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Aim & Methodology

* Identify the status of research on customer-centric innovation methods
* Identify trends in digitization
e Collection of digital technologies to realise customer innovation

* Development of a toolbox with instruments, methods and procedures for
customer innovation

* Develop application notes for SMEs to realise customer innovation

= Identifying key barriers and enablers for the realisation of customer innovation via digital tools

Methodology

e  Multivocal Literature Review
* Form of Systemic Literature Review including

* Grey literature (blog posts, videos and white papers)
*  Formal, published literature (journal and conference papers)
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Motivation

* Necessity to align innovation activity with current and potential customer needs

e Customer-centric innovation is done with customers — interaction of organizations and customers to innovate
together
e Create framework to allow customer-centric innovation without geographic and time constraints

* Dynamic engagement of customers

e Strengthen competitiveness of SMEs

* Consideration of SME specific obstacles and enablers

Customer-centric innovation:
* Innovation with customers
* Customer as a primary source of ideas to initiate innovation activities
* Companies open their research and development activities (open innovation)

*  Customer integration throughout the whole innovation process

- Aims to meet needs and expectations
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Trends in digitization — new technological trends

Artificial intelligence
* Ability of computers to perform data analysis without human interaction

Internet of Things (loT)

 Communication networks where objects are equipped with sensors for autonomous interaction
3D printing

* Allows prototyping and immediate testing of products

Digital platforms

* Network of connections allowing direct communication and interaction between stakeholders

Co-funded by the
Erasmus+ Programme
of the European Union




Trends in digitization — impact on SMEs

e Digitalization changes the way to do business
* Rapid communication
* Constant availability of data
* Spatial distances lose relevance

* Increasing competition

* Role of customers changed from a passive to an active role

* Customers demand products and services

* Take role of an active co-designer
* Helps to improve product quality, reduces risk of market failure and increases market acceptance
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Trends in digitization — impact on SMEs

e Digitalization changes the way to do business

* Rapid communication
* Constant availability of data
* Spatial distances lose relevance

* Increasing competition

* Role of customers changed fr

. _Custariredat I Benefits of customer-centric innovation:

«  Take role of an active co-designe ® Increasing customer loyalty
*  Helps to improve product quality e Companies get to know their customers, their lives, work processes,

value chains and value systems
e Builds up trust between company and customers
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Methods for customer-centric innovation

Analog Methods:

Lead-user:
* Selection of lead users that mirror future market needs
Experiments:
* Involvement of different user groups (experts & non-experts)
* Allows comparison of knowledge and points of view
Living labs:

* Creating spaces (e.g. homes) to gather impressions from the
real world to understand customer behaviour

Customer group involvement:

* Regular meetings with customers to develop joint solutions for
existing methods

Outcome based interviews:

* Identifying customer needs through targeted interviews (e.g.
purpose of products and services)
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Methods for customer-centric innovation

Analog Methods:

Lead-user:
* Selection of lead users that mirror future market needs
Experiments:
* Involvement of different user groups (experts & non-experts)
* Allows comparison of knowledge and points of view
Living labs:

* Creating spaces (e.g. homes) to gather impressions from the
real world to understand customer behaviour

Customer group involvement:

* Regular meetings with customers to develop joint solutions for
existing methods

Outcome based interviews:

* Identifying customer needs through targeted interviews (e.g.
purpose of products and services)

Digital Methods:

Company website

* Basic tool for company presentation & customer contact

Customer relationship management tools

* Clear responsibilities for customer management to capture
customer needs

Cloud services e.g. Emails

* Basic tool for exchange with customers & networking activities
Social Media (e.g. Facebook, Instagram, Blogs,
Forums)

* Tool to interact with customers real-time, fast communication,
quick surveys to involve customers

Big Data
* Allows in-depth analysis of customer behaviour
Web 2.0

* Allows targeted information sharing via creation of productive
platforms (e.g. social-tagging, wikis, Chatbots)
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Cloud Computing Big Data analytics 3-D Print E-commerce via Employees with  Company website
website or app access to the
internet
1to 9 employees 10 to 49 employees B 50 to 249 employees

Company website is the most
popular tool

Social media is also a common tool
to interact with customers

Big Data analytics and 3-D print are
not yet a common tool in SMEs
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Framework conditions for digitalization of SMEs

ICIRSMEs

Obstacles of realising customer-centric innovation by

digital tools

* IT security

* Lack of digital skills for customer-centric innovation
e IT infrastructure

e Regulations & legal environments

* Resources (financial and human capital)

* Lack of clear responsibilities

* High investments and training costs
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Framework conditions for digitalization of SMEs

ICIRSMEs

Obstacles of realising customer-centric innovation by Benefits of digital tools for customer-centric innovation

digital tools

e |IT security Data collection & analysis

* Lack of digital skills for customer-centric innovation * Knowing your customers, their needs, habits

e T infrastructure and preferences

« Regulations & legal environments * Improved customer segmentation

* Development of targeted organisational
strategies

* Resources (financial and human capital)

* Lack of clear responsibilities

L - e Realtime communication
* High investments and training costs

e I|dentification of market trends and changes in
demand

e Gathering customer feedback
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Framework conditions for digitalization of SMEs - Germany ICI®SMEs
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Application notes

General aspects

Cultural & Social Digital expertise

Critical aspects of customer innovation

* Identifying individual solutions (,,mesh” - mix of
analog/ digital that fits to company’‘s resources and

* Understand * Find a common e Common needS)
dynamics of language to talk language « Digital tools can be resource-saving
customers about * Complex issues

- Tesr digitalisation require in-person Tools should be easy to use for SMEs and customers
communication ¢ Data security interaction e Regular interaction

* Systemic * Create * Transparency . ) .
integration of infrastructure . Avoid * In-person interaction fosters the transfer of sticky
customers * Segmentation of information knowledge and minimizes communication issues

* Allign involved overload
organizational personnel * Involve existing &
structures to potential
allow customer customers
innovation * Be authentic
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Application notes

Innovation stage Applicable tools

Market research / Exploration

Idea creation

Prototype development

Forums, blogs, E-Mail, Social
Media (active), Social Media
(passive), Interviews, Surveys,
Observations, Test groups,
Living labs, Diary Search,
Crowdsourcing

Simulations, Visualizations,
Living labs, Support Team,
Social Media (active), Social
Media (passive), E-Mail, Test
groups, interactive company
website, Q&A

Living labs

Innovation stage Applicable tools

Prototype testing

Product and service
development

Commercialization

Simulations, Visualizations,
Social Media (active), Focus
Groups, Interviews,
Observations, Test Groups

Chat bots, Support team,
Social Media (active), Social
Media (passive), Interviews

Company website, Social
Media (active), Online
advertisement, Field tests,
Newsletter, Blogs, Forums,
Content marketing
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Dissemination
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Digitale Integration — Chancen fiir kleine und
mittelstandische Unternehmen in Deutschland

aler Technologien zur Ei

innovativer Gi und interner

Prozesse bietet ki

inen und mittelstandischen Unternehmen die Moglichkeit, auf externe

‘Veranderungen agil zu reagieren. Jedoch zeigt ein internationaler Vergleich der digitalen
Wettbewerbsfahigkeit der EU28, dass Deutschland in diesem Bereich Nachholbedarfe hat.
Um sich zukOnftig im internationalen digitalen Wettbewerb positiv zu positionieren, bedarf es
einer gestarkien digitalen Integration der kleinen und mittelstandischen Unternehmen, die das
Rackgrat der deutschen Wirtschaft bilden. Die bisherige digitale Integration wird untersucht,
und die Vorteile und Barrieren der digitalen Integration werden hervorgehoben.

Die Bedautung von Kisinen und mittslstandischen Untar-
nahmen (KMU) far die deutsche Wirtschatt ist wohibe-
kannt. Oftals Motor der deutschen Wirtschaft bezaichnet,
reprasantiaren KMU uber 0% aller deutschen Untamah-
men (Dastatis, 2020), beschaftigen mehr als 71% allar Er-
werbstatigen des Landes (KAW, 2020) und erwirtschaften
rund 43% der Bruttowartschopfung in Deutschland {De-
statis, 2020). Unter Rucksichtnahme diasas hohen Stellen-
werts fdr die deutsche Wirtschaftist insbesondere seit Be-
ginn der COVID-1e-Pandsmie und der damit sinhargehen-
den wirtschaftichen Einschrankungen das politische und
nteresse an den

von KMU zunshmend in den Diskussionsfokus gertickt.
Im Rahmen der Kemiaktbesehrankungen und Schlsdur-
gen stehen visle trad

‘schaftsaktivitatan von KMU sind, so vielfaltig ist auch da-
ren Auswahl. Neben grundisgenden Lbsungen wis z.8.
dem Betreiben von Websites und der Nutzung von E-Mail
(Castagna et al,, 2020 ober dia Nutzung von Cloud-Com-
puting-Dienstan (Kim und Lea, 2015) oder siner aktiven
Nutzung von Social-Media-Plattformen (Cesaroni und
Consoli, 2015} bis hin zur Gestaltung von digitalen Pro-
duktionsschritten im Rahman von Industria 4.0, additiver
Fertigung oder Big-Data-Analysemethoden (GOnther et
al., 2017; Losbbecke und Picot, 2015; Rayna und Striuko-
va, 2016) bieten digitale Technologizn KMU sinan breiten
Spisiraum, um individualls Losungen zu integrieren.

Generell ermoglicht die digitale Integration den KMU, ih-
2 Wet im Rahman von erwsitarten Ge-

vor nauartigen Herausforderungen. Die digitale Integration
bietet die Moglichket, diesen Herausforderungan durch
die Waierentwicklung von bestehenden Geschaftsmodal-
len, sprich der Art und Weiss wis dis Lsistung sines KMU
arbracht wird, zu begagnen. In diesem Kontext beschraibt
der Bagrif digitala Intagration in enger Anishnung an dia
digitale Transformation den Wandel von zuvor nicht digi-
talan Laistungan zu digitalen Ablaufen (Yoo at al., 2010}

So vislssitig iz die unterschiedlichen Anspracha und
Amwendungsfalle von digitalen Lbsungan in den Ge-
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fertlicht crestivecommons.orgylicensea/byd Qideed de).
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schaftsaktivitaten zu sichem oder gagebenenfalls aus-
2ubauen. Im Hinblick auf die digitale Wettbewerbsfahig-
keit von dautschen KMU im europaischen Vergisich sind
Chancen und Hemmnissa der digitalen Intagration arkenn-
bar. So belegte Deutschiand 2018 den zwdiften Plaiz der
digitalan Wattbewsrbsfahigkait im EU2s-Verglaich (Euro-
paische Kommission, 2020). Wie Abbildung 1 verdeutiicht,
waist Deutschiand insbasonders sinan Varbessarungsbe-
darfim Bareich der Integration von digitalen Tecnnmogmn
in Hier balegta Dautschl
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Abstract. Furpose — the puspose of tis paper 0 map ot the cument e of Customer-based inaovation trough
diginl b . tools, methods
and procedures involved
Research methodology & twofold meshodelogy comprising desk research and liteamure review is draw wpon.
Finding: - the awhors conclude 1t customer-based imovation. can be cructal for the success and resiisnce of SMEs
and thus, the Ewopean econowy. In order to provide SMEs with practical advice, further smpirical ressarch on the use
of digital tools for customer-based funovation in SMEs is nesded
Research iimitations ~ this Tesearch paper is limited to  theoretical scope and serves as a preparatory research for
quarrizative and qualimnve surveys tiat will be nun 0 vanious EU countries after the publication of this papes.
Practical plicarion: - tis r!;urrhplp!(:s!ﬂa\utb’ﬂr sm managers, advisors and resaarchars that are inrerested
digital work provided in fhis paper, coacrete
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Originality Tiiu — the assessmen of feasible customer-based imovztion measures in SMEs is eracial in arder o se-

cure their competitivensss and productiviry, especially for companies i nonk-eastern Europe that are competing Wit
low-wage countries. Based on this paper, further concrete empirice] research, trining and education measures will be
developed.

Keywords: SMEs, imovation, customer-based, digital tools.
JEL Classification: 031, 036, M14
Conference topic: Business Processes: Devalopment, Digimalisanion, Social Responstbility.

Introduction

Staying innovative in a digital world represents one of today’s major challenges for small and medium-sized en-
terprises (SME:) Moreover, productivity and customer s3isfaction is of crucial importancs for their growth in the
twenty-first century. While SMEs play a key role in Europe's econonty, constituting for 59% of all businesses in the
EU, they are facing severe constraints when it comes to innovation dne to resource scareity. As highlighted by Stich.

Zeller, Hicking, and Kraut (2020) SME: in particular often lack the financial and time resources as well 2 funds-
‘mental digital expertize to integrate the potential of digital fools in their daily work and in the firther development of
business models. According to the Emmopean Commission’s factsheet on SMEs (2020b), in fact only 50% of all SME:
in the EU undertake innovation activities and only 17% of all SMEs have succezfully integrated digital techmologies.
Even if it can be questioned whather 2ll SMEs bensfit from innovations (Rosenbusch et al, 2011), it is evident fhat
mo0st companies need to engage in innovation activities in order to stay competitive in the globalized economy now-
adays (Hogeforster, 2014; Oksanen & Rilla, 2009). This holds especially true for companies in north-eastern Europe

which ofherwise cannot compete with low-wage countries

[T —
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