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 Chapter 6
 Salesperson Performance: Behavior, Role Perceptions, and
 Satisfaction
 1
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 0011 0010 1010 1101 0001 0100 1011
 Learning Objectives
 • Understand the model of salesperson performance.• Identify the various components that make up the model.• Discuss the role perception process.• Understand why the role of salesperson is susceptible to role issues.• Discuss how role conflict, role ambiguity, and role accuracy influence a
 salesperson’s role perceptions.
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 Key Terms
 • role accuracy• perceived role conflict• perceived role ambiguity• motivation• expectancies• valences for performance• instrumentalities
 • valences for rewards• organizational citizenship• behavior (OCB)• extrinsic rewards• intrinsic rewards• job satisfaction
 3

Page 4
                        

4251
 0011 0010 1010 1101 0001 0100 1011
 Key Terms
 • Expectancies (pg. 201)– A salesperson’s estimate of the probability that expending effort on a specific
 task will lead to improved performance on the same dimension.• Valences for performance (pg. 201)
 – A salesperson’s perception of the desirability of attaining improved performance on some dimension or dimensions.
 • Instrumentalities (pg. 201)– A salesperson’s estimates of the probability that improved performance on a
 given dimension will lead to increased attainment of particular rewards.• Valences for rewards (pg. 201)
 – A salesperson’s perceptions of the desirability of receiving increased rewards as a result of improved performance.
 4
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 Key Terms
 • Role accuracy (pg. 199)– The degree to which the salesperson’s perceptions of his or her role
 partners’ demands – particularly company superiors – are accurate.• Perceived role conflict (pg. 199)
 – The degree to which a salesperson’s believes the role demands of tow or more of his or her role partners are incompatible.
 • Perceived role ambiguity (pg. 199)– The degree to which a salesperson believes they do not have the
 information necessary to perform the job adequately.• Motivation (pg. 201)
 – The amount of effort the salesperson desires to expend on each activity or task associated with the job. 5
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 Key Terms
 • Organizational Citizenship Behavior (OCB) (pg. 203)– As the role of the salesperson has changes from focusing on single transactions
 to building and maintaining a relationship with customers, the behaviors critical for success have changed and evolved. OCB behaviors focus on four basic types of behavior: (1) sportsmanship, (2) civic virtue, (3) conscientiousness, (4) altruism (please refer to Exhibit 6.2 on pg. 204 for examples of these behaviors).
 • Extrinsic rewards (pg. 205)– Rewards controlled and bestowed by people other that the salesperson, such as
 managers or customers. They include such things as pay, financial incentives, security, recognition, and promotion (rewards generally related to lower order human needs).
 6
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 Key Terms
 • Intrinsic rewards (pg. 205)– Rewards controlled by the salesperson within themselves. They include
 such things as feelings of accomplishment, personal growth, and self-worth. (rewards generally related to higher order human needs)
 • Job satisfaction (pg. 205)– The characteristics of the job that the salesperson finds rewarding, fulfilling,
 and satisfying, or frustrating and unsatisfying. It is generally viewed as consisting of different dimensions and include: (1) the job itself, (2) co-workers, (3) supervision, (4) company policies and support, (5) pay, (6), promotion and advancement opportunities, (7) customers (please refer to Exhibit 6.3 on pg. 245 for examples of these dimensions). 7
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 Modern Sales Management
 • Too Much Managing, Too Little Sales
 • Understanding Salesperson Performance – Why is it Important for Sales Management?
 8
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 Common Activities for Industrial Salespeople
 • Selling: plan selling activities; search out leads; identify person in authority; select products for calls; prepare sales presentations; call on accounts; make sales presentations; overcome objections.
 • Working with orders: correct orders, expedite orders, handle back orders; handle shipment problems.• Servicing the product: supervise installation; test equipment; train customers to use product; teach safety
 instructions; order accessories; performance maintenance.• Information management: receive feedback from clients; provide feedback to superiors; provide technical
 information; read trade publications.• Servicing the account: set-up point-of-purchase displays; assist with inventory control; stock shelves; handle
 local advertising.
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 Common Activities for Industrial Salespeople
 • Conferences/meetings: attend sales conferences; attend regional sales meetings; set up exhibitions, trade shows; work client conferences; attend training sessions; fill out questionnaires.
 • Training/recruiting: look for new sales representatives; train new representatives; travel with trainees; help company management plan selling activities.
 • Entertaining: take clients to lunch; drink with clients; have dinner with clients; party with clients; go golfing or fishing or play tennis with clients.
 • Out of town traveling: travel out of town; spend night on road.
 • Working with distributors: establish relations with distributors; sell to distributors; extend credit; collect past due accounts.
 The list of activities in which salespeople commonly engage is developed from variables by William C. Moncrief, “Selling Activity and Sales Position Taxonomies for Industrial Salesforces,” Journal of Marketing Research, 23 (August 1986), pp. 261-270 and William C. Moncrief, “Ten Key Activities of Industrial Salespeople,” Industrial Marketing Management, 15 (November 1986), pp. 309-317.
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 Common Performance Criteria for Industrial Salespeople
 • Total sales volume and increase over last year.• Degree of quota attainment.• Selling expenses and decrease versus last year.• Profitability of sales and increase over last year.• New accounts generated.• Improvement in performance of administrative duties.• Improvement in service provided customers.
 11
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 The Model
 • The literature on industrial and organizational psychology suggests a worker’s job performance is a function of five basic factors:
 • Role perceptions• Aptitude• Skill level• Motivation• Personal, organizational and environmental variables
 13
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 Role Perceptions
 • The term role accuracy refers to the degree to which the salesperson’s perceptions of his or her role partners’ demands – particularly company superiors – are accurate.
 • Role conflict arises when a salesperson believes the role demands of two or more of his or her role partners are incompatible
 • Role ambiguity occurs when salespeople believe they do not have the information necessary to perform the job adequately
 14
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 Affect of job tenure on perceptions.
 • The Salesperson’s Role Perceptions• Stages in Developing the Salesperson’s Role
 – Stage 1: Role Partners Communicate Expectations– Stage 2: Salespeople Develop Perceptions– Stage 3: Salespeople Convert Perceptions into Behaviors
 • The Salesperson’s Role Is Vulnerable– Boundary Position– Large Role Set– Innovative Role
 • Role Conflict and Ambiguity– Common Expectations and Key Areas of Conflict and Ambiguity– Consequences of Conflict and Ambiguity– Managing Conflict and Ambiguity in a Salesperson
 • Role Accuracy– Nature of Role Accuracy
 15
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 Aptitude
 • Sales ability has been thought to be a function of characteristics such as:
 • Physical factors – age, height, sex, and physical attractiveness
 • Aptitude factors – verbal intelligence, mathematical ability and sales expertise
 • Personality characteristics – empathy, ego, sociability, aggressiveness, and dominance
 16
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 AptitudeIntelligence
 Cognitive abilities Verbal intelligence
 Math ability
 Sales aptitude
 Aptitude: Enduring personal characteristics that determine individual’s overall ability to perform a sales job
 17
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 Responsibility
 Personality: Enduring personal traits that reflect individual’s consistent reactions to situations encountered in environment
 Personality
 Dominance
 Sociability
 Self-esteem
 Creative/flexibility
 Need for achievement
 Need for power
 18
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 AptitudeVocational esteem
 Vocational skills Sales presentation
 Interpersonal
 General management
 Skill: Individual’s learned proficiency at performing necessary tasks
 19
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 Motivation
 • The effort the salesperson willingly expends on activities & tasks associated with performing on the job.
 • Seems to be a function of the person’s . . .– Expectancy –estimate of the effort required to improve performance– Valence –salesperson’s perception of the desirability of attaining
 performance improvement
 20
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 Personal and Organizational Variables
 • Job experience• Closeness of supervision• Performance feedback• Influence in determining standards• Span of control• Amount of role conflict• Perceived ambiguity
 21
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 Being a Good Corporate Citizen
 • Sportsmanship• Civic Virtue• Conscientiousness• Altruism
 22
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 Rewards
 • Extrinsic – rewards controlled and bestowed by people other than the salesperson
 • Intrinsic – rewards that salespeople primarily attain for themselves or within themselves
 23
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 Common Rewards for Industrial Salespeople
 • Pay
 • Promotion
 • Nonfinancial incentives (contests, travel, prices, etc.)
 • Special recognitions (clubs, awards, etc.)
 • Job security
 • Feeling of self-fulfillment
 • Feeling of worthwhile accomplishment
 • Opportunity for personal growth and development
 • Opportunity for independent thought and action
 24
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 Satisfaction
 • The job itself
 • Fellow workers
 • Supervision
 • Company policies and support
 • Pay
 • Promotion/Advancement opportunities
 • Customers
 25

Page 26
                        

4251
 0011 0010 1010 1101 0001 0100 1011
 26

Page 27
                        

4251
 0011 0010 1010 1101 0001 0100 1011
 Innovative Role
 • A salesperson frequently produces solutions to unique problems.• Innovation occurs frequently while selling high-tech products or
 engineered systems fitting customer specifications.• Reps in innovative roles experience:
 – more conflict because they perform their roles with creativity and flexibility.
 – more role ambiguity and inaccurate role perceptions
 27
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 Conflict and Ambiguity
 • Different role partners mean different expectations.• Perceived role expectations are consistent among salespeople.• Role ambiguity plagues many salespeople in some aspect of their job.• Salespeople can often perceive conflict between company policies or
 expectations and customer demands.
 28
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 Consequences of Conflict and Ambiguity
 • Psychological consequences– Conflicting expectations between peers about job performance, the salesperson
 become the “person in the middle.”– Perceived a lack of necessary information to perform adequately.– Perceived role conflict affects extrinsic job satisfaction.– Role ambiguity exerts a negative impact on the intrinsic job satisfaction.
 29
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 Consequences of Conflict and Ambiguity
 • Behavioral consequences– Perceived role conflict and ambiguity can produce dysfunctional
 behavior.– Low satisfaction increases personnel, moderated by economic
 conditions and available alternative jobs.– Satisfaction and performance correlate positively, although authorities
 differ over the nature of the relationship.
 30
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 Nature of Role Accuracy
 • Salesperson correctly understands what role partners expect when performing the job
 • General role inaccuracy can occur on almost any dimension that also gives rise to role ambiguity and conflict
 • Linkage role inaccuracy arises when the salesperson incorrectly perceives the relationships between the activities and performance dimensions, or between the performance dimensions and the rewards.
 32

Page 33
                        

4251
 0011 0010 1010 1101 0001 0100 1011
 Summary This chapter, the first on implementing the
 sales program, presented a model of salesperson performance. In addition, the
 chapter examined the critical component of the model, the salesperson’s role
 perceptions.The model suggests that a
 salesperson’s is a function of five basic factors: (1) role perceptions, (2) aptitude,
 (3) skill level, (4) motivation, and (5) personal, organizational, and environmental
 variables. There is substantial interaction among the components. A salesperson who is deficient with respect to any one could be
 expected to perform poorly. 33

Page 34
                        

4251
 0011 0010 1010 1101 0001 0100 1011
 SummaryThe role perceptions of salesperson are defined largely
 through the expectations, demands and pressures communicated by his or her role partners. Role partners are people both within
 and outside the company who are affected by the way the salesperson performs the job. Three major variables create an
 individual’s role perceptions: role accuracy, perceived role ambiguity, and perceived role conflict. Role accuracy refers to the degree to which the salesperson’s perceptions of his or her role partners’ demands are accurate. Perceived role ambiguity occurs when the salesperson does not believe he or she has the
 information to perform the job accurately. Perceived role conflict arises when salesperson believes that the demands of
 two or more of his or her role partners are incompatible.The role of salesperson is particularly susceptible to
 feelings of ambiguity and conflict and to forming inaccurate perceptions. There are three reasons for this: (1) It is at the boundary of the firm, (2) the salesperson’s relevant role set
 includes many other people both within and outside the firm, and (3) the position of sales rep often requires a good deal of
 innovativeness.Aptitude refers to the salesperson’s innate ability to do
 the job and includes such things as physical factors, mental abilities, and personality characteristics. Aptitude is a constraint
 on the person’s ability to perform the sales job given an adequate understanding of the role to be performed, motivation,
 and learned skills and the absence of other constraints.34
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 SummarySkill level refers to the person’s learned proficiency at
 performing the necessary tasks. It is different from aptitude. Whereas aptitude consists of relatively enduring
 personal abilities, skills are proficiency levels that can change rapidly with learning and experience.
 Motivation refers to the effort the salesperson desires to expend on each activity or task associated with the job such as calling on potential new accounts or developing
 sales presentations. The motivation to expend effort on any particular task depends on (1) expectancy—the
 salesperson’s estimate of the probability that expending effort on the task will lead to improved performance on
 some dimension—and (2) valence for performance—the sales person’s perception of the desirability of improving
 performance on the dimension. The valence for performance on any dimension is, in turn, a function of (1) instrumentally –the salesperson’s estimate of the probability that improved
 performance on that dimension will lead to increased attainment of particular rewards—and (2) valence for
 rewards—the salesperson’s perception of the desirability of receiving increased rewards as a result of improved
 performance. The personal, organization, and environmental
 variables influence sales performance in two ways: (1) by directly facilitating or constraining performance and (2) by
 influencing and interacting with other performance determinants, such as role perceptions and motivation.
 35
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 SummaryThe performance of the salesperson affects
 the rewards the individuals receives. There are two basic types of rewards: extrinsic rewards, which are
 controlled and bestowed by people other than salesperson, and intrinsic rewards , which are those
 that people primarily attain for themselves.The rewards received by a salesperson have a
 major impact on the individual’s satisfaction with the job and the total work environment.
 Satisfaction can also be of two types. Intrinsic satisfaction is related to the intrinsic rewards the
 salesperson obtains from the job, such as satisfaction with the work and the opportunities it
 provides for personal growth and sense of accomplishment. Extrinsic satisfaction is associated
 with the extrinsic rewards bestowed on the salesperson, such as pay, chances for promotion,
 and supervisory and company policies.36
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