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The Effect of Sales representatives' Ethical Behavior in Enhancing
Customer Citizenship Behaviors: A field study on a Sample of clients of
pharmaceutical agencies in Mukalla, Hadhramaut

Ebrahim Awadh Rabe'a Ba-Sabba'a

Abstract

This study aimed to find out the effect of the sales representatives' ethical behavior, represented by the
dimensions (honesty and responsibility, manner of dealing, and proper appearance) in enhancing
customer citizenship behaviors, represented by the dimensions (customer recommendations, helping other
customers, feedback) from the point of view of a sample of pharmaceutical agency customers in
Mukalla/Hadhramaut. The study relied on the descriptive analytical approach and used the questionnaire
as a tool to collect data. One hundred questionnaires were distributed to a simple, easy-to-use random
sample, from which (99) questionnaires were retrieved. A questionnaire was excluded and therefore the
number of questionnaires that were subjected to statistical analysis was (98) questionnaires. The revealed
that the level of agreement among the study sample members regarding all the dimensions of the ethical
behavior of sales representatives was “high” at 80%, and the level of agreement among the study sample
members regarding all the dimensions of customer citizenship behaviors was “very high” at 85%.
Moreover, there is a statistical significance at the level of moral significance (a< 0.05) for the ethical
behavior of sales representatives in enhancing customer citizenship behaviors from the point of view of
pharmaceutical agency customers in Mukalla/Hadhramaut. The study suggested a number of
recommendations, the most important of which is to evaluate commitment to the ethical behavior of sales
representatives through conducting periodic field studies in which customers evaluate the ethical behavior
of sales representatives and their performance.

Key words: Ethical Behavior, Customer Citizenship, Sales representatives
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