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= FaA Ay AnRj= Aol o] Fo
= fFAAE A Ao AHARJ] A
A7] woll ddArbdo] aAIte]
Al el dolA ABAA ATdEs Fds
| #t} (Palmer and Bejou 1994). < 34}
Y-l AAole (the boundary spanner—
customer turnover connection), &2 4k
o]&t (customer defection following salesperson

turnover: co-defection)< X8, A5

[e)
de] @z nAze] @A AN 2
& Qe mAL Aol

q
Yoz R4E wAe] FHEE HA
g3 FAm BAAA JFL WAA 5
W o dort wale] Hurelga ol 4

AT (Beatty et al. 1996; Bove and Johnson
2001; Reichheld 1993). 72 7]4o] ofd
DAL S Sl 71gel dig 2S5 7]
5 @Ast7] wZol ool FAE Wyt
wl A3 s|Abee] #Al= okstd gyt
St (Reichheld 1993). 223} 31243
Aol BA Fr= uAe 7]gel gt
3
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192}
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[\)
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o
—_

= = AETAAL AR
do] olgtd #3t A= ¥wH FH-gk Rk
A, FRbolgo] 3k A= g AT
9 tHJohnson, Barksdale, and Boles
S 2008). ol A= BAWA
H #AHoA FRbolge JEFS wA= A

S
S
= 9
z
J;‘;_(FL
r—r’&}i

iz AAHY, FAHAE) S HFE
o1 9l HE FHkolgS A3 EAIS)
I Qe AL ofYARE i A Fulo)
o] B3 o]2A/AEPFAH EE ATHIL A
ot o5 AFEE HAoFAC A
A Y oA 7 AANAYE Y] TS
ttF1 9= Beatty et al. (1996), 2FdA
Al A el 7idel] die SAEe o

ArLdel gk FAHAEE FEste] o g
= 31 & Palmatier, Scheer, and
Steenkamp (2007), FAAFL-A 9] Fubo]
2 dAS ol2How HE st HAlE AA
321 = Lovett, Harrison, and Virick
(1997), FGAH olgel whE 7] Hcte]
3k AJAFE S A|9ksEal 90+ Bendapudi and
Leone (2001, 2002) 55 & <
2. SHO|Eof| Chst Mo

71 ATtel ok EHko]|Ee ‘GYPAL
o] 71& olgd uf o]Fo] Heetd i
o] FHAEE Wt V|PE olEdte AL
2 AT 4 dut (eg. Lovett, Harrison,
and Virick 1997). &ub#Ql Ao} &
gho]&he 7]E 73] #AlE AT
7@01]/\1 TEHS =]

[e)
[SXNN = RE=1

ojge 7 Ite] A

)
°
(r

e #AE © 7HAYDL T8 AR
7] wZol] ERkoldo] o]FojR = o
B3 9ttt (Bendapudi and Leone 2002).
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ARE 54, =9 T HEew Aojdn
(Jones, Mothersbaugh, and Beatty 2000,
2002; Gremler 1995). G AAML-12 #A
oA A ee wA0 JPAY Fe 7]
datel Ade wAgo s WASE vE

A 82 vakd A g em of7e=
71E A dzte] AAGAE o) HAEH=
BAA EAEEA FHAAENI =%

Aol W Aed Blg, A= Al
3k BAH]E  (search costs), ShH|&
(learning costs) °o]elol % 5 (customer
habit), 7+ H]€ (emotional costs), 21#]%]
=3 (cognitive efforts) So| FEIHC}
(Fornell 1992; Jones, Mothersbaugh, and
Beatty 2002). ZgH]gol tisl mleEAs
A A% Burnham, Frels,
(2003)2 3|85 ‘o] g FFAFEH-
H oE TuAE vt e g ddd o
3144 M8 olgtal AHeJstHA HEH &S
A AR AZHE, AFA dsEE, 1
I AR A8 Al A FEoR
ekl gl

A4 3] & (procedural
costs)S ZAAZ 98, Hr}t sy, adx
Ay HgoR AT olYd FF A
82 F2 A} w9 AES Rl
stth, A 52 A 3hH]8-(financial switching
costs) dlElEAR AFA EAHH|EoR
TAHY, AELHor AZsrt s 2
deo] EHE xS AAA dEH]E

and Mahajan

switching

0

(relational switching costs)S 7Hel-A &
A3 BdHERA E4n8oR PR &
AA b ool FA= sk A4 e

AAA e I ol A A &

tlo

Fo Agng 7, B A7 AT A%
o, 5 ajo] Ftol’ Al Al
Aaks AFA B4 A s gle
Moz &89

4. mAle] H: OAME|, NZREED
nELE-P 1

o2 K
S

i

N

2

k

a2

i)

= o2
2

>

>,

(o

)

1o,

S

X

ox, ¥ O
o
Hoo

Mde] EstEth (Rauyruen, Papassapa and
Miller 2007). ¥ <oA= A o]
of wE o] Futolde] JIE WA=
AAEAR W52 ‘BAY A (relationship
quality)S T3k ARG dgARd el

ek A ey ARk Te|an A E
=5 AT R Felste]l E45ka vk
AN = e A el digk 2
w3 AR digk Falolgkar Ao 4 9l
HMoorman et al. 1992; Morgan and Hunt

1994). A== 7 7HA 2k, S Addpdo] A
W A8 (credibility) 2 Z2] (benevolence)©l
gk 1Mo R oY% sh= vl A8 A
oiuke] oy Zo] FAE Folghs 7UE,
o= Aol AR olsf(stake) F
L] (welfare)ol]l 22 #HS 7ML o)E &
a2 stohE gRals ou|stt (Doney  and
Cannon 1997).

AR EAAYERYH A2 A
AaE 7t Aol wlag kA Ao
2 AolHEtHOliver 1993). 71dl-Ed = o

Z1t}el (expectation discrepancy paradigm)
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= S el AnjAbEe]l AAl g
£ 7l Aol mlugomy WA RE
shastota pg st vkl A J ot 7]
o Aael AV ZHshd wko] @St
AL, AA A37E 71 Adatel & rAW &
qhro] A gk},

aAE e} aANEE PANARE Eof
oA ‘#AY AE FAsE tEAA
o]tH(Croshy et al., 1990; Bejou, Wray, and

Ingram 1996; Hennig-Thurau, Gwinner,
and Dwayne 2002). 71 A= 2158 <F gk
= o|9Jo = Ao do FANEeRE &Y
(commitment)& 233l7]%  gth (Dwyer,
Robert, Oh 1987; Moorman et al. 1992). =L
o =l #AS o FAuNdIT
A= Agtuith vha Ao zhel7E Q)
th dF Ae EYS dA Ao AN
dog HiE Wb (eg, Kumar et al. 1995;
Morgan and Hunt 1994), & t}& d+4+=
S A9 Ao mE ARWTFE HY

= 3} (e.g., Smith, 1998). & A= =4
o] #Ae] A& FAsteE wlg Fag Wy
o] AWk A=} vk AWFE Bl Q)
omn FAETE EYo] spiakdolzt= Al
A FAEE AF9 U AyHss o
i 9tk

ANFAYE (customer loyalty)= AP}
g oke] ATtelA vl B, 1A
A% 7 Aol & WERE o
sttt AAF A= wlg vl Aoy
I Ak o]AZEAIY Ao AMFAHAEE
914 #4 (behavioral approach)¥} E|%=
2 A3 (attitudinal approach)oll At
At (e.g., Rauyruen and Miller 2007). 33
A4 B A9

o

AAFAAEE WHEARL A

al

A AA (psychological attachment)Z
ojulatm LA AL the 5 A
=1 A5 (preference)® =Ao| 7}&3d}
HDick and Basu 1994). ®WF5-A = A
A, A4 AER Agd A8 5 ud
g 2Rlel o8 WY = 7ol Aol
FHALEE Hole ofE dAWste dHe &
A7 At} (Chen and Hu, 2009). u}gbA
F91A Ao s AeA B Hol
MNEAE7 A= AdS olsist=n
Aoz olgolxa gl
(Gremler and Brown 1996; Oliva et al
1992; Riley et al. 2001).

=

71E Aol e AR E SAR
ATE AAFAHEE P94 B H=A
#HS BT Zgete Zlo] HiEAE Ao
= Ha gtk & A ddakdel gig
AASTAEE ‘Al FAARLANA R
WP Es Hols FEoz, Al o
3l A H=E Bk, AH|zol
g &7 2SS W 24 g AL
S ol & AL aYse FELR A
Skiass

TAEE R AgeEs WEsta
Atk AellA 243 AdHeR FAFS
o A E oM Y2 wEG 3
Tolkel o AT der dwtsl o
now  (eg., Mackenzie, Podsakoff, and

Ahearne 1998), Ale]7 <AAet zHFA

(willingness to stay)& 3F¢lA9o = AY

3 3tk Oliver (1999)+ SAHAEE "d&3)

= AlFolut Mu|aE AEAH o7 st/
5

e g Balso] 3t e E7ow

o
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(1993)& arAwgkEo] A& AH| 2] )+
uf o)kof FAHA JIFS WA= AS &<
staL 9lom Oliver (1999)= w&g 21X
A 7L7<47<4 P A Yoz FRIHA o
5 A o] Wa FE 34
mol $A4 9L MAD AL s
3 At} Heskett, Jones, and Schlesinger

(1994) @A, A TS GrELuz A o3}
HA %“*oql.:_ﬂ- TANZE] ZHA el Ax

Burnham, Frels, and Mahajan (2003)<
}501 255 A9 ARAR A%
frAE L e ETE EokAlE
Bl gy aedan o]Hd #42 d
A7 (relationship satisfaction) @ 27)-/-%
(customer retention) AFelell ZF2 3k A (+)<]
#AAZE oS EBiska 9l
and Vaghult (2000)9] %4
A A = a9l

al

7
7 el
Ao
ki3

r

f

+ Eriksson
Aol 23|

(Johnson, Barksdale, and Boles 2001; Ping
1990, 1993). Ping(1990, 1993)2 &4 =W
oA A g el dis] RESEE o
o2 Edo] AA AAHY] wige] oy
2o g A g9t o] Fojx7] JE AL
2 Ha 9t} Johnson, Barksdale, and
Boles (2001)&= B2B AellA 72714 <]
AALglel th@ o] F4E ALl

gk =Ygol Frtetal ol T3l FHAY
o] &%y 7|g ol"staa st oEvt
askal 9SS gelstal gl

[y VE dTE aANFe] uAy
TRAEE Fola aMolES WH3E T8
g TS A sk Ak AR S 1
Aztel BAE T 2 ul ojyjd AyZA
W= Gdabdel diE] o] wEEsE
FA el tg FAHETE FobA AL G ]IAt
Aol AAE olgst= Zlo] oAfHYxIth=
A& AlAbet) weba] GJrpgo] 4 7]
AHE olgslo OfE 7jYoz Hrlv= 47
A AL T FA] DEsla Qe nAE
FA e tst FHAETE =] wiEe] 4
AArdHe] BAE AR FEko|eE
VeAdol Art ols mAdAE 7E 7Y
o] BAE FAE ARdE AL
o] HAE FASE Aol ¢ 7HAUL T8
3t Zo]7] wjite] FHlbo]go] A o] Fo]
1tk ek g 22 7R Aol
7V& stk
« 7M1 gALSlel diE mAwEe] 2

T5 GAAdel dig aAFHAEE F

Midss
« 7Hd 20 FhARel gk aARkSe] 2
T U oA Al aAfe] grkold

o) xE 7hack

of AojA wlg- Ags s}
AFE 53 §39 ¥zYyzHY 39
H|ZzYyzoA  F8235Y (Lynch et al
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2001; Rigby, Reichheld, Schefter 2002). <l
2A BEAEe A Bk &2
E4 802 FAHY 9

o
i)
b
10
>

3 o
glol= olafislr] o e ¢-2E o] AL
Aol gk A7F A EA B FE
wjol] Ad&st7] olel Sl Qlth
IARNE T aAFHE mX =
A= AARAY Foke] thre AFE
53] <= rl. Moorman, Zaltman,

and Deshpande (1992)&= Al %ZA} A|&A}
(market research provider)ol] th3dk 2127}
AREAFE S B B = 471 BAFA
o dFdFs WS FAdgArh 1
Morgan and Hunt (1994)& A7} o
3k (propensity to leave)ol]l 93g ©
HEde AFHoOR HoFon,
Lovett, Harrison, and Virick(1997)2

o Buelgel G WAL #

t
w2 oo rfr oo K

i
E
4

=

g o s ®a old g3 mA=
I & % stus uALlEeg A
o},
v A E ok Al Sirdeshmukh et al.
(2002)& A7 Aoz uNFA
FEFS MAS FAstL Ak o]
+ 7= Lau and Lee (1999
Bz digh 1o AlF 9} Hile
Atolel frolgk A(+)e #A7E U=
skar @itk % Chaudhuri and Holbrook
(200D HA= AH7E e B
d% (attitudinal loyalty)ell F<]st &
AL Ee Elskar Qlvh o]4e] 7
Aol o v v 22 7Hd el A%
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« 7Hd 3 ddArel digk aAAlEsE &
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DAt AR E=SFE AL
Ne Grkdel 71dEs o8 45 94
AHLE o 7S olgd TheAol T
HZ Aol Yk 7|&E dFe BT 9
Aol gk AT =T =SS A
o] THto|gd 7hzAdo] ¥ Zow Hil
At} (Beatty et al. 1996; Palmatier, Scheer,

and Steenkamp 2007; 222 2008).
dAqA bl e FAE  (salesperson-
71gel gk

(loyalty to the selling firm)& T3t U

owned loyalty)<} Z=AE

T Palmatier, Scheer, and Steenkamp
(2007)¢] A4+ FAAA g T =

o8 71gdel e FAEI oA 7= 3§
ARE GgAabdol gt S 7)ol o
3 FAEE Aolg 89ld o3 FAH =
Aol 71e] Aol digt FA =T} ok
HkE Al Vel frEle Aneks hAeE
AL obd Ao wu gt ¢3d 7Y
of W FAEF dAAdel g FAE
of o3 FEAom FAHH Afde AT
FPAr o] o= A4 azo] FrkelE
oz 719 dEe dFE vA & 3
= ZAoex Hi r) o5& erican
Express®] 117 & Aals H@dshes AF

%A} (financial advisor)”} ©]&s 29
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Aoz H-g/AHEA (cost/benefit analysis)
of oa] o]Foxitt= FHo] Jhssitt
(Johnson, Barksdale, and Boles 2001). A}
slagto] 2ol A= #AY A& 2 A
o xrAAg e qlol TA Y HBH|go] F
S FAeth oo wEW wdt
AA N d= AR wIAAAE A S
295 = H&o Hlgte] AA He BHAHS

3] =

2@ $719)

\,
o

W, 5ol
(Homans 1961; Ekeh 1974). Morgan and
Hunt (1994)+= #AGAH]E (relationship
termination costs)¥} #A&| € (relationship
benefits)o] 4714 #AAFA ol &S 7 A
S AAstz Yow, Johnson, Barksdale,
and Boles (200D gkl Had &9
= Al Agn]go] A7]|E Hlausko]
o|gel tigk AP o] o] FoAX = Ao
Bl Qlth
TE3E AF3 o]F0] 2 (interdependence theory)
of e]shd g BAE Algate At
Hge] digte]l AlFsh= A, = ‘ditY
v 1l (Comparison Level for Alternatives:
CLiwES 2& A% 1 #Ale FA5H7I
o]t} (Thibaut and Kelley 1959; Kelley
and Thibaut 1978). ‘tiete] Hma=E'2 A
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AAA dYe E35E NEd o= Gwinner A - AFEZ o] 485%= 71 wtow t}
et al. (1998), %% (2008), Z1¥far o]-§  Ho= F 21.5%9F AH|x - FFo] 19.9%
7] - HAWE - FYE (2008 AFelA AL £ AAskar 2l
| FEsS Fxe & AT Fsel A S HAE 7}°10}-L U AHE 3L
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TAAQ FES Sy, SHAAEAT AP e = Hy 192 o2 AR
S 2ATS BEE 3 dHos 4 AANES Ft 27] o] B|ARel of 2
shaith ‘A|ZbE H3HH]-87 Burnham, Frels, el ddrrdd A BATE des HolF
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and Beatty (2002), dg=, o713 (2006)
o] AFA AHgd & 55 x| 2
Ao Ao mﬂl 37H4 e g H4-s
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A A A, dgARdel g a AT s Ae ANF An, AR gL
09358 AzZ+d A3n]& 077714 ZE ) 990.68 (p=0.000, df=377)= +<3tA e
ol Numnally (1978)7} AN Q= 3 wrouf (4%E 25 1 “pasd 2 8%
{717 (@=070) doAAE Ao= ey A2 AR Hx), 71E A¥E A
o ©dAd, AFA, B dE Az 4= GFI 0.88, NFI 0.98, NNFI 0.98, CFI
= <HE 2> AAH 9 0.99, RMR 0.036, RMSEA 0.057% 1] %]
LISREL 872% co|&3te] g54 Qi TR Aoz UEY T (Brown and
(E 2) S 20124 U M2ly 24 21}
R
Cronbach’s | Composite
470 i o AVE
A Loading Figen % Alpha Reliability
value
4 0.889
B Exahs 0.844 3582 | 71.836 0.900 0.899 0.642
e FEERE 0.841
AA A 0.810
oF& 2% 0.898
ot AlF 0.866 3.740 | 74.808 0.915 0.916 0.686
7421 8) >
AR DS 0.859
AANA 4= 0.819
T 0.927
A ot 27N 0917
A EA Sy A 0.899 3.278 | 81.959 0.927 0.925 0.759
A o] & 0.878
A 45 0.870
gl 3 gl A A 0.888 2232 | 74.384 0.826 0.830 0.621
A7 e 0.828
Az [T o [ o | 092
A 3 E; A A 0.938 2586 | 86.184 0.920 0.920 0.793
3= - AL3] EF 0.925
=wa S5 0.884
B ;] ;J Y EANEAT 0.907 2.399 | 79.966 0.875 0.876 0.702
B SR A~ 0.891
=43 &3 0.796
A zke 7 ghv] & VA s 0.810 2.050 | 68.341 0.767 0.775 0.538
AAA &= 0.872
A A} A ks ak 0.862
v 2 A k5 Rk 0.839
FHolg Y ® A LA = 0231 2793 | 69.830 0.854 0.855 0.596
] 2 3179 F 5 0.810
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Cudeck 1993). 3+ X/A-HE H]ES 2630

2 Carmines and Mclver (1981)¢} Bollen

(1989)0] Algtsl= &-87]=(Z+7F 3.0, 5.0 O]
]

H daEA (construct
= composite reliability) 2 A4t
sk A CR2 0.78~0932.2 7]F&X]91 0.7
A AA3lekes Zlow vt uebA
42 JSEHIAES st dva
2 tHAnderson and Gerbing
1988; Bagozzi and Yi 1988). Hiri-Al:%
(average variance extracted: AVE)9 #<=
Arkstel MG F AT Al
Hla ek A3 AVE 32 0.54~0.7922 7]
el 058 A A3kl AT
watET A e SEERG Aol ol A
o= yepgth (Fornell and Larcker 1981;
Hair et al. 1998). 54 @<lEAle] Av=

5250 AN Atk

TAE

(input data)= W43F A3 H(correlation
matrix) S AHESHATE FREP ] AR i
A4, e 1387.11(p=0.00, df=391)=
9/]7910]37_, RMRE 0.04= dutzel 7)ol
00612 Av, GFI= 0.8M4=% tha A3=r
"ol Aow vehgr) e YA A
= A2l NFI=0970, NNFI=0.976, CFI=
0978 RMSEA=0071% Uehukom ¥/
Hl§-2 3548% Bollen(1989)0] AA|3l=
50H Y 22 Ao yeuith ol
e S . B AgelA HA
A = =
o3 Q= Aew AL 4 At
(Browne and Cudeck 1993; ©]=5 1990;
Baggozi and Yi 1988; Carmines and Mclver
1981). ZF A7 el 71 A= AAAS

<G > Ak oA B EHPOlELOl
18] 85 A2l gk ymiA] e 2

A

A3}
[e) T

Eo AUAAE Wu Yge Hew Ur

1

HN
o Z

ot 1%
rlo m&

=3} 1:!]—75]. /\20 75]2;51—

oﬁ:[ﬁ?ﬂﬁil-

® 4o

=

k1 [‘1(‘

1o 7

o2

(& 3) &A= (CORRELATION MATRIX of ETA and KSI) (n=503)
(1 (2) 3) (4) ) (6) (7) ®)

(1) dgArdel digh oA%< 1.000
(2) FAAMdel ek A 877 | 1.000
(3) ddArdel digt uAFAH= | 808 | .834 | 1.000
(4) A7Zr5l Fale 583 | 602 | 721 | 1.000
(5) A7t 213 A4 H 581 | 600 | 719 | 519 | 1.000
6) A7td EdxFEE 579 | 598 | 716 | 517 | 515 | 1.000
(7) A7t 73§ 075 | 078 | 093 | .067 | .067 | 067 | 1.000
(8) Tutold o= 495 | 532 | 614 | 542 | 494 | 562 | -.126 | 1.000
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Efrfar Qloh gh= 7 63 sH9 7HA 6-1, 6-2, 6-3)
<E e ANEH FE5AE e # B AAAEHIA ol nAe FAHAETL F
Alell tigk LISREL FA X9} 1 F24, 7t 7 5 oo dig Wil E vhsk &
Aol dAARE BHoFa ok #4 4 Adgss 7IHgs A4z HF3
7 olE Ao A F oA e e Gwinner et al. (1998)¢] A+ Ay} Ax|
AA =L =] Al JRe] 7HE S 77 E = sk Aotk Abs|aglo]&e A3k A
Ao w eyttt aARkSo] LA FA o ZkEl BAE o] srtolgel o] FA A
2= e 7P 1o A9k Zo] RS s = Bos AAg 7Hd 87 1 8
o] =L 4R MENTE ZUlElE Hog 9l 7Hd 81, 8-2, 832 A7 Zo] BT
vEbs e 2R AA] AT R T A= Rem, AztE [AZH| o] EFH
A<l s MAE AoZ eyt sHrolgol vt Atk 7Hd 9% A)A
7Hd 3 AAD. AAFAZETE Al 7HA Ak = Aok
o #A o AR FFES v A Ao gy A AL o)t de] 77t
(E 4) 714438 &
71 A LISREL Results 2
HE A A W FAA |t @
H1 FGAr el E uATE - FGALde] HE T + 0.344| 43367 A=A
H2 | ddAgel digh ek — Fatold o + -0.061| -0623| 717
H3 | ddArdel digt 24208 — JGArdel dig S4=] + 0.570| 7.065™| A
H4 | /el digh 24218 — Frtold o + 0.102| 0966| 717
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* p<0.10, =* p<0.05
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The Effects of Relationship Quality on Customer
Defection Following Salesperson Turnover: The Role of
Relational Benefits and Switching Costs

Lim, Sihyuk
Lim, Young Kvun”

%

Abstract

This research investigates the influence of relational characteristics on 'co-defection’,
customer defection following salesperson turnover, in the context of salesperson-customer
relationship. Based on the social exchange theory, it was hypothesized that perceived
relational benefits and switching costs affect directly the customer’s intentions to defect.
Key constructs in relationship marketing such as customer satisfaction, trust, and
loyalty were hypothesized to affect the customer’s intention to defect as well as
perceived relational benefits and switching costs.

The results of structural equation modeling using a survey sample of 503 insurance
customers who purchased life insurance policies through salespersons unveiled that the
customer satisfaction with salesperson and the customer trust in salesperson strongly
influence the salesperson-owned customer loyalty. However, they did not have
significant direct effects on co-defection intentions. All paths from salesperson—-owned
customer loyalty to perceived relational benefits and perceived switching costs were also
significant. Salesperson—-owned customer loyalty did not have significant direct effects on
co—defection intentions, but it had significant indirect effects on co—defection intentions
through relational benefits and switching costs. Three sub-dimensions of perceived
relational benefits had significant positive effects on co-defection intentions while the

perceived switching costs had significant negative effects on co-defection intentions.

* This study was supported by the 2010 Research Fund of Kwangwoon University.
** Senior Manager, Cardif Life.
*** Professor, Dept. of Business Admin., Kwangwoon University.
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The significance of our research findings were verified by comparing the hypothesized

model and the rival model in the past studies.

Key Words : co-defection, relationship quality, perceived relational benefits, perceived

switching costs, customer satisfaction, customer trust, customer loyalty.

[ . Introduction

With the advent of relationship marketing paradigm, customer retention is viewed as the
most 1mportant factor for company success. Marketers are increasingly interested in
maintaining long-term relationships with their customers (Beatty et al. 1996), because
retaining customers through long—term relationships contributes to saving costs (Rosenberg
and Czepiel 1984) and improving profits (Reichheld and Sasser 1990; Roberts 1996).

Despite its negative consequences on business performance (Beatty et al. 1996; Bove and
Johnson 2001; Reichheld 1993), customer defection, which is the mirror concept of customer
retention, has received little attention in the academic literature. Most academicians have
shown interest in a salesperson’s role in building customer retention (e.g., Czepiel 1990;
Gabbott and Hogg 1994, Morgan and Hunt 1994; Palmer and Bejou 1994), but very little
emphasis has been given to a salesperson’s role in reducing customer defection (Bendapudi
and Leone 2002; Johnson, Barksdale, and Boles 2001; Park 2008).

This study purports to fill the gap in academic literature by examining customer intentions
to quit the firm—customer relationship when key contact salesperson leaves the firm. We
focus on the effects of the relational constructs such as customer trust, satisfaction and
loyalty on customer responses to key contact salesperson turnover. It is presumed that
customer defection follows key contact salesperson turnover resulting in a considerable
company loss in sales and profits (Bendapudi and Leone 2002). However, it is also presumed
that companies may prevent customer co—defection through changing customers’ perceptions

on the benefits and costs pertained to the salesperson—customer relationships.

II. Research Model and Hypotheses

We developed the research model by examining the theoretical and managerial
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evidences in relationship marketing and employee exit studies. The overall model is
shown in Figure 1.

When compared to previous research, our model differs in at least three aspects.
First, unlike the previous studies emphasizing the role of customer loyalty to
salesperson, our model focuses on the effects of customer trust in and satisfaction with
the salesperson. Trust and satisfaction clearly deserve research attention because they
have been considered much more important than any other relational constructs in the
relationship marketing literature.

Second, our model considers both perceived relationship benefits and switching costs
as the most critical antecedents of the customer co-defection intentions. Research in
organization theory and relationship marketing revealed that the decision to terminate
the relationship with the firm is related to the switching costs as well as the
relationship benefits.

Third, whereas the previous studies (e.g., Park 2008) hypothesize the customer loyalty
to salesperson as directly affecting the customer defection intentions, our model, based
on the social exchange theory and other interdependence theories, hypothesizes that both
relationship benefits and switching costs directly determine the decision to co—defect.
Customer loyalty to salesperson was thought to affect the perception of the relationship

benefits and switching costs.

Satisfaction

with Salesperson H2(+)

Hil+)

Perceived
Relationship Benefits

i
=2
X

Salesperson-owned HE5(+ Co-defection Intentions

Loyalty

H7-) . H3(-3
Perceived
Switching Cost
H3i+)

Trust Hal+)
in Salesperson

FIGURE 1. THE PROPOSED MODEL OF CONCEPTUAL FRAMEWORK
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Based on the theoretical reasoning and the extant empirical evidences, we developed

and tested the following hypotheses concerning the relationships among the constructs

in our model.

L.

H1: Customer satisfaction with the salesperson is positively related to the customer
loyalty to the salesperson.

H2: Customer satisfaction with the salesperson is positively related to the customer
co—defection intentions.

H3: Customer trust in the salesperson is positively related to the customer loyalty
to the salesperson.

H4: Customer trust in the salesperson is positively related to the customer
co-defection intentions.

H5: Customer loyalty to the salesperson is positively related to the customer
co—defection intentions.

H6: Customer loyalty to the salesperson is positively related to the customer
perceptions of relationship benefits.

H7: Customer loyalty to the salesperson is negatively related to the customer
perceptions of switching costs.

H8: Customer perceptions of relationship benefits is positively related to the
customer co—defection intentions.

H9: Customer perceptions of switching costs is negatively related to the customer

co—defection intentions.

Data and Analysis

We collected the data from a questionnaire survey sample of 503 insurance customers

who purchased life insurance policies through salespersons. Table 1 shows the major

characteristics of the sample. Table 2 contains the measure validation results from a

series of factor analyses and reliability tests. All of the scales were adopted from

previous studies and were proven acceptable.

The results of structural equation modeling using LISREL 8 unveiled the measurement
model achieved a good fit (x*=990.68 p=0.000, df=377; GFI=0.83, NFI=0.98, NNFI=0.98,
CFI=0.99, RMR=0.036, RMSEA=0.057). Test results of the discriminant validity and
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convergent validity via the procedure suggested by Fornell and Larker (1981) were also
acceptable .

The structural model fits moderately (x’=1387.11, p=0.00, df=391; GFI=0.844; NFI=0.970;
NNFI=0.976; CFI=0.978, RMSEA=0.07, RMR=0.064), and the correlations coefficients between
the constructs in the proposed model are shown in Table 3. Some of the hypothesized
relationships were supported (Table 4). More specifically, customer satisfaction with
salesperson and the customer trust in salesperson strongly influence the salesperson—-owned
customer loyalty. However, they did not have significant direct effects on co—defection
intentions.

All paths from salesperson-owned customer loyalty to perceived relational benefits
and perceived switching costs were also significant. Salesperson—-owned customer loyalty
did not have significant direct effects on co-defection intentions, but it had significant
indirect effects on co-defection intentions through relational benefits and switching costs.

Three sub-dimensions of perceived relational benefits had significant positive effects
on co—defection intentions while the perceived switching costs had significant negative
effects on co-defection intentions. The significance of our research findings were
verified by comparing our hypothesized model and the rival model in the past studies
(Figure 2). As shown in Table5S and Table 6, except for the model fit, test statistics
such as squared multiple correlations and the ratio of significant paths indicate that the

hypothesized model is better than the rival model.

TABLE 1. THE CHARACTERISTICS OF THE SAMPLE

Classification # of Respondents Proportion(%) Remarks
Total 503 100.0%%
Male 190 37.8%
Gender
Female 309 61.4%
Less than 30 60 11.9%
30~39 213 42.3%
Age 40~49 162 32.2%
50~59 50 9.9%
Above 60 12 2.4%
) Married 380 75.5%
Marital Status ;
Unmarried 113 22.5%
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Classification # of Respondents Proportion(%) Remarks
Below Middle School 8 1.6%
High School 149 29.6%
Education University 276 54.9%
Above Graduate School 64 12.7%
Others 5 1.0%
Less than 2,000 55 10.9%
Average 2,000~2,999 119 23.7%
3,000~3,999 110 21.9%

Inci/[rr(:: ﬂ;iythe 4,000~4,999 106 21.1% KRW 000
Household 5,000~9,999 86 17.1%
Above 10,000 19 3.8%
White Color 244 48.5%
Blue Color 100 19.9%
Occupation Self-employer 28 5.6%
Farm/Livestock/Fishery 4 0.8%
Housewife 108 21.5%
Others 17 3.4%

TABLE 2. RESULTS OF UNIDIMENSIONALITY AND RELIABILITY TESTS

EFA Cronbach’s | Composite
Constructs Loading | PE™ | os | Alpha | Relibitity |V C
value
SPSI | 0889
S SPS2 | 0845
Sanglz‘;;lgfso‘zmh SPS3 | 0844 | 3582 | 71836 | 0900 0.899 0.642
SPs4 | osal
SPS5 | 0810
SPT1 | 0898
SPT2 | 0831
Trust in Salesperson | SPT3 | 0866 | 3740 | 74808 | 0915 0916 0.686
SPT4 | 0859
SPT5 | 0819
SPL1 | 0927
Salesperson-owned | SPL2 | 0917 | o 70 | ) gog | (907 0.925 0.759
Loyalty SPL3 0.899
SPLA | 0878
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EFA Cronbach’s | C it
) ) N ronpachn s Omposite
Constructs Loading | PE™ | of | Alpha | Relibility |
value
BEN1 | 0870
.
Confidenc ['pEND | 0888 | 2932 | 74384 | 0826 0.830 0621
e Benefits
BEN3 | 0.828
Perceived Social BEN4 0.923
Relationship Ber‘lf;s BEN5 | 0938 | 258 |86184| 0920 0920 0793
Benefits BENG | 0925
ooy | BENT| 0884
PeAtal  TBENS | 0907 | 2399 | 79966 | 0875 0.876 0.702
Treatment
BENO | 0.891
Berectved St Ccosl | 0796
ercewec()stwm Me Fcos2 | 0810 | 2080 | 68341 | 0767 0.775 0538
COS3 | 0872
DEF1 | 0862
, , DEF2 | 0.839
Co—defection Intentions 2793 | 69.830 0.854 0.855 0.596
DEF3 | 0831
DEF4 | 0810

TABLE 3. CORRELATION MATRIX of ETA and KSI (n=503)

(1) 2) (3) (4) 5) 6) (7) ®)
(1) Satisfaction w/ Salesperson | 1.000
(2) Trust in Salesperson 77 | 1.000
(3) Salesperson—-owned Loyalty .08 834 | 1.000
(4) Confidence Benefits 583 602 721 1.000
(5) Social Benefits 581 .600 719 519 | 1.000
(6) Special Treatment Benefits D79 598 716 Db17 515 1.000
(7) Switching Cost 075 078 .093 067 .067 .067 | 1.000
(8) Co-defection 495 b32 614 542 494 bh62 | 126 | 1.000
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TABLE 4. THE RESULTS OF TESTING HYPOTHESES IN PROPOSED MODEL

Hypothesis LISREL Results
No Path Dir| Est | toval | et
H1 Satisfaction — Salesperson owned loyalty + | 0.344 | 4.336™ |Supported
H2 Satisfaction — Co—defection intention + | -0.061| -0.623 | Rejected
H3 Trust — Salesperson owned loyalty + | 0570 | 7.065™ |Supported
H4 Trust — Co-defection intention + | 0102 0.966 | Rejected
H5 Salesperson owned loyalty — Co—defection intention + 0.162 1.416 | Rejected
H6 Salesperson owned loyalty— Perceived relational benefits
6-1 | Salesperson owned loyalty — Confidence benefit + | 0669 | 16.316"|Supported
6-2 | Salesperson owned loyalty — Social benefit + | 0.719 | 18.113"|Supported
6-3 | Salesperson owned loyalty — Special treatment benefit + | 0679 | 16.802"|Supported
H7 Salesperson owned loyalty — Perceived switching cost - 0.087 | 1.837+ | Rejected
HS8 Perceived relational benefits — Co-defection intention
8-1 | Confidence benefit — Co-defection intention + 1 019 | 3.073" |Supported
8-2 | Social benefit — Co-defection intention + 0.095 1.769" |Supported
8-3 | Special treatment benefit — Co—defection intention + | 0231 | 3.876™ |Supported
H9 Perceived switching cost — Co—defection intention - | -0.173| -4.219" |Supported
Fit X* = 1387.111(p= 0.000, df=391),
statistics GFI=0.844, NFI=0.970, NNFI:(Z).976, CFI=0.978,
RMR=0.064, RMSEA=0.071, x°/df=3.548
* p<0.10, #* p<0.05
Rival Model

/ Hypothesized Model
Satizfaction w/

Salesperson

Loyalty

Salezperson-owned

Trust in
Salesperson

\ /Satisfaction wi

Salesperson

Perceived Relationship
Benefits

Perceived Relationship

Perceived Switching
Costs

Trust in
/ \Salesperson

Perceived Switching
Costs

~

Loyalty

Salesperson-o\-med' ;l

Co-defection
Intentions

/

FIGURE 2. HYPOTHESIZED MODEL VS. RIVAL MODEL
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TABLE 5. COMPARISON OF THE HYPOTHESIZED MODEL AND THE RIVAL

MODEL
Classification Hypothesized Model Rival Model
GFI 0.844 0.876
Fit Statistics NFT 0970 0976
CFI 0.978 0.985
RMSEA 0.071 0.060
Explanation Power SMC 47.0% 38.6%

% of Statistically
Significant Paths” (p<0.05)

Total Paths
Core Paths”

76.9% (10/13)
88.9% (8/9)

66.7% (6/9)
40.0% (2/5)

1) The figures in parentheses show the number of statistically significant paths

2) Core paths: Salesperson owned loyalty—benefits/cost—(salesperson owned loyalty)—co-defection intention

TABLE 6. COMPARISON OF CORE PATHS: LOYALTY, RELATIONAL BENEFITS,
SWITCHING COSTS, AND CO-DEFECTION

Hypothesized Model

Rival Model

Paths

Est.(t-values)

Paths

Est.(t-vaues.)

@ Loyalty—Confidence benefit

@ Loyalty—Social benefit

@ Loyalty—Special treatment
benefit

@ Loyalty—Switching cost

® Loyalty—Co-defection

Confidence benefit—
Co-defection

@ Social benefit—Co-defection

Special treatment benefit—
Co—-defection

Switching cost—
Co—-defection

0.669(16.316™)
0.719(18.113™)
0.679(16.802™)

0.087(1.837")
0.162(1.416)
0.196(3.073™)

0.095(1.769")
0.231(3.876™)

-0.173(-4.219™)

D Confidence benefit—Loyalty

@ Social benefit—Loyalty

@ Special treatment benefit—
Loyalty

@ Switching cost—Loyalty

® Loyalty—Co-defection

0.120(1.881%)
0.113(1.570)
0.112(1.539)

-0.011(-0.332)
0.426(5519)

x p<0.10, *=xp<0.05
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[V. Conclusion

This study attempts to investigate the antecedents of customer defection following the
key salesperson turnover. To our knowledge, there is a very limited number of
empirical studies dealing with the issue of salesperson—customer co—defection. Using the
data collected from a questionnaire survey of the life insurance customers, we tested the
hypothesized relationships and found that some of them were statistically significant.

The issue of the key salesperson—customer co-defection is becoming more important
because companies lose customers when the salesperson leave. At least a couple of key
managerial implications are identified from this study. Firstly, marketing managers of
the industries where the salesperson plays important roles should develop a sophisticated
way to manage the salesperson-customer connection, thereby minimizing the risk of
salesperson-owned customer loyalty and the negative consequences of the salesperson-—
customer co-defection. Secondly, firms need to strengthen their own connections with
customers. Creating a close firm—customer connection and providing competitive
economic incentives might contribute to increase the switching costs on the part of the

customers, and help prevent customer defections following the key salesperson turnover.
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