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A Study on the Factors Affecting the Sales Performance of
Business Software Salespersons

Kyu Seo Yeon® - K.T. Hwang™

Abstract

This study identifies and validates the factors that affect sales performance of salespersons in the
business software industry. In the study, in order to measure the dependent variable (performance of the
salesperson) more comprehensively, multiple items are utilized and both outcome and behavior indicators
are used. Independent variables are identified based on the classification of Verbeke et al. [(2011] including
sales related knowledge, degree of adaptiveness, role ambiguity, and work engagement.

Results of the hypotheses testing show that ‘sales related knowledge' and ‘work engagement’ are
statistically significant factors, but ‘degree of adaptiveness’ and ‘role ambiguity’ are not. This study has
a few limitations and future research direction to overcome the limitation is suggested : use of both
perceptions of the salesperson and objective measures in measuring the related variables; study including
cognitive ability; analyses of the factors across various types of software companies; and analyses of
the factors on the team level.
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role perception | role conflict, role ambiguity, role overload, burnout
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skill level

micro sales skills(interpersonal relationship, adaptiveness), macro sales skill(sales related knowledge)

motivation

cognitive choice, goal orientations, work engagement

personal factors | biographical factors

organization and
environment

external environment, internal environment, supervisory leadership
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Sales related
Knowledge

Adaptiveness

2ge v} <Figure 1> YeEhY 9, z+
W] oul= 19 <Table 2> A2 ¥ o
NE

a8, 5 - g agthe 24590 geel
<Tabe 3>ol& & Q7o 5¢ Wae £

o] AR 27} Ao )

Behavioral
Performance

Outcome
R<?1e ) Performance
Ambiguity
Worlk
Engagement
<Figure 1> Research Model
(Table 2 Variable Definition
Variable Definition
Sales related Amount and richness of the knowledge which salesperson uses to
Knowledge help customers solve the problems while selling product/service
degree to which salesperson is able to change his/her
Adaptiveness behavior based on the information perceived while interacting
Indepgndent with customers
Variable d to which sal feels that inf ti ded t
.. egree to which salesperson feels that information nee 0
Role Ambiguit . . ..
suity perform his/her roles properly is deficient
Work Engagement dggree Fo which salesperson has positive state of mind about
his/her job
Dependent Sales Performance degree to which salesperson achieves his/her objectives and
Variable of Salesperson goals assigned to him/her
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(Table 3> Measurement Items

Variable

Measurement Items

Source

Sales related
Knowledge

. T have a lot of knowledge about my customer’s market and product

. I have a lot of knowledge about my company’s procedures related to
sales work

. I have a lot of knowledge about my competitor’s product, service and
sales policy

. I have a lot of knowledge about products I sell, including features
and advantages of the products

. I have a lot of knowledge about my customer’s operation(production,
logistics, training, etc)

Rentz et al.[2002];
Smith and Owens[1995]

Adaptiveness

. I can change my sales approach easily if I think that the approach
is not working

. I like to experiment different sales methods

. I do not stick to my sales approach and an flexible about the sales
method

. I can use various types of sales methods easily

I try to understand how each customer is different from others

Robinson et al.[2002];
Spiro and Weitz[1990]

Role
Ambiguity

I clearly know my responsibility assigned to my work(R)

. I clearly know what is expected from me in my work(R)

. I clearly know my authority assigned to my work(R)

.1 clearly know the way I can use my time in my work(R)

Bettencourt and Brown
[2003];
Netemeyer et al.[1996];
Rizzo et al.[1970]

Work
Engagement

I am concentrating on my work

. I am proud of my work

. I think that my work has a lot of meanings
. I feel happiness when I devote to my work

Schaufeli et al.[2002];
Sonnentag[2003]

Beha-
vior
Sales
Performance

>~ W

P AT NS RS

. I keep good relationship with my customers effectively

. I provide my customers and others in my company with accurate
information effectively

. I do paperwork accurately and safely

. I acquire needed knowledge about products I sell, competitor’s products,

my customer’s needs effectively

Behrman and Perreault
[1982];
Miao and Evans[2007]

Out-
come

1
2
3

4

. I contribute to maintaining/increasing market share of my company
. I sell profitable products well

. I achieve high level of sales amount

. I identify and nurture major customers from my territory

Schwepker and Good
[2011];
Sujan et al.[1994]

R : reverse coding.
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(Table 4> Demographic Information of the Sample (N : 166)
Item Freq.(%) Item Freq.(%)

Gender Male 150(90.4%) Marital Not Married 34(20.5%)

Female 16(9.6%) Status Married 132(79.5%)
20's 9(5.4%) >1yr 15(9.0%)
Age 30's 65(39.2%) Sales 1~5 yrs 49(29.5%)
g 40's TA(44.6%) Experience 5~10 yrs 39(23.5%)
50’s and over 18(10.8%) < 10 yrs 63(38.0%)
o manufacturing 104(62.7%)
. Staf 114(68'70%)) . finance 20(12.0%)
i Mid Manager 30(18.1%) Responsible . o
Position N service 32(19.3%)
Sr. Manager 11(6.6%) Industry 22(13.3%)
‘ %) oversea 3.3%
EXGCUUVE 11(66 (] others 18(108%)
Infra(Server/DISK/backup/network) 78(47.0%)
MES/manufacturing 59(35.5%)
Security 51(30.7%)
S/W SCM/Logistics/CRM 42(25.3%)
DBMS, Middleware, Utility 35(21.1%)
ERP 29(17.5%)
Others 20(12.0%)
Finance 8(4.8%)
no response 2(1.2%)
> 10 billion 5(3%)
Reven 10~30 billion 11(7%)
evenue 30~100 billion 20(12%)
< 100 billion 130(78%)
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42 &2 Dgo| BM An|l & S8 tsAt A4 (Squared Multiple Corre-
lation : R%) Zko] 0.49 o] Afo] a1, FF 2.9 & A
=24 23 (Measurement Model)S 4] &}¢] (Standardized Factor Loadings)©] 0.7 o]}Fo]H
4% weel HRAs ABHe AEAAt. £ 9% el Sy Aoz pedtiBacly
A7E 2953 24 92 7o) HAAS F et al, 199 B2 <Table 5>olE 9% A
e Aol BAelnz A5 89 wAE A w4 A ANl sk wAN # F e
AsQa, ol% Bal 24 m@o 93 BuA sk o], % 2ol 27 F3H 29 $HL 7]
(Convergent Validity), ¥%¥ €A (Discrimi- A g Fd A Ao A 170, A3l A 271, 4
nant Validity), 2124 Reliability) 52 %8 & 2a4elA 1), 9% BEAA V), 9% 4
itk sl A 27), Azt Aol A 1) 5o B WSS
WA, A% BRAL PA WRE SASKE ® AL T, opI A 33 29 B4 A3, v
Z HFEo] A ARE Yehlsd], 22 = A5 WFEe] AT g9 Vs 54
Aol £24E 4% BRAol Ak 02 B4 7)E Ao vy,
(Table 5 Convergent Validity
Latent Measure 1 round 2 round 3 round
aren 4 R Loading 7 Loading 7 Loading
knl 054 0.74 0.4 0.74 0.55 0.74
Sal ated kn2 0.43 0.66 deleted
es refate kn3 0.50 071 051 0.71 051 0.71
Knowledge _
kn4 0.56 0.75 0.57 0.75 0.56 0.75
kn5 0.55 0.74 0.57 0.76 0.57 0.76
adl 0.61 0.78 0.61 0.78 0.61 0.78
ad2 0.52 0.72 0.60 0.77 0.61 0.78
Adaptiveness ad3 0.49 0.70 0.50 0.70 0.49 0.70
ad4 0.38 0.62 deleted
adb 0.40 0.63 deleted
rolel 0.68 0.83 0.71 0.84 0.71 0.84
Role role2 0.73 0.85 0.74 0.86 0.74 0.86
Ambiguity role3 0.72 0.85 0.70 0.84 0.70 0.83
roled 0.46 0.68 deleted
intl 0.60 0.78 0.61 0.78 0.61 0.78
Work int2 0.73 0.86 0.74 0.86 0.75 0.86
Engagement int3 0.68 0.83 0.69 0.83 0.69 0.83
int4 0.37 0.61 deleted
actl 0.52 0.72 0.54 0.74 0.62 0.79
Behavioral act? 0.57 0.75 0.56 0.75 0.59 0.77
Performance act3 0.24 0.49 deleted
act4 0.51 0.71 0.48 0.69 deleted
resl 0.64 0.60 0.59 0.77 0.59 0.77
Outcome res2 0.50 0.70 0.55 0.74 0.55 0.74
Performance res3 0.53 0.72 0.60 0.77 0.60 0.78
resd 0.45 0.67 deleted
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wo L mt

£2(good) =T, 0.9 ol/dol™ $-FFH(excellent)
Fo 2 AAHAIG George and Mallery, 2003]
t}5-9] <Table 7>3} o], RE A W

Cronbach a#k 4 0.7 o]do= & —’F%Q.

2 ey} 23 /\]g]c(CR) %_1 J@Qi 7

CR o] % 07 1o 83 Wl EH?%
§re] 212 0] ShuE Ao vebyeh Bl

1 E A tH<Table 6> #%). T3 FH 55 FZFHAVE)Q 7]5E 05 o) Atold A %7} 9l
o AFZ(VAVE)Y Fol A4 07 o)iolar, Z+ = Ao g Fdust=d|[Fornell and Larcker, 1981],
zbadell = Al ol A WaE 1k EF 05 oo w WAdAA S st e
HRAS g BA BeBE TARIE B Ao veky
gaE Aol vk werg
ulR)uto 2 AF AL 2A5 ) d= AdS CTable 7> Internal Consistency
Anf} A#AA A =AE T Q=A= YA Variable Cronbach’'s a | CR | AVE
o] 2 Cronbach’'s Alpha(a)E &3k W& 4 Sales related 0.803 0.829 | 0.548
- Knowledge
A 23t AlZ] E(Composite Reliability : CR), B+t Adaptiveness 0.793 0798 | 0569
E2FZ 3 (Average Variance Extracted : AVE) Role Ambiguity 0.882 0.881 | 0.711
o = H 74,_54];} Cronbach a= 0~1 /\]_ ] /] Work Engagement 0.861 0.864 | 0.679
Behavioral
ST J o)z el
oz 10 7T E g F dBAdo] ke Performance 0.744 0.757 | 0.609
AS on gt} Cronbach a #t°] 0.6~074 =4
o el el ° poteome 0805 | 0920 | 0.792
54 7}s3Hacceptable) 5, 0.7~093 =¥ eriormance
(Table 6y Correlation Coefficients and vAVE
Latent Measurement S AD R W B O
Sales related knl, kn3 072
Knowledge(S) kn4, kn5 ’
Adaptiveness adl, ad2
(AD) ad3 0.27 0.73
L. rolel, role2 _
Role Ambiguity(R) 0.51 0.48 0.78
role3
Work intl, int2 _
Engagement(W) int3 053 033 065 5
Behavioral actl
Performance(B) act2 064 044 060 071 g
Outcome resl, res2 -
Performance(O) ros3 0.65 0.35 0.53 0.62 0.61 0.83

Note) VAVE on diagonals.
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(Table 9> Hypotheses Test Results

Hypothesis Coefficient t value Result
Hla : Sales related Knowledge — Behavioral Performance 0.28 327 Accept
Hilb : Sales related Knowledge — Outcome Performance 0.45 4107 Accept
H2a : Adaptiveness — Behavioral Performance 0.13 1.86 Not
H2b : Adaptiveness — Outcome Performance 0.09 1.10 Not
H3a : Role Ambiguity — Behavioral Performance 0.06 0.69 Not
H3b : Role Ambiguity — Outcome Performance 0.05 0.46 Not
H4a : Work Engagement — Behavioral Performance 0.38 368 Accept
H4b : Work Engagement — Outcome Performance 0.36 2.887 Accept

“p =005 Itl > 1.96, “p = 001 |t > 2.58.
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