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Abstract

Sales force as a strategic and valuable resource in the organization can be very
effective in adding credibility to the company in shaping and creating special
value as well as in customer loyalty. The main purpose of the present study is to
investigate the factors and propellants of sales force special value with a com-
prehensive look at the characteristics of sales force agents; the value added by
sellers and customer behavior on service delivery. The research method is ap-
plied with a survey nature. Data gathering tool was a questionnaire with 32 in-
dexes whose reliability was confirmed by Cronbach's alpha (9.81%). The statis-
tical population is all customers of Day Bank branches in Tehran. Random clus-
ter sampling method was used and 384 healthy samples were collected. Structur-
al equations and confirmatory factor analysis have been used to analyze the data
and the results of the research confirm the relationships according to the present-
ed model. The results identified characteristics of sales force, perceived customer
value, and customer loyalty to sales force as influencing variables on eigenvalue
creation. On the other hand, there was a significant relationship between "attrib-
utes" and "perceived value" and between "perceived value" and "customer be-

havior."

Keywords: S-O-R Approach - Sales Force Special Value - Perceived Risk -
Sales Force Reputation.
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2 . Stimulus-Organism-Response
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1. Resource Based View



[(Ql)@“)@)asaeﬁh i (80390 4llan) S-O-R 5,595 31 oalitul b 593 0 653 38 il B p o 5959 (8955 039 Shisl Jo >0 ]

oS sln (ke Sl 550 o age Sl S5
o=l i a5 [B6] [YA][Y0] ol 035 Siar 5
e Dl sb 4 (O jed 5 slesl C Solee) s S
[OY][00] ks IS S5 (g mdoe o dd SH3 355l
ok 3 S aS ol (gslazel Ol oo ylee [T
Solebl = b lesl G ptne s G Ol e 4 Ll 5
PESNEES FSUHERE SN | (G N -SPEL I
DLl ps ddds 5 wlslo sk | Sledlbl ¢ oty b
Sl il e SLdS V] das e 15 (6 ke
Shager o=l 2l Gl &8 dnen Shle sk s
Gl lo3ly 5 el [YP] Ll ol oslinad Cvr st
ol 5 3o (Bl 5 s O asalie &S
s [NAlcad osls glr 5 5o 1) (g il 4 ey 3
Al (6 i Olaabl U (6 e B a5 oo sl o g
" S D! S Dliie S Ol
A L ol sl wle o Sage 3 (S Ol
Clpe A3 5 L o Kl 0 o Cnledd 48 S
3 osthe LG5 g e gl y il SLaS
[56] [00] [FA] 555 SlaS OT L (g min ide ol
L bl oo edd Dl Wle b5 a a5 L cpl ol
5 03 sbazel LB oo jlee) Slas sax sl S5
e Bl aalsl 5 sl Gl 6 st Y5 (o,
S =4S e sl 6 5 Al edidp b5 (6 e
Aol edidip b gl Aol s slasel bl 5 ()l

JOY][OOT[VE] .cils

039,31 (b))l
S Sl posma 5o il il @ ax S L
u?.i)l_ajwj_?@\))'\‘_;i_i)'lﬂjg,\,iaj\)lqﬁjmu
S 6ol 0 Olge asen gl a5l s ol s ol
soekdyBolgly o 5SS ol o Ble o Dol
Sy 1y 0f (s ynie 5 anils s LOT sl 2s b 5 & =
g2 50 P2 53 IPA] sl s iy a3 (S e
Sl g a0 Ol o 1) allies s 550 (5,8 Jolse
dgie glakalas b das o o3l (g 2k s odidy b G &S
by 00s 8 A5 S ch  ABL il e 4
Jsls e Jsb ps (g rie oS ol L2 S L bl
S (63,5 Olsmy A b Susd 5 S oo e ol B

AN

Oz (g Ml 5 BLSI 5 el b S
Cat D0 0T IS s o 55 e 0T b,
5= il 5 P Sa a oLy e Sl 0L i
Ll (S s (Some 3 (Sedor DMl ST Ss b S50
Cdls dal gt ol e JAY] 5 0s o) s as fy sl 8 4
[0Y] [00]

Loy aS Glosg sl a5l a8 das e 0L Jde oyl
bss 5 labealy (i@ s sd e ol s QB
GolsLoy s 5ol b sla Sy o slotiS
Ol Juce ol ol o ogdhe sls (g slael 5 odnis 3
Sl e alse 31 oSS et b (gl oS das e
Al ol w0 0B 5 Ll

S-O-R Jls 1y s el plail iy i o
DT S s oS e Ul 4 5 VS e S
5 Dl pet ol AT S 5 m O e
LS S5 Olsms Ul e b ey b slaaar Ll
0P 53 3 5h dlE Jame S e oa 5 olai]
S ool edems |85 ol S g en g8l )l
sl Shosl Sy 5 [V] Glodst CusS ([F] Cesd il
aalllan 3) 5 (0dss 352 go) asd slal Ol sie o [VA]
T S O Y OCIN P
2 5h s S-0-R Jue 53 0l e K Olss
S Fesly Olgie 4y a8 (5l ¢ 50 50 Lilan (yioeon
ool 5 ek b an L Y] 55d 0 a8 S i s
23 Srma gy Olge s Al o 58 g8 S o

K an § L

WP928 B9 oS S29
2 S Ol 4 0l5 o 1y edids b Dl yuast
2l AU g rie S, (s Wil e S 55 o s
3 Frad G pambye o sat 53 LBl a il
a5 L OB, 8 Sl gt Sl ks 2Lk
Slo e la L 5 Gose OB Ady 5 ls soas ol
el plalid s S| 2 Ja 5 T G850 5 Shas
skdig b ol Ols st 51U aw andllas cpl 5 ol
T ed s T0n s slazel Ul ndls oles il o Ol

1. Expertise
2 . Trustworthiness
3 . Reputation
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1. Enjoyable Interaction
2 . Risk Perceived
3. Salesperson loyalty
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