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Wo] F44 PR G nAde Aol
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g m¥she o2lEE Ae FAUA A
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244 144 ez Adse 299% 18
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d3e dagg Azalic 2 0P da
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AYATEE FY4e R0 24 - HFA
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e e RHE elde dede 1 A7t
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Mol 7R A, 53] ofefd 4 g &
HHe2 o ¢ Ax A4A ¥ o 1 3
=2t Aozt drfn AAlagc F nfate] B4
oA F44 deld deg ol 38 AAE
HHSEE & + 2de AL w2 2 FU] 7t
A 34 Feolzt ¥ Uk

A4 FE44E Tl Ao SRE 244
of she ejdel A% o 2AEF 2549
Atd HEE gageloh aut @ HE =
F71 333U AFER ol FolA7= . <
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S| ol el Mol & A PHEHE
o 233 4 oA, ¥E 22 2fs)
AeR xfA o] dokeieen o) 44 A
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e 1Ay Ag Agddsite gudso] 7t
A AN 5 Ao et ¥y Held e
gelich, FAAFel 2§ 2+ o 744 4
AL 2229 YoM F Aejsie 534 g
A o] WAz REF sAd T v E $AR
A4 48 ARYLAYE ol & I8 /154
o] wth(z143] 2008). 3% w& weigle] 4
Age 549 mopdgolet srjgte AoatArt
GJaaid g 334 dHe 2Hses ¥ vt
Aol g ATl v Aoigde 144 4
BolM AL S5 ZEE o] 7] Si# Alo]
742 58-& & Lo s Abee
A o Eele) 7188 HEckn 3 7 e
242 Sl 71343 + lck(Salovey and
Mayer 1997). mehdq ohg3t 22 7HdE 43
& 5 ok

H1: #oigle] 5L dude 344 2
AR H(+)9] 9% v]A o},

2.2.2 A T3 Axv| 2 Eate] A

A2 ale) 52 FAE #8% (prosocial behavior)
% oleE ol EHY Ao PG @
F4(2000)8) AFolM nhelA Pl DARH
HEL Advlal PFoz vpte] AMgstn gich
Aejgeln} 22 F2 AFHR e WA
A g5 Asldez FAHeR WiE ¥ 5
de =FWEE v Gottman, Gonso, and
Rasmussen 1975). F2 H#AFEoM ¢
2 e A Y5 Aol i@ HAY B
A& 71dEA gx efledl Tgelu oolE F
7] flal AgHoR s Ao el iy

1592

o4 2& 74 AbslgFelsi(Walsh 1980) At
fAeog 344 AAE s en P9 w8t
BRdA 7%E HAdFE ot g =
A4 BAolA A YL A FHH Azd
A oy 2A44e] 9oz IFH Y5
dhe Fojn AMAo g A oYL AL F
sle dsle & & slch

ojald AAH e dug, 2% FoM F
2 A7} sojstey Ao g RN A
v~ Zejsie] JAY PFojet @ + sle A
Hlah o did 477t 7kt Ao ol A
vl 2gdelM £44e =g 2 wjigEe] aa
23} 5ol G2 v)A)7) wjFelt, o2 g A
Hlz Feiqle] A BES FHU 4t 7]
QA2 Swels Fasid, A4ua #F(prosocial
behavior to customer)& 71%19} F9Ee| F
ozl gifol9le] nAEE S5l FrHoE 3
dhe uigAe $52 oulsn 7lde A4
Aolel] £go] HEF Ao FHste BFS
ojuj@ch(AY, FEH 2000). AivlA P&
z3 £t 279 dg 749 an el 4
v 2327 g4 588 FE #5082 4
2 g7 A ke 229 AFAY o4E
#3087 Ag A3} molh(MF F 2002
Brief and Matowidlo 1986).

Aivat PFa} BAd )& AYAFEL Ax
vz 5 dgusa Fde #HA ¥4
HMe FREED 7)1E AgdFEe] dad A
giraE 7139 A4 A3HDutton and Dukerich
1991), ¥4 (Conger and Kanungo 1988),
AAA 43, =2 &% (Risenberg, Fasolo, and
Davis-Lamastro 1990), A¥|~ 2% (Harrel and
Tzafrir 1999). #¥F%4(Schminke et al.
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1997), ¥’} Hartline and Ferrell 1996), 2
F4+&(Brown and Peterson 1993) §& &
Adk, g2y ojel@ HdddTEL F}ddd 2
Hlzt 5o sigdel o8 Alge A, vFA
Habel ojal Wt opzl 2Fe] Ad AHY §
gofl o3 99 + e PIstn ok A
A, HFAR wie| Y HAUYFE FUA
4 £ gle 8471 4 4 oy Ao 43
A7p Mul =g ol APt Rajrid ol 719
B E AFHolA R HHedel £d F Hio
Hlgo2 Hoe A3E o] F7] gdMe Mul2aA
A Age h felfle n8ste] oSl
244, v FAY JQAEBE AFHof & ojrh
aez Akua g5 999 o4 Atnat
e Azt opd A FHol M= dEE
wA g

wojgle nAzie] dAA apdle] AP 4
3 oe #E EHeor ¥ A5 HeEy 25E
Agsin ol deld 25U PR F
sellA Az g4 g =4 2 8, F
gel dig T, d2FE 498 & sk
=) (Loseke and Cahill 1986) =&#% 2 %
o ge 248 /& F AcH(Wharton 1993).
53 254 a4ge &7E vl§ g AS
Hoz dastn gk ole@d 4o Hojge
A e &7 Bgsted PaHez o
A4S dn oo gy I B HPAFEd
AA o] & 2AEA, BojgA ] Fo oj4H &
Aol o] H2E B3 A2 5L FuMIL
A she Ae oA 2 @At Uk nAe) §9
gE 879 cjad A7) Fgshas e
d H9E &7 AdMe aFe| 7k A4} A
ABA FHo] Fasih F udd dEFsese

e |
Al
]
4
1

ZYHAT HagH HEL 20104 128

Fgells naujeiAd PFE &) e Al
o #4e setstn pelsi nAe) PHE ol
o, F714eiA7|n nze] Qgd WAE f4
she g¥o] Haixlojof & Flo|t}, Goleman(1995)
& Aol w&FE A o] s
Bl S wjelehs EAFA, eletile] Eeldida
Bz ole AT ®& AU Aeg
ofe} elele] g WAE 7] o gl
Hol YEE T 7hsol Fokiitke Aol

Greenbaum(2000)2 £5¢ 1452 343
oln A Feln| 7% et AYE avelm 9l
2 oL golgle] AFHE & ATt 2T B
e s ngde] Myt AFee gl
Qi o & 443 o4& ¥ 7+ ddx 34
o, 2% &Bdged nne] B & YaatA 5
otslal ole] gtA Ads gds) F A5 2
44071 & + don Fsta o a2y
Aol st 2 S48 Raln 2
el e aodsld olgEla] Rile o
oA g7 7etA] Rty AL Au 233
oA nAdA FHE g AFskA RaA E
th. Huy(1999) & M9 F3A5e A
o elglufe] el At sFedt ozt Zy2
A e 384 222 44 F4s
ek ol Ale gtz el A4S Az
setstn Al z2Astn, 7% B
felehs woo] Heldss, F AT ®F
% A #5% & sheddel moldE
olo|gich, mebd o 32 JME AR 7
sl

H2: #ojgle] Fhgalge AauAagd H(+)
o 9%E 0|4 Flolrh,
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2.3 Md|ARHoM D22

A2 Mujzggeld g e Agdch
AU AR E T2 ARG S| LA o] HFel
A foligle] A HAFE Pg3 AL 2
Agel 48 vl Ay 2gdels a4z
< el AF, AL, AELA7] TN AP
T AAde 2o fuglate shdeAd Aqds)
odg Tl A¥sle FAolnz FEHAM o
chekste] Amdeld o Fepch(zdE 2005). ©
gh A2 o)A dulglo] A Pt ¥
53 ARde ne a A7 ge A3A
&S 84 AchSolomon et al. 1985). Elizur
(198T)& Au| 2 HollAel Fislel d9e 24
o Adste Ao 4L nAH oL AFe
24 PFo| Hgs vjAvkn dFEEd. £
Sundaram and Webster(2000)& A¥l~ 34
oM Mu| 2 A Zape nAe] dojd 2ln )
dold ARYAelA 2afe] nHe Fi4 7
e el d3ke vldl & ddn AAsiad
Bitner, Booms, and Tetreault(1990)8 <1+
M= MH AN FAHe] Dt el
£o] Aulzd dif nd e &g v F
8% 899E A o 478 TF
e Aulazidds nAE deig fugie] g
F. oz, ®de] nAel whge] ¥ vjAck:s
4g Fzsiz g,

Aoz Aels folgd s §3 n2e A9PA
of B3 d3xse ¥4 gou 9% d7sd o
Al 234 doidle] #F % U 2o
a4 EAZA AP F2F 8a9lo] AR
9lth. Sommers, Greeno, and Boag(1989)+&
Aol 23 oA Au]za)Zake] AfFYAelA uh

1694

duy

o] M, A EA § 2L 2AWHE &
Sgca et fzs P4H(199)€ a8
o) ApellA sojgel AF ® Mullo] g P
§a 2g 49, 2348 25, €5 o] 2HL
2 e 34A Fe FA e YA @
ok AlAlstgith. 2438 (2005)e A7 £ 2
o) vhebe A ol Mul2deld sofelel
chfd 9 9 BE¥S B FAdcke A Wl
2 ek olAY Mul2ggelA Hvidle e
#9 9 ®He Ao dd PPAY 4%S
LIE =

2.3.1 "oisle] 34 PP ads 249
Mul233 2 ste] w4

A2 e ads FHUt g AU
dzelEe] v =29 (Arnould and Price
1993: McCallum and Harrison 1985), °|2|
g 4oz Qs Mulagde AdeTe] A3
L8 AFuUFHe]dsl7le felslt), Price, Arnould,
and Tierney(1995)& Myl FAHAH Fa
A& 7154 Aolg] Ado| opzt edlg A
gele] Ageletn AAEgl, & ded deld
£ AFshe Aol glo} AUF, w2 & 2
Mol v & QIEE Az Agste e 39
o Fasidn dFsisc. ole £ 4x%e
oz ZEqislel 243 o] A HgHe
A EF FAA S AEE £ U7 el
o e Aaee dae] AElA BALAN
ZAgHe] BdsoAn, £F ddte] R A
239 @9 B aeln o AlEe £9,
Ad, 54, T& Fa4ld o} 543 o #
Bele d4olchKemper 1987). o2& 7&

AT 3o HeE 20104 128



BlolH PUXES DAR FUN DE £ U217 WRoPIEE ARopiEe) 80N ¥2

AgA gazd ddshe Aoz AUy 453
fapgels Aiute]l FENAE B A%E H
Astm oo e} 28 Ag e Aol Lutz
1983).

sz oo gdd ELe ol& Fa
fise 43 g v$ Fag dFdgolnt
Rafaeli and Sutton(1989, 1990)& Au|24|F
el FEE 7ol mjdgelA ojmg AEs
dherlE fdelsd. a%e a7 niie
F52Ha oA Mul2A Fate] EHE] B
8 mEzor Bue 2o ohdel maje 714
AgelE 9% vAdz ANt o] AL A
v 2A 2 M-3R R -n A8 ol
£ 443 uhed FEAE ol FoE aad
T AFsigd. o)AMY Mu 2 wHejeol
A4 Ede] 279 7AAR A FAL IA
7o) &(emotional contagion theory)2s 4
A9 £ ok AAZGL gl ARYAA
Holae] 7o) Ad@LE ddshe o §F
AR dEEenAe @ Algtel M7t o
& Ate] AMAded 9% vAE 3 vyd
tH(Pugh 2001: Verbeke 1997). #Azt<del
§ e AA daaasygeA el o¥A
AgrEzhe Aold 5 AeAE AdaEr] A8 Al
=5k

sojglst o] thie Mulagddeld oz
AMgdELe £ g, AgnA g d
FEL Avide PRade Fa4dd o Jddat
o YA nAuea ogA] TUs o By
ke g dgo] FEeic, aeig oleig Hi
& ¢4 43§ F47< (emotional contagion)
A4do] olel dndo] shgsich. vigelq Hhojgle]
AR AAEde Mo sod 2% S

Al maga Mek 20104 129

s ael E=¢ dojgle AR T #
vigle] 7S metsin Azld wel 2HH EL
548 & Agshl €. & gojde AR
de 2oz o7 a9 U PH4 447
YEE 2AN7 Zo} ole Al2A 4azedy
dA AMPFALS ML E aYez 3}
Hel b2 H53H ripple effect)E #&3)7] wjFelch
(Pugh 2001: Tsai and Huang 2002: Verbeke
1997). oAl &l oy sREde Mul2FY
oA Myl gzt ojd @ FHHASFE St
of e} nAzAe] APdche A& onj@d, 2
Ho dFEL it JEAeTeA g At
AR dulel A ouF dFgE A
sl da#l d7atgct. Hemsley and Doob
(1978) vl4&, a7ie] ndg, AAFE BAAA
& nde TolAq AAYd 4%E vjida
A A8kl 1, Burgoon, Brik, and Plfau(1990)&
e3g 4284, w9 3F 5L Aoz &
o Adda 43733 e 3RAge MUY
2 AAlskgieh £F McHugo S5(1985)& & A
o] AdiuelA vl4Ag A& of Fd¥e FY3%
A olag Aede 2AE 48 F 2age
u oje o4yt Aoz ddd YT T4
AAE 4SS doke AL wid g o
&7 & /Mg 438 + e

H3: Wolge 237 BREde 249 24
A 2 A(+)8) P vl el

2.3.2 wejgle] AinAhgat a9
M 244 2zt W

whjgle] A Ede] ane] 4aagaieA
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sy Hele Ao RHL guiste Zelzhd
Aojgle Aiu|AYEE 29 FHNM 1
g 444 2 oo 244 g2 syeel
& gloh, Au Al SEg g o) de
Hold ne| i #ejfle] Apda =& a7
o 343 FAAY FEL vl A
F& aRo] Fojd 4L dold £ % Fa) 0
viglo] Mulgls 1 o4 AFE F ddhe AL
el ez ol AT Mu2ziiz #ud
dfeA Fa@ 242 FAR Je Aul2AF
Aol AP Y #AL s F Hojde
2AM Folzl weljzte AT ohe} o e
dold #4& Fa dojfde Ade] nnelA] A
g £ glon ojRo] nAe IFHA 7 W4
vl§- 2 9%E 03 4 3lck(Price. Arnould, and
Deibler 1995). IAEE Mul~HHelH gt
Ha 7k A7k A AE date Ao oy
g 3A4& fojde] APer nAg WG ok
# Muj~g g gen og AR A
2 aog sal 3 A AL AYsA @

Thompson(1976)& AMu|~gd#e] w2 F7H4
dP4e e o] uejele] gPeldl ofEY
7Hgdel Eotn AAsigich ole uigls oA
e 4EAgel AAPFo] e w2 dfdelN
WAsEy] wfEo] n2s Hofq] R5elA QA ng
o] olFojz|7] &olstr| g olzFd UHme]
47 stetsln Hrkd = 97l d@elot ey
24 e gojgle] oo Wzke utel gl 58
o5d oM BejE BEd Wieke ddE
7IAR R ke diideart ohel Ao of
HE 535 & 4 UE =248 vehEoh(Price,
Arnould, and Deibler 1995). Tvj<ldte] 714
A Fee azlo] ofF RAglE Aoz Az
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L

29 A WS AEE] ozltrl 2AE
deishe Aol @ Wefst A nAuE
AEL 5 . ol WA viFfelA ol
o] A Agste AauARFE 249 g
AolM Ao =g& Fx veisie Aoz 9
H& A ol olF B wEY, A 2
A e Bk €d. wety dea e
7HdE 43E 9o

H4: dojgle] Anvagse nye 34
AR A (+)e 9L vlA Ao,

2.3.3 nAe] el 2447t st gt @

Mul =g dol) ne] g wojgde] w2
o Fo®el AAFPE oz djodF IHE
#PE AYsA sa ol aMeR I D
Y5 &l gk gubAog o] MulAg W
7l fla Mulx AlgAAge] AARE of Mulx
Feidinte] HFo] wAsled ole o A
wge] Aol Hrh & Muls FYE AelA
$449 A& ¥AEQ Flojr}, o] AAA Hof
gol Aol RelFE HofPEal UL Ao
AR FUg 4%E vHn oyF AL
oe] #ge] 4B A,

74845 S-0-Rol el 2Asd Hgl
& AFE ) WANES AYsin o WA
vhgo] thAl #Futgo) S ndlda AAsn
alck. o]FoA Hutge FE AAA weoz
AAE Bz Y, PFure-2 Hulg YIolge F
74 #EWe2 AAs gl Bitner(1992)&
g4del el AAG S-0-Rol&& vial"el A
A AS(S), WAEE(0), 282 YFHE(R)

HYST 397 Mex 20104 129



HopHel AWXSS DAR FAN VE + UL UROIHYD ipopE BUH Ye

vl el oy FajHez AFsn g, of
nAHFUL e AU EY A2F F3ALe
TEE da gon, MAPES AF, w4,
AP BAs D 3L Y5 2243 g
Zte] 4zx4 ozl Az nAte] AEag
3 ggoa AAsgc Bitner(1992)€ ol¥
g RS B AR S 1 AR A
o4 azln A A daadolzs PFUEs F
AL 7heAdel koz dFsidd, A 8%
9 ookt d3E =9 Aol Aty FFeal
A #do] Y-S AMstn ok 53] A
H#5 dddAM nnzEe aAYPgd FYE oA
o}, cjekst APArEL nne| AYshe dAL
A £PAE, P, AReE, TE, S48
Foll 4&g njdcn AAjstelchBabin, Darden,
and Griffin 1994: Dawson, Bloch, and Ridgway
1990: Donovan and Rossiter 1982 Forsythe
and Bailey 1996: Kahn and Isen 1993:
Swinyard 1993). °l& #39| a3%—‘?_‘“I"é(an:tinm
readiness) /33 Fgste Aog AL

B g dolMA o AgeAe HF2 "“l
e v Ade ¥ 5 gdd & 33 e
A2en st PFE FHEA AT A
e suggs s dde gl et
A ohaa e Me 438 o

hu ool wle

M 5 e Ael R e AR, A
Fol%, Aadedsd B(H)9 9%
% o138 Aol

AT qI9A M6 20104 128

. A

3.1 d7y

£ d7e woge] A Es} dede #F,
a2ja Mol el nae] A ukg 4 ¥
E% Ao Anynz s o U
#AE (28 DI R £ A7 2¥L 3R,
Myl =g dels wojgle] P T Hejgle T
A AEH 9 Asu|ARERe Hi, B4,
Au| 24 A0A sojle] 344 FHEE 2 A4
v gt e A g @A, A
A, Muzgdeld nde] 34 PR} o
APEe WAE ohFm glod o AFEHE
54 AEstan o

53 2 d7e wejie iz 2Ry 2%
& A8 91y Zﬁ*lfi}“'z} sle} gejgioz
dlelF Aule FAAEE Gk dn olg 2
AR AivgE, A PR, 2ela
AR PEe Wistna @k wefgle @
i Tolsl Aple] Wk AL e ofs)
Aoz Hrisle Zle] opjmz FAdHrsA
% 7Fs4eol ¥ Michaels and Day(1985)&
259 A solgle] Aol el g Hrke
gl 22271 opd Hvifle2RE MUlAE A
Fue nd 93 #@rit o #eEQ Wgde
Atstn gk 5& FHRUL FolHHelo]
F4Y sPsAel A7) wid] Hojdadels ol
Aol W E A AE AP 44 &
slen} nre) o H{H BHAME 184 @
2 FHs4el stk webd 2 d3e Haa g

B3 d44 HEES 2R Aottt
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day

soNgy [ 24 ug
237 :
~H3
gkl 5
e ko EEE W, 2zss
asun |7
H2 Y H4:
internal marketing external marketing
(28 1) d7ey

ok, & A7 Aoide] A Fo] o9 wof
o] sofgslz JepdestE 23N Ho)
# BaxEie ol g gt nel EAY
% dFol olu@d d%S oXertE AEna
g}, olE G WFelAE ofeiA"ey 53
A H2E A= Baap g

3.2 ZAICHY % M2 Uy

M =88 =¥ 7ME AEE7] Y8
2zt g diy 23E Adsle] EAE 53 A
BE A0 & 2AE 9 3 dHE 3
AYATE HEHon, o ugoz HEAE
Aaglc. & 479 ARFALT 4 24
ke W3 gojd gt o] ERRE AHLE AR
B aAE Yo sglon A, 4ud #i
$o| offojZict ARFHY FAAY PP o
&5 2k (1) W3k 2 AXTolA Doz s o
£ ol P& dAska o Se] vjgez o
Fo2l A A s ¥ ARE FUsd. o
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€ 54E sl ol Fola A FEP AT
£ 7 n §skA 2% 7540 Eor] £ o)
Aolehe EAE Foz Qg A" 9L 3
2] % 7hede] &7 wPoldt, Eg A3 &
AL dushl 2 2% 94 Add £9E A
%% 7heAel w71 Wl dElA Altssle
AEAE) NG AT e AR deid
4 g5 setslr] A drele YL @ 4
wojfozie HRd o F AL 83y
o (2) 4% FjoRE 1084 MyAE
AFee 27 dE4E 5o AT Bojdle Ak
A E, 34 FHRE, ade Muayuz
A, DAYPEd B ARE FPeG, AL
Wy 540 AN addoz Y 9
Lozt 108014 A& ado] EAvitos
U 4% adeld FaE 7§ 5 o2 Pi=
ojfatel 2 Woulgle] i Mu|2FAEL S

stk ol golgle] ZAlste vidhel AR
o $HE A AT L9E dA 28 540
7] wizeltt, =3 Emvjgdoare MulAg

ST 1353 HBE 20104 128



iR KSR DUR FUN VF T USIT WROED KFopEe SUN U2

A gue] nAE 4AE olfe T @4
o] opd ofgjnle] aAL d¥ee & AS 2AH
T 3 2394 2AF =29 7ledel 39 1=
o8 Huiglo] ZAAE AAY 7heAel 4. ol
AL Faske g2 HUAFE ndd7 dxes
zasle] AT FBsAE wolvl M REd
34% 3 %8 7HedE wol7) Wil &
Aol g vide olf, BFE AR, 2E
2 &F, 7|6 solth. dEe g8t 22
2 AAHER diglen 2R doM d7)Ed
A Rzt gushe A A Arle %
Eof ale] EL s old dig dide a9
o by ol 2185, AR Bojflezd
B MulAg AFee o4 218%9 47AE 3
Fatleh. olF el da foigolt 24 F
o] BHAE SHE A& AS 2FE A
© UAE gt of dat 1747t AleHslt.
2714 AE7E BT AYE 20199 HRA} A7
E 99 olgslojct. #ed F8 A7 BAHY
A& (& D3} 2.

3.3 52 wiao| &3

#3215 71743(2006, 2008), ol532 o|F
F(1997). Goleman(1995), Mayer and Salovey
(1993)¢] A7elM AAF FPE F F 2802
e sk g gdez Az
AHE dAEtdlen olF A E Adlske 4719
o] AAH} 579 89e2 FEEHIoH
7 BPEE BF 8983e] 0.50 40|90, A
Z =% velilE Cronbach’s of #AT A% &
F0.701do2 Jeht Ztzbe] adlEo] =gt
g24o] sle Aoz HEHULG. dekd 24709
9 2 2 A FY2E ogslgler 9
£ 74 PAES 3=z S5

244 24 29& 7444(2007), Rafaeli and
Sutton(1990), Sutton and Rafaeli(1988)¢]
Apold dgE EBFE ol &gt AHzAE
Fd A& gdsiey A" 28 90l 4
el Bl shtel aslez AxsAn 89083
o] 0.5¢]“¢e|%l28 Cronbach’'s a%4| 0.7e]4
o Jeht 4245 et de Aoz FF

(£ 1) SEA2 rEANz

il s A4 s =279
dal 68 (34%) 200) 99 (49%) 1dolgt 33 (16%)
Bolq) ozt 133 (66%) 30 78 (39%) 1-3dvlgk 92 (44%)
40chold 24 (12%) 3-5dv|9 52 (24%)
Sdeld 34 (16%)
A 201 A 201 A 201
G2k 88 (44%) 200 58 (29%)
a7 ozt 113 (56%) 30t 66 (33%)
40t 48 (24%)
50che] % 29 (14%)
A 201 A 201
B H302 MEE 20104 124 1599



Helok gebd 471 838 # 2AE A% 23
o2 ojgslgon T4 Yz FHsA

A4z gFL o]871(2001), Betterncourt
and Brown(1997)9 AFdA AAF FehelA
#1072 28FHE Hec Al zAAs A
A4S Agsie 24e B AAsdes 8
o gdo| shde] g9le2 A=Y, 2dsE
o] 0.5014¢]¢l® 418 =& vehlE Cronbach’s
of WG A 07042 Yeht} Az4a g
Aol e Ao AFHAD mely 8ie &
e 2 A A% 29ez o Ba%len o8
74 YAEY Az s

oA MulAg4 7H & 2148 (2007a), Price,
Arnould, and Tierney(1995)9] @7elA A%
AR g T ol alslen 94 AdzAbE
S AAR 23 glo] 4719 o] she] g9le
2 AA=An 29850] 0.5¢]%, Cronbach’s
o7} 0.70]422 yeht A4z el e
Aoz A wety o] 449 Fg &
AHE 918 Bez olfslgen TH AHEE %
Hatglet.

RAYEE 7] glale] ook, ARYE,
fojglzte) 4aageleg ol Bt AYReE,
Afels, sojgine] Azzgere zzt ddR
gog 74 HAHEY e sk,

A

A

V. 9P AS

471 M= L ggy A

7 A7eislee] FUERE dE WA L84

1600

e

(internal consistency)® #H%& Cronbach’s a
fez HAsslen A4 E Adste FYEL
AAsg. o] A BAPgAHAL 128 (el
o] 749 vx E3oh), A Er1%d 1883
A% F2g Algtelg} ), AxvAYE 1¥
o] 87¢ E&F AFche] AA=AUL
EAe 2984 B AFegd. ades
wieze FAAEEYY (principle components
analysis)& AH-8HEl2 2 23] H (varimax) %4
o olal A7} 10149 adRE ddsion
a2 % (factor loading)e] 0.50]4e|d f9|
¢ Aoz stk a9¥d Az g7je 8<l
2 s AAEE B 5 Yoo =g
olE 871 adle] AN Eie| of 65%F dHsn
alol Aderde] #rsggn BuEg. o7
g Azt (E 29 2

e 243 adRME AN Y= dig
o FFetgds e e A gad
A7 Ee] AadwME dAEg. ¥42
3 HYPe ARG Aoz AR JFER F
FA7le ez e, x3d dyds A
(construct reliability) = Yubs FH71$4)9)
o (70| 4og B dAfolM Algd gEEL &
T ATl tg datgidn el S gy
& #dsgich, o Anke (X 3)3 2o

wdetgd AZL A #9L Fd 95%
A2 P BuAA(2xBFLAN) 2 Al o
gol "1I'E E#siA gowl muedAo) gl A
o2 #dkehe AEWHE AHEslsicHAnderson
and Gerbing 1988). HAWSE ZAEe Az
T& Z¥stn AA ohol weld4o] e AL
2 seksddoh A de (8 409 2o}

YR y3gH Mex 20109 128



ElOlHe] AHASE DUS G UE T Us?IT WROIHE Yroplee) BUY H2

(B 2) M2d o Efety 2420

i fa R |

factor eigen Zol
loading value variance

#47|7448 94 (Cronbach’s a=_753)
Ly e =g e FolE 71edd 11
2. U F Wt %A maleRld dis EFAHIHR) 704
4. W =& A ad 693 3311 8.949
S.ue U =YES A P v goiR) 664
6.uhe W7k ol %A oA ey o 683
#7131 24 (Cronbach’s a=.715)
1Ly 7]ige] nzso] il% o ] 222 AN 752
g’;’gg ‘-};ﬂ?{i dokalz] gt 126
P 731
4.}50) 98 Wt 94 HaPc 705  2840: 10378
53E AN FHA0j2 T} 621
6.8 ¢ o 2ANY dEL widd 679
A71% 71459 ((Cronbach's a=.835)
1Lue 34 H4E oeies o 2kle %ﬂ-rﬂl*l%! & ohd 725
3ube oAl 2¥e] sleje} grim 4zigict 723 3029 8186
4ue] $9% A3 WD dojdnt 741 - 1
5.9& w3ted Eax H4Ad 704
e}l 71 94 (Cronbach’s o= 735)
LERle] S 2] =g 607
2.Ej%lo| Hoj B A& EM“;J’M]*I olej# = sick 588 1.879  5.078
3Rl 2a wald e 592
lﬂ?l&’l%"l{Cronbach's a=.793)
|3 L b
0 " i 2] .725
sAg *JEH?ME e aeren wd 702 2822 71627
4 Ejole] 238 Adea] ged 698
—“’&’-'l Miﬂ(c:ronbach s a=.881)
és} e e
SWe 2 676 2586 6.989
4 BHY AAHS 664
# 2w A4 % (Cronbach’s a=828)
1240 27¢ & 2% gt 832
2482 Mu)x oj4teg Apnoz AL Feot 795
3. a40] 7ldig o] to g B #7d =& T 753
5.A# ¢jFol4dez nHdH A8 AT 721 4599  12.429
6.24% §7) A8 e ol4e] A& T 694
7244 44E thgict 661
§.2M0] 7P My~ REE F4ct 647
2] Mo 234744 (Cronbach’s a=.764, Construct reliability=.776)
L 649 2173 5813
2.5 # 683
3.27% 529
4,553 .559
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bz

(£ 3) sielx 20124

#od 8¢y

estimate S-E  t@t A=
27134494 (Construct reliability=.766)
SAl 1.000 = =
SA2 827 078 10.60
SA4 857 077 1113
SAS 974 073 13.34
SAG 942 076 1239
#7134 24 (Construct reliability=.721)
SR1 1.000 - =
SR2 947 072 13.15
SR3(R) 880 ggé 11 ,Sg
SR4 185 ! 10.3
SR5 819 075 1092 Xo(df=54)=84.77.
SR6 1567 078 9.7 D:EU?
A7 %71%1( (Construct reliability = 839) M
SM11 1.000 = - |
; NFI1=.914, RMR=.044
SM3 958 074 1295
SM4 817 078 1047
SM5 925 074 12.50
E}17H 4] (Construct reliability=.793)
EM1 1.000 & o
EM2 906 075 12.08
EM3 864 076 11.37
el #AFA (Construct reliability=.816)
581 1.000 N =
582 927 074 12,53
3583 852 075 11.36
554 753 074 10.18
243 XY (Construct reliability=.892)
PEE1 1.000 3 =
PEE2 ggg 077 12.06
PEE3 P 074 11.57 4
PEE4 S19 074 1242 XW=39)<12957.
ALv AP FE (Construct reliability=_837) sy
GFI=.929,
PRG2 %6 o 1260 AL =00
PBC3 @03 5 12pa A EmIMCRMR=.O0M
PBC5 919 075 1225
PBCG 835 074 1128
PBCT 827 076 10.88
PBC8 962 075 1283
o] Mul2447H8 (Construct reliability=.776)
CEl 1.000 - & ldr=4)=12.94,
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Can salesperson’s emotional intelligence make a customer
happy?: Integrated approach in the internal marketing
and the external marketing

Sang Hee Kim*

Abstract

This study is suggesting salesperson’s emotional intelligence is one of abilities to consider
customers and to express positive emotion to customers at service encounter. It is observed
about the influence of this emotional intelligence upon salesperson's selling behavior at the
service encounter. This study also shows how the salesperson's this behavior influence the
customers” emotional response and behavior. In other words, it is examined whether salesperson’s
emotional intelligence can make customer happy and promote positive behavior or not. In
this purposes it is used empirical analvsis to see whether the internal marketing called selection,
education, and socialization in salesperson has ultimately the customers’ positive response.
It is offering an opportunity available for examining the internal marketing and the external
marketing from the integrative perspective.

The previous researchers have studied independently by separating internal and external
marketing. A research with the aim of empirically verifying relevancy to this is insufficient.
The prior studies have carried out independently by separating a research of the internal
marketing on the influence of salesperson’s propensity, ability, and selling knowledge upon
salesperson’s performance. On the other hand research on the external marketing on the
influence of several stimuli in a selling situation upon customer's recognition, behavior, and
evaluation. However, what is important in marketing is to perform external marketing through
internal marketing. A reason is that enterprise aims to perform the internal marketing by
investigating lots of costs is because of leading to customers positive responses through this.

* Assistant Professor of Marketing, College of Business Administration, Chonnam National University,
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Accordingly, when salesperson perform service in the process of interacting with customers,
the customer recognition on these peoples service needs to be grasp simultaneously. This
will just become what properly measure an effect of internal marketing. As this is related to
whether the management of employees through selection and education for employees can
lead finally to customers positive responses. The successful external-marketing strategy
through the internal marketing will be a part that will need to be considered deeply from
the marketing aspect.

In this aspect, this study aims to attempt the integrated approach in the internal marketing
and external marketing by examining the influence of the salesperson’s emotional intelligence
upon the salesperson’s positive emotional expression and pro-social behavior to customer's
emotional response and behavior at the service encounter.

The specific objectives of this study are as follows: Firstly, this study aims to examine
about the influence of salesperson’s emotional ability upon salesperson’s selling behavior at
the service encounter. This study suggests the positive emotional expression and the pro-social
behavior to customer as salesperson’s selling behavior. Through this, it aims to examine
about the influence of the salesperson’s emotional intelligence upon salesperson’s behavior in
the actual selling situation. Second, the aim is to verify the influence of salesperson’s positive
emotional expression and pro-social behavior upon customers emotional response at the service
encounter, In other words, the aim is to examine how the salesperson's behavior influences
by emotional intelligence upon customers emotion at the service encounter. Third, to examine
the influence of the customers’ emotion, this is formed at the service encounter. upon customers’
behavior.

This study aims to examine whether salesperson’s emotional intelligence at service encounter
has upon the selling behavior and whether this selling behavior has customers emotion,
thereby. possibly leading to resulting finally in customers positive behavior-this study examine
these three aspects. In other words, it aims to suggest a question about whether salesperson’s
emotional intelligence makes customer happy and to verify this empirically.

The result of the research shows, salesperson’s emotional intelligence, the regulation of
self-emotion, self-motivation, empathy, and social skills except self awareness, were indicated
to have significant tendency upon positive emotional expression and pro-social behavior to
customer. It was indicated that this positive emotional expression and pro-social behavior to
customer were indicated to create customers positive emotion and that this leads to customer’s
positive behavior.
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These finding are proposing that the effective internal marketing can create the effective
external marketing as well, and are indicating that the company’s internal marketing needs
to be proper ultimately in order to make customer happy. This study mentions salesperson’s
emotional ability, which had been overlooked as a preceding variable of salesperson’s positive
selling behavior, thereby suggesting that the internal marketing for this is important more
than anything in order to create customers positive response desired by company.

Key words: internal marketing, external marketing, emotional intelligence, positive emotional
expression, pro-social behavior, customers emotional response.
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