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A g TAXG0] A8 WoRCHs o £ Aol R A7t thewt g AH
2 At

b 4. ARA e HA ool YA IS v Fole,

IS AE D AHIA 75, Be AR 2 ARA A, B AlSEEE AlSche)
2H| T 3K EAL 5, olsh = o9 BFE IR #EE WK Aoystar 9l
of wEERE AL SAHTTE woAal RUHARl AE AHIAE g ghEo] EoMAH
(Gwinner, Gremler and Bitner, 1998; Reichheld, 1993), ojg&&o°| @1 XA JLHo=Z

71QoAl 2L H2YA 713E HE5] 7% StHReichheld, 1993; Schlesinger and
Heskett, 1991). X ARS-2 AME=9] 7|dix|et 1 Al sl xZstal Q= 3s(Aaht
H| w5 Jehhs SALo|Y Ao g AHojEtKotler, 2007).

WA A AFollA IANEL] FRA4L 71YPY ol BAAE AR5
AHIA F-0] Sl vl aATe] wA” AT Aol it S84 & 4 Stk
3= AlE SHY APZAlA AHA F40 2 Aol HststaA #Fglo] Hslsh= AL
el &5 SFA71AL, IATO] AJoAg 02 IAE WHAA A7|ZH R 7|49 By

)
ot
el
b

shsls Zlo] FR3YT BBAEONA ANlAEH0] s Buigs T 45AE-e B
TARES YN TAT AR lﬂ&o} 7301 243 3449 A¥7 =53
PAS 7E312 Befshs Zlo] 71909 AALS 23 Fa3 29lo] HolrkMcKenna,

1991; Reichheld, 1993). AH]|AHH(service encounter)oﬂ/ﬂ—ql oLyt 1A Ao RS-
2 IATEO| 33 Y& vHtKBitner, Booms and Tetreault, 1990). oYzt 1774
o] AT TAQ] WAE 15T EA WY 3408 IANSS B/ SAof
e BPE G5k Aotk A4 1A (personal selling)2= TS E5to] 114
T Ay tfHsto] WEEE 9ok Aol7] el A oA wjdo] A= uiS- F8%t
AoZ YRt b Y Aol IATNEL] F842 7|49 o|dd} BALE A5t
7] fIet Ao® AMAYA U= T ATte] TARL AT Aol tiet A7peRlos

2) I f(personal selling) : QT T Av} A2 7o) A tjwsle] Alszkgo] ot 7
FUAlold maAAR o] & 4 9lrk. o] LeA|AoAE Fhlio] o] WRE Sl AL ¥
s, TAqA 7HRE AZ5to] _77_714_4 Q7S 2EA7|= Tjo|th&4] : 9J7|mtiop).
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B2BAOIAE AU Fa40] $2hen Gt Azt ZAVE SREAL, ABA)
25} 271, ABSEFIE 9EE D, v Wi 10 PueiE o Be A4S 7
HAG TAS ol S1GHDay, 1994). IASE AEHT o] AEL TESKE 7]
9 glelrto] PG sl 3 Akt o] HiEe o Q) AHlA AgAe 3
2 Aolo] 4L dol $& 4 g7] uho] AUSe] 14 Aula WS FAsHT Sag
A3 Bt} WA s cheret Adse] ArEel St 4 FedE A5
3 % ik WEL Auls AHo] dat A4 Boke} 49 B

WA A, 42, BYolety & 4
7te) zgtoleka Sk L] TYTIA HAISH EE 5 Sl Aulag AFE o B
o] ol oML 1A BAS TEINe] BAVMIS FEFORA TAVEL AFY 5

At

B2BAIROIA . IAMAR 0] F84 =1, E 71| WAoo R Aol & 5= Ql=d], Al
2AAE dAFCE Berry(1995)= AR S thaAlt|A 22oA 1Azt #AE F&
skal, fAlok, SAAITIE v E502 Aottt di= dAlAHIA ek, uAgESE
(customization), TAZIXZY, WHHAY 5= Xoddt B2 oA A2 F46Ieth
B2BAIR uHAIE W&ol 4] Jackson(1985)2 AzA ] 7t A& HAE gt o]
I Holgitt. BARAR L] 2] Aol Fuirb-wufRte] ghgo] A7to] AU A F2 x|
3 7E AR E BA ARES A fEULCE HIPAIE S Sl 7187F EAgts 3
o2 W NEA Al SHH R BrhER] g, IHA AHE AEA7E vl &
Ao @k o AL 24 It & 4= Qlcth

1% ‘:W%X*O] AAE Zh Qe AR BREE okt /dEe] dTEo] S
o] 7 FEHAE AL wAC] A7 olgtal T &= Qlok. 19 7R AlAlstal vt
843 A 1A HHE%O}“ ABIAE AT b TA 2] Fo] Eolx|1 7|4 A 75
sto] FATIAE FETOEZN IATEES AT 4= 91L& Aot} ol WA 147}
ﬂﬁl-‘ﬂ a4 6J”‘JSP] Qe A et -84 wug-go] wefdolAl Easgt /iEAS

ot} 2 AollAls A et 284 wuje] Aztgglos uANSIL T LA 9

Z‘—_l% Aol thaat Zo] 7HdS A7gsioirt

[¢]

ki

.l

83



1

7Kg 6-2. %82 g

7t4 7.

% \
;O“ﬂx_ N
_&.E‘amq
_._._w_.oﬂumﬁ
LW X
ol o B
T K o B
S
_ﬂ_é..u_l
=7 & o
B L oma W —
s 7,‘_&4_ 160
o) & M 1]
ﬂEﬂU_LE -
I N
TN &
AL -
Moo WG
TUdHE g
- s o m © X R
— o .
160 5 o W or =T
H < 9 X ol
__ommoinﬂ_ﬂ_ o
+ TETE S J
gl D G Al
. o_egim_m@ =
= T T of o ol
Gl BN -
j.@ﬂWﬂ =
_o_oﬂn@.lu% =
o W oW oE W
=28 0
reEgT o
=Y Ay Ll m x
c-3<g A AL
TR ] L]
T X o H o - o
,mu_otﬂ,._ﬂl.oo R L
O‘_aO‘IE 1ﬁN_l
10 v Bx
T ERE R
oo W
TR R r

7|

h83

3

o)

of o

HFE

R

]

T

1. 7138 B4

5

84



B2BAPglA el AP aqlat ke qle] Bt A 3571

in)
of
:
FE
o
3
i

of=A F=AAE 2 dE ol AE R ARIAE dfisks g9 AR AES AdsH
oF A AES FARE 65.8%, A= 34.2% AEgA EAPE 28] FE o B2 AoE UE
Wt oAl E AR AAE diiste] sk Hilee FE EAP 6 g2 AeE 2Rl
SHAT. AP TE= 40tH7F 34.5%= 7P WAL 30, 50t 52 o= YT At &
=2 AAAIEC] 25.9%% 7P W2 Ao YR, A AlE2 21 1%2 YERdTE 1
ool Aok, 24 59 & UEHTE &% B2 1~59 Aot 33.9%% 7HE WekL,
6~104-> 27.4%% + HAR &2 A0 Yepton, 11~1583 159 o2 212 13.4%=
e 25 48 19 olge] AR 72 oF 89%E AA|skaL Utk AHEE2 109] ¥ m]vlo]
19.3%= 7P A WeRdaL, 50~1009 € veke] 16.4%, 200~3009 € w[7te] 19.1% 59
£o=7 YEY F2 FIAVIY AFe dEo] Id S ERIT & Ao wie ARES
5~10%, 10~20% H|FF 5°] 29.8%=% 7Fg =A Wekdal 20~30% vIvto] 22%= Yeht £
ARE 71949 miE e doet Aow SISkt g AEY I ol ARER H

xR

o] 24 YBESo| Tiet A&t Lk glo] A9 0.8 oo Lreh} BE WSEC] 24 3
o | %2 Zo] AZHst

(B 4-1) dEY 24 20

o
o

St Cronbach?| ¥t

o
T
+

N
—

Do

.876

B

N
12112 [ 12| 12
S8

N

BNCLEN| BN B
DU
NININ

N

AAFAL

A2 864 5
A3

K

K

K

85



<+
or ~ S o g} No) n
100
=)
Sl
M o~ O O X o H
o] — A Q O o o>~
S o0 0 IS} = e} N
=
Q
@)

N[N || \O N[N | N
szl el2|elels2ee2e| 22222 olalwn| = al«| B2 F B B B R = E =B
P EIEIEIEIEIEEEIEE EEEELE|R e e el R e R A R Rl R R K Al Rt

I e R e e e e e et o e s g i e e e e e [ e pCe G
100 | | X | = | = | = | = | | = | = | R | R | = | = | R R R R o B | L | A | | A

ﬂﬁﬂ_‘o_ooﬂooﬂooﬂooﬂooﬂooﬂoEﬂ_?E&mﬁmﬁ?nfnfnf MR R
ENTE S e i i e s e s e i e e B e e = R R R RN K Kl e R T e e e e R T e e S
R R RCPRC| R RCOYRO N || KN |K|X|X |~ ||| R R | o | o | wo | wlo [ o

86



A QRIENI=

Sff AAJsk= Aol ER14 QRlEA0]
YA|5HA] gote F

Fo 2 Q19| 4=¢} o] HA|7]
4, =94 HjHgo] F835}7] "ol o|EXFHQl FFE A A &
[RIFA0] o]Fojx] Zof HAISH =, BA QRlEAC] Axl= ER14 QlEA0 o]
A AAEeEA Bt AT 5= 9l
= AAstoA SAHRIEC] A
HEH o 2= T H(Maximum likelihood)o.2 213}

st7] 9JsiiAl ofe] 7HA] AER|¢E o]85ilt:. YRF o R SR1A QA thigt B &
A=E U= Aol d7FRdy 89 A=t ok A RIS Ay o s grist
= AT A5, R4 Hdo] WS Tl A
FSEAYE A, 1EAL At Bgo] B uf A=
2AE A5t ok AOEAE A= A 2ol o AmE duid & Rtk
HEIW= A¢=E olAole A8 S3-AREY 57 S7ARIE ] Zjoleh #29] A7)0 o]
AA == Chi-square AF2TE YeRYE CMIN(?), 48 FRAEY 9] BAly) FRARo]
F4 TEARYE Qo AE= ALE UEe AsEA 03 14019 gk 7HAH 0.90%
o} 3 w7} £ 07 gholEol= GFI(Goodness-of-Fit-Index), Q&AM I ZEAL
FEY FHRA D A S 119 AolE AlERt A= B9 Al #eE g4
o2 Aygsz] k2 dfQ] dlojgof #HH A<=Ql RMR(Root Mean square Residual),
x* BAFY] AEE E017] YolA x* Fe ARl EEO| F7]2 29 3l RMSEA
(Root Mean Square Error of Approximation) §°| It} SEASE R|4= AF 2o
Jmgol vlEiA Iuht HPert 2718 Wrlths A5 olofls AT 2@ 1 3T Y=
PG| x* gk 2o Aol YRP| x* gHoE U HIE-S YERHE NFI(Normed Fit Index),
ATt 2y o 2EE v wst fAAEE e = IFl(Incremental Fit Index), B3 221
45 9ol EHAIZ] TAI(Turker-Lewis Index), NFI9] ©Z Hebslr] A 7ds
CFl(Comparative Fit Index) 5°] 3ith. ZFEAA}E A4= o8 7i9] HPo] Q= A5l

(o}

Ir
b3
r
=2
H1

v
)
+
1)
oy

o
e
-
9, |
o
1
1o
o
2R
Fo
r'O
=h

o f
i
filo
)
AN
o,
_O|_I:
K
30
rlr
2,
r'O
%
i
_|>~_l‘
2L
=
Hd
N
19
‘lN' o

il

oX
3
ot
ok
30,
SO
ko
oft
:
Es_t
H1
=2
4
ot
o,
N
it

87



88

Atrto] ofle} 7HAA4E aefsle] o U2 HPS Aokt A= AE, oldle 2E
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A Study on Antecedents and Consequences of
Sales Types in B2B Market

Chung, Yoon seung®* - Yeon-Sung Jung™*

— P ABSTRACT

In the B2B market, there is an evaluation and purchasing approval stage of a
supplier from a special purchasing organization, which is a buying center of the
purchasing company, before the purchasing company purchases the product or
service from the purchasing company. For this reason, the sales person who sells
the product suggests products and services to each person who has different
desires and needs belonging to the purchasing center of the purchasing company.
In the process of facing a salesperson, it can be seen that customer satisfaction
and customer relationship quality can be influenced by the use of sales type
according to salesperson’s personal competence.

If we look at the sales types of salespeople’s individual competencies as sales
and adaptive selling, consultative selling will identify the needs and problems of
customers and provide solutions, and provide customers with new value.
Ultimately, It is a type of sales that will achieve the desired goal. Adaptive selling
is a type of sales in which the salesperson acquires high quality information from
the customer through interaction with the customer and the salesperson changes
the sales behavior and communicates with the customer.

Therefore, both consultative selling and adaptive selling can be regarded as types
of sales that enhance customer satisfaction and relationship quality through
continuous and long-term relationship with customers. In order to maintain
long-term business relationship with the purchasing company, this study suggests

the following leading factors.
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First, in terms of organizational memory, B2B providers need systematic
information storage and management, and training and reward systems are needed
to acquire information.

Second, in terms of customer orientation, it is necessary to control and
compensate the salesperson to control the negative emotions in the emotional
labor of the salesperson and to improve the customer orientation in the service
point between the customer and the salesperson.

Third, relationship marketing should be strengthened in order to facilitate
interactions with customers through salespeople’s intimacy beliefs in terms of
relationship beliefs. Therefore, it is important for the salesperson to identify
customer’s areas of interest and problems and to suggest alternatives to promote
customer's trust and commitment. In addition to the organizational memory,
customer orientation, relational beliefs (intimate relationship beliefs, control
relationship beliefs), which are preceded by salespeople, may influence the
individual propensity of salespeople. Therefore, through systematic education and
training on salespeople, It is necessary to improve orientation and relationship
beliefs.

Future research will also need to be more diversified in terms of sales types. It
would be very useful to compare the difference in performance between
consultative selling sales and adaptive selling by dividing the sales type into the
concept of prior service and the concept of after service. The reason for this is
that consultative selling and adaptive selling are complementary rather than
confrontational, because salespeople change sales behavior from consultative
selling to adaptive selling, consultative selling as pre-service concept and adaptive

selling as an after service concept.

Key Words : B2B, Organization memory, Customer orientation, Relationship belief,

Consultative selling, Adaptive selling, Customer satisfaction, Relationship

quality




