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Collaborating to innovate: Effects on customer knowledge

management and performance
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5. Conclusions and managerial implications

This research explores the effects of customer collaboration and in-
novation orientation on CKM and marketing results.

CKM becomes an important strategic resource that positively im-
proves marketing results (Huang & Shih, 2009). Results also show that
CKM has a greater effect than innovation orientation does on improving
marketing results. These factors positively improve marketing results,
with CKM being the most important factor. Besides efficiently develop-
ing knowledge management systems, organizations need a culture to
generate the ideas stimulating innovation and promoting CKM.

Findings yield several implications for business managers. This re-
search demonstrates the need of consistent CKM implementation in
SMEs. Firms with adequate CKM policies will more likely detect emerg-
ing market opportunities than their competitors will. A medium level of
CKM in the sample (average of 3.3 in a scale from 1 to 5) highlights the
need to implement effective CKM in companies (for example, market
research activities). Results emphasize collaborating with customers
within the innovation process. Results also reveal the importance of a
culture open to innovation. Customer collaboration and openness to in-
novation are key inputs to CKM because they affect CKM and marketing
results. Working with these key inputs companies may improve CKM
and consequently their performance, maintaining their competitive
advantage.
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