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ABSTRACT

Search for a meaningful relationship between job
satisfaction and job performance has continued for more than
three decades. Despite ongoing theoretical, empirical and
practical interest, research findings have been inconclusive.
Literature reviews indicate that there still exists much
confusion concerning the relationship between satisfaction and
performance.

Three conceptualizations of the relationship between
satisfaction and performance have been proposed: (1)
satisfaction 1is an antecedent of performance (a view
associated with the early "human relations" school of
thought); (2) the view that performance leads to
satisfaction (through its impact on intrinsic and extrinsic
rewards); and (3) the view that the relationship between
satisfaction and performance is moderated by other variables.
Each of these conceptualizations have been empirically tested.

Employee turnover has received attention from both
managers and academicians for many years. The conditions
which lead to an individual’s- decision to leave an
organization are not fully understood today, despite many
years of research attention.

Of particular interest to the dissertation research was
the interaction of individuals and their environment in
predicting employee performance, job satisfaction and employee

xii



turnover in a sales setting. Therefore, this study examined
individual variables, situational variables, and their
interaction. It also addressed possible factors related to
the lack of consensus regarding job satisfaction, employee
performance and employee turnover (i.e., theoretical,

measurement and methodological issues).

xiii



CHAPTER ONE
THE RESEARCH TOPIC

Chapter One begins with an introduction to the
dissertation research topic. Research questions are then
presented, and the design of the dissertation study is briefly
described. Anticipated contributions and implications of the

research are discussed in a final section.

Introduction

The profession of selling is in a state of flux. It is
expected that in the coming decade, sales managers and their
salesforces will face an increasingly difficult environment
within which to operate. It has even been suggested that "no
job will be more important than sales" in efforts directed
toward increasing the overall competitiveness of our nation
(Anderson, Hair, & Bush, 1988, p. xi). Further, it is
predicted that it is precisely the performance levels of both
sales managers and salespeople that will be among the most
critical determinants of success -- in terms of the well-being
of our nation, of selling organizations in general, and of the

specific individual careers of salespeople.
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There are several challenges facing not only those who
enter the profession of selling -- but also facing those who
manage the profession of selling. Some, in terms of their
potential impact, seem particularly noteworthy: increasing
foreign competition (in terms of both goods and services
provided); changes in the overall makeup of salesforces
(increasing numbers of women and minorities entering the
field); and dramatic increases in the costs of selling. Other
challenges facing the selling profession are: increasing
consumer expectations (which results in consumers being less
tolerant of product and service limitations): increasing
customer expertise (which requires salespeople to be
knowledgeable in many different areas) and related advances
in technology and the telecommunications industry.

Those individuals pursuing a career in selling (and those
that are responsible for managing them) will, without
guestion, be directly affected by the marketing efforts of
foreign firms. For many industries (even those considered to
be most stable), U. S. firms are becoming vulnerable to the
possibility of losses in market share and profitability. Such
losses can be diminished or perhaps even prevented through the
effectiveness and performance of an organization’s selling
efforts.

Another factor creating change in selling environments
is the increased number of women choosing selling careers.

Gable and Reed (1987) report noteworthy increases (119.7
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percent) in female representation in selling careers fo; the
time period of 1970-1980. However, (for this time period)
overall representation of women in selling remained somewhat
low; women accounted for only 14.5 percent of all salespeople
(excluding retail sales) while men accounted for 85.5 percent.
Data from the early 1980s indicate that increasingly more
women continue to choose careers in selling -- "women held 23
percent of all selling jobs"™ (Fugate, Decker & Brewer, 1988,
p.33). Predictions for the future suggest that female
representation in selling careers will continue to increase.

It appears likely that sales managers and researchers
would be interested in the question of how increasing numbers
of women will be assimilated into a (heretofore predominantly
male) selling environment. Since "professional selling has
typically been viewed in the past as a ‘man‘s Jjob’", many
assume "that it is necessary to possess only masculine
characteristics in order to achieve success in this
occupation" (Gable & Reed, p. 35). Is success in selling
contingent upon masculine characteristics? This question and
other questions related to the change in salesperson
composition remain largely unanswered. Other questions of
interest may include: do males and females differ in terms
of their ’selling abilities’; do male and female salespersons
differ in their attitudes toward their Jjobs; and are there
differences between male and female salespersons in terms of

their 1likelihood to remain with or leave a selling



organization?

It has been suggested that there are differences between
male and female salespersons in their work-related attitudes
and behaviors and that such differences should be addressed
by sales managers (Fugate, Decker & Brewer, 1988, p. 38).
Attention to sales training for, and sponsorship of, female
salespersons is implied as critical to their performance and
success.

Salesforce performance is an important factor in meeting
and satisfying the demands and expectations of customers.
Responsive, top-performing salesforces will view goods and
services from a customer’s perspective. Thus, it would be
expected that top-performing salesforces will have a major
effect on overall customer satisfaction.

Of the many challenges facing the selling profession, one
of the most troublesome is that of increasing costs. For
example, from 1972 to 1985, selling costs almost tripled; a
typical week in the field cost a salesperson $726.23 in 1985
(compared to $250.45 inb}972). These costs are based on
expenses related to meals, lodging, and auto rentals. It is
expected that by 1990, a typical week in the field will cost
a salesperson close to $900.00. Further, selling costs are
hardly limited to direct travel expenses. Another significant
cost of selling is expenses related to customer entertainment.

It was estimated in U.S., News and World Report, that U.S.

firms spent close to 30 billion dollars on meals with
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customers or potential customers in 1985 ("Corporations Toe,"
1986). In this same article, another 6-7 billion dollars was
estimated for expenditures related to customers’ hotel rooms,
hospitality suites and bar tabs.

Another way of looking at expenses is on a "per sales
call" cost. The average cost (in 1985) of a single sales call
-- defined as "each time a salesperson makes a face-to-face
presentation to one or more buyers or prospects" (Anderson,
Hair, & Bush, 1988, p. 395) was $131.40. This cost has almost
dbubled in the past six years and increased over 30 percent
in 1985 alone. Worth noting is that over the past decade,
selling costs have generally risen faster than living costs,
as represented by the Consumer Price Index. Furthermore,
the cost of personal selling (in constant 1972 dollars)
increased 100 percent from 1972 to 1982) and is still
increasing. Sales and Marketing Management suggests that the
average cost of a sales call-- for an industrial products
salesperson-~is over $200.00 ("Annual Survey", 1989).

An additional expense related to a firm’s salesforce is
that of training. Similar to selling costs, training-related
costs are also increasing; the average cost of training for
an industrial salesperson is $22,000.00. This type of
professional training can involve an extended period of time;
the average length of training for an industrial salesperson
is over 8 months ("Annual Survey", 1989).

In addition to the ever-increasing costs related to



6
selling and training, an additional concern is that of
salesforce turnover. The average turnover for U. S.
salesforces is 19.4 percent, with some industries experiencing
over 80 percent turnover ("Annual Survey", 1989). When costs
and turnover are considered jointly, the issue of ensuring
that a salesforce is both stable and productive becomes
critical. For example, consider the scenario whereby a firm
has determined its salesforce needs, and has gone through the
extensive and expensive process of recruiting, selecting, and
training individuals. Given that it has now fielded a
salesforce, it becomes vulnerable to significant financial
losses in the form of non-productivity or turnover. Therefore,
it is very likely that the firm -- and more specifically, that
its sales managers, would benefit from a more in-depth
understanding of employee performance, job satisfaction and
turnover issues in a selling environment. Such an
understanding would likely include individual and situational
factors that are associated with employee performance, job
satisfaction and turnover; as well as an understanding of the
rcle that both individual and situational factors play in
explaining and predicting employee performance, job
satisfaction and turnover.

The degree to which a firm’s salesforce is capable of
adapting to these many challenges will be a determinant of
it’s success. Critical to a firm’s ability to adapt (and

succeed) is the quality of sales management, the overall level
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of salesforce performance, the type of individuals employed
(in the salesforce and in sales management), and certain
factors which are unique to the firm’s (situational factors).
Indeed, it has been suggested that a primary determinant of
success in sales organizations is the individual performance
level of salespeople and their management (Lucas, Parasuraman,
Davis & Enis, 1987; Siegel and Slevin, 1974; Harvey & Smith,
1972). This critical aspect of individual performance
permeates much, if not all, managerial functions (i.e.,
planning, organizing, staffing, leading, controlling). Sales
managers have, both previously and presently, expressed
concern over how to increase employee performance and how to
decrease employee turnover.

The dissertation research considered these concerns and
investigated salesperson performance, satisfaction and
turnover in a sales environment. The research examined the
role of individual factors, situational factors as well as
their interaction. Additionally, the study investigated
gender differences related to these factors.

Somewhat related to the above mentioned managerial
concerns is the increasing complexity researchers face in
studying salesforce effectiveness. Constructs which have been
studied previously include individual (dispositional)
variables (i.e, satisfaction with various working environment
dimensions, age, experience, burnout, self-esteem, knowledge,

selling skills, need for achievement, locus of control,
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tenure) and situational (organizational) factors such as
relationships with supervisors, compensation levels, role
perceptions, and overall commitment and involvement levels.
While some research has been conducted in areas of individual
and situational factors related to salesperson performance,
satisfaction and turnover, there has been little consensus in
empirical findings.

Interest in and attempts to study employee productivity
date back to the late 1800s. When individuals moved their
workplace from the home to the factory, unique problems and
challenges were created. Managers were suddenly faced with
the need to "“develop plans, correctly select the right
employees, design work units, lead, motivate and to measure
and control performance" (Wren, 1987, p. 1).

Throughout more recent years, managerial thought and
practices have undergone a clear and distinct evolution, from
the *“scientific management® approach to the T"human
relationists" approach to what may be called a "contingency"
approach. It is possible to characterize or describe each of
these separate stages of development by the works of select
individuals. For example, Frederick W. Taylor, the "Father
of Scientific Management", displayed a distinct "task
management" approach to work (Wren, 1987). Conversely, the
focus of Herzberg (Herzberg, Mausner, Peterson & Capwell,
1957) was more on job-related factors:; those job dimensions

that would either satisfy or not satisfy employees. March and
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Simon (1958) are associated with the situational approach;
the idea that situations vary and the role of a manager is to
bring about a £it between employee and work environment (Wren,
1987). |
It is interesting to note that both sales managers and
researchers in sales management continue to struggle with very
similar questions of employee motivation, employee
performance, job satisfactiorn, and turnover. Despite years
of study, many questions remain unanswered. To summarize, a
clear understanding of the nature of employee performance, job

satisfaction and turnover remains interesting and provocative,

but nonetheless, elusive.

Search for a meaningful relationship between employee
performance and job satisfaction has continued for over 50
years. Theoretical, empirical, and practical interest in this
topic has provided a rich research foundation from which to
draw. CcCurrent reviews of the literature indicate, however,
that much confusion still exists concerning the relationship
between satisfaction and performance.

Kornhauser and Sharp (1932) completed what is considered
to be the first empirical investigation of the relationship
between job attitudes and productivity. Subsequent to their
study, research interest escalated and several literature
reviews appeared (e.g., Brayfield & Crockett, 1955; Herzberqg,

Mausner, Peterson, & Capwell, 1957; Iaffaldano & Muchinsky,



10
1985; Srivastava et al., 1975; Vroom, 1964). These reviews
summarize studies conducted in a variety of occupational and
professional settings, employing various measures of both
performance and satisfaction. In general, the findings
support the notion that a positive (albeit, weak) relationship
exists between satisfaction and performance.

Variability in research findings has been attributed to
several factors. Two of the most often mentioned factors
include variations in methodological approaches and diversity
in theoretical perspectives employed in previous studies.
A brief discussion of theoretical and methodological issues
is presented below.

Theoretical Perspectives

There have been three major and distinct conceptual-
izations of the relationship between job performance and job
satisfaction. They are: (1) satisfaction is an antecedent
of performance (this view is generally associated with the
"human relationists" school of management); (2) performance
is an antecedent of satisfaction (this view holds that when
employees perform well, they are rewarded and those rewards
subsequently determine their levels of satisfaction); and (3)
the performance-satisfaction relationship is moderated by

other variables. A brief review of each is presented.

Satisfaction leads to performance. This long-held
theoretical position is not only intuitively appealing but has
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also been favored by many researchers. These researchers
(early human relationists) viewed the employee morale -
employee performance relationship rather simply: they
believed that improvements in employee morale would
subsequently lead to improved productivity (Schwab & Cummings,
1970).

Perhaps the most widely cited proponent of this position
is Frederick Herzberg. ' His theoretical position suggested
that there are certain job-related factors (hygiene or
satisfiers) which contribute to employees’ satisfaction or
dissatisfaction with work as well as their ultimate
performance levels. Although this theoretical position has
received considerable interest and reasonable empirical
investigation, it has failed to be confirmed. Researchers
have been incapable of establishing a causal 1linkage
supporting the contention that satisfaction leads to
performance. Therefore, the question remains: What exactly
is the nature of the relationship between satisfaction and
performance?

The following thoughts by William G. Scott (1959) are
somewhat indicative of researchers’ sentiments during this
time. He suggested that high morale was no longer considered
a prerequisite of high performance. Additionally, it was the
nature of the relationship between morale and productivity
that was open to serious questioning: Is it direct or

inverse? Could it be circular? Or is there any relationship
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at all between the two; or are they totally independent

variables?

Performance leads to satisfaction. Other researchers

viewed the relationship between satisfaction and performance
from a different stance. According to Lawler and Porter (1967)
"good performance may lead to rewards, which in turn lead to
satisfaction; this formulation then would say that
satisfaction, rather than causing performance, as was
previously assumed, is caused by it" (p. 23).

This theoretical position has been advanced, perhaps most
actively, by the above mentioned researchers, whose model
posits rewards (both intrinsic and extrinsic) as a moderating
variable between satisfaction and performance. Most notable
in their model, however, is the reverse "causal" ordering of
the two variables. As an explanation for disappointing
empirical results found in previous studies, these researchers
suggest that the inability to establish a relationship between
satisfaction and performance may be the result of rewards --
particularly extrinsic rewards -- which are seldom tied to

performance.

variables. This position suggests that performance and
satisfaction may covary, contingent upon the explicit

variables and/or conditions being analyzed. From this
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perspective, satisfaction and performance may Dbe
differentially related.

It has been noted in the literature that the performance-
satisfaction relationship also may be affected by the type of
satisfaction being investigated. According to Schwab and
Cummings (1970), "performance implications may well differ
depending upon the type of satisfaction under study" (p.423).
Furthermore, there is some question about which specific
dimensions of satisfaction are most closely tied to
performance. It has even been suggested that "overall
satisfaction might not be related to performance" (Fisher,
1980,p. 610). Therefore, it appears beneficial to study
different dimensions of satisfaction and investigate
relationships between performance and these dimensions.
Additionally, it is of interest to study the relationships
between individual (dispositional) and situational
(environmental) factors and various dimensions of
satisfaction.

Numerous constructs have been proposed and studied as
possible moderating variables in the employee performance-job
satisfaction relationship (see Appendix F; Table F-1).
Findings of past studies however, have been somewhat
inconclusive. For example, with different studies and
different samples, identified research variables (such as
aptitude, skill, experience, personality, self-esteem) have

shown varying degrees of correlation.
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To date, no studies have shown a clear causal
relationship (for any of the three theofatical positions)
between job satisfaction and job performance. One possible
explanation (among perhaps several) for the lack of consensus
found -- despite the volume of research conducted -- may lie

in the type of methodological approach utilized.

An_Interactionist Perspective

Another plausible approach to the study of employee
performance and Jjob satisfaction is an interactionist
perspective. This is a distinct departure from attempting to
establish directionality between constructs in a causal
manner. It is different conceptualization of the
relationships; one that stresses the importance of the
individual, the situation, and the jinteraction of the
individual and the situation. For example, according to this
perspective, employee performance and job satisfaction is best
viewed (separately) as a function of the interaction of an
employee (a salesperson) and the prevailing (selling)
situation.

Most previous research related to employee performance
and job satisfaction has focused on either individual-oriented
(dispositional) or situational-oriented (environmental)
studies. These approaches, however, have not yielded entirely
satisfactory results. They have failed to address the

possibility that the interaction of an individual and
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situation (or environment) may better explain the phenomena
in gquestion.

Therefore, the interactionist perspective suggests that
neither individual nor situational factors (when considered
alone) are capable of explalining the relationship between
variables (Pervin, 1968). Rather, it is the interplay of the
individual with the situation that creates a particular
attitudinal or behavioral response. Therefore, proponents of
this approach argue that in attempting to explain employee
performance or job satisfaction, it is necessary to consider
an individual salesperson, relevant factors in a selling
environment, and their interaction.

Methodological Issues

Conspicuous by their absence are concise, workable
construct definitions for employee performance and Jjob
satisfaction (see Appendix F:; Table F-3). It appears that
satisfaction and performance have, in general, come to be
defined by their operationalizations. When operational-
izations differ from study to study (see Appendix F; Table
F-4) they become problematic. Results among studies may also
vary, as a conseqguence.

That differing operationalizations can influence results
in relationships was hypothesized in a study conducted by
Sheridan and Slocum (1975). Their hypothesis, which was
partially supported, was that the direction of the causal

relationship between performance and satisfaction can be
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influenced by disparate satisfaction operationalizations.
Therefore, it would appear beneficial for researchers to
arrive at a consensus regarding how constructs should be
operationalized and measured.

In terms of performance, both objective and subjective
measures may be utilized. For a sales setting, objective
nmeasures could include items such as dollar sales amounts,
percentage of quota met, or number of sales calls made.
Subjective measures typically would include performance
evaluations (by supervisors, by co-workers, and/or by
salespersons, themselves). A more inclusivé measure of
performance may be obtained by utilizing both objective and
subjective measures. However, Iaffaldano and Muchinsky’s
(1985) meta-analysis indicated that only 7 out of 74 studies
utilized both objective and subjective measures of
performance. Obtaining and examining both "hard" and "soft"
measures of performance appears desirable in terms of
providing more complete information regarding salesforce
performance. Similarly, Dubinsky and Hartley (1986) have
suggested that more complete measures of performance are
likely to yield improved research results.

Another methodological issue of concern is that of
varying sample sizes. Iaffaldano and Muchinsky (1985) state
that much of the "variability in results obtained in previous
research has been due to the use of small sample sizes"

(p. 251). In their meta-analytic review of 74 empirical
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studies (total sample of 12,192), sample sizes ranged from 32
to 471. The average sample size was 164.

A final methodological issue to consider is that of one’s
approach to a study of interest. Studies related to job
satisfaction and employee performance have been approached in
a number of ways (e.g., case studies, correlational studies,
causal analyses). Recently (as well as in the past), it has
been suggested that the interactionist approach to research
may provide useful information (Day & Bedeian, 1990: Chatman,
1989; Pervin, 1989; Schneider, 1987; Wood & Bandura, 1589).
This approach appears useful in that it acknowledges that
behavior is a function of individual and the situational

variables.

current Research in the Area of Turnover

Employee turnover has received attention from both
managers and academicians for many years. The conditions
which 1lead to an individual’s decision to leave an
organization are not fully understood today, despite many
vears of research attention. Early research in this area can
be traced to the early 1900s and was purported to be prompted
by a recognition of negative consequences associated with
turnover.

One of the predominant views of turnover during the early
19008 was that turnover represented a cost to an organization.

Matherly (1922) suggested that costs of employee turnover
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could be outlined in three areas: (1) costs to employers
(i.e., "breaking in new men", costs of materials--new
employees do not know how to handle goods, costs of idle time
on machines, costs of accidents, etc.); (2) costs to
employees (i.e., loss of wages, loss of skills, 1losses
associated with moving, losses associated with expenses of
finding new positions, loss of earnings during time they are
acquiring new skills, etc.); and (3) costs to society (i.e.,
defective goods being manufactured by less experienced
workers, reductions in labor efficiency, etc.)}.

Turnover is no longer considered simply in terms of costs

related to manufacturing efficiencies. In today’s market,
other costs are recognized and considered. Currently,
employers, enmnployees, and society -- in general, remain

affected by high employee turnover rates. For an employer,
current costs of turnover may be related to costs of
recruiting, selecting, hiring and training. Additional costs
may include the potential loss of other employees who worked
closely with those who quit, 1loss of productivity, loss of
"unclosed" sales, and loss of professional "image" of a
firm. For an employee, it can be speculated that losses
similar to those in the early 1900s may still be experienced.
And for society, in general, costs may include reductions in
service levels provided and loss of continuity of service.
More recent academic research has focused on defining and

measuring turnover (Abelson, 1987; Dalton, Todor &
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Krackhardt, 1982; Hollenbeck & Williams, 1986; Mobley,
1982); possible causes and correlates of turnover (Cotton &
Tuttle, 1986: Mobley, Griffith, Hand, & Meglino, 1979; and
Porter & Steers, 1973); consequences of turnover (Krackhardt
& Porter, 1986; Mobley, 1982; Mowday, 1981); theories of
turnover (Mobley, 1982; Mobley, Griffith, Hand & Meglino,
1979; Porter & Steers, 1973); taxonomies of turnover (Blau
& Boal, 1987; Dalton, Todor & Krackhardt, 1982; Hollenbeck
& wWilliams, 1986) and turnover’s relationship with other
forms of withdrawal behavior -- such as employee tardiness and
absenteeism (Clegg, 1983; Jackofsky & Peters, 1983).
Predictors of turnover which have received recent research
interest are: burnout (Jackson, Schwab, & Schuler, 1986;
Prestholdt, Lane & Mathews, 1987); performance (McEvoy &
Cascio, 1987; Jackofsky, 1984; Wells & Muchinsky, 1985); and
perceived alternatives (Griffith & Hom, 1988; Steel &
Griffith, 1988).
Of particular interest to the dissertation research was
the reconceptualization of turnover to reflect either a
"match" between a person and environment or a "mismatch" --
whereby an individual would choose to leave an organization.
This is a recognition that it is not just individual nor
situational factors which may lead a person to the decision
of whether to remain with or leave an organization. Instead
it is how an individual and situation interact -- (that is

thought to bring about the decision of remaining with or
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leaving an organization). This aspect of turnover will be
discussed in reviewing the turnover literature presented in

Chapter Two.
PERFORMANCE, SATISFACTION and TURNOVER: RECONCEPTUALIZED

In 1light of inconclusive findings regarding the
constructs of employee performance and job satisfaction, it
appears that these attitudinal and behavioral outcone
variables are worthy of continued study. Despite the
suggestions of some researchers that the relationship between
performance and satisfaction is an "illusory correlation, a
perceived relation between two variables that we logically or
intuitively think should interrelate, but in fact do not"
(Iaffaldano & Muchinsky, 1985, p. 270) ~-- one can argue that
perhaps the relationship has not been proven because research
attention has primarily focused on either individual or
situational factors, without a consideration of how these
factors interact. While it is beyond the scope of the
dissertation research to causally establish linkages between
the constructs of employee performance and job satisfaction,
it is suggested that an improved approach to the establishment
of such linkages may include a preliminary investigation into
and consideration of the interaction effects between
variables.

This dissertation, therefore, represented an attempt to
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provide some insight into how employee performance, job
satisfaction and <turnover can be predicted from the
interaction between an individual salesperson and selling
environment. It will be argued that satisfaction,
performance, and turnover can be viewed as being a function
of a person, an environment and their interaction. A
representation of this approach is illustrated in Figure 1-1.

In this study, performance is defined as the degree to
which individuals carry out, or execute, their Jjob in
adherence with certain specified standards (adapted from
Szilagyi, 1977). As will be discussed in a later section,
performance will be measured with objective (quantitative)

data, as well as with subjective (qualitative) data.

For the dissertation research, satisfaction was defined
as "the degree to which an individual’s desires, expectations,
and needs are fulfilled by his employment in an organization"
(Szilagyi, Sims, & Keller, 1976). Seven distinct dimensions
of satisfaction were measured for the purposes of this study -
- satisfaction with customers, with co-workers, with pay, with
company policies, with promotional opportunities, with

supervision, and with the job itself.
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Figure 1.1
Illustration of Relationships between Salesperson Attitudes
or Behavioral Outcomes,
the Individuval and the Situation

Attitudinal or

Performance ——
Satisfaction
Turnover

Individual Individual Selling
Salesperson X - Situation
Selling
Situation
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Turnover was defined as "the cessation of membership in

an organization by an individual who received monetary
compensation from the organization" (Mobley, 1982). It was
measured simply as the number of employees who quit the firm
between data collection periods at Time 1 and Time 2. The
turnover rate was computed by the formula: (# turnover

incidents/average salesforce size) x 100.

Research Ouestions

A number of research gquestions stem from an
interactionist approach to investigating employee performance,

job satisfaction, and turnover. They include the following:

(1) cCan a salesperson’s satisfaction be
predicted from considering the individual, the
situation, and their interaction?

(2) cCan a behavioral outcome such as employee
performance be predicted from investigating
an individual, a situation and their interaction?

(3) Does the inclusion of objective and subjective
measures of performance contribute more to our
understanding, than either objective or subjective
measures utilized alone?

(4) Will there be gender differences in terms of
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individual factors, situational factors or
interaction factors?

(5) Can related streams of research in organizational
psychology, management and marketing be brought
together, theoretically and empirically, for the

benefit of both practitioners and researchers?

IHE DISSERTATION RESEARCH

The dissertation investigated salesperson performance,
satisfaction, and turnover in a sales environment. The
dissertation proposes an interactionist approach. This
approach was utilized to investigate salesperson performance,
job satisfaction and turnover which involved both situational
(work-related) and individual (personal difference) variables,
along with their interaction.

The empirical research process involved a regional sample
of a medium-size advertising sales agency. Approximately 89
"outside" salespeople (both male and female) completed a
questionnaire reguesting information regarding their
perceptions of role stress, work-related factors, individual
difference factors and satisfaction (eight different
dimensions). Performance ratings (both quantitative and
qualitative) were acquired for each salesperson from their

immediate supervisors (i.e., sales managers); see Appendix B,
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for evaluation form.

The survey questionnaire addressed job related attitudes,
utilizing Likert-type scales. All scale items have been
validated, tested and used previously in empirical
investigations. Satisfaction was measured with the IndSales
Index (96 items) and role stress variables were measured with
a 14 item scale (Rizzo, House, and Lirtzman, 1972). Both
guantitative and qualitative measures of performance were
utilized. Self-reported demographic information provided data
regarding age, gender and tenure. Conceptual definitions and
justification for inclusion of wvariables is provided in
Chapter 2.

After receiving completed questionnaires, responses were
coded and data analyses proceeded. The specific analyses
which were conducted for each research hypothesis are
discussed in Chapter Three. For a summary of the analyses

see Tables 3.5 and 3.6.

CONTRIBUTIONS OF THE RESEARCH

The dissertation addressed areas of salesperson
performance, satisfaction, and turnover which are in need
further development. The dissertation assumed an
interactionist perspective, specifying an interactional rather
than a direct model. This approach is founded upon

suggestions from other researchers indicating that an
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interactionist approach may improve our understanding of
individuals and the environments within which they perform
(Day & Bedeian, 1990; Pervin, 1989; Weitz, 1981).

Relevant individual and situational variables were
analyzed for their contribution to predicting employee
performance, job satisfaction and turnover. Select variables
include: role perceptions of.stress (ambiguity and conflict)-
situational variables; Jjob tenure, and gender (individual
variables); and an interaction term (role stress x tenure).
These variables were selected for investigation based upon
previous theoretical and empirical research which indicated
their significance in understanding employee performance, job
satisfaction and turnover.

Finally, differences in perceptions of male and female
salespersons (and between "stayers"™ and "leavers")were
assessed, in terms of their attitudes toward job satisfaction,
their performance, and their tendency to remain with or leave
the focal sales organization. It was proposed that this
information would be extremely useful in understanding some
of the current, complex issues related to salesforce

performance, satisfaction, and turnover.



CHAPTER TWO
LITERATURE REVIEW

This chapter discusses the nature of theoretical
development related to employee performance, job satisfaction
and turnover. Particular emphasis is devoted to a comparison
of theoretical positions and the manner in which they were
developed. Contributions are drawn from research conducted
by both management and marketing researchers, as well as from
organizational psychologists.

Many individual and situational variables have been
hypothesized as either antecedents or as moderators of
employee performance and job satisfaction. (See Appendix F;
Table F-1). From Table F-1, certain of these variables will
be presented and discussed. Likewise, individual and
situational variables have been hypothesized as antecedents
and moderators of employee turnover (See Appendix F, Table F-
7). Selected variables from these tables will be presented
and discussed.

The purpose of this chapter is to review literature
relevant to the dissertation topic, identify major issues in
the extant body of research, and state hypotheses which
indicate in what area and by what means the research
contributes to resolving these issues. The organization of

Chapter Two is as follows:

27



1)

2)

3)

4)
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Review major areas of employee performance, job
satisfaction, and turnover research, emphasizing
conceptual and methodological issues. Present and
discuss previously formulated models.
Investigate an interactionist perspective in
studying employee performance, job satisfaction, and
turnover. Discuss the manner in which this
perspective will improve our understanding of
employee performance, job satisfaction, and
turnover.
Examine selected constructs which were anticipated
to contribute to an understanding of employee
performance, job satisfaction and turnover. Several
individual and situational variables are proposed
as worthy of further investigation: role
perceptions (situational), tenure and gender
(individual).
Summarize the findings and issues of the literature
reviewed in the chapter and identify needed
research. Dissertation hypotheses are stated in

this section.
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Much of the behavioral research in the past century has

focused on the attitudes and behaviors of employees,
particularly employee performance and satisfaction. At one
time an accepted tenet was that a satisfied employee was a
productive employee. "Morale is not an abstraction; rather
it is concrete in the sense that it directly affects the
quality and quantity of an individual’s output. Employee
morale -- reduces turnover -- cuts down absenteeism and
tardiness; 1lifts production" (Brayfield & Crockett, 1955).

Despite the lack of strong or consistent findings in the
literature during the past half century, interest in the
relationship between employee performance and job satisfaction
has not abated. Perhaps this is due to the intuitively
appealing notion of satisfaction being related to performance;
it somehow seems to "fit" with the current value system of
U.S. corporations. Another possible factor contributing to
the ongoing interest in this area is that findings (while
failing to display strong correlations) have generally been
consistently positive. This seems to be enough "fuel" to fire
the interest of consecutive generations of researchers.

It is the contention of this author that we, as

researchers, cannot be too hasty in dismissing a possible
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relationship between performance and satisfaction. Not only
in terms of scholarly pursuit, but also in terms of managerial
implications it is a topic of substantial significance.
However, due to somewhat disappointing previous research
results, perhaps a different approach is in order. Before
causal linkages and directionality can be established between
employee performance and job satisfaction, it is necessary to
understand the underlying nature of these constructs.
Therefore, it is being suggested that a reconsideration and
a reconceptualization of enmnployee performance and Jjob
satisfaction is in order. Such a reconceptualization may
include looking at employee performance and job satisfaction
from an interactionist perspective. If we accept that the
goal of research in this area is to establish a knowledge base
capable of explaining and predicting employee performance and
job satisfaction (as well as understanding the relationships
between these constructs); then perhaps a more in-depth
understanding of the constructs themselves would be
beneficial.

It is perhaps also desirable to consider that this
research is most accurately classified as falling within the
logic of discovery, rather than the logic of justification.
Causality is far from being investigated or suggested.
Rather, this investigation is more closely related to the
concern with and discovery of basic relationships. In terms

of research being conducted in the area of job satisfaction
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and employee performance, this perspective may be viewed as
unnecessary. However, academicians have been cautioned --
"too often, quantitative social scientists, presume that in
true science, quantitative knowing replaces qualitative,
commonsense knowing. That situation is in fact quite
different. Rather, science depends upon qualitative, common-
sense knowing even though at best, it goes beyond it
(Campbell, 1979, pp. 69-70). This author would suggest that
before we can arrive at "quantitative knowing" about the
relationships between employee performance and job
satisfaction, we must first establish a "qualitative, common-
sense knowing" about the basic constructs of employee
performance and job satisfaction. And then we can go
Ybeyond".

Today, there appears to be a somewhat ‘common-sense’
general consensus--the tentative acceptance that relationships
between employee performance and job satisfaction do exist.
However, in an empirical sense, the nature and direction of
those relationships remain largely unconfirmed. Therefore,
it can be said that a discrepancy exists between the
"qrantitative knowing" and the "qualitative, commonsense
knowing” in this particular area. As a conseguence,
additional research is not only warranted but Jjustified.

To that end, theoretical issues relating to performance
and satisfaction are presented. Based upon this theoretical

foundation, a different approach to investigating the
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constructs (and, hopefully, increasing our understanding of
then) is presented. Individual and situational variables which
are hypothesized as relating to employee performance and job

satisfaction will be presented and discussed.

THEORIES OF SATISFACTION/PERFORMANCE

There is no established "theory" of job satisfaction and
enployee performance as evidenced by Hunt’s (1983) ftextbook’
definition of theory: "a theory is a systematically related
set of statements, including some lawlike generalizations,
that is empirically testable. The purpose of theory is to
increase scientific wunderstanding through a systematized
structure capable of both explaining and predicting phenomena®"
'(p. 4). Rather than an established theory, there are several
theoretical perspectives which have been proposed in
explaining the relationship between job satisfaction and job
performance. These perspectives are that:

(1) satisfaction leads to performance;

(2) performance leads to satisfaction:

(3) the relationship between employee performance and
job satisfaction is moderated by a number of
variables.

Each of these perspectives will be investigated as they

contribute to our understanding of the primary constructs of

employee performance and job satisfaction. From this
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theoretical foundation, the dissertation research suggests an

alternative conceptualization of the primary constructs.

Satisfaction leads to Performance

From an historical point of view, this is the oldest
theoretical perspective dealing with the relationship between
satisfaction and performance. Developed during the human
relations period of management, possibly as a backlash to the
perceived abuses of the scientific management era, this
perspective clearly incorporated changing assumptions about
people and their work.

If the scientific management era could be classified as
an "efficiency, engineering™ approach to employees, the human
relations era would be classified as a "behavioral" approach.
What became important to managers of this era was employee
attitudes and involvement at work, the nature of motivation
and the role of supervisors in enhancing cooperation. For
many, the outcome of this approach was increased productivity.

The Hawthorne studies, perhaps the most famous of all
management studies, provide a clear indication of the human
relations philosophy. Because previous research had shown a
relationship between improved 1lighting and improved
performance, the original research question in the study was:
"What was the effect of workplace illumination on worker

productivity?" (Wren, p. 236). The results of the original
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study were counterintuitive; regardless of the level of
illumination, preoductivity was maintained or even increased.
Even under conditions of insufficient lighting ("the level of
moonlight"), productivity increased.

As a result of these findings, further experiments were
conducted. The general conclusion was the increase in
productivity could be attributed to a number of factors such
as: (1) <the small, cohesive group that developed; (2) the
type of supervision that evolved; (3) the compensation plan;
(4) the experiment itself; and (5) the attention that the
participants received. According to an interim report (May,
1929), "output of the assemblers was up from 35 to 50 percent;
fatigue reduction was not a factor in this increased output:;
payment in the small group ‘was a factor of the appreciable
importance in increasing output’; and the workers were more
‘content’ due to the ‘pleasanter, freer, and happier working
conditions’ caused by the ’‘considerate supervision’" (Wren,
1987, p. 239).

It appeared that with no significant changes in the
working environment, employee morale and, consequently,
employee performance jincreased. This improvement seemed to
be closely associated with the style of supervision and, as
a result, "workers developed a greater zest for work and
formed new personal bonds of friendship both on the job and
in after hours activities" (Wren, p. 240).

An interpretation of this research as related to employee
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productivity would argue that it is not a problem of
engineering and technology; rather it is a social and human
problem. "Whether or not a person is going to give his
services whole heartedly to a group depends, in good part, on
the way he feels about his job, his fellow workers, and
supervisors ...(a person wants) ... social recognition ...
tangible evidence of our social importance...the feeling of
security that comes not so much from the amount of money we
have in the bank as from being an accepted member of the
group" (Roethlisberger, 1939, p. 15, pp. 24-25),.

Following the Hawthorne studies, other researchers (Mary
Follett, Chester Barnard, Abraham Maslow, Frederick Herzberg,
for example) further developed the ideas that had originated
therein. This "human relations" approach to work focused on
the nature of human needs and on the social aspects of work
and workgroups that could fulfill those needs.

Roethlisberger (1939) stated the case for this approach
very well:

People at work are not so different from people in other

aspects of life. They are not entirely creatures of

logic. They have feelings. They like to feel important
and to have their work recognized as important.

Although they are interested in the size of their pay

envelope, this is not a matter of their first concern.

Sometimes they are more interested in having their pay

reflect accurately the relative social importance to

them of the different jobs they do. Sometimes even still
more important to them than maintenance of socially
accepted wage differentials is the way their superiors
treat them... In short, employees, like most people,

want to be treated as belonging to and being an integral
part of some group.
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The separate works of Abraham Maslow and Frederick
Herzberg are closely related and noteworthy of mentioning.
Both of these researchers focused on the idea that human
beings have certain needs which they attempt to satisfy.

Maslow’s contribution to the human relations movement was
a "hierarchy of needs" ~-- a theory of motivation. Maslow
(1943) suggested that there are five basic human needs:
physiological, safety, love, esteem, and self actualization.
According to Maslow, these needs are related to each and are
arranged in a hierarchy of "prepotency". That is, when lower
level needs are largely satisfied, the drive to fulfill them
is significantly diminished. At that point, higher 1level
needs emerge to dominate behavior.

Maslow’s theory of motivation presumed that higher levels
of needs would dictate employee behavior, since the U.S.
economy had moved from the subsistence level (which would be
associated with the fulfillment of physiological or safety
needs) to a more stable level of economic existence. Maslow
would accordingly argue for working environments that would
specifically meet the needs of employees in areas such as
friendship, self-~-esteem and self actualization.

The way in which a working environment could fulfill
human needs was further studied by Frederick Herzberg and his
associates (1957). Herzberg endeavored specifically to
determine what kinds of things contributed to employees’

satisfaction and happiness and conversely, their
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dissatisfaction and unhappiness. Through Herzberg’s research,
two distinct types of needs were discoveread: (1) those
relating to the working environment or job context, and (2)
those related to the actual work itself; or the job content.

Herzberg concluded that it was only those factors
related to the work itself (termed "motivators?") that could
lead to positive attitudes, -- job satisfaction or motivation.
Included in the category of "motivators" were factors such as
achievenment, challenging work, Jjob responsibility, and
opportunities for growth and development. According to
Herzberg, the other factors (termed "hygiene) could only
contribute to the prevention of dissatisfaction, but would
never lead to satisfaction or motivation. Included in this
category were factors such as physical working conditions, job
security, company policies, supervision, interpersonal
relations, and salaries.

Herzberg empirically tested his motivator-hygiene theory
and his results have been the brunt of much criticism. While
the theory may hold some intuitive appeal, it has been
suggested that Herzberg’s data collection techniques led to
the results he reported (Wren, p. 378).

Although Herzberg’s research methodology may be suspect,
it is interesting that researchers and practitioners today
still struggle with identical issues. That is, questions of
how to satisfy and motivate employees, what type of working

environment leads to greater productivity, and how to
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compensate employees, etc. are very much a concern to
practitioners and academicians alike.

Many questions remain regarding the purported idea that
satisfaction leads to performance. However, there are other

theoretical perspectives that attempt to address this issue.

Performance leads to Satigfaction

Because attempts to confirm the causal relationship of
satisfaction leading to performance have failed, researchers
have proposed different conceptualizations of this
relationship. Indeed, some research evidence suggests that
the ordering of the two constructs should be reversed; that
performance leads to satisfaction. This stream of research
would appear to be based upon the acknowledgement that there
is a positive relationship between the two variables; and that
perhaps the strength of the relationship could be increased
if the ordering of the variables were changed. Instrumental
to this particular research stream were the efforts of Vroom
(1964). As a consequence of his literature review (23
studies), Vroom concluded that there was a positive
relationship between the two constructs (+.14 median
correlation). Vroom (1964) further theorized that there was
no particular reason to suspect that satisfaction caused

performance and suggested that Jjob satisfaction and job
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performance are actually caused by different things: *“job
satisfaction is closely affected by the amount of rewards that
people derive from their jobs and ... level of performance is
closely affected by the basis of attainment of rewards.
Individuals are satisfied with their jobs to the extent to
which their jobs provide them with what they desire, and they
perform effectively in them to the extent that effective
performance leads to the attainment of what they desire" (p.
246).

Assuming, therefore that there is some relationship
between satisfaction and performance, some researchers
(Behrman & Perreault, 1984; Dubinsky & Hartley, 1986;
Hackman & lLawler, 1971; Lawler & Porter, 1967; Walker,
Churchill & Ford, 1977) reconceptualized the relationship by
investigating a reverse ordering of the constructs.
Underlying this theoretical perspective is the thought that
rewards create satisfaction (in an individual), and that in
many cases (for some employees), good performance leads to
rewards. Therefore, it 1is possible that the relationship
between satisfaction and performance is a result of the impact
of rewards. According to this 1line of thinking, high
performers may receive reinforcement for their productivity
in the form of rewards, and this may lead to satisfaction.

This is a clear departure from the idea that satisfied
employees will perform better; this perspective suggests that

productive (high performing) employees will be more satisfied,
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as a consequence of their attitudes toward rewards. This

logic is evidenced in the models that follow.

Lawler - Porter Model (1967). Lawler and Porter

argue that job satisfaction is an important construct to study
(aside from its previously theorized impact upon performance).
These researchers suggest that job satisfaction should be
studied due to (1) its influence upon absenteeism and
turnover, and (2) its consistent (even if somewhat low)
association with performance.

According to Lawler and Porter, there is little reason
to believe that satisfaction causes performance. In support
of this view, they cite Vroom’s (1964) position which viewed
job satisfaction as being affected by rewards and performance
as being affected by attainment of rewards.

Lawler and Porter’s model (shown in Figure 2-1), shows:
(1) performance is an antecedent of rewards; (2) there are
two types of rewards: (3) that rewards are not directly
related to job satisfaction; and (4) that the relationship
is mediated by expected equitable rewards.

Lawler and Porter empirically tested their model and
results were found to be in general agreement with its
predictions. Results appeared to support the position that
satisfaction of higher order needs (for example, needs related
to self-actualization, autonomy and self-esteem) would be most

closely related to performance. Additionally, the data
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Figure 2-1
Lawler and Porter’s Theoretical Model of
Performance and Satisfaction
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supported the theoretical position that satisfaction can be
conceptualized as depending upon performance, rather than

causing it.

Walker, Churchill, and Ford Model (1977).  The model
proposed by Walker, Churchill and Ford, as depicted in Figure

2-2, is based upon extensive theoretical and empirical effort.
These researchers suggest that it is "naive to think that
happy workers are invariably productive workers" (p. 323) and
that the relationship between performance and satisfaction may

be somewhat more complex.
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In previous empirical research, Churchill, Ford and
Walker (1976) found that organizational climate was "an
important determinant in salesforce morale" ... more than 40
percent of the variation in total job satisfaction among
salesmen 1ls explained by (organizational) climate variables"
(p. 331). Therefore, in this conceptual model, Walker et al.

stress the importance of organizational variables, along with

Figure 2-2
Walker, Churchill and Ford’s Model:
Determinants of Salesperson’s Performance

Personal, Organizational
and Environmental
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personal and environmental factors. Additionally, the model
includes motivation, aptitude, and role perceptions. The
model suggests that performance is a direct function of
motivation, aptitude, and role perceptions. Further, the
relationship between performance and satisfaction is
illustrated as being impacted by both internal and external
rewards.

It is the proposed direction of the linkages between
satisfaction and performance that are of interest. Walker et
al. assume the same theoretical perspective as that of Lawler
and Porter -- that performance leads to satisfaction -~

through its influence upon both internal and external rewards.

Behrman_and Perreault Model (1984). The model proposed
by Behrman and Perreault (1984) is presented in Figure 2-3.

It is a representation of an "integrative" approach in
describing antecedents and consequences of salesforce role
stress; with an emphasis upon two particular outcomes:
salesforce performance and satisfaction. According to these
researchers, their model includes "only variables that
directly relate to a role perspective of the sales situation"®
(p. 10).

The specific theoretical foundation upon which the model
is based is boundary-role theory. This theoretical position
seeks to explain the interrelated activities and role

characteristics of individuals who interact with 'role
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partners” beyond the formal "boundaries® of their own
organization. Additionally, boundary role theory attempts to
predict the manner in which boundary spanners react to their
task environment (i.e., do they perceive greater role stress
as a result of their boundary positions -- and will those
perceptions create differences in performance?)}.

Behrman and Perreault tested their model by surveying 196
sales representatives. From <their overall model, they
identified four dependent variables and thus, four submodels:
(1) the role conflict model; (2) the role ambiguity model;
(3) the performance model; and (4) the satisfaction model.

Results of their analysis are depicted in Table 2.1.

Table 2.1
Empirical Results: Behrman & Perreault (1984)
Model Variance Explained
Role Conflict 1Influence over Standards 33% (p<.01)

Integration Required
Innovativeness Required
Locus of Control

Role Ambiguity Role Conflict 40% (p<.011)

Communication Frequency
Closeness of Supervision
Influence over Standards
Sales Experience

Performance Role Ambiguity 25% (p<.0l1l)
Hours Worked
Sales Experience

Satisfaction Performance 42% (p<.01l)
Role Ambiguity

Role Conflict
Need for Achievement
Locus of Control
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Figure 2-~3
Behrman and Perreault’s Role Stress Model of
Performance and Satisfaction in Industrial Salespersons
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Behrman and Perreault state that one of the most
interesting elements of their model is the performance
equation. While the variance explained by this equation is
lower than that of the other equations, these researchers
admit that the lower R may be the result of other (not
included) variables related to salesperson performance. Path
coefficients for the individual predictors in the performance
eguation are: role ambiguity (-.429, p <.01); role conflict
(.189, p <.05); hours worked (.160, p <.05); and sales

experience (.182, p <.01). These results appear to indicate
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that effective performance for a salesperson may include
attempts to reduce ambiguity in a selling environment and
attempts to develop coping mechanisms to deal with the
inherent conflict in selling environments. In line with
common logic, the results also indicate that salespeople who
work harder (longer hours) and those with greater experience
will be more effective.

The satisfaction equation is also interesting. The
equation explained 42 percent variance, utilizing predictor
variables of Jjob performance, role stress, need for
achievement and locus of control. Path coefficients for these
variables are: performance (.028, ns); role ambiguity (-
.300, p <.01); role conflict (-.302, p <.01); need for
achievement (.024, ns) and locus of control (-.197, p <.01).

In terms of the relationship between performance and
satisfaction, Behrman and Perreault’s results show a
statistically significant bivariate relationship (r = .19, p
<.01), when the constructs are considered in isolation.
However, when role stress variables are included as part of
the analysis, the "marginal affect of performance in
explaining variance in sales job satisfaction is not
significant" (p. 20). Behrman and Perreault suggest that this
finding is of critical importance to researchers concerned
with tests of theory in this area, as it "posits that models
that do specify and test important antecedent effects
may yield incomplete or potentially misleading results and
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conclusions"” (p. 20).

Dubinsky and Hartlev Model (1986). The model
presented by Dubinsky and Hartley (see Figure 2-4) is

positioned not only as a necessary investigation of the
"interrelationships among the variables in the Walker,
Churchill and Ford (1979) model", but also as an extension of
previous empirical work through the inclusion of three

additional variables: (1) self monitoring -- or the degree

Figure 2-4
Dubinsky and Hartley’s Hypothesized Model of
Salesperson Performance
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to which individuals respond to others (or adapt their
behavior) based upon situational cues; (2) 3job involvement -
= or the degree to which individuals identify psychologically
with their jobs: and (3) organizational commitment --
operationalized as the employee’s propensity to stay (or their
reluctance to leave) the organization.

A test of the model develcped by Dubinsky and Hartley
involved data collection and analysis of responses from 120
salespeople. Path-analysis techniques were utilized. Results
of the analysis failed to confirm a significant linkage
between job performance and satisfaction. Likewise, no
meaningful relationships were found between self monitoring
and performance. However, relationships were found between
performance and work motivation (-.224, p <.05): role
conflict (.257, p <.01) and role ambiguity (-.398, p <.01).

Dubinsky and Hartley offer a plausible explanation for
finding a negative relationship between performance and
motivation. They suggest that salesperson performance is
influenced by many factors which are not directly under the
control of the individual. As a result, their performance’
measure (which was total earnings for the previous year), "may
have been too narrow in scope....the ftrue’ work
motivation/job performance linkage might have been masked in
this investigation" (1986, p. 44).

The results related to the role stress variables are

consistent with the results obtained by Behrman and Perrault
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(1984). Specifically, role ambiguity had the largest path
coefficient (-.398, p <.01) and role conflict had a
significant positive relationship to job performance (.257,
p <.01). Dubinsky and Hartley state that the findings related
to role ambiguity are consistent with not only previous
research but with theory, as well. As explanation for the
positive relationship between role conflict and performance,
they state that "role conflict is a basic and unavoidable
characteristic of the selling job; effective performance
depends on the salesperson’s confronting and coping with that

conflict" (1986, p. 43).

Summaryv. The models presented in this section provide
some basis for increasing our understanding of the
relationship between employee performance and job
satisfaction. Some insight into previous research is gained
through an analysis of these models. However, no clear
relationship has been established between employee performance
and Jjob satisfaction as a result of studies reviewed.
Therefore, an investigation of the third theoretical position
-- that the relationship between job performance and job
satisfaction is moderated by other variables -- is presented

next.



Much work has been undertaken to examine the relationship

between employee performance and job satisfaction as moderated
by other variables. For example, consider the following list
of proposed moderating variables: aptitude (Churchill, Ford
& Walker; Oliver, 1974): 1locus of control (Anderson, 1977;
Avila & Fern, 1986; Behrman, Bigoness & Perreault, 1981);
motivation (Bagozzi, 1980; Dubinsky & Hartley, 1986; Sujan,
Weitz & Sujan, 1988); role variables (Bagozzi, 1980; Behrman
& Perreault, 1984; Dubinsky & Hartley, 1986; Szilagyi, 1977)
and self esteem (Bagozzi, 1980; Hackman & Lawler, 1971;
Lucas, 1985; Porac, Ferris & Fedor, 1983). See Appendix F,
for additional information on reviewed moderating variables.

Models have also appeared in the literature which depict
the effect of moderating variables upon the relationship
between employee performance and job satisfaction. Several
of these were chosen for presentation as part of the proposed
dissertation literature review. The models of Triandis (1959)

and Bagozzi (1978) are presented below.

Triandis Model (1959). Triandis (1959) provided a

review of the literature focusing on "morale surveys and
performance" (p- 309). Studies reviewed indicate
contradictory findings regarding the relationship between job

performance and Jjob satisfaction. Those finding no
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relationship at all between the two constructs were Bernberg
(1952), Katz, Maccoby & Morse (1950), and Kristy (1952).
Studies which found a positive relationship between
performance and satisfaction were Giese and Ruter (1949; r=
.19); and Heron (1952; r =.31). Katz and Kahn (1951) and
Halpin (1951) reportedly found a negative relationship between
satisfaction and output. Triandis (like Vroom, 1964)
concluded that there is no reason to believe that "satisfied
workers and high output necessarily go together" (p. 309).

As a means of clarification, Triandis suggested pursuing
a "logical analysis™ of the relationship between performance
and satisfaction and thus, presented a model depicting the
"output-Job Satisfaction Curve", see Figure 2-5. According
to Triandis, a third (moderating) variable is a requisite for
this type of analysis: the pressure for production.

As an abbreviated explanation for Triandis’ model, Point
A represents maximum employee satisfaction and minimal
pressure for production -~ thereby resulting in minimal output
("this is the output that would be needed for the satisfaction
of activity drives or the output due to intrinsic job
satisfaction", p. 310). Point C represents increased output
and moderate job satisfaction, whereas Point J depicts maximum
output at moderately high 1levels of dissatisfaction.
Accordingly, Point G is the "shoot me - I don’t care" point
corresponding to a point of extreme pressure for production,

extreme dissatisfaction and a low level of output.
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Figure 2-5
Triandis’ Output-Job Satisfaction Curve
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Perhaps the most significant contribution that Triandis
makes is his acknowledgment that "current 'methods of studying
the relationship between output and job satisfaction are
inadequate. Positive, negative, or no findings are equally
likely" (p. 311). Interestingly enough, 30 years have
elapsed since the statement was made, although it could have
easily been lifted off the pages of a recent journal.

From a managerial perspective, Triandis recognized that
the ideal position on the curve is one wherein employees are
most satisfied and their output is highest -- at the sane

time. The determination of that very same position on the
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curve continues to challenge (as well as allude) us today.
Where is the optimal point on the curve and how can we
identify those employees who are thus ‘located’? Further,
can we bring about ‘movement’ of other employees who are not

at that point on the curve?

Bagozzi Model (1980). Bagozzi’s work endeavored to

"discover the true relationship between performance and
satisfaction" (p. 236) in an industrial salesforce. AsS
justification for this study, Bagozzi stated that without an
understanding of the direction of causality between the
constructs of performance and satisfaction, managers cannot
successfully influence the activities and experiences of their
salespeople.

Based upon his review of the 1literature, Bagozzi
hypothesized that performance would influence job
satisfaction, but that satisfaction would not influence
performance significantly. Three individual difference
variables are presented as moderators of the performance
/satisfaction relationship:

(1) achievement motivation - the idea that individuals
will evaluate job outcomes differently and work toward
different performance goals. These factors will subsequently
influence performance and satisfaction.

(2) self-esteem - this construct is hypothesized to have

a direct impact on performance and an indirect impact on
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satisfaction. Bagozzi’s view is that individuals will vary
in their level of self-esteem with regard to particular
aspects of their work. In turn, that self-esteem will impact
performance and then, satisfaction. The greater an
individual’s level of self-esteem, the higher the expected
level of performance.

(3) verbal intelligence. Bagozzi hypothesized a
positive relationship between verbal intelligence and
performance and defines verbal intelligence as "the cognitive
ability to accurately and efficiently perceive, attend to and
process information related to conversations, written
instructions, and other forms of communication associated with
the job" (p. 238). Figure 2-6 depicts the causal model
presented by Bagozzi and shows the hypothesized relationships
between constructs.

Bagozzi empirically tested four models of satisfaction
and performance: (1) satisfaction causes performance, (2)
performance causes satisfaction, (3) the two variables are
related reciprocally and (4) the two variables are not
causally related =-- and any empirical association must be
spurious (or the result of common antecedents). An industrial
salesforce of 122 individuals comprised the sample utilized
-in testing the four models.

Results from the analysis indicated: (1) a positive
relationship between performance and satisfaction; (2) a

positive relationship between self esteem and performance;
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Figure 2-6
Bagozzi’s Causal Model Showing Hypothesized
Relationships and Predicting Outcomes
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(3) a weak relationship between motivation and satisfaction
and (4) an inconclusive relationship between verbal
intelligence and performance. From his results, Bagozzi
concluded that salespeople are motivated by "anticipated
satisfaction that comes with performance more than they are
by the performance itself" (1978, p. 241).

The bi-directionality of the relationship between
performance and satisfaction was not confirmed by Bagozzi’s
analyses. According to Bagozzi, "perhaps the most striking
finding is that job satisfaction does not necessarily lead to
better performance" -- and ~- "if management’s primary goal

is to increase the performance of the salesforce, it would
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appear that resources should not be directed toward the
enhancement of job satisfaction as a matter of policy" (1980,

p. 242).

Performance jis Unrelated to Satisfaction

There is research found in the literature which does not
specifically link the constructs of employee performance and
job satisfaction. There are also many models presented in the
literature which focus primarily on other major, job-related
constructs such as commitment or involvement, with the
relationship of job performance/job satisfaction receiving
less attention. A selection of these models is presented.
These were of interest to the dissertation research in that
their focus is not 1limited to the 1linkages nor to the
directionality hypothesized to exist between employee

performance and job satisfaction.

Locke, Cartledge, and Knerr Model (1970). Locke,

Cartledge and Knerr focused on the theoretical position that
goals and intentions are the most significant predictors of
performance (i.e., they are the most immediate motivational
determinants of task performance). Their position is that
"being dissatisfied with one’s past performance generates the
desire (and goal) to change one’s performance, whereas

satisfaction with one’s performance produces the desire (and
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goal) to repeat or maintain one’s previous performance level"
(p- 135). The model presented by Locke, Cartledge, and Knerr
is presented in Figure 2-7,

The theoretical model presented by these researchers was
tested in a series of five laboratory experiments, with a
total sample of 144 respondents. Based on the results of their
experiments, Locke, Cartledge, and Knerr provided confirmation
for the position that "satisfaction with performance is a
function of the degree to which one’s performance achieves
one’s desired goal or is discrepant from one’s value standard"
(p. 152). They also concluded that "“performance is a
multiplicative function of anticipated satisfaction and the
probability of success in attaining the desired outcome" (p.
157). Their conclusion is supportive of an interactionist

perspective.
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Locke, Cartledge & Knerr’s Model of
Satisfaction, Goal-Setting and Performance
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Darden, Hampton. and Howell Model (1989). The primary
focus of the Darden et al. model is salesperson commitment.
However, it is relevant to the dissertation research in that
it exanines linkages between constructs of role perceptions,
satisfaction, and performance. Specifically, it delineates

a positive 1linkage between job performance and job

satisfaction (see Figure 2-8).
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Darden, Hampton, and Howell studied the perceptions of
retail salespeople regarding commitment, satisfaction, and
performance. They state unequivocally that this study was
justified and warranted, particularly on the grounds of high
employee turnover and absenteeism rates. According to the
researchers, for the retail industry, “turnover can range from

60-200 percent and cost up to $1000 per employee" (p. 82).

Figure 2-8
The Commitment Model
presented by Darden, Hampton & Howell
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Consequently, productivity in the retail sector has failed to
keep pace with rising costs over the last 15 years, and has
actually declined in many store situations.

A test of the model involved a random sample of 700
salespeople selected from 63 department stores in a midwestern
chain; wusable responses amounted to 261 respondents. The
model was analyzed utilizing structural equation modeling
techniques (LISREL VI).

Results of their analysis (which are relevant to the
dissertation research) confirmed significant linkages for the
following constructs: career commitment and job performance
(r=.20, p<.0l1); role clarity and job performance (r=.12,
p<.01); work values and job performance (r=.19, p<.01);
organizational commitment and job performance (r=.15, p<.05);
and finally, 3job satisfaction and job performance (r=.27,
p<.0l). A significant negative relationship was found between
parental socioceconomic status (based on parents’ income,
occupation, and education) and performance of the salesperson
(r==-.14, p<.05).

These results indicate the importance of both individual
and situational variables in contributing to salesperson
performance. These findings suggest that role variables,
commitment (career and organizational), and job satisfaction
are meaningful predictors of salesperson performance.

Darden et al. conclude their article by saying that they

"have only scratched the surface" (p. 103) in terms of
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understanding the key variables in motivating and satisfying
sales employees. Clearly, additional research is warranted
in order to gain a better understanding of the critical issues
involved 1in job performance and job satisfaction of

salespeople.

SUMMARY AND COMPARISON OF MODELS
RELATING SATISFACTION AND PERFORMANCE

Fronm the models presented in this chapter, there appears
to be some consensus in the view that job satisfaction and
employee performance are somehow related. The general
consensus appears to be that the two constructs are positively
related and that the direction of the linkage is from job
performance to job satisfaction. While some studies have
failed to result in confirming a significant relationship
between the variables, there is enough research evidence to
predict an overall positive (albeit, weak) nature of the
linkage between job performance and job satisfaction. In
calling for additional research in the area, perhaps Organ
(1977) states it best when he says that results of both
conceptual and empirical research are "sufficiently equivocal
to justify an open mind on the issue" (p. 52). That is
precisely the position taken by this author.

This "open mind" was manifested (for purposes of the
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dissertation research) in a different approach to the study
of employee performance and job satisfaction. This approach,
an interactionist perspective, will be discussed in a later
section of this chapter.

This author agrees with other researchers, such as Darden
et al. (1989), in suggesting that issues related to employee
performance and job satisfaction are extremely important in
the selling environment we are faced with today. At no other
time in history has there been as many challenges within that
environment (i.e., foreign competition, increasing buyer
expertise, etc.). And at no other time in history, has there
been such a focus on quality of life issues (which dictate a
concern for employee satisfaction) nor has there been such a
dire need for our salespeople to perform at optimum levels (in
terms of the state of the U.S. economy). Therefore, the study
of employee performance and job satisfaction is clearly
mandated.

For related reasons, the study of employee turnover is
also warranted. A considerable amount of research attention
has been given to enmployee turnover. The next section
provides a brief summary of this research. The discussion
includes: costs of turnover; the relationship of performance
to turnover; the relationship of satisfaction to turnover;
hypothesized antecedents of turnover; and the functional/

dysfunctional nature of turnover.
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TURNOVER

Because of the cost it represents to an organization,
turnover has been an important and frequently studied
construct in academic research. Results have generally shown
that there are differences between "stayers" and "leavers" in
regard to both individual and organizational factors such as
job satisfaction, organizational commitment, performance, and
intentions to leave (Carston and Spector, 1987; Cotton and
Tuttle, 1986; McEvoy and Cascio, 1987; Mobley, Griffith, Hand
and Meglino, 1979: Porter and Steers, 1973; Steele and
Ovalle, 1984).

Because it is an organizational concern, turnover has
continued to receive much attention from both academicians and
practitioners. If turncver 1is to be understood and
effectively managed, perhaps attention should be focused on
examining turnover from an expanded, broadened view. Mobley
(1982) has suggested that the effective management of turnover
includes an understanding of: (1) the positive and negative
consequences of turnover; (2) the "process" nature of
turnover; (3) a proactive rather than reactive posture
toward the phenomena; and (4) the development of managerial
strategies based upon all available data related to the
phenomena (i.e., economic and cost, employees’ perceptions,
and attitudinal and behavioral data). It is Mobley’s position
that organizations would be in a better position to diagnose

and anticipate problems, assess consequences, and design and
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implement strategies to deal with employee turnover, should
they adopt his perspective.

Turnover costs can be inordinate; they can represent a
significant portion of a firm’s costs of doing business. For
example, consider the following replacement costs for
insurance employees (and the significant increases in a ten

year period):

Table 2.2: Replacement Costs-Insurance Industry

Position 4272 1982

Claims investigator $ 6,000 $ 12,950
Field examiner 24,000 51,800
Sales person 31,600 68,200
Sales manager 185,100 399,600

(Source: Cascio, 1982, p. 18)
The above costs are based upon three major (separate) cost
categories: (1) separation costs; (2) replacement costs;
and (3) training costs (Cascio, 1983}). Separation costs
include exit interviews, administrative functions related to
termination, separation pay (if any), and unemployment tax
(where applicable). Replacement costs are comprised of:
communication of job availability, pre-employment
administrative functions, entrance interviews, staff

meetings, postemployment acquisition and dissemination of
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information, and employment medical exams. Training costs may
involve informational literature, instruction in a formal
training program and/or instruction by employee assignment.

Another type of cost which has not been often addressed
in the literature, is the demoralization of those enmployees
who remain with an organization. These employees may view
their positions as less desirable and they may question their
reasons for remaining with an organization. Another possible
consequence of turnover to these "stayers" is that their work
load may increase to compensate for the work not being
accomplished by "leavers". Therefore, turnover "may by itself
trigger additional turnover by prompting a deterioration in
attitudes toward the organization and making salient
alternative memberships" (Staw, 1980, p. 257).

One additional "cost" of turnover that should be
considered by organizations is the negative publicity -- or
loss of service levels -- associated with employee turnover.

For selling organizations, in particular, unfavorable
publicity may be generated when buyers must deal with losing
a preferred (or at least a regular) salesperson. Disruption
of service or diminished levels of service from less
experienced, newly hired employees is another significant
factor to be considered. It remains to be seen what level of
turnover can be tolerated by buyers before they choose to
purchase from another firm.

While these "costs" are significant in and of themselves,



66
they become even more substantial when one considers average
turnover rates in selling. As noted in Chapter One, the
average turnover rate for salesforces is 19.4 percent, with
some industries experiencing over 80 percent turnover.

It seems reasonable to speculate that companies would
benefit from incorporating strategies to reduce costly
employee turnover. To develop such strategies, however,
requires an awareness of certain elements of turnover.
Elements to consider may be not only the costs of turnover,
but the relationship of turnover to employee performance, the
relationship of turnover to satisfaction, the possible
antecedents of turnover and the positive, as well as negative

consequences of turnover. Each of these will be discussed.

Relationship of Performance to Turnover

The specific nature of the relationship between
performance and turnover remains elusive. Performance has
been postulated as being an example of a variable relevant to
both antecedent and consequent turnover processes (Mobley,
1982). Furthermore, despite the potential explanatory power
of turnover, a limited number of studies have been conducted
which examine its specific nature (Martin, 1981; Price, 1977:
Porter and Steers, 1973). Results of this research has been
varied; they have generally failed to either confirm or
falsify any particular theoretical position (Wells and
Muchinsky, 1985).
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Some researchers advocate that there is a positive
relationship between performance and turnover. Theoretical
support for a positive relationship between performance and
turnover is based on the hypothesis that high performers have
greater perceived alternatives and, as a consequence, greater
ease of movement (Jackofsky, 1984; Martin et. al, 1981;
March and Simon, 1958). The concept of unmét expectations may
also play an important role for high performing employees.
High performance may lead to increased expectations of
rewards, which in turn, will lead to increased turnover, if
those increased expectations are not met (Steers and Mowday,
1981). However, this theoretical position has not been widely
accepted nor has it garnered much empirical support (Martin,
Price and Mueller, 1981).

A negative relationship between performance and turnover
has also been hypothesized and empirically studied. According
to this position, low performance results in a lower level of
satisfaction with the job, and as a consequence, turnover
increases for these employees. Additionally, this position
hypothesizes that high performers receive equitable rewards
and are consequently more satisfied with their positions,
which results in a tendency for these employees to remain with
an organization. Empirical support for a negative
relationship between performance and <turnover has been
substantial (Dreher, 1982; Farris, 1971; Keller, 1984;

Marsh & Mannari, 1977; O’Connor et al., 1984; Ross, 1986;
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Sheridan, 1985; Spencer & Steers; 1981; Stumpf & Bedrosian,
1979; Stumpf & Dawley, 1981; Stumpf & Hartman, 1984; Wanous,
Sheridan & Vredenburgh, 1979).

A nmeta-analysis conducted by McEvoy and Cascio (1987)
provides further support for a negative relationship between
performance and‘turndver (specifically, that turnover is lower
among high performers). These researchers investigated the
relationship between performance and turnover across 24
studies and 7,717 respondents. Their conclusion was that “low
turnover tends to occur among good performers and high
turnover tends to occur among poor performers" (p. 750).
However, because the confidence interval for the correlation
between performance and turnover (r = =28) was large and
included zero (-.68 to .12), these researchers searched for
moderators of the performance/turnover relationship. Some
support was found for three potential moderators:

(1) Type of <turnover (i.e., voluntary versus
involuntary). When the studies were grouped according to type
of turnover, it was discovered that only the correlation
between involuntary turnover and performance was significantly
different from 2zero:;

(2) Time span of measurement. The relationship between
performance and turnover may appear only after an employee
decides to leave; and

(3) Levels of unemployment. Contrary to recent studies,

the present results suggested that when unemployment is high,
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poor performers are more likely to leave.

Despite the low correlation between performance and
turnover, McEvoy and Cascio suggest that their finding "places
job performance close in explanatory power to other
independent variables that have received much more attention
in turnover research" (p. 760). For example, similar mean
correlations have been found for job satisfaction (r = -.28),
for organizational commitment (r=-.38),and for behavioral
intentions (r= .50). As a result, these researchers posit
that "there is good reason to believe that performance and
turnover should be related negatively: it is the only
direction of the relationship consistent with previous
research and most current turnover models"™ (p. 758). The
newer formulations of turnover models that have incorporated
performance as an independent variable should inmprove
understanding and prediction of the phenomena, according to
these authors.

Although there is substantial empirical support for a
negative relationship between performance and turnover, it is
clear that there may be significant moderators of their
relationship. Accordingly, Wells and Muchinsky (1985) suggest
that it appears doubtful that any gsingle performance-turnover
relationship exists; that the relationship is likely to be
moderated by organizational practices that reward performance
and external market conditions that offer inducements for

better performing employees to leave. In addition to
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organizational factors and economic conditions, it is entirely
likely that there may be other factors (individual difference
factors) which impact the relationship between performance and

turnover,

Relationship of Satisfaction to Turnover

The relationship of satisfaction to turnover has long
been investigated by many researchers as evidenced in
literature reviews published by Brayfield & Crockett (1955),
Cotton & Tuttle (1986), Herzberg (1957), Mobley, Griffith,
Hand & Meglino (1979), Price (1977), and Porter & Steers
(1973). As early as the 1950s, researchers found evidence of
a relationship between employee dissatisfaction and withdrawal
behavior (i.e, turnover and absenteeism). According to a more
recent review (Cotton & Tuttle, 1986), a consistently negative
relationship between job satisfaction and employee turnover
has been supported.

A possible explanation for a negative relationship
between job satisfaction and turnover is provided by Vroom
(1964) who suggests that it is consistent with an expectancy
theory of motivation. That is, workers who are attracted to
(and satisfied with) their positions are likely to be subject
to motivational forces to remain in their positions. These
motivatiocnal forces, according to Vroom, will be manifested
in increased tenure and higher rates of attendance.

Mobley et al. (1979) note that although reviews have
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confirmed a negative relationship between overall job
satisfaction and employee turnover, "the amount of variance
accounted for is consistently less than 14 percent" (p. 497).
They state further, that when the construct of overall job
satisfaction is included in analyses such as multiple
regression with other predictor variables (i.e., intentions
to quit or employee commitment), the effect of overall ijob
satisfaction may become nonsignificant.

Carsten and Spector (1987) conducted a meta~analysis to
determine the relations among satisfaction, turnover, and
unemployment rates at the time the studies were conducted.
Studies included in the meta-analysis were conducted from
1947-1983; the total sample size was 19,828 individuals with
sample sizes ranging from 42 to 5,780. The mean turnover rate
was 31.9 percent, with values ranging from 6 percent to 85
percent.

Based upon their analysis, correlations among 3job
satisfaction, turnover and unemployment rates covered a fairly
wide range (r = -.18 to -.52). Carsten and Spector concluded
that as the unemployment rate increased, the job
satisfaction/employee turnover relation decreased. Therefore,
these researchers predict that the "relation between job
satisfaction and employee turnover will be strong during
periods of low unemployment (economic prosperity) and weak
during periods of high unemployment (economic hardship). That

is, as available alternatives increase, so will the strength
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of the relation between job satisfaction and employee
turnover.

Certainly, the consistent and negative, although
moderate, relationship of satisfaction to turnover has been
confirmed. It is central to {and contributes toward) turnover

in many of the turnover models.

Hypothesized Antecedents of Turnover
Cotton and Tuttle (1986) provide a meta-analysis and

review of 26 variables which have been studied as antecedents
or correlates of turnover. Studies reviewed cover the time
period from the 1940s to 1984; a total of 131 studies are
included in the meta-analysis. Classification of turnover
correlates is based upon Pettman’s (1973) categorization
schene: (1) external factors: (2) structural or work-
related factors; and (3) personal characteristics. A brief
discussion of each of these categories follows. See Table 2~
3, for a complete list of the correlates reviewed in Cotton
and Tuttle’s meta-analysis.

All external correlates of turnover were found to be
significant. A positive relationship was found for employment
perceptions and accession rate. Union presence and
unemployment rates were found to be negatively correlated with

turnover.
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Table 2-3
Correlates of Turnover
reviewed by Cotton and Tuttle

External Work-related Personal
Employment perceptions Pay Age
Unemployment rate Job performance Tenure
Accession rate Role clarity Gender
Union presence Task repetitiveness Biographical

Overall job ‘ information
satisfaction Education
Satisfaction with Marital status
pay # of depen-
Satisfaction with dents
work Aptitude
Satisfaction with Ability
supervisor Intelligence
Satisfaction with Behavioral
co-workers intentions
Satisfaction with Met Expect-
promotion oppor- ations
tunities
Oorganizational
commitment

With the exception of task repetitiveness (displaying a
positive relationship with turnover), all other work-related
correlates were found to have a negative relationship with
turnover. Many relationships were found to be highly
significant (see Table 2 -4).

The following personal correlates of turnover were found
to be negatively related: age; tenure; gender (males);
marital status (married); number of dependents; and met
expectations. Positive relationships were found for the

following correlates: gender (women); - marital status
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(unmarried); intelligence; and behavioral intentions.
Personal variables that demonstrated strong confidence that
they were related to turnover included: age, tenure,
education, number of dependents, biographical information, met
expectations and behavioral intentions. See Table 2-4 for

further information.

Table 2-4
Summary of Turnover Correlates by Confidence
Cotton and Tuttle, 1986

Strong Confidence Moderate Confidence Weak Confidence
(p < .0005) (.0005 < p < .005) (.005 < p < .01)
Employment perceptions Unemployment rate Marital status
Union presence Job performance Aptitude/Ability
Pay Satisfaction/co-workers

Overall satisfaction Satisfaction/promotions
Satisfaction with work Role clarity
Satisfaction with pay

Age i,

Tenure

Gender

Education

Number of dependents

Biographical information
Organizational commitment

Met expectations

Behavioral intentions

Information reported in Cotton and Tuttle’s (1986) review
provides a foundation for future research in the turnover
area. In order to increase our understanding of employee
turnover, research should continue and should acknowledge or

incorporate variables identified above. The best approach may
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be an interactionist one, whereby both individual and
situational variables, along with their interaction, is

considered.

Functional/Dysfunctional Turnover

More recently the positive consequences associated with
turnover has been discussed in the literature (Abelson &
Baysinger, 1984; 'Dalton, 1981; Dalton & Todor, 1979;
Dalton, Todor & Krackhardt, 1982; Hollenbeck & Williams,
1986). Associated research has generally served to refute the
notion that turnover is an inherently negative phenomenon.
Instead, turnover can be reconceptualized as either functional
(i.e., poor performers leave) or dysfunctional (i.e., good
performers leave). Viewing turnover as functional or
dysfunctional (as opposed to the more simplistic view -- that
all turnover is detrimental), may provide for a more realistic
appraisal of its impact.

Clearly, the impact upon an organization becomes a
function of not only the degree of turnover, but the type of
turnover being experienced. Organizations presumably benefit
from turnover of poor performers (functional); it provides an
opportunity to replace such performers with more productive
ones. Likewise, organizations definitely experience adverse
consequences of dysfunctional turnover -- defined as when good
performers leave.

Accordingly, it is of relevance to assess the performance
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levels of employees within an organization for purposes of
managing turnover. This logic applies to both types of
employees -- those staying and those leaving. For example,
it can be considered “functional" for top performing
salespeople to remain with an organization; "dysfunctional®
when poor performers remain with the organization. As Mobley
(1982) states: "the organizational consequences of turnover
are dependent on who leaves and yho stays" (p. 42).

Of critical importance, therefore, is an organization’s
evaluation of its employees (both those remaining and those
terminating). Several measures (based upon internal
organization documents) have been proposed as valid indicators
of functional/dysfunctional turnover: recommendation for
rehire; quality ratings (taken from previous supervisory
appraisals); productivity ratings (sales, commissions, quotas,
etc.):; and replaceability measures (Dalton, Todor &
Krackhardt, 1982). Armed with information from such source
documents, "organizations may be able to minimize
dysfunctional turnover without artificially suppressing
functional turnover" (Dalton, Todor & Krackhardt, p. 122).

It is apparent that a change in perspective from turnover
frequency to turnover functionality necessitates an increased
organizational emphasis upon employee performance evaluation.
Recent theoretical developments of turnover have recognized
this shift in perspective and have incorporated performance

as an limportant variable in turnover models. These
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researchers have suggested that <the inclusion of the
performance construct should increase the explanatory power
of such models (Jackofsky, 1984; Rhodes & Doering, 1983;
Steers & Mowday, 1981; Stumpf & Hartman, 1984; Wells &
Muchinsky, 1985).

In terms of developing strategic plans for managing
employee turnover, the identification of significant factors
which discriminate between high and low performers (and
functional/dysfunctional turnover) becomes critically
important. According to Dalton, Todor and Krackhardt (1982),
"it is not clear that the same antecedents, correlates or
determinants are shared between individuals who are
characterized as functional and those characterized

as dysfunctional" (p. 122).

Summary of Turnover Literature

That employee turnover is (or should be) a major concern
of companies has been established. 1In terms of its impact
upon organizations, employee turnover has been shown to
represent substantial costs =-- in the form of replacement,
recruiting and training expenses. Of additional concern to
organizations are other potential problems turnover may create
(e.g., demoralization of remaining employees, customer
dissatisfaction).

A discussion has also been provided regarding the

functional/dysfunctional aspects of <turnover. Functional
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turnover is seen as eliminating a "mismatch" between an
individual and a situation; whereas dysfunctional turnover
is seen as the departure of an individual who "matched" a
situation. Based upon this discussion, it would appear
beneficial to organizations to address not only the degree of
turnover being experienced, but the type of turnover as well.

To enhance our understanding of employee turnover,
additional research is necessary. This research should
further address the individual and situational variables (and
their interaction) that are associated with turnover.
Additionally, further research should investigate the "“fit"
between individual salespersons and their situation (the
selling environment). Investigation of this "fit" between
salesperson and selling environment would also enhance our
understanding of functional /dysfunctional conseqguences

associated with turnover.

AN INTERACTIONIST PERSPECTIVE IN STUDYING
SALESPERSON PERFORMANCE, SATISFACTION AND TURNOVER

Research conducted in areas of employee performance, job
satisfaction, and turnover have focused on explaining and
predicting attitudes and behavioral outcomes. This research
can be viewed from two different perspectives: the individual

approach and the situational approach. Researchers identified
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with the individual approach argue that an individual’s
attitudes and behavior can best be determined by investigating
their personal characteristics (e.g., values, motives,
abilities, affective responses). These researchers suggest
that such individual characteristics are relatively stable
over time and that they are manifested in behavior.
Conversely, those researchers advocating a situational
approach suggest that an individual’s behavior or attitudes
are best determined by investigating factors within their
(work) environment (e.g., organizational climate, supervision,
work pressures, involvement).

Most researchers today have recognized that both the
individual and the situation can be viewed as influencing job
related attitudes and behavior. The majority of studies
reviewed in the dissertation research fall into this
‘combination’ category. For example, Behrman and Perreault
(1984) investigated nine situational variables and two
individual variables; Dubinsky and Hartley (1986) studied six
situational variables and one individual variable; Darden,
Hampton and Howell (1989) examined five situational variables
and two individual variables; and Walker, Churchill and
Ford’s model (1977) includes both situational and individual
variables. Models presented by these researchers, however,
have taken the form of an "additive" or a "linear" model --
as opposed to an interactionist or multiplicative approach.

Some studies reviewed in this chapter can best be
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described as falling primarily into either the individual or
situational category, however. Research conducted by Bagozzi
(1978) focuses primarily on individual factors (i.e., self
esteem and verbal intelligence). Emphasizing primarily
situational variables is the work of Herzberg (1957), Lawler
and Porter (1967), Maslow (1943), Roethlisberger (1939), and
Triandis (1959). All of these studies focused on various
aspects related to the work environment.

It is suggested that perhaps an improved approach is that
of interactional research; one which incorporates both
individual factors and situational factors, as well as their
interactions. This is not a new approach to conducting
research as evidenced by literature dating to the 1950s.
Lewin (1951) can perhaps be credited with the basic
theoretical formulation of the approach. Based upon Lewin’s
work, Pervin (1968) stated that employee performance (a
behavioral outcome) should be viewed as "a function of the
interaction between the characteristics of the individual and
those of the environment" (p. 56). Pervin continues this line
of thought by suggesting that satisfaction (an attitudinal
variable) may also profitably be studied "as resulting from
the interaction between personality and environment variables
rather than the result of personality variables or
environmental variables alone" (p. 58).

Another organizational psychologist who has advocated the

interactionist approach is Cronbach. According to Cronbach
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(1957), there is a need to emphasize the Jjoint use of
individuval and situational methods of research. Cronbach
concluded that future research should endeavor to predict the
behavior of individuals in their situations.

More recently the interactionist approach has been
utilized in investigating individual and situational variables
such as: Type A behavior and work climate (Day & Bedeian,
1990); individual and organizational values (Chatman, 1989):
self-efficacy and organizational goals (Wood and Bandura,
1989); employee attraction, selection and attrition
(Schneider, 1987); and role variables and supervisory/peer-
group interaction (Bedeian, Mossholder,& Armenakis, 1983).

Results from interactionist research tend to support the
notion that behavior (or Jjob-related attitudes) is best
described as a function of the interaction of both individual
and situational factors. According to Day and Bedeian (1990)
this approach relates to an "active" model of persons and
situations, which suggests that "individuals and situations
compose complex interactive systems" (p. 14). It would appear
that such a model is applicable in terms of salesforce
research, given the complex, volatile environment inherent in
such research. This "active" approach is one whereby behavior
and attitudes are viewed as processes of interaction, rather
than ‘passive’, unidirectional approaches.

It is the position of this researcher that individual and

situational factors (and their interaction)} should be
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considered in the investigation of employee performance, job
satisfaction and turnover. It was expected that both types
of wvariables will significantly contribute to our

understanding of these constructs.

GAPS AND DEFICIENCIES IN THE LITERATURE

Performance and Satisfaction

As noted previously in Chapter Two, there is some
consensus in the literature that relationships exist between
the constructs of employee performance, job satisfaction and
employee turnover. However, research efforts have failed to
develop a model of salesperson performance, satisfaction, and
turnover which is capable of fully explaining and predicting
the phenomenon. Research efforts have concentrated on various
sets of antecedent variables and have been conducted in
various research settings. Under the circumstances, the lack
of consistent, strong findings is not necessarily surprising.
According to Fisher (1980) "perhaps it is time for researchers
to step back for a moment and consider the nature of the
relationship they are examining. A better understanding of
the theoretical basis for expecting or not expecting a
relationship to exist is needed" (p. 607).

The dissertation research attempted to address this issue

by further examining the constructs of employee performance,
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job satisfaction, and turnover. It is suggested that perhaps
we have been a bit premature in attempting to causally
establish directionality and 1linkages between employee
performance, job satisfaction, and turnover. It may very well
be that further investigation of the basic constructs is
necessary befofe relationships can be firmly established.
Therefore, an interactionist approach to examining individual
and situational factors as they relate to employee

performance, Jjob satisfaction, and turnover will be pursued.

Turnover

In the area of employee turnover, there has been
considerable research conducted regarding the costs and
negative consequences of turnover. There has also been much
research focused on the antecedents of turnover. As a result,
there is some consensus regarding the relationship between job
satisfaction and employee turnover and also for the
relationship between employee performance and turnover.
Additionally, the existing literature provides some evidence
for the functional and dysfunctional aspects associated with
enmployee turnover.

However, the impact of employee turnover within a
salesforce or upon sales managers has not been adequately
researched. With the exception of some half-dozen studies
(Busch & Bush, 1978; Futrell & Parasuraman, 1984; Jackofsky

& Peters, 1983; Hollenbeck & Williams, 1986; Johnston,
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Parasuraman, Futrell & Black, 1990; Lucas, 1985), the majority
of turnover research has been conducted in other occupational
settings. For example, employee turnover has been studied
extensively in the context of nursing (Blau, 1985; Griffith
& Hom, 1988; Prestholdt, Lane & Mathews, 1987; Price &
Mueller, 1981; Sheridan & Abelson, 1983; Terborg & Lee,
1984):; and for hospital employees (Hom, Griffith, & Sellaro,
1984; Mobley, Horner & Hollingsworth, 1978; Mowday, Koberg,
& McArthur, 1984). Employee turnover has also been studied
in the context of mental health workers (Michaels & Spector,
1982; Pond & Geyer, 1987); of military personnel (Butler,
Lardent & Miner, 1983; Hom & Hulin, 1981; Miller, Katerberg,
& Hulin, 1979; Motowildo & Lawton, 1984; Youngblood, Mobley,
& Meglino, 1983); of government employees (Mowday &
Spencer, 1981); of fast food workers (Krackhardt & Porter,
1985, 1986); of financial institution employees -- including
bank tellers (Colarelli, 1984; Dean & Wanous, 1984; Lee &
Mowday, 1987; Wells & Muchinsky, 1985):; of accountants
(Arnold & Feldman, 1982); of engineers (Clegg, 1983); of
"room attendants” (hotel maids) -- (Parsons, Herold &
Leatherwood, 1985); of oil company employees (Dreher &
Dougherty, 1980); and in the context of managers at an
electronics firm (Campion & Mitchell, 1986).
The dissertation research attempted to increase our
understanding of turnover in a sales setting by adding to the

relatively small number of studies previously conducted. An
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interactionist approach was adopted in the investigation of
how individual and situational factors contribute to turnover.

The remainder of Chapter Two will focus on a discussion
of those situational and individual factors selected as study
constructs. Following this discussion, specific hypotheses for

the dissertation research are stated.

Situational Variables: Role Perceptions

In general, the role of situational variables has been
somewhat overlooked in the salesforce 1literature. For
example, in the meta-analysis conducted by Churchill, Ford,
Hartley and Walker (1985), only 51 associations were found
between performance and general organizational (or
situational) factors (out of a total of 1,653 reported
associations). Of additional interest, is that "on average,
only 1 percent of the variation in performance is associated
with variations in organizational/environmental factors" (p.
109).

This finding is interesting in light of the traditional,
historical, theoretical perspective which states that the

role of an organization is very important in terms of employee
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productivity. This long-held position has been advocated by
numerous researchers (Dubinsky & Skinner, 1984; Hackman &
Lawler, 1971; Hall & Lawler, 1970; Herzberg et al, 1959:
Hulin & Blood, 1968).

Of relevance to the dissertation research was the
considerable attention which has been devoted to one specific
situationally-related topic: role stress. Generally, the
relevant literature indicates that dysfunctional consequences
(both for an individual and an organization) can occur as a
result of the two constructs included in role stress: role
conflict and role ambiguity. This section of Chapter Two
examines role stress and reviews literature which has examined
the relationship between role stress and work related
attitudes and behavior (e.g., employee performance, Job
- satisfaction, and turnover).

Considerable research effort has been expended in the
investigation of role stress (Fisher & Gitelson, 1983;
Jackson & Schuler, 1985). However, despite the volume of
research conducted, there is some disagreement as to what has
actually been learned through previous research efforts.
Fisher and Gitelson (1983), for example, concluded (after
conducting a meta-analysis) that "past research has produced
conflicting and unclear results with regard to the nature and
strength of the relationships between role conflict and
ambiguity and their hypothesized antecedents and conseguences"
(p. 330).
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Because role stress has been found to be negatively
correlated with job satisfaction and employee performance, it
was of interest to the dissertation research. 1Indicative of
this position, is the statement by Schuler et al. (1977): "In
general, results suggest that role conflict and role ambiguity
are valid constructs in organizational behavior research and
are usually associated with negatively valued states: e.gqg.,
tension, absenteeism, low satisfaction, low job involvement,
low expectancies, and task characteristics with a low
motivating potential™ (p. 125). This view is held by other
researchers (Bedeian & Armenakis, 1981; Johnson & Stinson,
1975; Keller, 1975;: Netemeyer, Johnston & Burton, 1990;
Rizzo, House & Lirtzman, 1970).

There is some consensus in conceptual definitions of role
conflict and role ambiguity. Role ambiguity has been defined
as "the degree to which a sales rep is uncertain about others’
expectations with respect to the job, the best way to fulfill
known expectations and the conseguences of role performances"
(Chonko, Howell, & Bellenger, 1986, p. 37), and, "the lack of
clarity or predictability one perceived in his or her work
related behavior® (Szilagyi, 1977, p. 379). Rizzo, House and
Lirtzman’s definition (1970) appears to combine the two
definitions above. Rizzo et al. defined role ambiguity as
the degree to which an individual is wunclear about
expectations of others, as well as the uncertainty associated

with one’s own performance. Role clarity, the opposite of
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role ambiguity, has been defined as "the extent to which
information required tc perform a job is communicated and
understood" (Bush & Busch, 1981).

Role conflict has been defined as "the perception of
conflicting demands or incompatibilities by <the role
incumbent" (Szilagyi, 1977), and as "the degree of incongruity
or incompatibility of expectations associated with the sales
role" (Miles & Perreault, 1976, p. 22). Rizzo et al.’s
definition more closely matches that of Miles and Perreault -
the degree to which role expectations are incompatible with
role realities.

Similar to the consistency in conceptual definitions, is
the general consistency in the approach of researchers to the
operationalization and measurement of the two constructs.
According to Jackson and Schuler (1985), "“the majority of
research (85%) conducted since the 19508 have used the role
ambiguity and conflict scales developed by Rizzo et al (1970)"
(p. 16).

Because of its extensive use, there has been some amount
of research interest devoted to investigating the properties
of the scale (King & King, 1990; McGee, Ferguson & Seers,
1989; Netemeyer, Johnston & Burton, 1990; Schuler, Aldag &
Brief, 1977). Additionally, House, Schuler & Levanoni (1983)
and Tracy & Johnson (1981) have examined the item~response
characteristics (positive/negative wording and self vs. other

wording) of the Rizzo et. al scale. Current research seems
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to indicate that the scale meets "some established thresholds
of convergent and discriminant validity" (Netemeyer et al.,
1990, p. 148). However, additional efforts to better
understand role stress and its measurement have been
suggested.

To analyze and review the extant empirical literature on
role ambiguity and role conflict, Jackson and Schuler (1985)
conducted an exhaustive meta~analysis. Their review consisted
of an investigation of approximately two hundred relevant
articles. Specifically, they examined twenty nine correlates
of role ambiguity and role conflict (i.e., ten organizational
context variables, five individual characteristic variables,
ten variables of affective reaction and four behavioral
reaction variables: absenteeism and three measures of
performance).

Of particular importance to the dissertation research was
the findings of Jackson and Schuler regarding role ambiguity
and role conflict as they relate to job performance and job
satisfaction. Their findings in this area follow.

In terms of job performance, these researchers state:
"From a cognitive perspective, performance should be hindered
by role ambiguity and role conflict because with them, the
individual faces either a lack of knowledge about the most
affective behaviors to engage in or an almost impossible
situation for doing everything expected. Therefore,

regardless of the amount of effort expended, behaviors are
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most likely to be ineffective, misdirected or inefficient" (p.
43). The empirical evidence for a negative correlation
between role ambiguity and role conflict and performance is
weak, however. Utilizing a variety of objective performance
measures (such as sales volume, profits), researchers have
failed to find meaningful correlations between the set of
constructs. Therefore, it is Jackson and Schuler’s conclusion
that "there is at best a podest negative relationship between
role ambiguity, role conflict and performance" (1985, p. 44).
In considering satisfaction, it is interesting to note
that Jjob satisfaction was the most frequently used
"consequence" variable (it appeared in 50% of all reviewed
studies). Unlike job performance, job satisfaction was
found (consistently) to be negatively, significantly related
to role ambiguity and role conflict. Only the strength of the
relationship varied -- as a consequence of the particular
dimension of Jjob satisfaction being investigated. For
example, for role ambiguity, correlations were found as
follows: general satisfaction (r = -.46); supervision (r = -~
.53); the work itself (r = -.52); co-workers (r = -.37); pay
{r = -.26) and advancement opportunities (r = -.40). For role
conflict and satisfaction, correlations found were: general
satisfaction (r = -.48); supervision (r = ~.53); the work

itself (r = =-.49); co-~workers (r = -.42); pay (r = -.31);

and for advancement opportunities (r -.38). All of the

above correlations were found to be significant.
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With Jackson and Schuler’s work providing an excellent
foundation, attention will next be focused on the research
(related to role ambiguity and role conflict) which has been
conducted in the context of selling environments. These
studies were of primary interest to the dissertation research.
It has been suggested by some researchers that role
ambiguity and role clarity are of critical importance as they
relate to employee performance, job satisfaction and turnover
in the salesforce (Bagozzi, 1978, 1980; Behrman & Perreault,
1984; Bush & Busch, 1981; cChonko, Howell & Bellenger, 1986;
Donnelly & Ivancevich, 1975; Dubinsky & Hartley, 1986;
Dubinsky & Skinner, 1984; Johnston, Parasuraman, Futrell &
Black, 1990; Szylagyi, 1977; Walker, Churchill & Ford, 1977).
As indicative of its importance, in the research conducted by
Behrman & Perrault -- see their model of role stress in this
chapter -- role ambiguity was found to represent the largest
path coefficient of all variables in the model. These
researchers concluded that role ambiguity most certainly has
a deleterious impact on performance. Likewise, Dubinsky &
Hartley (1986) found identical results; role ambiguity
(consistent with theory) was found to have the largest path
coefficient in the model.
Conceptually, role conflict has been hypothesized to have
a negative relationship with employee performance and job
satisfaction (Churchill, Ford & Walker, 1977). Additionally,

empirical results have confirmed this theoretical position
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(Szilagyi, 1977; Szilagyi, Sims & Keller, 1976). An
interesting finding of some of the most recent research
efforts, however, is that role conflict has a positive
relationship to performance (Behrman & Perrault, 1984;
Dubinsky & Hartley, 1986). These findings directly contradict
previous work. Plausible explanations of these findings
consist of the following: (1) conflict may be an inherent
aspect of the selling environment; (2) some degree of
conflict may enhance the efforts of salespeople; and (3)
salespeople may be uniquely predisposed to coping with
conflict, that is, they "self-select" into selling careers.
Based on the brief review provided herein, it appears

that additional research is warranted in the area of role
stress and enployee performance, job satisfaction, and
turnover in a sales setting. The dissertation research
utilized the concept of role stress (role ambiguity and role
conflict) and investigated relationships between role stress,
employee performance, job satisfaction and turnover. This
approach is consistent with previous empirical studies which
have suggested that the "two aspects of stress are not
independent"” (Behrman & Perreault, 1984, p. 12). This
research indicates that "role conflict should be viewed as
contributing to higher 1levels of ambiguity - since the
salesperson’s job is simultaneously being defined by the firm,
the sales manager, customers, and even competition" (Behrman

& Perreault, 1984, p. 12).
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Individual Variables: Gender and Job Tenure

gender

Similar to a =salesperson’s age or Jjob tenure,
salesperson’s gender may account for differences in job
satisfaction, employee performance, or in turnover. While
males have long pursued careers in selling, females are
relative newcomers to the profession. It was of interest to
the dissertation research to determine whether there were
differences between male and female salespersons in terms of
their job satisfaction, their performance, and their
propensity to leave a sales organization.

That women are joining the labor force is no surprise;
today over 70 percent of women between 25 and 54 years of age
are gainfully employed (Jensen, Rao, & Hilton, 1989).
According to these researchers, the percentage of married
women in the labor force is also increasing. In 1985, 55
percent were employved; projections for 1995 are that 65
percent of married women will be employed outside the home.

Psychology Today reports that working--for women--is
definitely "in" ("Women on TV," October, 1989, p. 12). This
article described the portrayal of women on television and
concluded that there actually was a broader representation of
women working in television shows, than in real life (i.e. in
1987, 75 percent of women on television were employed,

compared to 56 percent in reality). The authors’ conclusion
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regarding the attention given to working women is that in
today’s world, work is an integral part of womens’ lives.

More specifically, in terms of the dissertation research,
was an interest in the number of women who are choosing sales
careers and the similarities or differences these women
exhibit when compared to men in sales careers. Recent
research has examined differences between males and females
in terms of their abilities and their positions in
organizations (Bigoness, 1988; Fagenson, 1990; Hyde, Fennema
& Lamon, 1990; Hyde & Linn, 1988; Ragins and Sundstrom,
1989; Spencer & Drass, 1989; and Wood, Rhodes and Whelan,
1989). There also has been research attention given to the
topic of women in the work force (Bigoness, 1988;
Frankenhaeuser et al., 1989; Jensen, Rao & Hilton, 1989; and
MacEwen & Barling, 1988). However, there have been only a few
studies which specifically address women in sales careers
(Busch and Bush, 1978; Comer and Jolson, 1985; Fugate,
Decker & Brewer, 1988; Futrell, 1984; Gable & Reed, 1987;
and Swan, Rink, Kiser & Martin, 1984).

U.S. News and World Report investigated women in selling
careers and stated that it is "one of corporate America’s most
dramatic shifts: the birth of thousands of saleswomen in
traditionally male-dominated industries" ("The Birth", Feb.
6, 1989, p. 40). This article further suggests that women may
be ideally suited to a career in sales due to their "inherent

female traits (such) as empathy, intuition and the ability to
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nurture long-term relationships" (p. 40). Additional
facilitating factors which may be leading to increased numbers
of women in professional selling are: women receiving over
50 percent of bachelors’ and marketing degrees; changing
fertility rates; increased education; and women being more
involved in broader ranges of sales and responsibilities
(Fugate, Decker and Brewer, 1988, p. 34).

Given that women are entering the selling profession,
what possible differences can be anticipated when compared
with men in selling professions? Busch and Bush (1978)
compared women and men in terms of employee performance, job
satisfaction, role perceptions and intentions of leaving the
organization. Their findings were generally supportive of the
hypothesis of "no differences" between men and women.
However, a significant difference was found in terms of
role clarity; women perceived significantly less role clarity
than did men. This finding received further support in a
somewhat complex “biopsychosocial" study conducted by
Frankenhaeuser et al. (1989). These researchers found
significant differences between professional women and men in
terms of their perceptions of conflict and control; women
perceived greater conflict on the job and less personal
control. Accordingly, women reported significantly more
psychosomatic symptoms than men and were significantly less
satisfied with their work than men.

Not only is it possible for women to perceive work
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differently from men, but it is also entirely possible that
women (and their work) are perceived differently from men.
A career in sales has been desirable for many women because
it provides them with an opportunity to be objectively
evaluated -- they are capable of achieving "equal pay for
equal work" in terms of commission sales. However,
Marketing News has suggested that subjective evaluations for
women may be very different from those for men ("Male
Industrial Sales Reps", 1990, p.11). This article states:
"Although there were no differences noted in the number of
hours males and females worked, the number of months to close
a sale, the average sale in dollars, or the amount of job
insecurity, managers’ ratings of males were higher (than
females) on all the dimensions of job performance" ("Male
Industrial Sales Reps", 1990, p. 11). The above results were
found in research conducted by Avila and Grewal, who concluded
that "leniency may prevail for males along with harshness for
females" (p. 11).

Based upon this brief review of several studies, it
appears reasonable that differences may exist between males
and females, in terms of employee performance {(objectively and
subjectively measured); job satisfaction; and role
perceptions. Because such differences have not been
adequately studied in a sales context, these issues are worthy

of further investigation.
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Ienure

‘The relationship between tenure and employee
performance/job satisfaction in a salesforce is relevant from
at least two different conceptual perspectives (turnover and
career stages)., First, tenure is an important construct to
consider when one considers the turnover situation in an
average salesforce. Today, the average turnover rate in
selling is over 19 percent ("Annual Survey," 1989); with some
companies reporting over 80 percent average annual turnover
rates. With distinctions being made between functional and
dysfunctional turnover, clearly what a sales manager would
hope to accomplish is the increase of tenure for productive
salespersons, while simultaneously allowing for a decrease in
numbers of poorer performing salespersons.

The second perspective, a career stage perspective,
becomes important when one considers that salesforces are
generally a combination of new, inexperienced sales
representatives and older, more experienced veterans. An
understanding of career stages, of how salespeople may change
and develop over time, would appear to be extremely beneficial
to the sales manager. Is it the rookies --the new kids on the
block -- who are the top performers? Or conversely, is it the
seasoned veterans -- the old hands -- who have mastered the
skills necessary to perform at an optimum level? Essentially,
questions include: At what level of tenure are top performers

found?; and, How does tenure impact salesforce performance and
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satisfaction?

These questions have received some amount of attention
in the literature, as evidenced by the following brief review.
Cravens, Woodruff, and Stamper (1972) and Lamont and Lundstrom
(1977) found no significant relationship between tenure and
performance (as measured by sales volume). Sample size was
25 salespeople for the former and 71 for the latter. Bush and
Busch (1978) found a positive relationship between tenure and
performance in their study of 477 pharmaceutical salespeople.
Similarly, Lucas (1985) found a positive, significant
relationship between tenure and performance in their study of
213 retail store executives. A curvilinear relationship was
found between tenure and performance by Jolson (1974) and by
Kirchner, McElwain, and Dunnette (1960). Jolson’s view was
that performance would change over time in a manner resembling
the product life cycle curve. Somewhat similarly, Kirchner,
McElwain, and Dunnette believe that performance would increase
to a peak level at around age 40 and subsequently decrease
thereafter.

Several studies found negative relationships between
tenure and certain dimensions of job satisfaction. For
example, Churchill, Ford, and Walker (1976) found that time
in a sales position was negatively related to satisfaction
with pay, with promotion, and with the overall job. In a
later study (1979) these researchers also found that job

tenure was negatively related to a salesperson’s perceptions
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of importance for promotion, for personal growth, and for a
sense of accomplishment. Ingram and Bellinger (1983) provided
support for Churchill, Ford, and Walker’s findings:; they
found that 3job tenure was negatively correlated with a
salesperson’s valence for pay and for promotion.

Tenure may also impact performance and satisfaction
indirectly through its relationship with role conflict and
role ambiguity. Walker, Churchill, and Ford (1975) found a
significant negative relationship between tenure and role
conflict and ambiguity.

Returning to the two conceptual positions mentioned
above, a brief discussion is provided regarding some specific
concerns related to tenure. The first concern is that of
turnover. According to Jolson, Dubinsky, and Anderson
(1987), turnover in a sales force is generally viewed as
having negative connotations because of its pervasive effect
on an organization’s customers, on an organization itself, on
fellow members of a salesforce, as well as on society =-- in
general. They state that many are beginning to realize that
salesforce turnover is "a sleeping giant" -~ swallowing
significant portions of both productivity and profits. With
high turnover rates, a sales organization is critically
affected -- in areas of recruitment, of selection, of
training, of supervision, of deployment, and of budgeting.
As a consequence, "a paramount concern of management of a

given firm is forecasting the lifetime job tenure of sales
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personnel in that firm" (p. 10).

Based on their research efforts, Jolson, Dubinsky and
Anderson (1987) identified many predictors of salesperson job
tenure. Of particular interest to the dissertation research
was the relationship between job tenure and the following
predictors: job-related stress (-); role clarity (+):
opportunity for advancement (+); satisfaction with pay (+):
and performance of the salesperson (+/-). Other predictors
identified by Jolson et al. were: personal autonomy (+); peer
group cohesion (+); opportunity for growth (+); opportunity
to use skills and abilities; need for independence (-); and
task routinization (-).

Jolson, Dubinsky, and Anderson (1987) operationaiized
tenure as the sum of past tenure with the present company (a
self report) and future tenure (the salesperson’s estimate of
the expected duration of future employment with the present
company). Their results indicate that there are significant
predictors (which have been ignored by previous researchers)
of a salesperson’s tenure within a firm (popularity of the
company’s products, average unit sales size, percent of
customers obtained by cold calls, and percentage of time
devoted to prospecting and selling as opposed to servicing
accounts).

As a result of their study, Jolson et al. provide
suggestions to sales managers in terms of increasing job

tenure: (1) the recruitment of veteran salespeople; and (2)
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improving rewards for oclder salespeople (possibly through the
use of cafeteria style fringe benefit plans). This reflects
an interactionist perspective in that it recognizes the
possibility that individuals may interact differently with
the same environment at different levels of job tenure.

Cron (1984) made a contribution to the salesforce
literature with his conceptual article regarding career
stages. Cron identified four separate career stages:
exploration (20-30 years old), establishment (30-45 years
old), maintenance (starting somewhere around late thirties or
mid forties) and disengagement (retirement age).

Of interest to the proposed dissertation research was
Cron’s model, detailing the affects of career stages on
salesperson performance and satisfaction. Cron proposes that
a salesperson’s performance and satisfaction will be moderated
by their particular career stage. Specifically, he states
that: (1) satisfaction and performance are closely related
during the exploration stage; (2) promotion, satisfaction
and performance are closely related during establishment; and
(3) satisfaction with co-workers and satisfaction with pay
will be related to performance during the maintenance career
stage. Propositions related to the disengagement stage are
not developed by Cron; "our present understanding of this
stage is fairly limited, and few people are expected to be in
this situation at any single point in time™ (1984, p. 46).

A framework focusing on how changing career patterns and
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life concerns affect a salesperson’s performance is Cron’s
major contribution. He calls for researchers to "begin to
appreciate the nature and progression of salespeoples’ career
stages to more fully understand how to manage different
salespeople and to increase productivity" (Cron, 1984, p. 50).

Other researchers have investigated the relationship
between tenure and job performance/job satisfaction. Norris
and Niebuhr (1984) believe that "an individual‘’s relationship
to the 3job and work organization change as a result of
socialization through successive 1levels of organization
tenure" (and) "distinct differences in an individual’s
attitudes toward his/her work, peers, and superiors are noted
from one socialization stage to another"™ (Norris & Niebuhr,
1984, p. 170). .

Norris and Niebuhr empirically tested their hypothesis,
utilizing a sample of 116 respondents (technical employees in
an engineering department within a medium size industrial
company). Their findings indicated significant differences
between low and high tenured employees (in terms of
satisfaction with work and with supervision). No significant
differences were found between the two groups in terms of
satisfaction with co-workers, with pay, and with promotion.

Additionally, Norris and Niebuhr (1984) found that the
relationship between job performance and job satisfaction
varied significantly with different tenure 1levels. "More

senior employees reported progressively weaker correlations
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between satisfaction and performance; successful job
performance may be more related to the satisfaction of low
tenured employees than for higher tenured personnel" (Norris
& Niebuhr, 1984, p. 176).

More recently, the relationship between job tenure, age,
and job satisfaction was investigated by Bedeian, Ferris and
Kacmar {(1990). These researchers found that "tenure (however
measured) was a more consistent and stronger predictor of job
satisfaction than chronological age" =-- and =-- that "the
functional relation between tenure and job satisfaction was
found to differ for males and females" (Bedeian, Ferris &
Kacmar, 1990, p. 2).

Results of this study appear to indicate that there are
gender differences related to tenure and job satisfaction.
For females, tenure was found to be more meaningful in
predicting job satisfaction. As explanation for this finding,
Bedeian et al. suggest that it may take longer for women to
reach "equivalent administrative levels, resulting in
increased tenure" (p. 16). Therefore, it is reasonable to
expect that there will be gender differences related to tenure
and job satisfaction.

The results between job tenure, employee performance,
job satisfaction, and turnover are somewhat contradictory in
nature, and thus, inconclusive. Therefore, the dissertation
research examined the nature of relationships between job

tenure, employee performance, job satisfaction, and turnover.
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SUMMARY AND HYPOTHESES

As discussed in this chapter, and as noted by many
academicians, research conducted in areas of employee
performance, job satisfaction, and turnover has not resulted
in clear, indisputable, conclusive findings. While attempts
have been made to summarize the somewhat contradictory
findings in this stream of research, with the exception of
Churchill’s work, little attempt has been made to integrate
various concepts into a conceptual model. Therefore, this
particular area of research is noteworthy not only because of
the amount of research that has been conducted, but alsco
because of the lack of conclusive findings. Additionally,
previous research has approached such topics from a variety
of positions, utilizing a variety of conceptual definitions
and operationalizations. |

The dissertation research attempted to address some of
these issues through the utilization of an interactionist
approach, incorporating relevant individual and situational
variables. The study was an attempt to examine the
relationship of role perceptions (situational variables),
individual variables (gender and job tenure), salesperson
performance, job satisfaction, and turnover. The approach
incorporates major dimensions of behavior and job-related
attitudes (i.e., the person, the situation, and their

interaction). Additionally, the interactionist approach, for
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the dissertation research, specified constructs which have
been shown to be insufficiently examined, but which may prove
to be meaningful. In particular, the role of job-related
factors has been somewhat neglected in the 1literature
(Churchill, Ford, Hartley, & Walker, 1985).

Therefore, the dissertation research proposed to provide
some contribution to our knowledge of relationships between
job performance, job satisfaction, and turnover in a selling
environment, through an analysis of an interactionist
framework (see Figure 2.9). As discussed, additional research

is warranted in order to fully explain such relationships.

Therefore, it is proposed that employee performance is
related to individual (or dispositional) factors (such as
gender and job tenure), situational factors (such as role
stress), and their interaction. It is hypothesized that:

Hl: Salesperson performance can be predicted from
individual and situational variables, along with their
interaction. Specifically, job tenure, role stress, and the
interaction of job tenure and role stress will be significant

predictors of salesperson performance.
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Figure 2.9
Interactionist Framework Depicting Relationships
between Salesperson Attitudes or Behavioral Outcomes,
the Individual and the Situation

Attitudinal or
Behavioral Outcomes -

Performance
Satisfaction
Turnover
Individual Individual Selling
Salesperson |-m X +—{ Situation
(Job Selling Situation (Role
Tenure) (Role Stress x Tenure) Stress)

Based upon research conducted in the area of gender
differences, it is hypothesized that:

H2: There will be gender differences related to employee
performance. Performance variations are proposed to be a
result of gender differences in terms of job tenure, role

stress, and the interaction of job tenure and role stress.

It is proposed that job satisfaction is a function of
individual factors, situational factors, and their
interaction. Therefore, it is hypothesized that:

H3: Job satisfaction can be predicted from individual

and situational variables, along with the interaction of those
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variables. Specifically, job tenure, role stress, and the
interaction of job tenure and role stress will be significant

predictors of job satisfaction.

Based upon research conducted in the area of gender
differences, it is hypothesized that:

H4: There will be gender differences in terms of job
satisfaction. Specifically, it is proposed that these
differences are a function of gender differences in terms of

individual, situational and interaction variables.

Finally, based upon research conducted in the area of
enmployee turnover, it is hypothesized that:

HS5: There will be differences between "stayers" and
"leavers" in terms of individual, situational, and interaction
factors. Specifically, it is proposed that there will be
differences in job tenure, role stress, and the interaction

of job tenure x role stress.

In summary, the dissertation research utilized an
interactionist approach in studying individual and situational
factors presumed to be related to salesperson performance,
satisfaction, and turnover. Specifically, job tenure, role
stress (along with the interaction of job tenure x role
stress) were proposed to be significant predictors of

salesperson performance, job satisfaction and turnover.
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Furthermore, the dissertation research attempted to
assess potential gender differences. This information should
be useful given that females are increasingly entering the

work force and pursuing careers such as selling.



CHAPTER THREE
RESEARCH METHODOLOGY

The research questions that prompted the dissertation
were stated in Chapter One and hypotheses to be tested were
stated at the conclusion of Chapter Two. Chapter Three
describes research methods and is divided into 3 sections:

- the design of the study:

- the survey instrument; and

- a discussion of data analyses.

DESIGN OF THE STUDY

This section discusses the population, sample size,
sample design, data collection proce-dures and analyses. These
topics are covered in three sections, one describing the
stages of the dissertation research, one discussing the

population, and one relating to the sample.

Data Collection Procedure
Self-administered questionnaires were utilized to
determine perceptions of salespeople regarding model

constructs related to individual (dispositional) factors,
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perceptions of role stress (situational) factors, and
satisfaction. Questionnaires were distributed by regional
sales managers to members of their respective salesforces.
Sales representatives completed questionnaires -- at one time
and on the same day for all plants -- and returned them to
their sales managers. Questionnaires were then mailed, in
pre~addressed, stamped envelopes t¢ the Louisiana State

University Marketing department.

Population and Sample Size

Population., Data were obtained from salespersons and
salesmanagers employed by a medium-size outdoor advertising
firm. The advertising company has 30 plants geographically
dispersed over six regions -- primarily in the southeastern
United sStates. States serviced by this advertising firm
include Colorado, Texas, Louisiana, Alabama, Georgia, Florida,
Virginia, Tennessee, Kentucky, West Virginia and Ohio. The
sales divisions (or plants) are relatively small. An average
of four salespeople are employed at each plant, with the range
being from one to nine salespeople.

It was important to the dissertation research to obtain
a company sample that would be representative of other selling

firms. It is felt that the company recruited represents a
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geographically dispersed selling organization and one that
utilizes typical selling activities. However, research
results may only be generalizable to salespeople who are
employed in similar selling positions. Results may not be
applicable to salespeople in different selling situations.

The salespeople who responded to the survey were not
employed in any supervisory capacity. Each salesperson
reports directly to the salesmanager in charge of their
particular plant. Each plant manager reports to a regional
salesmanager. Backgrounds of salespeople varied from plant
to plant, but in general, salespeople had some degree of
selling experience before being employed by the selling
organization. Salespeople had been in their current
positions for an average of 21 months; and in previous work
positions an average of 102 months =-- a total of
approximately 10 years working and selling experience. Mean
respondent age was 32 years. About 52% of the salespecople
were college graduates. Sixty one percent of the sample was
male. Salespeople are paid on a salary and commission basis,

with a bonus system as an incentive.

Sample Size. Salespeople were assured by both the
researcher and the company that all responses would be

confidential and that no individual-level responses would be
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discussed with the company. A total of 108 salespeople were
surveyed. Questionnaires were administered at all plants on
the same day thereby preventing the need for follow-up
telephone calls. Usable questionnaires were returned by 89

salespeople for a response rate of 82 percent.

Introduction

Constructs of interest, and their operationalizations are
discussed in this section. Each variable is discussed in
relation to both conceptual definitions and its measurement.
Questionnaires utilized in the dissertation research are
presented in Appendix A. It should be noted that <the
dissertation research was part of a larger, ongoing study.
Information regarding the location of specific measures
utilized in the dissertation research is provided in the

Appendix.



Table 3.1

Sample Size and Response Rates

for Selected Performance Studies
Conducted in Sales Settings
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Sample Surveys Response
Study Methodology Size Completed Rate
Avila and Questionnaire 244 197 81%
Fern mailed
(1986)
Beltramini and Questionnaire 2000 a33 47%
Evans mailed
(1988)
Berl, Powell, Questionnaire 324 266 82%
and Williamson mailed
(1984)
Busch & Bush Questionnaire 974 477 54%
(1978) Return via mail
Behrman & Questionnaire
Perreault Return via mail 219 196 90%
(1984)
Churchill, Questionnaire 479 265 55%
Ford and Walker mailed
(1976)
Dubinsky and Questionnaire 121 116 96%
Skinner mailed
(1984)
Futrell and Questionnaires 508 263 52%
Parasuraman mailed
(1984)
Oliver Questionnaire 99 95 96%
(1974) & experimental

design



Table 3.2
Sample Size and Response Rates for

Selected Turnover Studies
Conducted in Various Occupational Settings
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Sample Surveys Response

Study Methodology Size Completed Rate
Arnold, Feldman questionnaire 2351 1058 45%
and Purbhoo mailed
(1985)
Campion and questionnaire 283 174 80%
Mitchell majiled
(1986)
Dreher and questionnaire 1412 692 49%
Dougherty mailed
(1980)
Hom and questionnaire 190 165 87%
Griffith mailed
(1989)
Krackhardt and questionnaire 76 63 83%
Porter completed at
(1985) home~returned

to work
Lee and Mowday dquestionnaires 1621 445 27%
(1987) via company mail
Michaels and questionnaire 180 112 69%
Spector
(1982)
Parsons, Herod questionnaire 51 51 100%
and Leatherwood administered at
(1985) work
Sheridan and questionnaire 346 346 100%
Abelson administered
(1983) during work
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The Ouestionnaire
The variables analyzed in the dissertation research were
measured utilizing a combination of scales developed in other
settings. All the measures were based on multiple item
scales, and measurement reliability was evaluated based on
Cronbach’s alpha. See Table 3.3 for conceptual definitions
of constructs and Table 3.4 for summary information concerning

neasures utilized.

Tenure This measure assessed the amount of time an
individual had with- the selling organization (in any 3job
capacity). Responses were obtained for length of time with
the selling organization as a salesperson, as a salesmanager,
as an assistant manager, as an operations manager or as a
general manager. Total time with the company was also

assessed.

Role Ambjguity This construct relates to the uncertainty
that a salesperson experiences with regard to work related

expectations of role partners (i.e., customers, salesmanagers,



Table 3.3: Conceptual Definitions
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construct

Performance

Satisfaction

Turnover

Role Ambiguity

Role Conflict

Tenure

Definition

the degree to which an individual carries
out his/her job in adherence with certain

standards of the organization
(adapted from Szilagyi, 1977)

the degree to which an individual’s

desires and needs are fulfilled by his/

her employment
(adapted from Szilagyi, 1977)

the cessation of membership in an
organization by an individual who
received monetary compensation from
the organization

(Mobley, 1982)

the extent to which an individual is
unclear about the role expectations
of others, as well as the degree of
uncertainty associated with one’s own
role performance (Rizzo et al., 1970)

the degree to which expectations of a
role are incompatible or incongruent
with the reality of the role

(Rizzo et al., 1970)

the length of time for which a position

is held within and for a particular
organization
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Table 3.4: Summary of Information Concerning Measures

Construct Name

Employee Performance

Job Satisfaction

Turnover

Role Stress

Role Ambiguity

Role Conflict

Tenure

Description of Measure

(1) A measure of the salesperson’s
overall performance based on the
average of 28 (7 point) items
related to personal qualities,
knowledge, administration, sales
ability, and overall assessments.

(2) Sales volume measures.

A measure of a salesperson’s job
satisfaction tapping elements of
satisfaction with the job,

with customers, with coworkers,
with pay, with policies, with
promotion, and with supervision
{96 items).

Measure of whether salesperson
remained with or left the selling
organization.

Composite measure of role
ambiguity and role conflict.

A measure of the salespersons’
overall role ambiguity as measured
by 6 Likert type items which
indicate the uncertainty
experienced regarding work

related expectations (Rizzo, House
and Lirtzman, 1972).

A 8 item scale tapping various
aspects of conflict experienced by
salespeople. (Rizzo, House, and
Lirtzman, 1972).

A measure of the length of time a
salesperson had been employed by
the selling organization.
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family members and/or company policies). It is measured by
a 6 item scale developed by Rizzo, House, and Lirtzman
(1972).

Role Conflict Likert-type items measure the overall role
conflict experienced by a salesperson. Four dimensions of
role conflict are measured: (1) intersender conflict; (2)
intrasender conflict; (3) work overload; and (4) person-
role conflict. Eight items measure this construct (Rizzo,

House, and Lirtzman, 1972).

Employee Performance Two measures of employee

performance were utilized in the dissertation research:
quantitative and qualitative. The quantitative measure was
sales volume. Total sales volume (in dollars) for two--~
separate, 3 month periods were utilized. The second 3 month
period was utilized as a validation check for the first 3
month period.

Qualitative measures of performance were obtained from
supervisory evaluations. This evaluation measured on a 7
point scale (ranging from 1 = "strongly disagree" to 7 =
"strongly agree®™) the salesperson’s performance in terms of:
(1) personal gqualities ("this employee demonstrates self
confidence™); (2) knowledge ("this employee demonstrates

knowledge of customers"); (3) administration ("this employee
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consistently submits required reports"); (4) sales ability
("this employee gets the customer’s viewpoint"); and (5)
overall performance ("this individual is one of the best

enployees we have working for us").

Satisfaction Consistent with previous research conducted
in this area, the determination of separate aspects of job
satisfaction was guided by the IndSales measure of salesperson
satisfaction (Churchill, Ford, & Walker, 1974). Seven point
Likert-type items were utilized measuring 7 dimensions of Jjob
satisfaction: (1) satisfaction with customers; (2)
satisfaction with co-workers; (3) satisfaction with
supervision; (4) satisfaction with pay; (5) satisfaction
with company policies; (6) satisfaction with promotional

opportunities; and, (7) overall job satisfaction.

Rata Analysis
The data analysis portion of Chapter Three is divided
into two sections. The first section will present a
discussion regarding reliability and validity assessments.
The second section will describe the procedure to be utilized
in testing research hypotheses. See Table 3.5 (the general
data analysis procedure) and Table 3.6 (Research Hypotheses

and Required Analysis).
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Reliability Assessment

One of the most important considerations in the selection
of model constructs is the notion of reliability -- that
measurements of the constructs are free from random error.
Reliability of scales enhances analysis =-- it allows for
consistent results. There are three basic techniques for
determining the reliability of a scale: (1) internal
consistency; (2) test-retest; and (3) alternative forms.

Internal consistency was assessed for all scales employed
in the proposed dissertation research; coefficient alpha was
utilized to determine the internal consistency of measurement
scales. According to Nunnally (1978), coefficient alpha
generally produces an appropriate estimate of reliability
since the major source of measurement error is due to content
sampling.

While there is no numerical requirement for coefficient
alpha, standard practice dictates acceptability. It has been
suggested that .70 is an acceptable level -- in the early
stages of research (Nunnally, 1978). Typical alphas for
marketing research may range anywhere from .55 to .96 (Behrman

and Perrault, 1984).
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Table 3.5
Data Analysis Procedure Followed

Administer Questionnaire

Specification of Hypotheses
See Chapters Two,Three

Select Statistical Téchnique
See Chapter Three

Calculate, Analyze Results
See Chapter Four

Drawing of Inferences
See Chapter Four & Five

Data Analysis Conclusions
See Chapter Four & Five
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The dissertation research employed guidelines established

in marketing and management. That is, construct reliability
coefficients should range above .70. For item analyses and
scale reliabilities, see Appendix C (performance measures),
Appendix D (satisfaction measures), and Appendix E (role

stress measures).

Validity Assessment

The dissertation research also gave consideration to the
issue of construct validity -- the degree to which scales
measure the constructs which they are purported to measure.
A measure can be considered valid only when differences in
observed scores are indicative of true differences in the
variable being measured. There are several types of validity
(e.g., construct validity, content -- or face validity,
criterion-related validity, nomological validity). Each type
may provide additional evidence toward establishing validity.

Content (or face) validity refers to whether or not the
contents of a scale appear to provide a representative set of
scale items relating to the variable. Content validity is a
necessary type of validity to establish, but it is not a
sufficient approach to validity considerations.

Criterion validity refers to the extent to which scale

scores are related to nonscale variables selected as
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meaningful criteria (Peterson, 1982). This type of validity
is most frequently determined through correlation coefficient
analysis.

Construct validity may be the most sophisticated approach
to evaluation of measurement scales. It is thought that this
type of validity is a necessary condition for theory
development, in that it relates to the degree of
correspondence between variables and their measurements.
Several researchers have proposed methods to assist in the
assessing the construct validity of a scale (Campbell and
Fisk, 1959; Zeller and Carmines, 1980).

The dissertation research incorporated the consideration
of validity in its theoretical development of the framework
and its empirical test of model relationships. It is
suggested that nomological validity can be assessed through

analysis of the hypothesized relationships between constructs.

Hypotheses Tests

Analysis of the dissertation research will be presented
for each stated hypothesis. See Table 3.6 for research

hypotheses and required analysis.
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Research Hypotheses and Required Analysis
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Bypothesis Analysis Statistical
Technique Test

Hl. Salesperson performance Moderated F-test

can be predicted from indi- Regression R-square

vidual and situational Analysis Change in

variables, along with their R-square

interaction. Regression
Coefficients

H2. There will be gender Analysis F-test

differences related to of Variance

performance.

H3. Job satisfaction can be Moderated F-test

predicted from individual Regression R-sqguare

and situational variables, Analysis Change in

along with their interaction. R~square
Regression
Coefficients

H4. There will be gender Analysis F-test

differences in terms of of Variance

job satisfaction.

HS5. There will be differences Analysis F-test

between "stayers" and
"leavers" in terms of
individual, situational, and
interaction factors.

of Variance
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Hypotheses Tests

Research hypotheses suggesting relationships between
primary constructs such as employee performance, Jjob
satisfaction, and turnover and predictor variables (individual
and situational factors) will be tested utilizing a series of
hierarchical moderated regression analyses. Moderator
variables are those which systematically modify either the
form and/or strength of the relationship between a predictor
and a criterion variable. This type of analyses was chosen
following recommendations of researchers who have conducted
studies utilizing the technique (Bearden & Woodside, 1976;
Day & Bedeian, 1990; Horton, 1979; Laroche & Howard, 1980;
Stone & Hollenbeck, 1989).

According to Sharma, Durand, and Gur-Arie (1981),
"moderated regression analysis has been used very little in
marketing-related studies" (p.295). However, the technique
is the appropriate analysis to employ in testing for and
identifying moderator variables which modify the form of a
relationship.

Moderated regression analysis was applied for each
dependent variable (employee performance, and job
satisfaction). Separate equations were examined to determine
the significance of interactions between individual factors

and situational factors. The framework presented by Sharma,
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Durand and Gur-~Arie (1981) will be followed. For a complete
illustration of this framework, see Table 3.7.

Following this approach, the individual (personal)
variables will be entered first (step 1), followed by
situational variables (step 2). These, in turn, will be
followed by the cross-products of (individual x situational)
(step 3). If regression weights for the cross-product terms
are significant, then that will be taken as evidence for a
significant interaction effect.

Should interaction effects prove to be significant,
further analyses involve the determination of the specific
type of moderating effect present. This analysis is described

in Step 4 of Sharma et al.’s framework.
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Table 3.7

Suggested Framework for Identifying Moderator Variables

Step 1.

Step 2.

Step 3.

Step 4.

Determine whether a significant interaction is
present between hypothesized moderator variable
and predictor variable. 1If a significant
interaction is found, proceed to Step 2. Other-
wise, go to Step 3.

Determine whether moderator variable is related
to the criterion variable. If it is, then it can
be identified as a quasi moderator variable. 1If
not, it is a pure moderator variable. 1In either
case, the moderator influences the form of the
relationship in the classic validation model.

Determine whether the moderator variable is
related to the criterion or predictor variable.
If it is related, it is not a moderator, but

an exogenous, predictor, intervening, antecedent,
or a suppressor variable. If it is not related
to either the predictor or criterion variable,
proceed to Step 4.

Split the total sample into subgroups on the
basis of the hypothesized moderator variable.
The groups can be formed by a median, quartile,
or other type of split. After segmenting the
total sample into subgroups, do a test of
significance for differences in predictive
validity across subgroups. If significant
differences are found, the moderator can be
termed a homologizer variable operating through
the error term. If no significant differences
are found, the variable is not a moderator variable
and the analysis concludes.

(Source: Sharma et al., 1981, p. 296)



CHAPTER FOUR
DATA ANALYSIS AND INTERPRETATION

Introduction

The purpose of Chapter Three was to describe the
methodology utilized in the preparation and administration of
the dissertation questionnaire. Chapter Three also introduced
the statistical techniques to be utilized in analyzing data
collected from the questionnaire.

This chapter begins with a section assessing reliability
and correlations among study constructs. Next, a discussion
of the statistical techniques employed is presented. Two
statistical procedures were utilized to facilitate analysis
and interpretation of the data. First, hierarchical moderated
regression analysis was used to determine whether or not
statistically significant relationships existed between the
two primary dependent variables (employee performance and job
satisfaction), situational variables (role stress), individual
variables (gender and tenure) and the interaction of
situational and individual variables (role stress x tenure).
Finally, analysis of variance was employed to determine
whether there were significant gender differences related to
employee performance and job satisfaction, as well as other

study variables. Additionally, analysis of variance was

128
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utilized to test for differences between "stayers" and
"leavers" in terms of employee performance, job satisfaction,
and other study variables. The chapter concludes with a

presentation of summarized results.

Reliabilitv Assessment

Cronbach alpha coefficients were computed for total
subscales within the questionnaire. Overall, reliability
estimates were found to be good, suggesting that these scales
are reliable measures.

With the exception of one satisfaction subscale
(satisfaction with policy), all subscales met suggested
marketing guidelines for reliability (above .70). Based upon
item analysis, the satisfaction with policy subscale was
refined. Eight measures of satisfaction with policy were
retained and alphas recomputed. After refinement, this
subscale also met suggested guidelines. A summary of results
is shown in Table 4.1. For more detailed analyses (item
analysis), see Appendix C (performance subscales), Appendix
D (satisfaction subscales), and Appendix E (role stress sub-

scales).



Table 4.1
Scale Reliabilities
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Scale

Performance

personal qualities(8 items)
knowledge (4 items)
administration (5 items)
sales ability (8 items)
overall ability (3 items)

Satisfaction

with
with
with
with
with
with
with

Co-workers (12 items)
Supervision(16 items)
Pay (11 items)
Promotion (8 items)
Policy (21 itens)
Customers (15 items)
Job (13 items)

Situational variables

Role
Role

Ambiguity (6 items)
Conflict (8 items)

.8706
.8410
.8553
.9348
9350

«9037
.9187
.8675
.8621
. 7850
.8633
«9033

8318
.6986
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Correlations Among Model Constructs

Table 4.2 presents descriptive statistics and
intercorrelations among study variables: performance
(qualitative and quantitative); dimensions of satisfaction
(e.g., with customers, co-workers, pay, policlies, promotion,
supervision, and the job); turnover; individual variables
(gender and tenure); situational variables (role stress); and
interaction variables (role stress x job tenure). A brief
discussion of patterns found among study variables follows.

Reference to Table 4.2 indicates that the separate
dimensions of performance (gqualitative) are highly
interrelated. Each dimension of (qualitative) performance
appears to be significantly related to all other dimensions.

However, for the two distinct measures of performance
(supervisory appraisals and sales volume), no significant
correlations were exhibited. Thus, it appears that these two
measures provide information regarding distinct facets of
salesperson performance.

For the satisfaction subscales, it is evident that not
all subscales are highly related to all other subscales.
However, there are some significant intercorrelations between
these subscales. For example, satisfaction with customers is
significantly related to satisfaction with policies (.40,
p<.001), and to satisfaction with the job (.46, p<.001).
Satisfaction with co-workers is significantly related to

satisfaction with supervision (.53, p<.001) and to
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satisfaction with the job (.47, p<.001). A salesperson’s
satisfaction with company policies appears to be significantly
related to satisfaction with promotion (.31, p<.001),
satisfaction with supervision (.55, p<.001) and to
satisfaction with the Jjob (.48, p<.001). Finally,
satisfaction with supervision is significantly related to a
salesperson’s satisfaction with the job (.35, p<.001).

Employee turnover was not found to be significantly
related to any study variables. However, a negative
relationship (although not statistically significant) was
found between turnover and performance; and for four
dimensions of satisfaction.

Significant relationships were found between gender and
the following dimensions of satisfaction: satisfaction with
customers (.32, p<.001); satisfaction with co~workers (.27,
p<.001); and for satisfaction with the job (.34, p<.001).
No significant relationships were found for the individual
variable of job tenure.

Role stress exhibited a significant relationship with the
following study variables: satisfaction with customers (-.42,
p<.001):; satisfaction with co-workers (-.46, p<.001);
satisfaction with policies (-.65, p<.001); satisfaction with
promotion (-.57, p<.001); satisfaction with supervision
(-.52, p<.001); and satisfaction with the job (-.54, p<.00l1).

Finally, the interaction term, role stress x job tenure

was found to be significantly related to satisfaction with
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Table 4.2
Descriptive Statistics & Intercorrelations
Variables: Mean SD 1 2 3 4 5
Performance
{Qualitative)
1. Personal 5.20 <77 1.0
2. Knowledge 4.70 .66 44%*x 1.0
3. Administrative 4.52 .90 76%% 52%% 1,0
4. Sales Ability 4.86 .90 64%%k BQ%k* 72%% 1.0
5. Overall 4.21 1.35 B6%*% S1*% 73%*% 8% 1.0
Performance
{Quantitative)
6. Sales Volune 272 312 -11 12 ~06 05 =09
satisfacti ith:
7. Customers 4.79 1.08 07 06 =08 11 =05
8. Co=workers 5.32 1.39 08 =04 02 14 =00
9, Pay 4,35 1.41 29 16 23 25 30
10. Policies 4,71 1.42 -06 ~05 =02 =02 =14
11. Promotion 4.83 1.51 03 -07 03 «03 =10
12. Supervision 4.93 1.48 -05 =10 =01 <06 =15
13. The Job 5.71 1.13 06 =00 05 15 «00
Turnover
14. Turnover i5 ~-04 05 12 04
Individual Variables
15. Gender -11 07 =06 =12 =12
16. Job Tenure 21.9 20.0 05 06 04 21 =09
Situational Variables
17. Role Stress 38.8 9.8 11 08 03 =02 20
Interaction variables
18. Role Stress 894.0 816.9 =14 ~17 =17 =12 ~07
x Job Tenure
(1) (2) (3) (4) (5)

*-

Note: Coefficients are reported with decimal points omitted.
Reliability estimates are reported on the diagonal.

*p<.0l; **p<.001.

Sales Volume in thousands of dollars; Tenure in months
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Table 4.2
Descriptive Statistics & Intercorrelations
Variables: 6 7 8 9 10 11 12 13
Performance
{Oualitative)

1. Personal

2. Knowledge

3. Administrative
4. Sales Ability
5. Overall

Performance

{Quantitative)

6. Sales Volume 1.0

Satisfaction with:

7. Customers -05 1.0

8. Co-workers 27 25 1.0

9. Pay -08 =04 -04 1.0

10. Policies 05 40*% 44 =17 1.0

1l1. Promotion 02 =05 17 04 31%*1.0

12. Supervision 07 19 53%%=-14 55%% 17 1.0

13. The Job 20 46%% 47%% (O3 48%%* (09 35%%]1 .0
Turnover

14. Turnover -01 10 05 =13 =05 =07 =03 23
Individual variab

15. Gender 26 32% 27*% 00 10 -11 08 34%%
16. Job Tenure 06 =01 05 =-~06 -07 =25 =01 20
Sit ti 1 variabl

17. Role Stress 03 =42%%=46%% 20 —GB65**=57%k%=-523%%k-G4%%
Interaction Variables

18. Role Stress 01l 28% 35% (03 =27%%=39%%=17 00

X Job Tenure
(6) (7) (8) (9) (10) (11) (12) (13)

Note: cCoefficients are reported with decimal points omitted.
Reliability estimates are reported on the diagonal.
*p<.01; **p<,001.
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Descriptive Statistics & Intercorrelations
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Variables: 14 15

16 17 18

Performance

({Oualitative)

1. Personal

2. Knowledge

3. Administrative
4. Sales Ability
5. Overall

Performance

{ouantitative)

6. Sales Volune
Satisfaction with:

7. Customers
8. Co-workers
9. Pay

10. Policies
11. Promotion
12. Supervision
13. The Job

Turnover

14, Turnover 1.0
Individual Variabl

15. Gender o8 1.0
16. Job Tenure 16 16
it £ 1 Variabl

17. Role Stress -02 21
Interaction Variables
18. Role Stress 15 =11

X Job Tenure

98%% 28% 1.0

(14) (15) (16) (17) (18)

Note: Coefficients are reported with decimal points omitted.
Reliability estimates are reported on the diagonal.

*p<.01; *#%*p<,.001,
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customers (.28, p<.0l1), to satisfaction with co-workers (.35,
pP<.01}): to satisfaction with policies (~.27, p<.001); and to
satisfaction with promotion (-.39, p<.001). Additionally, the
interaction term was significantly related to job tenure (.98,

p<.001) and to role stress (.28, p<.01).

Hierarchical Moderated Regression Analysis

Multiple regression analysis was utilized to assess the
relationship between a dependent (criterion) variable and a
set of independent (predictor) variables. From inserting
values for predictor variables into the regression equation,
an estimate was obtained which indicated the importance of a
single predictor variable. The strength of the relationship
which exists between the criterion and predictor variables is
indicated by ’‘R’, the multiple correlation coefficient. The
amount of variance explained for the dependent variable by the
predictor variables is measured by the square of the multiple
correlation coefficient, R’.

Much marketing related research utilizes a "“classic
validation model....to determine the degree of association
between a predictor variable or a set of predictor variables
and a criterion variable" (Sharma, Durand and Gur-Arie, 1981,
p. 291). Sharma et al. suggest that while the model has

proven to be satisfactory in many cases, there exists some
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research results which suggest that the "model does not
provide a complete understanding of the phenomena studied"
(p. 291).

Therefore, as an alternative approach, some researchers
advocate use of moderated regression analysis (Day & Bedeian,
1990; Saunders, 1956; Sharma, Durand and Gur~Arie, 1981).
Application of the technique calls for separate regression
equations to be analyzed. In terms of the dissertation
research, separate (stepwise) moderated regression equations
were performed as follows: (1) on Step 1, an individual
variable was entered into the equation (gender); (2) next,
on Step 2, Jjob tenure (another individual variable) was
entered; (3) a situational variable -- role stress -- was
entered; and (4) the cross-product (role stress x job
tenure) was entered last. When the interaction (or cross-
product) term showed significance (for levels of p<.01,.05 and
.10) it was accepted as an indication of a significant
interaction effect.

Following Sharma et al.’s suggestions, when an
interaction term was found to moderate the relationship
between the term and the criterion variable, further analysis
was undertaken to determine the way in which the interaction
term moderated the relationship. The sample was split into
two groups (low tenure and high tenure), at the median level
of tenure (21.9 months). Regression plots were obtained to

assess how the relationship was moderated.
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According to Sharma et al., moderated regression analysis
has enjoyed only limited use in marketing research. These
authors cite only a few marketing studies whose results were
analyzed utilizing moderated regression analysis (Bearden &
Mason, 1979; Bearden & Woodside, 1976, 1978; Horton, 1979;
and Laroche & Howard, 1980).

For the dissertation research, hierarchical (stepwise)
moderated regression analysis was specifically chosen since
it allowed for the investigation of interaction effects
between predictor and criterion variables. Because research
results in the area of employee performance, job satisfaction,
and turnover have yielded somewhat inconclusive results, it
was thought that utilization of this particular technique may
provide beneficial information heretofore not obtained.
Additionally, the technique allowed for the determination of
how the moderating variable affected the criterion variable
(e.g., whether it moderated the form or the strength of the

relationship).

Tests of the Research Hypotheses

As discussed in Chapter Three, research hypotheses
suggesting relationships between primary constructs of
employee performance, and job satisfaction, and predictor
variables (individual and situational factors) were tested

utilizing a series of hierarchical moderated regression
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analyses. For each dependent variable (two performance
variables and seven satisfaction variables), a set of
regression equations were performed. Each set of regression
equations included two individual variables (gender and
tenure), one situational variable (role stress) and one
interaction variable (role stress x tenure).

Information related to Hypothesis 1 and Hypothesis 3,
will be presented first. These hypotheses relate to the
prediction of employee performance and job satisfaction from
the set of predictor variables. Both the statistical results
and a discussion of the findings will be presented.
Following this section will be information (results and
discussion) related to Hypotheses 2, 4, and 5 (which focus on
gender differences, as well as differences between stayers and

leavers).

Hypothesis 1.

Salesperson performance can be predicted from individual
and situational variables, along with the interaction of those
variables.

Results. To test this hypothesis, it was necessary to
examine relationships between both objective and subjective
measures of performance and independent variables of gender,
tenure, role stress, and role stress x tenure. Table 4.4
presents results of this analysis.

Table 4.4 shows results of hierarchical moderated
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regression analyses for the gdependent variable of emplovee
performance (as measured by supervisory evaluations).

Reference to this table indicates that four separate
regression equations were performed utilizing one predictor
variable for each equation. Changes in R-square were assessed
to determine whether the entry of a subsequent predictor
variable was significant.

The results of these analyses fail to provide support for
Hypothesis 1 (when performance is measured by supervisory
appraisals). No individual variables, situational variables,
nor interaction variables were found to be significant in
predicting employee performance.

Table 4.5(a) and Table 4.5(b) illustrate results of
hierarchical moderated regression analyses with enmployee
performance as the dependent variable, measured by gales
volume. As discussed previously, two separate, quarterly time
periods were investigated (November through January and
February through April). For both time periods, some support
for Hypothesis 1 was obtained.

Two predictor variables were found to be significant in
predicting employee performance - when measured
quantitatively -- by sales volume. An individual variable,
gender, and an interaction variable, role stress x tenure,
were found to be significant in the regression equation.

However, while these two variables were found to be

significant, model R-squares were low (ranging from .0440 to
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Summary of Hierarchical Regression Using Subjective
Measures of Performance as the Dependent Criterion Variable

Supervisory Evaluations as Dependent Variable

Independent Model Regression Rsquare
Step Variable Rsquare Weights(std) Change
1 Gender .0000 -.0022 .0000
2 Job Tenure .0037 -.0618 .0037
3 Role Stress .0132 .0988 .0094
4 Role Stress .0187 -.3363 .0055

X
Job Tenure

- g = —

Note Regarding Independent Variables:

Individual Variables:

Situational Variable:

Interaction Variable:

Tk
* &k

P<.10
p<.05
p<.0l

Gender
Job Tenure

Role Stress

(Role Ambiguity + Role Conflict)

Role Stress * Job Tenure
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Table 4.5

Summary of Hierarchical Regression Using Objective
Measures of Performance as the Dependent Criterion Variable

Table 4.5(a): Sales Performance as Dependent Variable
(November, December and January)

Independent Model Regression Rsquare
Step Variable Rsquare Weights(std) Change
1 Gender .0430 .2073 +0430%%
2 Job Tenure .0431 .0112 .0001
3 Role Stress .0437 -.0254 .0006
4 Role Stress «1170 -1.3668 «0733%%

X
Job Tenure

Note Regarding Independent Variables:

Individual Vvariables:

Situational variable:

Interaction Variable:

p<.10
p<.05
P<.01

* %
kR

Gender
Job Tenure

Role Stress
(Role Ambiguity + Role Conflict)

Role Stress * Job Tenure
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Table 4.5

Summary of Hierarchical Regression Using Objective
Measures of Performance as the Dependent Criterion variable

Table 4.5(b): Sales Performance as Dependent Variable
(February, March and April)

Independent Model Regression Rsquare
Step Variable Rsquare Weights(std) Change
1l Gender .0332 .1822 .0332%
2 Job Tenure .0345 .0372 .0013
3 Role Stress .0356 «0342 .0011
4 Role Stress .1187 -1.4557 «0832%%+
X

Job Tenure

Note Regarding Independent Variables:

Individual Variables:

Situational Variable:

Interaction Variable:

P<.10
p<.05
p<.01

ke
*kk

Gender
Job Tenure

Role Stress
(Role Ambiguity + Role Conflict)

Role Stress * Job Tenure
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.1170). Therefore, the regression equation was not capable

of explaining a large amount of variance in salesperson
gerfomance.

Consequently, only very limited support for Hypothesis

1 was found. In no case were situational variables (role

stress) found to be significant in predicting employee

performance. Only when employee performance was measured by

sales volume, were an individual variable and an interaction

variable found to be significant.

Discussion
Each type of predictor variable will be briefly

discussed. For a summary representation of significant
results, please see Table 4.9, p.

Individual jab3

These results are not consistent with some previous
research in employee performance. For example, a variety of
individual variables have been found to be significant in
predicting performance. Lucas (1985) reported that job tenure
was found to be a significant predictor of performance
(displaying a positive relationship). The present research
found a negative (although statistically insignificant)
relationship between job tenure and performance (as measured
by supervisory appraisals). A positive relationship was found

between tenure and performance (as measured by sales volume).
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From these results, it appears that tenure may contribute

to increased sales volume but not to improved performance
evaluations. As an individual’s Jjob tenure increases, so
would their experience and knowledge. It is reasonable to
expect that salespeople, who have been with the company for
longer periods of time, will be capable of outselling younger,

less experienced salespeople.

situati ] {ab]
Role stress (role ambiguity and role conflict) have been
given much attention in the literature. Role ambiguity has
shown a consistently negative relationship with performance
(Bagozzi, 1980; Behrman & Perreault, 1984; Dubinsky &
Hartley, 1986; and Szilagyi, 1977). In contrast, role
conflict has yielded contradictory results. A positive
relationship between role conflict and performance was found
by Behrman & Perreault (1984), and Dubinsky & Hartley, (1986).
Others have found a negative relationship between the two
constructs (Bagozzi, 1978; Szilagyi, Sims & Keller, 1976).
The dissertation research failed to confirm the
significance of role stress in predicting performance (for
either performance measure). Generally, negative
relationships have been found previously (although not
consistently) between role stress variables and performance.
Dissertation results have failed to confirm either a positive

or a negative relationship with performance.
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Interaction Varijables.
To complete the investigation into the moderating effect

of interaction variables, additional analyses were conducted
(as suggested by Sharma et al., 1981); see framework on page
127. A step by step procedure was followed to determine what
type of moderator variable the interaction term was. As part
of this procedure (Step 4), the sample was split into two
subgroups (low and high tenure). These groups were comprised
of those salespeople below and above the median level of
tenure (21.9 months).

Results of this analysis suggests that the interaction
term does not moderate the relationship -- when performance
is measured by supervisory appraisals. However, when
performance is measured by sales volume, results indicated
that the interaction term (role stress x 7job tenure) is a
moderator variable; a "“pure" moderator variable. This type
of moderator variable, according to Sharma et al). (1981),
influences the form of the relationship between the moderator
and the dependent variable (salesperson performance). In
other words, this type of moderator variable enters "into
interaction with predictor variables, while having a
negligible correlation with the criterion itself" (Cohen &
Cohen, 1975, p. 314). See Table 4.6 for a summary of steps
undertaken to identify what type of moderator the interaction

term (role stress x tenure) was.
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Table 4.6: Identification of Moderator
Variable with Dependent Measure:
Employee Performance

Supervisory Sales
Appraisals Volume

Is there a No Yes
significant

interaction

between

moderator term

and dependent

variable?

(if not-go to

step 3; if yes-

go to step 2)

Is the moderator No
term related to

the dependent

variable?

Is the moderator No
term related to

the dependent

variable?

(if no, do

subgroup

analyses)

Split sample into * S
subgroups ~ determine

differences in

predictive validity

across groups.

* = Subgroup analysis indicates that the interaction term
is not a moderator variable.

# = The interaction term is considered a "pure" moderator
variable.
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As mentioned earlier in the dissertation, little research
in marketing has focused on the examination of interaction
variables. However, such variables have been found to provide
some exblanatory power in terms of individual behavior and
attitudes. For example, when
shopping behavior is considered, it is reasonable to predict
that an individual’s shopping behavior is a function of that
individual, the shopping situation, and the jnteraction of
the individual with the situation. Likewise, it appears
reasonable to conceptualize employee performance as a function
of the individual salesperson, the working environment (or
situation) and the interaction of the salesperson with the
situation.

Support was found for the significance of interaction
variables in predicting employee performance (when measured
by sales volume). The interaction of role stress x tenure
was found to contribute significantly to a change in R-square
(p<.01). Additionally, when combined with other predictor
variables, approximately 12 percent of the variation in
salesperson performance was explained.

Based on these findings, it appears that neither
individual nor situational factors may be sufficient in and
of themselves to predict employee performance. Some support
has been found for the interactionist approach which suggests

that it is the interaction of the individual and their



149
situation which is important to investigate. However, results
of these particular results should be interpreted with

caution, as model R-squares are low.

Hypothesis 3.

Job satisfaction can be predicted from individual and
situational variables, along with the interaction of those

variables.

Results, To test this hypothesis, each separate
dimension of job satisfaction was used as a dependent variable
(i.e., satisfaction with customers, with co-workers, with pay,
with policy, with promotion, with supervision, and with the
job, in general. Table 4.7 (a-h) presents results of these
analyses.

Inspection of the series of tables (Table 4.7a-h) shows
that individual variables were significant in predicting
satisfaction with customers (gender, p<.10; tenure, p<.10);
satisfaction with ﬁ}omotion (tenure, p<.05); and satisfaction
with the job (gender, p<.01). For all dimensions of
satisfaction, role stress was found to be significantly
related (p<.05, and p<.0l1). Interaction terms were not found
to be significant in predicting any dimension of Jjob

satisfaction. Each dimension will be briefly discussed.

Satisfaction with customers. Individual variables of
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gender and Jjob tenure were found to be statistically
significant (both were positively related to satisfaction with
customers) in predicting satisfaction with customers. Role
stress was also found to exhibit a statistically significant
(negative) relationship to a salesperson’s satisfaction with
customers. As indicated by Table 4.7(a),the model R-square was

21.7 percent.

Satisfaction with co-workers., Results for this dimension

of satisfaction differed from those for satisfaction with
customers. Only the situational variable, role stress, showed
significance in predicting a salesperson’s satisfaction with
their co-workers (displaying a negative relationship). For
this regression equation, model R-squares barely exceeded 20

percent.

satisfaction with pay. Similar to satisfaction with co-

workers, only the situational variable, role stress,
contributed significantly to explaining a salesperson’s
satisfaction with pay. For this dimension of satisfaction,
however, role stress exhibited a positive relation. This
result should be interpreted with caution, however, as model
R-squares for a salesperson’s satisfaction with pay was

extremely low (approximately 5 percent).
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Table 4.7

Summary of Hierarchical Regression Using Dimensions of
Job Satisfaction as Dependent Criterion Variables

Satisfaction with Customers

Independent Model Regression Rsquare
Step Variable Resquare Weights(std) Change
1l Gender .0382 .1955 .0382%*
2 Job Tenure .0672 <1774 .0290%*
3 Role Stress -2171 -.4006 +1499%% %
4 Role Stress .2171 -.0034 .0000

X
Job Tenure

A Eme mam g e G Sy P S S Y IR SR T S S S S A G G

Note Regarding Independent Variables:

Individual Variables:

Situational Vvariable:

Interaction Variable:

*k
*ehk

60t

pP<.10
p<.05
p<.01

Gender
Job Teriure

Role Stress
(Role Ambiguity + Role Conflict)

Role Stress % Job Tenure
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Table 4.7

Summary of Hierarchical Regression Using Dimensions of
Job Satisfaction as Dependent Criterion vVariables

Table 4.7(b): Satisfaction with Co-workers

Independent Model Regression Rsquare
Step Variable Rsquare Weights(stad) Change
1 Gender .0081 .0901 .0081
2 Job Tenure .0131 -.0736 .0050
3 Role Stress .2085 -.4607 +1954 %% %
4 Role Stress .2087 .0434 .0002
x

Job Tenure

Note Regarding Independent Variables:

Individual Variables: Gender
Job Tenure

Situational variable: Role Stress
(Role Ambiguity + Role Conflict)

Interaction Variable: Role Stress * Job Tenure
* = p<.10

*% = p<.05

Rhkhk =

p<.01
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Summary of Hierarchical Regression Using Dimensions of
Job Satisfaction as Dependent Criterion Variables

Table 4.7(c): Satisfaction with Pay
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Independent Model Regression Rsquare
Step Variable Resquare Weights(std) Change
1 Gender .0010 .0311 .0010
2 Job Tenure .0048 -.0641 .0038
3 Role Stress .0538 .2308 «0490%*
4 Role Stress .0542 .0611 .0004
x

Job Tenure

- e o A T e s el Y W D I I S GED SR D S S S SN G T G S

Note Regarding Independent Variables:

Individual Variables:

Situational variable:

Interaction Variable:

pP<.10
p<.05
p<.01

* %
ki

Gender
Job Tenure

Role Stress

(Role Ambiguity +

Role Conflict)

Role Stress * Job Tenure
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Satisfaction with policy. Again, for this dimension of

job satisfaction, results appear to indicate the importance
of role stress in predicting a salesperson’s satisfaction
(significant at p<.01). Role stress was found to be
negatively related to a salesperson’s satisfaction with
policy. Due to the significance of role stress, this
regression equation was found to be capable of explaining
approximately 50 percent of the variation in satisfaction with

policy.

Satisfaction with promotion. Results of regression

analyses indicate that this dimension of satisfaction is
significantly related to an individual variable (job tenure)
as well as to a situational variable (role stress). Both job
tenure and role stress exhibited a negative relationship with
a salesperson’s satisfaction with promotion. Reference to
Table 4.6(f) suggests that job tenure is capable of explaining
approximately é percent of the variation in a salesperson’s
satisfaction with promotion. Role stress appears to
contribute close to 40 percent toward explaining the variance

in satisfaction with promotion.

Satisfaction with supervisors. This dimension of
satisfaction appears to be significantly (and negatively)

related only to a situational variable (role stress).

Neither individual nor interaction variables were found to
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Table 4.7

Summary of Hierarchical Regression Using Dimensions of
Job Satisfaction as Dependent Criterion Variables

Table 4.7(d): Satisfaction with Policy

Independent Model Regression Rsquare
Step vVariable Rsquare Welghts(std) Change
1 Gender .0131 -.0131 .0131
2 Job Tenure .0028 -.0531 .0026
3 Role Stress . 4949 -.7312 <4922% %%
4 Role Stress .4950 .0213 .0000
x

Job Tenure

Note Regarding Independent Variables:

Individual Variables: Gender
Job Tenure
Situational Variable: Role Stress
(Role Ambiguity + Role Conflict)
Interaction Variable: Role Stress * Job Tenure
* = p<.10
*%* = p<.05
*kk = p<,01
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Table 4.7

Summary of Hierarchical Regression Using Dimensions of
Job Satisfaction as Dependent Criterion Variables

Table 4.7(e): Satisfaction with Promotion

Independent Model Regression Requare
Step Variable Rsquare Weights(std) Change
1 Gender .0084 -.0919 .0084
2 Job Tenure .0620 -.2410 .0535%*%
3 Role Stress «3797 -.5874 3177 k%%
4 Role Stress .3805 .0878 .0008
X

Job Tenure

Note Regarding Independent Variables:

Individual Vvariables: Gender
Job Tenure
Situational variable: Role Stress
(Role Ambiguity + Role Conflict)
Interaction variable: Role Stress * Job Tenure
*k = p<-05
ik =

p<.01
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be capable of predicting satisfaction with supervisors.
Role stress appears to contribute approximately 27 percent
of the variance explained in a salesperson’s satisfaction

with their supervisors.

Satisfaction with the job. Results for this dimension
of satisfaction indicate that it is related to both

individual (gender) and situational variables (role stress),
but not to the interaction of those variables. Results in
Table 4.6(g) seem to indicate that role stress is negatively
related to satisfaction with the job. The equation
explained approximately 34 percent of the variance in
predicting a salesperson’s satisfaction with the job.

As a result of these separate analyses, only partial
support was found for Hypothesis 3, Individual variables
(gender and job tenure) were significant in predicting three
dimensions of satisfaction: satisfaction with customers, with
promotion and with the job. The situational variable (role
stress) was found to be statistically significant in
predicting all dimensions of satisfaction. Finally, no
interaction variables were found to be significant in the

prediction of salesperson job satisfaction.
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Table 4.7

Summary of Hierarchical Regression Using Dimensions of
Job Satisfaction as Dependent Criterion Variables

Table 4.7(f): Satisfaction with Supervision

Independent Model Regression Rsquare
Step Variable Requare Weights(std) Change
1 Gender .0053 .0730 .0053
2 Job Tenure .0067 -.0382 .0013
3 Role Stress .2730 ~-.5378 «2663%%k%
4 Role Stress .2730 .0110 .0000
®

Job Tenure

Note Regarding Independent Variables:

Individual Variables: Gender
Job Tenure

Situational variable: Role Stress
(Role Ambiguity + Role conflict)

Interaction Variable: Role Stress * Job Tenure
* = p<.1l0

** = p<.05

hkk =

p<.01
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Table 4.7

Summary of Hierarchical Regression Using Dimensions of
Job Satisfaction as Dependent Criterion Variables

Table 4.7(g): Satisfaction with the Job

Independent Model Regression Rsquare
Step Variable Rsguare Weights(std) Change
1 Gender «1132 .3364 «1132% %%
2 Job Tenure .1203 .0880 0071
3 Role Stress .3436 -.4925 22233 %%k
4 Role Stress 3440 .0624 .0004
x

Job Tenure

Note Regarding Independent Variables:

Individual Variables:

Situational Variable:

Interaction Variable:

pP<.1l0
pP<.05
P<.01

*%
*hk

naa

Gender
Job Tenure

Role Stress
(Role Ambiguity + Role Conflict)

Role Stress * Job Tenure
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Discussion

Each type of predictor variable will be briefly
discussed. For a summary representation of analyses, see
Table 4.8, p. 161.

Individual Varjiables.

Previous research has demonstrated the importance of
various individual variables in predicting job satisfaction.
As an example, the following individual variables have been
found to significantly relate to satisfaction: locus of
control (Behrman and Perreault, 1981); motivation (Bagozzi,
1980); self-esteem (Lucas, 1985); and self-monitoring
(Dubinsky & Hartley, 1986).

The two individual variables chosen for investigation in
this research were gender and job tenure. For one dimension
of satisfaction, both individual variables were found to be
significant (satisfaction with customers). Gender was
additionally found to be significant in the prediction of
salesperson satisfaction with the job (positive relationship).
Tenure showed significance in predicting satisfaction with
promotion -- a negative relationship.relationships with these
dimensions of satisfaction.

Gender. For the dissertation research, gender was
significant in predicting satisfaction with customers and
satisfaction with one’s job. This result suggests that female
salespeople are more satisfied with these two dimensions of

satisfaction than are male salespersons.
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Table 4.8
Susmary of Moderated Regression Analyses

Independent Variables
Role
Stress
Role X
Gender Tenure Stress Tenure
Dependent
Performance
Oualitative X X X X
Performance
Quantitative * x x *hk
Satisfaction with:
Customers * * hkk X
Coworkers X X %ok & X
Pay x X *k X
Policies x X *kk x
Promotion X * ok fede ok x
Supervision x x LA x
the Job khk b4 *ok ok X
Note: x = results non-significant
* = results significant (p<.10)
*% = results significant (p<.05)
*#*% = results significant (p<.01)
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Recent research has examined gender differences in job
satisfaction (Hodson, 1989; Stewart, 1989). According to
these studies, there are several reasons why women may be more
satisfied in their 7jobs than men. Suggested as possible
factors (Stewart, 1989) are : "the opportunity to do
something different and to be creative" ... "the feeling of
accomplishment in a new and different field" ... and,
"opportunities to work with men in similar jobs and to share
common work responsibilities" (Stewart, 1989, p. 33).

In an empirical investigation of gender differences in
satisfaction, Hodson (1989) found that: (1) women employ
different personal expectations in evaluating their jobs; (2)
women may arrive at a higher level of job satisfaction than
men by using different comparison groups; and (3) it may be
that men are more likely to verbalize dissatisfaction than
women.

A career in selling does provide unique opportunities for
women in terms of flexibility and autonomy. Further, success
in selling is somewhat dependent upon communication skills:
women may be socialized -~ in some respects -- to be better
listeners than men. It is plausible that women may be more
satisfied ~-- with customers and with their jobs -~ because
of these unique opportunities inherent in the selling
environment.

Finally, for some women, a career in sales would be a

somewhat non-traditional career choice. In 1line with
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Stewart’s research, the novelty of a non-traditional

occupation also contributes to greater job satisfaction.

Job Tenure, Previocus research has been somewhat limited
in the area of investigating the relationship between job
tenure and job satisfaction. It has been suggested that job
tenure may have a direct effect upon satisfaction, or an
indirect effect (through its relationship to role ambiguity
or role conflict).

A negative relationship between Jjob tenure and
satisfaction has been evidenced by previous research. For
exanple, Churchill, Ford and Walker (1976) found tenure to be
negatively related to satisfaction with pay, with promotion
and with the job. Ingram and Bellinger (1983) found tenure
to be negatively correlated with a salesperson’s satisfaction
with pay and with promotion.

The dissertation findings are somewhat consistent with
this research. A negative relationship (although not
statistically significant) was found between job tenure and
satisfaction with co-workers, with pay, with company policy,
and with supervision. A statistically significant (negative)
relationship was found between tenure and satisfaction with
promotion.

A positive (significant) relationship was found between
job tenure and satisfaction with customers. Additionally, a

positive (although not statistically significant) relationship
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was found between tenure and overall job satisfaction.

These results indicate that there are considerable
differences exhibited for individual variables such as gender
and job tenure as they relate to the different dimensions of
job satisfaction. It appears that gender and job tenure are
capable of providing some explanation for salespersons’

attitudes toward job satisfaction.

Situational Variables.

Role stress is the one situational variable which was
investigated for the dissertation research. Results of
regression analyses examining relationships between role
stress and job satisfaction confirm previous research.

Jackson and Schuler (1985) conducted a meta-analysis
which incorporated results from approximately 200 relevant
studies. They found that role variables displayed a
" consistently negative relationship with all dimensions of
satisfaction.

Previous research conducted in a sales setting is in
agreement with results found by Jackson and Schuler. Negative
relationships between role stress {role ambiguity and role
conflict) were found by: Bagozzi (1978); Behrman & Perreault
(1984); Dubinsky & Hartley (1986); Dubinsky & Skinner (1984);
and Szilagyi, (1977).

Results of the dissertation findings are in agreement

with previous research. The following table (Table 4.9)
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Table 4.9:Comparison of Findings related to Satisfaction

Jackson and Schuler Dissertation
_Meta-Analysigs =~ = _Results
Role Role Role

Ambiguity conflict = = Stress

satisfaction with
co-workers -.37 -.42 -.42

satisfaction with
pay -.26 -.31 .20(ns)

satisfaction with
promotion -.40 -.38 -.57

satisfaction with
supervision -.53 -.53 -.52

satisfaction with
the job -.52 -.49 -.54

represents a partial comparison of findings (correlations)
between dissertation results and previous research. all
(except for satisfaction with pay) were significant (p<.01).

It does appear that role variables play a particularly
significant (negative) role in terms of job satisfaction.

Dissertation results confirm previous work in this area.

Interaction Variables,

Following the moderated regression analyses, further
analyses were conducted to identify what type of moderator

variable the interaction term was. See discussion following
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moderated regression analyses pertaining to salesperson
performance.

Based on this additional analysis, the interaction term
(role stress x job tenure) was found to: (1) not moderate
the relationship between the term and satisfaction with
customers, with co-workers, with pay, with policies, with
promotion; and (2) be a ‘homologizer’ moderator for
satisfaction with supervision and with the job. See Table
4.9 for a summary of these analyses.

The interaction term (role stress x tenure) was found to
be an antecedent, exogenous, intervening, or suppressor
variable (as opposed to a moderator variable) for the
following dimensidns of job satisfaction: customers,
coworkers, policy and promotion. For these dimensions, the
interaction term did not significantly interact with the
predictor dimension of job satisfaction (based on regression
analyses). However, the interaction term was significantly
correlated with the predictor dimension of job satisfaction.
Therefore, no sub-group analyses were performed and the
interaction term was identified as an exogenous type of

variable.
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Table 4.10
Identification of Moderator Variable
(Role Stress x Tenure)

for Dependent Variables:

Job Satisfaction

Customers

Coworkers Pay Policy

Is there a No

significant
interaction
between
moderator term
and dependent
variable?

(if not-go to
step 3; if yes-
go to step 2)

Is the moderator
term related to
the dependent
variable?

Is the moderator No
ternm related to

the dependent

variable?

(if no, do

subgroup

analyses)

Step 4:

Split sample into x
subgroups - determine
differences in

predictive validity

across groups.

X = The interaction term

No No No

Yes No Yes

is not a moderator variable:

it is an exogenous, antecedent, intervening or

suppressor variable.

* = Subgroup analysis performed;

results indicate

interaction term is not a moderator variable.
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Table 4.10, cont.
Identification of Moderator Variable
(Role Stress x Tenure)
for Dependent Variables: Job Satisfaction

Promotion Supervision the Job

Is there a No No No
significant

interaction

between

moderator term

and dependent

variable?

(if not-go to

step 3; if yes-

go to step 2)

Is the moderator
ternm related to
the dependent
variable?

Is the moderator Yes No No
tern related to

the dependent

variable?

(if no, do

subgroup

analyses)

Step 4;

Split sample into b4 + +
subgroups -~ determine

differences in

predictive validity

across groups.

x = The interaction term is not a moderator variable;
it is an exogenous, antecedent, intervening or
suppressor variable.

+ = Subgroup analysis indicates the interaction term
is a "homologizer" moderator variable.
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Sub-group analyses were conducted for the following
dimensions of satisfaction: satisfaction with pay,
satisfaction with supervision, and satisfaction with the job.
No significant differences were found between sub-groups
{split at the median level of job tenure - 21.9 months) for
the dependent variable, satisfaction with pay. Therefore, the
interaction term was not identified as a moderator variable.

For the other two dimensions of satisfaction (with
supervision and with the job), sub-group analysis did indicate
differences in the predictive validity between low and high
tenure groups. For satisfaction with supervision, the

following results were found.

Low Tenure: High Tenure:
R-square = .1534 R-square = ,0014
Correlation = =.3916 Correlation = -.0368
Significant (p<.01) Nonsignificant

For satisfaction with the job, the following differences were
found between low tenure (less than 21.9 months) and high

tenure groups (more than 21.9 months).

Low Tenure: High Tenure:
R-square = .1218 R-square = .0152
Correlation = =-,3489 Correlation = .1233

Significant (p<.01l) Nonsignificant
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Due to these differences between sub-groups, the
interaction term for these two dimensions of job satisfaction
was identified as a ‘homologizer’ moderator. That is, the
interaction (role stress x tenure) was found to influence the
strength of the relationship. For both of these dimensions
of satisfaction, there was a significant effect found for the
low tenure groups. It appears that the interaction of role
stress x job tenure exhibits a stronger (negative) influence
on lower tenured salespersons.

As previously discussed, little research has been
conducted in the sales area investigating relationships
between interaction variables and job satisfaction. The
importance of interaction variables has been indicated,
however, from research conducted in other disciplines. For
example, Pervin (1968) reviewed several studies and concluded
that "studies reviewed suggest that (job) satisfaction may be
profitably studied as resulting from the jnteractjon between
personality (or individual) and environment (or situation)
variables rather than the result of personality variables or
environmental variables alone" (p. 58).

Empirical research conducted more recently supports
Pervin’s contention. General support for the significance of
interaction variables has been found by Bedeian, Mossholder,
& Armenakis, 1983; Chatman, 1989; Day & Bedeian, 1990; and

Wood & Bandura, 1989.



171

However, for the dissertation research, support was not
found for the significance of interaction factors in
predicting dimensions of Jjob satisfaction (based upon
moderated regression analyses). This result, however, should
not be interpreted to suggest that interaction factors are not
significant in influencing relationships related to job
attitudes, such as job satisfaction. The examination of
interaction terms is a relatively recent approach to
investigating salespersons’ attitudes toward their jobs.
Therefore, the dissertation research reflected somewhat of an
exploratory study. Future research in this area is likely to

result in more meaningful results.,

Test for Differences: Gender and Turnover

Analysis of variance was selected as the appropriate

statistical techniques to test the following hypotheses:

H2. There will be gender differences related to
salesperson performance;
H4. There will be gender differences related to

salesperson job satisfaction; and,
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HS5. There will be differences between "stayers" and
"leavers" in terms of individual, situational, and

interaction factors.

Analysis of variance was chosen since it is capable of testing
for statistically significant differences between the means
of a sample. For purposes of the dissertation research,
differences between male and female salespersons, as well as
differences between "stayers" and "leavers" were assessed.
Results of analyses utilizing analysis of variance are

provided in Table 4.11 and Table 4.12. A discussion follows.

Gender Differences

Results of analysis of variance indicate that there are
significant gender differences only when salesperson
performance is measured by sales volume. This analysis
indicates that female salespersons (for this particular firm)
sell more than male salespersons. Contributing to this
difference could be 3job tenure; female salespersons have
significantly higher levels of tenure than do males.

Females also differ significantly from males -- for two
dimensions of job satisfaction. Female salespersons report
higher levels of satisfaction with customers and with their

jobs.
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Table 4.11
Gender Differences
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Mean
Variable Male Female F~-Value
Performance
[Q ]l! !' ]
Personal 41.7 41.4 .029
Knowledge 18.6 19.5 1.534
Administrative 22.5 22.9 .100
Sales Ability 38.8 39.2 .033
Overall 39.8 37.6 . 004
Performance
{ouantitative)
Sales Volume 212 386 3.876%%
Satisfaction with
Customers 70.7 74.0 2.853%
Coworkers $7.6 59.2 .713
Pay 39.6 39.8 .083
Policies 93.1 92.6 .015
Promotion 33.0 31.6 .746
Supervision 72.7 75.3 .473
Overall Job 65.4 71.9 11.068%%%
Individual Variabil
Tenure 15.0 29.5 8.682%%%
Role Stress 71.8 77.6 5.915%%*
Interaction variable
Role Stress 1144 2243 8.241%%%
X Tenure

Note: p<.10 *
P<.05 %%
P<.01 *%**x

Results based on Analysis of Variance.
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Finally, female salespersons differ from males in terms
of job tenure (female mean = 29.5; male mean = 15.0); role
stress (female mean = 77.6; male mean = 71.8); and for the
interaction term (role stress x job tenure) - (female mean =
2243; male mean = 1144).

These results are in agreement with literature discussed
earlier in the dissertation. Women have been found to report
higher levels of both job satisfaction and role stress.
Because these women have chosen somewhat non-traditional
careers, they may place greater emphasis on being successful
in their sales careers. Further research on gender
differences 1in a sales context should provide useful

information.

Differences between Stayvers and Leavers

For this sample, results did not reveal many significant
differences between those who remained with the selling firm
and those who left. Significant differences between "stayers"
and "leavers" was found for only one variable -- satisfaction
with the job ("stayers" mean = 66.7; "leavers"™ mean = 72.3).
This finding is not consistent with previous research in
enployee turnover.

Cotton and Tuttle (1986) found satisfaction with one’s
job to be a "strong predictor" (p<.005) of an individual’s
propensity to remain with an organization. In explanation of

the dissertation findings, turnover was measured six months
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4.12

Turnover Differences

Across Study Variables
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Mean
Variable Stayer Leaver Chi-Square
Performance
{Qualitative)
Personal 41.4 42.8 .548
Knowledge 18.9 18.5 .291
Administrative 22.7 22.2 .133
Sales Ability 38.7 40.5 +.661
Overall 12.7 12.5 .018
Performance
{Quantitative)
Sales Volune 237 228 .008
Satisfaction with
Customers 71.5 74.0 .941
Coworkers 57.8 58.9 .191
Pay 39.9 38.7 1.499
Policies 92.8 90.8 .190
Promotion 32.6 31.4 .371
Supervision 73.6 72.3 .081
Overall Job 66.7 72.3 4, 766%*%
Individual Variabl
Tenure 16.5 21.8 1.189
Role Stress 39.6 39.1 .022
Interaction Vvariable
Role Stress 673.8 88l1l.7 .975
X Tenure

Note: p<.10 *»
P<.05 **
P<.01 #&*%
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after questionnaires were administered. Therefore, when
dissertation questionnaires were administered, it is possible
that these "leavers" were satisfied with their jobs. No data

on satisfaction was obtained at the time of termination.

Summary of Analyvses

Based on the results of hierarchical moderated regression
analysis, dissertation hypotheses received only partial
support. Each Hypothesis will be briefly discussed.

Hypothesis 1 related to predictors of employee
performance was not suppcrted in terms of individual variables
nor was it supported in terms of situatioﬁal variables. Only
interaction variables were statistically significant in
predicting employee performance.

Hypothesis 3 related to predictors of job satisfaction.
For this hypothesis, situational variables provided most of
the contribution in terms of prediction. However, individual
variables alsc contributed, and for some dimensions of
satisfaction, interaction variables were significant.
Therefore, support was found for Hypothesis 3.

Hypothesis 2 through Hypothesis 5 related to differences
between groups (males and females for Hypothesis 2 and 4;
stayers and leavers for Hypothesis 5). Partial support was

found for these hypotheses, as well. Individual variables,
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situational variables, and interaction variables statistically
discriminated between males and females. Finally, in terms
of turnover, there was one statistically significant
difference found between stayers and leavers == for

satisfaction with the job.



CHAPTER FIVE
CONCLUSIONS, IMPLICATIONS, AND RECOMMENDATIONS

FOR FUTURE RESEARCH

Chapter Five consists of four sections. The first
section briefly summarizes results and presents conclusions
related to model constructs of the dissertation research.
Next, conclusions related to the interactionist approach are
presented. The third section outlines limitations of the
research and the fourth section contains implications of the
study and the areas that warrant further investigation.

Summary of Research

The dissertation research was based on a sample of 89
field salespersons employed by a medium-sized, outdoor
advertising firm. Data related to salespersons attitudes
toward job satisfaction and situational factors (role
variables) was obtained from self-report questionnaires.
Information related to individual variables (age and job
tenure) was also obtained from this questionnaire. Two types
of performance measurements were utilized: a supervisory
appraisal and records of sales volume. Finally, turnover
information was obtained from the company six months following
the original questionnaire.

Of particular interest to the dissertation research was

the interaction of an individual salesperson with their

178
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working environment in the prediction of employee performance,
job satisfaction and turnover. Therefore, the study examined
individual factors (gender and job tenure), a situational
factor (role stress) and their interaction.

Scales utilized in this research were evaluated for their
reliability and were found to be within acceptable ranges for
behavioral research. Results of data analyses partially
confirmed research hypotheses. A discussion of each major
area of research (employee performance, job satisfaction and

turnover) follows.

Conclusions related to Model Constructs

Employee Performance

The dissertation research utilized two measures of
performance: supervisory appraisals and sales volume amounts.
Results indicated that gender and the interaction variable
(roles stress x tenure) contributed significantly to
explaining performance (when measured by sales volume). No
study variables were significant in explaining salesperson
performance when measured by supervisory appraisals.

Additional analyses regarding the interaction term
indicated that role stress x job tenure does not act as a
moderator variable for salesperson performance (measured by
supervisory appraisals). However, for salesperson performance

(measured by sales volume), the interaction term was found to
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be a ’‘pure’ moderator variable, influencing the form of the
relationship between the moderator and the dependent (sales
volume) variable.

Findings also demonstrated performance differences
between male and female salespersons. Statistically
significant differences were found between males and females
in terms of employee performance (when measured by sales
volume); the female mean = $386 thousand; the male mean =
$211 thousand). No significant differences were found between
males and females for performance (when measured by

supervisory appraisals).

Job Satisfaction

Seven dimensions of job satisfaction (i.e., satisfaction
with customers, with co-workers, with pay, with policies, with
promotion, with supervision, and with the job) were analyzed
to test dissertation hypotheses. First, regression equations
were performed for each of these seven dimensions. Next,
analyses were conducted to determine what type of moderating
effect the interaction term displayed. Finally, analysis of
variance was employed to test for differences between male and
female salespersons.

Limited support was found for Hypotheses 3 and 4 (related
to job satisfaction). Individual variables proved to be
significant in predicting some dimensions of satisfaction

(gender for satisfaction with customers and with the job; and
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tenure for satisfaction with customers and promotion). Role
stress (a situational factor) was found to be significant for
all dimensions of satisfaction. The interaction of role
stress x tenure was not found to be significant, based on
regression analyses. Differences between males and females
were found for two dimensions of Jjob satisfaction:

satisfaction with customers and with the job.

Turnover

Analysis of variance was employed to test for differences
between "stayers" and "leavers". Results provided only weak
support for Hypothesis 5. YStayers" and "leavers" were found
to be significantly different in terms of only one variable,
satisfaction with the job. Those salespeople who stayed with
the selling firm and those who left were not found to be
different in terms of individual, situational nor interaction
variables. Nor were any differences detected in their

performance levels.

lusi lated to Int tionist 2 |

One premise of the dissertation research was that
interaction variables would be significant in the prediction
of employee performance, job satisfaction, and turnover. To
test this notion, interaction variables were entered into
hierarchical moderated regression equations, following the

entry of individual and situational variables. If found
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significant, after_the entry of individual and situational
variables, it was taken as evidence for interaction effects.

One interaction variable was considered: role stress x
job tenure. This interaction variable was found to be
significant in one regression analysis related to employee
performance (measured by sales volume).

Additional analyses was conducted to determine the type
of moderator variable. The interaction term (role stress x
tenure) was found to be a pure moderator variable in its
relationship to employee performance (measured by sales
volume) ; moderating the form of the relationship. For
satisfaction with supervision and with the job, the
interaction term was found to be a homologizer moderating
variable; one which moderates the strength of the
relationship. For other dimensions of satisfaction and for
employee performance (measured by supervisory appraisals), the
interaction term was identified not as a moderator variable,
but an exogenous or intervening variable.

In summary, therefore, it appears that results from
separate (but related) analyses seem to provide support for
further investigation of an interactionist perspective in a
sales context, Research findings seem to indicate that
variables such as employee performance, job satisfaction and
turnover can perhaps be better understood as a function of the
interaction between individual and situational factors. As

Lubinski & Humphreys (1990) stated, "the concept of the
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moderator variable reveals that for predictive and theoretical
purposes it is desirable to segregate individuals into
homogeneous subsets as a function of predictor-criterion
differential validities" (p. 390). Dissertation results seem
to indicate that interaction variables should be further
considered in the explanation of work-related outcome

variables in a sales setting.

Limitations of the Research

Several limiting factors are worth noting in considering
the results of the present study. First, causality has not
been suggested nor should it be inferred. It was not
demonstrated that individual, situational or interaction
variables cause employee performance, job satisfaction or
turnover. The dissertation research was an attempt to show
the significance of relationships between these variables.
Future research will be necessary in the specification and
testing of a model of salesperson performance, job
satisfaction and turnover, utilizing study variables.

Second, a potential concern is that the dissertation
study relied primarily on self-report questionnaire
instruments to assess individual variables and attitudes
toward situational variables and job satisfaction. As with
all self report data, the possibility exists for bias.
However, the study did incorporate other measures in assessing

employee performance and salesperson turnover.
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An additional factor which may limit the generalizeabilty
of the study results is the nature and size of the sample.
Responses were obtained from 89 salespeople employed by a
medium-sized outdoor advertising firm. This is a relatively
small sample size. It is possible that the size of the sample
may have attenuated research findings. There is a likelihood
that greater significance levels would have been found for
study variables had a larger sample size been obtained.
Replication of the study with larger sample sizes and in
different sales settings is necessary before conclusions can
be drawn regarding the nature of relationships between
individual, situational and interaction variables and
salesperson performance, job satisfaction and turnover.

Finally, the study considered only several possible
predictor variables (individual, situational, and
interactional). Other variables, not examined in this study,
are also likely to affect outcome variables, as well. As
mentioned above, further work in model specification would
improve our understanding of study relationships.

In general, the dissertation study does provide some
support for an interactionist perspective in studying
salesperson performance, job satisfaction and turnover.
Because this was one of the major premises of the research,
study variables were not chosen to maximize variance. Rather,
the intent of the study was to examine the nature of the

relationships between individual, situational and interaction
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variables.

In terms of managerial implications, there are several
factors worth noting. Should management desire to increase
sales performance, perhaps they should consider issues such
as gender differences and role stress. Gender was positively
related and role stress was negatively related to employee
performance, as measured by sales volume. It is suggested
that gender differences need to be examined further to
specifically determine what attributes account for differences
in performance levels. It would appear that sales managers
may be able to reduce levels of role ambiguity and role
conflict in the sales environment through improved
communication, delegation of responsibilities, etc.

If an attempt were made to increase job satisfaction, it
would appear useful to consider decreasing levels of role
stress. This variable was negatively and significantly
related to all satisfaction dimensions (with the exception of
satisfaction with pay). Again, this type of managerial effort
would likely involve improved (more clear) communication
between management and the salesforce regarding issues such
as managerial expectations, responsibilities, and delegation
of authority.

Before any managerial attempt was undertaken to decrease
employee turnover, it would be wise to determine whether
turnover was functional or dysfunctional (as discussed in

Chapter Two). The dissertation did not address this aspect
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of employee turnover. Further, dissertation results indicated
little differences between salespersons who stayed with the
selling firm and those who left.

One final implication of the dissertation findings is
that there are significant differences between male and female
salespeople in a number of areas. In terms of effective
management of a salesforce, it would appear useful to learn
more about such differences. This is a timely issue, given
that females are increasingly entering the work force and

pursuing such careers as selling.

Implications and Directions for Future Research

Other avenues of academic research are suggested by both
the dissertation findings as well as by the problens
encountered through the process. The present research has
shown that interaction variables are worthy of further
consideration, along with individual and situational
variables.

Additional areas worthy of continued investigation are
differences between male and female salespersons, particularly
in terms of employee performance. To what can we attribute
differences found between female and male salespersons in
terms of performance and job satisfaction? ' Additionally,
females report higher levels of role stress than males. To
what antecedents of role stress can such differences be

attributed?
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Future work could also involve extending the analysis to
include other individual, situational and interaction
variables. It is reasonable to expect that other sets of
explanatory variables also will exhibit significance in the
explanation of employee performance, Jjob satisfaction and
turnover.

The development of a salesperson model of performance,
satisfaction and turnover would also be beneficial. It does
appear meaningful to model salesperson performance,
satisfaction and turnover as a function of individual,
situational and interaction variables.

Summary

In summary, the dissertation research contributed to our
understanding of employee performance, job satisfaction and
turnover in a sales setting. Admittedly, there is a great
deal which remains to be learned about salesperson
performance, job satisfaction and turnover. Although some
significant factors have been investigated within this study,
there are numerous other individual, situational, and
interactional factors which deserve research attention.

Based on previous work and on study results, salesforce
research continues to be an area worthy of continued
investigation. Further, it does appears that an
interactionist perspective in this type of research represents

a potentially useful approach.



Appendix A: Dissertation Questionnaire

188



Measure

189

Survey Questionnaire Measures

Organizational Commitment

Job Anxiety

Intrinsic Motivation

Perceived Organizational

Support
Dimensions of Job Satisfaction
1) Customers
2) Co-Workers
3) Job Itself
4) Supervision
5) Promotion
6) Policy
7) Pay
8) Overall Satisfaction

Job/Work Involvement

Internal/External Locus of Control

Participation in Decision Making

Job Alternatives

Role Stress

1)
2)

Ambiguity
Conflict

Need for Achievement/Autonomy/
Affiliation

Relationship with Supervisor

Work Values

Demographics
1) Age
2) Sex
3) Salary
4) Job Tenure
5) Education
6) Previous Experience

Location in Questionnaire
Part A, 1-15
Part A, 16-22
Part A, 23-26
Part A, 27-42
Part A, 43-128
Part A, 139-154
Part A, 155-178
Part A, 179-193
Part A, 194-231
Part B, 1-18
Part B, 19-38
Part B, 39-55
Part C

Part D
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Measure Location in Questionnaire
Propensity to Leave Part D, 18
Met Expectations Part E
Work Environment Part F
Trait Anxiety Part G
Impact of the Job on Home Life Part H
Job Alternatives Part I
Positive/Negative Affective
Scales Part J
Burnout Part K

Note: The dissertation research was part of a larger, ongoing
study. Therefore, the questionnaire includes other
constructs which were not investigated as part of the
dissertation research.
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Region
Plant
Position

This section asks you questions about your faelings toward your

agree with some statements and disagree with others.
you are provided seven possible ansvers to sach statement.
describes your feslings. Circle:

(Pleass print)

job. You will

SD if you STRONGLY DISAGREE A if you AGREE
MD if you MODERATELY DISAGRER HA if you MODERATELY AGRER
D if you DISAGREE SA if you STRONGLY AGRER

RA if you NEITHER AGREE OR DISAGREE

For exampla, if you AGREE to the first question then circle "A".
DISAGREE circle "SD".

IN MY JOB I:

1. Anm willing to put in 2 great deal of effort beyond that
axpactad in order to help this organization be
successful .

2. Could just as well be working for a differant
organization as long as the type of work was similar.

3. Talk up my organization to my friends as a great
organization to work for,

4. TFeal very little loyalty to this organization.

5. Would accept almost any typs of job assignment in order
to kesp working for this organization.

6. Find that my valuas and the organization's valuas ars
very similar.

7. Anm proud to tell othsrs that I anm part of this
organization.

8. TFeel this organization really inspires the very best in
me in the way of job pesrformances.

9. Feel it would take very little change in my present
circumstances to cause ms to leave this organization.

10. Am extremely glad that I chose this organization to work
for over others I was considering at the time I joined.

11. Fesl that often I find it difficult to agres with this
organization's policies on important matters rslating to
its employeaass.

12. Really care about the fate of this organization.

13. Feael there's not too much to ba gainad by sticking with
this organization indefinitaly.

14. TFeal, for me, this is the best of all possible

organizations for which to wvork.
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15.
16.
17.
18,
1°Q

20.

21.

22,
23.

26.
25.
26.

This inventory contains a series of statements about various aspects of

Feel deciding to work for this organization wvas a
definite nistaks on my part.

Fual ny job tends to directly affect my health.

Have falt fidgety or nervous as & result of my job.
Fael 4f I had a diffsrent job, oy haalth would probabdly
ioprove.

Find problems associated with my job have kept me awake
at night.

Often "take ny job home with me" in the sense that I
think about it when doing other things,

Bava felt nervous before attending meetings in the
organization.

Sconetimes fael wveak all ovar.

Fasal when I do work well, it gives me a feeling of
accomplishmant.

Feel a graat sense of perscnal satisfaction when I do my
job well.

Feel when I perform my job well, it contributas to my
perscnal growth and development.

Feasl my job increases ny fesling of self-esteen.

SD
sD
sD
sh
sD

SD

SD

5D
sD

sD
SD
sD

® & 8588 B
o v oo
<

6 8§ 88 &
v U U vy o
g

]

Please reaad each statement carefully and decide how you fesl about it.

I YEEL THAT:

27

28.
29.
30.

1.
32.

33.

4.
3s.

36.
37.
3s8.
39.
40.
41.

42.

The organization values my contribution to its wall-
baing.

If the organization could hire someons to replace me at
a lower salary it would do so.

The organization fails to appreaciate any axtra effort
from me.

The organization strongly considers my goals and values.

The organization would ignore any complaint from me.
The organization disrasgards my best interasts when it
nakes decisions that affect me.

Help is available from the organization when I have a
problem.

The organization cares sbout my vell-being.

Even if I 4id the bast job possible, the organization
would fail to notics.

The organization is willing to help me vhen I nead a2
spacial favor.

The organization cares about my general satisfaction at
work. .

If givan the opportunity, tha organization would take
advantags of ms.

The organization shows very littls concern for pe.

The organization carss about my opinions.

The organization takes pride in my accomplishments at
work. .

The organization tries to make my job as intarasting as
possibla.
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SD if you STRONGLY DISAGRER
MD if you MODERATELY DISAGRER
D if you DISAGREE

A if you AGREE

KA if you NEITHFR AGREE OR DISAGRER

43.
T

45.

46.
47.
48.
49.
50.
51.
52.

5.
54,
55,

- 56,

57.
58.
59.
60,
6l.
62.
63.
64.
65.
66.
67.
68.
69.

70.
71.

72.

73.
74,

My suparviscr is tactful.

Managemsnt kesps us in the dark about things we ought to

know.

My pay is high in comparison with what others get for
similsr work in other companies.

My supervisor is up-to-dats.

Management is prograssive.

My vork is creativs,

My customars respsct my judgment.

My customers are intelligent.

My customers are interestad in vhat I have to say.
The company has an unfair promotion policy.

My vork gives & sense of accomplishment.

The pecple I work with get along wall together.
My opportunities for advancement are limited.
My boss has taught ma a lot about salas.

My customers live up to their promises.

My vork is valuabla.

OQur sales goals are set by the higher-ups without
considering market conditions

My customers are trustworthy.

Hanagament rsally knows it job.

My feallow workers are stimulating.

My pay doesn't giva me much incantiva to incrsase my
sales.

I have plenty of freedom on tha job to usa my cwn
Judgment.

My sales manager raally tries to get our ideas about
things.

This company oparates efficiently and smoothly.

My fellow workars are salfish.

My sales manager has the work well organizad.

My boss does a good job of halping sales raprasantatives

develop thair own potential.
My customers are fair.

There are planty of good jobs here for those vwho want to

get ahead.
My pay is low in compariscn with what others gst for
sinilar work in othsr companiss.

Hy sales manager has aluays bean fair in his dealings
with nas.

Our home office isn't always cooperative in servicing
our customars.

MA if you MODERATELY AGRER
SA if you STRONGLY AGREE

SD
SD

SD

8D
]
SD
SD
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SD
sD
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if you STRONGLY DISAGRER
MD if you MODERATELY DXSAGREE
D if you DISAGRER

A if you AGRER

RA if you NEITHER AGREE OR DISAGRER

75.
76.
77,
78.

79.
- 80.

81.
82.

83.

84,
8s.
86.
LY
88,

89.
90.
91.

92.

93.
94.

95.

96.
97.
98.

99.

100.
101.
102.

103.
104,
105.
106.

My boss doesn't seem to try very hard to get cur
problems across to management.

I'm satisfied with the way employss benafits ars handled
hare.

Ws have a real compstitive advantage in selling becauss
of ths quality of our products.

The pacple I work with halp each other out whsn somecns
falls bshind or gets in a tight spot.

This is a dead-and job.

Somtimes when I learn of management's plans, I wonder if
they know the tarritory situation at all.

My fellow workers ares boring.

The company sales training is not carried out in a wall-
planned progranm.

In my opinion the pay here is lowar than in other
companies.

My customers expect too much from me.

Managenant is weak.

My job is often dull and monotonous.

I anm highly paid.

I have confidence in the fairnmess and honasty of
management.

My fellow workers are sociables.

My job is exciting. -
My boss really takes the lead in stimulating sales
effort.

My supervisor is intelligent.

My work is satisfying.

1 seldom know who really makes the purchase decisions in
the companies I call upon.

Managsoent hera is reaally interessted in the walfare of
exployeas.

I'm really doing something worthwhile in my job.

The company has satisfactory profit sharing.

My sales manager is too interested in his owvn success to
care about tha needs of employsss.

Comparad with othar companias' employes benefits here
are good.

My fellow workers are plsasant.

My fellow workers are cbstructive.

My incoma providas for luxuries.

The peoplae I work with are very friendly.

My fellow vworkers are loyal.

Promotion hare is based on ability.

I fesl that the company is highly aggressive in its
sales promotional efforts.

MA if you MODERATELY AGRER
SA if you STRONGLY AGRER
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SD if you STRONGLY DISAGRER
HMD if you MODERATELY DISAGRER

D if

A if you AGREE
you DISAGRER

NA if you NEITHER AGREE OR DISAGREE

107.

108.
109.

110.
111.

112.

113,
114.
115.
116.

117.
1ia.

119,
120,

121.
122,

123.
124,
125.
126.
127.
128.
129.
130.
131.
132.

133,
134,
135.
136.
137.

133.
139.

140.
141,
142.

My sales manager gets the sales personnel to work
together as a team.

My fellow workers ara intelligent.

My sales manager givas us credit and praise for work
well dona.

I am unproductive in my work.

My salling ability largely determines my earnings in
this company.

Sales rapresantativas in this company receive good
support from the home offica.

My customers ars inaccassible.

My vwork is challenging.

Regular promotions are the rule in this company.
Management here sses to it that there {s cooparation
batwaen departments.

My sales managar lives up to his promises.

My sales manager seas that we have ths things we nsed to

do our jobs.

My customers are well organized.

I'm paid fairly coopared with other employeas in this
company.

My customers blame me for problems that I have no
control over. .

My job is routine.

My sales manager knows very little about his job.
My opportunities for advancemant are reasonabls.
My job is usaless.

My customars ars unreasonable.

My fellov workers are vesponsible.

My income is adequate for normal sxpanses.

My customers are friendly.

I am vary much undarpaid for the work that I do.
I can barsly live on my income.

There isn't snough training for sales representativas
who have basn on the job for a whilas.

Managemant ignores ocur suggestions and complaints.
My customers are loyal.

My customars ara understanding.

I have a good chance for promotion.

Managemsnt fails to give clear-cut orders and
instructions.

My job is interesting.

The most important things that happan to me involve my
presant job.

To e, my job is only a small part of who I am.

I am very much involvad psrsonally in my job.

I live, sat and breaths my job.

HA if you MODERATELY AGREE
SA {f you STRONGLY AGRER
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8D if you STRONGLY DISAGREE A if you AGRER
MD if you MODERATELY DISAGREE HA {f you MODERATELY AGHKE
D if you DISAGREE SA if you STRONGLY AGRER

NA if you NETTHER AGRER COR DISAGRER

143. Most of my interests ars centered around my job. sD

144. I have very strong ties with oy present job which would SD
ba very difficult to break. )

145. Usually I feel detached from my job. sD

146. Most of ny personal life goals ara job-oriented. sD

147. I consider my job to bs very central to my axistence. sD

148. I like to be absorbed in my job most of the time. sD

149. The most important things that happan in life involve sD
wvork.

150. Work is something pecple should get involved in most of SD
the time.

151. Work should be only a small part of ona's life. sD

152. Work should bs considared central to life. sD

153. In my view, an individual's parsonal life goals should sSD
be work-orientad.

"154. Life is worth living only when people are absorbed in SD
work.

155. Whether or not I get to ba a leadar depends mostly on my SD
ability.

156. To a great axtent my life is controlled by accidental sD
happenings.

157, Whather or not I get into a car accident depends mostly SD
on how good a driver I am. .

158, When I make plans, I am almost certain to make them SD
work.

159. Often thers is no chanca of protecting my personal SD
interests from bad luck happenings.

160. When I gat what I want, it's usually because I'm lucky. SD
161. Although I might have good ability, I will not be given SD
leadership responsibility without appealing to those in

positions of power,

162. How many friends I have depends on how nice a person I sD
am.

163. I have often found that what is going to happen will SD
happen.

164. I feel like what happens in my lifs is controlled by sD
accidental happenings.

165. My life is chiefly contrclled by powarful others. sD

166. Whether or not I get into a car accident is mostly a 5D
matter of luck.

167. People like myself hava very little chance of protecting SD
our perscnal interests wvhan they conflict with those of
StTONg pressure groups.

168. It's not alvays wisa for mes to plan too far ahead 5D
because many things turn cut to bs & matter of good or
bad fortuns.

169. Getting what I want requires pleasing those psople above SD
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SD if you STRONGLY DISAGRER A if you AGRER

MD if you MODERATELY DISAGREER MA if you MODERATELY AGREE

D if you DISAGREE SA if you STRONGLY AGREE

NA if you NETTHER AGREE OR DISAGREE

170. Whether or not I get to bs a lsadar dapands on vhether SD
I'm lucky snough to be in the right place at the right
tima.

171, If izportant pecple wara to decide thay didn't like me, SD
I probably wouldn't maks many friands.

172. I can pretty ouch datermine what will happsn in oy life. SD

173. I am usually able to protact nmy parsonal intsrests. . 8D

174. Whethar or not I get into a car accident depands mostly SD
on the other drivar.

175. I am informally ancouraged to participate in decisions sD
regarding my job.

176. When I gat what I want, it's ususally because I worked SD
hard for it.

177. In order to have my plans work, I make sure that they SD
fit in with the desires of peopls vho have powar over
ne.

178, My life is determined by my owvn actions. SDh

179. I am formally encouraged by my supervisor to participats SD
in decisions regarding my job.

180, It's chiefly a matter of fate whether or not I have a SD
faw friends or many friends.

181. I am directly encouraged by management to participate in SD
decisions regarding my job. .

182. In this organization the people most affected by SD
dacisions fresquently participate in making the
dacisions.

183. In this organization thers is & great deal of sD
opportunity to bs invelved in resolving problams which
affact the group.

184. I am indirectly ancouraged by managexmant to participate SD
in decisions regarding my job.

185. I am alloved to participate in decisicns regarding my sD
job.

186. I am allcwed & significant degres of influence in sh
decisions rsgarding my work.

187. I am informally encouraged by my suparvisor to sD
participate in decisions regarding my job.

188. My supervisor usually sasks for my opinions and thoughts 5D
in decisions affecting my work.

189. I am directly encouraged by my supsrvisor to participate SD
in decisions regarding my job.

190. Management policies sncourage me to participats in sD
decisions regarding my job.

191. I am formslly sncouraged by managesent to participate in SD
decisions regarding my job.

192. This organization's culturs encourages me to participate SD

in decisions regarding my job.
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SD if you STRONGLY DISAGRER A 1f you AGREE

MD if you MODERATELY DISAGREE HA 1f you MODERATELY AGRER

D if you DISAGREE SA if you STRONGLY AGREE

NA if you NETTHER AGREE OR DISAGREE

193. I am indirectly encouraged by my supervisor to sD
participats in decisions regarding my job.

194, There arse probably a number of jobs in this community SD
that I could get.

195. The only typas of jobs I'd even consjder would.be one in SD
the same field or occupation as my present job.

196, If I ware to change jobs, I would probably wind up worse SD
off than I am now.

197. As they say, "it's not what you know, but who you know," SD
and I know lots of the "right" paople. '

198. Thers is normally a high degres of dsmand for people in SD
ny field or occupation.

199, I see advertisements for jobs in oy field all the time. SD

200. I wish I had a better "network" of contacts so that I SD
could find out about othar job opportunities.

201, If T looked for a job, I would probably wind up with a SD
battar job than thes ons I have now.

202. By and large, the jobs I could get if I left here are SD
superior to the job I have now.

203, It would be aasy to find a differant job, if I lookad SD
for one.

204. Theare simply aren't very many jobs for people like me in SD
today's job market. :

205. Given my qualifications and exparience, getting a new sD
Job would not be vary hard at all.

206, I can think of a number of organizations that would sD
probably offer me a job if I vas looking.

207, Given the intense competition for jobs in my field, 5D
finding a new job would probably be a real pain in the
neck,

208. I've tried to devalop a flexible mix of skills and work SD
sxperiences so that my qualificaticns will allov me to
ba competitive for saveral different kinds of jobs.

209. I have lots of contacts in other companiss that might sD
help ma line up a naw job.

210. I'm keeping my employment options by not getting locked SD
too tightly into ons field or profassion.

211. Most of the jobs I could get would be an improvemsnt SD
over my presant circumstancas.

212. I havan't had a good lead on a nav job in agas. SD

213. Right now, I have a job offar "on the table" from SD

another amployer, if I chooss to taks it.
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SD if you STRONGLY DISAGREE Al .
MD if you MODERATELY DISAGRER MA if you MODERATRLY AGREE
SA 4

D if you DISAGREK £ you STRONGLY AGREE

f you AGRER

NA if you NEITHER AGREE OR DISAGREE

214.
215.

216.
217.
. 218.
219.
220.
221.
222.
223.

224.
225.
i26.
227.
228.

229.
230.
231.

I have found a better alternative than my presant job.
The chances are good that I would ba able to obtain an
alternative job, if I tried to find one.

I tend to think in terms of the entire job market, not
Just the market for psople in ny present occupation.

My vwork and/or sccial activities tend to bring ma in
contact with a number of people who might help ma lines
up a naw job.

I am constantly searching for a better alternativa.

My investpent in my job is too great for ma to consider
leaving.

I am unable to move to anothar place of residance now
even if a batter job cames along.

I am actively seeking an alternative job or role (an
activity other than my prasant job).

I have searched for an alternative job since I joined
this organization.

I have spant a great deal of time searching for a battar
altearnativa.

I am exerting a great daal of effort in ssarching for an
altsrnativa.

My family and/or friends encourage ms to find a batter
job.

Thare is nothing in my personal life {(family, relatives,
compunity) to prevant me from leaving my pressnt job.
Thers is nothing {n my workplace to pravent me from
leaving my prssent smployer.

I would be willing to move from this geographic location
to accept a copparabls or better job with another
soploys:r.

Opportunities for transfers within Lamar are batter than
my job prospects slsevhers.

Family and/or friends openly encourage ms to pursus a
carear with Lamar.

My search for an alternative jobs seems promising.

SD
5D

sD
sSD
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Part B

200

There ara timas when an individual within the otganizltibn is required to perform two or

more activities that are incompatible.

may ba such that it cannot ba defined accurately.

The responses for this saction should ba:

laNever 2=Almost never 3=Ssldon 4=Somatimes S5aUsually

1.

17.

19.
20.
21.
22.
23.
24.
25.
26.
27.
28.

29.

I receive an assignment without adequatse resources
and materials to axecuta it.

I work with two or mors groups who opsrate quite
differently.

I have mpore obligations than I can handle during the
tima that is available.

I work on unnecessary things. .

My job rsquires me to do things against my batter
Judgmant.

I have to buck a ruls or policy in ordar to carry
out an assignmant. .

I raceive incompatible raquests from two or more
people.

I have enough time to completa my work.

I have to do things that should be done differently.
I do things that are apt to ba acceptad by one
parson and not accepted by others,

My job has clear, planned goals and cbjectives.

I know that I have divided my time properly.

I know vhat my responsibilities are.

I know sxactly vhat is expected of me.

I feel certain about hov much authority I hava.
Explanatien of what has to ba dons is clear.

I receive an assignment without the manpowsr to
complate it.

I am caught up with my obligaticns.

I do my best work vhen my job assignments are fairly
difficult,

I try very hard to improve on my past performance at
work.

I take modersts risks and stick my neck out to get
ahsad at work.

I try to avold any sdded rasponsibilities on my job.
I try to psrform batter than my co-workars.

When I havea & choice, I try to work in a group
instead of by myself,

I pay a good deal of attantion to the feelings of
others at work.

I prefar to do my own work and let othars do theirs.
I express my disagressnents with others openly.

I find pyself talking to those around me about
non-businass related mattars.

In oy work assignments, I try to ba my own boss.

In other other instances, the nature of ona's job

6=Almost alwvays 7=Always
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1=Never 2=Almost never 3=Seldom 4=Sometimes 5S=Usually 6=Almost always 7=Alvays

*30,
a1.
‘32,
3.
a4,
3s.
as.
a7.

3.

The following quastions ask you to think about
izmediate suparvisor.

I go my own way at work, regardless of the cpinions

of others. 1
I disregard rules and regulations that hampesr my
personal freedom. 1
I consider myself a '"team player" at wvork. 1
I try my bast to work alone on a job. 1
I sesk an active role in tha lsadership of a group. 1
I avoid trying to influence those around me to sas
things ny vay. I
I find myself organizing and directing the

activitias of others. 1
I strive to gain mors control over the svants around

ma at work. 1
I striva to be "in command" when I am working in a
group. 1

listed abova.

39.

40.
All

42.

43.

b4,

45.

‘6'

47,

48.

Do you know whars you stand. . .do you usually know how
satisfied he/she is with vhat you do?

Does your supsrior understand your job problems and needs?
Does your supsrlor racognizs your potsntial?

Given the same complex decision, can your supericr
count on you to make the same decision he/sha would maka?

Do you show potantial for analyzing problems the way
he/she does?

In an ezargency situation, can he/shs count on you to
complete an assignment he/shs started?

Regardless of the amount of formal authority,
would your superior "bail you out,"
at his/her axpense?

Would you characterize your working relationship
with your superior as effective?

Would you defand and justify his/her decisions if ha/she
vere not present to do so.

Would you say your supsrvisor is investing in your carsar?
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l=Naver 2=Almost Never I=Seldem 4=Sopstimes 5=Usually 6e=Almost Alvays 7=Always
Does your immsdiate suparvisor...

49. Exposas you to various aspacts of othar departments'

functions within the ceompany? 1 2 3 4 5 6 7
50. Provide you with special information through which you .

can better learn company strategies? 1 2 3 4 5 6 7
51. Entrust you with confidential work-related information? 1 2 3 4 5 6 7
52. Giv; you challenging assignments? ; 1 2 3 4 5 6 7
53. Dalagats important rasponsibilities to you whan his/her

workload is heavy? 1 23 4 5 6 7
54. Sarve as confidant to you about caresr problems? 1 2 3 4 5 6 7
55. Regardless of his/her fétnnl autherity, 1 2 3 4 5 6 7

does your supsrior use that power to halp you solva
problams in your work?

Part C
Pleass read tha following 24 pairs of stataments and indicate with a check or X which one
in each pair you fesl should raceive mors emphasis, Some choices will probably be
difficult for you, but plsass do tha best you can. Do not lsava any questions blank.
Which should recaive more amphasis?

1. Taking care of all looss ends on a job or project
Being impartial in dealing with others

2. Taking actions vhich represent your trus feslings
— Trying to avoid hurting othsr pecple
3. Encouraging somsons who is having a difficult day
Considering different peints of visv before taking action
4, Spsaking your mind sven when your viaws may not bs popular
— VWorking to mast job requirements sven vhen your parsonal schedule must be
rearranged
s. Making decisions which ara fair to all concernad
e Expressing your true opinions when asksd
6. Continuing to work on a problem until it is resolved
Trying to halp a fellow worker through a difficult time
7. Trying to help reducs a friend's burden

Adnitting an error and accapting the conssquancas



10.

11.

12.

13.

l4.

15.

16.

17.

18.

19.

20.

21,

22.

23.

24.

RN IR NI NI

203

Being impartial in judging disagreements
Helping others on difficult jobs

Taking on additional tasks te get ahead
Admitting to making a mistake rather than covaring it up

Offering halp to others when thay ars having a rough time
Doing whatsver work is requirad to advance in your carser

Alvays being truthful in dealing with others
Giving everyonas an squal opportunity at vork

Judging peopls fairly based on their abilities rather than only on their
parscnalities
Seaking out all opportunities to learn nav skills

Trying to be halpful to a friend at work
Baing sure that work assignments are fair to averyone

Refusing to take credit for ideas of others
Maintaining the highast standard for your parformancas

Being determined to be the bast at your work
Trying not to hurt a friend's feslings

Trying to bring about a fair solution to a dispute
Admitting responsibility for errors made

Finishing each job you start, even vhen others do not
Making surs that rewards are givan in the fairast possible way

Refusing to tell a lis to make yourself look good
Helping those who are vorried about things at work

Trying as hard as you can to learn &s nuch as possibla about your job
Taking a stand for what you balieve in

Sharing information and ideas which others nesd to do their job
Alvays satting high performance goals for yourself

Refusing to do something you think is wrong
Providing fair treatment for all employess

Allowing sach smployss tc hava an equal chances to get ravards
Taking on more responsibility to get ahead in an organization

Corracting others' errors without embarrassing them
Holding true to your convictions

Providing fair treatmant for each amployes
Landing a helping hand to somsons having difficulty



1.
2.
3.
4,
5.
6.

7.

Bc

10.

16.

17.
18.

Part D
How old ware you on your last birthday?
You are Male Famale
‘ -

) is your yearly gross salary (monthly salary plus bonus).

———.

is your yearly gross salary (before any deductions) without bonus.

I received an additicnal $ a month on oy last salary increase.
Langth of time with - - as: Months
Account Executive
Sales Manager
Assistant Manager
Operations Manager
Ganeral Manager
Total Tima with .

What {s your level of sducaticn?
high school education
some college (major srea of study)

204

collage graduata (major area of study)

soma graduate school (major area of study)

mastars graduate (major ares of study)

other--specify

How much full-time vork experience did you have befors starting work at -?
months (include ful)l time summer work)

Had you held any kind of job vhich required travel befare this job?

Yeos No. If yss, what parcentage of your time in that iob did veu spend
traveling .
Did you have any experience in sales before taking this job? Yas No.

If yes, for how long? months (include part-time and summer work)

Had you aver hald a travsling sales job bafore taking this job? Yas
If yes, what parcentage of the time in that job did you spend traveling.

¥hat percentage of the time do you spand traveling in your position with Lamar .

The follovwing responsas should be circled in ansvering tha next four questions.
7/=Excellant O6=Vary Good 5eGood 4wSo-so 3sNot so Good 2=Bad 1=Terrible

How would you rata your chances of:

A. Quitting this job in ths next thras months 7 6 5 4 3
B. Quitting this job in ths next six menths 7 6 5 4 3
€. Quitting this job sometime in the next year 7 6 5 & 13
D. Quitting thizs job sometima in the next two years 7 6 5 4 3

No.

NNMNNN
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Part 2

Think about the initial expactations you had about your job bafors you wars hired with
raspact to the following list of job outcomes. Compare these expectations to your actual
vork experiance at .~ . To what extant has your initial expectation about each of the
cutcomes basn vorse, batter, or about what you axpectsd from your job? .For exm 1la, if
your experience doing "interesting work" has bsen much worse than your initial
expsctation, circla "1". On the other hand, if your exparience has been "much better
than expected" than cirecls "5".

1 = Much worss than axpected 2 = Worss than expected 3 = tht I sxpectad
4 = Batter than sxpsctad 5 = Much battar than sxpsctad

My expectations with regard to (insert phrase)} have been...?

1. Doing highly stressful work

2. What I thought this job would be

3. Expending much energy and drive to do the job

4., Having freedom and autonony to do tha job

5. EKeeping lots of records

6. Learning new skills and knowledgs realated to your job

7. Having a challenging job

8. Doing interesting work

9. Making full use of my skills and abilities to do the job
10. Feeling vhat I do is important

-
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11. Baing under a great deal of prassurs from ths job

12. Having & job vhich gives a fseling of accomplishment

13. Working for an organization that rscognizes my contributions
14, Working for peoplas I like

15. Knowing you will have your job tomorrow

16. Being proud to be a member of the organization you work for
17. Being satisfied with your overall job

18. Cooperating with other psopls to get the job done

19. Knowing how well you are performing your duties

o o et et et et et ot e

20. Working for an organization that cares about you as a parsen

21, Earning good pay

22. Knowing what people you work with expect of you

23. Beaing clear about what you have to do on the job

24. Having indepsndence in how you do your work

25. Doing routine work

26. Working flexible hours

27. Working with pacpla who ara skillad and know thair jobs

28. Doing physically sxhausting work

29. Having a job that interferes with family activities

30. Receiving raspect from friends and relatives for being employed
here
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3l1. Having a job which gives you prids in yoursaelf

32. Baving good fringe benafits

33. Having enough authority to carry out your responsibilities
34. Having s hesavy wvorkload

35. Having little opportunity for advancement
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1 = Huch vorss than axpescted 2 = Worse than expacted 3 = What I expectad

4 = Batter than axpacted 5 = Much battar than sxpected

36.
7.
8.
39,
Ao.
4.
42,
‘3.
44,

Thare sre 50 statements listed below.

vork.

vords may not be quite suitable for your work snvircnment.

Having a work scheduls that interferes with your parsonal life
Receiving raspect from superiors and co-workers

Working with pacple who do not cars about doing good work
Recelving little appreciation from customars

Receiving performance fesdback from supariors or co-workers
Having suparvisors who take a perscnal intarest in you

Having compatent suparvisors

Being part of an effactiva team

Learning skills that will contribute to your caresr plans

Paxt ¥
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The statemsnts are intended to apply to all vork envircnments. However, some

For example, thes term

suparvisor is meant to refer to the boss, manager, department head, or the psrson or
parsons to whom an employss reports.
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They ars statements about the place in which you

You ars to decide which statements are trus of your work envirenment and which are false,

Circle trus if the statement is trus or mostly trus.

false or mostly false.

1.
2.
3.
&,
5.
6.
7.
8.
9.
10.

11.
12.
13.
14,
15.
16.
17.
18.
19,
20,

2.
2.
2.
24,
25,
26.
27.

The vork is really challenging.

Pecple go out of thair way to halp a nev amployee fasel comfortabls.
Supervisors tand to talk down to employass.

Few employsss have any important rasponsibilities.

People pay s lot of attention to getting work done.

Thare is constant pressurs to keep working.

Things ara sometimes pretty disorganized.

Thare's a strict emphasis on following policies and regulations.
Doing things in a different way is valued.

It sometines gats too hot.

Thers's not much group spirit.

Tha atmosphers is someavwhat imparsonal.

Suparvisors usually compliment an smployse vho does scmething well.
Employeas have a gresat deal of freedon to do as thay liks.

Thezre's a lot of time wvastad because of inefficiencias.

There alvays sssms to ba an urgency about evarything.

Activities are wall-plannad.

People can wear wild looking clothing vhile on ths job if they want,
Neavw and different ideas ars alvays being tried out.

The lighting is extremsly good.

A lot of paople sesam to be just putting in tima.

People take a perscnal interest in sach othsr.
Supervisors tand to discoursge criticisms from smployass.
Izployess ars sncouraged to make their own d-cisions.
Things rarsly get "put off till tomorrow".

Pacple cannot afford to relax.

Rules and rsgulations are somevhat vagus and ambiguocus.

MaESHaAd SRS aEEE eI AaaA
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Circls false if the statement is



28.
29.
30.

31.
32.
33.
34,
35,
36.
37,
38.
39.
40.

41.
42.
43.
44,

45.
46.
47.
48.
49.
50.

5l.
52.
53.
54.
55.
56,
57.
58.

59.
60.

61.
62.

63.
64.

65.
66.
67.
68.
69.
70.

71.
72.

People ars sxpected to follow set rulss in doing their work.
This place would be one of the first to try out a nev idea.
Work space is awfully crowded.

People ssam to take pride in the organization.

Enployees rarely do things together after work. .
Supsrvisors usually give full credit to ideas contributed by employees.
Paople can use thair own initiativae to do things.

This is a highly efficient, work-orientsd place.

Nobody works too hard.

The rasponsibilities of suparvisors ara clearly defined.

Supervisors kesp a rather closs watch on employaas.

Varisty and change are not particularly important.

This place has a stylish and modern appearancas.

Peopla put quite & lot of effort into what thay do.

People ara genarally frank about how thasy faal.

Suparvisors often criticize amployees ovar minor things.
Suparvisors encourags employses to rely on thamselvaes whan a problem
arises.

Gatting a lot of work dons is important to people.

There is no time pressure.

Tha dstails of assigned jobs ars gensrally axplained to employess.
Rules and regulations are pretty wall enforcad.

The same mathods have baen used for quite a long time.

The placs cculd stand scme nav intarior decorations.

Few people aver volunteer.

Employeas often eat lunch together.

Employees generally feel free to ask for a raise.

Employeas genarally do not try to be uniqus and diffarant.

Thera's an sophasis on "work before play".

It is very hard to kesp up with your work load.

Exployses ars often confused about exactly what they ars supposad to do.
Superviscrs ars always checking on amployass and suparvisze them very
closely.

New approaches to things ara rarely tried.

The colors and decorations make ths place wvarm and chesrful to working.

It is quite a lively place.

Employess who differ greatly from the others in the orglni:ltien don't get
on well.

Suparvisors sxpect far toc much from employees,

Employses are encouraged to learn things even if they are not directly
related to the job.

Ezployeses work very hard.

You can taka it sasy and still get your vork done.

Fringe bsnefits are fully axplained to amployess.

Supervisors do not often give in to smployss pressurs.

Things tend to stay just about ths same.

It is rathsr drafty at times.

It's hard to gat people to do any extra work.
Employess often talk to sach cther about their personal problems.
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73.
74.
75.
76.
77.
78.
79.
80.
81.
8z.
83.
84.

85.
86.
87.
88.
89.
90.
9l.

Ezployees discuss their psrsonsl problams with supsrvisors.
Employess function fairly indepsndently of supervisors.

Pecple ssam to be quite inefficient.

Thers are alvays deadlines to be met.

Rules and policies are constantly changing. .

Employess are sxpected to conform rather strictly to tha rules and customs.

Thers is a fresh, novel atmosphers about the placs.

The furniture is usually well-arranged.

The vork is usually very interssting.

Often psople make trouble by talking bshind other's backs.
Suparvisors really ztand up for their peocpls.

Suparvisors meet with amployess ragularly to discuss their futuras work

goals.

There's a tandency for psopla to come to work late.

Paople often have to work cvertims to get their vork done.
Supervisors encourage employeas to bs neat and orderly.

If an amployes comes in late, he can make it up by staying late.
Things alvays ssem to ba changing.

The rocms are well ventilated.

I usually feel "burned out'.

Part G
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Read esach statament and circle the appropriate answer to the right of the statament to
indicats hov you ganarallv fsel, using ths following:

1.
2.
3.
4.
3.

7.
8.

9.
10.
11.
12,
13.
14,
15.
16.
17.
18,

-

19.
20.

1 = Almost naver 2 = Sometimes 3 = Oftan & = Almost always

I feasl pleasant

I fesl nervous and restless

I feel satisfied with myself

I wish I could be as happy as others sesan to be

I fesl like a failure

I feel restad

I am "calm, cool, and collected"

I fesl that difficulties ars piling up so that I cannot cvercoms
them

I worry too much over somathing that rsally doasn't matter

I am happy

I have disturbing thoughts

I lack self-confidencs

I fael sacures

I paks decisions sasily

I feal inadaquate

I am contant

Some unimportant thought runs through my head and bothars me

I taks disappointzments so ksenly that I can't put them out of my
wind

I am & steady person

I get in a state of tension or turmoil as I think over my recent
concarns and intarests
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Part H
The following items ask yocu about the impact of your currsnt job demands on your personal
and/or home/family life. Indicats hov you ses your presant job as affacting differant
areas of your life by circling ths appropriate number for each studant.

l=Strong negative impact 2=Negative impact 3=No impact
4=Pogitive impact 5S=Strong positive impact

The impact you current job has on (insert phrase) is ...?

1. Parsonal relaticnships with friends 1 2 3 4 5

2. Your mantal and physical state at homa 1 2 3 4 5

3. Your participation in home activities 1 2 3 & 5

4, Your weskend, vacation time, and social life 1 2 3 & 5

5. Concern for your health or safety 1 2 3 4 5

6. Your psrsonal dsvalopment 1 2 3 4 5

7. Prassure for model bshavior in the community 1 2 3 4 5

8. Requirement to relocate for sake of carser 1 2 3 4 5
Answer items 9-12 only if you ars currently married

9. Your relationship with spousa 1 2 3 4 4

10. Social life you have with spouss 1 2 3 4 5 ‘

11. Time available for your spouse 1 2 3 4 5

12, Your marriage as & vwhole 1 2 3 4 5
Answer itemg 13-16 if you have children under 18 years of aga

13. Your relationship with your child(ren) 1 2 3 4 5

14. Leisurs pursuits with child{ren) 1 2 3 4 S

15. Time availadble for your child(ren) 1 2 3 &4 5

16. Ovarall well-being of your child(ram) 1 23 4 5

Part I

Section 1: <

The itams in this questionnairs deal with your visws about employment altsrnatives. .Use
the following rating scals to respond to the first 7 itams in this Section of the
questicnnairs,

O=None 1wOne 2=Two 3 = Three to Five 4 = Six or more

1. Not counting your presant field of employment, how many other 0 1 2 3 4
eccupations would you seriously consider entering if a job ware
available? .

2. How many amployers can you think of in your present community that ¢ 1 2 3 4
might offer you a job?

3. How many pecple in your fisld do you knov that might help you line 0 1 2 3 4
up & nav job?

4., Within tha past yesr, how many actual job offers have you had from 0 1 2 3 4
other potential employers?

5. Within the past year, hov many actual job offers have you had from 0 1 2 3 4

. othar potential employers?

6. In your opinion, hov many jobs open to you would be relatively sasy 0 1 2 3 4
to get?

7. How many companies can you think of that would bs likely to offer C 1 2 3 &

you a bsttsr job than the one you have nov,
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If these altarnatives ars mors desirable than you present job, how attractive are
they? (Circle one)

(1) The dasirable altarnatives are much more attractive than my jcb.
(2) The dasirable altesrnatives ars more attractive than my job.

(3) Both my job and the desirable sltarnatives are equally attractive.
{4) My job is more attractiva then thess desirable altsrnatives.

{5) My job is puch mors attractiva than thess desirable alternatives.

Pleass indicate your r.sponln.for questions 9-12 using the following:

9.

10.
11.

12,

1= No Chanca 2 = 25% chance 3 = 507 chance &4 = 757 chance 5 = 100Z chance

Ganarally, what are ths chances that you can raceive an offer from 0 1 2 3 4
an altsrnativae job that is battar than your pressant job, if that
wers your goal? .
What are tha chances that you can find this batter alternative job.
What ars the chancas that you will ssarch for an alternative job
within a year?

What ars tha chances that you can remain in your present job if
that vere your goal?

o 00
—
NN
W oW
&

Part J

This scale consists of a number of words that dascribe different feelings and emotions.
Read sach item and then circle the appropriate ansver to the right of that word.

Indicate to what axtent vou genarally feel this way, that is, how you fasl on the
averags. Uss the following scala te rscord your ansvars.

1 2 3 4 5

very slightly a little modarately quites a bit extremaly
or not at all

I genarally fael...

proud 1 2 3 &4 S5 irritable 1 2z 3 4 5§
distressed 1 2 3 &4 5 alart 1 2 3 4 5
axcited 1 2 3 4 5 ashamad 1 2 3 4 5
upset 1 2 3 4 5 inspired 1 2 3 4 3
strong 1 2 3 4 5 nervous 1 2 3 4 5
guilcy 1 2 3 & 5 determined I 2 3 4 5
scarad 1 2 3 4 5 attentive 1 2 3 4 5
hostila 1 2 3 4 5 Jittery 1 2 3 4 5
enthusiastic 1 2 3 4 § active 1 2 3 4 5
interested 1 2 3 4 5§ afraid 1 2 3 & S5
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Part K

Listed below ars 22 statements of job-rmlated feslings. Pleaase read each statament
carafully and decide if you sver fasl this way about vour ifeob. If you have nevar had this
fasling, circle a "0". If you have had this feeling, indicate how often you fesl it by
circling the numbher from 1 to 6 that best describas how fraquently , )u fesl that way.

0 1 2 3 4 5 [
Naver A few times a Once a month A fev timeas a Once a Week X fev times a Every Day
year or lass or less zmonth _ wask

1. I fael enmctionally drained from my work.
2. I fesl used up at the end of the vorkday.
3, 1 feal fatigued when I get up in the morning

and havae to face anothar day on the job.
4. I can essily understand how my customers feel about things.
5. I feal I treat some customars as if thsy vere

inpersonal objects.
&, Working with people all day is really a strain for ma.
7. I deal very effactivaly with the problems of my customers.
8. I fesl burnad out from my work.
9. I fael I'm positively influsncing other

pecple'’s livas through my work.
10. I've bacome more callous toward people since

I took this job.
11. I wvorry that this job is hardening ms emotionally.
12. I feal very snergstic.
13. I feel frustrated by my job.
14, I feel I'm vorking too hard on my job.
15. I don't really care vhat happans to scms custoners.
16. Working with people dirsctly puts too much stress on os.
17. 1 can easily create a relaxed atmosphsre with oy customars.
18. 1 feel axhilerated after vorking closely with my custoners.
19. I have accomplished many worthwhile things in this job.
20, I feel like I'm at the end of my rops.
21, In my vork, I deal with emotional problems very calmly.
22. I feal customsrs blame ms for some of their problams.

1
1
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In ths space provided below please fesl fres to make any additional comsents regarding
your job 4. .:t+-., Tbese comments can ba rslated to any topic including those not
coversd in the quastioznairs (please continus on tha back if you nesd mors space).

POR YOUR COOPERATION IN COMPLETING THIS QUESTIONNAIRE. IF YOU HAVE
ANY QUESTIONS ABOUT THE SURVEY PLEASE CONTACT ME AT LOUISIANA STATE UNIVERSITY.

Dr. Joe X. Hair, Jr. PH. (504) 388-8685
Department of Marketing, 3127 CERA
Louisisns Stats University
Baton Rougs, LA 70803-6314
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TASK PERFORMANCE EVALUATTON

You have been identified as the immediate supervisor of

213

Please indicate the degree to which you agree or disagree with each of the

following statements regarding this individual's performance by circling the

a;propriate rspome aocorrling to the following scale.

4

5 6

7

sumﬂy n#u&dy sn¢mw Reither Slightly Moderately Stromly
Disagree Disagrea Disagree Agree ar 2Agree Agree

Disagree
1) Perscnal oualities - This employee demonstrates...

Self-Confidence
Initiative

2) Enowledge - This employee demonstrates knowl
Outdoor and Its Use
CQustomers
Sales Policies and Practices
Conpetitive Activities

3) Administzation - Does this employee consisten
Submit i rts

Repo
Organize Time and Efforts Effectively
Plan Calls In Advance
Work Territory Efficiently
Cooperate with TILC

4) Saleg Ability - Does this empleyea...
Have Acceptance by the Customer
Stress Qutdoor Benefits
Get the Custaomers Viewpoint
Meet Cbjections Effectively
Create Desire
Get Contract Out Early

Try for Clcse and Keep Trying
Oover and Service Entire Territory

5) overall

This individual is one of the best employees
we have working for us.

The quality of this individual's work is
ewellent,

This employee is one of the most productive,

prp% PHHERPRPRR
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Iouisiana State University
Baton Rouge, IA 70803-6314
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Appendix C: Performance Measures
Item Analysis
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Appendix C:
Employee Performance Item Analysis
Task Performance Evaluations

Personal Qualities Standard Item-Total Alpha if
Subscale Mean Deviation Correlation Deleted
This employee

demonstrates...

Self-Confidence 5.79 1.0679 .6788 .8520
Initiative 5.71 1.0985 .7439 .8448
Dependability 5.97 1.2458 .7090 .8478
Professional Appearance 6.21 1.2043 « 3960 . 8805
Ambition to Succeed 5.83 1.1402 .6399 .8558
Enthusiasnm 5.82 1.0970 « 7291 .8464
Persistence 5.71 1.2399 .7817 .8389
Business Ethics 6.18 1.0479 .3676 .8821
Standardized Item Alpha: .8706
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Appendix C: Task Performance Evaluations, cont.

Knowledge
Subscale

This employee
demonstrates knowledge
ofl..

Standard Item-Total
Mean Deviation Correlation Deleted

Alpha if

Outdoor and Its’ Use 5.94 -8636 7077 .7881
Customers 5.90 .9540 .5392 .8491
Sales Policies and

Practices 5.66 1.1310 .7053 .7822
Competitive Activities 5.45 1.1186 .7648 .7519
Standardized Item Alpha 28410
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Appendix C: Task Performance Evaluations, cont.

Administration
Subscale

Does this employee
consistently...

Submit Required
Reports 5.40 1.3254

Organize Time and
Efforts Effectively 5.31 1.3353

Plan Calls in
Advance 5.40 1.2192

Work Territory
Efficiently 5.31 1.2300

Cooperate with the
Company 6.00 1.0654

Standard Item-Total

.6785

.8422

.7212

«7120

«4385

Alpha if

.8303

.7835

.8190

.8212

.8822

Standardized Jtem Alpha: 8553
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Appendix C: Task Performance Evaluations, cont.

Sales Ability Standard Item-Total Alpha if
Subscale Mean Deviation Correlation Deleted

Does this employee...

Have Acceptance by

the Customer 5.95 «9784 .6445 .9331
Stress Outdoor

Benefits 5.84 .9529 7293 .9285
Get the Customers’

Viewpoint 5.39 1.2009 .7325 9271
Meet Objections

Effectively 5.21 1.2787 .8170 .9209
Create Desire 5.37 1.2093 .8773 .9166

Get Contract Out
Early 5.22 1.4009 .7805 .9243

Try for Close and
Keep Trying 5.34 1.4473 .8340 .9200

Cover and Service
Entire Territory 5.47 1.2699 . 7659 .9248

Standardized Item Alpha: 29348
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Overall
Subscale

This individual is one
of the best employees
we have working for
us.

The quality of this
individual’s work
is excellent.

This employee is
one of the most
productive.

Standard Itea-Total

1.4107

1.3893

1.4063

.8778

.8535

.8660

Alpha if

.8960

.9152

.9053

29350




Appendix D: Satisfaction Measures
Item Analysis
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Appendix D:

Job Satisfaction Scale:
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Item Analysis

Customer
Subscale

Standard Item-Total

My customers respect my
judgement.

My customers are in-
telligent.

My customers are inter-
ested in what I have to
say.

My customers live up to
their pronises.

My customers are trust-
worthy.

My customers are fair.

My customers expect
too much of me.

I seldom know who
really makes the
purchase decisions in
the companies I call on.

My customers are
inaccessible.

My customers are well
organized.

My customers blame me
for problems I have
no control over.

My customers are
unreasonable.

My customers are
friendly.

My customers are
loyal.

5.90 9473
5.27 «9926
5.65 .9877

4.50 1.1920

4.92 1.0312

4.91 .9186

5.24 1.0206

5.91 1.1803

5.41 1.0637

4.38 1.1378

4.04 1.5401

5.20 1.2686

5.29 .8626

4,78 1.1637

.5236

.5568

. 5457

.3674

«5277

.5736

. 4627

.5653

3470

+4268

3772

.5299

+6160

.5401

Alpha if
Mean Deviation Correlation Deleted

.B439

.8421

. 8426

.8528

.8433

.8418

.8467

.8409

.8527

.8488

-8563

.8431

.8405

.8424
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Satisfaction with Customers, cont.

My customers are
understanding. 4.94 .8863 .5419 . 8066

Standardized Item Alpha: _.8633
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Appendix D, Satisfaction Scale, cont.

Coworker Standard Item-Total Alpha if
Subscale

The people I work with

get along well. 5.45 1.3991 <6650 .8823

My fellow workers are
stimulating. 5.03 1.2551 .5175 .8904

My fellow workers are
selfish. 4.76 1.4351 .5444 .8902

The pecple I work with

help each other out

when someone falls

behind or gets in a

tight spot. 5.01  1.4433 .5394 .8906

My fellow workers are
boring. 5.74 1.0208 .6417 . 8841

My fellow workers are
sociable. 5.55 .9788 .6884 .8823

My fellow workers are
pleasant. 5.59 .9014 .8062 .8782

My fellow workers are
obstructive. 5.23 1.0371 .5393 .8895

The people I work with
are very friendly. 5.58 1.0453 .7145 .8805

My fellow workers are
loyal. 5.11 1.2479 .7003 .8801

My fellow workers are
intelligent. 5.47 «.7988 .6249 .8866

My fellow workers are
responsible. 5.26 1.1042 .5056 .8904

Standardized Item Alpha: 29037
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Pay
Subscale

My pay is high in com-
parison with what
others get for similar

work in other companies.

My pay doesn’t give me
much incentive to
increase my sales.

My pay is low in com-

parison with what others

get for similar work
in other companies.

In my opinion, the pay
here is lower than in
other companies.

I am highly paid.

My income provides
for luxuries.

My selling ability

largely determines

my earnings in this
company.

I’'m paid fairly
compared with other
employees in this
company.

My income is
adequate for normal
expenses.

I am very much under-
paid for the work
that I do.

I can barely live on
ny income.

3.29

1.3366

1.5533

1.4141

1.3678

1.3679

1.5208

1.4902

1.3781

1.2795

1.4144

1.4583

Standard Item-Total

.5830

+4903

«7011

.6901

.6494

.6566

«1390

.5213

.5105

«7193

.5868

Alpha if

.8525

.8597

«8437

.8449

.8478

.8466

.8841

.8567

.8574

.8423

.8521

Standardized Item Alpha

8675
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Policies
Subscale

Management really
knows its’ job.

This company operates
efficiently and
smoothly.

I'm satisfied with
the way employee
benefits are handled
here.

We have a real
competitive advantage
in selling because of
the quality of our
products.

Management is weak.

Management here is
really interested
in the welfare of
emplovees.

The company has
satisfactory profit
sharing.

Sales representatives
in this company

receive good support
from the home office.

4.66

4.60

5.38

1.3812

1.6806

1.2894

1.4292

1.4292

1.5055

1.5635

1.0592

Standard Item-Total

.5333

.5354

.3783

4723

.6573

.7337

. 2853

3662

Alpha if

« 7577

+7572

.7805

7671

.7342

.7216

.7988

.7818

Standardized Item Alpha:

27850
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Promotion
Subscale

The company has an
unfair promotion
policy.

My opportunities for

advancement are
limited.

There are plenty of

good jobs here for
those who want to
get ahead.

This is a dead-end
job.

Promotion here is
based on ability.

Regular promotions
are the rule in
this company.

My opportunities
for advancement
are reasonable.

I have a good
chance for
promotion.

1.5496

1.7825

1.4000

1.4317

1.5687

1.4513

1.3644

1.5223

Standard Item—-Total

.6768

«6604

.5672

.5958

.4016

«7005

.6781

Alpha if

.8447

.8366

.8392

.8490

.8460

.8664

.8353

.8363
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Supervision

Standard Item-Total

Alpha if

Subscale Mean Deviation Correlation Deleted

My supervisor is tactful.4.61

My supervisor is up-to- 5.08
date.

My boss has taught me a
lot about sales. 4.49

My sales manager really
tries to get our ideas
about things. 4.98

My sales manager has the
work well organized. 4.83

My boss does a good job

of helping sales reps
develop their own

potential. 4.62

My sales manager has
always been fair in his
dealings with me. 4.99

My boss doesn’t seem to

try very hard to get our
problems across to
management. 4.93

My boss really takes the
lead in stimulating
sales effort. 4.61

My supervisor is
intelligent. 5.55

My sales manager is too
interested in his own

success to care about

the needs of employees. 5.00

My sales manager gets
the personnel to work
together as a teamn. 4.81

1.8696

1.4401

1.8532

1.4772

1.4086

1.6398

1.5211

1.3968

1.7148

l1.1656

1.5187

1.3646

.5697

.5640

.5284

.6315

.7400

.6742

.5729

.5735

.5782

.5386

.7313

.6197

.9131

9122

«.9145

.9102

.9072

.9088

.9120

9120

.9122

.9131

.9071

9107
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Supervision
Subscale

My sales manager gives
us credit and praise
for work well done.

My sales manager lives
up to his promises.

My sales manager sees
that we have the things
we need to do our jobs.

My sales manager Kknows
very little about his
job.

Standard Item-Total

1.3294

1.4719

1.1830

1.2958

.6917

« 7437

5677

.5112

Alpha if

.9088

«9069

.9123

.2136

29187
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Job Standard Item—-Total Alpha if
Subscale

My work is creative. 5.63 1.0373 .5044 .8990
My work gives a sense

of accomplishment. 5.88 1.0668 .6517 .8929
My work is valuable. 5.83 .9921 .6535 .8931
I have plenty of

freedom on the job to

use my own judgement. 5.54 1.1515 .5279 .8983
My job is often dull

and monotonous. 5.53 1.2822 .6747 . 8916
My job is exciting. 5.49 1.0906 .7541 .8883
My work is

satisfying. 5.45 1.1924 .6805 .8913
I’'m really doing

something worthwhile

in my job. 5.49 1.1521 .6767 .8915
I am unproductive

in my work. 6.19 1.1037 .4784 .9003
My work is

challenging. 5.75 1.1556 .5134 .8990
My job is routine. 5.44 1.3129 «5716 .8970
My job is useless. 6.29 1.1201 .5172 .8987
My job is

interesting. 5.71 1.0317 .7621 .8884
Standardized Item Alpha 29033
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Appendix B: Role Perceptions Scale

Role Ambiguity Standard Item-Total Alpha if
Subscale

My job has clear,
planned goals and
objectives. 5.46 1.1585 .6748 .7795

I know that I have
divided my time

properly. 5.28 .9884 .6034 .7968
I know what my

responsibilities

are. 6.27 .8497 .5752 .8050

I know exactly
what is expected
of me. 5.89- 1.1123 .6312 .7895

I feel certain about
how much authority
I have. 5.48 1.2533 .6629 .7821

Explanation of what
has to be done is
Cclear. 5.19 1.2870 +4671 .8292

Standardized Item Alpha: 28318
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Role Conflict
Subscale

Standard Item-Total

I receive an
assignment without
adequate resources
and materials to
execute it.

I work with two or
more groups who
operate quite
differently.

I work on
unnecessary things.

I have to buck a rule
or policy in order

to carry out an
assignment.

I receive incompatible
requests from two or
more people.

I have to do things
that should be done
differently.

I do things that are
apt to be accepted by
one person and not
accepted by others.

I receive an assignment
without the manpower
to complete it.

5.44 1.0221

4.68 1.5843

5.25 1.0628

5.54 1.1867

5.33 1.2738

4.63 1.1901

4.81 1.3306

3.18 1.5919

.3751

-4783

.4712

.6021

+ 6697

.5846

.5441

4795

Alpha if
Mean Deviation Correlation Deleted

.6061

.5663

.5837

«5440

.5178

. 5485

.5520

.8279

6986
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Table F-1
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Proposed Moderating Variables
which impact Performance

For individual (dispositional) factors

Variable

Age

Ability

Absenteeism

Aptitude

Attribution

Autononmy

Cite

Lucas
(1985)

Heneman &
Schwab
(1970)

Locke, Mento
& Katcher
(1978)

Hackman &
Lawler
(1971)

Oliver
(1974)

Churchill, Ford &
Walker
(1985)

Walker, Churchill
& Ford
(1977)

Teas & McElroy
(1986)

Sims &
Szilagyi
(1976)

Dubinsky & Skinner
{(1984)

Tyagi
(1985)

Finding

B=-.258(s5@.05)

non- empirical

corr=.91(s8€@.01)
=.73(s08.01)

corr=-,33(s8@.05)

corr=.065
(ns)

weighted mean
corr=.138;
<2% variation

non empirical

-non empirical

corr=.06(ns)
corr=.23(ns)

.162(s@.05)

B=.38(s€.01)



Burnout

Dependence

Deviance

Expectations

Expectancy
Attitudes

Experience

General
Attitude

Goal Setting

Happiness

Jackson, Schuler,
& Schwab
(1986)

Miner
(1962)

Miner
(1962)

Porac, Ferris
& Fedor
(1983)

Lawler
JAP (1968)

Heneman &
Schwab
(1970)

Cravens &
Woodruff
{1973)

McDaniel ,Hunters&
Schmidt
(1988)

Kirchner
(1965)

Locke
(1970)

Locke, Cartledge
& Knerr
(1973)

Meyer &
Gellatly
(1988)

Miner
(1962)

F=5.38(8@.05)

t=1.91(s@.05)

t=1.14 (NS)

intercorr=-.13(ns)

crosslag corr.
dynamic corr.

non-empirical

explains major
portion of variance
in territorial perf.

pop. coeff:

all samples:.32
0-2.99yrs: .49
3-5.99yrs: .32
6-8.99yrs: .25
9-11,99yrs:.19
12+: .15

corr=.42(s€.01)

conceptual

concluded that goals=
determinants of perf.

corr=.62(s)

t=2.25(s8.05)
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Independent
Thought &
Action

Knowledge
Knowledge

Structures

Locus of
Control

Low
Aggression

Luck

Measurement
Issues

Mood

Motivation

Hackman &
Lawler
(1971)

Sujan, Sujan
& Bettman

Szymanski
(1988)

Pruden & Reese
(1972)

Szilagyi, Sims &
Keller
(1976)

Anderson
(1977)

Behrman, Bigoness
& Perreault
(1981)

Avila &
Fern
{1986)

Miner
JAP (1962)

Porac, Ferris
& Fedor
(1983)

Vance, MacCallum,
Coovert & Hedge

Porac, Perris
& Fedor
(1983)

Oliver
(1974)

Walker, Churchill
& Forad
(1977)
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corr=.17(s8@.05)
cross-gsect and
longitudinal
non-empirical
good discriminator

between hi/low performers

corr=~.10(s€.05)

crosslag corr.
dynamic corr.

found medium LOC
=hi performance

B=.27(s€.01)
B=-.36(5@.01)

t=2.28 (s€.05)

intercorr = .01 (ns)

LISREL

intercorr=.16 (ns)

corr=.262(s€@.01)

non empirical
conceptual



Motivation

Motivation

Motivational
Type of
Individual

Need for
Clarity

Over-
Conformity

Perceived
Competence

Personal
Factors

Bagozzi
(l1980)

Churchill, Ford,
Hartley & Walker
(1985)

Dubinsky &
Hartley
(1986)

Sujan
(1986)

Sujan, Weitz
& Sujan
(1988)

Beltramini & Evans
(1988)

Landy
(1971)

Behrman, Bigoness
& Perreaunlt
(1981)

Miner
(1965)

Arnold
(1985)

Churchill, Ford
Hartley & Walker
(1985)

Lamont & Lundstron
(1977)
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found to be positively
related to performance

corr=.184
>3% variance

corr=-.126(ns)
path coef=-~.224 (s50.05)

LISREL

non empirical

corr=.21(s8@.01)

corr=.50(s5@.05)

found lo NFC related
to higher levels of
performance

t=.77 (NS)

corr=.31(80.05) perceived comp
corr=-.44(5@.01)

external attr

corr=,161
<2@ of variance

Personal variables:

t=-1.58 Age
t= 2.36* Height
t=- .46 Weight

t==1.74 Formal education
t= .00 Outside
t= .04 Civic/Prof. Org.



Personal
Growth

Personal

Life

Personality

Planfulness

Pride

Propensity

to Leave

Tenacity

Self
Actualization

Self
Confidence

Self Esteem

Hackman &
Lawler
(1971)

Porac, Ferris
& Fedor
(1983)

Lamont & Lundstrom

(1977)

Avila & Fern
(1986)

Porac, Ferris
& Fedor
(1983)

Donnelly &
& Etzel
(1977)

Avila & Fern
(1986)

Donnelly &
Etzel
(1977)

Miner
(1962)

Hackman &
Lawler
(1971)

Bagozzi
(1978)

Bagozzi
(1980)
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corr=.07 (NS)

intercorr=.02 (ns)

Personality:
t= 1.63*% Endurance
.74 Social Recognition
-1.44 Dominance
- .70 Empathy
.58 Ego Strength

B=.45(s@.01)-1g. computer
B=-~.10(ns)-small computer

intercorr=.64(s€.05)

sign differences-

lower prop. to leave
for lower performance

B=.01(ns)for 1lg.
B=.17(s@.05)for small

self act. higher
for lo volume outlets

t=1.82(s€.05)

corr=~,.04 (NS)

B=.38;.14

found pos. relation
btwn SE & Perf



Self Esteen

Self
Monitoring

Shame

skill

Skill

Sociophilia

Sociophobia

Stress

Stress
(Psycho-
logical)

Strong
Superego

Porac, Ferris
& Fedor
(1983)

Lucas
(1985)

Dubinsky &
Hartley
(1986)

Porac, Ferris
& Fedor
(1983)

Porac, Ferris
& Fedor
(1983)

Churchill, Ford
Hartley & Walker
(1985)

Miner
(1965)

Miner
{1965)

Donnelly &
Etzel
(1977)

Motowidlo,Manning,
& Packard
JAP (1986)

Latack
(1986)

Lazarus, Deese,
& Osler
(1952)

Miner
(1962)

intercorr=.29(s8.05)

B=.14(s68.10)

corr=.062(ns)
pc=.033(ns)

intercorr=-.45 (s€.05)

intercorr=.33(s€@.05)

corr=.268
<7% of variance

t=1.53

t=-1.58(NS)

"maximizing distance
btwn self & others"

stress lower for lower

performing stores

(NS)"wish to
w/others"
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be

7 performance variables:
6 found to be significant

-rel. btwn stress &

perf. mediated by coping

non-empirical

t=-2.20(5€8.05)



Tenure

Verbal
Intelligence

Lucas
(1985)

Bagozzi
(1978)

Bagozzi
(1980)

240
B=.148 (s8.05)
locus of control

B=--22:"'019

inconclusive results
for impact of VI on Perf.



Table F-1
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Proposed Moderating Variables
which impact Performance

For situational (environmental) factors

Advancement
Opportunity

Attitude
toward
Company

Benefits

Boss

Communica-
tions

company
Experience

Compensation

Coworkers

Customer
Expectations

Customer
Orientation

Kirchner
(1965)

Kirchner
(1965)

Kirchner
(1965)

Porac, Ferris
& Fedor
(1983)

Kirchner
(1965)

Jon Parsons
& Abeele
(1981)

Kirchner
(1965)

Hackman &
Lawler
(1971)

Pritchard
(1973)

Porac, Ferris
& Fedor
(1983)

Sujan, Bettman
& Sujan
(1986)

Saxe & Weitz
(1982)

corr=.19 (NS)

corr=.18 (NS)

corr=.07(NS)

intercorr=.02(ns)

corr=.15 (NS)

sales response
function

corr=.17 (NS)

corr=-.11 (NS)

corr=.33(s08.05)
.29(s0@.05)

hourly
incentive

intercorr=.28(s5€.05)

n=134 students

corr=,40(s)



Dealing with
Others

Development
of Close
Friendships

Evaluation

Evaluation

Feedback

Feelings of
Worthwhile
Accomplish-
ment

Fellow
Employees

Friendship

Hours
Worked

Involvement

Sims &
Szilagyi
(1976)

Hackman &
Lawler
(1971)

Adkins
(1979)

Murphy, Herr,
Lockhart &
Maguire
(1986)

Sims &
Szilagyi
(1976)

Tyagi

Hackman &
Lawler
(1971)

Kirchner
(1965)

Sims &
Szilagyi
(1976)

Bagozzi
(1978)

Behrman &
Perreault
(l984)

Hackman &
Lawler
(1971)
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.35/.14(s€.05)

corr=-.14(s@.05)

non~empirical

meta-analysis

differences found between
"paper" & observations
.07/.13(ns}

B=.35(s@.01)

corr=.11 (NS)

corr=.18 (NS)

.43/.13(s@.01)

variable
didn’t enter
stepwise regression

.014(5€@.05)

corr=.11 (NS)



Job
Difficulty

Leadership

Liking for
Job

Marketing
Effort

Organizational
& Environ-
mental Factors

Participation
in Job related
Decisions

Prestige of
Job w/n Co.

Promotion

Respect/
Fair Treat-
nent from
Boss

Role
Ambiguity

Porac, Ferris
& Fedor
(1983)

Podsakoff,
Todor & Skov
(1982)

Tyagi
(1985)

Porac, Ferris
& Fedor

(1983)

Jon Parsons &
Abeele

Churchill, Ford
Hartley & Walker

(1985)

Hackman &
Lawler
(1971)

Hackman &
Lawler
(1971)

Hackman &
Lawler
(1971)

Hackman &
Lawler
(1971)

Szilagyi, Sims &

(1976)

Walker,
Churchill &
Ford

(1977)
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intercorr=.13 (ns)

moderated req.

B=.21(s8€.05)trust

B=.11 (ns)goal emphasis
B=,32(s€@.01)interaction
B=.24(8€8.05)psych.infl
B=.33(s€@.01l)hierarch.infl

intercorr= .15 (ns)

sales response
function

corr=.104
1% of variance

corr=,07 (NS)

corr=-.03 (NS)

corr=.03 (NS)

corr=.15(5@.05)

corr= -.03(ns)

non empirical
conceptual



Role
Ambiguity

Role Conflict

Szilagyi
(1977)

Bagozzi
(1978)

Bagozzi
(1980)

Behrman, Bigoness,
& Perrault
(1981)

Behrman &
Perreault
(1984)

Dubinsky & Skinner
(l1984)

Dubinsky &
Hartley
(1986)

Szilagyi, Sims &
Keller
(1976)

Walker,
Churchill &
Ford

(1977)

Szilagyi
(1977)

Bagozzi
(1978)

Behrman &
Perreault
(1984)

Dubinsky &
Hartley
(1986)
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-.32(s€.05)adnmin -
-.34(s@.01)prof.
-.19(s@.05)service

-didn’t enter stepwise
regression, although
correlated significantly
-found to be negatively
related to performance

B=-19(8€@.05)ngr.
B=.01(NS)company
B=-.16(s@.05)cust
B= .17(s€@.05)family
expecations

-.582(s€.01)

represents largest path
coeff. in model

-.134(s0@.05)

corr=-,288(s@.01)
pc=-.398(5€.01)

corr=-.14(s@,001)

non empirical
conceptual
37 propositions

corr= .0l1(ns) admin.
~.37(s@.001)prof
-.03(ns) service

B=-.25; -.23
"job tension"-2samples

.256(s@.05)

corr=.127(ns)
pc=.257(s€.01)



Role
Perceptions

Sales
Experience

Satisfaction

Walker,
Churchill &
Ford

(1977)

Churchill, Ford
Hartley & -Walker
{1985)

Behrman &
Perreault
(1984)

Triandis
(1959)

Lawler & Porter
{1967)

Carlson
(1969)

Poll &
Gunderson
(1969)

Slocunm
(1970)

Schwab
(1970)

Cherrington,
Reitz, & Scott
(1971)

245

non empirical
conceptual

corr=.294

<9% variance

.148(5€@.01)

non-empirical

corr=.32(s@8.01) overall
.21(s@.01) security
.23(s8€@.01) social
.24(s€@.01) esteenm
.18(s@.05) autonomy
.30(s€.01) self act

corr=,17(s€@.05)blue collar
.13(s€.05)white collar

corr=.34(s@.01)Job Morale
corr=.39(s@.01)Job Impt.

corr=.138(s@.05)security
.209(s€@.01)social
.172(s@.01)esteen
.226(s8.01)autonony
.303(s@.01)self act

conceptual

For "appropriately reinforced"

.56(80.001)gen’l affect
.42(s€.01)gen’l arocusal
.54(s8€.001)personal compt.
.46(s@.01)pay

.15 (NS)equity w/pay
.39(s8@.01)adegquacy-pay
.33(s@.05)attract(cowkr)
.21 (NS)attract(task)



Satisfaction, cont.

Hackman &
Lawler
(1971)

Siegel &
Bowen
(1971)

Nathanson &
Becker
(1973)

Greene
(1973)

London &
Klimoski
(1975)

Sheridan
& Slocum
(1975)

organ
{1976)

246

For "inappropriately reinforced"

-.32(8@.05)gen’laffect
-.15 (NS)gen’l arousal
-.01 (NS)persn’lcompt.
-.29 (NS)pay
-.44(80.01)equityw/pay
-.31(s@.05)adequacy-pay
.13 (NS)attract/co wkrs
-.08 (NS)attract/task

corr=,16(s@.05)

data supports view that
sat is dependent upon
performance

pos. rel (s) when perf. is
hi priority & when rewarded
relationship conditional

satisfaction found to be
an effect - not cause -
of performance

self esteem does not
moderate perf/sat rel.
*job complexity does

Measure utilized
resulted in different
causal relationships

non-empirical
argues for further
investigation of satisf.



Satisfaction, cont.
Jacobs &
Soloman
(1977)

Donnelly &
Etzel
(1977)

Ivancevich
(1978)

Ivancevich
(1979)

Abdel-Halim
(1980)

Fisher
(1980)

Bhagat
(1981)

Bhagat
(1982)
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moderating variable:
perceived reward
.28(s@.05)sat w/work
.26(s8@.05)sat w/pay
.26(s@.05)sat w/promo
.26(8@.05)sat w/supvsn
.29(s8€@.05)sat w/co-wkr
.26(80.05) faces scale

moderating variable:
self esteem
.25(8€@.05)sat w/work
.23(s8@.05)sat w/pay
.26(s@.05)sat w/promo
.27(s@.05)sat w/supvsn
.37(s8@.05)sat w/cowkrs
.23 (NS)faces scale

satisfaction greater
in lo volume stores vs. hi
volume

performance causes
intrinsic satisf. &
extrinsic satisf.
causes perf.

no correct way to
state the perf/sat
relationship

moderating variable: higher
order need

.27(s8@.05)sat w/work
.23(s@.05)sat w/supvsr
.29(s€@.05)sat w/co-wkrs
.19(s@.05)sat w/pay
.20(50.05)sat w/promo

non-enpirical
relationship between sat
and perf has sonme
intrinsic appeal

found sat. is an effect
(not cause) of earlier
performance

corr=.35



Satisfaction, cont.

Security

Skill Variety

Structural
Relationships

Supervision

Supervisory
Consideration

Task Identity

Lopez
(1982)

Porac, Ferris
& Fedor
(1983)

Lucas
(1985)

Hafer & McCuen
(1985)

Berl, Powell,
& Williamson
(l1984)

Bagozzi
(1980)

Bagozzi
(1978)

Hackman &
Lawler
(1971)

Tyagi
(1985)

Brass
(1981)

Kirchner
(1965)

Hackman &
Lawler
(1971)

Lucas
(1985)

Sims &
Szilagyi
(1976)
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found that self esteem
moderates perf/sat rel.

intercorr=.72(=€.05)

B=-.018(ns)-int.satisf.

corr=-.02(ns)

found perf not related
to satisfaction

-found perf. impacts
satisfaction

.45(s@.01)
.30(s8€@.01)~2 samples

corr=.09 (NS)

B=.39(s50.01

no sig. rel. found
between perf. and org.
structural relationships

corr=.29 (s€.05)

corr=.10

B=.198(5@.01)

moderating variable:
hon strength

.34/.06 (S€.01) 1lo vs hi



Task Identity, cont.

Task
Significance

Tension
(Job)

Territory
Potential

Training

Turnover

Understanding

of Customer

Decision
Making

Usual Work
Pace

Variety

Tyagi
(1985)

Tyagi
(1985)

Bagozzi
(1980)

Bagozzi
(1978)

Kircher
(l965)

Martin, Price,
& Mueller
(1981)

Jackofsky
(1984)

Weitz
(1978)

Sujan, Weitz
& Sujan
(1988)

Porac, Ferris
& Fedor
(1983)

Sins &
Szilagyi
(1976)

B=.06(ns)

B=.20(s@.05)

found negatively
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related to performance

B=.24;.40

corr=,22 (NS)

found employees who

leave are higher

performers

non-enpirical

20% of variance

explained by

2 variables:accuracy of

perf. beliefs &

strategy formulation

non empirical

intercorr=.30(s@.05)

moderator variable=

hon strength

-.07/.24(8€.01) -lo vs. hi

.22/.22(ns)ext.

vs int.



Table F-2
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Proposed Moderating Variables
which Impact Satisfaction

For individual (dispositional) factors

Education

Income

Locus of
Control

Need for
Clarity

Motivation

Need for
Achievement

Performance

Lucas
(1985)

Lucas
(1985)

Behrman, Bigoness
& Perreault
(1981)

Behrman &
Perreault
(1984)

Behrman, Bigoness
& Perreault
(1981)

Bagozzi
(1980)

Bagozzi
(1980)

Dubinsky &
Hartley
(1986)

Behrman &
Perreault
{1984)

Bagozzi
(1978)

Bagozzi
(1980)

==,052(NS)
B= .019(NS)

'B=.148 (s€.05)

found ext. LOC assoc.w/
lo perf; int. LOC w/hi
perf.

-.021(s€.01)

found unrelated to-
sat (no support)

-found weak relationship
betw. mot. and sat.

-found positive
relationship w/sat.

corr=.073(ns)

.006(ns)

B=.23; .11

perf has infl. on sat



Performance

Self Esteem

Self
Monitoring

Behrman &
Perreault
(1984)

Dubinsky & Skinner
(1984)

Jaffaldano &
Muchinsky
(1985)

Lucas
(1985)

Dubinsky &
Hartley
(1986)

Bagozzi
(1978)

Lucas
(1985)

Dubinsky &
Hartley
(1986)
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rc=.015(ns)

no relationship found

true pop corr=
17

B=.063 (NS) ext. sat.

corr=.170(s€8.05)
pc=.056(ns)

self esteem did not
enter equation

B=.635(8@.01)

corr=-.176(s€.05)

For situational (environmental) variables

Comnmitment

Involvement

Propensity
to Leave

Dubinsky &
Hartley
(1986)

Dubinsky &
Hartley
(1986)

Futrell &
Parasuraman
(1984)

corr=,22(s@.01)
pc=.221(s8@.05)

corr=.196(s€.05)
pc=.196(s@.05)

R2=,27(8@.001)-total

R2=.18(s@.001)- hi

R2=.37(5@.001)~1low
performers



Role
Ambiguity

Role
Ambiguity

Role Conflict

Walker,
Churchill &
Ford

(1977)

Szilagyi
(1977)

Bagozzi
(1978)

Bagozzi
(1980)

Behrman, Bigoness,
& Perreault
(1981)

Behrman &
Perreault
(1984)

Dubinsky & Skinner
(1984)

Dubinsky &
Hartley
(1986)

Walker,
Churchill &
Ford

(1977)

Szilagyi
(1977)

Bagozzi
(1978)

Behrman &
Perreault
(1984)

Dubinsky & Skinner
{(1984)
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non empirical
37 proposition

r=.35(s€.05) adnmin.
~-.24(s8€.05) prof.
-.17(ns) service workers

variable did not enter
regression eguation

found negatively related

to satisfaction

B=-,35(s€@.05)-manager
expectations only sig.
predictor of ambiguity

-.213(s@.01)path coeff

corr=-,427(s@.01)

non empirical

r=-.23(ns)adnmin.
-.36(8@.001) prof.
-.34(50.001) service

B=-.45;-.46

-.227(s0@.01)

~.408(=260.01)~path coeff
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Role Conflict, cont.

Dubinsky & corr=-.172(s@.05)
Hartley pc==.077(ns)
(1986)

Supervisory Lucas : B=.118(s@.05)-intr.sat.

Consideration (1985)

Task Identity Dubinsky & Skinner -.137(s@.05)path coeff

(1984)
Tension Bagozzi found to be negatively
(1980) related to satisfaction
Working Kirchner corr=,30 (s€.05)

Conditions (1965)



1959

1967

1970

1976

1977

1981

1988
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Table F-3
Definitions of Performance

"quantity of work" (Triandis)

"motivation to produce" (March & Simon)

"how hard manager worked"; "how well he performed"
(Lawler & Porter)

"productivity" (Schwab & Cummings)

"the degree to which an individual carries out or
executes his job in adherence with certain
specified standards of the organization"
(Szilagyi, Sims, and Keller)

Ythe degree to which an individual carries out, or
executes, his or her job in adherence with certain
specified standards of the organization"
(Szilagyi)

Performance = f(motivation x aptitude x role
perceptions)
(Walker, Churchill & Ford)

"the degree in which ’‘preferred solutions’ of
salespeople are realized across customer
interactions" (effectiveness) (Weitz)

"competent performance" (effectiveness) (Sujan,
Sujan & Bettman)

"selling effectiveness" (Szymanski)

No Explicit Definition of Performance Provided

1952
1959

1962

Lazarus, Deese and Osler

Triandis

Miner



1965
1967
1968

1969

1970

1971

1972

1973

1975

1976

1977

1978

1979

1980

1981

Kirchner
Lawler & Porter
Lawler

Carlson
Doll & Gunderson

Heneman & Schwab

Locke

Locke, Cartledge & Knerr
Slocum

Cherrington, Reitz & Scott
Hackman & Lawler

Landy

Siegal & Bowen

Pruden & Reese

Cravens & Woodruff
Greene

Nathanson & Becker
Pritchard

London & Klimoski
Sheridan & Slocum

organ

Anderson
Donnelly & Etzel
Jacobs & Solomon

Bagozzi

Ivancevich

Locke, Mento & Katcher
Weitz

Ivancevich

Abdel-Halim
Bagozzi
Bhagat
Fisher

Brass
Martin, Price & Mueller
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1982 Bhagat
Lopez
1983 Porac, Ferris, Fedor
1985 Hafer & McCuen
Tyagi
1986 Murphy, Herr, Lockhart & Maguire
1988 Meyer & Gellatly

Vance, MacCullum, Hedge & Coovert

DEFINITIONS OF SATISFACTION

1976 "the degree to which an individual’s desires,
expectations, and needs are fulfilled by his
employment in an organization"

(Szilagyi, Sims & Keller)

1977 "the degree to which an individual’s desires,
expectations and needs are fulfilled by his or her
employment in an organization"

(Szilagyi)

Situational Factors

Role Conflict:

1976 &

1977 "the perception of conflicting demands, or
incompatibilities by the role incumbent"
(Szilagyi)

Role Ambiguity:

1976 &
1977 "the lack of clarity or predictability one perceives
in his or her work related behavior" (Szilagyi)



1962

1965

1967

1968

1969
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Table F-4
Measures Utilized In Previous Research

PERFORMANCE SATISFACTION

sales not measured
~gasoline, motor oil,

& tires/batteries,etc.

(Miner)

total sales 100 items related to
activity points general attitude
(Kirchner) supervision
attitude twd company
supervision
compensation
chance for advancement
training
fellow employees
benefits
communications
working conditions

supervisory rating of: Porter’s 13 item scale
-how hard manager worked (5 needs/Maslow)
-how well he performed

(Lawler & Porter)

supervisory/peer rating: Need satisfaction:
-four items (one of which -pay, promo,prestige,
was quality) security, autonomy &
(Lawler) opportunity to use
skill and abilities
supervisory rating of: Hoppock’s Job
-alternation Satisfaction -
~quality(as compared to others) (4 items)

-consider for promotion
-consider for pay raise
-adjustment ("settled down")

(Carlson)

station leader rating: "job morale"/5 items
-industriocusness "job import" /5 items
-motivation

-proficiency

(Doll & Gunderson)



1970

1971

supervisory/peer ratings
-technical knowledge
~functional knowledge
-drive/aggressiveness
-reliability
-cooperation

-organizing ability

laboratory experiment:
depressing wall switch
(Locke, Cartledge & Knerr)

laboratory experiment:
# scored correctly

(Cherrington, Reitz & Scott)

Coworker ratings-

6 scales:

~problem weighting
-communication of results
-use of personal resources
~personal ethics

-problem analysis
=valuable results

(Landy)

Supervisory ratings:
-quantity of work
-quality of work
=overall performance
(Hackman & Lawler)
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Porter’s 12 item scale
(5 types of needs)

sat w/performance
-3 item scale

8 Satisfaction
irdices affective tone
gen’l affect tone
gen’l arousal
personal competence
genr’l sat w/pay
equity of pay
adequacy of pay
attractive/cowkrs
attractive/task

Satisfaction Inventory
developed by Elbert
(1966) 5 factors:
~advancement
-ethical principles
-creativity

—pay

-working conditions

12 itens:
-feelings/self esteem
-opportunity/growth
-prestige

—amount of supervision
-opportunity for:
ind.thought/action
participation

dev. of friendships
promotion

~-feeling of security
-pay
~-feelings/accomplish.
-respect/fair treat.



1971, cont.

1972

1973

"short 5-7 pg. lit. review
paper @ 3 week intervals"
Siegel & Bowen

Self rating scale adapted
from Pym and Auld (1965)
(Pruden & Reese)

Peer evaluations based on:
-medical skills
-attitude/rel w/patients
-attitude/rel w/staff
(Nathanson & Becker)

Laboratory experiment:
# task units completed
(Pritcharad)

Peer rating:
-quality
-quantity
(Greene)

Supervisory rating:
-overall reputation
-relationship w/customers

-relationship within company
-sales results(profitability)

-coverage of market

-problem solving effectiveness

-gquota performance
-sales development effort
(Cravens & Woodruff)
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Zander group eval.

2 items assessing
satisfaction w/group
& w/self

Self rating index
developed Tausky
1963 ;Tausky/Dubin
(1965)

9 item scale:

-rel w/patients
-opp./learning

-rel w/physicians
-rel w/staff

~access to facilities
-ability to work
independently
-physical layout of
clinic

-patient improvement
~sufficient time for
patients

Minnesota Satisfaction
Questionnaire & JDI

Scale dev./Bullock
(1952)- 10 items -
summed

not measured



1975

1976

1977
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Supervisory evaluation: Porter’s PNDQ scale
-technical knowledge 13 job facets related
-company knowledge to 5 need categories
-drive/aggressiveness security,social,
-reliability esteem, autonony,
-cooperation self actualization

-organization ability

(Sheridan & Slocum)

Self-supervsr-peer ratings Job Description Index
on 19-20 point scales of

effectiveness

{London & Klimoski)

Supervisory evaluation: Job Description Index
-quantity of work i ’
-quality of work

~dependability

-ability to get along w/others
-attendance/punctuality

-knowledge of work

-planning ability

~initiative on job

-effort

-overall performance

(Szilagyi, Sims & Keller)

Supervisory rating: Job Description Index
-quantity of work

~quality of work
-dependability

-ability to get along w/others
-attendance/punctuality
-knowledge of work

-planning ability

-initiative on job

-overall performance

(Sims & Szilagyi)

supervisory rating(1-5): Job Description Index
-quantity of work dimensions: work
-quality of work pay
-dependability supervision
-ability to get along with others promotion
—-attendance co-workers
-punctuality

-knowledge of work
-planning ability
-initiative on the job
-effort

-overall performance
(Szilagyi)



1977, cont.

1978

1979

sales volume of store
(Donnelly & Etzel)

Supervisory rating:
-overall performance
(Jacobs & Solomon)

Credit rating from bureau
Return to former economic

position as prior to flood

(Anderson)

-# items completed correctly

(laboratory experiment)
(Locke et al)

supervisory rating (1-10):
-evaluation of performance
objective measures:

-total sales

-total sales/quota

-total division sales
-division sales/quota
(Weitz)

-S volume of sales
(Bagozzi)

proportion dies produced
compared to expected level
of output

(Ivancevich)

supervisory rating:
-technical competenc
~dependability

-job knowledge
-planning ability
-cooperative activities
(Ivancevich)
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modification:Porter’s
(19 itenms)

Job Description Index

Faces Scale

not measured

not measured

not measured

8 item Likert scale
(1st 4r: Pruden/Reese)
(last four-Bagozzi)

Minnesota Satisfaction
Questionnaire - short
form (20 items)

Minnesota Satisfaction
Questionnaire-20 items



1980

1981

1982

-$ volume of sales
(Bagozzi)

Supervisory rating

-quality of work performance
-amount of effort expended
=-productivity on job

-speed on job

-overall work performance
(Abdel-Halim)

supervisory rating:

-meeting psychosocial needs
of patients

~-meeting physical needs

of patients

-communications

-fulfilling responsibilities
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8 item Likert scale

Job Description Index

not measured

Slater Nursing Competence Scale

84 items
(Martin, Price & Mueller)

Supervisory rating:
-effort

-quality of work
-quantity of work
(Brass)

medical problems associated

6 items taken from JDS
3 related to general
satis.& 3 related to
satis. w/supervisor

Job Descriptive Index

with medical school curriculum

(Bhagat)

supervisory rating:

-doing more than is required
-setting high goals
-attaining goals
-~effectiveness of time usage
(Podsakoff, Todor, Skov)

Job Descriptive Index
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1982, cont.
supervisory rating Job Descriptive Index
-technical knowhow (short form)

-organizing/delegating functions
-communcation effectiveness

-amount of work performed
-effectiveness in working w/peers
-profitability of sales
-effectiveness in handling budgets
~accomplishing sales targets
-completion of work on schedule
-effectiveness in handling customer

complaints

-departmental coverage

(Bhagat)

-total sales volune; not measured

supervisory ranking of

overall value to

organization

~total earnnings/# vehicles sold
(motor vehicle salespeople)

-$ volume of orders/% of gquota
attained

(Saxe & Weitz)

52 itenms: Minnesota Satisfaction
=3 for gquantity of work Questionnaire (short
-4 for quality of work Job Description Index

-5 for job knowledge

-4 for judgment

-3 for decision making

-4 for planning of work

-3 for organization of work
Additional measures (leach):
-conflict resolution
-company representation
-interpersonal relationships
-attendance

-punctuality

~adaptability to change
-dependability

~-cooperation

-initiative

-creativity

-self development efforts
-compiling, presenting information
-ability to handle job pressure
-communications

-use of authority

-critical effectiveness



cont.

1983

1984

1985

1986

-organizational influence
-drive for achievement
-harmony w/needs of company
-tolerance of uncertainty
-inner work standards
-self objectivity
-realism of expectations
-social objectivity

-risk taking

-stress tolerance

(Lopez)

Self rating:

in your opinion

how well did you perform
today?

(Porac, Ferris, Fedor)

supervisory rating:
-willingness to work hard
-current general attitude
-current sales ability
-planning ability
-activity reporting
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Self rating of
satisfaction with
performance

Job Descriptive Index
(72 items)

-current overall job performance

-territorial coverage
-improvement in total job
performance in last year
-human relations ability
-product knowledge
(Futrell & Parasuraman)

self report method:
-attainment of goals

(Tyagi)

-5 volume of sales
(Hafer & McCuen)

-read performance vignettes
-observation via videotape
(Murphy, Herr, Lockhart &
Maguire)

not measured

8 item scale - see
Bagozzi(1978)

not measured



1987

1988
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performance not measured Job Dimensions Scale
(Lucas, Parasuraman,Davis, -measure of intrinsic/
Enis) extrinsic sat.
average # nouns generated not measured

per adjective in each trial
block (experimental design)
(Meyer & Gellatly)

supervisory rating (1-5): not measured
=26 to 32 task descriptions
of job activities
(Vance, MacCallum, Coovert, Hedge)
'

-prospecting performance

-sales call performance

-sales presentation performance
-closing performance
(Szymanski)



Table F-7
Summary of Turnover Research

TURNOVER CORRELATES

Employment Perceptions
Unemployment Rate
Promotion Rate

Union Presence

SITUATION-RELATED

Pay
Performance

Inveoluntary Turnover
Voluntary Turnover
Role Clarity
Task Repetitiveness
Overall Satisfaction
Satisfaction with Pay
Satisfaction with Work
Satisfaction with Supervision
Satisfaction with Co-Workers
Satisfaction with Promotion
Organizational Commitment

Age

Tenure

Gender

Education

Marital Status
Number of Dependents
Aptitide and Ability
Intelligence
Behavioral Intentions
Met Expectations

DIRECTION OF
RELATIONSHIP

Positive
Negative
Positive
Negative

Negative

Negative
Positive
Negative
Positive
Negative
Negative
Negative
Negative
Negative
Negative
Negative

Negative
Negative
Women:pos.
Positive
Married:Neg
Negative

Inconclusive

Positive
Positive
Negative

266

STRENGTH OF
RE1ATIONSHIP

Strong
Moderate
Weak
Strong

Strong

Strong
Weak
Moderate
Weak
Strong
Strong
Strong
Strong
Moderate
Moderate
Strong

Strong
Strong
Strong
Strong
Weak

Strong
Weak

Weak

Strong
Strong
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