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Preface

Economic globalization and market globalization has greatly contributed to the
extent of the dynamic changes of business environment. Therefore, super competi-
tive and high degree of uncertainty has become today’s typical business survival en-
vironment characteristics. United States Scholar Aveni (1994) by which presented
an idea of hyper—competitive environment, and to constantly search for new and
sustainable competitive advantage, enterprises need a clear “ customer—centric”
thinking which the true source of competitive advantage is. Therefore, in the con-
text of this research, study on customer equity to acquire, maintain and enhance,
has become the important common issues of theoretical circles and the business
communilty.

The organization ability research and construction was already not conforming
to the enterprise long—term development mainstream, its viewpoint is also ques-
tioned by many scholars and enterprise managers which mainly included two as-
pects. First, organization ability is regarded merely as internal condition which
comes apart with exterior, often exists afterwards and lacks the predictability. Second,
organization ability cannot meet the management needs of enterprise and the customer
relationship based on enterprise interior angle of view, it then cannot produce cus-
tomer equity through value production, loses the corresponding competitive advan-
tage, thus affects enterprise’s performance. Therefore, organization ability must

unify with enterprise’s another essential property — customers, and by means of be-
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nign interaction between enterprise and customers, strengthens the enterprise com-
petitiveness ( Normann, Rafael & Ramirez, 1993). But customer’s needs are dy-
namic, adds the hyper —competitive environment background, it’s imperative to
study the customer equity in the dynamic capability angle of view.

Overview of dynamic capabilities, customer equity, marketing performance
and environment turbulence related literature, the traditional view of customer
equity believes that the value of assets, brand assets and maintain assets constitute
the basic customer equity driven elements model ( Rust Zeithaml & Lemon,
2001 ). However, this model is considered based on the atiribute driven
constitution of customer equity, at the same time the boundary of these three drive
assets are not very clear, and there is a relationship between them, so this will af-
fect the clarity of the customer equity in the future studies. This dissertation is
based on the thread of Villanueva (2003) etc., from a CRM perspective, based on
ARA theory model and customer equity “service — profit” model, specifically
propose that customer equity is made up of three dimensions: Acquisitive customer
equity, retentive of customer equity and extensive customer equity. This division
makes the boundary of the three components of customer equity clearer, which will
benefit the follow —up studies. On the other hand, dynamic capability came up
after experienced the development of resources—based theory, core—competence
theory and enterprise knowledge theory. However, the domestic and foreign re-
search on the dividing dimension of the dynamic capability has not been unified.
Although each school studied the measurement of dynamic capability dimension
separately from different perspectives, but they never considered the customer rela-
tionship management perspective, yet failed to take the key elements of enterprise
performance and competitive advantages — customer equity as the developing study
objectives of dynamic capability. Therefore, this dissertation is based on the re-
search results and research limited of the predecessors, revealing the evolution of

customer equity using the thread of CRM dynamic capability. At the same time this
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Preface

dissertation can also be seen as a supplement to the theory of dynamic capability
and customer equity theories in the past.

In order to make the research fitter and more persuasive, this dissertation
firstly presents the theories of predecessors as the research basis. On the perspective
of CRM, make a new conclusion and summary of dynamic capability, customer eq-
uity and its dimensions, thus develop CRM dynamic capability and customer equity
dimension structure model. Secondly, based on the previous researches, explore
the impact mechanism of CRM dynamic capability on customer equity, and the role
of customer equity on marketing performance. Finally, this dissertation also im-
proves the conceptual model established in the researches above; explore the inter-
mediary effects of customer equity between CRM dynamic capability and marketing
performance; introduce environment turbulence as moderator variable of CRM
dynamic capability and marketing performance which adds the model integrity. In
addition, this dissertation makes the empirical study in the condition that retail en-
terprises develop continuously, and the results have great theoretical significance
and practical value for the marketing and management practices of enterprises in
China, the specific contributions are as follows:

First, this dissertation proposes and verifies the four — dimension structure
model of CRM dynamic capability. This concept has two important meanings. On
one hand, the dimension structure model points to the relationship of enterprise
and customer; it is essentially different from the past CRM management concept
which stressed only on the static enterprise ability, and it has a higher nominal va-
lidity, thus further enriches and develops the CRM theory. On the other hand, by
introducing traditional practices, procedures and forming continuous learning mecha-
nism in enterprise into the dynamic capability, integrate the dynamic capability view
and specific enterprise CRM. Accordingly the CRM dynamic capability concept is
more specific, more maneuverable, and it is the application and extension of dy-

namic capability in CRM research field and customer equity research field.
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Second, this dissertation proposes and verifies the three—dimension structure
model of customer equity. This concept develops the customer equity conceptual
theory, optimizes the whole dimension of customer equity. Additionally, the clarif-
ying of the customer equity dimension concept resolves the ambiguity of customer
equity measurement ; lays a solid theoretical foundation for the follow—up resear-
ches, especially for studying the enterprise performance and influential effects pro-
duced by enterprise marketing practices. Inconsistent with past related customer
equity research results, although partly because of the different focus of the re-
search, the most important reason is the customer equity didn’ t develop a specific
connotation and lack of convincing customer equity measuring tool. This research
proposes and verifies the customer equity dimension concept specifically for the re-
tail enterprises. With this concept, future studies will be able study on the rela-
tionship of customer equity and multiple result variables.

Third , this dissertation reveals the involution impetus of customer equity by the
thread of CRM dynamic capability. This conclusion both gives firm support for the
customer equity theory proposed by Guilding & McManus (2002), Hogan et al
(2002) and Blattberg et al., (1996) , Hansotia et al. (1997) and replenishes the
dynamic capability theory, and provides a new angle of view for the following study
on the evolution of customer equity. Based on the CRM dynamic capability pro-
posed by this dissertation, by using case study or vertical quantitative research de-
sign, future studies can further discuss its effects on customer equity in different
types of enterprises and different observing stages, thus enriches the present cus-
tomer equity involution model.

Fourth, this dissertation reveals the impact mechanism of CRM dynamic capa-
bility on marketing performance. Proposes two paths, one is the direct—impact-
mechanism; the other is the indirect —impact mechanism. From some extents,
these founds replenish the CRM dynamic capability impact on enterprise perfor-

mance theory. This dissertation reveals the intermediary mechanism and buffering
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mechanism of CRM dynamic capability on marketing performance, provides pro-
found insights for understanding how does the enterprise gain competitive advantage
through establish, maintain and enhance customer equity.

Fifth, this dissertation provides theoretical support for enterprises optimizing
customer equity and enhancing CRM dynamic capability. According to the three
dimension concept of customer equity and the elements in each dimension, enter-
prises can make a systematic evaluation of their own customer equity, find the
shortage of the present customer equity, and lay a basis for further optimizing their
own customer equity. Meanwhile, by integrating objective customer needs and
comparing the contents of each dimension of CRM dynamic capability, foster their
own specific CRM dynamic capability.

Sixth, this dissertation directs the way which enterprises can better use CRM
dynamic capability. Thepotential capability inside enterprises is no doubt very im-
portant, but itself won’t transform into competitiveness automatically. Therefore,
enterprises not only need to “foster capability inside” , but also need to “build re-
lationship outside” , in the meantime of continuously developing acquisitive cus-
tomer equity strive to gain retentive customer equity and extensive customer equity.

This dissertation consist of six chapters, the first chapter—Introduction raises
the background and problems of this research. It mainly elaborates and answers the
following questions; Why should we research customer equity and marketing per-
formance in the CRM dynamic capability angle of view? What’ s the purpose of this
research? How about the theoretical meanings and practical meanings of this
research? What concludes in this dissertation? Thus introduces the thread and
methods of this dissertation. The second chapter—Literature Review overall reviews
the theory basis and status—quo of dynamic capability, customer equity, marketing
performance , environment turbulence etc., points out the shortages of the present
literature and the direction and content of this dissertation. The third chapter—theo-

retical model and research assumption. This chapter based on the customer equity
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ARA model, Competing Values Framework model, S-C~P theoretical paradigms,
Darwinian evolution theory and Lamarch evolution theory, constructs CRM dynamic
capability, customer equity and marketing performance relationship model, then
proposes the importance and necessity of introducing environment turbulence as
moderator variable, thus proposes complete theoretical research model. The fourth
chapter—Empirical Research Design. To make the questionnaire gain higher relia-
bility and validity and reliable data, this chapter firstly defines the operation of
each variable and determine the scale. At the same time, to make sure of getting
reliable data and representative samples, defines the research object and method.
Then pretest in a small scope, through analyzing samples, studying and discussing,
rectify the pretest questionnaire. The fifth chapter—Data Analysis and Hypothesis
Testing. According to the research design of previous chapter, this chapter collects
266 effective samples as the formal analysis. To ensure the quality of scale, this
chapter uses exploratory factor analysis, confirmatory factor analysis, and the analysis
of reliability and validity. Then, on the premise of guaranteed amount and quality ,
takes structural equation analysis of the measuring model, and tests its path. Last
uses hierarchical linear regression analysis of the mediating role of customer asset
and adjusting role of environment turbulence. The sixth chapter—Conclusions and
Prospects. This chapter summarizes the results of this study, draws some basic
research findings on the results of empirical analysis, and discusses the results;
summarizes the theoretical contribution and practical value of the research; finally,
points out the limitations of this study and the recommendations for further

research.
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