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ABSTRACT

Salesperson is not only the most important assets, but also the core of customer value
creation and competitiveness. The professional competence of salesperson will influence
customers’ service quality. With the characteristic of repetitive work, long working time and
diversity of customers’ needs, the emotional competence of salesperson will influence
customers’ experiential quality of service process, relationship quality, word-of-month, and
repurchase intention.

Formerly, there were little empirical studies focusing on the relationships of salesperson’s
professional competence, emotional competence and customer loyalty. This research tried to
explore the relationships among salesperson’s professional and emotional competence,
relationship quality and customer loyalty. The empirical results of this study showed that: (1)
Salesperson’s professional competence and emotional competence had significant positive
effects on relationship quality, (2) Relationship quality had a positive effect on customer
loyalty, (3) Relationship quality had a mediate effect on the relationships of salesperson’s
professional competence, emotional competence, and customer loyalty.
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