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Abstract

Purpose: The salesperson, the core of the operating activities, plays the role of connecting the inside and outside of the company,
representing the company to the consumer and identifying and responding to the customer's needs. The department store industry is
the most representative retail industry in South Korea, and competition among its peer group and industry is intensifying, requiring
differentiated service sales activities and performance from its employees. This study divided the sales force system into activity
control(process-oriented control) and output control(performance-oriented control) and verified the differential impact on the job
attitude of the salesperson (e.g., job satisfaction and burn-out), respectively. In addition, the effect of job satisfaction and burn-out of
the salesperson on the job performance were checked. Research design, data, and methodology: The survey was conducted on 200
sales people working at five branch stores of Hyundai department store in Seoul, and 194 of them were analyzed. The reliability and
validity of the variables were analyzed and hypotheses were verified through the SEM. Results: Results have shown that activity
control has a greater impact on burn-out compared to output control, and output control has a greater impact on job satisfaction
compared to activity control. It has been shown that the salesperson’s burn-out does not affect sales performance, but that job
satisfaction has a positive effect on sales performance. Conclusions: This study examines the effect of sales force management
system such as activity control and output control, on the job attitude and sales performance in department stores. According to the
results of this research, each of two control systems have a discriminatory effect on the job attitude variables. For the sales managers
of department store, it is recommended to increase the efficiency of sales management by increasing the use of outcome control

compared to activity control.
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Figure 1: Research Model
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Table 1: Descriptive Statistics of Respondents
Classification N % Classification N %
Product Category Golf/Outdoor a7 23.7 Branch Name Trade Center 39 19.7
Product Category Cosmetics 50 25.3 Branch Name Mokdong 41 20.7
Product Category Men’s Fashion 51 25.8 Branch Name Pankyo 39 19.7
Product Category Women’s Fashion 50 25.3 Branch Name ChoenHo 39 19.7
Level of Education High School 132 66.7 Branch Name Shinchon 40 20.2
. above Graduation
Level of Education from a University 62 313 Gender Male 38 19.2
Level of Education etc. 4 2.0 Gender Female 160 80.8
x HiglM =oazH ol ™ oo ool Al A
42. ¥l2o| =X M™o| 9l = OR7bR| 2 ety ZozeE YEeiMel (Bujum
ZHHEE +=F A |tiEs® B2L 7|CHEOf-Zar 2t
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o o THOALRIO| K|Ztmx o2 =EH™GIQUCE ZEAXIE2 Maslach
aio] 20| LA £H0l ABIACL X = 7iX| hArs) iz SENAC. 7L
N N . ) o] 1= EY MM X o o=
o8ol BEEF9 HLEXMLE 22t Jaworski and Kohli  2nd Jackson (198D)e] AFE S0l (DEMHSZ HOE
R N N bS| ol [OpkxlH 2l Xkle = ol S
H XM O ot X = B3to EX Sl O
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HEZ 22 3 VHe EEezR ZHFIULL OIX|Ze =z Oist Alzld & =M ZAnt= <Table 2>29| L&t
EOfgat= Yi and Jung (2018)2] AFOIM AtESH 1 A &Lt
MOb HWYRS O siE TOfARAS| (1)OHEe| Oi=l, SolF QO ZAWE HmEW  x?=197.281,
O HMSeg, QFoiEd IjFojEe 59 =7t df=12202  x?/df=1.617, RMSEA=0.056, GFI=0.904,
£=F0 2 EHSIQUCt NFI=0.938, IFI=0.975, TLI=0.969, CFI=0.9759 {92 L}E}
L} 2¥o| Mgtz ge MEtMoz gosictn mete = 9l
4.3. M2|M 9l Ejohd =X QiCHKline, 1998). E3t ZHG=21 sjgaclg AZ:=
HEDIE MK HFTHR(Of 2fsf Z4t0] HHE AS
AXBI @ = 3 =3
saol 57 EYY U HY me Ogn sEys O oo- SHEUFSAAUR0L 05018, CR S 070
N B AtO E HAQM XI=ELCHMO| 3} ojoo oF A
of HHE S £ AT ML Cronbachs o testg Sof o= FE HFUM A3 | #EEUSE T 5
o]
NEldg BASOC Ol SYSSl ouxuyg g ol & tarker 198D)
Zo7| 98 UM RolEMg AYACL. ZHEZof
Table 2: Results of Hypotheses Test items
construct st. estimate S.E. C.R. AVE CR Cronbach’s a
activitycontroll 0.943 - -
activitycontrol2 Vi 0.967 0.035 30.232
vy activity 0.884 0.984 0.971
activitycontrol3 control 0.937 0.04 26.557
activitycontrol4 0.913 0.043 23.937
outputcontroll 0.915 - -
outputcontrol2 0.933 0.049 21.371
P outcome 0784 | 0.965 0.940
outputcontrol3 control 0.858 0.058 17.703
outputcontrol4 0.831 0.056 16.508
burnoutl 0.488 - -
burnout2 burn-out 0.74 0.172 6.706 0.984 0.984 0.984
burnout3 0.958 0.258 6.093
jobsatisfactionl _ 0.982 - -
jobsatisfaction2 Job 0.256 0.101 3.251 0.984 0.984 0.984
satisfaction
jobsatisfaction3 0.697 0.111 6.142
perfl_sales 0.914 - -
erf2_MS 0.96 0.043 23.81
pere sales 0.786 0.964 0.941
perf3_repurchase performance 0.896 0.045 20.288
perf4_satisfaction 0.763 0.054 14.175

Model fit: x2=197.281, df=122, RMSEA=0.056, GFI=0.904, NFI=0.938, IFI=0.975, TLI=0.969, CFI=0.975

CHAX R0 Y5 E HESol| oish HA 2 2 o A MEECH 22X 2elstden, O Ant <Table 3>
HHAZMHS SO 7H29 Wades TCHSHACE =9k ot Z0| B H0|M TEEIFEES XA= A= LiEf
HEISHMO| CHAO| E|= ZHXHQ Ol ZtZto| AVE Zfop & S CHFornell & Larcker, 1981).

Mol zho| et M&S HlWsto AVEZL RE o
Table 3: Results of Correlation Analysis
Construct Mean st.d (1) (2) 3) (4) (5)
Output Control(1) 3.724 1.062 1 .160* .088 .047 .276**
Activity Control(2) 3.368 1.035 1 .066 A77* .045
Sales Performance(3) 3.421 1.201 1 -.021 242%*
Burn-out(4) 3.412 1.015 1 .008
Job Satisfaction(5) 3.580 0.805 1

**p < 0.01; *p < 0.05
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4.4. 71 94A4=S At fon FItZ F2AS o st kto|l2M Zit & F=
A< 2 |ololst Ko|E Eo|n Y& HSZ LIEIL 7t
4 of 4o L 3 3
Xoor= H 3 dst2 0 0|2l J1Ad SIEE T
SMAD, (=202664, df=12502 xY/df=16212 LiEpgtc 1 ool O 2 Fws O[E AoE= a2 288K
L N L xloop= oo|Olst o O|X|X| £sio x7
20| HBTi RMSEA=0056, GFI=0902, NF=093, = ~ro=0l Felblet & IAx ZRom 2=
- A Zbo CHSE KO|BM Zat E A A 7t2 S0
IFI=0.975, TL=0.969, CFI=00749 Ho2 LigiL}, me =  o=F U0 et RO|24 2t £ Z2A% o2 72
= = Mo of
Ste X|47b ATAE XTSI Y HOE o A oloirt O/t XtO|E 74Xl A= LIEHL} 7hE2E XX QAL
M3o KO AXKS mOfA (o] A&k [O|&l A
(Bagozzi & YI, 1988) :FL—JF—%I-XO-IM E—T-LE'CE% %6—H ?:-!%E._I 7|'Eg|_ —|_|_—|—|_I|_ J'lLH]HO | T() | o= |E Aol
= M = oFoF oro Mo
F27HE <Table 4>0 Lh8 T et 1S s oo JMEE Ol XXEA GO OERSS srSas
Xoor=Eo mq b3 ot Okl Ao .
ABEHOl Be) NPATO| O 2 Yge olm ojppy  Too BUHSHO B BES WS AoE A
M (o}
JIME ANEHE NeAX0 Qojnjs Fyg ojxx g == MAERH
Table 4: Results of Hypotheses Test
H Path st. estimate S.E. C.R P AX2 result
H1 Activity Control — Burn-out 0.248 0.061 2.963 0.003 3.894 siﬁg'fr't'l p
H1 Output Control— Burn-out 0.052 0.052 0.695 0.487 3.894 Szgg:)ar't'g g
. . . Partially
H2 Activity Control — Job Satisfaction -0.064 0.073 -0.928 0.353 11.322 Supported
H2 Output Control — Job Satisfaction 0.313 0.072 4.402 ok 11.322 Szgg:)ar't'g g
H3(-) Burn-out — Sales Performance 0.026 0.13 0.358 0.72 - Not Supported
H4(+) Job Satisfaction — Sales Performance 0.202 0.094 2.575 0.01 - Supported
Model fit: x2=202.664, df=125, RMSEA=0.056, GFI=0.902, NFI=0.936, IFI=0.975, TLI=0.969, CFI=0.974
4.5. Cjeted =71 2M 5. d7Za EE S AAMHE
2 dAFoME SSENSt ZIEXNIt Zojdato| =H 5.1. ¢i10| QoF gl xS
Mol gskg OlF = AUZ Aozt EZsto] FLUSH A
80| mojdato] YIS O/X= t2Ho| st &2 = omo] HE g A QorsiXtE Chedt Zet
JeR=1 &L EHEMZA 2 =
HE AGOIRAT SASHGAM x'=202335 diE123 X sy wisy mojarglol st EMALY B BEEHS
2 - — — — —
/df=1.645, RMSEA=0.057, GFI=0.902, NFI=0.936, IFI=0.974, XoARle Lol Ho=Z oL} AMEHLS XA
TU=0967, CFI=0.9742 LtEILE & Q70| ATBEI KOl o0 cisro k(x| L5/ HoZ LERYCH E3 K19
L o — —_ !
b S AR UERSH, FSSH(E= 0044 p20567) gyt yorpsiol stojME gol Aolg vime 1 TS
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