












V. .Aj?)~ *3L~1Jaa

&4~l ~~~ a~a ~ii .h,b~Jl a~ ~ cL~
L~) pi.~ä~jl &M ~aj~ çgiLaJ) ~Jc~ ~j4.Jl ~L3 !41~ ~jjh.a

, 44~ja&4l 4~jxJl ~pJl k,Liil ajl~ ~4a ~ ~9L, ~Jl c~15kJ tii, ~ -~..
CM}J) ~LU,1I %J41j 4~3j~s1I3~ kj]Lail 42S~6Jl L~l ~ C4~1’JI ~

..uaLJl ~ijLZs~~Jl il≤j2J~9 ~U~JI Ciyi l.~jZjaJ ~31I ti4zil ciLl~.~1l ~

~.LLsJj ~iL.ul i.~ii al
~ ~&J8 d ~ j A ~ tna ~ ~ui
~t2J c.~LasJI 4~ ~bI ~ ~1I Empirical Studies ~ c~L.IyJi o.~
s3b~JI ~5.h ji≤3 ~]b~ ~ LS~ øIi~2l l~ ~ s~1l ~b~Jl <~Ji ~ Uj~,
~ au~ii, ( Sales Person Communication Competence ) ~1I J~ji ~)L~9l

( Rich 1997) Buyer- Seller Interactions &~‘~ $_)1:LJ
j*j~ ~~&I 4~~5il ~ J~sj cjLaiI ~* ~3 ~,I 3)11 c~Lil1 os~,
~xa~ 4÷)1l ~.a1 ~ SjLa~’l ~ c ~49I ~ I j~ ~ u~j4
tLSI j..A JL_ac~1l ~ iS~2I ~1 i~.~Ji isJl J (Drucker 1954) ~.UcI U
c,k~~u~3 e-’~ (Kotler 1967 ) c-~ ‘-s’ c~t~ &&.ii .Stz~, 0)U~.Jl c~La~, ci
~~1I ~L~i U..4,~ ~Ji ci~L~ ~ ~ o~n. ~

(Brannback 1999) •~ii~i4ji
CAL41VI ks- ~ ~~ cr~ u~ i~fi4 &~J e~1 ai&

JaaJl L3~J ~bI ~5k )~ U ~U,lj &a~
(O’Hara 1991), (Boles & Babin, 1996), (Keillor 2000), (Brown 2002),
(Widmier 2002), (Jones et al., 2003), (Thakor et al., 2004).
( v ~‘ ~ j≠) .( V. • ~~h) ~a t2~]l c.~u~.S’i ~,

Front Line ~~~aU~’l ~ ~ c~L~s ~ d Bitner et al., 1994,) CSJ?J

~1Th3~ ~i~i~i k~jaaj p)UaJI ()c cL4,kJb ~.S~.±JI tab I,~L Service Provider
.~LSS çy.≤z.3j~ Encounter Environment cXa~Jl, ~aa&1I waiL ~ 3 iflI ~ cnn.~u

clj..~Jl d (Donavan & Hocutt 2001) ~ SL~L zL~aJ .~lyz ~Jc JhLa JL±IJ

~ 0)U2iC, c~ill J y~ S~L~ ~~iJ ~i ~i JA.OJ311 ~ ~
~ J.ac. ~~_is~ l~ . Positive Outcomes ~S3hfl kii1~JjI cA~sJL

c~lj~Jl >i≤i - ~DLc.~ ~Sj~JI ~ JcU~ ~~ ~ ~ -~~i J,~bs~i
oL~≤~~ ClA~til ~)_a ~.ZjaJI ~)I t~i~ 4SyMI 2.~JJaGJI ~ ~hI, Ui ~.~ij1l SjjL’~
~ (Babin & Boles, 1996), çç,~JI J~31I ~Lka J~.a 4~iJl cAcb..aJI ~ Laj~.nij

çN~’J—~ JIJ..S r1 eU.3 c.ySi~ U~ øXa*Jl cL. ~s t.aJI z~i ~ ~, s>~,
J~b3 c±~.i siL.~j ,~ ( v. • ~ ~il.~Jl) A..A3.~ c~,i ~STh1 .~S~2i aUa~J
&~ JaxJI ~ ~4jj~ ~yJI ~jçJl .1,,bsJJ ji .L3bsL ~kWI

J4~JI ~ A.i~ ~~JSxJj Z421 jiIjaJI JX~

“vi,
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(Saxe & Weitz, ai~ ~ 1982)

il_A 3 â~ Selling Orientation- Customer Orientation (SOCO)
The De~ee of Customer Orientation ~~i4~~ J÷j ~~ji
~ ~L~a aj3~~41~ e*AAU ~ 3&) J -9 ~

(*)(Beardefletal.~ 1993 ~ ~~ ~IJ)

~ e-~~ c~&’Ji ~ ~ ~socO ~yA 3 ~ ~
~ - £ ~ ~ ~ ~

‘~ ~

positively ~~ (~) J~j~0~ii ~ ~ ~ J~ ~
~ ~L-~-~ ~ ~ ~jSA d≤j Negatively Stated ~ wS.a (~ ~ Stated

• Always ~b ~1) Never ~j1k41~ ~ii &a ~ (9- Point Scale) -~j~

~yAd~ a~i ~ 4$c~ OLba ~1U~ ~S 3.~ ~Se1f- Reports
.(Donavan & 1-Iocuu 2001) Liy ~ 0t.~ii ,i~

—LY’~4~ ~jns~2~&~

(Kelley, 1992), (Ganesagn, 1994), (Siguaw et aL, 1994), (Slater & Never,
1994), (Williams, 1998), (Conduit & MavondO, 2001 2000), (Brady, 2001),
(Brown, 2001), (Rindfleisch & Moormafl, 2002), (Thakor, 2004).
L3.aJ ~L4t1i ~j~i~4 4~1i a~ai eA ~ 4s~.tuI 3JS~ ~ 4ft~i ~

~; ~ ~1i ~ ~ ~
Customer ~ ~ ~2fi e~ ~ ~ ~‘ J~ ~J

,~J ~__~ ,~t~-J ~t.J ~ J~1~ ~ ~ ~) Dissatisfaction
$ ~ ~ ~-~≤S 3 c? ~ tAIi2I cA≤y~ ~(Bitner et al., 1994). e~i~ J~US~I ~ ~

- ~ ~I3 ~ - ~ ~ ~ ~3

~O~~i ~ ~i~i ~ -~ n~ ~i ~i — ~~
~ (Thakor & Joshi 2004) J~2 tL4~1I J~JL~1I L~j

Age ~~~4~aji eLI tMi —‘

~ ~ ~~ Saxe& Weitz ~~ SOCO ~1~

~U±~ ~~ ~i, cThom~, Soutar & Ryan2OO~ ~> a~’~ SOCO

YYA



Gender ii —Y
Family Status ~c~sJI ~iJ ~L~Jj 2JW1 —r

Education ~~ojk~iI Jgt~jj ~ —
Job Tenure (J~JL ~ &-}~) ~,i1h) Cn~UI ~ —a

(Salary) Pay ~i1b31~ ~ ~.ta .~ii ~
Total Selling Experience ~I ~ )~ —v

~o 1~ 4i~iI &r31j’ t.4i4 4~4iq5JI 4ILy.S 4J~iI CJt4~.ZSU ~3~LJI ~j~JaiI ~

~~ J~÷~ - ~k i,i,. ~i - (~,i~) ~ab~ cL~I~ ~
~4~,b3_iI 4~x~iiI CL4.~ZJI ~ 0t~Jb 4÷5~JI a÷~.z ~ ~I j~i3 L~LZiJ

~a ~~akt..1j &dI ~,i Laj~aij ciI~~nJI ~ Ac~n.i ~)Th3 J≤≤ ~S~hfl
~ - ~ cib~ ~ ~ja’Jbj ZIñ~I jj~iI

~j~t ~ia ~J ~)I ~ Z4~iJI f~3j ~jt4 II

U.~M WSiU&I LI~.~iI t,si L4 ~ibVI ~jj. ~3S~JI sic- L~U~jiI

.~l ~ ~

2L~$) ~
:~j ~M~i~JI ~ ~ajn~a (* ) ~t~II ~ c.~4i ~ç3iI ~c)U,a&a’jI ~aIjiil ttij~Jj

~Yk1 ~ ~__.4)aiI &uc~ c~Ii3A~ cr14 ~ t.2is34 V3~ cS2 ~i1~ CiliJAai ~1ik -i

(**) ~ 1~tJ
V ~ J,~iI ~Aj ~Jc. ISIA~I cifl ~L c~1A~~~i ~i1~ -Y

L~J1~ ~)._4 QZ CS13&i 4$JI CA5JAc2SiJ~ ~14~)’I CMy.aSlI ç5a~1 ‘÷a~, -r

.c~jkL~VI 2wIj.~ ~-3~c-
:24,4 ~fl4~

c) <,J J1~I ( di~ l~ ~JS2i.) k~JJLAJI ~~siI ~ ~jaL≥ 4 øy~

~p cA43k2b ~At~ ~ ~≤~SJ 4i~*i ~ ~Ib a~lvI i,~Jaa.,
~
~~ &1SJ3uA!I kAa.~.aLJ CjLs~iI J ‘Il - JieJi ~ <Jiai L~ 0)U,JL k~jd~

c~ ~ taii a3 ~ as~ d •~,i ~i~ii a~ii.
c,3314 L~ ~t’ji L&Lulji ~S 4I~M 4~ CaLj3 U ~& $~&,‘ ~t~JL %fiuI ~.ji

1ai~ ~SJI Qa) pXaJi CAM~flI ~aL ~a • ~6 ~fl1aL~’JI ~saIjaiti ~UI cz1~ ( )
fi~I cjjta 0) ,0~U} ~ ~,Py-.aiI~~ ~h,h~JL~3 ( U1i~-.~
~ ~t~ii ~i caai :a~ ~ 15-A~j ~T. .-t E-k,-3 j~ ~3i~≠JI € TV JLA1 ~ ~,i 4J3~ (~,I~&
.J~ C~Ii}. jLz~I ~ O~JU

1 A’ ~> i~ifl J~I~JU ~&ia1I &~1JJ~I S~~J~,JI ~~y
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.k,bs1L ~L~S~I i~,biJU CLGISJI ~ ~aI ~XaxJU k~j~M ~fln csLSaJ ~J~La -

.zai~ii~~~~ ~a ~~ii
~JI 6,b~iL ~,L~)I LL,. 11 &~c.La ~ ~ ~r~fl~ii ~ ~ -Y
~ an~9~ j~.w ~l ~ J$liI ~b o≠., J~4~ &4 ‘-4 S~~’ ~~‘&riI

2Jia.JI ~Jj~iI tA~ ~jh~j~ JA~.z1I l~ ,tI.1 <,A j~2~ ~5h~ L4~ 0t~1) CjL.~&iI
341331 c~i LLk ~3iaS J~i ~ ~g~il3 ~3DUI JShjL c~~Thj~ “-~~J o.~Lø

(~4~ ~ ~j~L4 ~ çc~1I ~y~J1 ijlj2l 2~aS~

22~.dI ~fl
— ~a~i; Cil~ 2J~i~II ~iI~ ~UI ~4’YI c~Ld~iJI ~ ~ ciL~

~~i’ ~ahi.~Nl tA~iI J1~ ~ ~i; J~ ~ii ~ u-s’ ~~ ( ~
oLJ1u ~~iii jit~ ~) ~Ii cii ~~ 0U~ ~

:~SiI ~)~h~J1I cii jLzJi J14s ~ cnJ ~ ciL~I ____

:JfiI ~ CJJLJ
a_j~jj üi3 c.txJL ~~~jifl L~i ~ ti~J ai~ j~

ya~il ~ ~~L~ii
~iIII CiA3 0t~i1~ 4~~iI ~y c~ ~)a ~5ijaJI ciL~iiI 4a ~ ~1UA J~

A ~iI çç ~~j1I %>4~JI

~)_4 çci9JI CiL@.~SJI ~,.& ~ ~3j} Si~ cJr~: ~ ~a~1I j~jLzi11

•~k:.j~JI

:&)) ~4 J3L~
0x.a k~iI z,~ o~ ~ ~~ii O1~ çj3fi ~UI~ J~

•~5~kiI j~trJI

~4 )k ~.aS
O—~ Front Line Service Providing Jobs Z._*aLo1’JI .b~b&iI9 ø)La*fl i~aj&iI 4a —

Ct.a ~&~I La .LJL2I S~ ~4 óU”I~ Ja~ 2J3a31 cLa ~ ~~4I .LA~ ~jSziI

() Gender (e,il1) r~1 j~
:L~J3jiI ~ ~.k) J~iA~ a~,.1aJI L5~,:~ (>S~Ali2I .h,LiJU ~t~Ji 2~JI r~ -Y

~ c~iI J$5A4J~.4~I ~a 1L&I~ La ~i4~I aà~ ~i t,~I J~
~ ~4~J ~ ~ -~ U~~~JI ~j~~JI .h,LiJI z~ -r
j~SfiI3 .( C,$&b ciljUaa - j~ ~flS) ~S1a.JI ~53isA ~5JZ kM~1i ~sa~j.J

~ I~J~) S~J~ ~,Jc. hia jS~ L~iI ~,i la~ ~JI11I ~&‘jI ZujJI cLA~I ~t ~

c1i1b ~ii, cc.. ~jjI) t~I~~ )UL~fi o~il~ 4;~~ ~5Jn~ ~3iI JL~2I I3~ JA~i.~ Ot
L. âU~2IJ ~fi3~I ~ ~ c~k~,iI~ (Y. . Y ~a1~) t4,i3 (h~ 6U’~ ~
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~i”ILMi ~)Z&iYICiL~w4Zt~

~ LJ~j~.il ~ .~i ~L~.4aI ~froi~ s~i3 LtW~•A çç1~
~ Organizational Practices 4~I&fl]i c~L~,U.J ~

(Pullipes et al., 1996) uat~_~ j~ j&~2i c31.eJI ~k. ~~Sij ~1~!i

i-i ~±J Firm Studies -Single ~ijiI 4SJJ.alI cL~iy cs~C~ ~ cr~

GeneralizabiliW ~1z JAa~i~iI &b3ii ~> ~ ~ ~c. ~il ~qa3i

~~ ~ JZ$~ ct~ j~ ~ ~La4JI j~3hiJL -t
~Iflij e SThj 4~iy-~ii 4~j?.il~ a~J1~ i,~jJI Ci~

~ij.t~ ‘-~J0~ &~ c~~i ~ii ~,i ~l) ~4SA1I b~4J ~U~Jl ~(~~1I ciL.aj

:Llj~ ~.La

cA~j j~ ~ci~JI ~ as tAJ~l e1~-° J~i9

~ • iA~3C~ ~~J’ :i~sk2I L9~aJ~ Lc~t ZJ.~9-JI ~yJI

(4SA V £~J33AII k~ia1I’ ~“~‘ CiUfi~I pp~ ~ ~ ci~thiI ZJjyt~ 4zij
~ %fi’ ~J~~1I ~$~4j~ c.~~%3~’ J)?~~

cLa.t~.S’ ~ ~..a’ ~ c&.~si ~ cM~1~ a~A

ciUj~fiuI ~ ~.$~Ji 44)9.JI 4z ~iWil ~ c~thU=~’ ~

(~ )&-‘ ~r’~ ôLa’ ~L,fiI ~ti\S~ ~
~)_a C~U~U ti~~) - L SAIl b24 ØtKII CaLa~II ~A ii~

.a~& • h (~ 4~jniJ~ A~jAIl 2~~~Jl i~3b~Jl tiu4A4 4~JJS~iI iJljAIi

t~n4Il 4~3j~ .~z t~l ~ c~U~sfl kLa~YI JjU~Jl cc~i~
oLã %o ~JL~ta Un& ~gI % ‘~ Øj 2~jSiIl d~p.~ii ~S 44bS1AaI ~,b

.sifr (YVA) ,~. Ll~~II ~

t ki~j~ ji~~4J e)~3’
~(t~vxil - C~il) cA-AI~.ilIj~ ~i ~Li4l~ ~
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~31a ?lj ~IJJI CuU~ —Y
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fl•v
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:~5.b cjUU~ a caLj~I3 ~t~a]I ~a~c

)Z~isJi ~.1L4J 4~J.ad 4JgI) - ¶

~ pa2 ~c1.~i~Jl ~ui~ji -Y
cJ.aji-olh.4 4J~Li ~~jj
JIALI 44,

Wi :~Jfll ~J1~Ui ~ -r

a~ ~s j&~ ~i -

:(ci1,sJu )t~~L

U14~äI ~ ~3j~ ZtJy] ~j~UI ~La~I j~ CiI~L,3i’jl ~y~nu ~t.~iI C±~1ii i~j

5j14 SiSL.~I ~~ ~as~ d2AS~~4ii Ci-’ kt.ja~ ~b il.dic’f I
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-Percentage ~3iJI u~jIIj Frequencies cgjlft3il ~J~~11 ~ ai~z.JI Variation

i i~
d ~j~1i ~s ~ui o1~ ~I)l LI jail &L~ u~j11JJl Li~

J~. -~ •~l ~I Cj’fli~j ~ ~th3, J~kiI Li ~≠ ~L~~2i culLJ ~L~3iL

~ - - L~h~1I ()4 ~ ~S’2 ~5ijt9l ~ UP’ ~
Determination of the Basic Distributional of the ~.._,J,all ~~I>.~iaJ ~~LJyi~
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