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The Effect of Salesperson’s Service Orientation on Work
Engagement, Creativity, and Sales Method: The Moderating
Effect of Task and Relationship Conflict

Jongmin Won*, Jaewon Yoo**

ABSTRACT

Purpose: In addition to the individual competencies of employees, organizational support of companies is an
important factor directly related to performance in terms of resource standards. In particular, unlike ordinary
employees, salespeople play a role in determining a company's competitive advantage at the point of contact with
customers and determine the success or failure of a company, so their capabilities and actions are more important.
Therefore, this study attempts to empirically verify the relationship between the competencies and behavioral

variables of salespeople and the moderating effect of internal conflicts within the organization.

Research design, data, and methodology: To verify the hypothesis, a survey was conducted on 404 salespeople
at 200 stores in five department stores in Seoul. For statistics, smart-PLS 4.0 and spss 22 were used to verify the

reliability, validity, and hypothesis.

Rerults: As a result, it was found that the relationship between service orientation, work engagement, creativity,
and sales method (adaptation and cross-selling) had a positive effect. And in the relationship between service
orientation and work engagement, task conflict was found to weaken the relationship between the two variables,
but relationship conflict was found to strengthen the relationship between the two variables.

The results related to this relationship conflict are different from most previous studies, and it can be interpreted
that the relationship conflict between salespeople leads to a competitive situation and is more engagement about
the work.

The results of this study suggest the following parts. First, in order for an organization to generate results, it is
necessary to develop policies and procedures to ensure that customer-centered thinking continues for salespeople

at service points, and employees will be able to promote service-oriented behavior toward customers through
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learning and voluntary development. Second, it was confirmed that when salespeople have a strong service
orientation, they tend to immerse themselves and devote themselves to their work with considerable enthusiasm,
and that this trend can express creative thoughts and actions related to work. In the end, at the service interface,
voluntary efforts by salespeople to change their sales behavior or sell additional products to suit the customer's
needs and circumstances should be based on creativity. As many previous studies show, these adaptive and
cross-selling behaviors affect corporate performance, so it is necessary to systematically support education
programs and self-development systems to promote employee creativity, which is the basis for taking this sales
behavior. Third, conflict always exists within the organization, and in previous studies, task conflict generally has
a negative effect on organizational outcome variables. In particular, it was said that task conflict can lead to
negative results in an environment where daily tasks are performed. As can be seen from the results of this study,
task conflict among salespeople performing daily tasks such as department stores reduces work engagement
expressed in service-oriented employees. Therefore, the manager of the organization should grasp the work
environment and find ways to lower the task stress on employees accordingly. Fourth, in addition to task conflict,
this study verified the effect of controlling relationship conflict. As a result, unlike the negative effect on the
organizational outcome variable according to previous studies, it was found to increase the work engagement
expressed in service-oriented employees. This can be seen as the result of a competitive situation in which
employees with high service orientation are more immersed in their duties when friction and conflict between
each other exist, and using this situation to encourage or promote conflict among employees can have another
negative result. Therefore, managers should judge comprehensively and organically in managing conflicts within

the organization.

Conclusions: Summarizing the above results, the relationship between service orientation, work engagement,
creativity, and sales method (adaptive and cross-selling) was found to be positive. And in the relationship
between service orientation and work engagement, task conflict was found to weaken the relationship between
the two variables, but relationship conflict was found to strengthen the relationship between the two variables.

The results related to this relationship conflict are different from most previous studies, and it can be interpreted
that the relationship conflict between salespeople leads to a competitive situation and is more enthusiastic about
the job. However, it suggests that managers should make a comprehensive and organic judgment in managing
internal conflicts because encouraging relationship conflicts into competitive situations can have another

negative result.

Keywords: Service Orientation, Work Engagement, Creativity, Adaptive Selling, Cross-Selling, Task Conflict, Relationship
Conflict



