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& A7 x*(df=81)=175.725, p=.049, GFI=
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437 (Yo 28998 W 4 T3 637 | pogr | 2794 | 904 | 42 | 637
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ue Yt 71 e Aol At 729 1.00 - -
Az JE £2 43S M 672 6.045 828 124 6.65
& U 22k 2o g 638 | 3325 | Zrad | 1.049 132 7.95
: e o dig 23 641 : 1.154 142 8.13
= g e 2ARG 603 921 | 195 7.37
ﬂh f aafq .6952> 1.00 - .
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AALT 2 T U .
o %““ AR UA Aol B} 706 | 253 (‘3‘8%) 1083 | 161 | 673
: MAE UE olgd 2ot 638 : 1.174 164 7.16
Wbl A gl 606 915 142 6.44
g_i—‘ézﬂ ZJL%‘% thli}% e 719 1.00 - -
con 259 & A9 684 1.074 156 6.88
°i7’f”' £8E8 Y2 odd 27 698 | 2.875 (Zg% 1131 | 61 | 702
: 2253 # e Nz g 605 ' 995 157 6.34
2220 e Ne 647 831 145 5.73
7IEEY A v Sl 664 1.00 - -
NAEBA | 7HEEL UE oldy 20 682 | o qgy | 3916 | 1109 162 6.85
73 NEET Z2A$ AZS By 8 639 | & (3.473) | 743 129 5.76
712Ee o] EE3 F9lxjold) 607 695 136 511
Ao s ol olid Jte AL Fla g | 715 1.00 - -
A Y& ofF £2 A% 248 7R 1 g 671 1.028 13t 7.85
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g oAl Y 4 AdsteEE it A7) dob| 584 1.094 136 8.04
a4 U2 g
AR/ Er|=E 142 1.00 - -
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AN gB | 2Rgle/458 671 | 5e0o | 6549 | 1076 134 8.03
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Aget/uaa 654 1.092 126 8.67
RERRE AR 801 1.00 - -
23] Y3} 1799 957 127 7.53
aangn | 2R BYE AuA 758 1.131 134 8.84
gopars | 24 89 AE g 762 | 57 | 9394 853 139 | 6.14
H 83 AZd B3 nAAEA RED g 679 | @ (15.121) | 745 134 5.56
: AR Ao AEe AZA A 652 834 131 6.37
28T T 643 1.086 142 7.65
IARFE Y £ gEE ve 636 1.024 146 7.01
EEP 693 1.00 - -
34 2 8 | Be 3% 651 | | gg7 | 3612 1.028 147 6.99
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A ANE | Aviao) AH|2Ede) B 688 2803 | 1.00 - -
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*“]7*8“ HurAol M 2220 34 675 | 1942 1 036y | 897 | 129 | 69
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Are happier salespersons more customer-oriented?

Sang Hee Kim*

Abstract

This study tried to focus on salespersons emotions as factors influencing on their sales
behavior unlike the previous studies on salespersons. It is because in order that customers
may experience positive emotions during contacting with salespersons, interrelation between
customers and salespersons is important and in order that this interrelation may be
positively formed, the salespersons emotional state during offering services is very
important. This study suggests happiness as an important affective factor which can trigger
positive behavior of salespersons. Happiness is a relatively sustained and stable psychological
state and positive emotion state which is not easily changed. Therefore it is a factor which
can evoke relatively sustained and positive behavior of salespersons during the interaction
with customers and because of this, comparing happier employees with ones are not, there
are many possibilities that many differences may exist between the two groups in care for
customers and personal performance in a long term perspective. The psychological previous
studies related to happiness put interest on examining factors influencing on happiness but
rarely focused on the consequent aspect resulted from happiness. This is because the
individuals' ultimate goal of life is happiness and it means that happiness is the final stop
of life. However when happiness is applied to the marketing situation, happiness of
employees can not be the ultimate goal of the company. Company want to make their
employees have behavior which can influence on customers positively through the employees’
happiness and want that it is connected to bringing them profits ultimately. If so, in the
marketing situation what positive consequences can happier employees make? That is, are
happier salespersons more customer-oriented? Do they express more positive emotions?
Could they enhance customers perceived service quality? These questions seem to be
important in marketing significantly. It is because to enterprises which are coping with
difficulties in making their employees have customer-oriented behavior and positive emotions
even if they provide financial or non-financial reward, the employees happiness can offer a
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clue with which the company can resolve those difficulties. Therefore this study applies
individual happiness to the sales situation and focuses on factors influencing on
salespersons happiness and their behavior caused by this happiness.

As a result of the research, salespersons happiness(subjective well-being) is divided into
the cognitive happiness(well-being) and the affective happiness(well-being). As factors
affecting the happiness(subjective well-being), it was found to be personal personality such
as extroversion, neuroticism, self-esteem, and social relationship with such as seniors and
peers(colleagues) in the company, and family members. Self-esteem, relationship with the
seniors and peer-relationship were found to affect the cognitive happiness(well-being) while
extroversion, neuroticism, and family relationship were found to affect the affective
happiness{well-being). Therefore personal personality can be utilized as a guiding line for
selecting proper salespersons and social relationship can be utilized as a guiding line for
managing salespersons. In addition the happiness(subjective well-being) was found to
influence on salespersons customer-oriented behavior and positive emotion expressions. And
their customer-oriented behavior and positive emotion expressions were found to affect
customers perceived service quality. This shows that in order to show positive emotion
expressions and behavior naturally, the salespersons internal state also has to be positive
and the higher satisfaction about life the salespersons have and the more positive emotions
they experience, the more possibilities that this personal background may lead to the
positive emotions and behavior in the interrelation with customers naturally there are.
Therefore managers should put interest on not only the salespersons’ visible behavior and
emotion expressions but also their psychological and emotional aspects. This is because
happier salespersons have higher possibilities that they may offer customers positive
behavior and emotion expressions naturally which the company expect even if the company
do not enforce those. Therefore the result suggests the necessity that managers should
consider designing some managing programs for helping the salespersons develop and
maintain their subjective happiness.

This study suggests the happiness of employees as a factor enhancing customers perceived
service quality through triggering salespersons customer-oriented behavior and increasing
their positive emotion expressions. Through this it also suggests the importance of managing
salespersons as a plan for improving their positive sales attitudes that can help them have
a feeling of psychological and mental satisfaction not just gives them physical reward and it
provides a strategic implication for selecting employees proper for sales.

Key words: salesperson, happiness, personal personality, social relationship, positive emotion-
expressions, service quality
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