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P gol EABAGE, AAH40E f3}
4 guel AYst A 9 Az A
A Q% S sele] we qulsl E
Aol AGHThAL ¥ 5 rkeleA 2002)
ol WSl AX, g g AuA
AEAL P ASagel WA 5 2
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g9E ARz stoh g sedFe
(individualism)9} A w=2](collectivism) <]

ML w34 gl Bl A5 (cross-
cultural)E 71z 2 33X vHHofstede 1980),
H2e ATeAM = Al FF(individual-
leveD ol A €] 7] <152 €] (idiocentrism) ¢} 3 &+
T (allocentrism)& T8kl ATHKIm 1994
Triandis 1995). 7HQlF9l¢} JoFol= &
g Aol X3S AolF Al (self-emphasis)
I Fd3A) (collectivity) & :er‘i—@ Parsons
(1949)9] Aol A 71detdeh. =, 22

st el M= siQlell whek JHQIFo) A
a FaFolr das Ad Abgto]l gl
< 9ugth JidFo-HaFo= A9
ool &g JHe] A& (Parsons and
Shills 1951)& elvlst, 7ige]l ekl
ool mla} AE AFFeE A, ASA
A Bt sol A ARQlFe e} vie
T Aol o A% FJeFoE S
HH(Wagner and Moch 1986). 7] els=2] =}
o HAFoxts FEske ol Aolrt &

H oo ox r-{n

o

Ask=dl, 7 HLTJZ]'% o] As A=
st vl JaFoxts A4 1 #A9
%32 FTAIBTHKim, Triandis, Kagitcibasi,

Choi, and Yoon 1994). T3 7915214 A

and Kitayama 1991; Miller 1984; Singelis
1994), AtFo07 Adge] AbgEe AR3H
HAE Hdsstal Fse)Es AxgtHMiller
1984; Singelis 1994). WA+ AlF] =
RAA = TRQIF A= A sH ol A
B4 AgAFE] ZA3 <1x A (cognition—
based) AHE, HAIFoAA= 54 691y
v s 22 A A el 7] x% A
A2 (affect-based) A1EE Aoz WA
Pdste AEke] rhar At (Farh, Earley,
and Lin 1997; McAllister 1995). o]l H]Z
of By JiQIF A AEFES Ad AP AL
314 frof Aol gk vFo] ofsh, Wk
R R
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TOHR M2 XHMO| J|E FETO OIX= BF 87

IEgsdE

Qg 1) A+t 2

M AlsS 2M Jee ANakT AEEE B 563%

(56.5%), AL 4335-(435%)=  LEREEoH,

nj o] 2305-(22.8%), 71&o] 780+-(77.2%) =

1. 22 44 A Xz UElth dsE R 204 o] Ab~304) Wk
o] 2005-(19.6%), 304 ©]’d~40A4] winko]

AF7Hdel AFE S8l B4, s, W 422%(41.3%), 4041 o] ~504] muto] 2595
s T W TR E=A AFEAL s 4 (25.3%)= 7H¢ Bekem, 504l o]/d~60A]
e Feow AAsglen, 1 F AR mvke] 109%(10.7%) = YERT.

R = = R i ) R B B = i

A didez Al 7P Aol 7 2. &8

g Abs AR A H A S 7 F Tl

7Fde Be BAb B gk s ek B A3 myo] ¥a® AT Ade #
Ao 9 AL aHAY A= 57 e g A 59 719 AL, el
713k E]E A A HAES MEHOE zojein Mal QoA AlgE Y =4
A3 AFEFste] A S g JxE § Eo A Aste] AEA =As AL
g, SHel so A e g 590,

2 AExAs AAeith & 106052 A oo AL Lo & Eo Ax=
A7) BleEQlon, R B4 Ay AEa) UeldlE 54 ZAE A=1:AE 18X
A955-(46.7%), 23 565%(53.3%)& #HE A olr}. - mulo )7} o]aw ) AT

A=A ARS8 HIFE@I%), & gge wae M 24 FRse A
3 3635-(34.2%), 1W 3465-(32.6%) = 57 A1 B A2 AA B sue] Wity
Aol H5 o 9\)\7\1 &l Ads] #avo] o7 A Kcomposite score)3to] o] &5+
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T e H ulg
- 252} 495 46.7%
e k! 565 53.3%
oA 346 32.6%

2 w7 351 33.1%
&3l 363 34.2%

N ot 563 56.5%
o] 7} 433 43.5%

Areis & 230 22.8%
7% 780 77.2%

104 o] ~ 204 w] g 4 0.4%

204 o] ~ 304 wlgk 200 19.6%

. 304 o]k ~ 404 W] gH 422 41.3%
404 o] ~ 504 W] gk 259 25.3%

504 o]+ ~ 604 H]gk 109 10.7%

604 o4 28 2.7%

SEAAR SAGES <E 2> FR).
el A=l e Adl A8 &
o] Ganesan(1994)¢] Aol 71x3le] =t
2 2 1y vhue] B2C #HA Wt A3
Al AT ARIF Y] A7 HdS
Dutta-Bergman and Wells(2002)2] <1<
71zste] 57 @Ee ddxdow A8t

Rom, ol H=EFE NRAF o] #
gk o R et dY o5 AT
e o]lE F9ztez o] 3k (median-split)
sto] JRQlFo|xte} HHEFgAE S

A%k, A%y HFE o]t gshs A2 Wy
of ZAA MAwe "ojmylylo] £ A
A= 7HE AT A W @ dE A4S
2ggo g A gste] oo 2HFIE Ay
H ok}

A BEoA AAE e THES A
Z3}7]ol 24 Cronbach’s a AlSFE o]&
sto] 7t 4 W55 AFEA HEE AA
stk ZF FANd S gk AlglE 24
A ARJAFS] 4 FEAA Y= FIH]
7het 2 Abgrolth’er ‘U= A7) T4 A<
Holtp o] 27) &0l AFAHS "Hojrme =
Aoz et olE 27 dEES AYEHA
o 25 FA4NEE9 Cronbach's a7} 7t
ATHE=E 600 Ha Ao 2t 4 Md=
o] & 7hsdt WA dAdES Frsta 9l

S FRAFATH<E 3>).
AT Mde] H=E AAsta EldAS
B3] 9ste] g ®W A(varimax) 3)A

[e)
ALg3E AR 2 915X (principal components

rE
tlo X
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QL -t 2o ale ekl Azl Qo] & Ashe)
Q2. 1 A} g ok WS wha)
Q3. 1 A hde A4lo] Fufslts AFEAHEE ) W] B2 X A& 7R A gth
N8 | Q1 A HER AZE Fge v
Q5. 71 A1 vpeke] Aol 9lo] F3ich
Kl Q6. wreFe] EAZ BAHPS Aol 1 A AHEA AT ok
A1g] Q7. 1 A hde o] Aio & ugd 5 9l
Ql. 1 A2 HA Y& 23 6]/@5} Aol gt
Q2. I AP Yol A #AS 7}7<]J~ A,
%9 Q3 U7k U uh wo] 1 Qe vho] b o] o] el
Q4. I AvjPde A5 2ok
Q5. Y= o #Avlde o Holgkx =71t
QL e ¥ 2 B9t o /19H] Ad BAE o= FAE Aotk
719 | Q2. v ARE AEAE FUIGHAI R By gdgd), o] 719 AEAE
TAE TJE Folti(BE Yol 7} Aol
Q3. Y= g2 AFECA o] Nde AFAHE)E FHE oke] vt
QL = 7k sta Ale e Addelel waks ol
Q2. e Al Fael 2 Holu.
MeIF9] | Q3. v A3 7tkE e Aot
Q4. U= o AR S o FaA @ ZyA el Agoltt
Q5. U A7 A A ol
kK ek 7ol vs. B3l 7k
(E 3) o7 7Y M2ld 24 Zop 3 abnbabd =
g2} 13 22 A
QT (B )
#H+t | SD. a | B3 | SD. a | A 39 | 2AHAE | AAFY
b)) AE (7)]3.6868| 6121 | 907 |3.7483| .6550 | .892 | 1.00 | 472" | .491° 248"
A 59 (5)[25302] 9112 | 906 |2.9034| .8598 | .852 |.514™| 1.00 308" A408™
719&A4 % (3) [3.0781| 9734 | .851 |3.7087| .8433 | .806 |.402"| 552" 1.00 .300
MAF2] (3) 3.2013| 5471 | 711 [3.2455| 6424 | 613 |.154™| .323" 370" 1.00
T ol ES RExeEe AmATold, 2 HBS BHYE AuATY
= p<01
factor analysis)S AAIsY Tt &4 ZAi} S 578 HAHe] Fole AS F2lsA
Zt JEHEE 2L, 59, 7Y SAE 2 CH<3E 4>).
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(% 5) 7}d Z#Z 21
Egus 13 23} 33
A& .416(.000) 441(.000) .258(.000)
o 39 .365(.000) .295(.000) .510(.000)
H o g ==Y _
Z}%%} ©) - ;X; _ - .530(7.000) g?ii(l)(l)g;
ERL 0D Sk Sk
T oxYE - - ~.410(.000)
Adjusted R2 275 345 370
A8 .408(.000) .398(.000) 444(.082)
39 .367(.000) .318(.000) .721(.000)
N1 - .224(.000) .608(.007)
MelFe
A-gx 7 Q159 - - -.012(.882)
ZoxAAF - - -.120(.039)
Adjusted R2 271 288 .293
oA T Al JERem(8=317, p<000),  Feleh 2 A o depA
el SelE ABA AN 1Y B4 wEel A§ AU Fee & 5
o] vxE gFee] o A vtk Utk & FuFe Bers 59
~~ 410, p<.000). Age meFEo] A 1Y A=
AAFoe] zdans Avdus] 98 GFL WA= wol Age A
Sk BAsl 3uAel A AFH AR o 4ol wrhu 3 gl o 2
Mo gAstgth el ®A Az vhizk  AgEH 2eS melFu vt
Az B AF A9 AE(B=408,
p<.000)¥ %9](B8=.367, p<.000) =+ 7|
FAEA FoF 9L MAE How V.
Bhgth ol AERsl mH o] WA
A AU Y A4S Bude] Yat 4l
2 29o] 719 EAT S wHw 9 7€ AlE #YE AFES AFE g
2o ABAYA BT Asetn w5 Al wE el Aok e
ek hgow AFelel zamae] o W AR TESD, gl w28
F BN Aw, AAFeE @iy ag@  F AR RS, ols Al qdd
=012, p<88el QoA zAFdE o N FIAFE . els 2T
B @gton  wujel me)(@=—120,  IHE Il WE AEE Aelt Ay
p<O3OIA T frel@ P dehle & PN FEE S (588, 2L
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The Relationship between Salesperson Trust and

Company Loyalty
: The Moderating Roles of Industry and Individualism

Youn Hee Moon*
Jiho Choi**

Abstract

As business marketers placed greater emphasis on building long-term relationships,
trust has assumed a central role in the development of marketing theory(Dwyer, Schurr,
and Oh 1987, Mogan and Hung 1994) and practice(Dertouzos, Lester, and Solow 1989).
Marketing research on trust primarily focuses on two targets of trust: supplier firms
and their salesperson. Trust of firm and trust of salesperson, though related, represent
different concepts(Doney and Cannon 1997). Also, the definition of trust proposed by
Ganesan(1994) reflects two distinct components: (1) credibility, which is based on the
extent to which the buyer believes that the seller has the required expertise to perform
the job effectively and reliably and (2) benevolence, which is based on the extent to
which the buyer believes that the seller has intentions and motives beneficial to the
buyer when new conditions arise, conditions for which a commitment was not made.

The existing marketing research focuses on how trust of a firm and its salesperson
has a differential effects on loyalty. However, these extant research pays little attention
to the moderating effects that explicitly examine how two trust dimensions of
salesperson(credibility and benevolence) affects loyalty of firm. The purpose of this
study is to provide new insight into boundary conditions(individualism and industry
type) that credibility and benevolence influences loyalty.

Key Words: salesperson trust, credibility, benevolence, firm trust, industry type, individualism
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Literature Review and Research Hypotheses

Trust is the willingness to rely on an exchange partner in whom one has
confidence(Moorman, Zaltman, and Deshpandé 1992). An important of this definition is the
notion of trust as belief, a sentiment, or an expectation about an exchange partner that
result from the partner’s expertise, reliability, and intentionality. Drawing on literature in
social psychology and marketing, we define trust as the perceived credibility and
benevolence of a target of trust(Ganesan 1994; Kumar, Scheer, and Steenkamp 1995). In
industrial markets, a salesperson’s behavior is partially attributable to the supplier firm’s
culture, reward systems, and training programs. Buying firms assume that the
salesperson’s behavior reflects the supplier's values and attitudes. Therefore, when a
customer has limited experience with the supplier firm, trust of the firm can be inferred
on the basis of perceptions of the salesperson’s trustworthiness. Essentially, the customer’s
trust in the salesperson transfers to the supplier firm. The transference process should
operate in both directions. There is a reciprocal causal relationship between the two
targets of trust.

Frezen and Davis(1990) explores the concept of market embeddedness and its impact
on purchasing behavior in a consumer market and demonstrates the impact of market
embeddedness on the purchasing behavior of consumers in markets where social
structures are predominant. There are potentially two distinct and independent sources
of utility involved in a purchase. The first type of utility is derived from good
purchased. This product-specific form of utility is termed “aquisition utility”. The
second type of utility is derived from contributions made to strong social relations and
is termed “exchange utility”. Based on two utility models that explain the behavior of
buyers in embedded market, the objective of this article is empirically to examine the
boundary conditions that moderate between two trust dimensions and loyalty. We assert
that the impact of credibility of salesperson on loyalty is attributed to acquisition utility
and the influence of benevolence of salesperson on loyalty is happened by exchange
utility.

This article suggests individualism and industry type as boundary conditions that
moderate between two trust dimensions and loyalty. Individualism is a social pattern
that comprises loosely linked individuals who view themselves as independent of
collectives and are primarily motivated by their own preferences, needs, and rights and

the contracts they have established with others. We hypothesize that (1) the greater the
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level of individualism, the stronger is the positive link between credibility of salesperson
and loyalty and (2) the lower the level of individualism, the stronger is the positive link
between benevolence of salesperson and loyalty. Also, we assume that the impact of
credibility (benevolence) of salesperson on loyalty is higher in assurance industry(automobile)

than in automobile industry(assurance). See Figure 1.

Salesperson
Credibility

Salesperson
Benevolence

Individualism

(Figure 1> Research Model

(Table 1) Demographic profile of the respondents

T & n %
Automobile 495 46.7%
Industry
Insurance 565 53.3%
Yanbian 346 32.6%
Region Beijing 351 33.1%
Shanghai 363 34.2%
. Male 563 56.5%
Sex
Female 433 43.5%
) Single 230 22.8%
Marriage -
Married 780 77.2%
10 to 19 years 4 0.4%
20 to 29 years 200 19.6%
30 to 39 years 422 41.3%
Age
40 to 49 years 259 25.3%
50 to B9 years 109 10.7%%
60 years and over 28 2.7%
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Method

Sample and Data Collection

Two industries, assurance and automobile, were selected as the exchange context for
this research. The use of multiple industry categories provide not only a robust test of
model relationships(credibility and benevolence — loyalty) but also the moderating role
of industry type in relationships between two trust dimensions and loyalty. Questionnaires
containing the measures of constructs and characteristics of respondents were collected
by individual contact interview. Data on a recent purchase were collected from a sample
of customers in chinese market. The author test the proposed model using a total of

1,060 respondents. Sample characteristics are reported in <Table 1>.

(Table 2) Measures for the study

Constructs Measures

Q1. This salesperson has been frank in dealing with me.

Q2. Promises made by this salesperson are reliable.

Q3. This salesperson is knowledgeable regarding his/her product.
Credibility | Q4. This salesperson does not make false claims.

Q5. This salesperson is open in dealing with me.

Q6. If problems arise, this salesperson is honest about the problems.

Salesperson Q7. This salesperson has right answer my question
Trust

Q1. This salesperson has made sacrifices for me in the past.

Q2. This salesperson cares for me.

Q3. In times of shortages, this salesperson has gone out on a limb
Benevolence
for me.

Q4. This salesperson is like a friend.

Q5. T feel the salesperson has been on my side.

Q1. Intention to maintain.
Q2. Likelihood of repeat purchase.
Q3. Intention to recommend.

Company
Loyalty

Q1. Describe self as outspoken.
Q2. Describe self as assertive.
Individualism| Q3. Describe self as demanding.
Q4. Describe self as independent.
Q5. Describe self as self-centered.

Industry Automobile vs. Insurance
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<Table 3> Reliabilities for the study constructs
Constructs (items) - Cronbach” a
Automobile Insurance
Salesperson Credibility (7) 907 .892
Trust Benevolence (5) 906 852
Company loyalty (3) 351 .06
Individualism (3) 711 613
(Table 4) Results of Exploratory Factor Analysis
Automobile Insurance
Credibility | Benevolence | Loyalty |Individualism | Credibility | Benevolence | Loyalty | Individualism
Credibility 1 836 R
Credibility 2 NGY) 7731
Credibility 3 778 827
Credibility 4 647 525
Credibility 5 197 712
Credibility 6 719 619
Credibility 7 824 A
Benevolence 1 321 809
Benevolence 2 e 686
Benevolence 3 839 363
Benevolence 4 675 559
Benevolence 5 776 157
Loyalty 1 783 784
Loyalty 2 824 817
Loyalty 3 831 793
Individualism 1 a1 662
Individualism 2 1A 192
Individualism 3 779 649

Measurements and Validation

Table 2 provides the scale items used. We generated multi-item scales on the basis

of previous measures and a review of the relevant literature. Measures of credibility(7

items) and benevolence(5 items) were adapted from extant research(Ganesan 1994). The

loyalty measures were drawn from extant literature(Zeithaml, Berry, and Parasuraman
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1996) and included three items. We used the measure of individualism from Dutta-Bergman
and Wells(2002). These reflective measures exhibited good reliability, with coefficient alpha
values ranging from .61 to .90(See <Table 3>). For construct validity, EFA(exploratory
factor analysis) with a varimax rotation was used. This analysis yielded four factors

with factor loading ranging from .52 to .86(See <Table 4>).

<Table 5> Results of the regression analysis

Independent Variables First regression |Second regression| Third regression
Credibility .416(.000) .441(.000) .258(.000)
Benevolence .365(.000) .295(.000) .510(.000)
Industry Industry - .530(.000) A462(.119)
Credibility xIndustry - - .317(.000)
BenevolencexIndustry - - -.410(.000)
Credibility .408(.000) .398(.000) 444(.082)
Benevolence .367(.000) .318(.000) .721(.000)
Individualism Individualism - .224(.000) .608(.007)
Credibility xIndividualism - - -.012(.882)
BenevolencexIndividualism - - -.120(.039)

Results

<Table 5> presents the results of the data analysis. As expected, credibility and
benevolence of salesperson have a positive impact on loyalty(H1). H2 and H3 proposed
a moderation effect from industry type and individualism on the relationship between
credibility (benevolence) and loyalty. As <table 5> shows, empirical findings support all
hypotheses except H3-1.



