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Abstract

The purposes of this study were 1o extract the effects ol emotional labor, self-cfficacy and burnout on customer-
oriented selling behavior of salesperson by literature review and to examine the effect variables on customer-
oriented selling behavior empirically. The questionnaire was administered to 400 salespersons who were selling
clothes, cosmctics, shoes, leather products and accessories in department stores located in Kwang-ju city during
August 18-24, 2006. Data collected from 307 salespersons  were analyzed by using descriptive statistics, factor
analysis, (-test, ANOVA, Duncan-test, correlation, regression analysis and path analysis.

The results were as follows: First, Salesperson's emotional labor was composed of two tactors; emotional labor
toward the customer and cmotional labor toward the organization. Second, Salesperson’s emotional labor had
negative significant influence on customer-oriented selling behavior. Specitically, the emotional labor toward the
organization negatively influenced on customer-oricnted selling behavior, but the emotional labor toward the
customer positively influenced on customer-oriented selling behavior. Third, Salesperson's emotional labor positively
influenced on bumout. Specifically, emotional labor toward organization significantly influenced on burnout, but
emotional labor toward customer did not influenced on burnout. Fourth, Salesperson's self-efficacy positively
influenced on customer-otiented selling behavior. Fifth. Salesperson's sell-efficacy ncgatively influcnced on burnout.
Finally, Salesperson’s burnout negatively influenced on comer-oriented sefling hehavior. The direct effect of
salespersen's sclf-cfficacy on customer-oriented selling behavior was large than the indirect effect of salesperson's
seli~efficacy mediate burnout. But the indirect effect of salespersou's emotional labor mediate burnout was large
than the direct effect of salesperson's emotional labor on customer- oriented sclling behavior.
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