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Abstract

Service industry has been growing fast recently in Taiwan. The total
output value and number of employees of service industry exceed
manufacturing industry and becomes the biggest industry. In addition,
confronting with the global competition, how sales maintain good job
performance is an important subject to discuss. The purpose of this study
Is to investigate model construction and analysis of personality traits,
customer orientation, customer relationship management, knowledge
management and job performance of six types of salespersons. Using
structural equation model to explain relationships among variables to find
the optimal allocation model as strategy references for salespersons in
service. Data were collected from salespersons who work in insurance
sales, direct sales, retail sales, department stores counter, and real estate.
420 copies of questionnaires were distributed, 312 copies were received
and the effective response rate is 74%.

The major findings of this study are summarized as follows: (1)
Customer orientation has no significant effect on job performance. (2)
Customer orientation has a significant positive effect on knowledge

management. (3) Knowledge management has a significant positive



effect on customer relationship management and job performance.(4)
Customer relationship management has a significant negative effect on
job performance. (5) Personality traits have a significant positive effect
on job performance. (6)Knowledge management has a full meditating
effect between customer orientation and job performance. From this study,
we know that salespersons should not only value customers but also
maintain good relationship with customers. Salespersons should use
knowledge management which helps in sales . Finally, managers should
take different approaches to manage people with different types of

personality traits.

Keywords : personality traits, customer orientation, customer relationship

management, knowledge management, job performance
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&4 2 Cronbach’s o fidic’y 3 23X F & (X 97)ER2RHFE 0.6 7]
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3.5.1 &k 4 33+ (Descriptive Statistics)
Bl FEAT AT o T REEEA A v GkinE AT R

»/L&‘;v

S E 0 e G R AR s B8 KT AR R T

U~ 46 B PRFEEEE o

3.5.2 Z# F1% & 5 (Confirmatory Factor Analysis, CFA)

FHFIE LT TR G LIl L PEE F TS A
A R AR BF AR RFERT R IR LB Tk e B S
P BT TN AP BRI TR A i Lk TR B

LT
L R R AR
LRFENERAR LT FRAESLFES B R F

#F«@P BERv S s g i R T R R o F
3 T Z A (Hairetal, 1998) 1 £ F AR i L ¥ B e~
MR FREAN AT RT WL F T BLORFPEES 095) £F

R T

3.5.3 &# > ## 3" (Structural Equation Modeling, SEM)

B AR e 7 A RERS AT RRR RS R
2 Behl )2 SR (R B R L BB 1) o AT B g
e B 352 (maximum likelihood, ML) % $#73 Sficiz 3+ o £ i e B 4p
k35 R R HETFT T BN SRS sE fe R o Hair et al.(1998) -5 8 5% i
fe k3% #;1 B 5 =248 ¢ 398 ¥ e & Bl E (absolute fit measures) ~ 3

2 1§ fie & P £ (incremental fit measures) # f ) i fie & B £ (parsimonious fit
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1 SHErEAR

ip 1 (Adjusted Goodness Of Fit Index, AGFI)~357 137 4

RIE

G R RE
M2 et LF A o B tR(r & 3.6)
E - A+ 2~ e R dp 1k (Goodness of Fit Index, GFI) ~ i3 &

CEr R E R R RS

Cgr @ ek F

2 .
¢ £+ = X (chi-square) s+

f5 ehif B B

% (Root-Mean-Square

Residual, RMR) ~ 32~ 2:7 i23%(Root Mean Square Error Of Appoximation,

RMSEA) -
%36 SHEEAMNERFE
L4t ptkiE
2
> X ] 452 P-value>0.05 > 4 £ T 2 HC
LHEERR -
2 (x%) > g T A K s BRET P AR R &
T % ) %73 iﬁo)imﬁ SRl T *’ﬁT R R
%%ifi’{é‘_ AR A e
%%—{:-&(lz/df) > B<3 i ”‘fﬂ—\iﬁ';)iﬁ'“rﬁtk- °
i fie B 4 »  GFIE 4 >00-12 FF > 4301 £ 7 B i fe it g 4
(GFI) > GFlie>09- Wﬁi%ﬁ.p 23 Tamgmi ) o
i i ehii e A dp R | > W AGFIA220-12 B> g 33T 1pe &7 o s e i g 47 o
(AGFI) > AGFIE>0.9 > wﬁtaﬁp 24 TadipRr | o
> O REALFREERE RO TEEZL T
»  RMRe k% & 1 %+0-12. F » RMR & v FeT IR
1 A L (RMR) R A B N ““ s
et R RRAERATRLE el o
F#RMRE <0.05 > #AR 5 éuawa o
¥ i > % RMSEA<O0.05 pF » Z 77 I 50 chig fie /& 243 o
(RMSEA) >  FRMSEA<O0.08P% » Al & 7 W H chif fe & £ 32 o

FAL KR L P (298) -

MY IR
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2. HEFFERRE

HEFRAENATE  VERERES e AR AT
B E R nd L R AT e B R AR (dr A 37) D s R RV ERA
4p t=(Normed Fit Index, NFI) ~ 2t 21 i fie & 45 #(Non Normed Fit Index,
NNFI) ~ v¢ $i 2 3§ fie & 4 #5(Comparative Fit Index, CFI) ~ 3 2 if fie & 45 1%
(Incremental Fit Index, IFI) ~ 4p $Fif fie & 45 #(Relative Fit Index, RFI) «

237 HEGRARERFE

ik htkE

> NFIA0(k 72272 Gf)l(F 72 2@ )2 B o 4§
BIIF > AR ERAZERAR

BRI R 4R
(NFI)

> NFIE 3 >209 -
,'E. = /L‘i UL = }%. .
EAREEEREAT | L NFIE g 20,0 -
(NNFI)
g e R dp it | > CRIE X 220.9 0 &t H50 W u@u&* .
(CFI) > CFlE g+ @ 27 et e g 24
>

- IEISU_NFHF]%& s 1K iz\—r:;@?%ﬁ?%; R -]
B R G 5 -

(IF1) > AFLE A 250-12 B o IFI AR 4 £ 7 B0 5% i oAk & o IFI
B>09 & P SGNT R o
_ _ > RFIEA0-12 7 - REIGA P 27 g
5D e 4 1 e o
p > RFIE>09% 7L RE#H > 2095 0l 4 7 5

WERAE 2 F -
FH KR D E PR(R98) s ATy EE

3. MYEpARE
@Rl g E S R Fk g pRaRT o A E R
CICE AR ﬁ&@&wﬁ°ﬁﬁﬁﬁ%wﬁ3&3?%@ﬁﬁ%“ﬁﬁﬁ
4 #(Parsimonious Normed Fit Index, PNFI) ~ f§ ¥ if fie & 4p #%(Parsimonious
Goodness Of Fit Index, PGFI) -
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AEG AR TR AL > A T AP RIE 2 a1~ £ 8 154
AR T ARRE ~ P e M BPRIAEAE S IE 0 A R R iEAeT o A
BAZAATHE A6 > 4otk 41> e ulemt o iéf'ﬁ,"lé'liﬁi’? v
51.3% > § 4P 5 48.7% ; & w12 21-30 & 5 o} 57.4% > H %
FA L 20 et T b 0.3% - 31-40 & § 24.4% ~ 41-50 f ¢ 11.9% - 50
g b o6.1% ; AdidFRR B P § L 63.5%¢ HR 5 36.5% ; Ak
TAERL o AE LA 0k 434% 0 HAeREF A 5§ ¢ (Bh) 26.3% - 47
Al b 32% R ¢ 2.6% - B 0.6%; & 4z~ & i _F oz 20,001-30,000

c“'ﬁ

AB %t 34.3%> 3 F At 5 30,001-40,000 A ¢ 24.4%-40,001-50,000
A} 11.5% - 50,001-60,000 = 4 10.6% - 20,000 = 2 ¥ # 60,001 = 2
Sk 96%; B BIRAEA R R Eard 218% - PR 48 ¢ 205% -
SRE® G 186% F F B 17.6% 2 &} 11.9% 7 8 4 & ¢ 9.6%-
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241 2R L %ERARRTR (N=312)

7 27 AR} =¥ 3 A%
o g 152 48.7%
- 160 51.3%

20/ 11T 1 0.3%

21-30 % 179 57.4%

R 31-40 % 76 24.4%
41-50 37 11.9%

50 11 19 6.1%

14 < 4 114 36.5%
P H (5 A s %) 198 63.5%
ER 2 0.6%

K 8 2.6%

T AR 3¢ () 82 26.3%
< 5 210 67.3%

e 10 3.2%

20,000 % 14 30 9.6%

20,001-30,000 =~ 107 34.3%

e 30,001-40,000 =~ 76 24.4%
40,001-50,000 =~ 36 11.5%

50,001-60,000 = 33 10.6%

60,001 = 2 30 9.6%

TRTE Y 68 21.8%

SR @A 58 18.6%

S S 30 9.6%
B4 37 11.9%

P e 64 20.5%

TR A 55 17.6%

TR kR AEE A

4.2 BE L5

RIS Y BT R RS L R B T () R )
%&%ﬁiﬁﬁ%ﬁo&LHW§ﬁ$;%#ﬁ%ﬁ{?$iiﬁ’@i
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P RIEHS AT A DL RECR(PUEF 0 A 96)

APl B BN EmEsr > 4 & 245 Fornell and Larcker (1981) #1#% ! e 38
T :}F] o kR AR ER DIREY B4 A (construct reliability, CR)
¥z 5P~ % 2 d(variance extracted, VE) o B4 & (CR)&4p 73 RIE #78
G R e S &g & dpthanp 38— k4 - Fornell and Larcker (1981): &
CRES 061 T RAEF R &7l Ldpap 30— k45 - CR
i 7% BoAp % 4517 Cronbach’s o € > e /& F I 2 4pfF > F 04 ¥ ks o B %
PP CRIE » 3 T B L R RATIRS o Flt oo Ep R o
ERADEFRREENVE): T PIERAHFLEATRREER E v
%] - Fornell and Larcker (1981):=:% VE £ % & JA:£ 05 2 F » = VE ﬁ -
Rl 27 BRI 474800 k8 Jtaock o

EELRALELRCR)Z G > AL i P HTHIE CR B4

~

%+ 0.65~0.93 > % B ¥ 3% 0.6 2 1% & ¥ Cronbach’s a &~ '+ %> 0.6
.r/‘j,flag\,g*ﬁz@gifg ARSI E SR (VE)? 5 0 2N -
g VEE » EIEEE 0L N (Wi 421) -
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D
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=
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242 PIEREWL %R AN

I=EX 33 BWIEP BR

5 .
S SRR RS 2 ?gg(’i Te | wRuiE | || %"

P1 0.67*** a N.A. 0.45

P2 0.81%** | 11.34%** 0.65

**k* *k*k

REE S Ei 8:;?1*** 131.5009*** 832 0.83 | 0.50 | 0.715

P5 0.39%** | 6.01*** 0.15

P6 0.21%** | 3.42%** 0.04

P16 0.80***3 N.A. 0.63
L Y P17 0.78*** | 12.60%** 0.61 0.75 | 0.50 | 0.778

P18 0.65*** | 10.83*** 0.42

*kk

e
RAERE | RE Rk ?ﬁ:j) TE 482 4() | CR|VE | a &

P21 0.73***3 N.A. 0.53

P22 0.75%** | 13.57*** 0.58

P23 0.73*** | 12.85%** 0.54

P24 0.74%** | 11.48%** 0.55

P25 0.75%** | 13.40%** 0.56

N P26 0.72%%* | 12.46%** 0.51
b P27 0.71%** | 12.58%** 0.51 0931052 0.922

P28 0.70%** | 12.49%** 0.50

P29 0.55%** | 9.82%** 0.31

P30 0.58*** | 10.17*** 0.34

P31 0.61%** | 10.74%** 0.37

P32 0.72%** | 12.65%** 0.52

P7 0.72%** g N.A. 0.51

P8 0.81%** | 14.15%** 0.66

P9 0.72%** | 12.02%** 0.67

N P10 0.75%** 11.23 0.55
- P11 0.60%** 9.60 0.35 0.90 | 0.50 | 0.869

= P12 0.72%** 11.05 0.51

P13 0.72%** 10.04 0.51

P14 0.45%** 6.95 0.19

P15 0.28%** 4.94 0.08
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42 Bl BF2 R AIF(H)

Mg | mEsw | TOOF | 14 | gewie | CR|VE| e
B

P33 | 047 | NA. 0.27

P34 0.717** 6.07 0.60

P35 0.85%*= 6.39 0.72

o P36 0.86%*= 6.39 0.74
1 e T, 0.3 230 0.10 0.87 | 0.48 | 0.820

P38 0.37%** 4.49 0.13

P39 0.39%** 4.88 0.17

P40 0,447 5.07 0.30

A G MR AR P ER RS L AN R AR RT L R
TR KR AP ER

»z & (Discriminant Validity)#-7 ¢ 3 £ A &£ (7RI > mhE * T
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