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WFFE R S O MEZE (9€3L) : In this study, we examine whether the scope and size of
salespersons’ reference groups affect their turnover intention and the quality of their
service delivery. In comparison with organizational and personal factors, the effect of
reference groups is remarkable. They may be rather controllable than the other variables
employed in previous research. Effects on extra—role performance and willingness to
collaborate with co—workers are also observed. Since salespersons’ skills or superiority
and appropriateness of compensation are evaluated arbitrarily, people in salespersons’
eyesight may play a key role in motivating them. Our results imply that an organization
benefits by internal advertisement providing information of role models. However,
managers may make mistakes when they choose models who are not in the salespersons’
eyesight. We expect this study make academic contribution as well, as it reveals the
comparable importance of reference groups to that of institutional/organizational
factors and individual/personal attributes.
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