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Rust et al., 2000).
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Zo| AT elel] 71RkE Far 3l <

TLZE 2006), 7199 FF 52 nAES] Ly
ZHE W] ", 719l Ak v ds
SEE BT Edehe aAARe AT ohel
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= kst vkRbgE - A4S - AR, 2011
HAA - 3, 2012:
and Tan Hsin Hui, 2013 Zhang, Doorn, and
Leeflang, 2014).

77”2}4 <l °‘°1 7V Fag dgagle] 1
, 2007), 7R FE

'm

=
il
o
e
e
n%

Ramaseshan, Rabbanee,

g d-g ke :rL"é%O] aAF} 7199 dd g
o] JgAtdoltH(Valenzuela, Torres, Hidalgo,

A 71 st
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o] Fago] met uATEA] FE o] T o

and Farias, 2014).
AT IAE 75

£ 9o 9449

A TAFH AT PAAAY Bk
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37} g EtH(Hennig-Thurau, 2004). =3 1
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< 7199 A SR} Ao IS mAA
"rH(Donavan, Brown, and Mowen, 2004). 41
ATELS YA AR S A7 9} 7]
A7 Sl A2 mAE 7P F8d HFR
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Bridges, 2006: Pousa and Mathieu, 2014).
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Mol A ztete AR oIt A FAL FHA
o] o tig AAFA B2 ofofxitt
2007; Sirdeshmukh et al.,

A4 7

4= ]
(Palmatier et al.,
2002).
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9o FejueFol uAe] FARE ek A (+)
o] FaF= mAE A& e Oliver and Swan
(1989)3} Beatty, Mayer, Colema, Reynolds,
and Lee(1996)9] dFellXe 140] w7l& 44
Atel A o] wHER AlE S Fole o E JE
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%1, Kennedy, Ferrell, and LeClair(2001)¢
AT e welded sl 3l AgA Aujds
o] mATZET} Ao ZHA AL nN= Ao

J3kS m A Ganesh, Arnold, and Reynolds,
2000). Chen and Mau(2009) & 4™ 282kl
A A FelaE o]l FPAE gk 4l
SR of g} 719 tigt Al e 384 dFs
3199}, Wray, Palmer, and Bejou(1994)
AMul2s A S| oe Az &l e
AL 71del i AlEE 7T st
oh. Holden(1990)& <At &eldvjdd s
FAA R 719l tigk Al 34 dIg=
o Zga 39t Roman(2003)8] A=
HAtO &elA PEe Afu| vk A o
g 1, olgfe 93 7l tigk w4l
g, 2ga 719 tg A= IS nAE A
O 2 eyt ol o] 24 wiA I AYPATE
71Zx38te oy 7HAES AN BT

A

=

of ml
2 oo 1—3'

fo %@ rlo r

7Hd 31 At geaaEe Ut
et BAEFA H(+)9 PFS nA

Aolth
Hd 4 dYAeel sedEEe A e
AFAA B (+)9] 9= wA Aolrt.

A

Agile Bolgeolt nASRT s wet
B e ek Aot DA% 434 B
75S A A9 24 543} Bol el o
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o
s
o2,

= il Ae Al s

st (AFE, 2010). APAFELS 4-&0v) 3
ol ALY &59 Fad A4Hs] f&d F 9l
T YUY TEE FAAFTI] Wil WAFE
Aol 384 FFE vtk A Croshy et
al., 1990 Weitz et al., 1986: Porter, Wiener,

and Frankwick, 2003: Sujan, Weitz, and
Kumar, 1994).

Roméan and Iacobucci(2010)& <
E9 AL o9 whHo g A% A

g vgoz A4 §717 4 eug

=

o GG AL, AgBoEo] FAdel B
BEo| 4(+)9 9L nATR ST Park

and Holloway(2003) & Z-3-%ujj3}

=

— [€]
o ATt BEo v JGE G,
AR st 2ol AgaiaFel JAieel )

AR} S FHATIEU T AEtE

golstdtt. Madupalli(2007) & 2ZEAH]
o2 3 AFA dAAL] AL Eo
ek Al=leh 71del et AlE e o

A2e] o

1 %
IS
golgtgich nAo e B
A8 WsA 7= A-samle s

S T, ole 71l dd S

Ao VEgTh@E, 2010). o2
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3.2.2 GAAdol g AAFEH 719 tg
wAEA
PAEFA S WArAE Y AN d RN AUt
94 Ee 7Y dawgte AnE A7 v
Aol tiet 1o MW rtolth(AA L - 273
%, 2011; Odekerken-Schroder et al., 2003).

SEZE GUARICERE AlF Ee AH|2E T
& Al AR TS| AANA AA R ofe} 7]
Ao WA FEE HEH R nEsp] Wi
AFA & 94 }QJ T VIR W]
23 Fark ek SOl = - <8Rl 2001
Palmatier et al.. 2007).
Oﬂo“} AL 7197 1A4S AAAT] = WA
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-_IféE 2011 Doney and Cannon,
HArd el Z 719014, 71
#ol #AE EUE 7 E A&
1AL GG
A A
b BAFA dEe
2001; Palmatier et al., 2007).
Atz 1A 7§ ol AA7Y
o] FAFA A FgFe vk stH Gremler
and Gwinner, 2000: Sirdeshmukh et al.,
2002: Reynolds and Beatty, 1999).
Yim, Tse, and Chan(2008)<] 194
I FHAR 2F BAFAEC] I 7Y 3 B
s MAE AR JEwt ARREE
A o= 3 Foster and Cadogan
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0|Z4uo| -

(Moorman, Deshpande, and Zaltman, 1993:
Morgan and Hunt 1994). F o|2&2 #AvHA
He) A3 W b 494 g
*J:?Ji AN SHAA, Al g
ARARo R —;7HJ,]. 7] 7+ B4

—1d pul
= Ak

=
Y

do > ro afn
i rl
o o o
ROR

I

L, L R

111
)
:oll_ﬁ

o,
N

A

Ztk
O]T/}(Palmatler et al., 2007).
jl,]- 7] Q'O‘]'_J. o} Z3E

CEaET =

A

QA Pk U]’ﬂ"/}(Sharma and Levy, 2003).

WAEA] Bl
T a}Ak| :L7g;<4 J3kS A
BAA ] gk #AFH 9
g AFAEdd A AAH AT e.g., Grayson
and Ambler, 1999: Hennig-Thurau et al.,
2002). =3} A7t 245 249 HEe 7
FHoR gArlo] AEHAQ nAFA9 7Fe/gol
AA I, olglg B71A #AFE 2 FAl= ¥
Ao AZEh Reinartz, Thomas, and Kumar,

2005: Sirdeshmukh et al., 2002). Rust et
al.(2004)& 7R AAre] A Qa0 EA . 714

Aol that H7tl el 7Hx ko] A4 drta
shA], el ofef Hrhee BAFEC] 7R AR
Y& A Aol kit oA o] 2A A

AGAPEd T 230 e S AN,
7Hd 80 Aol tid BAEA e BA=At
o A (+)9 9ge uA Aok
7Hd 90 AL ek BAEADL AARA
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11 A1l og BAERe A
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M 12: 716l g BAFAE WAL 4
(+)9 9L o3 Holth,
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4.1 RESTI} FREN
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oF 12~15%F Wo g F4ke o) A BIAMAAL 5
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= A
o= ol&g% 1112 ﬂ A7)
(dyadlc data) = B3 Aex
A Ee HAHAANES
e AAEAS nA

-
.ot

Aol i dAEAE B
—'.44}401]’\1 7rete Aol o A
Wiiolgka AZHET Brown, Widing, and
(1991)¢} Saxe and Weitz(1982)¢] 91+
B FatdBddx 2FE uA| A o]
Mol S nAAFIET T E=7 et
ol gt A shte] SHARTH SHHT
AT A A e TEEY
(common-method bias)& ¥A& F = &
(Siemsen, Roth, and Oliveira, 2010).
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16294 (33.6%) 2.2 714 Eke | 1
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(E 1) g =5H ol &l £ g€
My 224 39 53 B AgdT
LRSS S5 =9
A9 &5 19 ANA 22 PRAT ,
wA | ool Atk | - nAOP] g ngaE | Saxe and Weita(1962)
Ay | BFeE S5 Ao AR tigk Faet o eratt et al. '
g el Aak A0S o5 HAL thet Homburg et al.(2011)
EE ue] o HAAL 3o
el BEA g S feld wFew
2 *
o al =0 , .
3;]7:" $2] ) gﬂﬁgg}/\ﬂil B DA A3te AE Romén and Ruiz(2005),
a3 PR cnireol o dataL TMolFE =7 9 AAm* Roma’n and
Tl © AA 5 2= aAele & F7] e HFAEH
%E [<hami2 © A7 ES 93 7‘1&%* Munuera(2005)
© Rt - U
T3 A
o | BRI A 719 AuAe] gu .
AT 2ag ap wze |- e BAWAS Akey Ap | o and Weltz(1990)
S | jElEs WA A A G| w3 Tofual Sujan et al.(1994)
AFgeo] e fujus g4
94 -+ HEMAA ] ek g
M| RS | dodatd Y] damdtel | - E@AAAGS] AgRAl] g v
l e e - ARkl g 7 B =
o gt A el gk 379 - HPAMAALLe] ok FYPE
WA | Ag | Aukd ol K RS E@l gr;}ﬁ;ﬂ_‘ T Crosby et al.(1990),
4 . BAAAA el AFRE Kennedy et al.(2001)
= - Anderson and
719 - B3] i i L
W ez [olgne gaaed | ndaisi A de ws | Sinvesanz0
ae Atz 47 BE . Aol o] S| HeAw Palmatier et al.(2007)
7 A= digh 1749] R R e A
za | A | AT QA S R i Et
A L IR A
-+ BBt o) F QA
- WZE 7Hek B g Ake] o] Fo] Al
5% Bl g HA Az
EE‘%:— AS9] ZgAo|1, . i;];g]%jgﬁg_ Yoo et al.(2000)
M By g e Rust et al.(2000, 2004)
- 2pE3slE olmx]
- HYSAE 2 43 Sle e
27 7o) 3ol ) L ZAw 2
Atk . Prlel= 24 F =2 - EE W%ﬂlg]—/‘iﬁ]i\]ﬂ:o'-
Ty | A megm ge | o AR R skl oleke
ac | M ey mego ge | 33 A9 Ay
= < 1 . H]| 8o AT
AAS ABAL HE | 2 gl gz Rust et al.(2000, 2004)
. S TEue g Vogel et al.(2008)
LAEe] AlF 8 L mo Lemon et al.(2001)
o | AEIEAR g B AR s
W iea, rea wae | Lo o
A | Zgge) sga Aae | 0 T oMY 849 ARgA
ML =0 Au| A9 9%
nFdte A% S =

Note: «r&]#mfe s * A= 9329 (Reverse Coded)
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al.(2011)3} Periatt, LeMay, and Chakrabarty
(2004)9] TSN AHEE SHEFES ENR
2 AT g 2 6wds 74 - A8t
el o 5 Ao Ao dPArde] T et
2 Ag o AoleltHRoman and Munuera,
2005). &R Ee] =4
Ruiz(2005)¢] d7<IM AHgd SHEF=E EY
22 AT g 9 5Edgs 2 -8-3131
o At el e FEe AR
Fdske Zlo] gukoln & AFoA % SJA] Roman
and Munuera(2005)9] A7l we} FHA 0=

2=+ Romén and

4 -

Fdsigich. 5] FFE FolA H@GE] 1A
oAl AgetA gria Azterkd AufsiA] & A
olty o] B35 A e vmA] gE2 Azt

A3 e ol HE nAe] Lo
stgo] g F& MAshs Ao E Hossitt. A
o T

S Fo| =% Spiro and Weitz(1990)
9} Sujan et al.(1994)¢] AFENA A 53

e EUZ B Ao Ao B 5RES &

o I A v

=]
e

and Srlmvasan(?,OOS), Kennedy et al.(2001),
Palmatier et al.(2007)8] AFESA AHEH =
AEFES BEURE & AT gt uA 7 653

[¢]

& %% - Agasi,

B eare zﬂﬂr M3e & 54 Bdzd o
@ 7o) FHA9 Brhz FEact. Bas Ay
9 %—%ﬂ% % Rust et al.(2000, 2004)4 Yoo
et al.(2000)9] ATFENN AHeE SHEFES
Erﬂi —E— 93%4 g 2 653 74 - 48
atsict.

AASIT Ma4 ®6z 2015W 12

20f njxls A

AE R AR 27 gk AHA -
Z2Ystd 54 7193 #AE A
Ao R Aot ’&7411}
=% Lemon et al.(2001)Z R
al.(2000, 2004)9] AFEA AHEE
EdZ & A9 A 92 65
aFTt.
A A S Al B7ER AL 3
31_04/\4 59/] }}__Q_/Kéoﬂ q]z‘ﬂ- —/7140 7_l|4y1,_].
gelstaitt. 7kt 54 A
(2000, 2004)J+ Vogel et al, (2008)%
eSS BEUR B A9
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=
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-
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ST

Black, Babin, Anderson, and Tatham(2006)
& =27 JEE9 2AAAX (factor loading)”}
0.6 °]4¢ w, Bagozzi and Yi(1998)& 0.7¢]
3 v SHFESY ATETEs At ok

2 dAFolxe 24 | AN e 2
AZF dvka B 4 e SAAAAR 0.7 o]3E
715&(Gefen, Straub, and Boudreau, 2000)°
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0
rak

Z9d Fornell and Larcker (1981), Bagozzi

and Yi (1988)7} AlAIgE AMNE A2 =9t ot
BAkE+Z7k (average variance extracted: AVE)
< AXtE Y. #E A Ee gubdgos 4

Ol

1 & 7129 70HEY Folok 3ta, AVEE
234 7132x2 50K} Zofof th(Hair, Anderson
Tatham, and Black, 1995). 747l ==
7034 9252 YEe™ AVEE 5‘5??1' .605
dA 8132 EE WFEo F 7FEAE FEdt
AZEA o] 998 B AT
ol HIMIE 7t WHEIAY S Hrteh]
3 Fornell and Larcker(1981)7} #|¢tet B} ¢
Wi o' AVEZte] 747 3E %

)l«

ol

gt FBAF A
F AT AskeA dRE st ol 2
oz A WeES A5 A% (& 37 2
o] Uepyton], BE WFEo] o] 7|EE FEATE
Aoz FRlxo] FHENFFo] YTHAUT. wEhA
72t SRYEREE T FNE U EgE 2
=t & § glon o o] &ate] FANIE 7t
JAFAAE FA 8171l Aek 2oz e}

= o83t
b Foll 7 ﬁiﬁ]-roﬂ ik
xﬂ%% M= Aot Al
x*(630 d.f.)= 956.514
.000), GFI= 911, SRMR=.0398, NC
CMIN/DF) = 1.518, NNFI(TLI) = .979, CFI=
1982, RMSEA= .033(Hi= .037, Low= .029)%
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. 8d | Ezad EEa 7 BAEN
A4 | 3388 | g | Toa | en | tvale | ghvie) | aaaiare)
€O 1 1.000 787 - -
CO 2 .956 850 .039 24.402
T2 54 CO.3 1.083 1949 .049 22.167 942 14
(CO) CO 4 961 876 048 19.907 : '
o5 1.019 .800 048 21.055
CO 6 877 798 .046 19.018
ETHICS 1 | 1.000 748 - -
2] o ETHICS 2 | 1.330 842 074 18.046 703 605
(ETHICS) | ETHICS 3 | 1.195 763 075 15.837 : '
ETHICS 4 | 1.163 755 076 15.370
ASB 1 1.000 763 - -
A5 ASB 2 1.049 803 .044 23.699
(ASB) ASB 3 1.079 1939 057 18.977 1820 706
ASB 4 1.066 .893 .060 17.846
ASB 5 887 791 053 16.714
SRQ 1 1.000 1906 - -
J I A2l SRQ 2 1.022 1929 021 48.884
& SRQ 3 1.045 933 032 32.848 995 813
#AEAR SRQ 4 1.041 916 037 27.763 : '
(SRQ) SRQ 5 .954 851 .037 25.743
SRQ 6 1990 871 035 28.471
FRQ 1 1.000 1920 - -
) FRQ 2 975 1906 024 41.291
A9 | Fr@3 | 1012 918 030 | 34.026
WA EA .924 1800
(FRQ FRQ 4 987 934 .030 32.878
FRQ 5 912 835 037 24.836
FRQ 6 901 849 032 27.940
BE 1 1.000 670 - -
RPN BE 2 1.084 814 .064 16.918 795 622
(BE) BE 3 1.368 852 120 11.408 : '
BE 4 1.200 805 .096 12.481
RE 1 1.000 770 - -
DA A RE 2 1.004 791 .046 22.025 15 623
(RE) RE 3 1.046 804 .070 14.906 : '
RE 4 997 791 065 15.401
VE 1 1.000 847 - -
S VE 2 1.111 924 .040 27.855 876 Q05
(VE) VE 3 1.094 1920 .040 27.655 : '
VE 4 1.057 895 .044 23.997
wa AT Y2 (623 d.f.)= 920.648(p= 0.000), GFI= 0.913, SRMR=.0329, NC(CMIN/DF) =1.478
= TET L NNFI(TLD = 0.980, CFI= 0.984, RMSEA= 0.032 (Hi= 0.036, Low= 0.027)
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(E 3) HHElEN BN
T304 1 2 3 4 5 6 7 8
1 EL A1 714
o .001
2 S (- 035) .605
o .019 .001
J o
3 A& (138) | (-.033) | 708
4 FAA o i g .034 122 .035 813
AAEA (.185) (.349) (.186) ’
5 714l .062 .086 .046 462 800
et SAEZ (.248) | (.293) | (.214) | (.680) :
= .035 051 078 173 277
6 BA=AE O Ceey | (226) | (219) | (416) | (526) | 622
.032 .057 .068 311 277 387
3 ¥
7 s (180) | (238) | (261 | (558) | (526) | (622 | -623
- .008 .084 .025 .205 228 253 .398
I
8 7P (089) | (2000 | (159) | (453) | (478) | (503) | (e31) | -80°
Note: thzbd & FH#EAFEZH(AVE), tIZA ofgf 2 ARAL AF (27, (e AWAF
P ¥ 0 peeseesesweswy 00 e
1 GYAte I =2 NHAAHER0
1 mogRs |
- i
I i
I i
g . 560) " odolitel 128(2.266) "
: N 11(3.386) 7 .406(6.502)
1
1
| i )
5.55?(13.442]
i
1
1
1 B, <
1 J3(4.170) .262(4.028)
]
Mgujis Bl I
1 1 .105(2.922) 7 st PAE 2 .303(4.728)
I I
I i
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AYUAL S| TAEOIYEO| ZAIZED DR TR0 o|R|E YT
WS A3 G dAR e (A A Aojgke 7 39 4, ddAd AAnidE
A, ae e, Asade)S Gk 71 of At ZI]iel g AAFE F(+)e] 9
Aol g #AAFL BT 384 dFS vixe F2 v Zolge /M 59 62 BT AEH A
Aoz et GUAS RAA PGl AR A 0 WABAL A1 AE BAF
714l thgt AAEZ H(+)9] dF= 1A Aol Aol A dFE vAE AoE Y M T2
g 7M1 2, Gk welamdEel 99 AEERIT 1AL IR AV I 94
AREE 7)ol e BAEAA ()9 dF= v HE WAE Ak SHALE WAL =
(E 4) 718 45 24 24
7HA A= AzAF | EEA b3 P& H3d%
AAAFY — 3
M| gerelel nia A Ea 158 044 | 3569 | 000 A9
A G — - ;
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wel AP s — - e
T P e i R, 338 053 | 6321 | 000 e
%ﬂ‘l“ EB% g % <
74 el e e 078 034 | 2321 | 020 A
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The Effects of Salesperson Relationship Selling Behavior on
Relationship Quality and Customer Equity Drivers

Kyung Mee Lee* - Sang Hyun Kim™**

Abstract

Marketing is no longer regarded as a series of independent transactions, but as a dynamic
process of establishing and maintaining relationships. In this respect, relationship selling
behavior and customer equity became the key constructs in obtaining competitive advantage.
Selling behavior is the most important aspect of a company performance because his/her
behaviors motivate and promote the purchasing behaviors of customer. Selling behavior of
salesperson has become a major factor which can differentiate a company from competitors.
Effective selling behaviors of salesperson are critical in improving individual and firm performance
as well as increasing customer satisfaction and trust.. In spite of the acknowledged importance
of relationship selling in increasing customer equity, relational selling behavior and skills
appear to be understudied. The authors examine how relationship selling behavior and skills
affect relationship quality and customer equity drivers. Relationship selling behaviors as
examined in this study include customer orientation, ethical selling behavior, and adaptive
selling. And customer equity drivers include brand equity, relationship equity, and value
equity. This article develops a model and research hypotheses based on literature review, and
reports the results of the study. The insurance industry was selected as a suitable setting to
test the proposed model. Survey data were collected from a sample of insurance salespersons.
The unit of analysis in this study was the dyadic relationship between salesperson and their
customers. This study used structural equation modeling with AMOS 18.0 to test for causal

relationships and the hypotheses. Findings suggest that relationship selling behavior and skills
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have significant effects on relationship quality and customer equity, and relationship quality

also has significant effects on customer equity.

Key words: relationship selling behavior, customer orientation, ethical selling behavior,
adaptive selling, relationship quality, customer equity drivers, brand equity,

relationship equity, value equity
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