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and Cowles 1990; Doney and Cannon 1997;
Ganesan 1994; Morgan and Hunt 1994;
Palmatier et al, 2006; Swan, Trawick and
Silva 1985). 7]& Aol ofatH #A o] d2
WA A ek FAHQ] F7EEA B
ditet AAAA A o] wifHES Sk

o ek nAe] BkE, A, s s
A Huz gttt avEe 54 A

Y A2 AA S 71h g7tk vl gk gt

= ko 2 Ao Frh(Oliver 1993), 1174 21%]
= T Aol ok, slels
of thgh W53 g ol gk Falo =z Ao
Ht}(Morgan and Hunt 1994), 117 |5 =+
A o] FHLoNA WHEF Y S Hol=
o=, TPl el - H=E 7HA
], M|z thgt &7 WA E QS wl @ 2
AT THLE o] AL 1= FF

=
o2 Ao HH(YAIY, dFet 2010).
1Mo Edlo]e(customer co-defection)-&

FHAFo] 719 olgd ) oS0 Hest

n

J o] AL met A9l ofgahs
S @t (Lovett, Harrison and Virick
1997). Beatty(1990)= o744 L]
JHFE 3l B2 A E0] BAAR o]F
& Qe deby olgiths AL sl
3}3dt}. Palmatier, Scheer and Steenkamp
(2007)= Fg ol gk 1 N5 Fsirt
W% 20 2 Bl ojg TAF AL+
57 GFL A, FA00]
A = ol SIS
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The Effects of Service Providers Attractiveness and

Relational Attributes on Customer Co-defection Intention

Wu, Zi Jian®, Kim, Doyle**, Park, Jong Hee*** Kim, Seon Hee****

ABSTRACT

I . Introduction

Customer defection, which is the opposite concept of customer retention, has a negative
impact on the company profit and has received little attention in the academic
literature(Bendapudi and Leone 2002). If a salesperson turnovers, his or her customers are also
likely to defect with the salesperson, as a result the company will be able to suffer more losses.
So customer co-defection needs to be researched more importantly than mere customer
defection(Lim and Lim 2010),

There are a few of empirical studies of customer co-defection in the field of domestic
marketing. Previous studies focused on relational benefits and relationship termination cost,
which affect customer co-defection to happen(Park 2008; Lim and Lim 2010). But the
salesperson has an important role in customer-salesperson relationship. So this study
investigates the direct and indirect influence of salesperson’s attractiveness(likability, expertise,
and similarity), alternative’s attractiveness and relational attributes of customer-
salesperson(relational benefits, relationship termination cost, and relationship investment) on

customer co-defection intention through relationship quality (satisfaction, trust, and loyalty).
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I, Research Model and Hypotheses

We developed a research model by examining theoretical and managerial evidences in
relationship marketing and employee defection studies. The proposed model is shown in

Figure 1. So hypotheses are set based on the paths between variables,

Salesperson Attractiveness B B
Satisfaction

Hikabilty /]| with Salesperson | .

Ezxpertize

Similarity Loyalty

to Salesperson

Alternative Attractiveness

Relational Attributes

Customer Co-
of Customer-salesperson

defection Intention

Relationship hvestment

Relatonal Benefits Trust

Relaionship Tertminadon Ceost [ in Salesperson

Figure 1. The proposed model

Ill, Data and Analysis

We collected the data from a questionnaire survey sample of 228 customers who
experienced beauty salon in Ulsan area, 12 factors were extracted through exploratory factor
analysis. Items of relationship benefits were aggregated into two factors, confidence benefits
and special treatment, And Cronbach's alpha of each construct was over 0,727, showing that

all the factors are reliable,
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The fit statistics of confirmatory factor analysis are X?=3539.028(d.f.=398, p=0.000,
Cmin/df=1.354), GFI=0.878, AGFI=0.839, RMR=0.027, CFI=0.971, TLI=0.964 IFI=0.971,
RMSEA=0.04, which show that the fit is good. The factor loadings of variable were above 0.7,
indicating good construct validity, And the results of convergent and discriminant validity were
also acceptable.

The structural model was tested, and the results are reported in (Table 1), The fit of model
is acceptable, CMIN/DF=1,696, GFI=0,842, AGFI=0.810, CFI=0,937, TLI=0,928, RMSEA=0,055.

Most of the hypothesized relationships were supported.

(Table 1) Results of hypothesis testing

Hypothesis Path Estimate SE va:ue varIJue Results
H1-1 Attractiveness — Satisfaction 0,213 0.083 2.56 0.01 Supported
H1-2 Attractiveness — Trust 0.339 0.104 3.273 0.001 Supported
H1-3 Altractiveness — Loyalty 0.209 0.1.06 1.973 0.048 Supported

2 | | 05 | 0 | 112 | 0osa | o
H3—1 Alternative Attractiveness — Satisfaction| —0,036 | 0.052 | —0.686 0.492 Rejected
H3-2 Alternative Attractiveness — Trust -0.104 | 0.054 | —1923 0.054 Supported

H3-3 Alternative Attractiveness — Loyalty -0.034 | 0.057 | —0.589 0.556 Rejected

Alternative Attracti - Cust
Ha erative Attractiveness = Customer | 15, | gogo | —1875 | 0061 | Supported
Co—defection Intention

Relati | Attribut f
H5—1 elational Attributes of 0574 | 0091 | 633 | 0001 | Supported
Customer—salesperson — Satisfaction

Relational Attribut f
H—2 elational Allributes o 018 | 0098 | 1834 | 0067 | Supported
Customer—salesperson — Trust

Relational Attribut f
H5-3 elational Atiributes o 0534 | 0122 | 4365 | 0001 | Supported
Customer—salesperson — Loyalty

Relational Attributes of

H6 Customer—salesperson — Customer 0,407 0.167 2.433 0.015 Supported
Co—defection Intention

H7 Satisfaction— Trust 0.465 0112 4154 0.001 Supported

H8 Satisfaction— Loyalty 0.301 0.123 2.448 0.014 Supported

H9 Trust— Loyalty 0.147 0.095 1,624 0.123 Rejected

H10 Loyalty = Customer Co-defection | yo | 6146 | 2743 | 0006 | Supported

Intention

X?=746380(d.f =400, p=0.000), CMIN/DF=1,696, GFI=0,842, AGFI=0.810, CFI=0937,

it TLI=0.928, RMSEA=0 055
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IV. Conclusion

This research investigates the direct and indirect influence of salesperson’s
attractiveness(likability, expertise, and similarity), alternative’s attractiveness and relational
attributes of customer-salesperson(relational benefits, relationship termination cost, and
relationship investment) on customer co-defection intention through relationship quality
(satisfaction, trust, and loyalty).

We found that the salesperson attractiveness is an important factor to improve relationship
quality, and does not affect directly customer co-defection intention, but affects indirectly
customer co-defection intention through relationship quality, And alternative’s attractiveness
had direct and negative effects on customer co-defection intention, In other words,
maintaining or terminating the relationships with an existing salesperson is influenced by
alternative’s attractiveness, The relational attributes of customer-salesperson and customer
loyalty have significant effects on customer co-defection intention, so it is an important
antecedent of customer co-defection intention.

If a salesperson turnovers, the customers are also likely to defect with the salesperson, as a
result the company will be able to suffer more losses. At least some of managerial implications
are identified from this study. Frist, companies must recognize the importance of employees as
well as customers, Second, companies should not let customers depend on one particular
employee, by rotating staff, team, letting multiple employees to contact customers, Third,
companies should reduce the customer’s concern when a salesperson turnovers, and the
replacement employee will be as good as a previous employee, So companies need to educate
employees regularly, Fourth, companies should have a direct contact with customers,
Companies should provide benefits to loyal customers and at the same time increase switching

costs to prevent customer defection following a salesperson turnover,

Key words : salesperson’s attractiveness, alternative’s attractiveness, relational attributes of

customer-salesperson, customer co-defection intention



