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ABSTRACT

Sales behavior is a key criterion for judging the selling performance of salespeople. This study
exploreshowsalespeopleusesocialnetworkingsites(SNSs)toimprovetheirsellingperformance.
Accordingly,theauthorsexaminethemediatingroleofadaptivesellingbehavioronSNSsandconsider
therelationbetweenperformanceandserviceleadership.Inthisstudy,422salespeoplearebrought
indirectcontactwithcustomersinTaiwan,anditisfoundthatSNSinfusionandserviceleadership
arecrucialtosalespeople’sadaptivesellingbehavior.Theresultsprovidestrongevidenceforthe
mediatingeffectofadaptivesellingbehaviorontherelationbetweeneachantecedentandSNSinfusion.
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INTRodUCTIoN

TheinsurancemarketinTaiwanisconnectedwitheconomicdevelopment,andinnovationplaysa
crucialroleinthisdevelopment(TaiwanFinancialSupervisoryCommission,2017).Theinsurance
industryisdifferentfromthephysicalgoodsmarket,resemblingspecialandintangibleservice-type
goods,asitssaleschannelsaremainlybasedontheserviceprovidedbysalespersonnel(Haetal.,
2015).Thus,thisisanimportanttopicforinsurancesalespeople.Nowadays,thesalessituationis
changingrapidly,wheresalespeopleneedtoevaluatestrategicpositioning,emphasizingonservice
differentiation,andplanthemosteffectivebehaviortoattractcustomers,establishandmaintainlong-
termrelationshipswiththem,andusetheserelationshipstoimprovepersonalsalesperformance.
Accordingtorecentstudies,adaptivesellingbehaviorisaveryeffectivemarketingtool(Román&
Martín,2008)thatcanhelpsalespeoplemaintainalong-termrelationshipwithcustomers(Arnold
etal.,2009)andeffectivelypromotesellingperformance(Chen&Chen,2014;Rappetal.,2008).
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The issue of the effective selling behavior of salespeople has always been the focus of the
personalsellingtheory(Wu&Ting,2012).Wong,Liu,andTjosvold(2015)showedthatleaders
canhelpdevelopanenvironmentinwhichservicesalespeoplecanexcel.Theyshowedthatleaders
whohaveeffectivecommunicationskillsandserviceguaranteesareanindispensablefoundationfor
thecustomerserviceteam.Theyalsoindicatedthatserviceleadersneedtosatisfycustomerneeds,
drivevaluefor,andprovidehigh-qualityserviceto,themandencouragethecustomerserviceteam
toengageinadaptivesellingandusevariousmethodstosatisfycustomerneeds.FrankeandPark
(2006)advocatedtheuseofpersonaltraitsandmotivationtoillustratetheeffectivenessofadaptive
sellingbehaviorinimprovingsalesperformance.Adaptivesellingbehaviorcanprovidehigh-quality
service to customers (Saxe &Weitz, 1982) and can effectively regain from service deficiencies
(Ashilletal.,2018).

Fang et al. (2016) proposed that obtaining correct customer information is critical to any
marketingstrategy.Therefore,agoodsalespersonshouldhavesufficientinformationgatheringand
strategicresiliencecapacityfor theselectionofhis/herstrategies,andshouldadjusthis/hersales
behavioraccordingtodifferentcustomerneedsandcharacteristics.Parketal.(2016)foundthatsocial
networkingsites(SNSs)playasignificantroleintheperformance,astheypromotetheexchangeof
informationbetweensalespersonsandcustomersandbringacompetitiveadvantagetothecompany
(Bianchietal.,2015).However,therearestudiesthatconsidertheinconsistenciesandrestrictionsof
SNSsonperformance(Dellarocas&Wood,2008),andevenskepticism(Bergeretal.,2010),despite
thepossibleimpactofwebcrawlingandanalysisinSNSsonthevalueofadaptivesellingandsales.
Inaddition,Itanietal.(2017)showedthatSNSpromotionbythesalesdirectorhasmorepotential
forinfluencingthebehavior,competence,andsuccessofsalespeopleinthemarket.

Basedontheaboveconsiderations,thisstudyintegratesthetwomajorliteratureareasofservice
leadershipandadaptivesellingbehaviorinthesalesperson-to-consumer(B2C)marketingcontext
toclarifywhetherserviceleadershipcanhelpincreaseasalesperson’sadaptivesellingbehaviorand
understandthepossibleimpactofoverallleadershipbehaviordemonstratedbytheteamleaderon
theperformanceofthesalesperson’sadaptivesellingbehavior.Wefurtherverifytheintermediary
process that influences a salesperson’s adaptive selling theoretical deficiency and conduct more
discussionforreferencetothepracticecommunity.

LITeRATURe ReVIew ANd HyPoTHeSeS

Service Leadership
Leadershipsareoftendescribedasanattemptthroughwhichleadersinfluencetheirfollowersand
giveexamples to themforachieving institutionalgoals (Chemers,1997;Santoso,2015). service
leadershipcanshowbusinesspeoplethattheyneedtolistentotheircustomers’opinionstomeettheir
needs;itcanimproveandprovidehigh-qualitycustomerservice(Schneider,Ehrhart,Mayer,Saltz,&
Niles-Jolly,2005;Schneider,Salvaggio,&Subirats,2002).Todevelophigh-qualitycustomerservice,
serviceleadershipemphasizesthatlisteningtocustomerneeds(Spears,1998)isanattitudeandakey
tosuccess(Lidenetal.,2008,2015).Thus,serviceleadershiphasadirectorindirectrelationshipwith
customersatisfaction(Hessetal.,2014;Hu&Liden,2011).Toachieveorganizationalgoals,leaders
canhelpsalespersonsserveandexpandcustomercontext(Wongetal.,2015)andinfluencethemto
haveeffectivebehaviors(Morgesonetal.,2009;Wongetal.,2015).Leadership,therefore,playsa
veryimportantroleintheperception,attitude,behavior,andsalesperformanceofasalespersonin
theteam(Arnoldetal.,2009;Chengetal.,2014).Insummary,thispaperdefinesserviceleadership
asanobservationofinvolvementofteammembersintheserviceleadershipoftheirleaders:tohear
theserviceneedsofbusinesspeople,workwithbusinesspeopletounderstandcustomerdemand,
sethighstandardsforcustomerservice,provideclearguidanceforcustomerservice,andstimulate
continuousimprovementincustomerservice.
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