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Research on Effects of Customer Interaction on NSD Performance : An

Empirical Study on the Knowledge-Intensive Business Services
WANG Lin"?, WEI Jiang'
(1. School of M anagement, Zhejiang University , Hangzhou 310058, China;
2. School of Business, Zhejiang Wanli University, Ningbo 315100, China)

Abstract: Based on resource-based theory and review of the literature on innovation, this article argues that
the impact of customer interaction on the knowledge-intensive business service innovation should consider both the
benefits and risks by involving customers into the innovation process. Furthermore, the appropriateness of customer
interaction also varies by process stage because different nature of tasks to be performed at different stages of NSD.
Based on the questionnaire, the impact of customer interaction on service innovation is studied by using OLS ( ordi-
nary least square). The research results show: the intensity of customer interaction in the idea generation and tes-
ting & Evaluation are both significantly positive to the innovative performance of customer perspective, while con-
cept development stage negative to the innovative performance of the service provider perspective.

Key words: customer interaction; NSD; innovation performance; KIBS
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