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R2(AR2) 580 595(.015) A67 A83(.021)
ol =) 102.852 72.369(.000) 65.818 47.359(.000)
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The Interaction Effect of Firm Trust and Salesperson

Trust on Loyalty
: An Exploratory Findings in Korea - Chinese Automobile Market

Wu, Shutong*
Younhee Moon
Jiho Choi

Abstract

Rapidly changing competitive environments are forcing business marketing firms to seek
more creative and flexible means for meeting competition. Many firms have responded to
these challenges by building collaborative relationships with customers and suppliers. Such
collaborative relationships rely on relational forms of exchange characterized by high levels
of trust. The high levels of trust characteristic of relational exchange enable parties to focus
on th long—term benefits of the relationship, ultimately enhancing competitiveness and
reducing transaction costs. Marketing research on trust primarily focuses on two targets of
trust: firms and their salespeople. Trust of a firm and trust of firm’s salesperson, though
related, represent different concepts. A long—term relationship with a trusted firm could be
jeopardized by a company representative who proves to be dishonest and unreliable.
Conversely, highly trusted salespeople can preserve customer commitment during difficult
times created by management policies that appear contrary to the customer’s best interests.

Although trust can be engendered in a supplier firm and its salesperson, the existing
marketing research focuses on one or the other target, less both. Especially, few studies
have examined both target of trust and interaction effect between two targets of trust has
not be found. This paper is an exploratory examination of not only the impact of firm and
its salesperson trust but also the interaction effect between firm and its salesperson trust on

loyalty in business—consumer relationship.

* Master, Chonnam National University.
** Part-time lecturer, School of Business Administration, Chonnam National University.
*** Corresponding Author, Associate Professor, School of Business Administration, Chonnam National University.
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(Table 1) Demographic profile of the respondents

china 315 51.0%
country
korea 303 49.0%
male 346 56.9%
sex
female 272 44.0%
. single 294 47.6%
marriage -
married 346 52.4%
under 30 241 39.0%
30-40 years 227 36.7%
age
& 40-50 years 133 215%
50 over 17 2.8%
(Table 2) Measures for the study
Constructs Measures
Q1. Intention to maintain.
Company o
Q2. Likelihood of repeat purchase.
Loyalty .
Q3. Intention to recommend.
I feel that this company is ...
. Q1. “very undependable”/“very dependable”
Firm Trust

Q2. “very incompetent”/“very incompetent”

Q3. “of very low integrity”/“of very high integrity”

I feel that this salesperson of this company is...
Salesperson Q1. “very undependable”/“very dependable”

Trust Q2. “very incompetent”/“very incompetent”

Q3. “of very low integrity”/“of very high integrity”

Using data collected in automobile market in China(n=303) and South Korea(n=315), the
authors test research model from a comparative perspective of a cross—countries. Our
results show that firm trust has a central role in building loyalty and salesperson trust has
no effect on loyalty. But a interaction effect between firm and its salesperson trust on
loyalty is significantly happened. Patterns of a interaction effect are different depending on
cross—countries, The authors discuss the implications of the findings for customer

relationship management and future research directions.



98 STAF 18 12

(Table 3) Reliabilities and Validity

items firm trust salesperson trust company loyalty
firm trust 1 897
firm trust 2 887
firm trust 3 861
salesperson trust 1 908
salesperson trust 2 907
salesperson trust 3 878
company loyalty 1 .896
company loyalty 2 907
company loyalty 3 878
Cronbach’s a 876 897 344
(Table 4) Results of the regression analysis
country china korea
independent step 1 step 2 step 1 step 2
firm trust (A) .941(.000) 754(.000) .546(.000) .546(.000)
salesperson trust (B) A423(.001) .205(.177) .061(.216) .063(.195)
A=B - 027(.022) - .232(.015)
R2(AR2) 530 595(.015) 467 A488(.021)
F(f9 %) 102.852 72.369(.000) 65.818 47.359(.000)
(Table 5) Results of the ANOVA
firm trust| .
high (4.03)|low (3.56) total post-hoc
salesperson trus
china high (4.39) 44955 (D)|35686 (0| firm F= 101636 (P<.000)
salesperson F= 16174 (P<.000) | A<C<B=D
low (3.21) 4.2763 (B)|2.83485 (A) frs F=4600 (P<.034)
firm trust| .
high (3.98)|low (3.41) total post—hoc
salesperson trus
korea high (4.03) 40606 (D)[3.0000 (O] firm F=d7321 - (P<.000)
salesperson F=33.242 (P<.000) | A=C<B<D
low (3.36) 35152 (B)|2.8258 (A) frg F=8610 (P<.004)

Key Words :

Firm Trust, Salesperson Trust, Loyalty, automobile market
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