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2008 ) o iiFE XA BB AR S ACE AR M AT DXCAE PR R R I, AR A DX AR 94T D A R T 56 B X i R
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T BT NI, AN AT A B AL B AT O R AR AT IR T o B TG, AR SCRUA Sk (R A0 A 2R AT
JERE DA B AT g VU T R AT R B SE T ST o Heh IS AT O T2 G T ST A DX Al
JIt S0 BB BT AT O 5 4 B B AT Oy 2 B SRR SR R B 0 A B DR S BV B SRR BT O R
B i R DX R B A XS RIS

g7 1) 7]

1. HAFrEe

HALFF I H Eisenberger 45 (1986 ) 5 TAH AU AL LA Sept 2 sc e g 4 i, Hode e g th iy 2 4l
ZUSCHRI . PSRRI D1 T ZH SV A 03 TRk | OGO i 7 A R 8 B 25 J T ) AR R . 24 5
TIRSZE) T LU H B0 OO FIH AL, 56 T B I, 5T T o 4 A TTAE, A — SR & A 94T
(224845 ,2013) , AEAEZE T R T HLUR 4 T YRR SRR RSN, 5 00T 31 3 8 B8 n VR I
T4y E S, T, Kottke & Sharafinski (1988 ) 7E4H 21 SCRpIERAY BEAlh I 42 Hh 9T S Rp R E &, 4 01 XS 9
FE AL G TTHR G Co B AR R B 55 D7 T SR B AR 12 . A O SRR IT LA 1R S 2 1 SR I
ARFIRIE X, 1H 2 SR AN 5 o 45 5 55 2H 2 B D3 SCH5 B SRR 30 B 435 0 2 SB35 T S At
5 T SZHFEAT ( Eisenberger 45 ,1986) o H T, ZH 2SR/ G 405 R 245 8 THLUT A= HE iz
F1E (Kuvaas 45,2014 )

VER—FhEE T 267 5 B B ZH U 3K, R DX R A7 R Ak DX D X6 Ak DX SR R R o i A X
PRAL T L DR B 18] (9 B B 55, AL DGO Ak DX (5] B2 X 26 Bl i s i, 0 257 B4 X6 T Ho Al sk 53
A S Bl 33 RE S A B 2 X A XS AT A B, TS B T AR A X S R HRTE &R A e
PO 2 DX T T A XSRS G (Ye 55,2015) o Hovpr, 4 X SRR R 2 2SRRI, 8 4 DR D30
FEDCHE AL 53 DR L DG Bl 7 A AR R 25 T ) A AR SR R T, BR T AL X SRR, A AL DX 2y
FPAE— L BRAK 5 1 JE 5 S0 P AR R T 25 B T 25 X 33K SIS R AR It 2 1) SRR L 2 5% o e AL IX b (947 2, 4
Ye 45 (2015) B: TAHLUCFF BSOS 7L X b WAtk f9/E o 249K 78 Ak X, B 1 2 WL &l b, 58
A — R E LR RR A —+E XA B (kX 3245 ) o 3K A 3 B G A S il B BB 31 5% Jost
% X R EAEAL X A RERR IS AU Al , 7R 4L X A S +E X B ATy, XAk XN RAT AT 2 0F AR
A S5 5 4 P, A2 A ST B A A A B 5 AT L) T A A DX e A R B R A R 2 Y
SNSRI T A A S ANl 7E S At D e 4k XA R B XA IR D3 A T A A B B0 DA SR G A SR Al
23 GGG T ISR —FF, BE RS LB B B S () SRR X S AR G A L0 5 v A L S AR A AR A
ZAb . P, AR SCRYEAL GE A 258 i 915 S5 % ( Kottke & Sharafinski, 1988 ) DX AIF5 H i 55 DL S5k S
FRIER(Ye 55 ,2015) SEMEE KA DA P %SRRI SR < 4 DX 03 %o 487 B 3 7 AL A 8 BT R L 5o o L A )
TR 257 T BB RN 1k o

PR SN [ 87t

FE2s AR BIE T 20 28 70 AEAAHRHE o ALy mFR “ MANIRE] B B T4 iUt A, [R I duggiA
BRI AR P B 53 7 265 At B 17 BRI AN (B B8 SO (ke AR, 2006) o Ak 23 T [R] Re 90 5 T G BEAA i
58, J5 RS | B BB 00 45> 40T

FHT, 251 2 A 25 A ST B 1k 8] EOTT BE 7= A= i IE ) AR T, e 4n « 2 2N e Jass 19 51 1A B
(1) 0 T3k (RS AR AT, 2017 ), ot RN [) v 1 JA31 2 XoF it LA B iR R 020 (B S 55 ,2015) o Fl T[] SR U8
TAME A S0 A FRIFZE, WA 2l AR 20 A 2T 24 S T Bt AR 5
WUAFTE A AN [F) ) 48 B2 3 0, LA Lin & Leung (2014 ) gl 78 AIF 50 b fd ] A B2 500k [6) 1 2H 2LIA ], Horst-
meier 45 (2016 ) BIFFE R FH A BAIATR] % b F BB IN IR 55 o TI7E it Rt D e, e DR 53 AR 23 T8 UM A AS [] 26
AU IATR] , — o R 5T X8 it AL P 2 0, R BE T i L U 26, 53— b 2 R U5 X0 ol 5% . 80 1) s 4, BV 7 g
RORHRMIAZE . B, 78502 5 AL DX At 2 [F] B A7 76 i B[R] 5 R 5% A ] 3 7 A A ] ( Carlson 4
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W BE R DX R B 5 SRR A DX SRR B IR

2008 ) o FHor, i RRIA IR 48 06 AT 2 DX A lb i BRI R] 5 A DX BR A TR 98 X 1A IO B i IA TR . H
BT, WA =3 R s e PR OA R BEA T OIS, FE AR, X0 A% A6 30 (2012) FEXF 4L b ReEAT 21 0 2R FHT il A
(G AR AR W 4E B HE 4T 1 #F 5%, Badrinarayanan 45 (2015 ) SR H ¥ X i i DA [7] LA B3 4 Be S A W) ) 48 3
X iR P AL X AT T IRSE .

3. RN

Fl Vargo & Lusch(2004) $i& i il 55 £ 2 S LR, U GUFT RN T A8 OFTE A . B3 I s I %
AT AT TS 2 AR SRR AR DI GO 52,2016 ) o AR FLIK I A R A 15 57, Al
0 3 A ST i A DX R AR IBUB R 5T ) CRL , LA MoK 3 5 15 B 9 i RO (L, D2 2t 11 B Ll AR 7 g 4 T (S RS
85,2013) o HAT, A AARES T A O SR XOR AR BB BT R, AL X b, B /08 AT Sl
N WIRZE (Stokburger-Sauer & Wiertz,2015 ) - —J&=75 11 2% , W HAd AT P S 458 09 R85 SR T AR SC B g ; — 2
A R R, S 50 E %, BAKIS , G AL X b % G187 o 245 £ 58155 (2014) frg
RGN B 257 SR A R B R R R BB A 7 7 i R X S A S R AT X e A
B AL QUET ™ A AF o TR BB RS St Al i)™ W T A2 45, B AT 2 S 2 AT TRT i A DX A s 25 1
BAT R BERT THIFSYE, HLI - Stock 45(2016) AIF 5T 1B 2% 114 K L2 A& 5 51 5 i 2 R BT A7y 2 TR) 9 OG22 5 X Al
W SRR (2016) BIFFE T AT il R X0 2 FBLR 5 2 18 =2 18] Y 5 2R 5 HOG e 25 (2016) WF5E 1 i 2%
TEAL X AP A BB S QU Z WA SE R o REEBFTE4 R R, BR T MK A B i NS, B 7e Ak X b 5 4
b 5 A R % A O 2R U RE A8 52 W) AR A DX B U AT o B, RIS it R DX rp 2 B8 15 B4 F
I, BN IE T U AL DX A8 A A SRR Ao o5 3 o Ak X A B A SR, A B R — SRk B )
ARV, B AR R

Zi BRTIR A F AT A A BE X il A DX B BB R AT TR, (B2, A X S R Y
6 BT I BB DTSR R R R A o AL, MR 15 G2 2 SV AT S A B VR FE RO T 5 B9 A 5 4538 (Kuvaas
55,2014 A5 B AR IR AW LA K A BURE AT 7 A B9 AT Dyt 22 08 2L BURE 5L B9 AT AT AR Y 52 IR, T i it
A AP 2 A7 AR — SE 2L A0 A8 A X R R BRI, T 44 B 5% DA R DX AR A fE 8 i — MR 2 I
B WY SCRR R ER PR IHG , AS SC 32 BEOC T R Y5 T 45 B 01 LA B A DX AR 198 79 o S 45 DR 3 0 B BB AT A
Y RE M

ARSCRENE F= W AL S IS LRI QU ARSI IS o S — , AN SCIFSE T LR BREE T ot it XA B
SOCRREAIAE SR PER], B E TSRS . 730h, i TSR e AR B AR T4k 22 5 i B
DRI, KR 73 %o L 2L ST BRI T ST AT 2 2k T Ak 2 58 B, T AR ST BIF 5 15 58 J2 8 LA [R) R BE AR 1A
A AL DX 2 Fp R, AR SO AL 22 A TR B HEA T 1l A IX PP A8 B B SRR SRR A A X S35 T FH ML 1 ) 43¢
B, 8 TSR BB AT . B AR SO R AR T N AT T — R BRI, R T R AR R A
KBE o U BHT A Al B A9 A1 B IR BE A DA Al o SEAT 5 0 0T 2R A I BORY , AN il R 3 i
S ST EL IR O ot e DX T R A B T JB 5 BIHT , AR SOt s DX 9 A8 B BRI —Rp R N0 A, ) T 2%
QUBAT M BERT T O , 3BT BEIE LR BB A GBS T — 2 i ok

= H5kiz

LA B DA SRR X SR IR

VRS il AL DX AP A4S B A5 B 247 AL DX N BRI , Bt 3 B A DX P 0 3 s 1, B P i 8 g
Al ]I A DCAE B G U o 22 A DX B R BB 1] o Pl 748 T O R0 A X R AT 2 4 R A B, LA —
FEJE AR T A AL XA T o DRI, DX 53 X T8 B B3 ) R 2 2 i XA X B B AR .- Shanock
& Eisenberger(2006) fEAFFE 40T SR RN SUCRRRENS , R B 1 R T B R 2 80l iR 84 T
8 S, A DX HR B3 Xt A8 B A SR AT O L Al BE S B 4 AL X8 1 9 06 s Tha 25 (2017 ) X —4 B3 T
AIBIFSE R B, B 15 Ml AR 14 T 2l o R A8 494 i J05T 2 o B0 T I A ) il 4 8 PSR T e DX A7 R
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AL DAY AR, A DA B S 4 XRS5 4 B A SRR AT DA o T RE 23 U3 A DXCRR AR 25 7 19 SCFF , Al A DX
BOMAE DX SRR . B4, Mamonov 45 (2016 ) BYBIFFE SR, U0 e A X F) L 50 6 6% 18 o J0T 25 ) 4 IXC )
RPN T DCAS FR 5L A DR 125 3258 i 28 96 X M SR AT B R R — Rl IX B 3h 4708, g
eI S A DX SR IR o DRI , AR SCER A B«

H, A8 P SRR S A SRR RIE [ R G

2. BRI RHR S AE

fin A DCAS B GV At DX A RR R 0L, A8 B AR X & R e 55 o R4 2 A TR e, A ) 2R TNk
XF A B2, W 2R AT R A 2T 5 IA A (Oakes & Turner, 1980) o 5 HiL 53 754 BLAT DX ) SZH54T
N SN R Al T 45 T (0 ST 1l Aoll SCHRFAT O AR T, BE A% 8 5 it AL DX 5145 A i BB B
A DX , B2 i DT T A RN RS o Hui 55 (2015 ) BOIFFE 2 W, 40 ORI R A 3 95 B3 T30 RN B 173 119
SR, TN R B N RE RS $2 o 51 T 1 %5, B AV BN TR] o 53 A, A DCAE B B0 4 DR BB S AR A T
AL B % 1 5 B A A X T [ 2, B X e DX A g TR R S AR 3 LT R B A JR] ( Zhou 4
2012) o BRUGZAL, M55 8 S ORI OCHIE ST d 2R B, T4k 5% T A0 AT D BE A8 52 Wiy ot 25 b 1 8 A Al 14 /20 ( Tha
85,2017 ), A DA B B3 D il it A AR, AT Dt (R AE RE A8 At 1 A DXV B3 ot T i R A 4 PRI
ARSCHR AN R -

Hy 87 B 53 SRP RS i RO ) E ) A O

5 EE S G — A A X, 2 DA — B X 1 B 03 5 A B B B8l DR, FoAE B gl
JIt IS B SERFA T D9t 2 B A B3 A 45 4 DX — PR B3 B89 S HRF AT O, T 3t BB 5 S B3 7 4 DX 9 i A
56, 349 A 50T P B BN R . Luo 45(2016) SRS A B, A IXRE B3 5 HoA A B3 2 18] 1. 50 RE 8 15 i ot
FAG AR Z TR B 5C A  RLIH , A8 B B3 A SR T D AT B T I o A XA B3 ARy AL 3 et ek I8 57
WA o0, A H AR AL DX BB, X4 DX 57 MR A5 7 T R B 22, 1 ARt e /e A B DX b S A 5 i
ek DX 57 BT, T3 2 ke TR AS B 67 o v o £ 8 9 2 Dl Al o DR A B B 5 A B R A B T A
FEDC A FE DA L S B A DA AR B3 T A JSCAY , 17 25 4 DR B3 e DX PP A o oA 9 15 ST, L RE A g
S HAE AL DR B B A B2, e B DO GTINR] o TRIRE R SRR (2013 ) RYRIFSEIERT 1 4L IX P 5 B 8 A
J A XA DA U R SR A IE AR o DAL, AR SCHR HR An T AR

H A 51 SRR L X 5N R TE [ AR G

3. A XSRS AR

S N RS or iy B PO w7 A e B N (L3 2 NP S NP A5 A /NG I EiR AP M X P
FAHEAR B SR T I AR RE ™ AR o A DX SRR IEAE D i B 8 i R AL DX S O T AL A BE AR 3, ] DL %
sty A 75 (S A DX 7 % 50 P ) A 32 L B 32 it A g e DX 8 o 8 (8L 1 2% e 00 7 A o T it
DX B8 BRI, i RERLTEE o A DX 205 7 ) R A SRR RE S AR 115 R A R &5, 45 7 DA B0 RS JR 24t
DX 7% X it A DX A AR S SN T A IR, 50 B30T T 32 AR 53 B 73 40 R 2 96 5, 2 T P X322 i et 14
KA, Hsu 55(2012) BYBFFERIT, ahhiAt X A A0 RE S 41 2 180 53 368 i R A DA TRD , T L DX SCHRp AT ot REHY
S TP AEAL X P ARG AN (8, TR, W RE A2 HEAE DX 530 R IA TR . 3 8h, Liao 45 (2017 ) Y56 T 2H 80 2%
RS HE DN R B ST, AR T — Bl iR A AL X ST 0 (2GRS A) X b R DX AN T] 14 52 ), T %o
st A DX AR A DA TR] o REAS At BE TR 0T R TATR] ( Zhou 45,2012) o PRI, ASSCHR HY A0 i -

H 41 XSRS Al AR IE 1) A1 G

T3AI AL X SRR 4 DX B0 DX R SR AT DA 8 SRR, o T R P XA A8 5% BT e 7 1) 52
FAAT 0o T i R X HR Al 5% BT RE B AL 04 SCH5AT o BB 55 FH P VR D Ak DX B3 9 B R 28 1 7= A A
[Al/&. Horstmeier 4 (2016) #l Lin & Leung(2014) ABFFEERAE I, AN ) SR R B9 SCRFAT A BE % £ 7 A [] 26 7
AT IR] o DRI, X it A X e g XS, 3 A 381 ) R DT A8 63 A9 S35 E 8 Al 2 IO X A DX B
kAl 53 4b, Badrinarayanan 25 (2015) X F-{E Xt ARS8t R B, O3 74 X P iR A5 30 A TR 2 AL g
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W BE R DX R B 5 SRR A DX SRR B IR

i T 6 A 18 B3 A DA ] T A DX S 5 A7 O [ R B A8 42 0F AR B3 7 41 X B A S A TR, AR SCHRE Y
R

Hy o FE X SRS 4 R B A ) TE ) 4 56

4. INF S BE QTN

FE S REAT X B AT e 2 DR R A R A T T Al sl DR A A R B A 2 5 AR X 2, R PG AT 200
) BEIE , RO R] B w8 4 FH P b 5l R O 1) SR B R, AR A i R 5 R A X M, I, TR A T
S AIEAR b A A SN ORI A R, SR A — S B R AT (Piehler 45,2016) , B2 e 3L H BT 22 (14 i
FANHATH o X T b R R = (0 FH P R U, 047 B2 0 307 4 7 A B Oy FLa R B 8 1 2 5 A0 (L, T3k O B
A 8 28 5 UE S AR A% 5% M)A (14 81T 3 J8 ( Kankanhalli 55 ,2015) , 53 4F, Helm 45 (2016 ) W iER] T A 7]
XoF TR 2 B AT A A9 A 1) 52 ) i DX e ) B % ) 39 45 O A T g A R O A A X B S BT
I A SCHE A R AR

Hy : i RN [R]85 B A Tk I T 4 9K o

R X it A DX e 9 B A B R DA R R LA X S R A BT IS R, SR B A E A O
PA R, D, o 2 (0 B8 2 AR BB AT Mo S ah, # X AR 5 DA ) s A A MR TR 4 i i AE 4 X B L B
RS B A AR BG: , A R T R AT M A0 7= A . KRR (2015) b4l B2 T AR SE Al A T a3
N B 3 BNt B3 TR AT A 0 52 M0, i PR3 N B 03 B A S B b 3k 2 B B3I A A P %5 . Badrinarayanan %
(2015) ZEF AL X (IS GE B T BER BRI TR %o Bp [ A 7= 45 AL Q047 S A IE 6 R o IRk, A SC 3 A
T

H, 41 X B B3 A [R5 B0 B4 70 I [l AH G

5. A A

YRR L K A0 S SRR L 2 UE A B 5 Bkt 53 T AT 548, i H A A3 R Al A9 454 ( Sha-
nock & Eisenberger,2006) , fEAELALIX ARIFEH, Ye 55 (2015 ) HUERH T 44 X SCHRpIE% L K R D At S g vt
TR G0 P I 2 47 B B VR o (EL 5 R DX 2 — b DL IR] 28 32 3 R B0 59 BE R 28 (Muniz &
O’guinn ,2001) , 4 X B 5% 97T R #1252 2 H i SR A DA ) 8K Bl o 6 4k DX 53 f 106, 8 38 B 1 S 44 7ok —
7 ThT AR5 B LI SZ 3 5l R4 R I, B P AR Ay i R0 D A 1 DA TR, i R 1 i s A R T S R AT
K AAS A [ AL S 2N 3 55— 7 T, A XA R DU S — 44 8 A X B, B S AT o D
AR H IR XA B, R 58 AL PR B B2 X T X B3 AR A A4 DA TRD SR, (5 5 A A 1 B A Ak X e b B
MR A C RAFEZ AT R AFE Z 1IN0 . Hui 55 (2015) 2 HLOFFE B T BTN B3 76 4005 3¢
FRIRS LU RAT R 2Z [ B FR AR T IR P 38 N B 00 S B b2 Xt B atE A7 9 28000800 4, i 2 501 R 4
W IESEIAF] = A R U ( Oakes & Turner,1980) o X i RAL IX B 57 1M 7, HoE%Az 20 10 45 B0 B3R5 REREAR R
FEIX T i i e R Tt AR 0 O o A DX B B 8 TN ], 0 i AR kLB 5 BB A T o A 7 A . IR
ARSCH AN TR

Hy, : dit B ] A B 53 S R S A A BT T Z RIS R

Hy, <4k DX B3 DA ] A48 B 53 S RS R A T Z R e R

A, X S AR R Y T XA 8 5 B A SR Ak R B3 25 T B S AT S, 1 T AL R 5 Al 5% 64 4t
KR53 X BN R, e ZAE BRI 2 QT T A (07 42 Lam 25 (2016) BYBFSEIERA T 40 SN [A) 78 20 4 S 40k
S @AMT AR AVE R R A 25 (2016 ) AT 58 tAIE B T 41 4UIA ) 78 20 20 S 5 SR 8 JPL 4 ) =2 ()
IR AYER . IRl DL SHZUA R RENE TR A U 2L FF A R TAT N Z R R o 78 S RRAL X A, B B3 g% A
B A4t XS R IR RE S E A U RIS M AT, 5 FL 76 SR DX b s Ff A VR FH AT it R TR] 1 o A
YER A #E X S BN R R A VR o B, AR SCHR HE G R Ak

H,, : di BRI ] Ak X SRR S IR QT T Z R OG5

H, « 4k X 51 IA ] Ak X SRR S A AT T Z R e R
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ARAE DL AR, A SO 1 — BT it o DX b PR ) O BIF AR L, T 8T 1 B

HSB‘ H9a

JREAHT A

HSI:‘ H9b

B1 HREs
BORR IR : A S 1

M R iE

L mREH A E

AR SCALFE AP 5 SRR A X SRR A (A Ak X B ] B BRI AT R AR e R RS
AIE R, A SO R B R 3R 225 A IR N A i 3, ok i R A T S R . 38k, 2% I it i 2
fdi P2 o R

Xof T8 BB SRR X SRR, 225 i N 7 2K 2 2L SRR R R v i < AU AT 8 k7 B (Sha-
nock & Eisenberger,2006 ; Kuvaas 45,2014 ; Ye 45,2015) , &£ FHE 5% Ye 55 (2015) i H A B4 X G T
(SRR 28 o B B SR B B M TR RS B ok X A R S B AR A DA I, A X ST R
REILIE L 2 FOT ZEH BN, 124 X 2 B e S5 DU AR,

XF it A TR] 5 O B I [R], 225 i A 22 FiA ) 5 I )7 =X ( Zhou 45,2012 ; Badrinarayanan 45,
2015 ; Horstmeier ¢ ,2016) B —MARBEERE TS EXMN L HITER R TFTES 2 Badrinarayanan £:(2015)
MR AR B A N Be 4712 2% w) I, FRIRGE 36 A2 X F AN AR E 267 45 = ANt , 4k X a5 TA [
TR 2t N7 AL X P B, TR 3 A 2 AN AR 56 7 4 =N

XTI QAT R, EESER AN 52 (2016) YRR L UELEE C A E AR RE P iR I A%
RN B3I 7 S5 7S

2. FEACRIE O I

A SCLA H i B BB I 8 2R 47 5 2 00 FHLAT M i Rt DT P AR g I S 5. R EE /N K
W IRAR = A LA AE XA T RIS B R TR A A [ 4 B P 1, 6 /N R IX S A X AR A X D
3590 R Mt W8 73 | e DR 5% JECE () 465 TR I, 7 =k DX e o e FAE 109 T 2K 5 DXl B ¥ 3 O 387 G B 25 )
o AT 2017 422 4 8 H—2017 43 H 17 HIHBE AL, Tt 37 K, WA 417 4y, D) 628 58 i 4L
60% I AR [F] A br i SCICRRIAS | Sl R T i) 4, R B 84 0] 45 322 2%, ARUREAR R 77. 2% o ABiF
XS RBEAFN TCREAS BIREARFIE 73 A0 04T TR, 45 R R W, A A 5 O A EFEARFE 1T
BEER,

ARCHIABREARM N OG0 ANz 1 s o ] RUA A RUREA i 4 R Z 808 2 2 -5 50X 58 i A
DR 2 UL S W R R T P T8 T QI A7 M B 2 W AR . 5380, FEAR R B RE AR IE K T2
PEREAS AT RIS PR T-HL™ i s T HL 287 i, 10 55 1 B R v 20877 o O 6 A SR 0 D6, PRIk, 25 1
Z 2 53 AL T, BT, HAD— 260 T G A 09 B S A R B, LA ) 55 e R
Tt #i (BHR =55 2016 ), X T SURE AR TC AR AP 39 HL 51 A 3 HE B 3R W — 38 JF T 3 25 5%
PR, AR SO REAR S5 R 550 h 5 B

@ /AKX hitp ://bbs. xiaomi. cn; §&J%4L X ; https : //bbs. meizu. cn; BEAEAL X ; hitps ://club. lenovo. com. ¢n,,
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W BE R DX R B 5 SRR A DX SRR B IR

*1 HANM

BEAFAE FRHES) A BEARECE BT EB (% ) || REAKRAE FEHES A FEAEE T I (% )

. ke 292 90. 7 17 BT 24 7.4

HES I 30 9.3 17 ~25 % 150 46.6

LT 81 25.2 et 26 ~35 % 95 29.5

s K& 74 23.0 36 ~45 % 42 13.0

BT 137 42.5 45 Z P+ 11 3.4

WEFEAE K L 30 9.3 BRES R 247 76.7

RE14A 12 3.7 SERAERE 2 ~3 K 60 18.6

W2 5 1~317 14 4.3 B i A % SEHIEEE 1R 4 1.2
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Perceived Manager Support, Perceived Community Support and
Customer Innovation Behavior in Brand Community
MENG Tao
(International Business College, Dongbei University of Finance and Economics,
Dalian, Liaoning, 116025, China)

Abstract ; With firms’ boundaries becoming more and more blurred, many firms have done their innovation ac-
tivities with their customers, which act as a new source of innovative knowledge for the firm. The commonest method
to do so is to build a brand community to attract customer innovation behaviors in the practice of using customers in-
novating. With building brand communities, firms can offer their customers a better interaction environment which
can make customers interact more and stimulate customers’ innovation behavior. Nowadays, researchers have inves-
tigated factors from both customer individuals and firms that prompt customer innovation behavior in community and
have made some progresses. Although there have been many studies about customer innovation behavior and brand
community, the study about the special individuals in communities, such as forum leader, community manager and
other important individuals is still relatively few.

However, the special individuals in brand communities can affect customers a lot because they are admired
people in the community or they can represent the firm in the community, especially community managers. At pres-
ent, many firms hire leader users to be their community managers to help the firm manage the community. As a per-
son who manages the community and keeps the community in order, community manager’s behavior can actually af-
fect customer’s perception about the brand and the community because he is on behalf of the brand and the commu-
nity , which is a very important factor prompting customer innovation behavior. As the aim to building brand commu-
nities is to prompt customers’ interaction and innovation behavior, studies about community managers and how com-
munity managers prompt users’ participation are needed. Based on the essential attribute of brand community
members’ gathering—social categorization and social identity, the paper tries to explore the influence of community
managers on customer innovation behaviors from the perspective of perceived manager support. Besides, as manag-
ers act as the representatives of firm, researches about managers must consider the effect from the firm simultane-
ously. Hence, the paper does this research about community managers with perceived manager support and per-
ceived community support as independent variables, brand identification and community members identification as
mediating variables and customer innovation behavior as dependent variables. With 322 valid survey samples collect-
ed from three brand communities in mobile phone industry, Mi community, Meizu community, and Lenovo commu-
nity, the paper uses multiple regressions testing the direct effect and sobel test, bootstrapping testing the indirect
effect after testing the reliability and the validity of the survey with SPSS 19. 0 and LISRELS. 80.

Results show that: managers’ effect on customer behavior is still significant when firm’s effect exists; perceived
manager support can promote perceived community support; perceived manager support can indirectly affect
customer’s innovation behaviors though both brand identification and community members identification, and per-
ceived community support can indirectly affect customer’s innovation behaviors though both brand identification and
community members identification too. The results provide theoretical basis for understanding the effect of communi-
ty manager on customer innovation behavior in brand community. Based on the results, the paper offers some ad-
vices for brand communities management, such as bringing manager support into the assessment of community man-
ager, building a better feeling of community support for community members, and paying more attention to brand i-
dentification and community membership identification of the users, which have some practical significance on ac-
quiring customer innovation products through brand community for the firms. Meanwhile, this study contributes to
the theory of organizational support for the reason that the study introduces the theory to a brand community situation
and uses perceived manager support and perceived community support to do the research, and contributes to the re-
searches about customer innovation because the paper explores the effect to customers’ innovation behaviors from the
special individuals’ behavior.

Key Words:brand community; community manager; perceived manager support; perceived community sup-
port; customer innovation
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