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ATHHA G 2], 2017)

A& FH- oA w2 A3 1S st
DA} A3 S A-Eoh= S o8sh] el At
A1 AR2AE ] B2 F5-5 ol £Hok(Suprenant
& Solomon, 1987). Hufj Lot A& & G X5}
7] f1o] A&l 24 HHE A|lgoto] a27fo] T
S 4 QI TobFal, AR JFE st
+ AFE Yu)ohH, AE S AR A e F e
571 1ol a1 &2 A AN A3 HEHA A
HE AlFstal A5ste] 25 7|47 14w
o] S§EAE Qu]gtch(Kotler, 1994). Wj Y2 =31
£ o|F= Wil o] Aol S 7HA AL jle
o 7iQlo] of® A =8 AFEE 7L Q=
Ztoll whet 71 Abere] A2k at dFo] A4 dFS

E=THAmes, 1992; Dweck, 1986). 2] 2] 7]
£ A9st= A F=E o] E(achievement goal theory)
off o5t -2 Fol 7 & 3t Aol what -5}

SRS 47 th=2A| AAstal ofof whE A H A

T

[e] =
ol el Held, 45 vt

2| &F S D
Teto] Qlom A gt DA A7E Q7] of
EO|th(Elliot, 1999). & Hojd2 XX PO 2 A 11
A3} F o 28-Sk AH A 71 o] Fast Ak

ul
o,
il
v}
N
rr
ri

A2A T2 A7 91 H(Dixon
et al., 2001; Verbeke & Bagozzi, 2000).

ol 71dSolAl= LA AlFolut AH| Ao

e 71 AT A Hol TATte] BAE
et A&AQ) P 1EL §As AU
S BAZ TESHE 20| the Fast AT o]
B A% 7Ps st Aol W4 24o] HelrkAy
9, $4, 2018). TPl Al Q14IsH:
sjte] Ae TARAE Yol aglowA 1
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DARET} AT O o] A7
7210 7 YEeth(Biter, 1990). £79]
Amto] G T e HAA
4 Autel £ H A 947t gol F

Qstu], Aulz A A Boele] 2g, B
&

oo oy e
il‘
rlr
Y

o B o2 x &
=2
o
rlo
&

D )

o o mo >

Jo
ofll
2

T o] Au|AZE T} AT 2 kS n] A
Z 0 2 YERGTtHChiang & Birtch, 2011; Eccles
Durand, 1997).

SEA|RE 15 RFe] 12 QIAC|AHME A= 7
AL 9152 A7} 215 (Bowden, 2009; Hollebeek,
2011; Kumar et al., 2010; Van Doorn et al., 2010;
Vivek, 2009)= glow, g, O 5 JAY EoF A
oA HEodo] o] Fol o BN AFALT}T 2
A3slE= Fo|tH(Chen & Rahman, 2018; Taheri et
al., 2014). otgt 117 QIAIO|ZAHE A= AH|2;

BE THoR A7 B AL, AH| 2 G oA

% DA AT A§5Hs Tolele] Bel A 14
QA HE} Bl A of® FaFe m] =7t
of et AT Fopr ] oSt 2 Ao
A AR A] AFH0RE HEYH 17 Q)
A ANES F4.02 stel B9 914 5]
o4 WG FL-Bln] ol 2AANEA FFES
53 5 GIrks BAE AN A2k 1 QA
oA NES} FTargote] Rl uA|E 2
avke sils) Rzt ek =g 1A Qo)A
E 9} pHelste] WA g ARolE o] 4R
o A-grfE o] WA ofE AL Fashs
Aol PelAE ) B G Ao S Al
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Botel gd, Uy 5 0 ¢ At
oL} ok Ar|s 24 Pelle] 1A Pt AR
ol EAe] T AL Frobrs] ofel ik wreh
B AFA R o] g AT-EA] dhal $1o] A7)
=S ste] AFA WEoR DATORA A
Hl2 0] AAS A T o] g e
S o] Q7 1 919] g 7)ol starat gt

O.o|2X HiEd & A+ 71

1. X2 X}2l-2 0| 2(UD-REH)

AT Q-2 Bdl2 A 50| A ARy
A RdolE Aoty 15 S¢4 Ry o s AR
3 Aol A LAY sh= Tuf o] FHH, RYH 2
o) ol Ao = S0 o] 2o = thefst
Al A, AR JAehHAY, 2015; #5E 9,
2011; 435k 8-F3 2010). AF27-AY Rde

Karasek(1979)2] Z|FQ7-SA 29 (job demand
and control model, JDC model)of| 4] 7|gts}to] ¥4
St AR a7 SARAI AL HE AR R
7} AREe] AR FaAEL L, AR R
A3k Aelg 5y Hol=d), olel3t
qREA} 42, ASHAA Z 5 9
It} o2 o sgE myel
A-A+2] 2 2] Y(Johnson & Hall, 1988)°]
Ph3] Aol AR R Fol A 7
ANES A% PR 2
Aol ofele-e 323 % it
I Qlth ARQF ALY ndle AR AT
S He . St Ao g 2 o] B 9ol
BaTe} 4RA9 74 A e 25
Sl A ASF th(Bakker et al., 2004; Demerouti et
al., 2001). A7 -2 R Ao A= 272t F
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RS
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B
o of & md 2

Hhoh= 4402 A J th(Schaufeli & Bakker, 2004). 5}
Yot o 5 A8 Bs 4, 4T Il
A% T} 5 AR 848 5 % UrkBakker &
Demerouti, 2007; Scaufeli & Bakker, 2004). T3t 4]
212 ehgol] 2AH L ulAE AN, 42
W, AFHo|(spillover), A7 B8+(Van Der
Doef & Maes, 1999) 5= 23ttt} o] A9 A gt
H2aToL Y, AE AT} s o]
e BT 201, DA AAH AR §, B
)5} -2 WA Fletol o] ol g
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et al., 2004; Van Yperen & Hagedoorn, 2003).

2 Aol AL ARALo] YRS SA]

30



50 | QEHT 272 H2=

ol

shel Alwst
1, ez 719

1
pu

s

S olE

I[e]

&, o1Z] 9, 1A

i

<[

—

<|

3], 2009). A H]

1A

%o

=7] jEolti(McCallum & Harrison,

—

ol

ol
_—

ME

1985). 71 4ol Al 2} o] apaha] Q1A 0] %]

ot

olofo}

3|
S

A tH(Demerouti et al., 2001). Schneider and

,2015). 117 Q1A|0]A]
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[

(Barth et al., 1998), 7| 4} 317 7+o] Ao whA| 7} 2
FA o] 212 Wi(Anderson et al., 2004), 1174 %]
LA FAL ZE©] = (Rust & Oliver, 2000).
JDR oA 2 A aRlat /iEA @l B 2]
T ol FaFs vA 4 2 2 H(Hobfoll, 2001) 1

% AR AL 57) Bo] o)A AR Fol} X
A

AZUE ZX3TH(Yoo et al., 2020). 4137 Aof| A
AFS) A 2| Dt At ol Erfo] 2] R FO)E ol= Z]

T Ao s 283t Ae BolEth(Toyama &
Mauno, 2017). 4252 ZH, 54 214 9 11
A A Zgste] nAo] JF & Fll AlE
ot o Q= A 285 tH(Gronroos & Ravald,
2011; Karatepe et al., 2019). 11 40| H|-5-ol= A H =
AEIA E= A Eof thet AT ket 752 Hosal
A Aol g A& UEd & 9low, o]=
AE| A H3 m e gk A St TR
(Gallan et al., 2013; Kelley et al., 1990; Wu, 2020 ).
Yoon et al.(2004)+= o Qo] I A o] 9H HT

214 gl gk 17 Fol7k A% wela % g
zwob e 44 el 4R mA 4 gk Fa

e A4 242k AQrekal .

S el A 1A Ao AR ES 1A ol

1 -
7190 nhAE S5l 24 Folshs 34, 1
Astz DAY PAS FES e RS ZEs)
NFolth(HEd, 543, 2018). Hollebeek(2011)=
LA} 7o) HEAg A%

A 4318 At
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2 ATHAISA, FA€Y, 2015). Brodie et al.(2011)=
T QUACIAHE S ‘HHEL} O] MR %
VT 28 Gof, AT} B ETF S The] 311
o ol A& Tl A E= 1T HiE o
A2 Fofstal 117 IAC|AHE= A 74| 2}
A, & 1A A (cognitive), 7742 (emotional) 12|31
Y52 (behavioral) 5}9] 2F¥ 0 2 YERATHT A A]
SFATE. Brodie et al.(2011)°]l &J5HA 1174 Q1A o] %]
HE = Al 742] 2H, & Q12 % (cognitive), 7784

(emotional) 12|11 9-5-%(behavioral) A} © & L}E}
dohal AASith AP ATES HEA ] 24 2l
Alo|AHE Q] 9502 & (coorperation)(Gaugler,
2005), T =1 (feedback)(Bettencourt, 1997; Bove &
Davies, 2009), & Z(compliance)(Gaugler, 2005), T}
E v Aof gt &-&(Kumar et al., 2010), 77 (word

T giek. 19] B4 7EH) 37 lAjo] A
71940l vt 7191 9] F ARkl S ¢t 317
Q) wPAT A 89 Fat

Soh ALl Agle AW 4 JrhAsA,
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ol AFE HQlttyl ASIFtHCheema et al.,

2015; Fleming et al., 2005). ©W2tA], A3 AFLE &

744 1. BOpRO| X243 D2 QA O X HEL KPS
olofl F(+)°l Y& OlHICk

A7h2 ol tis 3 (approach)stA L} 2]
(avoidance)ot= F 7HA] SEAQ TS Bt
(Mehrabian & Rusell, 1974). <35 (approach
behavior)olgt E4%t FAaoA BR=11, dotal,
TS =7 =
behavior)o] gt HZL Y 5ol HIhE = P50 =24 &
A FaoA o] A& EoliL, eI HFEEA] ¢,

2Hstth(Mehrabian & Rusell,
> Q1] Ao F7I
wofol| -85 A8 o
st A= H
T+ 3lu] 7|Hol2tal ok FAAH B FAHA A
Thof| gt R of] AE5HA 719ke] Z 1A A
ot= 21 0 2 A|AlsH th(Elliot & Thrash, 2002).

Q1 H3H= 7iQdo] GG A4 O] FE=
A7 5k Hl AFE-E = A7) T A (self-investments) S
UePHATHEmmons, 1999; Little, 1999). il Bx =
A A (Emmons, 1992), Z7] L Z](Sheldon & Elliot
1999), Z+71 L3Hd (McGregor et al., 2001), 7] &
Z](Brunstein et al., 1998), 2] (Lecci et al., 2002), &
QA (Affleck et al., 2001), TAE Qo] F3gt
(Salmela-Aro et al., 2001) 5 2] /43 T=dste] A
TFE Hxet WHE FF T HTY-S(approach

behavior)o]2t £ AH|A Aol A HEAL AF

bt
o &

2 ol
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e > o 2 b Rl

ﬂd
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42 oA E T4, v A, 2017). ®
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& Scheier, 1998). =4, 3]1= A

[e) = o
2 guste 234 1L B9
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o

EQ,
o
o
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>,
™y
L

(Elliot & McGregor, 1999). A4, 8] 1= HA 421 4
T = XA Ao FAE UERATHElliot et al.,
1997). 701 =3 eF wRiste] 3P 5of Hlof 24
Y5> -2 =3 75gof| tigt Q1A (Elliot & Sheldon,
1997; Elliot et al., 1997), ¥-2 2F-&/d o] ot Q14 &
=2 FAIF gt 143} AE]of Qi
Schaufeli and Bakker(2004)+= 2] 5% Q -9} 22

2(-)9 ABBAE AT glov], ARGl A

E

ANstedek. ARALe] hat 2AFE DA A1
ARAU3 2420 4 AR PR
o]
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SAA A7) Bt EQoz Hogt &
(Hobfoll et al., 2003) 7§12 Q1 2} (Hobfoll, 1989)
o olaf) 2 dttal & & ek AR EoE= 71U
S A2 h(positive psychology)®] &&= HEg ot
of 7§19] o] TE AL PF o= AAd}= 7Y
019] <A 5 ¥ Ztok(preferred self)y = T =1 =&
102 AolsithKahn, 1990). Kahn(1990)<
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o2 Aasd, A A4
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(Xanthopoulou et al., 2009) FA|, A4Q
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P 2
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17 9

52 (Albrecht, 2010), 25 A& 7} 2| =34 of off
ot 3 = u(Bakker & Geurts, 2004) 5= =3 QUth
2R 7 e AR E Y E =ol= v 84
a2 Stth(Bakker & Geurts, 2004). 7]212] A4 o]
BP0 2 A ARFoof JeFS nFltk= A%
ATES EYE wofdo) - gjujdafe] x|z}
H 07 AAC|AHEZ} AR F o] u|X|= FF=
ZAT A0 MRS 4= Qi

7t 2. HOojRe g

7tE 3. T2 9

13F4 (goal orientation)©] & AAHL 2] 7|
Tl 52 dSoh= o /83 A
A

ATH Weiner, 1986). 2 E 2| FA] &
5

B oo X
e rr

A

—

grof AP g2 nAH

sl 591 29 o] 95 (adaptive

- 1o > 18
N
M
o
e

=
£ Hi=let

—

A2 HHYP(surface acting)H=F} HP
(deep acting)d2fFo 2 FLET 4= QItH(Hochschild,
1983). WA A== AHelshs FA A2 o 4
=402 Feiof st Ao A avpHo s
2 asto] WA Qe BAF 34T 5 U

of A 1174 9] HdFo 2

A3 % ArhelE

X
o =
of,
3%
o

(]

[

9\

W T
-

o

—

=

a

=

o,

(0]

a

2] PFE s =L 4=
A I RS fed = e R RS ) S e
AA =, 1A disto] A et R0
a7 ZASHE 9 A4S &7} FOIRIX]of Higl
HAlsE FEor 234 wrjfiss apdor
Z=845}7] o] Prh(Frank et al., 1993). 7/42](2008)°]
AFolM= Fd2 Lo gAF o 252 ol
Fsoll FA44 = ndtt= A= A5shtt
-3 o] Z(adaptive selling theory)©] =t aFA| & o]
A 7V S8t FA T ShEA Evans(1963)°]
ol5f A& AHEE| 1L Weitz et al.(1986)] &]3f o] =
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The Influence of Perceived Customer Engagement on
Adaptive Selling: Moderating Effect of Salesperson’s
Approach-Avoidance Orientation

Jinho Shin*, Jaewon Yoo**

ABSTRACT

Purpose: This study aims to confirm the effect of perceived customer engagement of department store
salespersons on adaptive selling behavior. Based on the job demand-resource model, we want to verify whether
perceived customer engagement plays a role as a salesperson’s job resource. In addition, it is intended to check
whether approach orientation and avoid orientation, which are the goal-oriented characteristics of individual

salesperson, have moderating effects between perceived customer engagement and work engagement.

Research design, data, and methodology: To verify the hypotheses, a survey was conducted with department
store sales representatives in South Korea. After conducting a pretest with 30 people, some ambiguous and
awkward expressions were corrected. The survey was conducted for about two weeks from September 20, 2021,
and 468 responses out of 480 distributed questionnaires were collected. SPSS22.0 and SmartPLS 3.3.3. were used
for statistical processing, and after verifying the validity and reliability of the questionnaire items, hypothesis

testing was conducted.

Results: As a result, all the hypotheses were supported. First, the more the salesperson recognizes the
customer’s positive engagement, the more the salesperson will interact with the customer to enhance their work
engagement and ultimately create higher value with the customer. This indicates that salesperson who perceive
customer’s engagement are inclined to be more faithful to their job, and the higher the likelihood of showing
performance. Second, it was found that the salesperson’s approach orientation positively strengthens the
relationship between perceived customer engagement and work engagement. This means that salespeople with a
strong tendency to achieve personal goals increase their enthusiasm for their jobs by interacting positively with

customer-level efforts such as customer engagement. Third, it was found that salespersons with passive and
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negative motivation for personal goal achievement reduce the effect of perceived customer engagement on work
engagement. The avoidance tendency of salespeople, such as pre-checking and taking action on problematic areas
to achieve organizational goals, reduces the positive effect of perceived job resources on work engagement.
Fourth, it was found that when salespersons increase their engagement for their jobs, this in turn induces high
motivation for work and has a positive effect on adaptive selling behaviors to achieve actual sales goals.
Salespersons with enthusiasm for their job will show high sales performance by flexibly and actively responding
to fluid sales situations, non-flexible sales conditions, and various customer needs. Fifth, it was found that
salespeople who actively perform their duties will actively engage in stewardship for customers who are
dedicated to their customers’ interests. This means that a salesperson with high work engagement will act as a
steward to his/her duties and responsibilities towards customers and to help the welfare of customers. Sixth,
salesperson who are tend to have customer-oriented stewardship would increase customer-oriented adaptive sales
behavior. This means that the salesperson actively responds to the sales situation by serving the customer with a
stewardship attitude and prioritizing the customer’s interests.

Based on the above study results, the following implications are suggested. First, it was verified that the
salesperson’s perceived customer engagement plays as an antecedent variable of work engagement. Unlike
previous studies, this paper examines customer engagement from the perspective of a salesperson. Second, the
empirical analysis targeting department store salespeople expanded the field of application and added depth to the
study. In previous studies, empirical analysis was mainly conducted in the tourism industry, but it was extended to
the distribution industry and focused on the salesperson rather than the customer. In particular, it is meaningful to
empirically analyze the relationship between the salesperson’s approach/avoidance tendency and perceived

customer engagement formed based on emotional factors in the salesperson-customer relationship.

Conclusions: Summarizing the above results, the salesperson's recognition of customer engagement by
identifying the homogeneity with the customer, the salesperson's personality toward the goal, and the sense of
duty, responsibility, and customer interest-first attitude toward the salesperson are related to work engagement
and adaptive selling behavior. Salespeople activate their work engagement through perceived customer
engagement and enhance adaptive selling behavior. As the salesperson’s personal approach/avoidance toward the
goal increases, the perceived job enthusiasm may interact to activate the work engagement or negatively affect

the work engagement.

Keywords: Job Demand and Resource Model (JD-R model), Perceived Customer Engagement, Adaptive Selling Behavior,

Customer Stewardship, Approach Orientation, Avoidance Orientation



