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Preface

Under new economic pattern that the current world economies are coming in-
to post — industrial era, the service plays the unsubstitutable role. In the face of
its economic transition period and the economic crisis triggered by US sub — prime
mortgage crisis, China’ small and medium - sized enterprises are seeking support
of IT enterprise service capability to advance informationization in — depth devel-
opment and strengthen anti —risk ability. In the present, however, our IT enter-
prise " s productive service capability is quite limited and the customer’s IT capa-
bility improvement is not as good as they expect. In order to advance the custom-
er’s true growth, how to promote the customer’s IT capability improvement rap-
idly has become the research focus of the business firms and theorists. Therefore,
this study, taking the SME — oriented production services from IT enterprise as
the research object, selecting the IT enterprise’ s organizational learning capabili-

ty as the breaking point, along? with research thought “IT enterprise producetive

service strategy productive service quality — productive service contact — the
customer’ s IT capability improving” , discusses the promotion of the customer’s
IT capability from the standpoint of customer.

The paper is mainly divided into two parts, the theoretical study and empiri-
cal analysis. The part of theoretical study was based on the foreign and national
literatures. This part, from the standpoint of the customer, offered definition and
classification of the IT enterprise’ s organizational learning capability, suggest two
key works including customer trust and knowledge transfer during the SME - ori-
ented production services of the IT enterprise, proposed the research supposition

on the relationships between the organizational learning capability and productive

service ( customer trust and knowledge transfer) as well as the productive service



Q IT VAL S B PO

and the customer’ s IT capability improving, and built a theoretical model of
mechanism of the IT enterprise’ s organization learning capability to the custom-
er’ s IT capability improving. Moreover, through analyzing the customers’ differ-
ent attitudes to the organization learning capability influences the productive serv-
ice, this article proposed the research supposition that the IT enterprise’ s organi-
zation learning capability exerts different influence on the customer trust and
knowledge transfer under the customers’ diverse attitudes. The empirical analysis
mainly employed enterprise and expert interview as well as questionnaire to vali-
date the research supposition and initial model and modified the initial structural
model, thus demonstrated the mechanism from the IT enterprise organization
learning capability to the customer’s IT capability. Meanwhile, it also validated
the research supposition that the IT enterprise’ s organization learning capability
exerted different influence on the customer trust and knowledge transfer under the
customers’ diverse attitudes.

Main findings are summarized as follows: First, it is necessary for IT enter-
prise to advance its organizational learning capability to guarantee that the small
and medium — sized enterprises improve their IT capability. IT enterprise is a
knowledge and technology — intensive organization which organizational capability
influence directly it’ s service capability and the customer’s IT capability impro-
ving. In this study, organizational learning capability refers to ability that IT en-
terprises, during the produce services procedure, create good cooperation with
the customers to realize to explore and diagnose the customers’ demands, ques-
tions and knowledge, producing and promoting powerful thoughts, products and
technology. Based on the related literatures, this article divides organizational
learning capability into the knowledge insight capability and knowledge transmis-
sion capability from the standpoint of customers. The empirical research obtains
survey scale of organization learning capability including the above — mentioned
two dimensions, the test results showing that the scale had a good reliability and
validity.

Second, the knowledge insight capability has greater influence on knowledge
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transfer than that of knowledge transmission capacity while knowledge transmis-
sion capacity has greater influence on customer trust than that of knowledge in-
sight capability. The productive service’s key task lies in the customer trust and
knowledge transfer. The IT enterprise”’ s organization learning capability can have
positive influence on the customer trust and knowledge transfer but various dimen-
sions of the organization learning capability exert different influence on the cus-
tomer trust and knowledge transfer. The empirical study showed that various di-
mensions of organizational learning capability had different influence on the cus-
tomer trust and knowledge transfer.

Third, it shouldn’ t ignore that the customer trust influence on the custom-
er’ s IT capability improving. The successful knowledge transfer can affect the
customer’ s IT capability improving. But it is worth to notice that the customer
trust affect the customer’s IT capability improving deeply also. The customer’ s
IT capability improving is based on the tacit knowledge learning that need contin-
ual learning and accumulation. The customer trust helps to reduce the cost from
transaction between the IT enterprise and customer, and improve the customer’s
IT capability.

Fourth, the knowledge insight capability has greater influence on the cus-
tomer’ s IT capability improving than the knowledge transmission capability. the
knowledge insight capability and knowledge transmission capability are the two di-
mensions of organizational learning capability. During the produce services proce-
dure, understanding the customer’ s general demands and exploring potential
questions, demands, character and management pattern brought the greater in-
fluence on the the customer’s IT capability improving.

Fifth , the IT enterprise’ s organizational learning capability influences IT ca-
pability transfer differently according to different customers’ attitudes. Since the
customers have different attitudes towards the productive service, the organiza-
tional learning capability will have different influence on the customer trust and
knowledge transfer. The empirical analysis shows that with customers’ attitudes

from disapproval to approval, the knowledge insight capability has increasingly
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positive influence on customer trust and the knowledge transmission capability has
decreasingly positive influence on knowledge transfer and customer trust, with
their path coefficients from insignificance to significance. The knowledge insight
capability has positive influence on knowledge transfer but their coefficients are
insignificant, along with the customers’ attitude changes.

According to the results the empirical analysis results, in order to improve
the customer’s IT capability and win the customer’ s loyalty, the IT enterprise
should improve the organizational learning, especially knowledge insight capabili-
ty, pay attention to the customer’s trust and attitude accompanied by the knowl-
edge transfer, arrange reasonably human resource and positions’ target. Market-
ing positions need the people who have stronger knowledge insight capability and
finish knowledge transfer target. Technology implementation positions need the
people who have stronger knowledge transmission capability and win the custom-
er’s trust.

Compared with the existing domestic and international relevant researches,
this article manifests its innovations in the following several aspects:

(1) The Discussion of organizational learning capability from the new re-
search viewpoint enriches theoretical research of this domain. This article discus-
ses dimensions of the IT enterprise organizational learning capability from the
standpoint of customer and moreover integrates it to the service contact to explore
mechanism of the organizational learning capability to the customer’ s IT capabili-
ty improving, thus enriches theoretical research of organizational learning capabil-
ity.

(2) Directing the relation marketing mode to the study analyzes IT enter-
prise’ s productive service. Fully seeing the customer trust playing critical role in
the IT enterprise productive service, this article explores relationships between
organizational learning capability and customer trust as well as between customer
trust and the customer’ s IT capability improving, thus explores and validates sig-
nificance of customer trust in productive service contact.

(3) The add of adjusting variable, the customer atiitude, enables the re-



search to be more objective. Considering the research feasibility, this article di-
vides the customer attitude into two types, disapproval and approval. The custom-
er attitude, the adjusting variable, can regulate relationships between IT enter-
prise organizational learning capability and knowledge transfer and customer
trust. In the process of the IT enterprise productive service, clearly recognizing
the customer’ s real attitudes towards the IT productive service and reasonably
disposing capability resources, with a clear goal, will be helpful to promote the
customer IT capability and the customer’ s loyalty. Therefore, this article, adding
the customer attitude, the adjusting variable, enables the research to be more to
tally with the customer’ s reality and to provide reference for the promotion of our

enterprise information practice.



H o %

£ & L/l
B A RJEGTAF IR coveeeeeeeeeee et e 1
B DFGETEEEIRIBEZE A verereemereees e 4
B AT TIFGTIE S +evvvvereeeonnne et 6
BEPUHST WFFEAFII L «ooorreereremomrmme et 8
HHA AR ZAL oo 10
BN BAREREFIGERLHE  -orrmmrrmrrrere 12

EIE EERR /15
?ﬁ#%‘ Zliﬁ”ﬁ%ﬁﬂifﬁ’e)tﬁ{kéﬁ%ﬁ .......................................... 15
%:fﬁ‘ 2ﬂé—'}{"?">f]ﬁl%j]ﬁ??{)’(ﬁﬁ§%ﬁ ....................................... 19
WA IT BEIBFSEHSCHREER  vrrrrmmrereeee e 25
%mﬂﬁ {*—éﬁ:%ﬁ}%im%i& ................................................ 29
BEY  HARREERIITTIISCHRESR oo 39
’;‘gﬁ*ﬁ ?&E%ﬂ%iﬁ%l@ ................................................ 46
BEd LIRS S IT BT Z R MBIICLRR oo 49

F=F ITERWIERSIELHNER IT EDEANRIGHE / 51
B IT P AIHLIZE T BE F R HERE e 52
B IT AL AR K EIES

%{]-&I{%*}E%B{J%% ................................................ 59

B BPEE R SR IT BRI OFR e 69
HWIY  BPSERTETVER oo 71



31T VAL SN PRSI

ST BERUGBPE e 74
FENE WNESRARZR/IMFRNE / 77

BT AJERIRTT s 77

BT MR A v 81

A RIERMIEEARTIER e 88

FEHhE AERRAESEEDH / 101

BT BABURLEE o 101
B bty BMICHEOR. as viwen § asss 4RSS AREH S SFERS FATRS A IHSGA HASSS S pemon s remmes 103
HTAY O BUEERHIIR e, 106
HEINST B ORI - coen- romn s oo i s i s aacen s sae sniss ox 107
- a1 iﬂﬂ%ﬂ’\]%f}f SRR EEBE T cooeeerrrrmrnnnmnnneannenns 109
AT AT RE BRI T -ooeeeerrrrermmnnrinniannnens 120
44 g}ﬂ{n& S ESDEEAR S AN TR woes vurvs sasas evews vaves susws oss 121
EAY  PNAFBBGIRIE o reressconsssaniancressisrnnsnsstsrisosnanennannsres 122
BN RO M FFRAETUAIHT  vvevereereereeremmnmnnninnnennens 128
FENE BEFOEVETIERDAT / 139
gﬁ*% ﬂi‘i{ﬁg}—g‘)&gﬁﬁ ................................................ 140
’;g:*ﬁ‘ ﬁ%*ﬁﬂ_ﬁﬁﬁﬁgﬁ ................................................ 147
FLE LRERE /155
L T P ————————————— 155
VTt I 2 = DT = 5 1 158
B2 SRR HIEEIREE coove s vnveovavn conne sanens suuse gunen soses susess 161
SEX @ / 165
Bt R BEQS /189
& 12/193



o % i

F—t BRR

ARG E# A TR, 72/ T &5 (post - industrial econo-
my) BT, RSB TTEBWEREM. E£EN, Tk E
MR, A RBUN IE AR AR 1 R BUR R BOR RIS i, Sl 3l A
HEHEARBGEES ™, SCFOFEHR R AR R R, 1FAHEZF 5
20 ZAFE A KH) EEESHE —Fh /b, EmiEE MR “B
KL LKA . REMN T ABERES TETFENRRE, H
BARNBEAMRGEIA T —ERERRTT, ES5EPREM IT IV,
TERAR, RFEHEMAR . QIF MM S LN LA ES, WikE 4
. KA R PEAR -

—. REP/©EW SR EIETEIHEE

(1) ERREFHKEEMENLHERFRAET . TREH/NMLE
R, AR R E RA A E 2 A 5 R MER ) st 6L BRI DA R BT SR B
B, AW OB L, TRl R R ERERE,
HEXRIMSWREMA R, MaT, 3RE8 /N IE ik & 5 6Pk
o — i, HERREENGIRWERSmMAEIL, BUFERE. B4, %
E % LR AFIREA TR, HFARTTEIL 2 T IR Rk 4 57 K 1
B, SRAEFHIEA-ITREMEKY, CaMAHRLFNREGZET
RKHFEm ., JEGEt, 2008 4 FE44[E 6.7 J7 KA LA B A/l /)
M. H—hEPESEFE 30 FlEERREESHEASTFHERY, PE
M= & R IE 55 sh B SRR M B R . HA SRR RS, AR K R AR

1



) IT EWVRRFINEFOEBHAR

oy oh E P SR AT e S . R RE, UEL RIS,
(SRR BEN, BEFNERKE T, W ERTIRE 2O
Hr/ Nl AR A7 R R A A

(2) (EEMAAFELROPE. DEE% (2009) Ay, BRZELERER
/MU RE i — B . BARKEM P/ MO BEER, &
PR, HEESANMEATE, BEH/NSLERE THEEZEE, £l
Y FHRICRST A, BIR LR REE SR KA I, BREERSHR=
MARFEBABOAFEEZS, —AREWEEEHRZ HENFER. A
W, HAR, HFHEKRORREE, Mg “HEEA", WEEBEMERT
&, Bk WY, BERRTVEN A EEER, 72006 FELH
69% B/ TSR B (A RAREAEFEE P DA LSE, 2006),
B 451 B AN 5515 B A B2 AN 10% LLR, HIEMB RF & iR K
R, ML B AR R R AAELTT. Fob, /il S8 5P
KRN RN R YR (245, 2007), PHHHRE EHE
A B R B W R FE . XFE A IR B AR R X T
s LA B R R R — 1 F R Pk

(3) HEFEIT fRE5HMI, Flas MR H A7 BIRBIEK R, HAMKS
f, BEBN—FAAT A% 1T #MMy (Outsourcing) 238 4N BAR 55
FISEGESCAN (80 A7 BRI A P 41 8003 o s 23 5 B R LA
Wik % /72 (Loh, L. and Venkatraman, N. , 1992) . & Jii Ml /K 4E [ &
Xt E 1T AR S5 T 240 K R BRI 52 M IR JE RS, € IT SR &5 =48 0
i e P BE PR AN ol B AR FAR 55 U, AR PR 1T AN B R AR HH 4
W IT RESARGEZ FAL SRR MIZE . G MR IT ]S, P4
b IT fig 5 SMu Firili R B & i A s 2 e Rl 0 T A B FE LS, #BFAEL
Sy fHR T RFIMIMAFTES — RIS . Earl (1996) #5H T4k
FLAELERY 11 R XURE : H S5 IT M4 38 IR 55/ TVE N R Al Rk = 22565
Rl BRI ENE; MRS AT AR TR R SR BT HEAM
KRR BRI A s BHEHEN 4L, XMELLSE T BT 1T F030
RZAVHEE S IRSFRT . BFE B HE KR A Z (0 AT REBLZ Ya5d@ ; 1T
BRI SRR s 1T BRRAF 5.0k 55 B%MHE (WE1-1),

2



S REFHITHIR
BRZAIFRES

TR S ARG ITHEFEAR T G100k 55 B FAH X
545 IZHE A R0 1) [
={ A
gggzng EHRERBARANRZE REN LA BTSN
b B AT s fR% B AT BEER T B HEAR
X ITI A HE B A

(B RE B XF

E1-1 ®mXRRXBEER

REMBEE, FEEFFRE TUTXE: ENA T, AfFad
Wb SCIE R A Pl 55 oK s fEBAT R AERT, BROBEA LK KL K
o], ANREEFIRMLE SR CREBLIT 54 REE; SMIR
%385 T RKI#, AL HIAFEATE; BARKE, GFEX AL S
SCREAR 555 1 UK FUIR 95 B BOR BE S IRURG: 5 AP BRLRURS: , R BERXS IT AR 55/
A 28 B XU

Z. BE IT EVAEFERFZARARUOAR

IT b A PP R 55 v B 28 ) i) R iR 95 BE D 55 0 Bl JB{ ] 2007 48 7
ABiiEERR, #id 70% WHLR P EREER IT IR Bma 2%, 3
W IT [R5 TIHE SE L 3 AR, MECEA NP BrAAL, (HiEdxt
C&HZ IT RS AL P HETRE, i 41% KPR AR RS B0
6. 2009 SRR A FIRA T —hr2skifuR s, ®&EExR FiFS/NE4A
AP ASHIEERE A REIRAS B BUELAY IT RS LI BB TR SE R0 S, BARM
IS8Tk HBURRI SN AEE R, EEFEHLT, XMFHE
AR, 6, % (2006) 7E (IT s iy (s Bk %5 e 1)
JAEWFTE) HIAHIFS IT lvifsb TS ERRES, DR ], SR
OFF R R T T R A BE T PR I, 1T AR S5 A B & b B AR K
FXTEAR. ZEHMSE (%518 2006 47 A 17 HEAFRB6E S48, IT

3



