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Abstract

Purpose - Owing to economic development and rapid globalization, the number of people traveling abroad has increased
dramatically in recent years. For instance, according to data from World Tourism Organization, approximately 1,724 million
tourists traveled abroad in 2016. This phenomenon has resulted in a change for domestic markets, as they no longer serve
only domestic customers but also serve foreign customers as well. Therefore, intercultural service encounters between
services providers and customers from diverse cultural backgrounds are becoming more frequent. Especially in the field of
retailing, salesperson's customer oriented selling behavior is particularly important for the successful interactions. However, it
is hard to find some factors that can improve salesperson's customer oriented selling behavior in intercultural sales
encounters.

Research design, data, and methodology - A quantitative survey methodology was utilized to collect data on 312 salespeople
at duty-free shops located on Jeju Island, Korea. As a tourism-based region, Jeju Island has attracted a large number of
foreign tourists since being designated as an international free city in 2002. Owing to this phenomenon, intercultural sales
encounters between salespersons and customers from different cultures have become commonplace. Compared to other
salespeople, salespeople working in duty-free shops have more frequent intercultural interactions, as over 90% of their total
customers are from foreign countries. Additionally, regular professional training programs for salespeople help -cultivate
cultural intelligence. Data analysis was conducted using SPSS 20.

Results - This paper explores the role of empathy and cultural intelligence in intercultural sales encounters using a
theoretical model incorporating the causal relationships between empathy(cognitive empathy and emotional empathy) and
customer oriented selling behavior, as well as the moderating effects of cultural intelligence in these relationships.
Conclusions - This study is almost the first to explore the influence of empathy and cultural intelligence in intercultural sales
encounters. Thus, this study provides a meaningful contribution to the application of empathy and cultural intelligence in the
retailing field and will draw the attention of personal distribution practicers and researchers to the importance of empathy and
cultural intelligence. Additionally, this study has useful managerial implications for employee selection, training, and
development in retailing firms engaged in intercultural sales encounters.
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20| TtE3let MEeFEo| a0l mEt sHel
0| 2&3}A Z7fstn QCh World Tourism Organization2| &
Ao m2H, 2016HE2 J|ERLRE e HIME of 129
35000t Ho| E=E5t= A2 HHX|L QUCL o=l MEE
olafst HMOA ClQIHY 4 girt SHRTBBAL AHRO| ot
29, 201692 J|Z02 I W2 9FY BIAL
1,7240t Mg EOSta, a2 1709 o =E5t
UL} 2=l #EAo| Z&35t FIt= = AH[AFO| W=l
OlAl &= AFO| ol Ctdet 23t E48 EReh &
HIZXtELS| T SFEA|Z0} ot Watoz ARl |7t =
=2 ASS 2O[BICh O|2{st At Hole AH|AIFO &
g2 O/X|1 on, thelzt BE Pzl 22 RE AMAIE
2 0|23 Hato| AF™HoE LEE|0 ACk I Zih ME
CHE Z2hH0| &3t Tojat =¢el 10| HE= 3}
7+ THOfEAO0| HIEHSX| T QUCHIhtiyar & Ahmad, 2014).

o=l nzio| HrE HiETt 22 TAFEOIL OfY =5
S1t 42 FSYHQ 42, Yot 4ETA, FAGH Mz g
O|0I2, FARS HOIET S22 Qs YUHE 7ol AtEdS
250l 02420] QUCE o|2 Qlsl, FSUNS KHEH
240] Cheh ZA0| AL, Ol Uzt X CHSH= T
OHRA0IA 22 == QUCHKIm, 2014). THORR2 THOFEO| /X
eo2 it A AJRUAOMEY = ULk o] HFL
70| IO o] 875 HESHA sty a9l &

£ FZM|I= HES HM3sHE = U=sXl= &0 43 o
Hop 117Ho| MIIE ZAMGIAH EICHPark & Kim, 2007). O|2
Qs mOHFOA HOfRC| nMX|es T So| S0
H7|=[HA oot AR TS0 US| Zd|n JCt 7|E
AT C=o| GITAE0| nAX | wfdsSS HESH=
Ol Aol FESIRACE 1 J7H20| ERRIe| 2| AElet HES
Olsist= 7H2l &l J&°| F8M40o| Zd=xE[a QUCH
(Schafer, 1959). Widmier(2002)= IZtOjelo| ZZnt DZHX|Zk
g 7tel ARl FEHO| ULt SO, Giacobbe, Jr,
Crosby, and Bridges(2006)1} Kim(2014)= ITHOji0| ZZH0|
HEH TfdsES TSk AS mISIRACE a2{Lt ol2{st
2 Zob# CHOIlA THOfRd a4 Zto] EOfFEO|
A7| W20, 2zt THoPEFMLl Z2CHd,
0ol 2=QlQl AL, mOjRo| L nHK|G
ASoto| ek TUAE 2YSH=0 U0 AT AUCH
ot 7|ZEATF0IM a2 XA FZHA HME FMHO| CiA}
2 ez M| QUCHBettencourt, Gwinner, & Meuter,
2001; Kerem, Fishman, & Josselson, 2001; Kim, 2014; Itani
& Inyang, 2015). CkAHR S22 2AX|QF FAME HHO| HHEE
CHe HOJA TrUXb@lol S2tof HI3H THHAONH R7cs 2
2 Selo] THH MIS JHsEA| St mabq 2 eiTo)A
Chtel 223 DAX|SH DofRSo| Fstel TS 23}
7H TOREEO) SYAIAH, QRO nZD0| ASEE IFHO|A
TOj o] BZHSH0| DUX[SH WSS A7 Qo
OIX| AZel Kt Bt

3, SR DAXGH BOfRSO| AN BojRol |
542 9 S48 slgsts ygacloz BIE & AUr
(Tam, Sharma, & Kim, 2014). 0|0 &3%}X|=(Cultural
Intelligence)2 12{5t 01Xt oLt 23HA|&E CHE 22HH0| &
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S ARSTH M4BIE Al B3 S48 QXS M ¥

o= o - o o
£ g & Q= =22 o|0|siH(Earley & Ang, 2006),
o

[T |

S ZOfet ZAAETS O 23Rt d2%E Al Ol

S0l @2 OXle 242 F7|=n ot
(Templer, Tay, & Chandrasekar, 2006; Huff, Song, &
Gresch, 2014; Ang, Van Dyne, Koh, Ng, Templer, Tay, &
Chandrasekar, 2007; Chen, Lin, & Sawangpattanakul, 2011;
Peng, Van Dyne, & Oh, 2015). M0 [L2H, 23K
O &2 A2 0|23t g0l 2By i 22 =Z3teaE
HESHA QX & A £ A7| WEO| 22AX|S0] F2 A

of

=

HEL 0|23 280 HE =aHez NI & U4, 4
of &= SHE ¥3S Fg + AL

olgiet ZoiX|s2 =0l NNt Y23 239 7+ ¢
OHEFOAM EHOjRel sEez Q7 ECh LS, Zotd At
0|7} EXst= HCt Zifet Zs 78 HOEFAA =2 1
Ao| Eoty E4S QMG ROt nZo| 45 mofgt
T g, 1S Qo BES FY & 27| WEOICh ChA &
o, 22tXS0| =2 HOjEL H2 HOjR 7t 2=¢l 1t
of tict S&sH Lot NS I HOjASOA Kto|7h &

dg 5 Atk =3

0| RRHESS Lofo| T2 2 9oLt QIXmioy
SOOf A} D|Z8h AS0|CH(Kong, 2016). Ti2hA & 014
L PRS2 oIxEn) So| =N 23t 7t HOPEH|
N Eojele] B2t DMK mORYES BAS FUsHs
QAZ NF{SIC

O|E Sgstd, & A7 TSl CHtel SZ(XH 5
ot MY S DAXSH THofASe QA E A
23, 0l AN E=Kse =E8E 3otuAt ot
20| 2Ho|tt. O|F Soff St2Ho= uFofn THHSS 2
oM A7E| U= E=HKS JHES AHEOH 2of =Y
oto] ZeiX|s AT elel =it HE0 iR 5 #
gpA7|= Qoo E=0f 7|05t BeiXlsE e & Us
7|£& OrEstaA; ottt Lot dRNozE Fopzh HHH
oM =M CIYFYS 12fots O 220 M22 A4S
HM3g = A2 ASZ 7|ChEct

2. MR 1
2. BOjY 3ol Y X FHeL

SZ(Empathy)2 43Xl HAE O|FE& 2% /HEo=
HE[EoM QEfHMEEH ATE|0] RCHMcBane, 1995). 42|
HE2 o2l XS0l QsiAM  CHSHA Folk|ln ATk
Flavell, Botkin, Fry, Wright, and larves(1968)= &Z& E(9I
ko] M5 EE Al EfQIol o=z EIRIE Offste 5EHoz
‘HO|SI ULt Rogers(1957)= 3&2 MO S O[s{5t7| sk
LS 0|0, XpAo| HHMHE FRISIHA ROl HA|
ME ZAYSIAX} 8= QJAIMQ| 2oz FEHSIQILCE Schafer
(1959)= &2 EfQIe] &=7tH0l M2 MEHE oldfistn, 3R
Sh= 7Hele| LiMQl Hyoz FESIQULCL Feshbach(1975)&
SE2 ErRle] HAN MSE S55HH, Aol AR F ol
21, FME HSE YA Hol oX|arge R FESt
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SICt. Feshbach and Roe(1968)= =S EQIC| A0 Lzt
Jhelel oMl HMA Hhgo=z FolSHRALE

ol2fst 20| NS OINTOY HopoM FRH wors
2% BHOPEHO| SIX3 BOjYO| USS o=ste Sas )
Hoz HAst1 QUCH McBane(1995)2 =S OO =t
ojdate] Fe2 O/X= 83t /Hlsdez FHSIZLH,
Kim(2006)= =#0|2t 1n24o| &S O[s{stn, nz4o| =7
o|Lt ZEE SHote TOjRe SHOR SISICE

QIMEOl 2OpofA ZZol| 2t dAFts 2AX|eE HAMel £
71X EHo =z 2L QICKBettencourt et al., 2001; Kerem
et al., 2001; Kim, 2010; ltani & Inyang, 2015). 9IX|H ZZt
(cognitive empathy)2 A2F3517(0f| sHZ|H, EFRIS| RZEO|
|of EfQle| M2to|Lt =g FESH= ZO0|CKStrayer, 1987).
= Mo NZOIM AHAlo] B HCH ATjgo] BEOIN =
Zo|Lt B2 olslist= sHO|Ct ol2fst QXN Z&2 EfQl
of Mzt =7, 84S 52 o3 sln MES 02 HE
= UA=E St EtQInte| dEES FHRIGH BHK(Sturmer,
Snyder, & Omoto, 2005). MAX ZZi(emotional empathy)
S9E& Z™(shared affect) tE= CHE|ZA (vicarious affect)dt
I, EfRle] Z™E O2lMez AYdke SOt
(Davis, 1980). O|l= & HCint £22 AEZ2 7HE ER7t
o, Mool ZA™at YX|SHX| YGEtE 2 H™EEZ 3R/t
I, OpX| Xpdlel AN doisiEes A2 & = Uk ool
ZHAOf AN HAME ZSZLO| =2 A2 ERQIO) CHoF 2t
0| =1, EIRIEZ HiZste HSE o= 7tsd0l =Lt
(Schroeder, Dovidio, Sibicky, Mattews, & Allen, 1988).

it SO Eel 22, 2=l Mo Cish HOjRe| =
ssHe E=Q5iCt. Ie0|2(Solomon, Surprenant, Czepiel,
& Gutman, 1985)0] 2|5tH, M2 CHE 20| &5t Y
Hut o=mel IS Ziofs g 7|CHo| QU0{ LAt Zhofl Xtol
7t Lt Ol= 22 Xo|2 Qls MH|AZ AR =6 X7t
MEE O[St Rote A2 Qlsf LMSHH, MHAZ YR
O|2 Qlsf T AEY AT 2HsIo] AMH|A MEO 24
ol FE2 O|X|M, 10| EFE TEAIZ £ U= MH[A
NSStR| ZstA ElCt 4= M2 S2o| g2 0/ 1
o] 2EQtES OFY|8}A =ICHWang & Mattila, 2010). [CHEFA
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olzish J&0A ot YZfo|Lt =AS 2D UK Sl
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ROl SIS BOjRICR2 Stodg <=el 19|
ol Chet ofsiEES ehAl7| 1, ol 8415 ot
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ol A HE dFS FE = U ot
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TARYE WS DO MHABUS s F83
7|Z0|CHKelley, 1992). TZX|EHY WES 7|gio| BEO| Of
o B Ao H2SH=E 7HEO|CKHKIm, Cha, & Park,
2017). Saxe and Weitz(1982)= 1 ZHX|SfH =2 1Z2H0| &

£ EZAMZ = UALE ZIHQ oAHEEE Sh=0 AN
E20| F= dzoz Holstn UCt Hennig-Thurau and
Thuran(2003)2 TZX[&HE E0|2H MH|A Sgo| 2247}

olafet TAXFH Yse olmmoy Lol £HS £ 9

Jigolct. HOjK|EE mOfMES mojglo| TN ojE 3rf
sioh xpAlol ojolg 7] Z
QHOl B7|SE DHOA YHS K0, HE U A

1,
H|AZ %|CH3t POJSIEE SH= Z{0|CKSaxe & Weitz, 1982).
Olgt CHENMo =, NAX|HY HIfYS2S HOfA0| Tof He

£ +dst= oM 00| MBS FOfeAEEE & =
UEZ EolEn, 150 82 SZAZY 5 U= w2y
o, ZgYHQ HOE OSl= #WSO|CHOHara, Boles, &
Johnston, 1991). Saxe and Weitz(1982)= £ 77tX| E0f|A]
AR SN HifdseS FHEQY 2HE MAStR Utk F,
27| BEAY POHAHE =2 EUFE A, 20| KA
of 875 WE 4+ YRR EoFE A, 2% 37E 53
tset MES MAlSts A, MES 6 dlF=
DMO| g0 W= BOj HYS M= A, 7B
718 ©Oo7|s2 2uste A, YA HOE 2mSt= A
O|C}. ol2fer UZAX|gHY HOfASS

of 70| x¥2 1 F7|Hol a
g # oLzt 1ol ZUES Op|dts dWE A
NS RESH| 9I5t0] B0l 0|ofg B|MsHE ¥
40| QACHSaxe & Weitz, 1982). 2t o2
S BOIXHE BYEECE Mo S35 C
2 sjZEsio] 1ol BEg SCAY + o, 2
7|80l ZAE QX|E 4= UCHKelley & Hoffman, 1997).

-l
oz

=]
Jp
fjo
Jo
1% Jurfo
ro o2
02 |0 02 rir rk ofn I ojn

12 mjo > |0 mn
Ot

g
=2

Rallii®ls
Ho 0% ofn me % o

)

|

o
Bh
— 1A

23, TOARIO| 3L DAX|FH TopBS| B

1 O O

FES= A2 TEANM YCHLS OlSHSI==E St 4
S flot d5S FE 78S =0 ECHDovidio, Allen, &
Schroeder, 1990). E}QIo| ZHHES HIOIEE|11 ERRIO| HES
Olsi3t= A2 EIQI0| Ciet H3HES =AU2=M XA Bt
S St & SlH(Stirmer et al., 2005), EtOInto| MAtE 1t
Yol LSt 252 RFA Zlo] MEE EfRlo| SFEHY
HES LIEHWA =ICHGuthrie, Eisenberg, Fabes, Murphy,
Holmgren, & Mazsk, 1997). 23} 7t THOj™ Mo AL, QXX
SU0| =2 O o] LM SS Fge2M 4
SAE0|M o] RS WSt A=K, FAS ASt=X|
HOt 7| mofsty o] 8115 SFA7|= HET &2
Fg = UACHKIm, 2014). 3|, o SZ0A 249] BHZO
L ASE oFeeEM 5 1o 215 FFAMAHA F=
oAl S MdEie = QAT mEkM XN SH2 DAX[eH
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F&= A2 2OIsiCHKim, 2006). EFRIS| 2 ARt
ACHEO)| CHot SEEZ XIof =1, Efelof| ofpt atdsFnt
Hiz4E +=0|A E=ICHBatson & Powell,, 1998). Cherniss,
Goleman, Emmerling, Cowan, and Adler(1998)= HAX ZZ
2 EfRle| ™S Olsist S/StAL &str| WEo CHel
ZHAO M EfQlO] Cigt 2FEQ ZA-EE ZdAAA ERlg &=
HES =TIA|IZICHD FESHQICE Batson and Powell(1998)=
HME S0l &2 ARl EfRlate| 4= EHE0|A ERRIO| CH
ot 3PHQ Mg 2Ot A JHKA = EFRIE HET| 2|
of Aol WSS HAF|= 7tsd0| Ot Sgich &3t
Zt EOfEEO| Kot mOjRe] 2R, AME 42 =9l
0| dYste UE 2O &A oFSte SREE = U
SOEMN 20| CHst ool =0iF1, SYEQl MHAE
EXIA|ZICHWidmier, 2002). Bettencourt et
al.(2001)2 HME ZZ0| FEEL MHA MFE FHIIAZ|
= 982 sifh= A8 HYSISICEL Widmier(2002)= 1ZHO||
| 3¢ Hi2{ 50| #2458 1AX|gd0| =0t
ZICtD FHSIRIC) Itani and Inyang(2015)2 EHOfa2O M 10
0] CHot MME 40| A4S SOFEE JFXA|ZCk F
ZSIRALE. Kim(2014)2] ATFOIM HOYRS| FME L0l &
S8 HHSES HTIAZICED FESHRACE 0|2t =°|F Ht

— =

A2
{0
o T

b 2> TojRol HAE TS DAXYH HopBSo|
2559l ¥¥e 08 Aol

X522 CHEX[S0|20| 7|82 F1 /U= /HE2= 0
=3t StE0M 22ld @4E 21X ! 2M5ta, HES ds
2 Fot= 7ol 58S 2|0|tCHEarley & Ang, 2003). Ang
and Van Dyne(2008)= 23}X|50|2t 0|23} MEE £Zlstn
S5, 23t CHYFMEES SHEEA mefstn Ttst= sHe
B FHSIRALL F, 2250 £2 AHE2 MER E3H8 o
4o 2HE M, 22 23t 848 HHSHA 21X U
1, ME2 2318 Mo MshH B8 = A= s8H2 &
{otn UL MM MER 23 SHE0M of E-st 0
CHE AMEL O 20Ee2 M3g = U=X0f
£ M3 o~ QICHANng & Van Dyne, 2008).

K52 2X[A, HERAXE, S7|H, dSEH Qo=
TME CFRH 7{&EO|CHEarley & Ang, 2003; Crowne, 2009;
Ang, Van Dyne, Koh, Ng, & Templer et al., 2007; Ang &
Van Dyne, 2008; Moon, 2010). O] 7t204 QIX|&, HECIX|
H, 718 Q52 0| 23t %0 gt lMur pE|m,
HESH Q012 o420 ZECR [f8sts st ATEICL

o
o
o
Jo
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o2t E2Xse FHe4= 3 AXE A HESH 292
2 8%k £ QICt Ang and Van Dyne(2008)= Z23HX|s
SIRI7HE 7120 dsd 23X|se 98 dxsta UCH
£ WS 22HX|s0| Ctdst 2ot AgoM 23t 7F A=
A8 3 ROst AFX H81F pEE S5Ho|7| IfEO|C
(Ang, Van Dyne, & Koh, 2006). &, £3%X|s2 CHQIZtA 1
oM Hdste 22t Aolof Ciet Zatd 80| 7tsst
aoe2 FIg = ot M2t 2 AFoM= ELKsS
dEH ZHO =TS £, ME CHE Z3HHo| ARE0| 4
SAE Sh= HEOIM 8%t HIAOH U A0 dF 5
2(Earley & Ang, 2003)C 2 HMH, THOfRo| ZZdt DZX|E
H HOjdESe| AAHE XH™S= 2UE B B

QMO ZOfoA 23X|s oH MEARLIL EFsE
2 FAES ARIXs1 d4Xs £ EE S 23Kls
o ZERIE FEIILL E22Ks2 ARIX|SQ o FHo=E
2551 QCKHCrowne, 2013; Moon, 2010; Ji, Kong, & Kang,
2016). AIRIX|s2 A2ld MzZEE 2HEo| Chet X2t Zat
Hol O3S0 2HE Y= Folo| JHEo|H, HMX|ls2 el
Zt A2 EE aPEoAM 2ol ofst X|2F & CHE0|CHWong &
Law, 2002; Ji et al., 2016). BtHO| 23X|s2 23tH X}0|
of CHst ofsf & &8z EolA Hz=ubdol Cist X|2fat Cf
ol dE ZHZ Zastn QUL (Moon, 2010). &, M 7HX|
= oIX|et WEES BtYsHe AoE HdHE &=

Ct. Moon and Lee(2015) AAZQIS CHACZ 3t AHATO|AM

o lojo
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-
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X

5 7|s0| YAt BAS Zekte A2 HISD ATk = Ji
and Kang(2014)2 MT2Hiilnt FE™ ZY3o| A7t

SRz AR5l SHANEL BHBE S0| YR

€ 2= A2 3o Utk AS9| AN dSX[t
e 48288 52 Jdafizurt ArARgTHEn 48eE
SH2 Zetzit s AR QM. dAAFSo 2
MO A LiEtLE=E EE2 K52 W3H 58S H3si= A
o 7l Z8EE sHo ZERI AV YBEX| BEC
= Holct.

o33t Ant= MBHAM(fit)at EXAXH(locus of control)o] &=
HO|A HEE 4= Ut HEH0| =2 AES 4=EEOR
RISt A|4X| =7 s ol Z3tautE & &= UL
grHo||, 7HoIEdo] S3-A Ef= U ZIto| O/X|= P
AN HEL012 QX SXAME QAE £ JSH, Ol
JHQIEH0| 3-A Bz S Zno O[X|= g ZnE Ao
=2Q0lof ot dozZ QA st= 20| & = ULt |2
Qla, A=tQolQl HEH FEMHo| X5 @AF0| 740!
S 2 st RQICE A8T = Lt
2 CF0|A TojRlel SZat DX TjlESo| A
22X S0| 2lsl MiMzls ASE ofdst QUCE ZLE2
OEHO|AM nZio] AEE Ol8fisHs &=0|7| 20||(Flavell
et al., 1968), nZio| M2|MEfE O[gfst=0 ==0| ECt 3t
X2 23X|s0| =2 EOjR2 THof aFEoiN 23t 7 4=
80| gt fHst WS0| 7tsSICt O|2 Qlsf, E3HX|s0|
=2 DOjfe oo Host 2ol ds2 EoFs A0

AT oS o 2 dE2 0Xle A2E HlSH
siC
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d=z Qlsh, Azate| =4
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M CH2e| 7tEE Herettt

ke 3> 2epRise AN 3ZW AANYH HoHRS
o #7g 2 Aolc.
ke 4> 2RSS PMM 3ZW AANYH ToRRS
of &g =EY Aolck
3. AT gH

= g7e 29 7 HOEFEM o el O 32 (2
A g, MY Sd)at AAX|Y Hojdso A M
=050 ZEBNE FESILAL oot FHHez MR, 2
A Sgot 24Xy Hojdse IS 3ottt =M,
MY Sgn DAXSY TOjASe QMEAE AL
ARy, QXA Sa DAXSY HOfES2| 2AO AN 23t
Aso =ER Mg wdeltt. OX|gez, MY SZat 0
Ay HOfdSo 2A AN 2AX s =BaME 43
StCh Ol &S| flst FTREE =MISHH <Figure 1>
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ZA|7|D QCH Q9018 HALS 5270-49.8252 ZQIZ|D QYO <Table 2> Correlation
O, DAX|EE TORHE0| SA0| 49.825%2 71 &7 LIEf = TG
Ct

Emotional Empathy | 4.653 | 1.065 | .597** 1

Customer Oriented | 5 507 | 4 009 | age™ | 711 | 1
Selling Behavior

L X|3=£ 0.778-0.9460 2 ZQIZ|R}OM, QXA 29| LYA Cultural Intelligence | 4.993 | 0.964 | .501** | .613** | 517*
ol At O 7{O slo (e}
EI_I-Ool 7|-O IT ' — A—E % I_IE|ME|- N=312, *<0_05‘ **<0_01_

HEUHEES EsH= AEY 242 Cronbach’s o ¢t
[AlSIRICSH, 7|&E2 0.7 O|&2 XESIQCL 24Zn} AE|

[Lpy—

=d

<Table 1> Exploratory Factor Analysis 4.3. AFTIMo| H=
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1 2 3 4 MA[BIICE 2 970 X H4ASe TOjIel HoISpg bt
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<Table 3> The Role of Empathy on Customer Oriented Selling
Behavior

Factor Customer Oriented Selling Behavior
Model 1(B)| Model 2 | Model 3 | Model 4
Gender -.089 -072 -.089 -.081
Age D1 - 411 =307 | 411 =314
Age D2 -.193* -.130* -.193*** -132%
Work Age D1 .059 .045 .059 .082
Work Age D2 .035 .018 .035 .035
Cognitive Empathy .588***
Emotional Empathy 488"
R? .080 421 .080 312
AR? 341 232
AF-value 5.354** 1 179.751*** | 5.354*** | 102.945***

Note: *<0.05, **<0.01, ***<0.001.
<Table 4> The Moderating of Cultural Intelligence

Customer Oriented Selling Behavior
Model 5 (B) | Model 6| Model 7 | Model 8

Gender -.073 -.090* -.080 -.095*
Age D1 =277 | =300 | -.259*** | -.276***
Age D2 -.109 -131* | -.0948 =111
Work Age D1 .043 .024 .069 .060
Work Age D2 .015 .006 .025 .009
Cognitive Empathy(CE)| .484*** A70%*
Emotional Empathy(EE) 364"

Cultural Intelligence(Cl)| .179*** A67* | 346 | 278"

CE x Cl =75 | 304

EE x CI -151%*
R2 441 471 .381 403
AR2 .020 .030 .069 .022

AF-value 10.895"* |16.934***| 33.903*** | 11.123***

Note: *<0.05, **<0.01, ***<0.001

High Y=5.202+.171 X, (High)
C
(0] Y=1315+822 X; (Low)
S
B
Low

Low Cognitive E High

CE — COSB

High Y=4 064+ 235 X@i{.)
——-—— -
C
0 Y=2.140+.676 X, (Low)
s
B
Low

Low Emotional E High

EE — COSB

<Figure 2> The Types of Moderating Effect
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