,
the efficiency and effect of customer interaction is far from the expectation of customers and exporters. On the other
hand, export performance has been explored since 21centrury, and has became to be one of the most important top-
ics of the export field. More and more scholars began to study on it, and a lot of literature have been written, which
came from the strategies, learning, relationship and network. Through the literature review, it can be cut into three
aspects; the effect factors of export performance under the perspective of S-C-P, the perspective of RBV, and the
perspective of customer relationship and behavior. The last is regarded as the most promising one. One the same
time, customer interaction is the basic stone of customer relationship and behavior, so it should be pay more attention.

A literature review reveals that most of prior research focused on how relational behavior affected export per-
formance from relational marketing perspective, but how to enhance export performance from the view of customer
interaction hasnt got enough attention by the scholars. Furthermore, the literature on customer interaction was
based on individual level in online context, while how to interact from the organizational level has been ignored.

Second, although some of the qualitative studies explored different types of customer interaction. However, as
the development of relational marketing and online marketing, how do transactional marketing and relational mar-
keting influence firm performance? Here, it is rather necessary to test the different role of the two factors on export
performance. Combined good-dominant logic and service-dominant logic, the study is the first to divide organiza-
tional customer interaction into transactional interaction and relational interaction, and explores their roles on export
performance.

Finally, through the review of export related literature, it was also found that social capital was ignored. Ex-
port related literature literature mainly focused on export strategy, organizational learning, organizational commit-
ment and relational marketing, but pay no attention to the role of social capital. As social capital acts as an impor-
tant role during the export process, this study takes social capital as a mediating role between customer interaction
and export performance.

Basing on the customer interaction theory, this study explores the relationship among customer interaction, so-
cial capital and export performance. First, the two styles of customer interaction are identified, including transac-
tional interaction and relational interaction. Then this study tests the different effects of the two types of interaction
on export performance, and the mediating role of social capital. 138 data was collected from Chinese export compa-
nies, and multiple regression analyses were used to test the hypothesis. It was shown that the effects of transactional
interaction on social capital and export performance are all in U-shape, and relational interaction have positive im-
pacts on social capital and export performance. Social capital has a partial mediating effect between transactional in-
teraction and export performance, and also between the relational interaction and export performance.

Key Words: transactional interaction ;relational interaction;social capital; export performance
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