(2 2)
HHGERY IR IO TIZHK| SO
THIHAZE [

Journal of the Korean Society
of Clothing and Textiles
Vol. 27, No. 11 (2003) p.1270~1278

WP DXl sk
T2

Usl# - ol
Fguish 4o

The Effect of Customer Orientation of Department Store Salespeople on
Customer Satisfaction: Salespeople versus Customer Perspectives

Hyewon Kim < Kyungae Park

School of Textiles, Yeungnam University
(2003. 6. 4. BF)

Abstract

The purposes of this study were to compare the perspectives of salespeople and of customers on the
perception of salespeople's customer orientation and to examine the effects of the customer orientation on
customer satisfaction and in turn on store revisit intention. Data were obtained from the two groups of
department store salespeople and their customers. A total of 300 pairs of questionnaires were distributed,
and 224 pairs were analyzed. The results revealed that the salespeople's perception of the customer
orientation was significantly higher than the customer's perception. The customer orientation affected the
customer satisfaction with salesperson and with store while the sales orientation did not. The customer
satisfaction, in turn, affected the store revisit intention, and the effect of the satisfaction with store was
higher than that with salesperson. A slight difference between the customers and salespeople in such
effects was observed. Generally the effects had higher predictabilities for the customers.
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