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Abstract

Recently, service innovation has won great attention from both
managers and scholars owing to its ever increasing importance to both
product- and service-dominant corporations in the fast growing economy.
The exclusive features of service innovation compared with product
innovation have added to the significance of relevant studies. One of the
key issues of corporate service innovation is driving force, i. e. the
motivation of a corporation to initiate service innovation. However,
customer participation, being the most active driving forée, has not been
systematically investigated, needless to say in a Chinese scenario.

Therefore, this study aims at unfolding the key elements (mode, role
and intensity) and impact mechanisms of customer participation in service
innovation, by means of both qualitative and empirical methods. For the
first time, the studied corporations were classified into 3 categories, namely
product-as-core (PaC), service-as-core (SaC) and pure service (PS), in an
attempt to enhance the understanding of the issue using comparative
studies.

A key element model of customer participation in service innovation
was established using qualitative research methods. Findings suggest that
(1) Customers are more likely to actively participate in service innovation
in PS corporations, with their involvement being predominantly passive in
PaC and SaC ones. (2) For all 3 types of corporations, customers play the
role of information provider during new service concept formation stage,
and act as reviewers during new service launching. Customer has a third
role as co-producer, but only during new service design stage in PS
corporations. (3) The intensity of the customer participation of the 3 types of

corporations differs most in new service design and development stages.
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A theoretic model revealing the impact mechanism of customer
participation on service innovation through corporate culture and employee
attitude was conceptualized and empirically tested. Results indicate that
(1) Customer participation has a positive impact on service innovation,
moderated by corporation type, with PS and SaC showing the most and
least significance respectively. (2) The effect of customer participation on
service innovation is mediated by employee attitude. (3) Customer participation
mediates the relation between service innovation and corporate culture, with

corporate culture having a positive effect on service innovation.

Key words: service innovation customer participation key elements

impact mechanisms
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