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The Effect of Customer Participation on Customer Satisfaction
in Retailing: Focusing on Mediating Effects of

Relational Value and Salesperson Loyalty

Jinwoo Ahn*

ABSTRACT

Purpose: Service customers as co-producers are very active in producing and consuming value, so they can
affect their own satisfaction. For this reason, a lot of researchers and practitioners of service industries are
interested in customer participation. Considering the characteristics of service encounters, the interaction process
between customers and employees in service encounters cannot be overlooked. This is because customer
participation takes place in the service encounter, and the results of the service encounters are inevitably linked to
the performance of the service firms. After all, the fact that customer participation affects customer's own
satisfaction is likely to be the result of the interaction made in service encounter. Therefore, this study aims to
confirm the mediating role of relational value and salesperson loyalty which are positive effects of interaction in

service encounter.

Research design, data, and methodology: A research model was established to verify the research hypothesis.
Hypothesis testing was conducted by verifying the statistical significance of the mediating role of relational value
and salesperson loyalty in the established path. In order to examine the hypothesis, a questionnaire based on the
recall technique was conducted for those who had used beauty services within one month. The 164 copies were

analyzed through Amos.

Results: As a result of this study, relational value was identified as a complete mediator in the process in which
customer participation affects customer satisfaction. It can be seen that the positive results perceived in the
customer interaction process are essential to explaining customer satisfaction. In addition, relational value was
also found to play a partial mediating role in the effect of customer participation and salesperson loyalty.
Considering the importance of salesperson loyalty, which takes precedence over firm loyalty in face-to-face

services, it can be shown that the role of relational value by customer participation has been confirmed once
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again. In the path of research model hypothesis, the mediating effect of salesperson loyalty could also be verified.
It was confirmed that salesperson loyalty plays a partial mediating role in the relationship between relational
value and customer satisfaction. To put these results together, it was confirmed that the service encounter is where
customer participation takes place, and the positive factors gained at this time are very important for the future
performance of service firms. In particular, considering the key role of salesperson loyalty in face-to-face
services, the significance of this study can be found in that customer participation affects relational factors and

these relational factors can create salesperson loyalty.

Conclusions: Confirmation of the importance of the interaction process provides management implications for
encounter employees as well as customer participation. It develops and provides customers with the ability and
knowledge to properly participate in the interaction process, and at the same time, it is necessary to actively
participate in the interaction process of encounter employees and implement extra-role behavior. As a result, in
order to enrich the interaction process, the role of personnel management and internal marketing to make

employees' extra-role behavior more active is inevitably emphasized to service firms.

Keywords: Service Marketing, Customer Participation, Customer Satisfaction, Relational Value, Salesperson Loyalty



