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ABSTRACT

Today, many customers use mobile phones for information searching while in shopping situations in
stores. When customers need information during in-store shopping, they can receive more diverse
product-related information through mobile phones rather than salespeople. This phenomenon is causing
changes in the customers’ perceptions of salespersons’ services in the store.

The purpose of the research is to investigate the relationship between a salesperson’s prosocial
behavior, the customer’s perceived intrusiveness, psychological reactance, and customer behavior in the
situation where customers search for information through mobile phones in the store. Customers who
search for information through mobile phones in the store consider the autonomy of shopping as
important, so they may perceive the pro-social behavior of salespeople as intrusiveness. In this case, a
positive salesperson’s service behavior from the company’s perspective results in a negative sales
behavior from the customer’s perspective, so it is necessary to review the salesperson selling behavior
and sales strategies in the store.

The findings show that when customers search for information through mobile phones in the store,
among the pro-social behaviors of salespersons, the role-prescribed customer service decreased the
perceived intrusiveness of customers, but the extra-role customer service increased the perceived
intrusiveness by customers.

These results suggest that the pro-social behavior of salespeople, which has been recognized as a
positive selling behavior from a traditional point of view, is no longer recognized as a positive selling
behavior by customers due to the change in shopping behavior caused by the advent of mobile
phones. In other words, this study examines the change in the role of a salesperson by suggesting that the
salesperson’s service behavior may be perceived as kindness but also as intrusiveness to customers. In
addition, it provides an opportunity to discuss a company’s strategic responses and more efficient

salesperson management.

Keywords: Prosocial Behaviors, Role-Prescribed Customer Service, Extra-Role Customer Service,
Intrusiveness, Psychological Reactance
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Levy 2003). o|A9 thel#Ae] B8-S vi=x 7
2 TpRE Bl A E o] gtk Mo R Qg A
el BEe iRkl AV 230 2L ognls
1§ Yoy} 2 EAZ o]ofd 4= Itk Barber 2002;
Conger, Conger, and Scaramella 1997).

npAR el I et 7|1 aAlel Fagk AAL

7H Aeom s, oA A F
A Wkt 719o] s S AR o &
Z83%k WHgrol7] wiEolth(Ha 1996: Edwards,
Li, and Lee 2002: Lalos 2008). M- &1 §lo]
7MRle] Agetoz Soj9t 7ijlo] ook e HHE
sk ZFUAIA S ke AlolH,
A, Aeld, dsd vg= op|eith(Edward, Li,
and Lee 2002). o]z T dgolx] 1149 &g} gl

e

o
Y ruo

]

%0
FF

ol #44)

ol
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o] 4o} LR Solet o] eAekA] 2 H

= AlFstal ks Alwshs slol). whhA of2igh
H(churning) st =]
Ak WAl Eok(Lalos 2008).
d'Astous(2000) = :rLDH/‘Jﬁooﬂ’ﬂ 1 AL =i
AlZro]e]ol| e £r3go] o] Folx|=

Aole B3 2 ok, aela dide] dnpds

7 Bo prlo)A] ur

= - O -

ot 53] nAe] HskA] = E&UH%S’J )9l = 1Y
o] 74 AgA w2 op|d 7kl 2, A
HAnfjlo] zple] PE2
= Ao ojtal «7]7] “111‘??0]‘3}. = 3L It
3L of7]7] wiigelrh. AelA el Fadt AL Aege]
o ol gk Ao el (MR QIAEI o= <l
&l A= o W Seka HEA Ik(Simon and
Roederer 2019). M2 A o= =2 AHsk| &

Eubio g AHkS SR 3 BUESle] Atake] )9

Z|A], EAloltH Bammens 2016). whebr] 70| <)
oA TS WgkS o) Aple] HEow ZRs] o

3 7Fedt H3tel Algo]l Asivha o171 Aufdo] 2t
FAIE 7Hl WstAl7|aat ok Ao <l
2%t & 2Rile] Eapgido] wWellel BAI1E 1k
3L =7A Ak, argellx] dnlde] A EAE Bl
s SN B A oE AHE olfe ]
7Fegt MiAIE &gotod vddielA FelE flsl B

FEE FAeka mg teket JHE 7R 9lem o]
5 Bl ARle] il EREE AT & e EE B
3o 7] W]t Grewal and Stephen 2019). ©]
2] gk Aol A Amjele] HEE o= QIAE ThsA

o

(<3}
A

=

({k

o)

o
% o
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o] ¢ &t}

o5 AAle AH|2AAN BRI R WSty
2UTHGilmore and Pine 2007). ©]#]gt ¥ish= 11
= T84 TAVE oid TFA EAE vt ot
e 71Eo e 7199 EEg Weed] Ak v
FHATH, olAle Tt A= 7]sS &8st 7
|55t Z1tlM sEH o o5 dsta At
o 222 JRES F8ota FEoke EA7 HSlth o]
© IAole i dEelA 71ge] A5A g A
P} teket A EE AlFetal IS o]5 FEACRE
ol Zo]= AT 59 A4S 7|Ygo] AlF vl

%011*1 7S Bl HHE EEslal AR FJERE

&

=

il
N

1:1

_—

oflt

A

o]

2

[

J?‘:

Au|2~AAA A Hosh
o] AHHE/ w1 Bk 4] o] Aedl
o} olgfgt o] 7ksdt A2 A wiAle] F7dolm
S AFEA olEehIA YRe
SaEkm TR A ek S delEe o
o] wAe Bojgle] el sjgtolt 24 glo] 7

Wl gael] Sol & 7% o2 7Hiele} Al ¥
o

>,\l
E
g
o
i)
o
2
=2
>
rir
kel
=2

3 sFitH(Haas and Kenning 2014). 12
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Yoz FZo| JFsett. & wpguelA] mujel of
88 AU Fo) B84 A2 A9S 2a
4 % gow urh o 784 &go] FlselA. wo
S B9 Puekazt A mElelg e PRl

Pl 33e Ahele] 994 Fuauolehd wujel

rﬁ

N

£ 994 FRaF e oplel A, 94 Pug

ufj ol o}, UJr‘“/P\i maldel A AlgE RS é_H]xP,i:%
o Al o & o =E 7RIt Grewal and
Stephen 2019).

AR el Aufgelzt I RI7E obd7t
st e 1ol 12idt PEs o9 Asterlel
g tH(Low and Lawrence-Zunigais 2003). 2
Ae Aile] A9zt nAqA B B FEE AT

stal ae] EAIE sfdsl FaL ao] dske AlEE

and Levy 2003).

el JALE A e 5 e nAME e
mjlolgks 27 flal 7itid Gelng ol tf
M A2l el (MR s &= 74
o] AR L9 AN e o] Z]thskE o]
ol A Bo Mu|ao] A|lFolBE 7MY T Helo
= 4E g Qv A 9E awME e o] v
o Eolgke Wl &g it ZRALe] QAL oflojutE
PT Fo=A FFAR At el ofgk el

X 7HIAtO: DRAILY BHIQ 2O Eb

)

Xy

)28l AFelth(e]€7] 2001: Bitner, Booms,
and Tetreault 1990). wgHolA =nld £& 53

2R RS YA AL olE@ F59F 2

_E':

AEl s FJR-olet o2 4= 9laL o] HeR <

29 4= 9lt}. 73S A3 (self-boundary) 2] ™,

Eqrg o2 Q8] et (Lavy et al. 2009). = 4
giike] AREAdell Uigt 88 FAlstk JEEE sl
T8 1 B2 & o G o] & oz Q14
s FcH(Betchen 2005). & 2=} sufde]

Dol mekd ES B9

f
2
5
5
>

Zollx Avfele] JrelA e & 1Y

& uAME| e AzbE 7] (o) €]

71 1-2: u#F

Yoll A Tl
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2
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e
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Do K2l ZHYTF AalE NE
7] A7 e Aeld AYE kol aAd P

12 ot AelA AdelE

=
olo
=
e
o
2
o
oot
o

od

(psychological reactance theory)ol] W= 7131
Ao RZRE ~xRY P HHE 27 9F
wenta =2 ) e ew Adste AEke]
(Brehm and Brehm 1981). =, 7I9l& kA &+
dapde] A5 9 21 5= Bl AR At Ales
3 e A o) ARE slEetaat whiehA
=t o]Ae] vtz Aeld A&o|tH(Fitzsimons and
Lehmann 2004: Quick 2012). Aleld Aga A=A
d B Agdse] A AP Fo Addss
A B Ao FslE AlAlskaL AtH(Quick 2012).
e ARl 59 B AdEd delE 4F0] o7 o]
21gk Zlo] vraE i Azt 49 4lejxom vkt
domM L AHE Hotaat @tk S S
wkTta 2248 ) S 3] 5staat she AlefA vt
&= A ErH(Quick 2012). °]AH 7Hdo] 7IK&=
A Qe vkm o] tekgt Akl T)sa
A wEY= Aotk (Lavy, Mikulincer, and Shaver
2010).

ZHRRYEel lo] AR A F= TV ¢
Ayulol 2o AS5A WA R QIgH 4l Agt o]
2 g Aol 284S Fa ok TV S
&3l el B ST} s v Aol Al A
she A 22 He 52 a4 AeAe] As)
2 ZHdelet o71H whebA A2l AgkE EE 4 9l
ot d™o] AFuAeld dFES o B& A5A v
A 5o Aslfiskertel digk AHs shar e, ol g
olfr® HAIA ] ek e AEld AF w2
E3L Ut S AAIE wARZE 8AF oA ARl
Aol gk A5 Weliskar ajgtial »7]|a o5

°

=

p

o)

>
ot

(¢]
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Hom XA =W AeA AL Zgsk Ha
olgfgt AElA A& AK, vla}, RitiE= 95
Zo Bzt §32 doyA BrHQuick and Kim
2009: Quick and Stephenson 2007). 41212 #&+
< AR 7R A5l oaix7| Hoke o] 2 Qla)
7Rl Aol FHdRteTiaL =2 wf ofdf] tigh Wb
Ao] ftE]o] ZZE Tt Laurin et al. 2013). PRR7E
A2 wgelA o] 99X &= ] WA=
A A IR vk o] el 94 e
3 ole Al A

s o) muld EL w2 et /pEAe]

ZEE Al AUME 55t 88 5 U=S dF
31 Qlth o]HH A2 viAEEe Aoz slig A
B8 tigh BAAS AlFstal Arh(Daugherty et
al. 2008). ol#lgh &2 wiglellA Buld ES 5

3 AEE 2z} she we] A9 HHEgol| gt 2}
2le] BAIEE wole WIgo g Yepi Hrt olegt
735 Ao =gt AL nAoA el Aeld
AL oAl "k, whebA theat 22 /PEE A%
afaa} g

o\l

A2 Aol gl Aleld Agel Anpisea vE
49 %, B, WidE 52 ANek Ak Miller




et al. 2007; Quick and Kim 2009; Quick and
Stephenson 2007: Richard and Banas 2015). 7}
Qo] Aeld AL AR =R AfE BrenA
SR Aol okl Bk, A2l APE APa A
Se e AT Hustun 57190 W7 o2
913 B2, Azt Z71, w233, A% % Vet e
Aokl B w@ AGLe AFS A
Heishe BES o SR Ao H2S o Hrk(Jacks
and Cameron 2003: Quick and Kim 2009). 7|4+

o

= O

YAl 75 w3 Ak AlefA Ao <lE
fid F e 744 AAEEA] wAAel gk v
g, vlsod PF 5= AAsl] $ek(Dillard and
Shen 2005; Richard and Banas 2015).

P £o3g7dgellA] o] Anjl e mRE M=
o A7 2 A Al A2 AdsHl 9ot

ol AHHE BT Arke
Alglo 2ol 23, Az,
B9l Ho] A} Hehsl
E2E0. 2 Bujgonre
=8 WA AR Bas
o5 PuE E)5he o] il
o ehts) Hrl. Uuw zg

BE =

HelL] 913t 3ol
it weEe] Qsto

‘ko

l‘l

T2 e

A717) o]t} olelgt A3l £
A2 FERe] Aelel TR ofA 24 A
o7/ Fx T v ol @ FuiA)
<19le] it} webd AT 2] 4
e Bojele] Fldfel el Ege AEle] Afe

ul
=

1A

X 7HIAtO: DRAILY BHIQ 2O Eb

)

Xy

ghem ol g
= Al A=

A A7k THdE AR AAA, A v
WEla ol BAA owg FXATIM A oxs
w37 @ok(Dillard and Shen 2005). 7H3-& 170]
EAg vk Welshe Zlolw o] <lal B4 4lElH
W2 wo] EAEAS Q] FHslusl she AEe
5 Ak d&S s €k o] B nAe
X5 A AY 5 58 APl 5o #44

.

&< HolA HH(Edwards, Li, and Lee 2002;
Ha 1996). ol&#ig 742 4le2]4] wh-g-2 A|3ke] H
2 Ueh M Hed, e AEA Age ds
3£ eavolth Fufitsdelx] Ao Ax] &= %
BHAlF, AUAleld Ale 5o 14 nAelA Akl
= ASAH0R A5sP] g 494 A
(Edwards, Li, and Lee 2002) ©
B2 olelgt A5 wAA]d] vhlsle] =
Sl=E TFHETH(Petty and Cacioppo 1979).
oz olg) Agld Azlo] WAt o]= o] Ak
ofxe] &S Tl thE niFf e R olFg A%
she o= YehA "ok Fagdel dd AT
AN Farel] gk AelA AFe] =5 Fatei ol
H| oA el a Fasluls ST e 2o ek
tH7EE 2010). oldg 2352 4lelA] #|glo] 1A
o] 744 Pe= oplshe Fog daAAsd & Axlst

a1 Sk
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1974). E3] 239704 Tt AF e A8 1179
AelA wkgel = A
¥ 9 A2 Pl dFE A Erk(Baker, Levy,

and Grewal 1992: Bitner 1992). o]F<llA 9142
2t @ 5 e AR 24 S dhide] A
uAe] AlE)A whgo] Fake n|x= tiEA] 84t
(Bitner 1992). 3&H]’d (action readiness) 7H
lo] s oo AdoR
B 3lo] ot A S dolrA tEe] dES A
3= npeAe = welth(Frijda, Peter, and Ellsabeth
1989). Aol wiolx Adske A Aleld] g
< PEerel o8l 1 vhee] sl d3de P
ot 2] 3AR1 A Al AEe AR,
T =5 ol AN Fg A1 1A 4l2] A whe-2 3
IO%E Fola, F=E AATIA En

F7F dslke vkE o] F] Hs
I (Marwell and Schmitt
= ARl g7t AT

dele] |} theA s 35 & Fsdel o
7] wpolch. Wil EHl B F) YRS
e AL 1 o AF) e BAS E3

o A
g @ % ik oleid el Bejde) e nA

o Held AYe FLA s\a ol The spgoze)
ol golut Fulle] 7= o]oj = it} HEgh Thiljele

o) SlEsie 3] vt B8-S F 4 gL W of
2 ALE AR 29 A DAL wuE) B
S SIT). wep gt 2e A Ahelna) g

w
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b 310 A Aeld Age AR o] ()9
A 12 Aold.

b 3-2: Al Aela Age ejele] 1)l
g w1 Zoleh.

1. SAadA

riT
(2
-1
fr

aZo] wifell A wrld ES B JEE
Aohs ggelr] dAvigle] JAReA PE, uAe] A
w2, Aed A a2jn aAEe] FA el
AuE izt . 53] ARRA Bes e uA
Ao} el qd nAMH AR FEskal o] g F
Ao )7k ZHdel om g Jge 1]
EAE AvE A it B3 A)12b 2k o] A2l A
ol2igt AlE] A Aol 1] AlFel=
of Fujelmel FA JIFE A F deS Aet

Zb e ol ado® yepi (™ )3 2

il

I

\:1
N

W G o]

CIE-NE-EE DA

2. ZAICHY A RiEpE

ollA ==d 7He A =
o olE HiRer AEAIE Asilth. e o
HEER|AE Tl sisler, o w e SHAt
=< ZHd EE 2Esie] JEEAS 2l she
Ao Vepdtt 19 it 2HlY o]&AIto] 2-3A1%F
o] 53.7%= 7% Wkem, ° & °F 90%7} FEHEA
Sodukl HAe] Bxlow o] gslal e AR e
wieh 3 & sl 3-43)7) 53% =

BALE Wse] 6T%E 7P B ZoR

7P B, &

e,
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24.1%. 500 ©)F 42902 17.2%E A8kt

AP 52 A, Hed, #54(1999), <871
(2001), Bettemcourt and Brown(1997)<] Aol
A AdEg 3 ARSI om aAT A TR 2
EY AR Sk t9E aaxelas i
e TP oz Mula Ak wE AR AE
At "L A Z1ek AR 8 s A
AT, " A e o 24 gljof & Au|AE
AFsiaet el 370 ot AT aAAMu| A=
e g o] de R AM|AE AT,
e W7 243 B o] B2 AT
of, T e o] 8 oo R T HHE A
AlERder el 370 Eateltt.

Azt 7S A, ©]85(2012), Lavy et al.
(2009)9] AFellA Aget Fa= AHgston 74
YAEY AR STt FAAQ] B "L vl
AL o] 35 7 Aok, " e el 35S
SAGTE, "1 AL et He A o® AujaE
Azt "1 Al Uyt A e e A
H| 25 Azt el 470 ZE3dolot.

ARl AL A5, A5, lRtd(1994), Donnell,
Thomas, and Buboltz, Jr(2001), Hong and Page
(1989), Quick(2012)¢] A-ollr AF3 = At
faliom 73 B EY Hxm Ssisl. 7AIA
TS "Hrje] At whlshs AE-2 skar AUt
“Phjlo] JEF Atell Agstar ATy, "1 A
o] Faol Azo] wrkel 3/ E3eltt.

AFo)=s HF(2017), Finn, McQuitty, and
Rigby(1994) 2] AollA Ak w3k AR o

e

94 opiE) 913 August 2021

74 PAER HER Sgsslth. FAAR £ W
= o] WA o e WEL AU, U= o] wiF
oA 2l AIZF Bt S SlaL AF, U= o] vl
o Wb Z7Idigdd A ot o e wETFe] 37 &
aoltt,

9% Chang and Chen(2008), Huang et
al.(2014), Kozup et al.(2003), Xu, Chen, and
Santhanam(2015)9] AelA AFe F3= AR
sl 73 BIZIER Hxm St AR £
& U o] wiEelA] AFS FE i AT,
U o] widollA] AE el dis) ek, "
= o] wgelA AFS Foistar A FUTHR) Y 3

¥t

N

S0 Anjzte] Tk
gk Wkgell Fagk J3= nlA F 7] diZelth((Han
et al, 2011; Homburg and Giering 2001). HEZ4
I Aol e W Hol $AH R o3k Ale]7}
HAER] skt wheba] ®3o] 1S fl8l A=E

AA
tupsE B Ao AR edarat gt

V. 7Id AS

1. AN 9 B} A

o o =

0lA

72} A7A91Ee] S-S tigh Uy d3d (internal
consistency) 2] %<2 Cronbach’s agko-Z 3l

BE §Eol 0.7o1der A7vidse] A=ldes g5



BATH Nunnally 1978). Q0184 Mo g AR
A1 (principle components analysis) < ARS8}

3 A w8 (varimax) B2l o8 x]7F 104391
8oIEE MEsliom Q18 A F(factor loading)©l
0.5014o1H f2lgk Ao g 7Hsigitt. 1 2¥ 6714
A4S SHIA 2350l 6719 JEZ A A
S gl 4= ATt T3 o]E 67] 22lo] A
wAke] <F 69%E st Slo] JiIFErE o] FHy]
Acta AFEAT 2 FAAE 9ABAE AR =

o] tisle] Fe e HHEFAA S AT
allA] AA A5 e iAS e
e ARELS x2(df=137)=287.71, p=.000,
GFI=.908, AGFI=.895, NFI=.914, RMSEA=

0522 Yeht} ditd oz Ajtw V&S SHAI]=
b= |

=4
B 0.701d9 AEeee B Hiedt FEu
B 0.501d% A3letlth(Hair 2009). T3 BE

Lol r AR ko] 2HTE E FE Uehfo

(E D 2= & Bgd 2420

SHAIS 20154 stolx| Qo=
factor eigen %of .
. 9 . estimate S-<E t-value
loading value variance

FEAY DAMEI2

(Cronbach’s a=.846, Construct reliability=.882, AVE?=.715)

- 1 EHojele mhjloza MH|A FEEX| mat MH|AS MIESIcH 732 914 - -
- 1 EHojl2 T|ohst Mu|AE MES| AASHICE 17 2.243 11.81 .853 .062 12.31
- 1 mhojele EojelozM slof & AH|IAS HMISSIICH .684 .762 071 12.25
TEAE nHMH|A
(Cronbach’s a=.815, Construct reliability=.888, AVE=.728)
- 1 mojele J|chst oMoz AMu|AE AASICE 757 .899 - -
- O EHojle Wt &S JEC o B =22 MSsiict 746 1.994 10.49 871 .103 10.24
- 11 B2 Lo @F0|MoR Cltst MEE MIsIACH 727 .785 .106 10.12
Xzt 2k
(Cronbach’s a=.837, Construct reliability=.882, AVE=.653)
- 1 EHojle Lo dEs ZHI3ct .752 .901 - -
- 1 Hojle Lo dEs SHRCt .702 3.025 15.92 .822 .082 11.56
- O EHojle Wiy} e BAeZ Mu|AE MSHCt .685 ' ’ 773 .085 11.54
- O EHojRl2 L7} IskR| gbe WAlo2 MH|AE XMIS3iCt AN .728 .086 10.25
A2y g
(Cronbach’s a=.883, Construct reliability=.863, AVE=.678)
- Ehojle] wietol| githsks dsS stk Aldct .784 .861 - -
- Elojale] FE Aol XMEst Adct .767 2196 11.56 .837 .104 9.86
- Ehofjle| E0i| MBS0l Wit 713 ' .769 .106 8.49
HFel=
(Cronbach’s a=.891, Construct reliability=.858, AVE=.669)
- L= o] offElM o 2 HED AUct .784 .875 - -
- L= o] offEollM A7 SOt £EZ st Aledct 767 1.897 9.98 .814 .067 14.25
- L= o] offEo]| L7} 7|chaie ZHECH o 22 HERICE 713 .762 .073 13.19
TFafel=
(Cronbach’s a=.875, Construct reliability=.851, AVE=.656)
- Lk= o] ojfEollM MES Foifg oA} AACE .784 .863 - -
- L= o] ojf&ol|A HMEFolol| cisi Tolstict 767 1.699 8.94 815 .085 11.75
- L= o] oM MES Folistn AIX] 2UCHR) 713 .759 .082 11.96
(F) @ : Average Variance Extracted P : reverse scale2A 2HI5IOZ recode IR

ATt ZHIAOl: DRI BHIQ EQ S0 HEEMHAISOIA TOHQIo] AIALSIY eI M| K|zl ZHYel Aol et a7 95
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