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Study of the Relationship between Customer Involvement in Service Innovation and
Knowledge Transfer in Perspective of Customer Psychological Capital: Literature Review
and Model Development
Wang Yonggui,Lu Junyi

(International Business School,University of International Business and Economics; School of Business, Nanjing

University)

Abstract: With the globalization and increased competition, the pressure of new service
development is also increasing accordingly. The servie innovation depends much more heavily on
customer knowledge given the enolution of customers’ roles in business. As a result, customer
involvement becomes the key to success of new service development nowadays.This paper
conducts both extensive and intensive literature review in the field concerned and explores the
relationship between customer participation and knowledge transfer. And then a conceptual model
is developed by focusing on the mediating mechanism of the four-dimension model of customer
phychological capital based on theories of socail capital. Finally, this paper points out the
limitations and the future research directions.

13



Key words: Customer Involvement, Knowledge Transfer, Customer Phychological Capital,
Mediating Mechanism

b HmE

14



