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Relationship between sales force reputation and customer behavior:

Role of experiential value added by sales force
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5. Discussion

The study provided useful knowledge for understanding the
source of the experiential value added by a salesperson and how
this value influences customers' behavioral intentions. Based on
the idea of experiential value (Holbrook, 1996; Mathwick et al.,
2001), this study attempted to determine whether certain adapted
dimensions of EVS identified by Mathwick et al. (2001) in US
catalog and Internet merchandising contexts could be applied to
the sales force context. The findings revealed that while service
efficiency and service excellence constitute two distinct compo-
nents of EVS, these dimensions were combined into a single di-
mension referred to as service productivity in the sales force
context. This outcome indicates that the extrinsic active value and
the extrinsic reactive value are not completely separate in the sales
force context. However, our finding clearly demonstrated that all
the aspects of experiential value investigated in this study were
relevant to salesperson management.
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