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ABSTRACT

It has become an unprecedented competitive era recently, because all kinds of retailers in Taiwan such as department stores expand

their market widely and provide their service elaborately. Therefore, whether first line sales staffs at the retail counter who are

equiped with good sales capacity or not will be a successful key point. This research focuses on the personality characteristics and job

satisfaction on sales performance of salespeople of department store. The subjects of this research are 401 sales staffs in the

large-sized department stores, be rated as the top five in Taiwan. This research used the questionnaires. The data were analyzed by

reliablility analysis, factor analysis, independent sample t-test, one-way ANOVA, Bivariate Correlations and Regression to examine

the relationships between the personality characteristics and job satisfaction on sales performance. The findings of the study are as

follws. (1)Personality characteristics correlate significantly with the job satisfaction. (2)Working conditions and whole statisfactions in

the job satisfaction also have significantly correlation with sales behavior performance. (3)Personality characteristics correlate

significantly with sales behavior performance. (4)Adaptive selling behavior in the sales behavior performance has significantly

correlation with sales performance, too. According to the above results of the study, we present the following suggestions: (1)For sales

staffs at the retail counters, they should strengthen their competitiveness, and fit in with demands from the different consumer by

adjusting the ways of sales, which will promote the competitiveness and the sales achievement in their field. (2)For department stores

or retail counters, choosing proper sales staffs and offering them with flawless job training. Meanwhile, we keep good interactive

relation with salespeople by the nice communication, which will improve the whole sales performance efficiently. The findings of the

study are as follws. (1)Personality characteristics correlate significantly with the job satisfaction. (2)Working conditions and whole

statisfactions in the job satisfaction also have significantly correlation with sales behavior performance. (3)Personality characteristics

correlate significantly with sales behavior performance. (4)Adaptive selling behavior in the sales behavior performance has

significantly correlation with sales performance, too. According to the above results of the study, we present the following

suggestions: (1)For salespeople at the retail counters, they should strengthen their competitiveness, and fit in with demands from the

different consumer by adjusting the ways of sales, which will promote the competitiveness and the sales achievement in their field.

(2)For department stores or retail counters, choosing proper salespeople and offering them with flawless job training. Meanwhile, we

keep good interactive relation with salespeople by the nice communication, which will improve the whole sales performance

efficiently.

Keywords : personality traits、job satisfaction、sales performance

Table of Contents

內容目錄 中文摘要　．．．．．．．．．．．．．．．．．．．．． iii 英文摘要　．．．．．．．．．．．．．．．．

．．．．． iv 誌謝辭　　．．．．．．．．．．．．．．．．．．．．． v 內容目錄　．．．．．．．．．．．．．．．

．．．．．． vi 表目錄　　．．．．．．．．．．．．．．．．．．．．． ix 圖目錄　　．．．．．．．．．．．．．

．．．．．．．． xi 第一章　　緒論．．．．．．．．．．．．．．．．．．． 1 　　第一節　　研究背景與動機．．．

．．．．．．．．． 1 　　第二節　　研究目的．．．．．．．．．．．．．．． 4 　　第三節　　研究流程．．．．．

．．．．．．．．．． 4 第二章　　文獻回顧．．．．．．．．．．．．．．．．． 6 　　第一節　　人格特質．．．．

．．．．．．．．．．． 6 　　第二節　　工作滿足．．．．．．．．．．．．．．． 8 　　第三節　　銷售績效．．．

．．．．．．．．．．．． 12 　　第四節　　人格特質與工作滿足之關係．．．．．．． 16 　　第五節　　工作滿足與

銷售績效之關係．．．．．．． 17 　　第六節　　人格特質與銷售績效之關係．．．．．．． 17 　　第七節　　銷售行

為績效與銷售績效之關係．．．．． 18 第三章　　研究方法．．．．．．．．．．．．．．．．． 20 　　第一節　　研

究架構．．．．．．．．．．．．．．． 20 　　第二節　　研究假設．．．．．．．．．．．．．．． 21 　　第三節　

　各變項之操作性定義及衡量．．．．．．． 22 　　第四節　　研究設計．．．．．．．．．．．．．．． 27 　　第五

節　　資料分析方法．．．．．．．．．．．．． 30 第四章　　資料分析結果．．．．．．．．．．．．．．． 33 　　

第一節　　描述性統計分析．．．．．．．．．．．． 33 　　第二節　　因素分析與命名．．．．．．．．．．．． 38 

　　第三節　　不同個人屬性在各變項之差異分析．．．． 33 　　第四節　　修正後研究架構及假設．．．．．．．．



． 63 　　第五節　　各變項上之相關分析．．．．．．．．．． 65 　　第六節　　迴歸分析．．．．．．．．．．．．

．．． 71 　　第七節　　假設檢定．．．．．．．．．．．．．．． 79 第五章　　研究結論與建議．．．．．．．．．

．．．．． 82 　　第一節　　研究結論．．．．．．．．．．．．．．． 82 　　第二節　　理論意涵．．．．．．．．

．．．．．．． 86 　　第三節　　實務意涵．．．．．．．．．．．．．．． 88 　　第四節　　研究限制．．．．．．

．．．．．．．．． 95 　　第五節　　後續研究建議．．．．．．．．．．．．． 96 參考文獻　．．．．．．．．．．

．．．．．．．．．．． 98 附錄A　研究問卷．．．．．．．．．．．．．．．．．． 111 附錄B　問卷調查發放版．．

．．．．．．．．．．．．． 116

REFERENCES

一、中文部份 王美慧，資文，曾秋蘭(2007)，公部門組織文化、員工工作滿足、全面品質管理與服務品質滿意度之研究，品質學報

，1(14)，1-15。 吳靜吉，潘養源，丁興祥(1980)，內外控取向與工作滿足及工作績效之關係，國立政治大學學報，41，75-98。 巫喜

瑞(2001)，服務業內部行銷導向、組織支持、工作滿足與顧客導向間關係之研究－銀行業之例，國立中山大學企業管理研究所未出版之

博士論文。 李再長，李俊杰，曾雅芬(2005)，大型企業組織生涯管理、個人生涯規劃、個人人格特質、工作滿意度之關連研究，人力資

源管理學報，5(1)，53-76。 李靜琪(2002)，銷售才能與銷售績效關係之探討，中興大學企業管理研究所未出版之碩士論文。 胡夢蕾，李

怡君(2004)，人格特質、學習型態與學習表現關係之研究－以台灣餐旅教育學生為例，觀光研究學報，10(3)，1-22。 倪豐裕，邱炳

乾(2001)，內外控人格特質和任務不確定性對參與式預算制度效能的影響，台大管理論叢，12(1)，123-148。 翁進勳(2002)，台北市國民

中小學校警工作滿意度與服務士氣關係之研究，國立台北師範學院國民教育研究所未出版之碩士論文。 張秀華，曾中蓮，周惠文(2007)

，網路匿名性及人格特質分組對群體討論發言廣度之影響，資訊管理學報，14(3)，1-17。 張婷婷，黃玉真，黃同圳(2007)，催收人員的

職能與工作績效關係之研究，人力資源管理學報，7(1)，41-59。 曹振華(2002)，保險互動行銷中適應性銷售與業務績效之研究，高雄第

一科技大學行銷與流通管理學系未出版之碩士論文。 許士軍(1977)，工作滿足個人特徵與組織氣候—文獻探討與實證研究，國立政治大

學學報，35，13-56。 許彩娥(1981)，領導型態、工作特性與我國女性公務人員工作滿足關係之研究，國立政治大學公共行政研究所未出

版之碩士論文。 陳光偉，陳嵩(2006)，銷售人員目標取向的成因及對績效之影響，管理學報，23(3)，389-411。 陳嵩，蘇淑芬(2006)，銷

售人員的目標取向－組織環境及個人成功歸因信念的角色，人力資源管理學報，6(1)，1-29。 辜文賢(2003)，薪酬結構、分配公平與百貨

公司專櫃銷售人員工作表現關係之研究－工作經研、銷售能力與成長需求強度之干擾效應，國立中山大學人力資源管理研究所未出版之

碩士論文。 黃先鋒，廖敏齡，周澤民(2005)，工作輪調、工作滿足?組織承諾相關性之實證研究，人力資源管理學報，5(4)，107-129。 黃

營杉，齊德彰(2004)，服務業內部行銷、企業文化、工作滿足與經營績效間關聯性之研究－以台灣國際觀光旅館為例，管理與系統

，11(4)，485-507。 廖述賢，費吳琛，王儀雯(2006)，信任關係、工作滿足與知識分享關聯性之研究，人力資源管理學報，6(3)，23-44。 

鄭仁偉，郭智輝(2004)，個人與組織契合、工作滿足與組織公民行為關係之研究，人力資源管理學報，4(4)，85-104。 謝金青(1992)，國

民小學行政兼職教師角色衝突與工作滿意之研究，國立政治大學教育研究所未出版之碩士論文。 羅世輝，湯雅云(2003)，內外控人格特

質與授權賦能認知對工作滿足之影響－以金融保險業為例，人力資源管理學報，3(1)，1-19。 蘇義祥，胡國強(2000)，個人成熟度及內外

控取向的調節作用對領導型態與工作績效關係之研究－以中華電信公司專戶服務部門為例，管理評論，19(2)，89-111。 二、英文部份

Allport, G. W. (1961). Pattern and growth in personality. New York: Holt, Rinehart & Winston. Boyatzis, R. E. (1982). The competent manager: A

model for effective performance. New York: John Wiley & Sons. Baterman, T. S., ＆ Organ, D. W. (1983). Job satisfaction and the good soldier:

The relationship between affect and employee citizenship. Academy of Management Journal, 26(4), 587-595. Boorom, M. L., Goolsby, J. R., ＆

Ramsey, R. P. (1998). Relational communication traits and their effect on adaptiveness and sales performance. Journal of the Academy of

Marketing Science, 26(1), 16-30. Brief, A. P., Butcher, A. H., & Roberson, L. (1995). Cookies, disposition, and job attitudes: The effects of positive

mood inducing events and negative affectivity on job satisfaction in a field experiment. Organizational Behavior and Human Decision Processes,

62, 55-62. Brown, S. P., ＆ Peterson, R. A. (1994). The effect of effort on sales performance. Journal of Marketing, 58(2), 70-80. Cahill, D. J. (1996).

Internal marketing: Your company’s next stage of growth. New York: The Haworth Press. Campbell, J. P., ＆ Pritchard, R. D. (1976).

Motivation theory in industrial and organizational psychology. Handbook of Industrial and Organizational Psychology, Rand McNally, Chicago:

Illinois. Campbell, J. P., McCloy, R. A., Oppler, S. H., & Sager, c. e. (1993). A theory of performance. In N. Schmitt, W. C. Borman & Associates

(Eds.). Personnel Selection in Organizations. San Francisco, California: Jossey-Bass. Chowdhary, N. (2003). Learning to service: CUTSA

transportes. The Management Case Study Journal, 3(1), 20-33. Churchill, G. A., Ford, N. M., Walker, O. C., Jr. Johnson, M. W., ＆ Tanner, J. F.

(2000). Sales Force Management (6th ed.). Chicago, Illinois, Richard D. Irwin. Cravens, D. W., Ingram, T. N., LaForge, R. W., ＆ Young, C. E.

(1993). Behavior-based and outcome-based salesforce control systems. Journal of Marketing, 57(4), 47-59. Dunlap, B. J., Doston, M., ＆ Chambers,

T. M. (1998). Perceptions of real estate brokers and buyers: A sales orientation, customer orientation approach. Journal of Business Research, 17,

175-187. Fang, E., Palmatier, R. W., ＆ Evans, K. R. (2004). Goal-setting paradoxes? Trade-offs between working hard and working smart: The

United States Versus China. Journal of the Academy of Marketing Science, 32(2), 188-202. Fermando, J., & Marshall, G. W. (2004). Critical

success factors in the personal selling process: An empirical investigations of ecuadorian salespeople in the banking industry. The International

Journal of Bank Marketing, 22(1), 9-25. Ganzach, Y. (1998). Intelligence and job satisfaction. Academy of Management Journal, 41(5), 526-539.

Gareth, Jones, R., & Charles. W. L. (2000). Strategic management theory: An integrated approach. Houghton mifflin Colorado: massachusetts.

Greene, W. E., Walls, G. D., ＆ Schrest L. J. (1994). Internal marketing: The key to external marketing success. Journal of Services Marketing, 8(4),



5-13. Gronroos, C. (1981). Internal marketing- an integral part of marketing theory. In J. H. Donnelly, and W. E.George, (eds.), Marketing of

services. American Marketing Association Proceedings Series, 236-238. Hampton, G. M., & Hampton, D. L. (2004). Relationship of

professionalism, rewards, market orientation and job satisfaction among medical professionals the case of certified nurse-midwives. Journal of

Business Research, 57, 1042-1053. Heskett, J. L., Jones, T. O., Loveman, G. W., Sasser, W. E., ＆ Schlesinger, L. A. (1994). Putting the service

profit chain to work. Harvard Business Review, March-April, 164-174. Heskett, J. L., Sasser, W. E., ＆ Schlesinger, L. A. (1997). The service chain:

How leading companies link profit and growth to loyalty, satisfaction, and value. New York: Free Press. Holmes, Terence L., ＆ Rajesh, S. (2002).

Effects of job perceptions on behaviors: Implications for sales performance. Industrial Marketing Management, 31(5), 421-428. Hoppock, R. (1977).

Job satisfaction. New York: Happer and brother. Judge, T. A., Locke, E. A., & Durham, C. C. (1998). Dispositonal effects on job and life

satisfaction: The role of core evaluations. Journal of Applied Psychology, 83, 17-34. Judge, T. A., Locke, E. A., & Durham, C. C. (1997). The

dispositional causes of job satisfaction: A core evaluations approach. Research in Organizational Behavior, 19, 151-188. Kalleberg, A. L. (1977).

Work values and job rewards: A theory of job satisfaction. American Sociological Review, 421, 124-143. Katz, D. (1964). The motivational basis of

organizational behavior. Behavioral Science, 9, 131-133. Kreitner, R., & Kinicki, A. (1995). Organizational Behavior (3rd ed.). Chicago: Richard

E. Irwin. Krishnan, B. C., Netemeyer, R. G., ＆ Boles, J. S. (2002). Self-efficacy, competitiveness, and effort as antecedents of Salesperson

Performance. Journal of Personal Selling ＆ Sales Management, 22(4), 285-295. Lefcourt, H. M. (1972). Internal versus external control of

reinforcement revisited: Recent developments. In B. A. Maher (Ed.). Progress in experimental personality research, 6. New York: Academic Press.

MacKenzie, S. B., Podsakoff, P. M., ＆ Gregory, A. R., (2001). Transformational and transactional leadership and salesperson performance.

Journal of the Academy of Marketing Science, 29(2), 115-134. MacKenzie, S. B., Podsakoff, Philip M., ＆ Richard Fetter, (1991). Organizational

citizenship behavio and objective productivity as determinants of managerial evaluations of salespersons’ performance. Organizational Behavior

and Human Decision Processes, 50, 123-150. McIntyre, R. P., Wheatley, E. W., ＆ Uhr, E. B. (1996). Psychological influences on adaptive selling

techniques in the real etate sales force. Journal of Professional Services Marketing, 13(2), 137-150. Muchinsky, P. M. (1977). Employee absenteeism:

A review of the literature. Journal of Vocational Behavior, 10, 316-340. Naude, P., Desai, J., ＆ Murphy, J. (2003). Indentifying the determinants of

internal marketing orientation. European Journal of Marketing, 37(9), 1205-1220. Parasuraman, A., Zeithaml, V. A., ＆ Berry, L. L. (1988).

SERVQUAL: A multiple- item scale for measuring customer perceptions of service quality. Journal of Retailing, 64, 12-40. Park, Nigel F., Cravens,

David W., ＆ Nikala Lane, (2003). Sales manager behavior control strategy and its consequences: The impact of manager gender differences.

Journal of Personal Selling and Sales Management, 23(3), 221-237. Piercy, N. F., Cravens, D. W., ＆ Nikala L. (2003). Sales manager behavior

control strategy and its consequences: The impact of manager gender differences. Journal of Personal Selling and Salesmanagement, 23(3),

221-237. Porter, S. P., Wiener, J. L., ＆ Frankwick, G. L. (2003). The moderating effect of selling situation on the adaptive selling strategy-selling

effectiveness relationship. Journal of Business Research, 56(4), 275-281. Organ, D. W., & Ryan, k. (1995). A meta-analytic review of attitudinal and

dispositional predictors of organizational citizenship behavior. Personnel Psychology, 48, 775-802. Rainey, H. G. (1985). Understanding and

managing public organization. California: Jossey-Bass. Rita, M., ＆ Connie, J. R. (1997). Job satisfaction and management style. Public

Management, 281, 32-34. Robbins, S. P. (1996). Organization Behavior: Concept, Controversies, and Applications (7th ed.). Englewood cliffs, New

Jersey: Prentice-Hall. Robinson, L., Marshall, G. W., Moncrief, W. C., & Lassk, F. G. (2002). Toward a shortened measure of adaptive selling.

Journal of Personal Selling & Sales Management, 22(2), 111-119. Rotter, J. B. (1966). Generalized expectancies of internal versus external control

of reinforcement. Psychological Monographs, 80(1). Rucci, A. J., S. P., ＆ Quinn, R. T. (1998). The employee- customer- profit chain at Sears.

Harvard Business Review, January- February, 83-97. Schermerhorn, J. R., Hunt, J. G., ＆ Osborn, R. N. (2003). Organizational Behavior (8th

ed.). New York: John Wiley & Sons. Scot, M., & Mitchell, J. (1972). The development of a money-handling inventory. Personality and Individual

Differences, 17, 147-152. Seashore, S. E., & Taber, T. D. (1975). Job satisfaction and their correlations. American Behavioral Scientist, 18(3),

333-368. Silverman, S. B., & Day, D. V. (1989). Personality and job performance: Evidence of incremental validity. Personnel Psychology, 42,

25-36. Smith, P. C., Kendall, L. M., ＆ Hulin, C. L. (1969). The measurement in work and retirement. Chicago: Rand McNally. Spector, P. E.

(1982). Behavior in organization as a function of employee’s locus of control. Psychological Bulletin, 91, 482-497. Spector, P. E. (1985).

Measurement of human servic staff satisfation: Development of the job satisfaction survey. American Journal of Community Psychology, 13(6),

693-713. Spector, P. E. (1997). Job satisfaction: Application, assessment, causes and consequences. Sage Publications, Thousand Oaks, Calif:

Corwin Press. Spencer, L. M., & Spencer, S. M. (1993). Competence at Work: Models for Superior Performance. New York: John Wiley & Sons.

Sujan, H., Weitz, B. A., & Kumar, N. (1994). Learning orientation, working smart, and effective selling. Journal of Marketing, 58(3), 39-52. Suter

T. A. (1995). The integration of internal marketing into the organization culture of service firms, proceedings. Southern Marketing Association,

431-435. Tansuhaj, P. S., Randall, D., ＆McCullough, J. (1988). A service marketing management model: Integrating inernal and external

marketing functions. The Journal of Services Marketing, 2(1), 31-38. Tokar, D. V., & Fischer, A. R. (1998). Personality and behavior. Journal of

Vocational Behavior, 53, 115-153. VandeWalle, D., Brown, S. P., Cron, W. L., ＆ Slocum, J. W., (1999). The influence of goal orientation and

self-regulation tactics on sales performance: A longitudinal field test. Journal of Applied Psychology, 84(2), 249-259. Verbeke, W., Belschak, F., 

＆Richard, P. (2004). The adaptive consequence of pride in personal selling. Journal of the Academy of Marketing Science, 32(4), 386-402. Vroom,

V. H. (1962). Ego-involvement, job satisfaction and job performance. Personnel Psychology, 15, 159-177. Vroom, V. H. (1964). Work and

Motivation. New York: John Wiley and Sons.


