JIM

ISSN: 2183-0606
(CC BY 3.0)

Vol. 9, 4 (2021)
p. 1-28

AM: Aug/2021
SM: Oct/2020

Article

Generating Customer Insights in Mid-sized B2B
Companies: Integrative Review and Future
Research Directions

Matthias Seiler!, Andreas Engelen2, and Keith Goffin3

IHeinrich-Heine University Diisseldorf, Chair of Business Administration, especially Marketing,
Dusseldorf, Germany | matthias.seiler@uni-duesseldorf.de

2Heinrich-Heine University Diisseldorf, Chair of Business Administration, especially Management,
Disseldorf, Germany | andreas.engelen@hhu.de

3Stockholm School of Economics, Department of Entrepreneurship, Innovation and Technology,
Stockholm, Sweden | k.goffin@cranfield.ac.uk

Abstract

Mid-sized businesses (MSB) and particularly mid-sized B2B businesses (MSB2B) are often overlooked
by scholars researching innovation management. However, MSBs are very important for the economy
worldwide, and their growth depends on the developments of new products. The early identification and
consideration of customers’ hidden needs are crucial for the successful development of new, differentiated
products in MSBs. Techniques that can be used to generate customer insights are often referred to by the
term voice of the customer (VOC). However, extant research on the value of VOC techniques is ambiguous,
making it difficult for MSBs to decide which techniques may be most useful. This issue is compounded
by MSBs having limited resources and limited knowledge about these techniques. Similarly, awareness of
best practices for identifying customer needs is lacking, particularly as they relate to different types of
innovation projects and different project stages. This integrative review clarifies these issues for MSB2Bs.
Based on an analysis of the limited research on techniques for revealing hidden needs in MSB2Bs, practical,
actionable recommendations are provided, including suggestions for which hidden needs techniques are most
useful for MSB2Bs and best practices in this area. Future research directions are identified, and managerial
implications for industrial product innovation in MSB2Bs are discussed.
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Introduction

Much of the research on innovation management has concentrated on start-ups, large corporations,
and the business-to-consumer (B2C) sector, thus overlooking Mid-sized Businesses (MSBs) and
particularly those operating in business-to-business (B2B) markets. MSBs, which are sometimes
referred to as mid-market enterprises (MMEs), are an important part of the economies of many
countries. Economists have proposed various characteristics of MSBs and even different definitions
for different countries (HSBC, 2017). Although there is no consensus, comparing various reports
(HSBC, 2017; Malsh et al., 2012; North et al., 2011) leads to a definition of a company that has
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turnover in the range of 10M to 1B Euro and employs from around one hundred to several thousand
people. Such businesses are “the unsung heroes of America's economy” (Anonymous, 2015) and
are crucial to the growth of the United Kingdom (UK) (North et al., 2011) and the European
Union (EU) (Mazars, 2017). In particular, MSBs in Germany — the so-called Mittelstand — have
a reputation for technological prowess and export performance and have become known as the
hidden champions of the German economy (Simon, 1990). Surprisingly, MSBs have largely been
ignored by management researchers and government policy-makers (HSBC, 2017).

Despite their technological expertise (Lilien, 2016), MSBs that operate in B2B markets
(MSB2Bs) face strong competition. For example, US manufacturers face turbulent markets
in which customer needs are changing significantly (Wiersema, 2013). In such markets, B2B
companies perceive product innovation as their top priority (Goffin et al., 2021; Cortez and
Johnston, 2017; Pine, 2015). However, to innovate, MSBs must understand their customers’
needs (Goffin et al., 2021), as doing so is an antecedent of successful innovation (Griffin and
Hauser, 1993). A challenge is that developing customer insights is associated with high costs and
ambiguity in data analysis (Atuahene-Gima, Slater and Olson, 2005; Cillo, De Luca and Troilo,
2010; Tandrup, Schultz and Salomo, 2014).

Companies’ ability to generate deep customer insights is dependent on acquiring knowledge
about appropriate techniques and building the capability to deploy them. Traditional market
research techniques like surveys and focus groups have significant limitations (Deszca et al., 1999;
Kandybin, 2009) and do not always help customers articulate their real needs (Healy et al., 2007;
Leonard-Barton and Rayport, 1997; Roberts et al., 2005). The needs that customers struggle to
articulate are called hidden needs or latent needs (Karkkainen et al., 2001; Goffin et al., 2010).
Identifying hidden needs is a necessary aspect of breakthrough innovation (Deszca et al., 1999)
and requires special techniques (Goffin et al., 2021).

Mid-sized B2Bs (MSB2Bs) often fail to identify customers’ hidden needs, which leads to
incremental rather than breakthrough innovation (Cortez and Johnston, 2017; Hadjikhani and
LaPlaca, 2013; Seiler et al., 2020; Simon, 2009; Venohr and Meyer, 2007). MSB2Bs' new product
development (NPD) is often under-resourced (e.g., Balau, Bij and Faems, 2020), so many MSB2Bs
are not familiar with appropriate techniques (Goffin et al, 2021). Similarly, many MSB2Bs do not
distinguish between incremental and breakthrough NPD projects in terms of their management
approaches, tools, and metrics.

The marketing and innovation literature has focused primarily on B2C companies (Dant and
Brown, 2008), but these findings may not apply to B2B companies, as they and their markets differ
significantly from the B2C context (Homburg et al., 2009). For example, the B2C domain tends
to have standardized, clearly defined products, while the B2B domain tends to be heterogeneous
in terms of products and customers (who often require customized products). In addition, B2Bs’
purchase decisions are usually made by a number of actors, termed the Decision-Making Unit
(DMU), so the process tends to be complex. MSBs need guidance on which techniques they can
use to identify the needs of all members of the DMU. These techniques are often referred to as
Voice of the Customer (VOC) techniques (Cooper and Dreher, 2010; Griffin and Hauser, 1993),
but scholars have not considered the knowledge and resources that MSBs need to apply them in a
B2B context.

We conducted an integrative review of the literature to identify the full range of VOC techniques
available and to determine which of them are applicable to MSB2Bs, in terms of the knowledge and
resources required. Our research adopts the perspective of market-based theory, which emphasizes
the importance of firms having a high regard for market knowledge and close relationships with
their customer base (Sinkula, Baker & Noordewier, 1997). Overall, our research answers four
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research questions (RQs):

= RQ1: What is the state of knowledge in the literature on techniques to identify customers’
hidden needs?

= RQ2: Which are the most suitable VOC techniques for MSB2Bs to identify their customers’
hidden needs?

= RQ3: What concrete recommendations can be made for practitioners on the use of VOC
techniques?

= RQ4: What are the most important opportunities for academic research in this field?

The rest of this paper is structured as follows: First, the methodology for the integrative
review is explained. Then a review of VOC techniques is given, including a discussion on the
ambiguity in how the term "VOC" is used. Next, three suitable techniques with which MSB2Bs can
identify their customers’ hidden needs are explained. Subsequently, their strengths and weaknesses
are analyzed, followed by case examples of where the techniques have been used successfully in
MSB2Bs, with best practices identified. Finally, the discussion and conclusions section considers
the study's contribution to research and practice, and identifies areas where further research is
needed.

Review Methodology

We chose an integrative review methodology that was based on established approaches for
conducting a literature review (see Appendix, Table A1) and applied recommended review guidelines
(Snyder, 2019). Based on our assessment, critique, and synthesis of the literature on using hidden
needs techniques to generate customer insights in MSB2Bs, we provide an overview of the
knowledge base, critically review and combine perspectives and insights from various fields of
research, determine managerial implications, and derive future research directions.

Our review methodology follows the recommendations of Torraco (2005) and Snyder (2019)
for an integrative literature review. The four phases of our review—design, conduct, analyze,
structure and write the review—are summarized in Table A2, together with guiding questions
(see Appendix). We consulted the three leading databases --ABI/INFORM, Business Source Elite
(EBSCO), and JSTOR-- to ensure full access to the relevant academic literature. As illustrated
in Figure 1, the search process consisted of seven steps: The database search (Step 1) focused
on the period between 1995 and 2020 and used the search terms “customer”, “innovation”,
“product development”, “need”, “"company” and “business-to-business.” A wide search at this
stage was chosen to ensure that no relevant articles were missed. Step 1 identified approximately
18 000 articles. Subsequently, we screened the titles (Step 2) and the abstracts (Step 3) of
these articles using strict rules about which articles should be included and which should not (see
Appendix). This substantial but necessary work identified 49 articles based on content (Step 4).
After excluding another 22 articles as not directly relevant in Step 4, we conducted a backward
search (Step 5) and a forward search (Step 6) using cross-references, which identified 12 additional
relevant articles. The final literature sample for in-depth analysis consisted of 39 articles and book
contributions (listed in the Appendix). Two researchers worked independently on conducting the
search process to ensure a robust process and the identification of all relevant articles.
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Step 1: Database Search Across Different Disciplines

~ 18 000 articles identified in the topic search based on the
searchterms: “customer”, “innovation”, “product”, “development”,

“need”, “company” and “business-to-business”

Y
Step 2: Practical Screening (by Title)
~ 18 000 articles screened by title

A A
Step 3: Practical Screening (by Abstract)

270 articles screened by abstract

__________________ » 221 Articles Excluded
v

Step 4: Content Evaluation and Quality Appraisal

49 articles evaluated based on content and quality criteria

—————————————————— > 22 Articles Excluded
v

Step 5: Backward Search

Backward screening of citations of the remaining 27 articles

(= — — — e — - - — - 5 Articles Included

Step 6: Forward Search

Forward screening of citations of the remaining 32 articles

- — — — — — - — e ——— 7 Articles Included

Step 7: Final Sample

39 articles formed the final literature sample

Figure 1. Flow Chart of the Search Process of the Integrative Literature Review
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Customer Needs and VOC Techniques
Types of needs

The literature differentiates between customers’ expressed needs, which customers can easily
articulate, and hidden needs. The former are needs which the customer is aware and can
communicate without difficulty (Kumar et al., 2000; Narver et al., 2004). However, there are
two main limitations related to expressed needs. First, as they are relatively easy to identify,
competitors will also be privy to this information, making it difficult or impossible to develop a
differentiated product based on expressed needs. Second, research has indicated that expressed
needs tend to lead to incremental innovation because customers, whose imaginations are usually
rooted in today’s products, can easily suggest improvements to existing products but are less able
to envision breakthrough innovations, particularly as they may be unaware of new technological
possibilities. This issue is exemplified by the quotation attributed to Henry Ford: “If | had asked
people what they wanted, they would have said faster horses.”

It follows that identifying and addressing customers’ hidden needs can enable more significant
innovations that can be differentiated from competitors’ products. However, achieving this
competitive advantage comes at a price, as B2B researchers must take the time to probe deeply
into the customer's perspective using appropriate VOC techniques.

The ambiguity around VOC

There is significant ambiguity around the way the term “VOC techniques” has been used. Some
authors have used it as a collective term, whereas others have referred to VOC as a technique in
itself. We use VOC as the collective term for techniques that can be used to identify customer
needs and preferences. Scholars have produced various lists of VOC techniques, but these lists have
not been collated into a definitive list. Furthermore, the techniques have been either listed (e.g.,
Cooper and Dreher, 2010; Schweitzer and Tidd, 2018) or described (e.g., van Kleef et al., 2005),
but the knowledge required and the resources necessary to deploy them have not. Another factor
that has led to ambiguity in the term is that certain techniques are more appropriate for concept
generation (developing product ideas) and others for concept testing (gaining customer feedback
on products), but this difference has seldom been mentioned. Finally, which VOC techniques
can generate ideas for breakthrough and radical innovations, as opposed to ideas for incremental
innovation, has not been made clear.

VOC techniques

Table 1 shows the VOC techniques discussed in the 39 articles and book contributions identified
in the literature review. Selected references are given for readers who want to learn more than the
short descriptions that the table provides.

Ethnographic Market Research is conducted directly in the customer’'s environment and is
often based on video recordings of customers as they use products. This kind of research consists
mainly of observing the problems customers experience with existing products (Elliott and Jankel-
Elliott, 2003) but it also identifies users’ emotions connected to the use of products (Bruce et al.,
2007). Therefore, the technique is also called Empathic Design since it helps market researchers
understand and empathize with customers (Leonard and Rayport, 1997). Ethnographic market
research is recognized as being very useful for generating novel ideas at the front-end of NPD
(Rosenthal and Capper, 2006).

Category Appraisal (including preference analysis) is a set of procedures used to produce
a visual representation of where a product is positioned versus competitors’ offerings, or how
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SELECTED FACTOR 1 FACTOR 2 FACTOR 3
REFERENCES Quality of Training Application
VOC METHOD for a description insights for effort resources
of the VOC breakthrough required required
method innovation
1 Ethnographic Goffin et al. High Medium Medium
market research (2012)
Woermann
(2018)
2 Category Moskowitz and Medium Medium Medium
appraisal Marketo (2007)
3 Conjoint analysis  Green et al. Low Medium Medium
(1978) Green et
al. (2001)
Morgan (1997)
4 Focus groups Caterall et al. Low Low Medium
(2007)
5 Free elicitation Simpson et al. Low Low Low
(2012)
6 Information Richard et al. Low Medium Medium
acceleration (2012)
7 Repertory grid Tan et al. (2002) High Medium Medium
Fransella et al.
(2004)
8 Laddering Trocchia et al. Medium Medium Medium
(2007)
9 Lead user Urban et al. High Medium Medium
technique (1988) Luthje et
al. (2004)
10 Zaltman Zaltman (2001) Medium Medium Medium
metaphor Coulter et al.
elicitation (2013)
technique

brands are perceived by typical consumers. It identifies the key attributes that influence customers’
perceptions (Moskowitz and Marketo, 2007) and maps customers’ perceptions onto those attributes.
The technique can be used to identify where there are gaps on the market, but it is based on
existing products, so it is incremental in nature.

Conjoint Analysis, which is often listed as a VOC technique, uses an experimental approach in
which respondents state their preference from a set of pre-prepared product profiles (describing, for
example, price and a few attributes) (Wittink and Cattin, 1989). The product attributes used in
the profiles are typically the most common ones in the market, so conjoint analysis is not suitable
for front-end NPD investigations that seek to generate unique ideas. However, it is an effective
tool for price-positioning of products in the final stages of NPD.

Focus groups, probably the best-known VOC technique, are based on group discussions
(Caterall et al., 2007). A moderator focuses the attention of 8-10 participants on a topic related
to product usage and facilitates the ensuing discussion. Focus groups are known to develop
incremental rather than radical product ideas, partly because according to Sandberg (2002, p. 3),
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“Focus groups have potentially enormous value, but not the way most companies use them.”

Free Elicitation uses in-person interviews in which respondents communicate the features of
a particular product set that they find most relevant to their needs. Information acceleration
extends these techniques and employs multimedia stimuli.

The Repertory Grid from psychology is an advanced technique that probes customers’ percep-
tions of existing and future products. It uses nonparametric factor analysis to derive an idiographic
measure of a personality or product/brand (Napier et al., 2009).

Laddering is a prominent VOC technique that creates a means-end chain that links customers’
perspectives on product attributes with the perceived consequences and value of these product
attributes (Trocchia et al., 2007).

Lead User Technique targets the perspectives of selected customers who have particularly
advanced knowledge of a product or product category and are ahead of the market (e.g., regarding
technological possibilities) (Urban et al., 1988).

Finally, Zaltman Metaphor Elicitation Technique is an important VOC technique in which
participants create collages that characterize their feelings and experiences about a product
category (Coulter et al., 2013).

As these brief descriptions indicate, the VOC techniques vary so widely that they should not
be considered a homogeneous set of alternative techniques. In particular, the techniques differ
in the type of information they gather from the customer’s perspective. All of the above listed
VOC techniques provide room for customers to express their perspectives and needs and so tap
into customers’ expressed needs. However, we need to understand whether a VOC method can
generate deep customer insights.

Assessing VOC techniques

Although the literature review identified ten VOC techniques, none of the 39 articles discussed
how these techniques could or should be applied in the B2B sector. Therefore, to indicate the
suitability of each technique for MSB2Bs (and address RQ2), we consider three factors:

= Factor 1: the level of insight a technique can generate for breakthrough innovation (low /
medium / high)

= Factor 2: the amount of training that is required to apply the technique (low / medium / high)

= Factor 3: the resources (time, manpower) a technique requires (low / medium / high).

Assessments based on these factors are included in Table 1. We based our assessments on the
literature's descriptions of the techniques, supplemented by our own experience of applying these
techniques at a number of companies.

Looking at the first and most essential of the three factors (whether a technique can generate
insights for breakthrough innovation), only three VOC techniques have ‘high’ potential for this:
ethnographic market research, repertory grid interviewing, and the lead user technique (techniques
#1, #7, and #9 in Table 1). Factor 2 (Column 5) shows that a “medium” level of training effort
is required to use these three techniques, so MSB2Bs should not underestimate the time and
effort required. Other VOC techniques, such as focus groups and free elicitation are easier to learn
but they do not give such deep insights. The resources (time and people) needed to deploy these
three VOC techniques is also assessed as being at a “medium” level.

Although the assessment is somewhat simplistic, it indicates that MSB2Bs that want to
generate these kinds of customer insights must be ready to learn new techniques and reserve the
resources to apply them. These hurdles probably explain why few companies in the B2B sector
use sophisticated techniques for identifying customers’ hidden needs (Goffin et al., 2021).
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Overall, based on the analysis of our final literature sample for this integrative review, three
methods have real potential for MSBs and MSB2Bs: ethnographic market research, repertory grid
interviewing, and Involvement of the user / lead user technique. These three VOC methods are
described in more detail in the following sections.

Three Key Techniques for MSB2Bs

Ethnographic market research

Ethnographic market research uses field visits to unveil the central problems and issues a target
group experience (Arnould and Wallendorf, 1994; Boddy, 2011; Goffin et al., 2012). The approach
differs from other prominent techniques in that researchers visit the environment in which customers
use products or services to observe. Examples in the B2B context include observing the processes
used by design engineers, or video-recording employees operating production line equipment.

Ethnographic market research combines systematic observation with contextual interview-
ing—that is, interviews conducted in the target group’'s own environment (Goffin et al., 2012), so
researchers immerse themselves in the target group’s natural setting, observing issues first-hand
through the perspective of the target group and making copious field notes. Ethnographic market
research facilitates interaction with users from which “the developer develops empathy for the
problems” customers face (van Kleef et al., 2005, p. 192). While the technique is primarily
qualitative, it can have quantitative elements. For example, researchers’ field notes, recordings,
and interview transcripts can be coded and the codes analyzed quantitatively, increasing the
objectivity of the conclusions (Hair and Clark, 2007). It should be noted that the target group’s
statements and explanations may not be consistent with what researchers observe, so ethnographic
market research is not passive observation but a complex technique that combines qualitative and
quantitative analysis methods to generate a deep understanding of the target group, its typical
environment, and the problems it faces. Developing solutions for the problems observed requires
that externally generated knowledge about user needs be integrated with internal knowledge on
technical capabilities (Veryzer and de Mozota, 2005).

In a comprehensive study of marketing research and product design, Luchs et al. (2016)
reviewed 252 articles published in influential marketing journals from 1995 to 2014. They concluded
that ethnography can enable the identification of unaddressed and latent needs (Luchs et al.,
2016), making this approach particularly relevant to NPD. Similarly, van Kleef et al. (2005, p.
197) stated that ethnographic market research can generate ideas for “(really) new products.”

Ethnography can be applied in five steps (Goffin, Lemke, and Koners, 2010): understanding
the field through preliminary visits, choosing the type of observations to be made, gaining full
access: defining the sampling strategy (what and when to observe), and collecting the data
and, where permissible, making video recordings. Extant research has identified several factors
that influence the success of ethnography, including whether contextual interviews in the data
collection step are based on well-prepared semi-structured, unambiguous questions. Once the
data is collected, the data is coded and a so-called “thick description” is derived, based on which
hypotheses are generated and tested.

Ethnographic market research is starting to be used more often in practice. It provides flexibility
and generates insights that can lead to real breakthrough innovation. Researchers can generate
surprising results, in part because of the combination of interviewing and observing in the target
group's social environment. The technique appears particularly valuable in the early stages of
the NPD process, when finding hidden needs is particularly important. For these reasons, this
technique is appropriate and useful in MSB2Bs (Hair and Clark, 2007). However, the technique
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also comes with some limitations, researchers must do much more than observe; both the interviews
and the observation require comprehensive and detailed preparation, which makes the technique
time-consuming. When there is no clear focus on a topic or question, outcomes are likely to be
too general to be useful.

The technique has features that make it particularly useful for B2B settings. The typical
long-term nature of business relationships in the B2B context, along with the typically pronounced
interaction between the parties, provides the foundation for researchers to gain access to customer
sites. Customers in the B2B context are often interested in obtaining a highly individualized
product, so they are often open to such cooperative market research. Overall, we conclude that
this technique is a practical and useful one in the context of MSB2Bs.

Repertory grid interviewing

Repertory grid is a market research technique that aims to unpack customers’ (often unconscious)
product perceptions. It originates from the work of psychologist George A. Kelly and has been
applied in various disciplines, including B2C and B2B market research (Lemke, Clark, and Wilson,
2011; Marsden and Littler, 2000; Sampson, 1972).

Repertory grid interviewing requires several steps (Goffin, Lemke, and Koner, 2010), usually
conducted as one-to-one interviews. In the first step, elements are identified. In market research
that seeks to unveil hidden customer needs, interviewees name five or six products that they know
(e.g., B2B components from various suppliers). In the second step, the interviewee compares and
contrasts the elements, identifying constructs. Typical constructs include “easy to assemble,”
“high quality,” and “easy to integrate with other components.” After a construct is identified,
the interviewee rates each element against the construct, typically on a scale of 1-5, in the third
step. This step allows the elements (e.g., B2B components) to be quantitatively compared.
The literature provides various ways to develop a clear understanding of the constructs, such as
laddering.

Over the course of the interview, the interviewee is asked multiple times to compare and
contrast different elements, which elicits more constructs. A grid with the constructs in the rows
and the elements in the columns is developed such that the grid's cells show how the interviewee
rates each element on each construct. A typical interview that addresses five or six products will
elicit 7-10 constructs from the interviewee. It should be noted that the technique identifies the
interviewee's own, unbiased perceptions (constructs). Once around 20-30 interviews have been
conducted, there is sufficient data to group constructs into categories that give clear insights into
how interviewees perceive, in this case, several B2B products.

Depending on how the repertory grid interview is designed, the data generated can be analyzed
using principal component analysis, cluster analysis, or other analysis methods to identify the
most important constructs. The technique also provides a sound way of drawing an interviewee's
cognitive map — that is, how a product category is perceived (Caldwell and Coshall, 2002; Tan
and Hunter, 2002)

As the constructs are directly related to the elements discussed (e.g., B2B components), the
constructs and the ratings generate ideas on how product design can be optimized. The approach
provides insights into which constructs are most important to customers, thus unveiling customers’
hidden needs, especially when existing solutions score poorly on the relevant constructs.

While the technique provides a comprehensive way to show how the target group perceives
existing products, it has two primary limitations (van Kleef et al., 2005). First, the technique
works only when the interviewees have sufficient knowledge about the market and the existing
products, which imposes a certain bias on the data and its interpretation (Lemke et al., 2011).
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Second, as the technique is used mainly to identify the target group's evaluations of existing
elements, it does not immediately provide information or insights on ideas for future products
or features. However, based on the way the technique was originally developed in psychology,
repertory grid interviews can be enhanced to stimulate comparisons of existing elements with an
imagined “ideal” product.

The literature includes numerous empirical studies that illustrate the usefulness of repertory grid
for innovation, particularly the identification of hidden needs. For example, Lemke et al. (2011)
employed the technique in interviews in B2B and B2C settings and provided recommendations
for how to apply it in these two contexts. Tursch et al. (2014) discussed various repertory grid
studies and the quality of the results generated, focusing on the smartphone market.

The repertory grid technique is useful in a B2B context, as it can be used to explore customers’
perceptions of the complex products and services that such contexts often imply. For example,
Goffin et als (2006) large study investigated the services and service levels that automotive suppliers
should offer and the long-term business relationships they should establish. In investigations of
the B2B context, repertory grid interviews should be conducted with members of the DMU and
should compare these members’ cognitive maps to fully understand the needs of the DMU. The
extra effort connected with doing so is typical of B2B market research, as the DMU in the B2B
context is more complex and is not a specific drawback of the repertory grid technique.

User-involvement techniques

While both ethnographic market research and repertory grid interviewing generate insights and
data from the target group, the involvement of the target group is limited. Both approaches
survey and/or observe the target group, but the researchers clearly remain in the “driver's seat” of
the application and the creativity it creates, and their questions determine the procedure of the
application and, thereby, the outcomes. To address this limitation, user-involvement techniques
offer a more active role for the target group. Lead user technique and crowdsourcing are the two
major techniques involving users directly.

Lead user technique. The innovation and marketing literatures offer various innovation diffusion
models (e.g., from Rogers) (Churchill, Hippel, and Sonnack, 2009; Desiraju, Nair, and Chintagunta,
2004; Rogers, 2010) that show a specific order in which different customer groups purchase a
novel product for the first time. These customer groups differ in their appetite for novel solutions.
While some of the customers in a target market have a strong desire for novel products and buy
newly-introduced products immediately (e.g., for reasons of curiosity), others wait, find out about
the new products later, or just want to see whether the product works. Lead users are typically
the first customers and are willing to purchase a product to test it, or they are the customers that
use products in the most demanding situations (van Hippel, 1986; Urban and Hippel, 1988). In
some instances, lead users are waiting for a solution before a suitable product enters the market.
Lead users have a strong interest in solving their specific problems and are consequently willing
to contribute to product development and testing. Lead users are typically creative people with
foresight who have a good idea of what technologies and markets will develop.

The lead user approach leverages the particularities of this small customer group by integrating
them into ideation and product development processes (Brem, Bilgram, and Gutstein, 2018; Droge,
Stanko, and Pollitte, 2010). Interestingly, this technique departs from typical market research
techniques that go to great length to establish representativeness in their sampling, as the lead
user approach focuses on a select group of (potential) customers and leverages their foresight on
how the entire market might develop.

The lead user approach is conducted in three steps approach (Goffin, Lemke, and Koner, 2010).
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First, potential lead users are identified and recruited. Recruitment is often easy, as lead users are
often willing to contribute, however, identifying those who are interested in a specific trend can
be time-consuming and require creative solutions. In the second step, the lead users participate
in workshops. Several lead users from related disciplines are often involved to trigger creative
interactions. In the last step, the ideas are evaluated and developed. Lead users often remain part
of the next steps in the NPD process (e.g., prototyping).

Lead user technique is an effective way to look into the future of the market, but it has some
limitations (Urban and Hippel, 1988). For example, in some markets there are few lead users,
there may be no lead users in others, or lead users may be hard to identify. In addition, lead users
are not representative of the entire market. While practical examples have shown that carefully
selected lead users that participate in new product development can identify future possibilities
and developments of the market, researchers must determine whether the lead users and their
ideas are too far removed from the needs of the broad market.

Brem et al. (2018) identified the main challenges of the lead user method as time, manpower,
costs, and intellectual property (IP) issues. Despite the high potential of the lead user method
in terms of developing new products and services, new strategic directions, applications, and
technology platforms (Eisenberg, 2011), companies rarely repeat the method, or integrate it into
their standard NPD processes (Brem et al., 2018).

Innovation crowdsourcing. While the lead user technique uses a select set of lead users,
innovation crowdsourcing distributes tasks or a problem related to an innovative product to a large
number of people who are external to the organization (Goffin, Lemke, and Koner, 2010; Littgens
et al., 2014). Crowdsourcing builds on two major observations: First, no matter how good and
creative people in a company are, there are always many more people outside the organization,
some of whom are probably more brilliant. Second, people outside the own organization are often
willing to contribute to product development for the sake of personal challenge and beating others
(Bayus, 2013; Simula and Ahola, 2014). Innovation crowdsourcing posts questions or problems
to a broad “crowd"” and offers incentives for the best solutions. Companies have applied this
technique to save costs but also when they could not solve an issue internally. In this way, the
company gets access to a vast repertoire of external ideas. Cases studies have shown that the
analysis and evaluation of numerous ideas can be time-consuming, but well-managed processes
and evaluation procedures help to keep the resource use at a reasonable level.

Innovation crowdsourcing has the potential to generate useful ideas, possibly even hidden
customer needs when the task is described clearly (Howe, 2008), yet there is no guarantee that
good ideas will emerge. In addition, corporate reality is that only a few companies (especially
the big and prominent ones) can generate interest and a large crowd. Another limitation of this
technique is that the number of ideas depends on how broadly or narrowly the topic is defined.
The more general the topic and the question, the more ideas can be expected but the less likely
they are to address a specific problem adequately. Finally, IP rights can require substantial legal
support throughout the process.

Researchers have started to empirically investigate the performance and knowledge generated
by user-involvement methods. Zogaj and Bretschneider (2012) reviewed the appropriateness of
user-involvement and found that methods that integrate customers actively in NPD are more
effective at generating knowledge on customers than methods that integrate customers only
passively (Zogaj and Bretschneider, 2012). The lead user method, the focus group approach, and
innovation communities allow innovation managers to benefit from combining the knowledge of
multiple customers specific solutions and ideas jointly (Zogaj and Bretschneider, 2012).

Using evidence from 186 B2B service firms, Heirati and Siahtiri (2019) discussed how service
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innovativeness can be strengthened via collaboration with customers and suppliers. While not
directly referring to crowdsourcing and addressing a large number of external persons, the authors
provided some ideas on integrating customers and suppliers in innovation. Their framework
examines the effects of customer and supplier collaboration on service novelty and when a specific
type of collaboration is most beneficial (Heirati and Siahtiri, 2019). The findings suggest that
managers should set clear objectives for collaboration with customers and suppliers. This is
because, while the development of B2B services can benefit from collaboration with customers, the
development of meaningful service innovations can be most positively influenced by collaboration
with suppliers (Heirati and Siahtiri, 2019).

While these studies have provided support for customer involvement as an important tool in
the innovation process, Cui and Wu (2018) found that more research is needed. They reviewed
empirical articles on customer involvement in innovation published in eight leading marketing and
innovation journals between 2001 and 2017 and concluded that the literature on this topic is
highly diverse and fragmented, lacking a common understanding of what it constitutes and its
theoretical underpinnings (Cui and Wu, 2018). The development of a better strategic perspective
is recommended to identify the drivers of effective customer integration and its impact on customer
involvement in innovation, on innovation performance, firm strategy, and long-term competitive
advantage (Cui and Wu, 2018).

Overall, user-involvement approach is an effective and useful technique for detecting hidden
customer needs, but it comes with challenges that may be particularly salient in the B2B context,
where individualized, complex solutions prevail. Therefore, identifying appropriate lead users for
such very specific products and services could be challenging. The same applies to crowdsourcing
of ideas, as if the problem is extraordinarily specific, sufficient external expertise may be lacking. In
these circumstances, crowdsourcing might not be effective. While there might be some conditions
under which user-involvement is the gold standard for an MSB2B, we postulate that these situations
are rare, as the limitations of these techniques are likely to prevent their effective application in
the majority of MSB2Bs.

Case examples from MSB2Bs

The literature review showed that research has not specifically considered the importance of
MSB2Bs identifying hidden needs. Similarly, the challenges such companies face in applying VOC
techniques have not been investigated, and practice is moving ahead of academic knowledge in
this area. During recent years, we have observed various projects in which MSB2Bs applied VOC
techniques, which are listed in Table 2. Such cases should be documented together, as they
can demonstrate the value of identifying hidden needs, identify best practices for other MSB2B
companies, and demonstrate the need for more systematic research on the topic.

Table 2 shows that companies in wide-ranging sectors, including medical supplies, precision
components, and greenhouse climate control, have applied the VOC techniques. This shows that,
despite the training effort and resources required, MSB2Bs can successfully apply VOC techniques
to identify customers’ hidden needs, as will be illustrated in three examples.
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Table 2: MSB2B companies where VOC techniques have been applied.

Company / Revenues / Employees / VOC Techniques Applied
Country Sector / Reference
Ethnographic Repertory Lead User
Market Grid Technique
Research Technique
1 Altro Ltd,, £143 million sales / 800 Yes Yes Yes
UK employees / walling and
flooring for construction,
healthcare and transport /
Goffin et al., 2021
2 Heitkamp &  $583 million sales / 2,000 Yes Yes No
Thumann employees / Suppliers of
Group, precision components for the
Germany battery and pharmaceutical
industries / Zoominfo, 2021a
3  Westfalia $83 million sales / 400 Yes Yes No
Metal Hoses  employees / Supplier of
GmbH, complex assemblies consisting
Germany of flexible metal hoses or
gastight decoupling elements,
including bent pipes, thermal
insulation, and connection
technologies for trucks, buses,
agricultural vehicles and
construction machinery /
Zoominfo, 2021b
4  Molnlyke $1.29 billion sales / 7,500 Yes Yes Yes
Health Care, employees / medical surgical
Sweden supplies and wound care /
Weigel and Goffin, 2015
5 Ludwig €80 million sales / 400 Yes Yes No
Svensson, employees / greenhouse
Sweden climate control products for
horticulture / none
6  Merlyn $7 million sales / around 100 Yes Yes No
Showering, employees / shower units for
Ireland construction and DIY / none
7  Coillte, $113.4 million sales / 1,000 Yes Yes Yes
Ireland employees / forestry and wood

products for construction /
Kierans, 2015

Ethnographic market research at Altro, Ltd.

Altro, Ltd. is a family-owned British manufacturer of flooring and walling products for the
contruction, transport, and healthcare industries (Goffin et al., 2021). The company has used
ethnographic market research, carefully observing the day-to-day ‘usage’ of products in hospital
environments and interviewing hospital architects, administrators, medical staff, and even cleaners.
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One key insight generated by Altro's research was the need for a product range that is aimed
specifically at highly secure mental health environments and offers high levels of robustness and
safety to both patients and staff. Altro had not realized that the characteristics of its industrial
products were exactly those needed for such specialized healthcare applications. As Antonio
Lourenco, product insights manager at Altro, explained, “l thought the gap in the market meant
we needed to develop new products. | was surprised to find we already had products that were
perfectly suitable to the high-secure environment, when applied correctly. Until now, these products
had only been targeted at industrial applications.” (Goffin et al., 2021, p.24).

The ethnographic research also showed that healthcare customers had difficulty specifying the
products they needed. The many inefficiencies and misunderstandings between the parties involved
led Altro to offer specification workshops for members of the typical healthcare DMU. According
to Lourenco, “Our experience in healthcare has demonstrated the importance of identifying hidden
customer needs and now we are applying our ethnographic techniques in other sectors such as
transport, too.” (Goffin et al., 2021, p.24).

Repertory grid technique at Heitkamp & Thumann Group

The Heitkamp & Thumann Group, which produces precision components for a number of industries,
has trained its staff to apply VOC techniques since 2014 (Heitkamp & Thumann Group, 2020;
Seiler et al., 2020; Goffin et al., 2021). A number of market investigations have been based
specifically on the repertory grid technique, with the analysis based on the Kano model (Matzler
and Hinterhuber, 1998). This approach has helped the group of companies to identify and address
performance-related needs and the need for “excitement” in the field of pharmaceutical respiratory
drug delivery devices, precision-formed battery components, automotive parts, production machines,
and tool equipment (Heitkamp & Thumann Group, 2020; Seiler et al. 2020; Goffin et al., 2021).
As Hans-Jiirgen Neugebauer, a former managing director of several business units at the Heitkamp
& Thumann Group, explained, “Repertory grid interviews are ideal for the development of new
products in mid-sized B2B companies. It is a win-win for both the innovator and the customer,
as the resulting products address the customer’s excitement needs and, therefore, often have a
sustainable differentiator™. Using a study conducted by organizational psychologists, the Heitkamp
& Thumann Group found that an open and ambidextrous business culture is essential to underpin
the deployment of VOC techniques in MSB2Bs (Seiler et al., 2020).

Repertory grid technique at Westfalia Metal Hoses GmbH

Westfalia Metal Hoses GmbH, is a supplier of complex assemblies consisting of flexible metal
hoses or gastight decoupling elements, including bent pipes, thermal insulation, and connection
technologies for trucks, buses, agricultural vehicles and construction machinery. The company
has used VOC techniques to develop ideas for its long-term strategy and has used repertory grid
technique to understand the needs of truck manufacturers both today and in the future. Westfalia
Metal Hoses has utilized repertory grid not only with its customers but also with interviews of staff.
As Dr. Stefan Hauk, managing director of the Westfalia Metal Hoses GmbH, explained, “You
can run repertory grid interviews also internally with your engineering, project management and
sales departments. This triggers a very valuable learning process to ensure that an organization is
properly prepared for a product launch. Furthermore, it shows how well the project manager, the
product designer and the sales representative are aligned in terms of developing a product with a
viable, attractive value proposition.”
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Combining techniques at Malnlycke

Moélnlycke, a Swedish company that develops disposables and procedure packs for surgical
applications and wound-care products. The company used external experts to train nearly 40
employees from various functions (including R&D, marketing, strategy, sales and finance) in VOC
techniques as “scouting teams.” Similar to Heitkamp & Thumann, the company employed VOC
techniques using workshops, which were designed to build the right culture, to build a capability
for breakthrough and radical innovation (Weigel and Goffin, 2015). A member of the executive
board explained, “Looking back, we realize that it really helped at the beginning to have invested
time in a cultural workshop for the Scouting Team, to help them develop their cross-functional
ethos” (Weigel and Goffin, 2015, p.32).

Molnlycke successfully applied three techniques in combination and found this approach
particularly useful. Each technique gave different perspectives about customer needs and the
emotions connected with using its products. The structured way the results were analyzed was
also important. For example, the R&D manager said, “For me, it was a great experience because |
have a passion for finding customer problems... but | have never approached it in such a structured
way before. Ethnography was totally new to me but powerful” (Weigel and Goffin, 2015, p.34). A
full cross-functional team was involved in both data collection and analysis. Mélnlycke also found
that the scouting (market research) generated ideas not only for radical products but also for
significant improvements to existing products (e.g., adding “excitement” features that competitors
did not offer). As a result, incremental innovations have driven sales and have provided a faster
than expected payback for the investment in VOC training and deployment.

Key points for MSB2Bs

A number of key points from the case companies in Table 2 are relevant to any MSB2B that is
considering using VOC techniques (answering RQ3). These points are also pertinent to the large
number of B2B companies that may not yet appreciate the power of VOC techniques (c.f. Goffin
et al., 2021). Our tentative observations indicate that much can be gained from applying VOC
techniques but five specific factors should be considered.

Type of innovation projects. VOC methods can help MSB2Bs generate ideas for incremental,
breakthrough, and radical innovations. The ideas for incremental innovation can be implemented
quickly, thus leading to a fast return on investment. However, the greatest value of VOC techniques
lies in generating ideas for breakthrough and radical innovation projects. It is likely that, for such
projects, a combination of VOC techniques (repertory grid interviewing, involvement of the user,
ethnographic market research) will be needed to identify customers’ hidden needs, which may
give companies the ability to develop unique, differentiated offerings that create real competitive
advantage.

Timing of VOC. The right time to apply VOC techniques is before project scoping and
prototyping, when it is not too late to implement the insights gained from the market research.
The results in terms of hidden needs identified should be reconfirmed through additional interviews
and prototype-testing before finalizing the design.

Which customers to research. Research should be conducted with a wide variety of DMU
members because they all influence their purchase decisions and their needs can differ. A stronger
market offering will emerge from considering all members of the DMU.

Required training effort. As most MSB2Bs are not aware of VOC techniques, their NPD
teams must be trained on the techniques. While this training effort should not be underestimated,
once understood, VOC techniques can be applied to multiple projects, so the training effort
expended can bring multiple returns. In addition, as few MSB2Bs use VOC techniques, the time
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and effort spent on training can lead to real competitive advantage. MSB2B managers should
ensure adequate resources and training so customer needs can be identified early in the NPD
process.

The right toolbox and organizational ambidexterity. Only when a firm is capable of
identifying opportunities early on, strategic discussions can take place concerning whether an
opportunity can be addressed based on the company's core competencies. However, a prerequisite
for this strategic discussion and for effective scouting is the implementation of the right tool box in
terms of techniques for identifying customers’ hidden needs. Mastering the techniques described
in Section 4 will make the scouting and NPD processes more effective, resulting not only in a
more ambidextrous MSB2B culture but also in a higher success rate for breakthrough innovation.

Discussion

Implications for Research

We derived implications from the academic literature and from our case examples. Our review
indicates that some of the VOC methods that are identified in the literature, date back to the
1950s but others, such as crowdsourcing are more recent. However, our findings show that context-
specific research on VOCs methods, especially in the context of MSB2Bs, is rare. Thus, our
conclusions resonate with calls in the literature to contextualize innovation-management-related
concepts and to establish the boundaries of these concepts.

Our case examples indicate that the major VOC methods we focused on have been employed
in a small number of companies, although the majority of MSB2Bs are almost certainly unaware
of them. Our conceptional analysis of the literature and the case examples indicate that the
way VOC techniques are applied and the timing at which they are used should be based on the
type of innovation project. For radical innovation projects that may target unknown markets, our
findings indicate that a project team should apply all three methods—repertory grid interviewing,
involvement of the user, ethnographic market research—once a prototype is available and before
the project is kicked off. The availability of a prototype can motivate MSB2Bs customers to take
the time to discuss their needs. Breakthrough innovations should apply at least a combination of
the repertory grid and lead user technique, and as for radical innovations the right time to apply
these techniques is before the project kick-off but after a first prototype is available. Findings on
customers’ hidden needs should be reconfirmed through additional interviews before the product’s
design is finalized.

Our investigation shows that the effort required to learn and apply VOC techniques in resource-
constrained MSB2Bs is probably inappropriate for incremental projects. Some of the case companies
that had already learned VOC techniques did apply them to incremental projects, enabling them
to identify certain new product features and ways to segment their markets. However, because
of the prominent challenges many MSB2Bs face, in terms of resource constraints, limited skills
regarding identification of hidden needs, and often only a limited number of large customers, this
kind of effort is not always viable. In such cases, our literature review, conceptual reasoning, and
case examples suggest that running a number of repertory grid interviews with the most important
customers’' DMUs before the project kick-off is valuable for radical innovation and breakthrough
projects.

Our case examples also provide some first exploratory insights into the appropriate time
when VOC techniques should be applied. The correct timing appears to be early in projects, as
prototypes become available, as otherwise it will be too late to address customer needs, based on
the market insights gained, in an effective way.
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Implications for managerial practice

Our study provides useful points for practitioners in MSB2Bs. Specifically, our research informs
these decision-makers as follows:

Train the project and sales team. The project manager and the NPD and sales teams
should be trained in applying VOC techniques. The methods described in Section 4 should be
part of the NPD toolbox in every MSB2B. MSB2Bs that are not accustomed to applying these
techniques should give them a chance in some NPD projects to investigate their potential.

Understand customers’ hidden needs before scoping and starting a project. Although
it sounds simple, customers’ hidden needs must be understood before kicking off an NPD project.
Many companies “fall in love” with an idea and develop a product that does not address the
excitement needs (Matzler and Hinterhuber, 1998) of the envisioned key customers. As a result,
these products are not well differentiated from the competition and have little chance to meet
their commercial objectives. To avoid long development cycles and costly project redirections,
customers’ hidden needs must be identified early on. Once these hidden needs are identified,
discussion regarding whether and how the company’s core competencies can address its customers'’
identified excitement and performance needs should take place.

Be flexible in choosing the appropriate VOC technique. The combination of the tech-
niques described in Section 4 is likely to lead to the deepest understanding of customers’ hidden
needs (Goffin et al., 2010). However, because of resource constraints, the B2B market's peculiari-
ties, market fragmentation, and/or confidentiality issues, MSB2Bs cannot always apply several
VOC techniques. However, it is better to use one VOC technique instead of no technique at all.

Inform B2B respondents about the results. Gaining access to B2B customers can often
be difficult. In B2C situations, interviewees can be paid, whereas other kinds of motivation are
required in B2B contexts. However, B2B respondents are often interested in knowing about the
results, so offering a summarized report that anonymizes the respondents can be a motivation.

Do not underestimate the value of data analysis. Analyzing largely qualitative data is
uniquely challenging. A moderator who has experience with qualitative data analysis is essential to
ensure deep insights are generated. Companies like Moelnlycke found that they needed extensive
support for their first market research but later became much more efficient at generating customer
insights (Weigel and Goffin, 2015).

Limitations and avenues for future research

As with all research, our study comes with several limitations. First, our literature overview,
conceptual reasoning, and case examples do not enable the level of confidence that sound, large-
scale empirical research can generate. While our study offers a first understanding of the role of
VOC techniques in MSB2B companies, its main purpose is to motivate further empirical research.

Our literature review and case examples focus on existing VOC methods, but it is likely that
the ongoing digital transformation of data will produce new VOC techniques. Outside the MSB2B
context, potentially digital start-ups, may already be using other data-driven methods. To get a
full picture of VOC methods used across settings and industries, broader examination of VOC
methods in use is necessary.

Finally, the choice of our case examples has obviously influenced our findings, at least to a
certain extent. While our objective in choosing the case examples was to have broad coverage of
industries and perspectives, other case examples might have resulted in different conclusions.

Based on considerations of the limitations of our current research, we propose the following
suggestions for future research: First, the literature describes many VOC methods that were
developed many years ago. For example, the repertory grid originates from Kelly's work published
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in the 1950s. However, the ever-increasing availability of data on customers (e.g., their customer
journeys, their online reviews, their social media behavior) might suggest a plethora of ways to
learn about their hidden needs. Such approaches might be particularly relevant to B2B companies
with repeat business generates historical data (e.g., transaction data) for each customer. The
opportunities that such data offer to identify B2B customer needs requires further study.

Second, only a few studies have been conducted on the context in which each method is
most useful, yet such research could be particularly useful for resource-constrained MSB2Bs. An
integrative study that compares the techniques’ effectiveness for MSB2Bs could help innovation
managers to prioritize the three major techniques and choose the most appropriate one for the
MSB2B setting.

Third, as NPD efforts become increasingly global, we must understand the national or cultural
influence on the use and effectiveness of the VOC techniques. For example, lead users are
individuals that have deep knowledge and industry vision, which they are vocal in sharing. In
countries where collectivism is the norm, finding lead users might be more difficult. Future research
should investigate this.

Fourth, while we briefly discussed whether each technique is more or less likely to lead to
incremental or radical innovation, our thoughts were derived from conceptual arguments, not
systematic empirical research. Future research could conduct an evidence-based, systematic
analysis of which VOC technique is most suitable for which phase and type of innovation project.
Further, whether incremental and/or radical innovations can emerge, likely depends on how a
method is applied. Future research could elaborate empirically on the relationship between the use
of a method and the likelihood of generating incremental, breakthrough, or radical innovations
and the identified contingencies of such relationships.

Finally, systematic case studies could be conducted in MSB2Bs that are applying VOC
techniques (and particularly the techniques that uncover hidden needs) for the first time. Studying
these companies longitudinally would help researchers to clarify the time and effort required to
learn the hidden needs, how and when the techniques should be applied, the insights they can
generate, and the innovations to which they lead. Such detailed investigations can help MSB2Bs
counter the mounting threat of commoditization in their markets (Goffin et al., 2021).
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8. APPENDIX

Table Al. Approaches to literature reviews (Snyder, 2019)

Seiler, Engelen, Goffin

Review approach

Systematic review

Semi-systematic
review

Integrative review

Typical purpose

Synthesize and
compare evidence

Overview research area
and track development
over time

Critique and synthesize

Research questions

Specific

Broad

Narrow or broad

Search strategy

Systematic

May or may not be
systematic

Usually not systematic

Sample characteristics

Quantitative articles

Research articles

Research articles,
books, and other
published texts

Analysis and evaluation

Quantitative

Qualitative/quantitative

Qualitative

Examples of
contribution

Evidence of effect,
Inform policy and
practice,

State of knowledge,
Themes in literature,
Historical overview,
Research agenda,
Theoretical model,

Taxonomy or
classification,
Theoretical model or
framework

Table A2. Review phases, review strategy and underlying guiding questions based on Snyder
(2019) and Adams et al. (2006)

Phase 1: Design the review

= |s this review needed and what is the contribution of conducting this review?

= What is the potential audience of this review?

» What is the specific purpose and research question(s) this review will be addressing?

= What is an appropriate method to use of this review's specific purpose?

» What is the search strategy for this specific review?

= Are the review team, the scope and nature of the question and the search strings specified?

Phase 2: Conduct the review

= Does the search plan developed in phase one work to produce an appropriate sample or does it

need adjustment?

» What is the practical plan for selecting articles?

= How will the search process and selection be documented?

= How will the quality of the search process and selection be assessed?

= Were the assumptions above tested in a preliminary search of electronic databases?

Phase 3: Analysis

= What type of information needs to be abstracted to fulfill the purpose of the specific review?
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» What type of information is needed to conduct the specific analysis?
» How will reviewers be trained to ensure the quality of this process?
= How will this process be documented and reported?

= How should the content analysis of data set and the sorting of measures into first order
categories defined by the analytic framework be organized?

» Did you consider reviewing the measures against the framework for gaps?
Phase 4: Structuring and writing the review

= Are the motivation and the need for this review clearly communicated?

= What standards of reporting are appropriate for this specific review?

= What information needs to be included in the review?

= Is the level of information provided enough and appropriate to allow for transparency so readers
can judge the quality of the review?

= The results clearly presented and explained?

= Is the contribution of the review clearly communicated?

Table A3. Final literature sample and selection rules of the integrative literature search process
as described in Figure 1

Final literature The final literature sample for in-depth analysis consisted of the following 39

sample

articles and book contributions:

Karkkainen et al., 2001;

van Kleef et al., 2005;
Atuahene-Gima et al., 2005;
Rosenthal et al., 2006;

Goffin et al., 2006;

Venohr and Meyer, 2007;

Hair and Clark, 2007,

Dant and Brown, 2008;
Chruchill et al., 2009;

Simon, 2009;

Droge et al., 2010;

Goffin et al., 2010;

Cooper and Dreher, 2010;
Lemke et al., 2011;

Zogaj and Bretschneider, 2012;
Goffin et al., 2012;

Hadjikhani and LaPlaca, 2013;
Tursch et al., 2014;

Eggers et al., 2014;

Kierans, 2015;

Weigel and Goffin, 2015;
Pine, 2015;

Christensen et al., 2016;
Luchs et al., 2016;

Hatton et al., 2017;

HSBC, 2017,

Hatton et al., 2017;
Mazars, 2017;

Cortez and Johnston, 2017;
Schweitzer and Tidd, 2018;
Brem et al., 2018;

Cui and Wu; 2018;
Biemans and Griffin, 2018;
Duffy, 2018;

Geyer et al., 2018;
Woermann, 2018;

Heirati and Siahtiri, 2019;
Seiler et al., 2020;

Goffin et al., 2021;
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Selection rules We screened the titles (Fig. 1, Step 2) and the abstracts (Fig. 1, Step 3) of
applied in Figure 1 the articles and books using the following rules about which articles and
other publications should be included or excluded:

1. A link to the key words above (see Fig.1) needs to exist.

2. The title must be linked to the field of innovation and to VOC techniques
or to generating customer insights.

3. The abstract or book summary needs to be linked to the field of generating
customer insights or to applying hidden needs techniques.

4. The abstract or book summary must be linked to one of the four research
questions of this integrative review (see RQs in section 1).
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