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4 — 1. i - 3K (2006) 12 & % B X FOWERAFL~DHEH
4 — 2. Jacobs et al. (2001) (2 X 2B & FoOHCCHR~DIEH

4 - 3. A (2014) 12X 2 & FOHCHRORE
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5~ 1. BUERIEOHEE & H5EI 51 2 M

5 2. G LFISHT 5 B & FORBINEEO i
5 = 3. AHIIRGELIAN O A T b

L

EEPUN

(D

ARE, A (2017) £ LICKIBICMEBIEEZ LD TH Do Lk > T, Ao—fBIFRA (2017) ot
BEELRLHTHD D LirL, &L ETEBMITMENOFRTH 2BA (2017) 128 LT, KR
WELTMEDT oML, HmFEHRO b LG L 2MER TR ZORFZ HOTE Y, FISEEHDT
BARTHRL L 72D D TH L, Do &b, AT e LTot ) Y+ 71 2k L
Twa,



1. IROFREBN

AR, ¥ LHBEROH LWL II 2= =2 a VIRRICBWC, A Y9575 414 7
AI2= =Y arhPROONTVEL A VF I T4 7 -a3ar—varveix, a
32— a BT AFERMIZBWTHEWIZIAy =YX L) 2{7H) L% E
Wt B, =4 T4 Y Z7OXRTIE, REZTTHELAMEEZD FTRYIZII2=r—Y 3
BT AR E ERT %,

BRIZEA VI =2y MREOXEL AT N7 5 VR EENA WVBEROE LD 5,
W¥ET 2 TH A PRSNS A ERGINII 2= r—Ya vzt 5PN L
WCEoT, HBEHEIEEICHLTUOTHLEITHLHHICERZS ) 2 iEL o
Too BEDMBBEOEZHML I EDHTD R o270, HEEORZIE L EENHICK
ML L%, HEEPDLMIKRDOLND X)o7z,

EE, HEEOF R, L2BERER, ~—F7 T4 YIS 5 L2 HE
L72SNS Eo¥f A v 2 — Y DOIUE & Vo 2 EEHOFHMIZL S RSN 5, BIREVD
X, 29 LB ESEDARY FRF vy v R_R—V E LTHRENIZERS N THWADTIE
%, HEW, HROZIEEE LTIThRTWAEE VI ETHE, TDXHIAL VT T
T ATRBETICBIIAY— T4y 7 - a3 ar—3a RN - 728U
FOBEMTHEELRTT LI L IIAEICE > TEELPETH S,

WL BEENBEROA V5525747 - a3 22— 3 VIR EERE
LERB. RABEERHRLE LIAERN IR ST, HBEEZ [ HW2EHE] L& 2
T&7ee =W, AVIITIT47 23— a fEclR WEEZ#HINII 2=
r—varyERIELTERT S, Thbb, TNFEFTOLREWNE ~—Fr 740723
=y a M ROEZFTE A V57574 TREETICBYAY—FrT 17 - 0
32— arvERZLIEDPEHEE LV, BINTARE LTORLRHEREROD &, 3%
CHBEDII 2= a v 0H ) e HRETALEND S,

FnTE, L, BNEAREL LTOHBZOMICIZEDL ) RaIa=r—a s
BEENIDTHAI Do =7 T4 ¥ 7 TR, MEZIZ DIEEED, ¥R
WLAREEZRETHMHERICE o TR - RESNDZEY - F—EXZ KD D &) X
PHEEINTVD, 2OLE, REEFHETFLLTOVETHY), HEHIFHLTFELT
DY TH DB, L72DoTC, iiLFTHLHBEHEOR (MESER) ICHEMIT S, HbH 0
BHBEZROFZGIEHT E W) LS, BEFLLTOREIIIRDOLNLZEA 9,

U FoREEROD L, RUGETIAY—4 T4 7 - 33227 —2a v OREFZDOVEDT
H5H, NIEFED LRIZB W CTiliam ST & 72 [EEE (listening) | & WO EEIZERL, 22
DFFEICE) M, O EDIL, S Z A 520D EREOHETTH 5. b VDI,
Sk~ =T 47 A3 —a VIR OB S 0@ TR OMETH 5.

WL TIE, 9 ARG T b N T & 7 5E 2 8BS 50 4512, ERE
R ZIT> COALIIFEICHELNZ YT, O L ) ICHEMSEW-> TE 022 BERT 5,
Z D%, HEOFEUBE S TH 5 [ L& (empathy) B2 & DBRIZOWTEMRT S, 2512,
I & RO H B [HOBR (self-disclosure) | # k5 W2e 28U T, LTI L5 H
CHR ZEHE S 2 EHRIZO W T OHmm BBl 5. HIEMSIE D &b S0P RHIR



LHZDOGETIRbNTE 72, 22T, TNODOHBHOHILD BT 5, &z, HEMS
FHIET ABOMEL, WAinwW—r 547 - 33 22— /a/lk(}i'/\@ﬁﬂaj‘bﬁ
WZOWTEET L,

2. AMERFEICH T ZEEERL S DRIE

=TT 4 Y ZWREOEBRII BT, AL T AWISE (personal selling) @ 3L
RCFEHONTEL 58 ) FEEHWTFORMTELLZMAMII 2 =r—v a3 YIZBWT, 5
D FICLBEEORE L, ZORE (BHWTr50BHRME, BLhhlon7r—<r
) BMEENTE 2O L) BB FLEHOWTFOMBRTE Z 284, HBANICIZFEIC
0T WGEH, 7 ENA =% L) BHEFLRY, BWF (BR, N Y—7%8) dE6L
Fle2, LFTIE, Y FHAMET BOFME2HLTFE LCL, liofiEr &0
IR L CEX 72002 BHT 5,

2 — 1. Ramsey and Sohi (1997) (CK 38& UFORE & U TOFHH

Ramsey and Sohi (1997) \ZEEM 2O Z HICEIEMA» S )HMATED, TOHOM
BEZ ) BFIEICBOTEE L FIHENTW S, 1S MRS X - THHEBAZ 173
GLDT— % RWE, GRS ORERE 2 B L7z, BB TIIIRGEB O GREATE N3
5 HH (perceived salesperson listening behavior) &, # DR (HIEFTEI OB E) T
H LW KT B EFECHE, & L TEHHOMESEN (interaction, 22 TlERH &R
WBIE o 72FR) OWREEE R TV 50 K113 S AR U 7GR & O ff ik & &5 1A
BEDHBREETMELIZHDTH 5,

1 DM, HAHTHAZIG DS DE 2 HEHEMETH 5. M5 1 3HEE 3 oD%

X1 : Ramsey and Sohi (1997) | & 2 EEEHI = (CEEd AR ET IV

-
R
sensing
el :
evaluating
responding

IRFTEE DR
satisfaction with
salesperson

SHOEEER
~DHEAfF
anticipation of
future interaction

IR5E & DIEEE
salesperson’s
listening

IRFEE~DIEHE
trust in salesperson

\\

RIRCEALBYMERBE A BRT 28 ERT, BAL %

il ISEE WD 32DRTT (HDVIE—RAF) THE R

ENBZZREFELTEBENTWS, RFEEEEHR, RTE~DHR. SROBEFR~ DR
(:7f§<7)EX%\T EtE) D30, EREOERERELT
BREINTWND

O BFIEANZRE, BFEOAREINPBEROBIETRT, nsldMANICENINZZ L ERT,
Hidl : Ramsey and Sohi (1997) , p128 DX 1 & p133 D FK 4 # B L1k,



TLEFFOFEKHNFHEE L LTRIL Tw5, MiHICE 21E, G & (sensing) J, [FF
flli (evaluating) J, [&45 (responding) | D 3 DDRITHER S NDL L v,
B—DWRILTH HEME I, HE»SHEELN L4 LRl (stimuli) 228 T52 &
RTHEDPLIEEEMZT TR, HOFM—vREF R LS R LIESHERRD R
HoND, €9 LRI ERRECER NS 2L MEET T 201 LFE) TH 5,
BORTTH LM E L, BEPSDA Y b —VDEREZELZ L 2T, BEOE
PNTVWERRER EZHEL DD, BEOLNIA v =TV OERIMH, & L THAE
RO %I 58BN Ta L ATH b,
BE=ORICTHAHIBEE L, BEDPOLD Ay =T LT, EBIZIEZ S Z 2T,
W74 IV 7T, WYLRNEETHIEIROSNLITEHNL T A TH b,
3ODRICIZOWT, L DECMBIZIZRTLIICEEDMNEREZRLL DN RV,
Ramsey S5 AR L7z, &AL 3Hl, WED320 70t AT E N5 & v o) HEERE S O
A, RIS B EREIE 22

2 — 2. Castleberry et al. (1999) IZ & 2HZF OB

Castleberry & & BRI AIRFEIC BT A EEME & ORE & %2 3T T E L Tw b, i
5072k, W EEMICHEETE TWE2 LI 2 llETAIRNEORIEE H L
LTWwb, AIRFED TIRIZEB T A2 A OMEEED IO WU, A% H 5\ i

% 1 : Ramsey and Sohi (1997) IC KA EEOERERERE (7 ARE)

A. BH] (Sensing)
SE1 #h721F IR LT/ (Focused only on me.)
SE2 Lonl) &EBAERTEL T (Kept firm eye contact.)
SE3 AOFEEBENTVWEZENDDN DY T RF v —DHo7:
(Nonverbal gestures suggested he or she was listening to me.)
SE4 2 5% % 5 IR R 7 (Seemed bored.) *
. i (Evaluating)
EV1 & WEFfIc2 A 57 (Asked for more details.)
EV2 FhDEM%EBINDEETE WEZX T/ (Paraphrased my questions.)
EV3 FADIBE % L A2 - 7= (Didn't interrupt me.)
EV4 SEEASBEICZ X T & T 7z (Changed subject too frequently.) *
BAELTVWR I E2—EBHICBRLLS L LTWE
(Tried hard to understand what | was saying.)
C. 5% (Responding)
BIZAZRA/ =050 TIERL, Lon W e LAEFETREE LTWE
(Used full sentences instead of saying yes or no.)

REZ ArSRERICE L CREEL ZIEREZRHEL TN
(Offered relevant information to the questions | asked.)

RE3 &3t h o Bl itk F 25 A h 2 7= (Showed eagerness in his or her responses.)

@

RE4 #7214 2> 7 T&EZ T N7z (Answered at appropriate times.)
Ik ISEERIERZE%RT 5,
gt © Ramsey and Sohi (1997) , p.135, APPENDIX % & & (21




WTEHFIC L 2N A v =Y LIEFIHEMN A v £ — DT 5 B 2 800, R, 5F
fifi, IO T+ Z2DZ & (the cognitive process of actively sensing, interpreting,
evaluating, and responding to the verbal and nonverbal messages of present or potential
customers) | &9 Castleberry and Shepherd (1993, p. 36) #3JHLCTw3 @,

Ramsey 5 DRI L C3WICHEETH A 2 & B L7204, WoE H OMEEERE 2 xd
BBFDOAREBEOMICR Y 74 72 BARZ LB L Twa RUIZEHEE L oo b, Bl
(listening ability) & WR5ERE)) (sales performance) DEMRIZOWTIEH LI EN T v

B L CTWb, 209 2T, HEAHINOMEIERE I E REDOFEOLEEICE R L T b,

MR VMA@ 2 HIFL T, B to B, B to COR & &ie/hag, T3, Rk, ¥ —
YR, ol E 2 MAERNRIZL TWb, mEMIZ604 2 DWGER 7 — 7 2 UE, 547
BAT o7z fEF L LT, 3oL, 143HH TR & 11 % Interpersonal Listening in Personal
Selling Scale (ILPS R, AWIRFEIZ BT B EAMOBEE) & LT LHTWD (F£2),

Castleberry 5 OWFFETlE, WMIEBIC X A2 HEHMI & L Tl ZE T 4% M2 Ramsey 5 & &
B BH, B L T 5 3WITIZFEAIZH U TH %, Ramsey & Offi 9 §Fii (Evaluating)
WX A i & L CHLEE (Processing) Z WV TW A EIZE 2 255, i L ) & LB DTy
WIEWERZFFOZ L ZHHICZOMUMEICE R LT,

%8B, SBROMEE LT REOZYEZEHDAL72OICHWFE GELF) #n, Woes (B
ET) 2HFHILATV YA L, MBOMEICL LH & MO LEEICLS AL
TWwWab,

2 — 3. Bergeron and Laroshe (2009) (2 & %55 L F EEE FOEAIED S OF

Bergeron and Laroshe (2009) 1%, Fik@® Ramsey &, Castleberry b D32 % & & 725G
e % b L2, B E2S3RITHEE TH 5 & HE L7z 1551358 O SR T o E %
KDL HITEHEDT T D, L 1E, SHENA Yy -V LIREFHP A v -T2
xf L CTAT b IS BRI, GRLE, 2L TRED D bORERRNITAETH % (Listening
is the selective act of physically sensing, mentally processing, and responding to verbal
and/or nonverbal messages.) lo Z DEFZNEHET L DL, MHEEAFRHANEE) (B - £z 5
ZL), EMHIGE) (B KU B2 L), ITEIIGE) (B T8 2R3 2 &) ORAIEET
HHIEREEN,

BE—DRILTH 5 HERMEI L X, SN, ESHEN X v =TI 2 BAERNICZITNS Z
ETHY, ROEARNLBREOERZL VI ZLDOMATITHIZEMEZITF->Tw 5
DX LT, Bergeron 51X [ KM L VI FSEEZMAMT A LT, TOEKE LY i<l
RLTWh,

BORILTHALIUIL L 1Z, AoTE XAy b=V LTEKRZE )Y TS, H
ETFoLmEE G, R, ik L) Thb v, FITRAMRIGEITIEH 525, —
HICIEREN 2Mm S FENL MOMFEL ZRZ Y, WML W) FELMINT 22 LT,
COTEHHARESEBN RO TH A LML TWbH, 29 L-HIILHE ) & T
DO, S, B, MR L TIThbha b2l v,

(2) Ramsey and Sohi (1997) Mk EFmEZTIHL TV 5,



% 2 : Castleberry et al. (1999) (C& 3 ILPSRE G ARE) ©

A. AN (Sensing)

FEEVWFAZFLTLD ZLICONLRICHITTVWE I EAE-E Y &RT,

(I project an impression that | sincerely care about what the buyer is saying.)
MEEWFEDTA V20 b LEET 5,

(I maintain eye contact with the buyer.)

FEEWFICH LCRABPEREZ RS 20O B,

(I nod to show the buyer that | agree or understand.)
FEWFOFREENII 2= —>a v EHd,

(I read the buyer's nonverbal communications.)

REEVWFORAZERL LS EBHT 5,
(I make an effort to understand the buyer's point of view.)

EFEVFEORBRERZ S ET 5,
(I try to find things | have in common with the buyer.)

B. 3 (processing)

FATEWFOFEDEEHT 5%,
(I don't interrupt the buyer.)

FIEFEREBA L,

(I don't jump to conclusions.)

i, BOWFNIAES 00 A RBH2 LY HFES BLERADDEFD,
(I wait for the buyer to finish speaking before evaluating what has been said.)

C. /5% (Responding)

FlELonY LEMET 2,
(I ask probing questions.)

Flx T EBBWALTEITN?] thofe, FEMGSE2EMET 2,

(I ask continuing questions like "Could you tell me more?")

U (R OBEREBRTELIEIAIETCELA] EWote, FOBKREII-EY S 2HEMET 2,
(I ask clarifying questions like "I'm not sure | know what you mean.")
REEWFLNEFELILZEPBRLIEEE VTR,

(I restate what the buyer has stated or asked.)

MEEWFNE 72 L2 ENT 2,
(I summarize what the buyer has said.)

Higl © Castleberry et al. (1999, p.33) @ 1 % b L 11,

BEZORILTHADINEE, A vV IMFA LA LEZFELFIORTOICHETF
DR TIERZ &) o IS BT BI0E 2 E AT AR E LTRI Lz ) %
MALERELZAT =V,

BB, INLOERERITCIIH LT, HL ETTWRTOIRICFLL72d 072 L @il L
TWbe =T T4 Y 7IZBIFLLZ L OMEMEERL L HIZ, ZoMEDESRE KITIE
[ CIRAFER (context-specific) ] 2 d D72 FIR L TV 5 mIF BRIV,

Bergeron and Laroshe (2009) ®EBRIE WIS ) D E2H b, TNEH T v 7D
RNHTHD, BATHEN G L FICL2HETFOMG L, MEFICL 2L OWT
NCHET S ENLVH, oL BRZRREREZ HIEL, S LFEHEFOmM

(3)  EBIZHET 1 AIEE, KW+ 2 HUEAL KW 3 23LHI7555, Ramsey and Sohi (1997) & ML 3w I
FoEZ 2 L7z




25 DF i Z L7z k774 F % - 7T ENRALF =418V TNk, 207
FNNAF—DEBEOBEBETI8 » TVENEL, TNZFNIZOWTHTZEL TV 5,
#EH L LT, Bergeron and Laroshe (2009) 3% & O 72 HIER EA %K 3 TH 5,

5% 3 :Bergeron and Laroshe (2009) |- & 2 EFERE (7 =R E)

CDZ A F I T RS B~ [2(The financial advisor--)

RIT1 @ BRRIRAN(Physical sensing)

FEENAvE—Y (Bl 5HDE) zRLE
(Employed nonverbal language(for example, occasional head nods))

gEhLTW
(Stayed focused)

TAAYEY MR LK
(Kept eye cocntact)

RT2

L DEIRLEE (Mental processing)

HLTWBEE, Ffizshoni
(Asked for more details while listening)

ORAEEBEL LS LB
(Made an effort to understand my point of view)

DA EIE L <BBIRL 72
(interpreted my concerns correctly)

D= —X%FBICLRBOHT
(Evaluated my needs quite well)

RT3

1 5% (Responding)

fhoSh7-ERICH LTEET 2 I1EREZRE L

(Offered relevant information to the questions | asked)
FBRRCEWTWR I e DD D LI BER AL 72

(Answered in a way that showed he/she was carefully listening)
ISEICRENR o

(Showed enthusiasm in his/her responses)

BOAREA IS TEATW

(Answered at appropriate times)

i

: Bergeron and Laroshe (2009) , p.15, % 2 % & & 121

3. Rogers IC &k 2 1EBAVERE & HEZ RO TR

Rogers I & A FEM MM EE (active listening) D& 2 HIZHKDO &, L& (empathy) Ot =
LD ANEFEIZ, Aggarwal et al (2005) & Drollinger et al. (2006) 253 % . % S O
e 9 5121%, 9 Rogers DE X T EMbLENDH L,

Carl R. Rogers &, R LDHOBIBHIBWT T SA T b CREE) LHRBEZELEDH Y~
L) 70BN FIERL, % < OERBIA O NHBIRIS T 2 AN 2 BEEZ WL

LR RETH D (2R

- F/NH 1999) o ZOWFFERE R, BIEED A &) v 7R Hk

BT L TRELEELH 2T,
AEITIZFET, TDRogersDH z % = J5 - Hi/hH (1999) DLk iciko % F L b, £
D%, NBIRIEDCIRIZB W TRogers D#E 2 %51 L T % Aggarwal et al. (2005) &



Drollinger et al. (2006) DHFZE % BEBIT % o RIS, FEMIZED N H0 5 =5+ FiziH (1999)
FE & 8D 7R A TS O RN E A BB 5.

3 — 1. Rogers |- & 21E1BRYERE & (&

=5 - Hi/hH (1999) 13 Rogers 12 & A BBREIEICOWTHIBICE L HTWwE Y, =
SI2 XL, FEmEEEE X, [ — - 23 v — X (Carl R. Rogers, 1902-1987) A5 D 4=
HEEREBLTIREL, AMBEEOREEICESWTHFORZMEL THEZ S L34
H1Thb, LT, ANHBRISHTAERNLEBE L LTE00RKNEG 2B L7,

H—12 [ L& (empathy) | 72\ L [ L&A PE# (empathic understanding) | TH %, Zh
[ H7=200 [HGPHFETHo 726 1 EZ2500, HEOFZHEVWTWZ L] %
BT %, B[S0 H EREL (unconditional positive regard) | TH 5. Tt
PO LTWAIENEARIETH->TD, BEATHEN LML ZF > Tl %Il
WTALIETHIE | ZEKRT S, 512 HE—3 (congruence) | THh b, THUL[EE
ZHNTWL2ANOHGTHH T HEEICHDLIFN]THY, [ATVWBEIABZDONS
LLZD GELFL D) BRICHEDL Z L] ZEKRT 5,

ZELORMRIZEDITIE, Rogers DE 2 HL, GiL TFEHEE T Lo AMBERLZVWLIZa
I =g VOMFICEZEEE RE L, AMBERICHT 5 3 DOREEHNEN 5 Ok
WHGTHEVIEHELTEEOONS,

Aggarwal et al. (2005) & Drollinger et al. (2006) ¥\ 37 b Z 9 L7z Rogers 2528 L
7o NIRRT A AR R BIEDO VDO TH L IEDEZ FEFIHLTWAEY, ThE
NRGEDMEOW T2 LTWD U, WiFEDENEZRERT 5,

3 — 2. Drollinger et al. (2006) (& % B S & & L T Active Empathetic Listening

Drollinger et al. (2006) 1%, & U & EEZBEMIEEOER L L CTHBHMEZ I AATS
Active Empathetic Listening (AEL, FAR1ILEKMGIEE) 3B L, RE/LL TWw5, AEL
SR PR A I L 2R IER SO A Th B, SV AT, ATolET ok
ADBEHFITHBEDIHEAENTVDE L W) E 2T TH DY ZOREKKITIIMD J4T 0
ZEE U A, B, INED 3RO E NS, 7272, — M HEEL D EHETH
5T ENERIN TV,

FB—ODOWRILTHLHEMTIE, BICSEL2Z0FFICHLOTIZ AL, FEWHRT R v
t—VELELMAL I EZ2I/T EWHRMA Y=V X SELTFOLCE, i AHEE
(proxemics), ZIH, FO +—, &7, B L Vo 2IEFEHEMMHERE FRL TV 5,

BEOWILTH AL L IHE TFORAMMIEHTH 5. 2 NITPH (understanding),
fi# B (interpreting), #FAli (evaluating), k2 (remembering) @ 4 D DFERED B 5o B
FEHIIMHLOBRICBWT, BB L2 L2200 G, BOFKREEL 729012,
AN UK E, ZOMOBMOER L Z i L (R, U IRTO X v =T D
EEEZ W 2 720 1CBE T 2 M A L GHil), o BT 2720125 EoHIC
(4)  ThUIEED Rogers (BT 2511, =5 « #i/hA (1999) 2-9 X — Y Db 2 212 L T b,

(5)  Drollinger et al. (2006) T, MDEATHIZEIZ B\ TILREBES & BUEBES & 255 4« OBEE L LTIRZ M TW
HIEEHMLTVAS, TDOLT, WMHEZRA LB TO AELMEOBEMIEIZE L T2,




Ay l—=VRZNIMNEET 502 ERT L (BE), T 52 TIRMRIDE L 2R R
WELDLEVS,

FEZORITCTHDIDEIHETAFE LTI LTEEALHVTWALZ L ERT DI
BT TFNVEERT 2, @ LRFIIREEZITME L, MWTEH 2 TR I EEMEL,
EHICELEETAZ L2 ENDL, 29 L BRIESELR (9D 2o0%, £ELRE) v

LR (Fudbnob, BRINZEM) 215,

ARG O SCIRICBU BRAE O ¥ —7 &) TR 584 (1649~ 7)), 28IChH
7= E~OHEFHEHRA (1| H 1519 > 7V, 2 H 1754 ¥ 7)) Z#T, R
BICAELREZ F LHTW5 (F4),

% 4 : Drollinger et al. (2006) IZ& % AELRE (7 =2RE)

AT 1 : BH(Sensing)

1 FEEEINFELTVWAWI LIS LTEBRETH %,
(I am sensitive to what my customers are not saying.)

’ FIIBEENSEICKRIAVWNATRET S Z L IC5D<,
(I am aware of what my customers inply but do not say.)

FIBEEDESBRLTWDIONERTE %,
(I understand how my customer feels.)

FIIFEEINDEEU LD L ZRLARAHEC,
(I'listen for more than just the spoken words.)

AT 2 : M3 (Processing)

1 FIEETNCAETEZRMD ZEICESTRELIERBEBVWHE 2 L5 ICT 22 ETREZRLSE D,
(I assure my customers that | will remember what they say by taking notes when appropriate.)
2 MEEID LA IV TERO—E - Nz,
(I summarize points of agreement and disagreement when appropriate.)
AIEBEDORT FA ¥ FEBZ TV,
(I keep track of points my customers make.)

RF 3 : & (Responding)

1 SECL->TIHAEVTWAZ L2 RLERERLSES,

| assure my customers that | am listening by using verbal acknowledgements.)

IBEDEZEZIFAND Z L TRLEE D,
(I assure my customers that | am receptive to their ideas.)

BEOSHELAZERLTVWI I LERTLIALEHRET 2,
(I ask questions that show my understanding of my customers' positions.)

FIFBEEICH L, LCEEBLTHOWTWAZEERT BIZIE. S HDIE) .
(I show my customers that | am listening by my body language (e.g., head nods).)

Hidt © Drollinger et al. (2006) , p.174, % 3 % b & IT/EMK,



3 — 3. Aggarwal et al. (2005) |Z & ZMEEEDEITERE L THOHEK

Aggarwal et al. (2005) Tix, Ramsey and Sohi (1997) ®EF V% &2, RO FEEN:
ZHNTWD, LA L, Drollinger et al. (2006) & 3572 0, EEFTEIOM%ATER & LTt
DL LR LTS, Aggarwal SOIEREZ T L DL DONES TH 5,

Aggarwal 5 DOWFZEIZI1E, EFFZEH & L T Castleberry, Ridnour, Shepherd & % % i 1a
TWh, L72A5- T, Hiffi TS~ L7z Castleberry et al. (1999) & #igtEo B A 32 & % 2
L EDVENTH D, LA L, Aggarwal et al. (2005) T, Castleberry et al. (1999) TR
L 72 ILPS R & % fIv»¢°, Ramsey and Sohi (1997) (2 & 2 HEER FE 2 T b, gAS
LIIB to BORZEIZHDZNA Y —THY, i LTSI 2EE T (WeH) oA F v
DMl Z LT\ %,

%5 : Aggarwal et al. (2005) ICHF B HBORE (7 5RE) ©

1 Z0E—IVRAN=Y Y FRDI &R, ZOBBICHIFIRORENCOVTERELTL D,
(This salesperson understands me and my role in this organizaion.)
2IDE—IVRN=Y v ERYEYELTVWDEE, BAESFHICA ST,
(I have lousy feelings when dealing with this salesperson.) *
3IDE—INRN=Y VEAREICFAOTIF L B LTUL D,
(This salesperson really understands my feelings.)
4 ZDE—NANR=Y v EFRNED,
(I feel as if | am on the same wavelength as this salesperson.)
5ZDE—INRN=YVFEDLSICIAZEZTVWDDOAEEL TR,
(This salesperson does not understand how | think.) *
6 ZDE—INRN=Y VRINBERRET2DICHELABICEATL S,
(This salesperson has a lot of knowledge about how | need to make decisions.)
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