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Effects of Perceived Attributes of Salesperson
on Satisfaction and Behavioral Intentions of Customer
— Focusing on Consumer Durable Goods -

Wan Min Kim*
Sang Wook Bae*"
Sang Hong Lee***

Abstract

The purpose of this research is to investgate effocts of perceived attributes of a
salsspsrson on the customer s satisfaction with the salaspsrson, cross-buying intsntions,
and intentions to recommend the ratailer, in the context of consumer durable doods, The
data for analysis was obtained from 232 consumers who experienced buying consumer
durable goods in a metropolitan area,

Cur results show as following: first, the eoffects of perceived attributes of the
salssperson such as expertise, trustworthiness, litability, and customser orisntation, have
a significant influence on customer's satisfaction with salesperson sscond, perceived
customer—orientation of salasperson affects customsr’'s satisfaction with the retailer:
third, a customer' s satisfaction with salbsperson not only plays a mediating role
between perceived atributes of the salesperson and the customer's satisfaction with
retailer but also between perceived atributes of salssperson and cross-buying intentions
and intentions to recommend the retailer: and fourth, customer's satisfaction with
retailers performs a mediating rols between perceived attributes of the salssperson and
cross-buying intantions or rmacommendadon intentons of retailers, [n addition, managgrial
implications are sugdested for industry practitionsrs,

Keywards: salbsperson, salssperson-attributes, satisfaction, cross—buying, recommendations
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