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mal 0.789 0.228
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M mc6 0.793 0.270
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dr=1.657, p=0.063, GFI=0.972, AGFI=.940,
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*/df=2.601, p=0.000, GFI=0.929, AGFI=.882, NFI=0.937,
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P47 WARE 7ko] A BAS AAG A3t A
S ghof 52o] AAH AHTA B SH(B
~0.731(p<0.001)), LA He] @A P4 o] 74
(8 =0.647(p<0.001)), A A FHTA F9] 2
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© 2 eyt
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X-MA 0.731 | 0.043 | 15976 | ***
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X—MC 0.589 | 0.051 | 10.888 | ***

MA—Y 0310 | 0.059 | 5.688 | ***

MB—Y 0.441 | 0.057 | 8.268 | ***
MC—Y 0.150 | 0.056 | 2.886 | 0.004
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Research on the mediator role of temporary partnering
between salespeople’'s adaptive selling ability and customer

satisfaction

Jong-Ku Won’, Seung-Ho Ahn™, Chun-Han Cho™*

ABSTRACT

In the past B to C market, the role of salespeople has solely focused on the selling activities. However, as competition in the
market has become more intense, the role of salespeople has expanded to consultant or assistant to the customer in services in which
the sales process is complex. In these specialized services, salespeople need to be equipped with professional skill as well as ability
of simple presenting and selling the product. When the relationship between the salespeople and the customer is prolonged, it can
develop into more than a simple salesperson-customer relationship. This article explains the relationship between the salespeople
and the customer through the term 'partnering.” Previous researches on partnering have focused on vertical relationships in B to B,
'partnering' in alliances (Kotler, 1994), or cooperation between more than two companies(Li, Cheng, Love, 2000). In this study, the
concept of partnering is applied to the temporary transactions. The purpose of this study is to explore the role of temporary
partnering by examining the impact of salesperson's adaptive selling ability to customer satisfaction.

In order to analyze such a purpose, the following research model has been established to explain the role of temporary partnering

between salespeople's adaptive selling ability and customer satisfaction.

<Figure 1> Research Model

—— Temporary Partnering ——

Characteristics
(Conditions, Advantages)

Process
(Interaction, Information
Gathering Activities)

Outcome
(Cooperative Approach,
Competitive Approach)

Adaptive Selling
Ability

Customer
Satisfaction

b 4
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According to the research model above, the following hypotheses have been formulated.

H1. Adaptive Selling Ability of Salesperson has a positive impact on Customer Satisfaction.

H2a. Adaptive Selling Ability of Salesperson has a positive impact on Characteristics of Temporary Partnering.

H2b. Adaptive Selling Ability of Salesperson has a positive impact on Process of Temporary Partnering.
H2c. Adaptive Selling Ability of Salesperson has a positive impact on Outcome of Temporary Partnering.

H3a. Characteristics of Temporary Partnering have a positive impact on Customer Satisfaction.

H3b. Process of Temporary Partnering has a positive impact on Customer Satisfaction.

H3c. Outcome of Temporary Partnering has a positive impact on Customer Satisfaction.

H4. Temporary partnering serves a mediator role between adaptive selling ability of salesperson and customer satisfaciton.

For reliable measurement, we distributed survey questionnaires to 245 customers who had done real estate transactions, and
excluding 21 responses with undependable answers, we analyzed the 224 responses of survey questionnaires.

The general characteristics of the sample are as follows: As for gender, there were 180 males (80.4%) and 44 females (19.6%).
As for education, there were 12 respondents with, or less than a high school diploma (5.4%), 40 respondents currently enrolled in or
graduated from community college (17.9%), 146 respondents were currently enrolled in or graduated from university (65.2%), and
26 respondents had post-graduate degrees (11.5%). As for occupation, 69 respondents were corporate employees (30.8%), 31

respondents were professionals (13.9%), 113 respondents were self-employed (50.4%), 2 respondents were housewives (0.9%), and

there were 9 others (4.0%).

According to confirmatory factor analysis, AVE and CR were more than 0.5 and 0.7 respectively as presented in <Table 1>,

which are thresholds values.

<Table 1> Confirmatory Factor Analysis Result

Variable factor loading AVE CR
Adaptive Selling Ability 0.680-0.693 0.606 0.860
Conditions 0.726-0.810 0.675 0.925
Characteristics

Advantages 0.704-0.795 0.655 0.904
Interaction 0.784-0.833 0.737 0.933

Process
Information Gathering Activities 0.729-0.819 0.714 0.909
Cooperative Approach 0.755-0.816 0.699 0.920

Outcome
Competitive Approach 0.576-0.854 0.516 0.807
Customer Satisfaction 0.765-0.875 0.762 0.905
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Confirmatory factor analysis has been done on the effect of salesperson's adaptive selling ability on customer satisfaction (H1),
the effect of salesperson's adaptive selling ability on temporary partnering (H2), and the effect of temporary partnering on customer

satisfaction (H3). All results have been supported as presented in <Table 2>.

<Table 2> Results of Path Analysis

Path Hypothesis Coefficient Sing.Level Results
Adaptive Selling Ability — Customer Satisfaction H1(+) 0.668 p<0.001 Supported
Adaptive Selling Ability — Characteristics H2a(+) 0.731 p<0.001 Supported
Adaptive Selling Ability — Process H2b(+) 0.647 p<0.001 Supported
Adaptive Selling Ability — Outcome H2c(+) 0.589 p<0.001 Supported
Characteristics — Customer Satisfaction H3a(+) 0.310 p<0.001 Supported
Process — Customer Satisfaction H3b(+) 0.441 p<0.001 Supported
Outcome — Customer Satisfaction H3c(+) 0.150 p<0.01 Supported

According to the results of research on the mediator role of temporary partnering between salesperson's adaptive selling ability

and customer satisfaction to verify hypothesis 4, temporary partnering exhibited complete mediation effect between salesperson's

adaptive selling ability and customer satisfaction, the characteristics and process of temporary partnering exhibited partial

mediation effect, and the outcome of temporary partnering exhibited no mediation effect, as presented in the <Table 3> shows.

<Table 3> Mediated Effect Analysis

X-Y Correlations Mediated
M Coefficient X—-Y X—M M—-Y Effect Results

0.741 0.818 Complete

11 -0.084 o
Overa 0.08 (p<0.001) (p<0.001) Mediation
. 0.731 0.699 Complete

h terist 0.012 s
Characteristics (p<0.001) (p<0.001) Mediation

0.522 Supported

Process 0.095 0.647 0.660 Complete
’ (p<0.001) (p<0.001) Mediation

Outcome 0.278 0.589 0414 Partial
" (p<0.001) (p<0.001) (p<0.001) Mediation
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The purpose of this study is to analyze the role of temporary partnering between salesperson's adaptive selling ability and
customer satisfaction.

In summary the results are as follows:

Salesperson's adaptive selling ability had a positive influence on customer satisfaction. In addition, salesperson's adaptive selling
ability had a positive influence on temporary partnering (characteristics, process, and outcome), and temporary partnering
(characteristics, process, and outcome) had a positive influence on customer satisfaction. When the mediator role of temporary
partnering between salesperson's adaptive selling ability and customer satisfaction was analyzed, there was a complete mediation
effect. In addition, characteristics and process of temporary partnering had a complete mediation effect, and outcome of temporary
partnering had a partial mediation effect.

According to these results, it is important for salespeople to improve their adaptive selling abilities when considering the role of
temporary partnering in sporadic transactions of product such as real estate. When product like real estate is dealt with, it is
important for salespeople to collect the information regarding their customers. Salespeople should set up marketing strategies
according to the customer's motivation of purchase. Since the customer's demands on real estate products are diverse, salespeople
need to satisfy those demands, and maintain the relationship with the customer with trust. Because it takes time to become close to
the customer, salespeople need to keep in contact with their customers and build trust with them. It is very important for salespeople

to understand the role of partnering and create value through it.

Keywords : Partnering, Partnets, Salesperson, Adaptive Selling, Customer Satisfaction





