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Some salespeople cope with the chronic stress that accompanies sales jobs better 

than others. That is, while all salespeople possess some ability for coping with job stress, 

some coping mechanisms work better than others. Thus, it is critically important to 

identify the coping mechanism which are associated with the most positive organizational 

outcomes (i.e., higher performance, increased retention). Research on the coping 

mechanisms of salespeople is in its exploratory stage. Increased knowledge concerning 

how salespeople cope with chronic job stress would help researchers and managers to 

clarify why certain job outcomes occur instead of others (i.e., performance, retention, and 

burnout). 

This study proposes and tests a set of relationships pertaining to the dimensionality 

and the outcomes of salespeople's coping styles. The model identifies the antecedents of 

coping style and proposes three types of coping style salespeople employ to reduce job 

stress- emotion focused coping (EFC), problem focused coping (PFC) and action 

oriented coping (AOC). It also elucidates the outcomes associated with EFC and PFC 

styles. 

The empirical findings suggest that among salespeople, those who use PFC 

possess a more pronounced internal locus of control, perceive higher social support, and 



project higher continuance commitment, and higher self efficacy than those who use 

EFC. The findings also suggest that salespeople who use PFC tend to be more satisfied 

and express greater well being than those who use EFC. Additionally, salespeople who 

use EFC tend to exhibit greater propensity to burnout and greater tendency to withdraw 

than those who use PFC. 

The model holds considerable promise from a managerial standpoint. Because the 

model partially predicts whether the outcome of a particular coping style will be positive 

or negative, managers can train their salespeople to cope with job stress more effectively. 

Additionally, it may be significantly helpful to those who recruit salespeople. Sales 

recruiters ought to be able to identify applicants with a greater orientation toward an 

internal locus of control. Internally driven individuals are more likely to use a problem 

focused coping style. In the context of hiring salespeople, this knowledge can be of 

crucial importance. 
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CHAPTER 1 

Introduction 

Salespeople balance conflicting demands between organization, manager, and 

customer, filling what is referred to as a boundary spanning role (Behrman and Perreault 

1984; Goolsby 1992; Pruden and Reese 1972). The boundary spanning role has been 

linked to salespersons' perceptions of role conflict, role ambiguity, and role overload 

(Behrman and Perreault 1984; Ford et al. 1975; Walker et al. 1975; Teas 1983). The 

three variables serve as role stressors (Teas 1983). As summarized in Figure 1, the role 

stressors; role conflict, role ambiguity and role overload contribute to dissatisfaction, and 

to job related tension and anxiety, more generally referred to as job stress (Sager and 

Wilson 1994; Walker et al. 1975). Figure 1 summarizes general relationships between 

role stressors, job stress, and outcomes. 

House and Rizzo (1972), Kahn et al. (1964) and others propose that job stress 

causes negative outcomes including withdrawal, burnout, and decreased performance. 

From our perspective then, the boundary spanning role of the salesperson transcends to 

negative outcomes through role stress and job stress (Bagozzi 1978; Teas 1983). Hence, 

the sales job entails job stress. 



Figure 1 

Relationship Between Job Stress, Coping And Outcomes 

ROLE 
STRESS1 " ! JOB 

| STRESS ! 

STRAIN 1 

COPING O U T C O M E 3 

1 Role Stress Includes Role Conflict, Role Ambiguity And Role Overload 
2 Strain is the alteration of form or dimensions produced by stress 
3 Outcomes Include Job Satisfaction, Well being, Performance , Burnout, Withdrawal, and Job Loss. 

Given the fact that job stress is omnipresent, one may well wonder why some 

salespeople manage job stress and its attendant strains better than do others. One answer 

that has received support is that some salespeople cope with the chronic stress that 

accompanies sales job better than others (Behrman and Perreault 1984; Strutton and 

Lumpkin 1993, 1994). That is, while all salespeople possess some facility for coping 

with job stress, some coping mechanisms work better than do others. The question then 

becomes what coping mechanisms used by salespeople are associated with the outcomes 

most positive to the organization (i.e., higher performance, increased retention)? 

Unfortunately, sales management researchers possess relatively little base 

knowledge concerning the mechanisms salespeople use to cope with chronic job stress. 

Research addressing coping mechanisms salespeople use is in the exploratory stage 
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(Strutton and Lumpkin 1993, 1994). Yet the area of how salespeople cope with job stress 

merits increased attention. Increased knowledge concerning how salespeople cope with 

chronic job stress would help researchers and managers to clarify why certain job 

outcomes occur (i.e., performance, retention, and burnout). 

The present study proposes and tests a set of relationships pertaining to the 

dimensionality and the outcomes of salespeople's coping styles. Coping style is the 

pattern of coping actions in response to chronic (ongoing) stress that a salesperson 

exhibits over a span of time (Newton 1989). 

The following sections review concepts central to the notion of coping. The first 

section outlines relationships between role stress, strain, coping, and outcomes. The 

second section discusses coping as a theoretical construct. 

Role Stress and Job Stress 

Role stress and job stress have a negative effect on salespeople. Role stress 

comprises role conflict, role ambiguity, and role overload, variables discussed and studied 

by Bagozzi (1978), Pruden and Reese (1972), Walker et al. (1977), and others. Role 

stress has been associated with salespeople's dissatisfaction with various aspects of the 

sales job such as pay, promotion, manager, and the job itself (e.g Churchill et al. 1976; 

Fry et al. 1986). Role stress also deteriorates the psychological well-being of salespeople, 

leads to poor performance and causes job stress (Behrman and Perreault 1984; Ford et al. 

1975; Goolsby 1992). 
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In a article in Fortune magazine, (Keichel 1993), job stress was named as one of 

the main problems employees will face in the next century. Job stress is defined as "a 

negative emotional state resulting from a comparison of an employee's perceived state 

and a desired state, provided the presence of this discrepancy is considered important by 

the employee" (Edwards 1992, p.245). Hence, a significant deviation from job-based 

expectations causes job stress. 

Figure 1 indicates that job stress causes strain. According to Fowler (Dictionary 

of Modern English Usage. 1965, pp. 593-594), "Strain is the result of stress; stress being 

mutual action exerted by contiguous bodies or parts and strain the alteration of form or 

dimensions produced by it." In a physical sense, stress is the force and strain is the effect. 

In a human sense, strain registers as lowered performance, burnout, and intention to 

withdrawal (Goolsby 1992). 

Despite the premise that job stress causes strain, and thereby indirectly causes 

burnout, lower performance, dissatisfaction, withdrawal, and turnover, little attention has 

been given to the nature of job stress in sales organizations (Goolsby 1992). That is, few 

models of salesperson behavior specify relationships between job stress and its outcomes. 

While the Goolsby (1992) model provides insight into the relationship between 

determinants of role stress and its outcomes, it lacks specific testable relationships 

between variables, particularly job stress. Hence, a plausible logic exists for researchers' 

effort to specify and test relationships between chronic job stress and its outcomes. 

It is difficult to delineate how salespeople perceive job stress (i.e., what aspects of 

job and work environment salespeople perceive as stressful; Lazarus et. al. 1985). Since 
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individuals' tolerance for job stress varies, the definitions and operationalizations of job 

stress offered by researchers vary greatly as well (Edwards, Baglioni, and Cooper 1990; 

Schuler 1980). The critical point is that we know that salespeople perceive job stress, 

however we choose to define it. Instead of focusing on job stress itself, we really choose 

to focus on processes salespeople use to stabilize themselves in presence of chronic job 

stress. If we learn how salespeople cope with job stress, then we can evaluate the utility 

of such coping mechanisms in the terms of performance, retention, and burnout of 

salespeople. 

Coping 

Coping incorporates means salespeople use to rectify situations perceived as 

stressful (Lazarus and Folkman 1984). As Figure 1 indicates, coping plays a critical role 

by mediating the relationship between stressors, job stress and their outcomes. 

Role Stressors > Cause > Job Stress, 

Job Stress > Causes > Strain, 

Strain > Necessitates > Coping, 

Coping > Influences > Outcomes. 

One way for progress to occur in the study of how salespeople contend with job 

stress, and with strains and related outcomes, involves specifying and testing 

relationships between job stress, coping styles and outcomes of coping. Proposing and 

testing theoretically justified linkages between coping and its outcomes will facilitate 

understanding in the more general area of job stress as it relates to behavior of 
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salespeople. Researchers can build on relationships that receive consistent support across 

salesforce populations. By increasing understanding of how coping affects relationships 

between job stress and selected outcomes, sales management researchers can suggest to 

managers coping strategies salespeople can use to ameliorate the influence of job stress 

on performance and well-being, leading to a reduction of strain. Thereby, effective 

coping practices should enhance retention and productivity of salespeople - all else held 

constant. 

Formally, coping can be defined as "constantly changing cognitive and behavioral 

efforts to manage specific external and/or internal demands that are appraised as taxing or 

exceeding the resources of the person" (Lazarus and Folkman 1984, p. 141). Succinctly 

put, individuals cope in response to job stress. As Figure 1 indicates, coping mediates the 

effect of strain on outcomes (Edwards 1988, 1992; Lazarus and Folkman 1984; Pearlin 

and Schooler 1978). Coping helps salespeople control effects of job stress. If the 

salesperson's attempts to lessen strains through coping succeed, stress is reduced, and 

critical outcomes receive more positive impact (Latack 1986). Negative outcomes will be 

decreased if job stress is controlled through coping. However; coping only mediates the 

influence of job stress; it does not directly influence salespersons' performance. Other 

processes, particularly motivation, influence outcomes independently (Sujan 1986). 

Coping Style 

The coping literature indicates two approaches to conceiving coping: coping style 

and coping behavior (Edwards 1988; Lazarus and Folkman 1984; Newton 1989). Foci of 
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the approaches differ. Coping behavior incorporates the action a salesperson exhibits in 

response to a specific event such as losing a big account or losing the job itself. Coping 

style is the pattern of coping actions a salesperson enacts in response to chronic (ongoing) 

stress over a span of time (Newton 1989). The difference between the two is that coping 

behavior is situational whereas coping style is perpetual. It is important that researchers 

appreciate the difference between coping behavior and coping style. Newton (1989) 

observes that researchers fail to clearly distinguish whether they are measuring behavior 

or style, and that such failure to differentiate between the two leads to faulty conclusions. 

Therefore, fact that situational model does not work for chronic job stress leads to faulty 

conclusions. 

To avoid the faulty reasoning attributable to poor delineation, this discussion 

focuses on coping style. Newton (1989; p.454) defines coping style as "any pattern of 

coping which an individual exhibits over the longer-term, resulting either from the way 

the individual tends to appraise events, or from semi-habitual behavior which that 

individual employs." It is useful to study coping style relative to salespeople's job-related 

attitudes and perceptions because coping style fits the developmental nature of 

salespeople's attitudes and job related perceptions, particularly chronic job stress. 

Furthermore, by increasing their understanding of coping style, researchers and managers 

can develop various strategies for salespeople to use in adjusting coping style to better 

contend with chronic job stress. It is even possible that if an individual's propensity for a 

particular coping style can be identified prior to employment, managers might use that 
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information as input to the hiring decision. Certain coping styles may be associated with 

improved performance and increased retention (Strutton and Lumpkin 1993, 1994). 

Acute Versus Chronic Job Stress 

Another reason to study coping style instead of coping behavior is that our 

concern focuses on chronic job stress. Chronic stress occurs over time and ever present. 

The coping style salespeople use to handle chronic stress differs fundamentally from 

coping targeted to a unique stressful event, that is, coping behavior. Therefore, a 

salesperson's coping style represents a general pattern, while coping behavior is acute or 

incidental in nature (Newton 1989). However, if a researcher desires to study how 

salespeople cope with a unique event, like loss of a job or loss of a key account, then, 

studying coping behavior specific to that event is certainly highly appropriate. 

Coping behavior fits well the study of acute stress which is event based. For 

example, the loss of a key account, an event, would lead to acute stress. Such job events 

are difficult to generalize, as is coping behavior. Another problem with coping behavior 

concerns the sheer number of different situations that would have to be studied to 

adequately comprehend coping behaviors salespeople enact. The point is that while a 

single event can be very stressful, like the loss of a major account, the associated coping 

behavior is unique. Such uniqueness greatly inhibit generalization of that behavior to 

other scenarios. As well, variations may exist in how a salesperson copes with an acutely 

stressful event within and as well as between salespeople. 



Research Hypotheses 

Based on a review of the literatures addressing sales management and coping, the 

following hypotheses will be tested in this study. Theoretical and empirical evidence 

supporting these hypotheses will be offered in chapter 2. 

Hf Salespeople's coping style incorporate three distinct dimensions: problem focused 

coping (PFC), emotion focused coping (EFC), and action oriented coping (AOC). 

H2: Relative to EFC salespeople, PFC salespeople tend to have: 

2a) a more internal locus of control, 

2b) higher social support, 

2c) higher continuance commitment, 

2d) higher self efficacy. 

H3: Relative to EFC salespeople, PFC salespeople tend to reflect: 

3 a) higher j ob satisfaction 

3 b) a higher level of performance 

3 c) greater well being 

H4: Relative to PFC salespeople, EFC salespeople tend to exhibit: 

4a) greater propensity for burnout 

4b) greater tendency for withdrawal 

4c) greater likelihood for turnover. 
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Significance of the Study 

Before starting the study, its potential contribution to the body of marketing 

thought was assessed. The study of coping style makes several contributions to the body 

of marketing knowledge specifically in the area of sales force management. 

Contributions to Marketing Theory and Practice 

1. Developing a Model of Salespeople's Coping Styles 

This study develops and tests a model of salespeople's coping style. The model 

enumerates antecedents to coping style; proposes three types of coping style salespeople 

employ to reduce job stress; and it elucidates various outcomes associated with EFC and 

PFC styles. No similar model of salespeople's coping styles and outcomes have yet been 

proposed or empirically specified and tested. 

In most of the research in the coping literature, the respondents have come from 

nonsales populations, making generalizability and relevance of the findings a major issue. 

The coping model will be examined using members of a population, making the results 

much more relevant to salesforce population than previous studies. Goolsby(1992) 

outlines a stress framework, but fails to specify any testable linkages. Because it 

specifies how salespeople cope with chronic job stress the model developed here will 

help researchers and sales managers better understand how salespeople cope or respond 

to the job. The outcome of greater understanding should result in more actionable 

solutions. 
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2. Validating Three Dimensions of Coping 

Inclusion of action-oriented coping in the coping model expands the scope of 

coping styles, thereby providing a more robust framework for understanding salespeople's 

approach to coping. Researchers have extensively studied problem Focused coping 

(Lazarus and Folkman 1984; Folkman et al. 1986a; Latack 1986; Carver et al. 1989; 

Edwards 1988; Strutton and Lumpkin 1994) and emotion focused coping (Lazarus and 

Folkman 1984; Folkman et al. 1986; Latack 1986; Carver et al. 1989; Strutton and 

Lumpkin 1994). Few researchers have mentioned action oriented coping. However, this 

study only tests dimensionality of coping style; it assesses whether coping style can be 

delineated into three dimensions. 

3. Examining Several Outcomes of Coping Style 

Although researchers have studied the effect of job stress on various outcome 

variables (e.g., Edwards 1988, 1992; Kohli 1985) very few of them have empirically 

studied the influence of coping style on outcomes of stress. The model proposes specific 

outcomes for each type of coping style. 

4. Employ Coping Strategy in Training and Recruiting Salespeople 

The model holds considerable promise from a managerial standpoint. Since the 

model predicts whether the outcome of a particular coping style EFC or PFC, will be 

positive or negative, managers can use such information to train their salespeople to cope 

with job stress more effectively. By understanding how salespeople cope with chronic 

stress, sales managers can also develop a paradigm for what types of characteristics lend 

themselves to more productive coping styles. Using a refined recruiting model will allow 
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sales managers to recruit people who will be more satisfied and more successful at the 

sales job. 



CHAPTER 2 

Theoretical Background Concerning Coping Style & Job Stress 

In general, role stressors cause job stress and job stress causes strain on the 

individual (Figure 1); strain necessitates coping. Coping mediates the relationship 

between job stress and various outcomes. Job strains are omitted from discussion. 

However it is incumbent that researchers identify and validate job strains if research in 

the general area of job stress is to advance. Coping involves the salesperson's efforts to 

manage external and internal demands that are appraised as taxing. 

Figure 2 melds coping style into a more general conceptual model of salespeople's 

stress related attitudes and behavior. Starting from the left hand side, the model indicates 

that three general styles of stressors that contribute to salespeople's perception of chronic 

job stress, (i.e., ongoing, non acute job stress). Perceptions of job stress influence coping 

style in way that has yet to be specified. That is, it is uncertain whether direct or 

moderating relationships exist between the constructs. The linkages are included to 

clarify the role of job stress relative to coping styles. The model proposes that four 

personal characteristics are related to salespeople's adoption of EFC and PFC coping 

styles. 

13 
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FIGURE 2 

Determinants and Outcomes of Salespeople's Coping Styles 
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Chapter 2 summarizes the literature that addresses coping, focusing primarily on 

the relationship between two coping styles, Emotion Focused and Problem Focused, and 

important outcomes of the sales job. The chapter's objective is to clarify the nature and 

role of coping in the sales job environment. Pursuant of that objective, the chapter 

discusses schools of thought in the area of coping and it explicates critical issues in the 

coping literature. 

Coping 

Coping refers to:"constantly changing cognitive and behavioral efforts (made by 

the individual) to manage specific external and/or internal demands that are appraised as 
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taxing or exceeding the resources of the person" (Lazarus and Folkman 1984, p. 141). We 

can discern from the definition that a salesperson's coping efforts, whether cognitive or 

behavioral, are evoked to manage job stress as Figure 2 indicates. 

Importantly, job stress arises from a salesperson's perception of the work 

situation, and in that sense it is individualistic. As figure 2 suggests, Job stress exists 

when the individual perceives that job related demands tax personal resources (Greenhaus 

and Parasuraman 1982). 

The job characteristics that comprise a salesperson's bases for discrepancy, 

subsumed under role stress and job characteristics in Figure 2, are in determinant. Future 

work in the area of job stress and sales design needs to address that point. To elaborate, 

the extent of job stress a salesperson perceives is proportionate to the discrepancy that 

exists between the salesperson's desired state of being vis-a-vis the sales job and 

perceived state of being. In that sense, we can speculate that some undetermined level of 

job stress triggers coping. The magnitude of job stress necessary to initiate the 

salesperson's coping mechanism is a moot point for now. 

The notion of a discrepancy between a perceived state and a desired state needs to 

be addressed. Edwards (1992: p245) defines job stress as indicated in Table 2. 

Following Edwards' approach, job stress exists when the salesperson perceives a notable 

discrepancy between expectation and perception for a key job dimension. Hackman and 

Oldham (1978) and Becherer, Morgan and Richard (1982), Tyagi (1985) delineate several 

key dimensions (skill variety, task identity and job outcomes). Here the dimensions are 

secondary; the salesperson copes to reduce the discrepancy. 
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According to Edwards (1992) and Goolsby (1992) coping reduces negative job 

stress reactions and influences well being by altering the determinants of stress (Edwards 

1988, 1992; Folkman et al. 1986; Koeske et al. 1993; Moos and Billings 1982; Newton 

1989). In that sense, coping acts cybernetically influencing outcomes directly and 

stressors indirectly to reduce job stress. 

Coping Behavior (Situational) or Coping Style (Perceptual) 

Questions exist concerning the form coping takes. The traditional approach to the 

question of form has been twofold (Edwards 1988). First, one must determine whether 

coping functions as a trait, or a behavior, or a style. Second, one must delineate 

dimensionality of coping as it exists--whether it is a trait, a behavior, or a style. For 

example, x dimensions may exist to trait based coping; y dimensions may exist for 

behavioral based coping; and z dimensions may exist for style based coping. 

Let us first discuss ideas concerning the nature of coping; whether it occurs as a 

trait, a behavior, or a style. We will discuss each form of coping from the standpoints of 

thesis and operations. From the trait perspective, coping is viewed as fixed and inherent 

to the individual. When hired, a new salesperson brings an established system of coping 

with stress into the job situation. The coping system forms part of that salesperson's 

personality. Locus of control or Type A behavior, both trait variables, operate under the 

trait paradigm. 

As a behavior, coping occurs stochastically as a salesperson's response to specific 

stressful situations that occur on the job. Under the behavior paradigm, coping responses 
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vary by situations within individuals and within situations by individual. Hence, 

analyzing coping as a behavior encumbers a relatively nested experimental framework. 

Edwards (1993) advocates the behavior paradigm however he also concedes that it is 

most difficult to identify situation specific coping behavior (personal conversation in July 

1994). 

As a style, coping occurs in response to the chronic job stress that accompanies 

the sales job. The thesis (ongoing, ever present), the style approach, is that salespeople 

employ a single dominant style of coping, consciously or unconsciously. Realistically, 

acute instances may evoke a coping behavior. Therein, each salesperson possesses a 

dominant style of coping. The style serves as that salesperson's standard (default) 

response when job stress exceeds threshold (Selye 1980) i.e., the point where the 

discrepancy between expectation and actuality trigger coping. 

Unlike trait and behavior models, coping style is malleable. That is it is plausible 

that certain personal characteristics influence choice of coping style. It is also logical that 

managers, trainers or other outside agents may enable a salesperson to alter coping style. 

Traits are normally considered fixed; and behaviors are incidental, making them more 

difficult to identify, standardize, and alter. With these plausible assumptions, the model 

in Figure 3 indicates perceived stressors contribute to a salesperson's perception of the job 

situation as stressful, triggering a coping style-oriented response. Four personal 

characteristics influence the salesperson's choice of coping style. 

The discussion here focuses on coping styles and coping behaviors. We will omit 

discussing coping as a trait because that approach views coping as a fixed personal 
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characteristics. The trait approach makes it difficult or illogical to delineate coping as a 

construct (Edwards 1988). Rather the discussion will review differences between 

perspectives of coping as a style and coping as behavior. Following the comparison of 

two forms, the proposed dimensions of coping will be presented. 

FIGURE 3 

Estimated Linkages For a Model of Determinants and Outcomes of Salespeople's Coping Style 
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Coping as a Behavior versus Coping as a Style 

The coping literature poorly delineates the difference between coping behavior 

and coping style (Newton 1989; Dewe et al. 1979). Coping researchers generally fail to 

distinguish whether their research approaches coping in the form of a behavior or that of a 

style (Lazarus and Folkman 1980, 1985, Folkman et al. 1986). The reason of omission of 

such a seemingly important delineation is unclear. Edwards and Baglioni (1993) observe 

that the study of coping appears to be driven by coping measures themselves more so 

than by theory regarding coping as a construct. Perhaps researchers have placed 

measurement of coping ahead of the construct (i.e., the measures define the construct). 

Most studies first conduct a factor analysis on the measure items rather than a priori 

developing a theoretical basis (form) for coping as a research construct (Aldwin and 

Revenson 1987; Carver et al. 1989; Parker et al. 1993). Newton (1989) contends that 

such failure leads to faulty conclusions. The analyst may conclude that the accepted 

practice in the coping literature impairs generalizability of research findings across 

studies. This work to the extent possible, interprets from the coping literature the 

meaning of coping style and uses coping style as its chief theoretical paradigm. 

Specifying the form coping takes is critical to advancing knowledge in the area. 

Without a clear idea regarding form of coping a researcher adheres to in a particular 

study, analysts cannot easily asses the generalizability of study findings to another 

population. Given the lack of theoretical development a researcher could easily 
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experience difficulty replicating an earlier study using a similar population. The point is 

that much of the research in the coping area is measure driven. The analyst must first 

carefully and judgementally delineate whether researchers were examining coping 

behavior or coping style before assessing utility of reported findings relative to our needs 

in the area of salesperson behavior (e.g., Lazarus and Folkman 1984, 1986; Latack 1986; 

Osipow and Davis 1988). 

The lack of specification of the form of coping analyzed in the literature becomes 

apparent when one looks at how specific questions were framed. For example, asking 

respondents how they usually cope with stress in everyday life (chronic stress), obviates 

capacity to generalize to how respondents cope with specific stressful events. 

Conversely, asking respondents how they cope in a given stressful scenario such as 

during a sales call (an acute stressful event), impedes ability to generalize findings across 

other stressful situations or events and also to coping with chronic stress. However, such 

misapplication occurs. 

Coping as Behavior 

According to the Webster's Desk Dictionary of the English Language (1990), 

behavior connotes "anything that an organism does involving action and response to 

stimulation" (p.141). In that sense, coping as a behavior occurs relative to a specific 

incident or situation in a Stimulus-Response format. Under a sales scenario, coping 

behavior incorporates actions exhibited in response to a specific stressful event such as 

losing a big account or losing the job itself. In contrast, coping style is a pattern of 
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coping action that accompanies chronic stress. A salesperson exhibits a coping style over 

a span of time (Newton 1989). The difference between the two perspectives pivots on the 

time frame. Coping behavior is situational or episodic in nature, whereas coping style is 

consistent and singular. Under this rubric, a salesperson can be viewed as responding 

differently to different stressful situations (e.g.,losing out to a competitor on a big sale) 

under the behavior mode. Alternatively, under the style perspective, the salesperson can 

be viewed as exhibiting a general pattern of response to various sources of stress that 

accompany a particular type of sales job as Figure 2 indicates. An example would be the 

styles of coping a salesperson in a commission salesforce exhibits as opposed to those 

salespeople in salaried salesforce exhibits. 

Certainly, an intermediate ground might exist mid way between coping as a 

situation specific behavior and coping as a deliberate style of handling chronic stress. 

Edwards (July 1994, telephone conversation) observed that situational characteristics 

appear to interact with individual predispositions to predict coping behavior. Thereby, 

some consistency of coping behavior could exist for salespeople with that behavior being 

ascribable to situational similarities and person variables. However, delineating the 

predisposition and the situations to captive consistencies in salespeople's coping behavior 

requires research into salespeople's coping style. It seems wise to first study the nature 

and outcomes of salespeople's coping styles and then situational characteristics and 

similarities across stressful situations might be studied relative to coping behavior. 
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Two theories support the delineation between coping behavior and coping style. 

The first theory evolves from the work of Argyris and Schon (1974); and it relates to the 

paradigm of situational behavior. 

When someone is asked how he would behave under certain 

circumstances, the answer he usually gives is his espoused theory of action 

for the situation. This is the theory of action to which he gives allegiance 

and which, upon request, he communicates to others. However, the theory 

that actually governs his action is his theory-in-use, which may or may not 

be compatible with his espoused theory; furthermore, the individual may 

or may not be aware of the incompatibility of the two theories (Argyris 

and Schon, 1974, p.7). 

Using the Argyris and Schon (1974) paradigm, if an individual is asked how he 

would cope in a given situation, then he might give his espoused theory, which is how he 

thinks he will cope, rather than how he actually copes (theory-in-use). Therefore, a 

disparity exists in that the result obtained from direct inquiry is strongly affected by the 

individual's self-image, and it may resemble a personality trait rather than real coping 

behavior (Lazarus and Folkman 1984; Newton 1989). So the method a person ascribes to 

or projects for a hypothetical instance can vary from actual practice. Therefore, unless 

the researcher focuses on a specific acute stressful incident or episode, he or she may 

actually be measuring coping style rather than coping behavior because of the situational 

bias identified by Argyris and Schon (1974). 
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Tulvig (1983), a cognitive psychologist, also provides a basis for distinguishing 

between coping behavior and coping style. Tulvig's contribution lies in providing the 

difference between episodic and semantic memory. Episodic and semantic memory are 

functionally different. Episodic memory refers to the memory of events and incidents 

(episodes); while semantic memory refers to "units of knowledge, acts, ideas, concepts, 

rules, propositions, schemata, and scripts" (Tulvig 1983, p.37). 

In coping research, when researchers ask their subjects about response to a 

stressful incident, they are asking them to access their episodic memory (recall). 

Episodic incidents correspond to coping behavior. It would follow that the subjects' 

recollection of coping behaviors are incidental. Conversely, when subjects are asked how 

they cope with job stress in general, the researcher seeks to understand how the person 

uses knowledge, ideas, and concepts to cope with a chronic situation (i.e., the chronic 

stress that accompanies the job). Such an inquiry accesses a subject's semantic memory. 

Thus, coping style taps semantic memory, and it corresponds to the chronically stressful 

nature of a sales job. 

Newton (1989) defines coping style as "any pattern of coping which an individual 

exhibits over the longer-term, resulting either from the way the individual tends to 

appraise events, or from semi-habitual behavior which that individual employs" (p.454). 

The terms pattern of coping and coping method are analogous to coping style. 

It is useful to study coping style relative to attitudes and perceptions of 

salespeople because coping style fits the process-oriented type of models that integrate 

salespeople's attitudes and job related perceptions, particularly job stress, with behavioral 
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outcomes such as performance and turnover (Behrman and Perreault 1984; Fry et al. 

1986; Goolsby 1992; Walker et al. 1977). Much of the research addressing behavior of 

salespeople reported over the last twenty years incorporates perceptual and attitudinal 

constructs such as role perceptions, motivation, and job satisfaction that can be related to 

either job stress or coping style (Bagozzi 1978; Behrman and Perrault 1984; Sujan 1986; 

Oliver 1974; Walker, Churchill and Ford 1977). As a research construct, coping style fits 

conceptually into the ongoing interaction between salespeople and job environment in 

that it pertains to how salespeople respond to chronic stress, an outcome of role stressors 

(see Figure 2). 

Studying coping style offers two direct benefits to researchers and sales managers. 

First, attaining greater understanding of coping style will allow researchers and managers 

to develop specific tactics for salespeople to use to adjust how they cope with chronic job 

stress. Second, coping styles can also be used for employment screening and classifying 

of salespeople for management and training purposes (Goolsby 1992; Strutton and 

Lumpkin 1994). An estimate of a salesperson's propensity to cope using a particular style 

can be employed along with other indicators to determine suitability for the job. By 

understanding the style a salesperson uses to cope, a manager or a sales trainer can adapt 

communication methods to increase the effectiveness of communication. 

On the other hand, coping behavior is more appropriate to training salespeople to 

handle specific situations involving acute stress. Although research addressing coping 

behavior should prove useful for such specific applications, our interest focuses on the 

on-going environmental perspective. 
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Dimensions of Coping Style 

Having discussed style and behavioral forms of coping, it is necessary to address 

the dimensions of coping that exist within the coping style. Several dimensions have 

been conceived within the rubric of coping style. Kahn et. al. (1964) proposed two 

categories of coping: Class I coping (problem solving) and Class II coping (dealing with 

emotional or anxiety-based reaction). Table 1 defines both categories. 

Similarly, Lazarus and Folkman (1984) identify two strategies people use to cope 

with stress: problem focused coping (PFC) and emotion focused coping (EFC) (Lazarus 

and Folkman 1984; Folkman and Lazarus 1980, 1985; Folkman et.al. 1986). Many 

researchers subscribe to the two strategy model (e.g., Carver et.al. 1989; Goolsby 1992; 

Edwards 1988; Strutton and Lumpkin 1993, 1994; Latack and Havlovic 1992). 

As Table 1 relates, problem focused coping is a deliberate strategy directed to a 

stressor. If directed at defining the cause of stress, PFC generates various alternatives, 

weighs the alternatives in terms of costs and benefits, chooses from among them (Lazarus 

and Folkman 1984, p. 152). 

Emotion focused coping (EFC) involves a salesperson's attempts to govern the 

emotions that accompany chronic stress (Folkman et.al. 1986). EFC is more likely to 

occur after the salesperson decides that relatively little or nothing can be done to modify 

harmful, threatening, or challenging working conditions (Lazarus and Folkman 1984). 

EFC corresponds to a calculative, apathetic or laissez-fair attitude towards job stressors. 

It also involves salespeople's efforts to postpone or avoid the source of stress. A 
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salesperson who employs EFC fears stress or the negative outcomes of stress. The 

individual may find stress associated with the job noxious. The coping tactics 

salespeople may use under the EFC paradigm include distancing, escape behavior, 

avoidance, and seeking social support from co-workers, friends and family members. For 

example, some salespeople may ignore the stress causing problem altogether and may 

imagine that it does not exist. 

Latack (1984,1986) proposes a third category of coping style: action oriented 

coping or symptom management coping. Action oriented coping involves tactical 

solutions to job stress. Tactical solutions include actions that temporarily remove the 

salesperson from a stressful environment. For example, exercising or relaxation are 

tactical solutions. 

Inclusion of the action oriented dimension makes coping style a more robust 

concept. Action oriented coping provides a rationale for salespeople's use of physical 

exercise. It is a perspective distinct from problem solving coping and emotion based 

coping. Some salespeople prefer coping through physical actions rather than addressing 

the sources of stress or through emotional withdrawal from work (Latack 1986). 

Research Addressing Coping Style 

Though neglected in the field of marketing until recently (c.f., Strutton and 

Lumpkin 1993, 1994), coping has been studied quite extensively as a construct in the 

fields of psychology and management. Appendix A summarizes the body of literature 
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associated with coping style. It traces the studies done by various researchers in fields 

like management, psychology and marketing. Folkman and Lazarus (1980, 1985) and 

Lazarus and Folkman (1984) pioneered the study of coping. They dichotomized the 

process of coping into PFC and EFC dimensions. They also operationalized the two 

styles through the Ways of Coping Checklist (Lazarus and Folkman 1984). 

Folkman and Lazarus (1985) studied coping as a process and they examined that 

process across diverse stressful encounters (Folkman et. al. 1986a). Folkman and 

Lazarus (1986b) investigated two outcomes of coping process (i.e. satisfaction and 

performance). Their research indicates that two types of coping (PFC and EFC) are used 

and confrontive coping (PFC) is positively correlated with the positive outcomes. 

However, Lazarus and Folkman's (1984) respondents were mainly undergraduate 

students, limiting the generalizability of findings from the research. 

Generalizability across populations continues to be problematic in the coping 

research. Some researchers used a random sample of adults from the general population, 

to study coping behaviors (Aldwin and Revenson 1987; Fleishman 1984). However, they 

factor analyzed scale items to develop the dimensions of coping rather than using 

theoretically based dimensions as Appendix A indicates; only Dewe and Guest (1990) 

examined respondents from a sales population. While some researchers have collected 

data from professionals working in various companies (George et al. 1991; Keaveny and 

Nelson 1993; Nelson and Sutton 1990; Latack 1986), others have used people working in 
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hospital as respondents, again making the findings difficult to generalize to populations 

of salespeople (Leiter 1990,1991; Parkes 1984; Koeske et al. 1993). 

Coping measures are another area of dispute. Most of the studies in literature 

have used the Ways of Coping Checklist (WCC) (Lazarus and Folkman 1980, 1985). 

Edwards and Baglioni (1993) compared the WCC and Cybernetic Coping Scale (CCS) 

(Edwards 1991); they found the WCC to be unstable, reporting low reliabilities for WCC 

dimensions. Reliability estimates for CCS were higher (Edward and Baglioni 1993) 

(Appendix A). Edwards and Biglioni's research raises questions to the findings of 

previous research. 

Few marketing researchers have studied coping. Strutton and Lumpkin (1993, 

1994) have studied coping in a marketing context. Their main contribution lies in their 

finding that marketing executives who used problem-focused coping performed better 

than those who used emotion focused coping. Even Strutton and Lumpkin (1993; 1994) 

studied marketing executives—a population that could reasonably be expected to differ 

from salespeople. 

Edwards (1988,1992) and Edwards and Baglioni (1993) investigated theoretical 

aspects of coping process, and developed a model. Edwards (1992) urges a cybernetic 

approach to coping as a process. According to Edwards (1988), coping affects outcomes, 

(e.g. performance and job satisfaction), and outcomes, in turn, affect individuals' 

perceptions. Hence coping influences job stress through outcomes—and thereby 

influencing job stress. 
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Areas of Need in the Coping Literature 

While a substantial literature base exists under the general topic of coping. 

Several areas of need exist relative to coping from the perspective of sales force 

management. More generally, we lack knowledge concerning how coping style 

manifests itself in a sales force context. Several of these specific needs are summarized 

below. 

a) There is a lack of clarity concerning how coping occurs in the sales force 

context. The topic of how salespeople cope needs conceptual development. Goolsby 

(1992) provides a model of role stress in boundary spanning positions such as those 

salespeople occupy. While the model conceptually encompasses coping, it specifies no 

testable linkages pertaining to coping. No other work addresses researchers' thoughts or 

theories regarding how salespeople cope with stress. 

b) Generalizability is an important issue in current coping literature. However, it 

is difficult to generalize from studies reported in the general coping literature to the sales 

force context. A considerable difference in perspective exists between these groups. 

That is, it is difficult to infer how salespeople cope without interpreting research in light 

of characteristics of salesforce population. Theories developed around how salespeople 

cope with chronic stress should be useful for validating hypotheses about how 

salespeople cope. 

c) Most of the studies listed in Appendix A fail to specify whether they address 

coping with acute stress (coping behavior) or coping with chronic stress (coping style). 
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As previously discussed, the ability to draw reliable inference necessitates focus on a 

specific construct: coping style or coping behavior. 

d) As noted, researchers developing theory fail to clarify whether they are 

measuring coping behavior or coping style. For example, Latack (1986) purports to 

measure coping behavior yet employs items worded so as to reflect coping style (Newton 

1989). While some items used in Ways of Coping Checklist (Lazarus and Folkman 1980, 

1985) measure coping behavior, other items measure coping style (Newton 1989; 

Edwards and Baglioni 1993). Further research is needed which accurately clarifies how 

sales people use coping style. 

e) Few researchers have studied linkages between coping style and outcomes of 

job stress. Linkages specified between coping styles and specific outcomes in Figure 3 

have not previously been studied and tested. Such outcomes include job satisfaction, 

performance, and burnout (Goolsby 1992; Edwards 1992). 

Chapter 3 introduces a theory based model of coping styles. The model 

incorporates both determinants and outcomes of coping style. The chapter will develop 

four hypotheses related to the theory based model of salespeople's coping style. It will 

also provide rationale for all four hypotheses and explain how they will be tested. 



CHAPTER 3 

Research Design, Framework and Measures to be Used 

Chapter 3 will present and discuss a model of salespeople's coping style. This 

model incorporates hypothesized relationship between coping style and salespeople's 

personal characteristics. It also captures the hypothesized relationship between coping 

style and several outcome variables. 

In light of these goals, chapter 3 is organized as follows: 

1) It proposes the model of salespeople's coping style that is to be tested. 

2) It links research questions to hypothesized relationships, and justifies for each 

hypothesis. 

3) It describes the research design used to test the relationships proposed in the 

coping style model. 

4) It discusses salespeople as a research population. 

5) Finally, it also explains how the constructs of interest in the model were 

operationalized. 

31 
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Before going into the model, it is necessary to relate its role relative to the study 

purpose. The general purpose of this study is to help researchers answer three questions. 

The questions are as follows: 

a) What are the proposed dimensions of salespeople's coping style (Hi)? 

b) How does personal characteristics of salespeople relate to choice of coping 

style (H2)? 

c) How do the coping style relate to several proposed outcomes of job stress (H3)? 

Thus, the study investigates both the dimensionality and the outcomes of 

salespeople's coping styles. To shed light on the three questions, the study assesses the 

dimensionality of coping style and then posits relationships between coping styles and 

specific outcomes and explores how several personal characteristics of salespeople relate 

to coping style. 

A Model of Salespeople's Coping Style 

The goal of this study is to develop and test a model of salespeople's coping style. 

The model is part of a general theoretical framework that incorporates antecedents to 

coping style, coping styles, and outcomes of coping style. Figure 2 summarizes the 

general theoretical framework. The framework includes as antecedent variables, role 

stressors, job characteristics, and nonwork stressors. As will be argued later, the 

antecedent variables influence coping style through job stress/strain. To a great extent, 

theory in the area of job stress adheres to the stagewise sequence postulated in the 
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framework obviating direct linkages between stressors and coping (Edwards 1992; 

Goolsby 1992; Ivancevich and Matteson 1986). 

In this model two assumptions are made. One, each salesperson exhibits an 

inherent coping style. It is assumed that salespeople differ in the way they cope with a 

chronically stressful environment, such as a sales job permits. The same patterns recurs. 

This style of coping is repeated whenever stress is encountered. Two, a salesperson's 

coping style can be altered through training. Coping style differs from coping as a trait in 

that it can be influenced. It is an acquired habit that is learned over years, and as such, 

salespeople can be retrained to cope with job stress using problem focused coping style. 

Within the general theoretical framework (Figure 2), interest here focusses on 

salespeople's coping style, its determinants and its outcomes. How do personal variables 

influence EFC and PFC coping styles; and how do proposed coping styles influence the 

outcomes of job stress delineated in Figure 2. Certainly, job stress is an important 

component of the model. But, relative to coping, nature and causes of salespeople's job 

stress is a separate topic, outside the scope of the study. 

Theoretical support for the model arises from several sources. Chief among 

theories supporting the model are those proposed by: Lazarus and Folkman (1984), 

Latack (1986), Edwards (1988), and Goolsby (1992). 

Lazarus and Folkman (1984) provided most of the support for studying 

dimensions of coping style. They explicate a rationale for the dichotomy and developed a 

scale for measuring both coping style. Lazarus and Folkman (1984) also urge that more 

research needs to be directed to coping styles. 
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Latack (1986) extended the scope of coping style to include a third dimension, 

action oriented coping. She empirically identified the third dimension of coping style and 

provided construct validity evidence for it. However, Latack also provides evidence to 

support the thesis that problem focused coping style leads to positive outcomes while 

emotion focused coping style leads to negative outcomes. 

Edwards (1988) developed a cybernetic model that incorporates job stress and 

coping. Edwards' model include job stress factors that affect that process. Edwards also 

discusses various ways coping relates to determinants of stress. Edwards also theorizes 

that stress damages well-being, and that people cope to reduce negative effects of stress. 

His theory influences the basic flow of the coping style model in Figure 2 (stress --> 

coping~>outcomes). Edwards' (1988) work also provides support for studying locus of 

control and self-efficacy as personal characteristics that influence salespeople's choice of 

coping style. 

Researchers in the sales management area have conducted only limited inquiry 

into coping styles of salespeople. While several sales management researchers address 

determinants and outcomes of salespeople's job stress or anxiety (Behrman and Perrault 

1984; Ford et al. 1975; Fry et al. 1986; Walker et al. 1975), little research addresses the 

relationship between coping and salespeople's job stress. Goolsby (1992) was the first 

sales management researcher to develop a model depicting how job stress influences 

strain, and how coping influences the job stress process. However, Goolsby's model is 

more theoretical than positive, in that it lacks specific testable linkages. There have been 

few direct examinations into coping styles of salespeople. Strutton and Lumpkin (1994) 
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examined the nature of coping tactics salespeople use to deal with job stress, and the 

relationship between salespeople's use of coping tactics and perceived effectiveness. 

Strutton and Lumpkin (1994) found that salespeople who used problem focused coping 

style believed that they performed better in executing sales presentations than those who 

used emotion focused coping style. Such insight is valuable and it suggests a need for 

more expansive work involving the form of relationship between various determinants 

and outcomes and salespeople's coping style. 

Considering the gap in the literature, the present work develops and tests a model 

of the determinants and outcomes of salespeople's coping style. The coping style model, 

summarized in Figure 3, offers two primary benefits. First, the model extends existing 

theory in the area of coping from the general body of literature addressing employee 

behavior to the literature addressing sales force management. The utility of such an 

extension lies in the population differences implied between salespeople as a research 

population and other types of research populations. The difference notion rests largely on 

the idea that salespeople act as boundary spanners (Goolsby 1992; Teas 1983). Second, 

the model is useful because of its role: it specifies testable relationships or linkages 

between coping styles and sales job outcomes as well as between several personal 

characteristics and coping styles. Figure 3 summarizes the linkages that will be tested in 

this study. Notably, job stress and its antecedents are committed in this work—although 

linkages between coping styles and job stress need to be investigated. 
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Table 1 defines each construct in the coping style model (Figure 2). 

Table 1 

Definitions of Key Constructs For a Model Of Salespeople's Coping Style 

Variable Definition 

Role Overload 

Role Conflict 

Role Ambiguity 

Job Stress 

Strain 

Coping 

Problem Focussed 
Coping 

Emotion Focussed 
Coping 

Role overload occurs when salespersons are required to perform at 
higher than normally expected levels, but are not provided with 
sufficient resources, skills, and time (Tyagi 1982) 

Belief that two or more individuals or groups are making incompatible 
demands concerning how the job should be performed (Ford et al. 
1975). 

When a salesperson feels uncertain about what kinds of behavior is 
expected of him/her by various role partners (Ford et al. 1975). 

A negative emotional state resulting from a comparison of an 
employee's perceived state and a desired state, provided the presence of 
this discrepancy is considered important by the employee (Edwards 
1992, p.245). 

Strain is the result of stress; stress being mutual action exerted by 
contiguous bodies or parts and strain the alteration of form or 
dimensions produced by it. (Fowler ('Dictionary of Modern English 
Usage. 1965, pp. 593-594) 

Constantly changing cognitive and behavioral efforts to manage 
specific external and/or internal demands that are appraised as taxing or 
exceeding the resources of the person (Lazarus and Folkman 1984, 
p.141). 

"Consists of deliberate and aggressive effort to remove the causes of 
stress. It is directed at defining the cause of stress, generating various 
alternatives, weighing the alternatives in terms of cost and benefit, 
choosing among them and acting on reducing or removing the cause of 
stress" (Lazarus and Folkman 1984 p. 152). 

Consists of distancing, escape, avoidance, seeking social support, or 
reducing emotional distress. It includes strategies such as avoidance, 
distancing, selective attention etc (Lazarus and Folkman 1984 p. 150). 

Action Oriented Action oriented coping or symptom management coping, consists of 
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Job Satisfaction 

Well being 

Performance 

Burnout 

Job Loss 

Withdrawal 

Stress 

Locus of Control 

Perceived Self 
Efficacy 

A pleasurable or positive emotional state resulting from the appraisal of 
one's job or job experiences (Locke 1976). 

It is the psychological and physiological state (mental and physical 
health) of a person. 

The record of outcomes achieved in carrying out the job function 
during a specific period (Kane 1986 p.237) 

Burnout is defined as "a syndrome of physical and emotional 
exhaustion involving the development of negative self-concept, 
negative job attitudes, and loss of concern and feelings for the clients" 
(Pines and Maslach 1978, p.233). 

Turnover from the current job. 

Declining participation in a job (Rosse and Hulin 1985) 

A relationship between the person and the environment that is 
appraised by the person as taxing or exceeding his or her resources and 
as endangering to well being (Lazarus and Folkman 1984, p.840) 

It is defined as a generalized expectancy that rewards, reinforcements 
or outcomes in life are controlled either by one's own actions 
(internality) or by other forces (externality) (Spector 1988,p.335) 

Perceived self efficacy is concerned with judgments of how well one 
can execute courses of actions required to deal with perspective 
situations (Bandura 1982, p. 122) 

Continuance It is tendency to engage in consistent lines of activity based on the 
Commitment individual's recognition of the 'cost' (or lost side bets) associated with 

discounting the activity (Allen and Meyer 1990, p.3). 

Social Support It is defined as an exchange of resources between a provider and a 
recipient for the purpose of enhancing well being of the recipient 
(Goolsby 1992). 

This section uses the model of salespeople's coping style (shown in Figure 3) to 

convert the research questions into four hypothesized relationships. The discussion 

reviews the literature supporting proposed those hypotheses. 
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Hypotheses 

Dimensions of Coping Styles 

In response to the chronic stress encountered in daily work, salespeople direct 

their coping style either for management of the problem causing the stress or for 

regulating their emotional response to the problem (Folkman and Lazarus 1980). Lazarus 

and Folkman (1984) enunciated two strategies people use to cope with stress: problem 

focused coping and emotion focused coping (Folkman and Lazarus 1980, 1985; Lazarus 

and Folkman 1984). Latack (1986) proposes a third category of coping style, action 

oriented coping. Latack's idea is that some individuals prefer to cope through physical 

actions rather than approaching cause of stress of directly or using emotions to endure the 

strains stress cause (Latack 1986). Latack provides an empirical evidence for the 

presence of the three dimensions of coping style. The first aspect of this study involves 

testing for the presence of three dimensions of coping style as follows. 

H,: Salespeople's coping styles have three distinct dimensions: problem 

focused coping, emotion focused coping, and action oriented coping. 

Table 2 summarizes the hypothetical relationships proposed between coping style 

and four personal characteristics of salespeople. The text that follows elucidates theory 

pertaining to the proposed relationships. 

As the model indicates (Figure 3) personal characteristics of salespeople are 

expected to be related to choice of coping style. These personal characteristics are drawn 

from general literature addressing job stress (e.g., Edwards 1988; Goolsby 1992). 
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Table 2 
Relationship between Personal Characteristics and Coping Styles 

Coping Styles / Personal Problem Focused Emotion Focused 
Characteristics Coping Style Coping Style 

Commitment + 

Self-Efficacy + 

Locus of Control + 

Social Support + 

The model posits that the coping style is partly a function of personal 

characteristics, specifically: locus of control, social support, continuance commitment, 

and self-efficacy. The following sections, review each personal characteristic variable 

and delineate appropriate hypotheses. 

Locus of Control 

Locus of control constitutes a generalized belief that rewards, reinforcements or 

outcomes in life are controlled either by one's own actions or by other, outside forces 

(Rotter 1966; Spector 1988). The construct is based on the idea that individuals ascribe 

outcomes chiefly by personal factors called internality or to external forces (like fate) 

called externality (Cox 1991; Rotter 1966). Evidence provided by Tanck and Robbins 

(1979) suggests that locus of control influences the coping styles individuals choose to 

manage everyday problems and job stress. 

The body of research addressing locus of control relative to coping suggests that 

individuals who possess an internal locus are more likely to view stress that accompanies 
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daily work situations as controllable (Anderson 1977; Fleishman 1984; Leiter 1991; 

Newton and Keenan 1990; Parkes 1984). That is, internals tend to use cognitive analysis, 

critically examining the causes of stress and developing alternative ways to handle stress 

(Callan 1992; Parkes 1984). Individuals who possess a more a external perception of 

control are more likely to view themselves as relatively powerless to control events in the 

everyday work environment, the attribute workplace outcomes to chance, competitors' 

effort, products, their managers or to other uncontrollable sources (Parkes 1984). 

Salespeople classifiable as internals tend to view job stress as amenable to 

personal efforts. Internals are more likely to choose problem focused coping style (PFC) 

to influence causes of chronic job stress. Conversely, salespeople classifiable as externals 

tend to rely on an emotion focused coping style (EFC). Because externals believe that 

they lack the ability to influence stressors in the job environment; they seek to endure 

rather than challenge job stress (Callan 1992). 

Social Support 

Social support refers to the set of "resources (actual or perceived) available from 

one or more others to assist the focal person in the management of stress experiences and 

to increase the experience of well being" (Mcintosh 1991). Social support buffers 

individuals' stress perceptions in that individuals employ support provided by co-

workers, friends, and family members to lessen the strain that job stress produces (House 

1981). 



41 

The general literature addressing job stress provides two explanations for the 

mechanism whereby social support reduces the impact of stress (strains) (Cohen and 

Wills 1985; Fusilier, Ganster and Mayes 1987; Ganster, Fusilier, and Mayes 1986; 

Goolsby 1992; Lepore, Evans, and Schneider 1991). First, the social hypothesis posits 

that social support serves individuals' needs for security, belonging, and appreciation. 

Thereby, social support reduces role stress directly because supportive supervisors, 

coworkers, and family members and directly offset stress attributable to the work place 

(Caplan 1975). Second, the buffering hypothesis posits that social support indirectly 

influences the impact of job stress (Cohen and Wills 1985; Fusilier, Ganster and Mayes 

1987; Ganster, Fusilier, and Mayes 1986). Under the buffering hypothesis, a salesperson 

perceives job stress as manageable because support from a manager, coworkers or family 

members allows the individual to lessen its impact (i.e.,strain). 

It is logical to expect that a salesperson who perceives a high level of social 

support will seek to influence the cause of stress—problem focused coping style (PFC). 

Conversely, a salesperson who perceives lower social support, will feel less able to 

influence causes of job stress. Under conditions of lower social support, the salesperson 

will tend to endure stress, and thus employ emotion focused coping style (EFC). 

Continuance Commitment 

Traditional, organizational commitment refers to the strength of individual's 

identification with and involvement in a particular organization (Mowday, Porter and 

Steers 1982; Sager and Johnston 1989). Stronger commitment is generally accepted as a 
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positive characteristics for both organization and individual. Higher levels of 

commitment have been associated positively with greater well being, performance, and 

retention (Johnston et al. 1990; Vandenberg and Lance 1992). 

In recent years, Meyer and colleagues (Meyer and Allen 1984; Meyer et al. 1989) 

have delineated three different forms of organizational commitment: affective 

commitment, calculative commitment, and normative commitment. Affective 

commitment corresponds to the traditional notions discussed above, ensconcing the 

individuals loyalty, involvement, and identification with the organization. 

Continuance commitment, defined in Table 1, relates to an individual's calculative 

assessment of personal resources or, the sunk cost invested in the sales organization. 

Continuance commitment arises from Becker's (1960) notion of investments and 

side bets. Becker postulates that the employee's personal investment in the organization 

over time, increases. The basis of the investment comprises time, labor, money, and 

forgone opportunity. As continuance commitment increases, the salesperson's desire to 

remain with the organization, increases as well. 

The viewpoint followed here regards salespeople's commitment as more 

calculative in nature. Hence, continuance commitment will be studied relative to 

salespeople's choice of coping style. The belief followed here is that if continuance 

commitment is high, the salesperson will attempt to lessen the effect of stress so as to 

remain with the organization—to recap the investment. In a sense, the salesperson who 

exhibits higher continuance commitment sacrifices perceived mobility for security, "a 

sure thing". That is, the salesperson decides to cope so as to remain with the organization 
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for some reason relating to tangible personal benefit. An example would be a high tenure 

salesperson who stays with the organization because starting over with another company 

would require too much time and effort. 

To buffer chronic job stress under a condition of high continuance commitment, 

the salesperson will employ problem focused coping style (PFC). A salesperson who 

possesses lower continuance commitment has less reason to expend the effort necessary 

to cope into a stressful aspects of the sales job situation. So, under condition of lower 

continuance commitment a salesperson seeks to cope through a less involved means-

emotion focused coping (EFC). 

Perceived Self-Efficacy 

Self-efficacy invokes a judgement concerning how well an employee can execute 

courses of action required to deal with prospective work situations (Bandura 1982). 

Individuals who possess higher self-efficacy incorporate greater activity and persistence 

in their efforts to handle stressful situations. Moos and Billings (1982) observe that 

individuals possessing lower self-efficacy tend to avoid confronting stressors causing the 

stress and instead endure stressful situations. 

A salesperson's perceived self-efficacy can be thought to influence individual's 

evaluation of the stressfulness of the job. Edwards (1988) contends that an individual 

who possesses higher self efficacy will tend to choose a coping strategy that appears to 

have a maximum likelihood of reducing adverse effects of stress. Drawing from 

Edwards' (1988) premise and from the models of salespeople's coping styles (Figure 3) 
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self efficacy should relate positively to salespeople's use of PFC. Salespeople who 

possess higher self-efficacy should practice problem focused coping style because they 

seek to reduce the impact of job stress through cognitive approach (PFC), and that 

cognitive approach necessitates confidence in personal skills (i.e., a higher efficacy 

perception). Salespeople, who demonstrate lower self-efficacy will tend towards EFC 

style because they lack the self confidence necessary to tackle stressors cognitively and 

thereby will seek instead to use an emotion based approach to endure stressful situations. 

Relating the Personal Characteristics Variables to Coping Style 

The model proposes that coping style is determined by a combination of four 

personal characteristics variables. These four variables differentiate PFC salespeople 

from EFC salespeople such that PFC's tend to be more internally oriented, perceive 

greater social support are joined to the job by a calculative commitment, and have more 

confidence in personal abilities. Therefore, hypothesis 2 will be tested. 

H2: Relative to EFC salespeople, PFC salespeople tend to: 

2a) possess an internal locus of control, 

2b) perceive higher social support, 

2c) express higher continuance commitment, 

2d) demonstrate higher self efficacy. 
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Outcomes of Coping Style 

Figure 3 depicts the relationships hypothesized between coping style and six 

outcome variables, performance, job satisfaction, well being, withdrawal, burnout, and 

involuntary job loss. The following sections discuss outcome variables and 

corresponding relationships. Figure 3 posits specific relationships between the two 

coping style dimensions, PFC and EFC, and selected outcome variables, that is, outcomes 

differ between coping groups. 

Job Satisfaction 

A considerable number of researchers in the area of job stress report that job 

satisfaction is negatively influenced by job stress (e.g., House and Rizzo 1970; 

Ivancevich and Matteson 1986; Khan et al. 1964). Role stressors and other variables 

cause job stress, and job stress through coping style may reduce salespeople's satisfaction 

with the job. In a related vein, several studies in the sales management literature support 

a negative relationship between role stress (i.e., role conflict, role ambiguity, and role 

overload) (Sager 1994) and job satisfaction. 

As Figure 2 indicates, coping style moderates between salespeople's perception of 

job stress and job satisfaction. The idea is that the extent that dissatisfaction results from 

job stress/strain will be a function of whether a salesperson employs a PFC coping or an 

EFC coping style. If salespeople are able to cope successfully, thereby reducing stress, 
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then they will be more satisfied with the sales job. The relationship as stated implies that 

coping style may moderate the relationship between job stress and job satisfaction. 

Performance 

Performance is the key outcome in many sales jobs. In the absence of at least 

marginal performance, salespeople normally quit or are terminated (Sager and Hyman 

1993). Performance plays a critical role for two reasons. 1) Salespeople are revenue 

generating human assets, 2) Salespeople's performance can be measured to a greater 

extent than can that of other types of quasi professional employees. Companies can track 

revenue or profit derived form in a sales territory by accounts or by product line. Despite 

its importance scholars seldom define performance. Kane (1986; Appendix A) defines 

performance on a job function as "the record of outcomes achieved in carrying out the job 

function during a specified period." Performance, like chronic job stress occurs over 

time. Therefore chronicity of job stress means it occurs in tandem with the selling cycle. 

So, a salesperson who copes ineffectually with chronic job stress could very well 

experience poorer job performance than a salesperson who copes effectually. Therefore, 

ineffective coping style should be associated with poorer performance. 

The coping style model in Figure 3 proposes that PFC contributes to higher 

performance (Behrman and Perreault 1984; Pruden and Reese 1972; Kohli 1985). As 

PFC ameliorates sources of stress (Edwards et.al. 1990; 1992), it appears that salespeople 

who employ a PFC style will perform better than do salespeople who use emotion 

focused coping. 
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Well-Being 

Well-being refers to the psychological and physical health of the employee (Table 

1). Edwards (1992) observes that several indicators give evidence of well-being 

including variation in mood or variation in health. Various experts in the job stress area 

believe that prolonged excessive job stress damages well-being (Beehr and Newman 

1978; Kahn et al. 1964; Lazarus and Folkman 1984). 

Salespeople cope to lessen the personal impact of job stress and thereby maintain 

or improve well-being. Assuming that salespeople normally seek to maintain or even to 

improve their well-being, and given what has been discussed concerning PFC, the PFC 

salespeople should exhibit greater well-being than should EFC salespeople (Edwards 

et.al. 1990, 1992). 

H3: Relative to EFC salespeople, PFC salespeople tend to have: 

3 a) higher j ob satisfaction, 

3 b) higher level of performance, 

3c) higher well being. 

Burnout 

As Table 1 elaborates, burnout connotes " a state of physical and emotional 

exhaustion involving the development of negative self-concept, negative job attitude, and 

loss of concern and feelings for clients" (Pines and Maslach 1988). Burnout arises as a 
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consequence of the strain chronic stress puts on salespeople (Cordes and Daugherty 1993; 

Leiter 1991). Prolonged job stress at a level well above threshold deteriorates an 

individual, much the same as engine burns out when run above recommended rpm or 

capacity for prolonged periods. 

The model indicates that ineffectual coping manifests as burnout (Singh, Goolsby 

and Rhoads 1994). So, salespeople who employ an EFC style, which is an ineffectual 

coping style, will experience greater burnout than salespeople who employ a problem 

focused coping style. 

Withdrawal 

Rosse and Hulin (1985) define withdrawal as declining participation in a job. 

Participation is evidenced by several indices including hours worked, attendance, and 

effort the salesperson devotes to a job. Decline in participation has been linked to 

turnover. Relatively little research has addressed causes of withdrawal in general, but 

considerable attention has been focused on two aspects of withdrawal, absenteeism and 

turnover. 

In the coping model, in Figure 2, withdrawal occurs as an outcome of job stress 

mediated by coping style. Under the premise outlined in Figure 2, salespeople withdraw 

from a sales job as an outcome of ineffectual coping. Withdrawal from a sales job can 

occur through several means: by lessened effort, effort devoted to searching for another 

job, less effective work habits, and turnover (Rosse and Hulin 1985). 
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Goolsby (1992) contends that withdrawal represents an extreme response to job 

stress in that it occurs when the salesperson has exhausted other responses. However, 

little evidence exists in the sales management literature to either support or refute 

Goolsby's (1992) observation. It is reasonable to propose that if a salesperson perceives 

extreme stress over a protracted period, then that salesperson is more likely to lose 

interest in their present job, leading the person to withdraw. 

If a salesperson copes ineffectually, by using an EFC coping style, then 

withdrawal is more likely to occur (Figure 3). Conversely, if the salesperson copes more 

effectually by using a PFC coping style, then withdrawal is less likely to occur. So, 

salespeople who adopt an emotion focused coping style, would tend to exhibit 

withdrawal behavior more so than others. 

Involuntary Job Loss 

Job loss refers to involuntary withdrawal from the workforce either by layoff or 

by firing (Leana and Feldman 1988). Involuntary job loss by firing or forced resignation 

is a stressful event that may evoke perceptual, emotional or physiological changes in the 

salesperson and is also a source of great monetary loss to the organizations (Leana and 

Feldman 1988). 

Salespeople employ coping to lessen emotional and physiological strain, produced 

by chronic stress. So, if a salesperson chooses to cope with chronic job stress through an 

EFC style, then that salesperson's performance may decline. Continual decline in 
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performance is more likely to increase likelihood of termination (Latack 1986; Puffer and 

Bakerfield 1989). 

H4: Relative to PFC salespeople, EFC salespeople tend to exhibit: 

4a) greater propensity for burnout, 

4b) greater tendency for withdraw, 

4c) greater likelihood for turnover. 

Research Design 

This section presents components of the research design used to effect the study. 

The following sections relate several aspects of the research design as follows: the pilot 

study, the study, the sample, and the survey administration process. 

Pilot Study 

A pilot study was performed on a subset of the sample population. The sample 

population in this study consists of commission salespeople. The pilot study was 

conducted using seventy-seven salespeople employed by one division within the sample 

company. Results of the pilot study were employed to evaluate the instrumentation and 

to assess a survey administration procedure. 
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Sample 

Salespeople who were surveyed comprise the domestic sales force employed by a 

national organization that manufactures and sells several lines of maintenance chemicals, 

lubricants, and other supply items. The company focuses efforts on small to mid range 

buyers (i.e. $5,000 - $10,000 of product per year). 

Salespeople are full-time employees of the manufacturer and are compensated 

primarily through a commission system. The company recruits and trains its salespeople 

using an internal system. Sales managers interviewed as a part of the base research 

indicated that it takes a salesperson between three and six months to achieve minimal 

proficiency at the job. 

The organization employs 1200 salespeople and about 100 sales managers. At the 

time of the study twenty-five percent of salespeople were females; although females 

represent a larger portion of salespeople hired in recent years (approximate forty percent 

of new hires). Eighty percent of the salespeople employed by the sample firm have a 

college degree or have partially completed college. Median income of salespeople was 

$35,000. Annual retention rate is slightly below fifty percent. Retention rate varies with 

the general economy. When the economy improves, retention rate drops somewhat. 

To assess the representativeness of the sample to the population of interest, 

commission salespeople and demographics of the respondents were compared with those 

of the salesforce as a whole. As well, characteristics of late respondents was contrasted 
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with those of early responders to assess social desirability response bias. This 

comparison yielded no significant difference between early and late responders. 

Survey Administration 

A self-administered questionnaire was mailed directly to 1200 salespeople 

(Appendix B). In order to improve response rate, a letter from the senior vice-president 

in charge of sales and a letter from the researcher was enclosed that explains the rationale 

for the survey (Appendix C and D) and assures the confidentiality of response. A label 

affixed to the questionnaire included the salesperson's name and territory number. The 

information was used to match performance and retention information provided by the 

company after the survey was administered. Salespeople were asked to return the survey 

in a postage-paid envelope addressed to the researcher. 

Research Instrument 

The questionnaire was designed to elicit information necessary to operationalize 

the research constructs of interest. Kerlinger (1986, p.27) defines construct as a concept 

which has been consciously invented or adopted for a special scientific purpose and can 

be observed or measured. The following three categories of constructs correspond to the 

model as delineated in Figure 3. 
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Coping styles: problem focused coping, emotion focused coping, and action 

oriented coping; 

Personal characteristics: self-efficacy, locus of control, continuance commitment, and 

social support; 

Outcomes: performance, job satisfaction, well-being, burnout, withdrawal, and job 

loss. 

Demographic information including education, income, gender, and race was 

obtained from respondents and from the company. Table 3 summarizes the measures that 

are proposed to operationalize the constructs of interest. Prior to final selection several 

measures were evaluated for each construct. Measures were chosen on two bases: 

a) the level of correspondence between the measure as defined and the constructs 

to be represented. 

b) the appropriateness of the measure to population of salespeople. 

The alpha reliability (Chronbach 1951) of each measure is provided in table 3. Measure 

characteristics are described in this section. Individual items used and response format 

appears in Appendix B. 
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Constructs measured in the Study 

54 

Constructs Deveioper(s) Number of 
Items 

Alpha(a) Reliability 
(in the original study) 

Problem Focussed 
Coping 

Emotion Focussed 
Coping 

Action Oriented 
Coping 

Role Stress 

Commitment 

Social Support 

Self Efficacy 

Locus of Control 

Job Satisfaction 

Performance 

Burnout 

Job Loss 

Weil-Being 

Latack (1986) 

Latack (1986) 

Latack (1986) 

Rizzo, House, and 
Litzman (1970) 

Meyer, Allen and 
Smith (1994) 

Turner, Funkel and 
Levin (1983) 

Chowdhury (1993) 

Spector (1983) 

Brayfield and Rothe 
(1951) 

Average sales 
revenue over a 
twelve month period 

Singh, Goolsby and 
Rhoads (1994) 

12 

11 

10 

Role Conflict 
(8) Role 
Ambiguity (6) 

24 

15 

7 

16 

13 

1 

10 

Company Log 

Costello and Comrey 
(1967) 

15 

0.85 

0.71 

0.70 

Role Conflict (0..82) 
Role Ambiguity (0.81) 

Continuance 

Commitment (0.79), 

0.87 

0.92 

0.85 

0.87 

Not Applicable 

Depersonalization 
0.82, Reduced 
Accomplishment .81, 
Emotional Exhaustion 
.80 

0.90 
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1. Coping Styles: Problem Focused Coping, Emotion Focused Coping and Action 

Oriented Coping 

The scale that was used to measure coping was obtained from the items generated 

by Latack (1986). Latack's (1986) study focuses on the measurement of coping with 

stress at work as compared to Lazarus and Folkman's Ways of Coping Checklist (WCC) 

(1980, 1985) which measures coping with general stress. As well, Latack's items tap 

coping style, while the WCC items coping behavior. 

The Latack scale includes three dimensions of coping; twelve items measure 

problem focused coping, eleven items measure emotion focused coping, and ten items 

measure action focused coping. Respondents were asked to respond in a five point Likert 

type format (Appendix B p.7 Items 1-33 where 1= Almost Never and 5 = Almost 

Always). 

Personal Characteristics 

2. Self-Efficacy 

Self-efficacy was measured using Chowdhury's (1993) twelve items scale. 

Respondents were asked to respond to twelve statements on a five point Likert type 

format (Appendix B p.6 Items 1-12). 

3. Locus of Control 

Locus of control was measured using Spector's (1988) sixteen items Work Locus 

of Control. Respondents were asked to respond in a five point Likert type format 

(Appendix B p.6-7 Items 14-29). 
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4. Continuance Commitment 

Continuance commitment was measured using Meyer et al. (1993) ten items scale. 

Respondents were asked to respond on a five point Likert type format where (Appendix B 

p. 11 Items 16-24). 

5. Social Support 

Social support was measured using Turner, Frankel and Levin's (1983) fifteen 

items scale. Respondents were asked to respond to the fifteen items using a five point 

Likert type format where (Appendix B p. 12 Items 1-15 where 1= Not at all like me and 5 

= Very much like me). 

Outcomes 

6. Job Satisfaction 

Overall job satisfaction was measured using Brayfield and Rothe's (1951) seven 

items scale. The reliability coefficient reported by the developer was 0.77. Respondents 

were asked to respond in a five point Likert type format (Appendix B p. 12 Items 7-13). 

7. Performance 

Performance was measured by the amount of commission they received in the 

previous year. 
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8. Well-being 

Components of well-being were measured using Costello and Comrey's (1967) 

fifteen items scale. Respondents were asked to respond in a five point Likert format 

where (Appendix B p.7-8 Items 1-15 where 1 = Absolutely Not 5 = Absolutely Strongly). 

9. Burnout 

Three components of burnout, depersonalization, emotional exhaustion and 

reduced accomplishment, were measured using Singh, Goolsby and Rhoads' (1994) 

sixteen item scale. Respondents were asked to respond to items using in a five point 

Likert type format where respondents are asked to respond in a five point Likert format 

where (Appendix B p. 11 Items 25-41). 

10. Withdrawal 

Four items measuring withdrawal tendencies of the salesperson were developed 

for this study. The items tap the salesperson's beliefs concerning personal effort input to 

the job. Referents include personal potential and other salespeople working in the same 

firm. (Appendix B p. 8 Items 1-4). 

11. Demographics 

Information on education, income, gender, and race were obtained from 

respondents. Appendix B lists the personal information section. 
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Statistical Analysis 

The statistical analysis of the sample data obtained from the population of 

salespeople were executed in four steps. The goal of the process was to test hypotheses 

one through four. First, the validity of the data was checked. Frequencies, means, 

medians, skewness, and kurtosis were examined for each of the items on the 

questionnaire. The goal of the first step was twofold 

a) to spot miskeyed entries 

b) to asses the distribution of response to each item 

Potential for social desirability response bias was assessed for each respondent. 

The Marlow and Crowne (1964) items were used. In general, a validity check was done 

to ensure that the cleaned data represent information respondents wanted to convey. 

Second, the three theoretically defined subgroups of coping measure were 

identified. The dimensionality check of coping measure (Latack 1986) was done. 

Presence of three distinct dimensions of coping supported Hj. 

Third, the effect of personal characteristics on salespeople's choice of coping 

styles was assessed. Personal characteristics, such as self-efficacy, continuance 

commitment, locus of control, and social support, were assessed. Discriminant analysis 

was used to test this relationship. This tested H2 . 

Fourth, the reliability of all of the outcome variables were be performed. Each 

outcome variable exhibited a reliability equal to or greater than that listed in Table 3. 
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The relationship between the two dimensions of coping and outcome variables 

was also assessed. MANOVA was used to test if statistical significant differences exist 

between the two populations, across all outcome variables. After MANOVA reflected a 

difference across outcomes, then individual t-test of means by groups was executed for 

each outcome variables. These assessments tested H3 and H4. 

This chapter introduces the model developed in this study. It enumerates the 

rationale for each of the seven hypotheses which are being tested in the study and lists 

each one of them. It describes the statistical methods used to test the hypotheses. 

Chapter 4 will summarize the results of statistical analyses of the data obtained. It 

will also report support or absence of support for Hi - H4. 



Chapter 4 

Tests of Hypotheses and Research Findings 

Chapter 4 describes the final study, reviews the characteristics of the sample, 

explains how each hypothesis was tested, and summarizes the findings of the study. The 

first section presents the salient characteristics of the sample including gender 

distribution, tenure distribution, and income distribution of the salespeople. The second 

section describes the method used to test each hypothesis. This section explains how the 

potential influences of several personal characteristics variables on the hypothesized 

relationships was assessed. 

Chapter 5 discusses the study findings from the perspectives of contribution to the 

body of research that addresses sales management in general, and implications of the 

findings for management practice. Chapter 5 also summarizes several limitations 

ascribable to study design and data gathering method, and instrumentation and in light of 

such limitations offers interpretative caveats. 

Final Study 

In August 1994 a pilot questionnaire was prepared and tested using a sample of 70 

salespeople employed by one division of the sample company. Fifty complete responses 

60 
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(70%) were received. Based on respondents' comments and analysis of dimensionality of 

the research constructs the questionnaire was shortened. As well, changes in format and 

design were effected to suit the needs of the company's management and the university 

research office. For example, a seven digit tracking number located on back page of the 

questionnaire was used to identify the respondents instead of placing the respondents' 

name on the survey. 

In the final study, each questionnaire included a cover letter signed by two senior 

vice presidents of sales. The letter conveyed the purpose of the study, identified the 

researchers, and solicited the salesperson's prompt cooperation (Appendix C). A letter 

from the lead researcher followed the company cover letter. In the letter, the researcher 

assured confidentiality of response, explained the purpose of the tracking number, and 

urged salespeople to respond candidly and quickly. 

The first wave of 1000 surveys was posted through university bulk mail on Feb 15 

1995. A second wave of surveys was posted to non respondents on April 5 1995. Before 

the second mailout, division sales managers were contacted personally by the lead 

researcher. Each manager was asked to urge salespeople to complete and return the 

survey if they had not already done so. 

Sample Characteristics 

The salespeople surveyed comprise the domestic sales force employed by a 

national organization that manufactures and sells several lines of maintenance chemicals, 

lubricants, and other supply items. The company focuses efforts on small to mid size 
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buyers (i.e. $5,000 - $10,000 of product purchased per year). Within their trade, such 

salespeople are referred to as "backdoor sales reps." 

The organization employs 1200 salespeople and about 100 sales managers. 

Salespeople were compensated on a full commission basis. Data gained from interviews 

with salespeople and sales managers suggested that it takes 18 months to achieve a 

reasonable level of proficiency at the backdoor sales job. 

The sample was composed 452 salespeople of whom 323 were males (72 percent 

of responses) and 123 were females (28 percent). A high proportion of respondents were 

long term sales employees of the sample company. As Table 4 indicates over 60 percent 

of respondents had been with the company for 16 years. Earnings of the respondents 

were skewed to the lower and the higher ends. Forty-Four percent of the respondents 

earned less than 29 thousand dollars annually, while 37 percent of the respondents earned 

more than 40 thousand dollars per year. 

Response rate to the questionnaire was forty-six percent. Eleven hundred 

questionnaires were sent out. Five hundred and eight usable surveys were received. 

Fifty-six of the responses were from sales managers; these responses were excluded from 

the analysis. The 452 responses received from salespeople were employed in the 

analysis. 

Measure Reliabilities and Descriptive Statistics 

For the operationalization of the measures please refer to Chapter 3. Tables 5 

summarize alpha reliabilities, descriptive statistics and intercorrelations between the 
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Table 4 
Demographics 

Characteristics n Percentage 

N=452 respondents 

Gender 

Female 123 27 

Male 323 73 

Education 

No College 9 2 

Some College 176 39 

Some graduate work or masters degree 267 59 

Tenure 

12 years or less 78 17 

13-15 years 87 20 

16 + years 283 63 

Income 

Salespeople earning less than $29,000 199 44 

Salespeople earning > $30,000 and < 
$39,000 

86 19 

Salespeople earning more than $40,000 167 37 

variables of interest. The measures used to operationalize the variables exhibited 

reasonable reliability. All alpha values were above 0.70, the base criteria Nunally (1978) 

suggests. Sourcing and utilization history of the measures can be found in Chapter 3. 
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Assessment of Possible Systematic Bias 

It is plausible that coping style may vary by gender, age, educational attainment, 

sales experience, or by the amount of time spent with the sales manager. For example, 

systematic differences could exist between how females cope with chronic job stress and 

how males cope. As well, the amount of initial sales training a salesperson receives could 

also influence how that salesperson chooses to cope with chronic job stress. It may be 

that salespeople who received substantially more days of training cope are more likely to 

use PFC than are salespeople who received substantially less training. Much the same 

case can be made for perceived quality of sales training. 

In light of the possibility of systematic bias, t-tests of group means were executed 

to asses the extent of differences between coping styles (PFC and EFC) attributable to 

several demographic variables. The demographic variables evaluated as covariates 

include age, tenure, education, days of initial sales training, months of sales experience, 

and months working with a sales manager. 
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A Table 6 indicates the demographic variables were stable across the PFC and 

EFC coping groups. That is, little evidence exists to suggest that coping style varies 

systematically with any of the demographic characteristics. However, some other 

characteristics may influence how salespeople cope with chronic job stress. However, 

given that demographic variables were equivalent across EFC and PFC groups, none of 

the demographic variables were treated as covariates in subsequent analyses. 

The potential for nonresponse bias was assessed. To asses potential nonresponse 

bias, mean scores on the variables of interest were compared between late responder and 

early responder groups of salespeople. Comparison was affected using a dummy variable 

to indicate whether a response belonged to the first or second mailout. The method 

operates on the idea that responses of late respondents are more similar to those of non 

respondents. The results obtained from both the subsamples were very similar. As Table 

6 indicates, mean values obtained for each study variable and each demographic variable 

did not differ appreciably. 

Findings 

The following sections discuss the study findings in order of hypothesized 

relationships. First, the discussion states the hypothesized relationships. Then, the extent 

of support derived from testing the hypothesis is discussed. Chapter 5 evaluates the 

findings in terms of theoretical meaning and from the standpoint of pragmatics 

applications to the field salesforce. 
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Table 6 

Descriptive Statistics And Group Differences Between Coping Styles for 
Demographic Variables 

Problem Focused 
Coping (n=221) 

Emotion Focused 
Coping (n=222) 

Variable M SD M SD 1 

Tenure (Months with 
company) 

102.83 118.68 110.53 118.18 .68 .495 

Age 44.44 11.57 45.01 11.26 .53 .597 

Education (In years) 15.13 1.81 15.26 2.01 .73 .468 

Sales Training (In months) 19.70 17.86 19.28 15.46 -.24 .808 

Sales Experience (In 
months) 

215.41 165.62 202.78 155.03 -.75 .452 

Months With Sales 
Manager 

38.53 40.64 41.25 69.10 .49 .627 

Coping Style 

Hypothesis 1: Salespeople's coping style has three distinct dimensions: problem focused 

coping, emotion focused coping, and action oriented coping. 

Hypothesis 1 capsulizes Latack's (1986) view concerning the dimensionality of 

coping. Latack (1986) contends that coping style has three dimensions: problem focused 

coping, emotion focused coping, and action focused coping. Problem focused coping 

inheres a salesperson's evaluating each threat or challenge in a stepwise cognitive 

sequence-problem solving ( See Table 1). Emotion Focused Coping involves 

nondirected release of frustration—where in coper releases frustration through a channel 
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other than cognitive reasoning (e.g., "venting") (See Table 1). Action focused coping 

entails dissipating nervous energy though non-related activity (e.g., exercise) (See Table 

1). 

To assess Hh the interrelationships between 29 items from Latack's (1986) 

Coping Scale (Table 3) were simultaneously evaluated using factor analysis. Table 7 

summarizes loadings for the three factors arrived at through varimax analysis of a three 

factor solutions. The underlying factor structure implies the three factors, stated in order 

of descending eigen-values: problem focused coping (11% of variation), emotion focused 

coping (8% of variation), and action focused coping (2.5% of variation). None of the 

items cross-loaded appreciably. Thus, evidence suggests that H, was supported; Latack's 

three dimensional model of coping appears to hold for the sample. 

In spite of obtaining three factors, action oriented coping (AFC) was dropped 

from further analysis. Conceptually AFC is very similar to emotion focused coping 

(EFC). Both styles involves a focus away from the situation at hand. As well, an 

insufficient theoretical basis exists to propose relationships between AFC and variables 

pertinent to study of salespeople. A more pragmatic reason exists for ignoring AFC. 

AFC represents temporary suspension of the stressful situation rather than its resolution. 

By engaging in physical activities such as exercising, salespeople gain short-lived respite 

from chronic job stress, but the stressfulness remains. 
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Personal Characteristics Variables 

Hypothesis 2: Relative to EFC salespeople, PFC salespeople tend to have: 

2a) a more internal locus of control, 

2b) higher perception of social support, 

2c) higher continuance commitment, 

2d) higher self efficacy beliefs. 

H2 was assessed using t-tests of differences between PFC and EFC groups. Goal 

of the analysis was to determine whether the presence or absence of the selected personal 

characteristics was associated with salespeople's use of PFC. Table 8 summarizes the 

results of the t-tests. 

Table 8 

Group Differences Between Coping Styles for Personal Characteristics Variables 

Problem 
Focused 
Coping 
(n=221) 

Emotion 
Focused 
Coping 
(n=222) 

Variable M SD M SD t 

Selling Self-Efficacy 3.85 .52 3.55 .53 -6.11 .000 

Continuance Commitment 3.09 .73 2.87 .69 3.19 .000 

External Locus of Control 1.80 .41 2.11 .39 8.00 .000 

Social Support 4.50 .48 4.21 .49 -6.37 .000 
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Statistically significant differences (p < .05) exist between PFC and EFC groups 

of salespeople for each of the four personal characteristics variables, locus of control, 

social support, continuance commitment, and self-efficacy beliefs. The direction of 

differences in group means supports the expectations expressed in H2. The mean of the 

PFC group was higher than that of the EFC group for the locus of control variable. PFC 

salespeople tend to have a more internal locus of control than do EFC salespeople. Stated 

from the perspective of external locus of control, relative to PFC salespeople, EFC 

salespeople tend to be more externally oriented. Still, as the mean score in Table 2 

suggests, salespeople in the sample tend to have a more internal locus of control. Such 

might be expected for salespeople as a population, considering the boundary spanning 

aspect of the sales job. Boundary spanning necessitates self-reliance. So, of the two 

groups salespeople in the PFC group have a more pronounced internal locus of control. 

PFC salespeople perceive greater social support than the EFC salespeople. PFC 

salespeople see family and friends as more accepting and supportive of their job efforts. 

PFC salespeople have higher continuance commitment than do EFC salespeople. 

PFC salespeople are more willing to stay with the organization for pragmatic reasons 

(e.g, effort and foregone opportunities). Perhaps PFC salespeople attempt to lessen the 

effect of chronic stress so as to remain with the organization indefinitely. The mean for 

self-efficacy beliefs was higher for salespeople in the PFC group. PFC salespeople 

expressed greater belief in their ability to sell than do the EFC salespeople. Higher task 

based self-esteem may accompany a problem solving orientation. 
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As the t-tests indicated that the apriori differences exist for personal 

characteristics variables between PFC and EFC coping style groups, a simultaneous 

evaluation was effected to determine the utility of the four personal characteristics for 

classifying salespeople into coping style groups. A model comprised of self efficacy, 

locus to control, continuance commitment, and social support was employed to classify 

salespeople as being EFC or PFC. Ideally, the four variables should produce a linear 

Discriminant function that reliably predicts group membership beyond a level ascribable 

to chance. Table 9 summarizes the outcome of the test of H2. 

Table 9 

Linear Discriminant Function for Personal Characteristics Variables 

Variable 
Standardized 
Coefficient 

Wilks' 
Lambda F 

Selling Self-Efficacy -.33 .93 29.67 .000 

Continuance 
Commitment 

.19 .98 61.33 .000 

External Locus of 
Control 

.64 .87 9.05 .003 

Social Support -.43 .92 34.39 .000 

Eigen Value For Discriminant Function = .25 

Wilks' Lambda = .80 

Percentage of respondents correctly classified = 68.25 
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Standardized coefficients attained from the linear Discriminant function suggest 

that all four variables, locus of control, selling self efficacy, continuance commitment, 

and social support, contribute to the distance between group centroid for the PFC and 

EFC styles. However, two of the personal characteristics variables appear to discriminate 

more effectively. Wilks' Lambda for locus of control suggests that variable maximally 

differentiates between coping styles. PFC salespeople appear to be more internal than do 

EFC salespeople. Selling self-efficacy and social support also contribute in 

differentiating the two coping styles, but to lesser extent. The overall Wilks' Lambda 

value for the model is .80, suggesting that the four personal characteristics together 

differentiate satisfactorily between the two coping style groups (i.e.,20 percent of 

variation in the score is between groups variation). Wilks' Lambda is the ratio of the 

within-groups sum of squares to the total sum of squares (Norusis 1990). The linear 

Discriminant function correctly classifies 68 percent of respondents, a level well above 

the 50 percent rate expected by chance with balanced groups. Certainly, inclusion of 

variables other than the personal characteristics may increase the utility of the 

Discriminant model. However, the level of classification achieved substantiates apriori 

expectations (H2) for locus of control and self-efficacy beliefs. 

Outcome Variables 

Hypothesis 3 Relative to EFC salespeople, PFC salespeople tend to have: 

3 a) higher j ob satisfaction, 

3b) higher performance, 
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3c) greater well-being. 

Hypothesis 4: Relative to PFC salespeople, EFC salespeople tend to exhibit: 

4a) greater propensity to burnout 

4b) greater tendency to withdraw. 

Outcome variables represent possible products of salespeople's attitudes and 

behaviors. Notably, several of variables investigated here are interrelated (e.g., job 

satisfaction and performance). In the context of the research project, concern focuses on 

how the outcome variables relate to PFC and EFC coping styles. Initially, t-tests were 

used to evaluate H3 and H4 (Table 10). Means of outcome variables, job satisfaction, 

well-being, withdrawal, and burnout, differed significantly between PFC and EFC groups 

(p < .05). Differences were consistent with apriori expectations. For example, PFC 

salespeople were more satisfied with the job, expressed lower withdrawal intentions, 

exhibited greater well-being, and registered a lower tendency towards burnout. 

Since the t-tests indicated that the selected outcome variables differ between PFC 

and EFC coping styles, a Multivariate Analysis of Variance (MANOVA) was conducted 

to test H3 and H4. MANOVA simultaneously examines means of job satisfaction, 

withdrawal, well being, burnout, and performance across PFC and EFC groups. The goal 

of the analysis was to determine what outcomes are most closely associated with each 

coping style. 
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Table 10 

Group Differences Between Coping Styles for Outcome Variables 

Problem Emotion 
Focused Coping Focused Coping 
(n=216) (n=216) 

Variable M SD M SD t 

Job Satisfaction 4.05 .64 3.63 .64 -6.92 .000 

Withdrawal 1.46 .64 1.79 .88 4.43 .000 

Well Being1 1.33 .36 1.67 .47 8.29 .000 

Burnout2 1.85 .45 2.23 .49 7.97 .000 

Performance 2.26 1.99 2.11 1.86 -.81 .418 

1 Higher score signifies lower well-being (greater depression). 
2 Higher score signifies higher tendency toward burnout. 

Indicators like Hotelling's T2 test, and Wilks' Lambda test, were significant, and 

suggest that differences exist in the four variables across groups. These multivariate test 

for significance indicate that a sufficient evidence exists to reject the null hypothesis that 

the means of two coping styles, PFC and EFC, are equivalent over the five outcome 

variables. Hotelling's T2 evaluates whether the mean pattern of results from the groups 

agrees. It employs a weighted difference of means adjusted for sample sizes that is 

converted to an F statistics (Kanji 1993). As in the linear Discriminant function, the 

coping styles accounted for 20 percent of the total variation (Wilks' Lambda in Table 11). 

That is salespeople in the EFC and PFC groups differed significantly (P< .05) on the 
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variables: job satisfaction, withdrawal, well-being, and burnout. It solves the composite 

variable problem by ensuring that the linear combination of the dependent variables that 

test (Hair et al. 1992). Performance was found not to be significant over the problem 

focused and emotion focused coping styles. 

Table 11 

Multivariate Tests of Significance for Outcome Variables 

Test Name Value 

Hotelling's .25 .000 

Wilks Lambda .80 .000 

Variable F 

Job Satisfaction 32.89 .000 

Withdrawal 17.89 .000 

Well Being 59.22 .000 

Burnout 61.36 .000 

Performance 0.81 .369 

Summary of Chapter 4 

Chapter 4 presented the results of tests of H,-H4. Three dimensions were 

obtained for the coping construct (H,). Problem focused coping and emotion focused 

coping were retained for analysis because they are more commonly employed in analysis 

of employees' behavior and attitudes (Lazarus and Folkman 1985, Strutton and Lumpkin 
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1993,1994, Strutton et al. 1995). The third dimension, action oriented coping, was 

supported but was omitted from further analysis for reasons of context and parsimony. 

H2 was supported. The means of the salespeople in two coping groups differed 

substantially across four personal characteristics variables. Relative to EFC salespeople, 

PFC salespeople tend to have a more internal locus of control, receive higher social 

support, express higher continuance commitment, and have higher self-efficacy beliefs. 

The results also support H3. Relative to EFC salespeople, PFC salespeople tend 

to express greater job satisfaction and greater well being. Sales performance did not 

differ appreciably between salespeople in two groups. In addition, H4 was supported. 

Relative to PFC salespeople, EFC salespeople tend to exhibit greater propensity to 

burnout and a greater tendency to withdraw. 

Chapter 5 discusses the theoretical and managerial implications of these findings. 

It also addresses the limitations of this study as they impact interpretations by other 

researchers. 



Chapter 5 

DISCUSSION AND RECOMMENDATIONS 

Discussion of Findings 

The empirical findings suggest that relative to EFC salespeople, PFC salespeople: 

possesses a more pronounced internal locus of control, perceive higher social support, 

and project higher continuance commitment, and higher self efficacy. Several 

implications emanate from the findings concerning internal locus of control. Salespeople 

who have a more internal locus of control appear to view stress as amenable to control 

and thereby adopt a problem focused coping style. Perhaps internals believe they can 

influence sources of chronic job stress. Moreso than objects, sources of chronic job stress 

in the sales environment include other people such as the sales managers, prospects, 

buyers and coworkers. The more internally oriented salesperson affects strategies for 

convincing others to take actions favorable to both parties. The internally driven 

salesperson is more likely to "talk to people who are involved in the situation which 

caused the stress (and)... come up with several alternatives". 

Conversely, salespeople who are more externally oriented tend to rely on an 

emotion driven approach to coping. Externals tend to feel less capable of influencing 

sources of chronic job stress; the externally oriented salesperson responds by blocking the 

80 



81 

event or perhaps masking the stressful aspect of the sales job as "trying to forget the 

whole thing...hoping a miracle will happen". Although it was unrelated to performance, 

emotion focused coping seems particularly inappropriate to a selling context. It seems as 

though salespeople who rely on avoidance or blocking are unlikely to be comfortable in 

the sales job. As well, emotion focused coping corresponds poorly with the problem 

solving orientation of most selling paradigms such as SPIN (Situation, Problem, 

Implication, Need) involves the salespeople using progression of questions to isolate the 

buyer's needs. 

The findings relating to social support imply that other people outside the work 

place directly or indirectly help problem focused copers ameliorate the impact of chronic 

job stress. It appears that salespeople who perceive greater social support are secure 

enough to employ a problem oriented approach to handling job stress. One explanation 

for the positive relationship between social support and PFC is that support from family 

and friends removes one source of anxiety from the salesperson's expectation. If friends 

and family admire, respect, and support a salesperson that salesperson is more likely to 

devote mental energy to the sales job, if only to live up to others' expectations. Greater 

mental energy implies a problem focused coping style. Under the opposite scenario, a 

salesperson is more likely to employ avoidance oriented behavior or other elements of 

emotion oriented coping. Considering that salespeople in the sample were compensated 

on a full commission basis, family and friends could either admire the salesperson's self-

reliance (higher support) or decry the low status of a commission sales person (lower 

social support). 
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The salesperson who decides to remain with the organization for some reason 

relating to tangible personal benefit expresses higher continuance commitment. A 

salesperson who has made a calculated decision to remain in the job is more likely to 

make deliberate efforts to control the ongoing stress associated with the sales job. The 

deliberate efforts constitute problem focused coping. Conversely a salesperson who 

places little value on personal assets devoted to or derived from the job has less reason to 

engage in mental convolutions that accompany problem solving, choosing instead to low 

involvement activities associated with emotion focused coping. 

Selling self-efficacy reflects the salesperson's evaluation of personal adeptness at 

the job itself. Salespeople who believe themselves to be very adept at selling, possessing 

greater self-efficacy beliefs, are probably more confident regarding their ability to solve 

problems. That is, problem focused coping goes hand-in-hand with higher self-efficacy 

beliefs. Likewise, salespeople who are less confident in their ability to sell are less likely 

to believe they can influence the stressfulness of the job. Lower self confidence implies 

use of denial, avoidance, fantasizing or other elements of emotion focused coping. 

Individuals with higher self-efficacy evoke greater activity and persistence in their efforts 

to handle stressful situations. So a salesperson who possesses high self-efficacy chooses 

a coping strategy that appears to have a maximum likelihood of reducing the adverse 

effect of stress. Salespeople with higher self-efficacy select problem focused coping style 

because they seek to reduce the impact of job stress through a cognitive approach. 

Likewise, salespeople with lower in self-efficacy will choose emotion focused coping 
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style because they have a greater tendency to endure stressful situations rather than 

confront the stressful situation. 

The findings of this study suggest that relative to EFC salespeople, PFC 

salespeople tend to be more satisfied and express greater well being. Role stressors and 

other variables cause job stress and job stress reduces salesperson's satisfaction with the 

job. PFC salespeople aggressively try to remove the cause of job stress. This reduction 

of daily job stress leads to higher performance and prolonged job stress damages well-

being. Salespeople employ coping to reduce stress and thereby improve well-being. All 

individuals implicitly seek to maintain or improve their well-being, and problem focused 

coping reduces the impact of stressors that comprise stress, problem focused coping 

salespeople exhibit greater well being than salespeople who cope through emotion 

focused coping style. 

The study proposed that the salespeople who employ a problem focused coping 

style should perform better than salespeople who use emotion focused coping. However, 

this hypothesis did not find support and was rejected. This could be due to couple of 

factors. First, the performance was measured by average sales revenue over twelve 

months time period. Therefore, there could be some problem with the measure itself. 

Second, as the majority of salespeople were commission based salespeople and their 

income was dependent on how much sales revenue they generate, there was not much 

distinction between two groups of salespeople. Because of the nature of job everybody 

performed adequately. 
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The empirical findings of the study suggest that relative to PFC salespeople, EFC 

salespeople tend to exhibit greater propensity to burnout and greater tendency to 

withdraw. Burnout arises as a consequence of the strain chronic stress puts on 

salespeople coping propagates burnout. So, salespeople who employ an emotion based 

coping style, which is an ineffectual coping style, experience greater burnout than 

salespeople who employ a problem focused coping style. 

Rosse and Hulin (1985) define withdrawal as declining participation in a job. 

Withdrawal occurs as an outcome of job stress. Salespeople withdraw from a sales job 

through several means: by lessening time effort they devote to the job; by searching for 

another job; by working less effectively; and by leaving the job. If a salesperson 

perceives extreme stress over a protracted period, then that salesperson is more likely to 

lose interest in their present job leading the person to withdraw from the present job. So, 

salespeople who adopt an emotion focused coping style, tend to exhibit withdrawal 

behavior more so than others. 

Contribution to Theory in the area of Salesperson Behavior 

Coping is a variable and useful concept for liking theory to practice. However, 

researchers who seek to investigate coping experience difficulty adapting the literature 

base to the sales force environment. It is difficult to generalize from studies in the 

general coping literature to the sales force context. In the past, studies researchers have 

used sample from nonsales populations including undergraduate students (Carver, Scheier 
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and Weintraub 1989; Edwards and Baglioni 1993; Folkman and Lazarus 1985; Osipow 

and Davis 1988; Parker, Andler and Bagby 1993; Parks 1990), general respondents from 

a SMS A (Aldwin and Revenson 1987; Fleishman 1984; Folkman and Lazarus 1980; 

Folkman et al.l 986a; Folkman et al. 1986b), and medical personnel (Koeske et al. 1993; 

Latack 1986; Leiter 1990,1991; Parkes 1984). This study tests a coping model using a 

sample of commission salespeople, making the results much more relevant to salesforce 

population than most previous studies. 

The present study incorporated several improvements over previous coping 

research. Researchers in previous studies often failed to specify whether they were 

addressing coping with acute stress (coping behavior) or coping with chronic stress 

(coping style). Also, researchers have not clarified whether they are measuring coping 

behavior or coping style. This study takes chronic stress into consideration and thus 

measure coping style making its findings more generalizable. 

Very few researchers have studied the linkages between coping style and 

outcomes of job stress. Most of the linkages specified between coping styles and specific 

outcomes have not previously been studied and tested. This study hypothesizes and tests 

several relationships and evaluates relationships between several outcomes and coping 

style. Such outcomes include job satisfaction, performance, well-being, withdrawal and 

burnout. 

In summary, this study develops and tests a general model of salespeople's coping 

style and tests it. The model enumerates antecedents to coping style and specifics 

outcomes associated with each coping style. No similar model of salespeople's coping 
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styles and outcomes have yet been proposed. Only Goolsby(1992) provides a stress 

model but fails to provide any testable linkages. The model helps researchers better 

understand how salespeople cope with chronic job stress. 

Implications for Developing and Managing Salespeople 

The model holds considerable promise from a managerial standpoint. Because the 

model partially predicts whether the outcome of a particular coping style will be positive 

or negative, managers can train their salespeople to cope with job stress more effectively. 

Doing so necessitates managers communicate what types of personal orientation 

contribute to use of PFC style. By understanding the impact of how salespeople cope, 

sales managers can also help salespeople experience more positive job outcomes. That 

way, salespeople will be more satisfied and more perform successfully. Finally, sales 

recruiters need to learn how to identify propensity for internal locus of control in job 

applications. Recruits who are internally driven are more likely to use problem focused 

coping style. This can be a crucial characteristics studied during hiring of salespeople. 

The results of this study indicate that salespeople who have internal locus of 

control, higher social support, higher continuance commitment, and higher self efficacy 

tend to cope through exercising direct control and engage in direct problem solving. 

Management needs to increase the quality and quantity of entry level training so as to 

increase salespeople's self-efficacy beliefs. By increasing self-efficacy beliefs through 

training, sales managers increase the likelihood that salespeople will employ PFC. 
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Management needs also to help salespeople build social support. Programs for building 

social support are difficult to project. However, managers need to communicate with 

spouses and families of salespeople; they need to get to know the salesperson's support 

network. Vehicles for getting to know a support network include family weekends or 

picnics, taking the sales representative's family out for a meal. 

Finally, salespeople can be trained to cope better, by using problem focused 

coping style. However, the format for such training needs to be investigated and specific 

methods to develop. 

Contribution of the Study 

The study develops and tests a general model of coping style. The model 

incorporates determinants and how salespeople cope with chronic stress. The model 

helps researchers better understand how salespeople cope with chronic job stress by 

shedding some light on what personal characteristics connote PFC and it partially 

evaluates the beneficial effects of PFC. The coping style approach possesses both 

theoretical rigor and pragmatic appeal. Latack's (1986) approach, the basis for the model, 

is wildly accepted by researchers in other social science domains. However, previous 

work involving the model has employed non-sales samples, often psychiatric outpatients 

(e.g., Leiter 1990, 1991). Still, the PFC and EFC styles fit the motif of a salesperson. 

Selling is a frustrating occupation because the salesperson lacks control over buyers and 

employers alike. 
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In addition, this model is tested on salespeople, making the results more 

generalizable to the salesforce population than previous studies. 

Limitations of the Study 

The study is characterized by limitations attributable to sample, method of data 

collection and instrumentation. Salespeople studied were employed by a single company. 

This characteristic may influence the generalizability of the study results. But several 

researchers have studied one company sample (e.g. Singh et al. 1995) and seem to prefer 

it. A single sample study controls for effects of company culture and industry-it is more 

homogeneous. 

Recommendation for Future Research 

The study is largely exploratory. Several research needs exist for subsequent 

studies. First, more robust model needs to be developed and tested using some version of 

path analysis or other type of structured analysis. Such models would incorporate 

hypothesized linear relationships between stressors, job stress perceptions, attitudes, 

outcomes, and moderating variables such as coping style. 

Second, alternate methods of analyzing how salespeople cope with chronic stress 

need to be effected. Cognitive scripts might be developed. Protective techniques could 

also shed light on how salespeople cope with job stress. 
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Third, researchers need also to study the situational model of coping as it applies 

to salespeople. The sales presentation is an obvious application of the situational model 

of coping. 

Generalizability of the model tested here needs to be assessed. Several avenues 

exist for assessing generalizability. This model should be tested using a multiple 

company sampling frame. Also, the respondents studied in this study were commission 

based salespeople. The same model can be tested using salary based salespeople. 

Summary of Chapter 5 

This chapter discussed the theoretical and managerial implication of the findings 

of the study. The results suggest that relative to EFC salespeople, PFC salespeople tend 

to have internal locus of control, higher social support, higher continuance commitment, 

and higher self efficacy. The empirical findings of this study also suggest that relative to 

EFC salespeople, PFC salespeople tend to have higher job satisfaction and higher well 

being, tend to exhibit lower propensity to burnout and lower tendency to withdraw. 

It also enumerates the contribution this study to marketing literature. It also 

provides the limitation of the study and raises some critical issues that should be studied 

by other researchers in the future. The model provided in this study should provide a 

base for studying coping styles of salespeople in the future. 
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Study Purpose Population Measure and 
Dimensions 

Chief Findings 

Folkman and To find what factors influence 
Lazarus the coping process. To what 
(1980) extent are people consistent in 

coping with diverse stressful 
events. 

adults from Almeda 
County Human 
Population 
Laboratory (n= 100) 

Ways of Coping Checklist: 
Problem focussed coping 
a=.80, Emotion focussed 
coping a =.81 

Both problem and emotional 
focussed coping were used in 
all encounters. 

Fleishman Whether the general 
(1984) personality characteristics of 

mastery, denial, and self-
esteem affect the use of 
specific coping behaviors in 
stressful life situations. 

Parkes (1984) Investigated the relations 
between locus of control, 
nature of appraisal, and types 
of coping. 

adults living in 
Chicago area 
(n=2299) 

female nurses in 
England (n=171) 

Collection of items (Pearlin 
and Associates 1977, 1978) 

Revised version of Ways of 
Coping Checklist (Folkman 
and Lazarus 1980) General 
coping a=.89, Direct coping 
a=.71 and Suppression 
a = .56 

Coping is a product of 
personal characteristics and 
situational influences. 
However, situational factors 
are more influential than are 
personality characteristics in 
shaping the coping process. 

Patterns of coping by people 
with internal locus of control 
were potentially more 
adoptive in relation to types 
of appraisal than those with 
external locus of control 

Folkman and To study the process of coping 
Lazarus during three stages of a 
(1985) college examination. 

undergraduate 
students: 
study 1 (n=189); 
study 2 (n=140); 
study 3 (n=136) 

Revised version of Ways of 
Coping Checklist (Folkman 
and Lazarus 1980) Problem 
focussed coping a=.85, 
Emotion focussed coping 
(Wishful thinking a =.84, 
Distancing a =.71, 
Emphasizing the positive 
a=.65, Self-blame a=.75, 
Tension-reduction a=.56, 
Self isolation a =.56) and 
mixed problem-and emotion-
focussed coping (Seeking 
social support a =.81) 

People cope in a complex 
way. Both problem focussed 
coping and emotion focussed 
coping are represented in 
most stressful encounters. 

Folkman To evaluate whether people 
Lazarus, are stable in their primary and 
Gruen, and secondary appraisal and 
DeLongis coping processes across 
(1986) diverse stressful encounters, 

and the extent to which it 
makes a difference in 
adaptational status. 

married couples 
(n=85) 

Revised version of Ways of 
Coping Checklist (Folkman 
and Lazarus 1980) 
Confrontive Coping a=.70, 
Distancing a=.61, Self-
Controlling a =.70, Seeking 
Social Support a=.76, 
Accepting Responsibility 
a =.66, Escape-Avoidance 
a=.72, Playful Problem-
solving a=.68, Positive 
Reappraisal a= .79 

The significant relations 
between appraisal, coping, 
and somatic health were 
negative. Playful problem 
solving was negatively 
correlated with psychological 
symptoms, whereas 
confrontive coping was 
positively correlated. 
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Study Purpose Population Measure and 
Dimensions 

Chief Findings 

Folkman, 
Lazarus, 
Dunkel-
Schutter, 
Delongis and 
Gruen (1986) 

Examine the functional married couples 

Latack, 1986 

relations among cognitive (n=85) 
appraisal and coping processes 
and their outcomes within 
stressful encounters. 

Development of a new coping 
scale 

mangers and 
professionals in a 
medium sized 
manufacturing firm 
and in an osteopathic 
hospital (n= 109) 

Revised version of Ways of 
Coping Checklist (Folkman 
and Lazarus 1980) 
Confrontive Coping a =.7 
Distancing a=.61, Self-
Controlling a =.70 Seeking 
Social Support a=.76, 
Accepting Responsibility 
a =.66, Escape-Avoidance 
a=.72, Playful Problem-
solving a=.68, Positive 
Reappraisal a= .79 

Role ambiguity-Control 
a=.79, Role ambiguity-
Escape a=.70, Role Conflict-
Control a =.85, Role 
Conflict-Escape a=.71, Role 
Overload -Control a=.85, 
Role Overload-Escape 
a=.54, Symptom 
management a =.70 

Subjects accepted more 
responsibility and used more 
confrontive coping, playful 
problem-solving, and positive 
reappraisal in encounters they 
appraised as changeable, and 
used more distancing and 
escape- avoidance in 
encounters they appraised as 
having to be accepted. 

Control strategy is more 
likely to be associated with 
positive outcomes than is an 
escape or symptom-
management strategy. Those 
favoring an escape or 
symptom-management 
strategy are more likely to 
report psychosomatic 
complain. 

Schier, 
Weintrub and 
Carver(1986) 

Aldwin and 
Revenson 
(1987) 

To explore whether optimists 
and pessimists differ in the 
strategies they use to cope 
with stress. 

To study the relationship 
between coping and mental 
health 

undergraduate 
students n=289 (181 
males and 101 
females) 

Random sample of 
adults in Los Angeles 
area (n=291) 

Ways of Coping Checklist 
(Folkman and Lazarus 1980, 
1985) Denial/Distancing, 
Problem-focused coping, self-
blame, 
Acceptance/Resignation, 
Positive reinterpretation, 
Escape through fantasy, 
Social support. 

Ways of Coping Checklist 
(Folkman and Lazarus 1985), 
Escapism a=.78, 
Cautiousness a=.76, 
Instrumental action a=.75, 
Minimization a=.74, Support 
mobilization a=.80, Self-
blame a=.72, Negotiation 
a =.65, Seeking meaning a 
= .71 

There is a positive association 
between optimism and coping 
strategies such as problem-
focussed coping, elaboration 
of coping, and seeking social 
support. It also correlated 
inversely with denial, 
disengagement, and focussing 
on and expressing feeling. 

The more individuals use 
maladaptive coping 
(emotional focused coping), 
the more likely there will be 
an increase in emotional 
distress and of the probability 
of problems in the future. 

Rim(1987) 

Osipow and 
Davis (188) 

To compare the two 
approaches to coping style and 
to study the relationship 
between each set of coping 
style, personality and sex. 

To study how the relationship 
between occupational stress 
and strain is moderated by the 
coping resources individuals 
report. 

graduate students and 
their spouses n=168 
(89 men and 79 
women) 

graduate students 
(n= 175) 

Ways of Coping Checklist 
(Folkman and Lazarus 1980) 
and Plutchik's scale (1981) 

Osipow and Spokane (1983), 
Coping resources (Recreation 
a=.71, Self-care a =.73, 
Social Support a = .83, 
Rational/Cognitive coping 
a = .78) 

In investigation of coping 
style, sex is a major 
moderating variable. 

All coping resources were 
effective in reducing the 
global strain and use of high 
and low levels of the 
resources made significant 
differences in the direction of 
the stress and strain 
relationship 
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Study Purpose Population Measure and 
Dimensions 

Chief Findings 

Scherer, 
Wiebe, 
Luther, 
Adams (1988) 

To study the issue in the 
investigation of the 
person/situation coping 
approach 

students (n=491) Items from Ways of Coping 
Checklist (Folkman and 
Lazarus 1985), Problem 
focussed coping, Detachment, 
Wishful thinking, Seeking 
Social Support, Focussing on 
positive 

Coping is a complex process 
and the strategy used is 
dependent upon the context. 

Carver, 
Scheier and 
Weintraub 
(1989) 

Puffer and 
Brakefield 
(1989) 

To develop a multidimensional 
coping inventory to asses 
responses to situational stress. 

To study task complexity as a 
moderator of the stress and 
coping process. 

Undergraduate 
students: Study 1 
(n=978); Study 2 
(n=162); Study 3 
(n=117) 

managers of retail 
outlets (n= 173) 

Development of a new coping 
scale, (Active coping a=.62, 
Planning a=.80, Suppression 
of competing activities 
a =.68, Restraint coping 
a=.72, Seeking social 
support-instrumental a = . 75, 
Seeking social support-
emotional a =.85, Positive 
re interpretation a=.68, 
Acceptance a=.65, Turning 
to religion a =.92, Focus on 
and venting of emotions 
a =.77, Denial a =.71, 
Behavioral disengagement 
a =.63, Mental 
disengagement a=.45, 
Alcohol-drug disengagement) 

16 coping item selected from 
(Billing and Moos 1981; 
Lazarus and Folkman 1980) 
and from popular literature on 
time management (Mackenzie 
1972); Active behavioral, 
Active cognitive, Behavioral 
avoidant, and Cognitive 
avoidant, a values not 
reported 

Personality traits and coping 
dispositions both play roles in 
situational coping. These 
roles may be complementary 
rather than competing. 

There is a inverse 
relationship between internal 
attribution and active coping. 
The greater the people's 
sense of competence, the 
more likely they are to 
engage in active coping and 
refrain from behavioral 
coping. 

Dewe and To develop a taxonomy of sales administrators 
Guest (1990) coping behaviors. To identify and supervisors 

the categories of coping (n=223) 
behaviors and to identify 
whether similar factors 
emerge in different studies. 

No item were measured. Six components were 
identified They are; 'rational 
task oriented behavior', 
'emotional release', 'use of 
home resources', 'recovery 
and preparation', 'postpone 
action', and 'passive attempt 
to tolerate the effect'. 

Leiter (1990) To determine the extent to staff members of a 
which family coping resources hospital (n= 122) 
affect the burnout process 

Latack 1986 (Control coping 
cc=.82,) 

A person with wealth of 
coping resources will 
experience less burnout. 

Nelson and 
Sutton (1990) 

To study the relationship 
between chronic work 
demands, coping techniques, 
distress symptoms, and work 
performance. 

professionals 
(engineers, faculty 
members, and 
support staff 
members) (n=97) 

Problem focussed coping 
a =.76, emotion focussed 
coping a=.75, appraisal 
focussed coping a=.72 

No significant benefits 
distinguished any of the three 
coping strategies examined. 
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Study Purpose Population Measure and 
Dimensions 

Chief Findings 

Parkes (1990) 

Dewe (1991) 

Whether coping strategies 
used to manage occupational 
stressors are significant 
determinants of outcome. 

To present a way of thinking 
about work settings by 
exploring the constructs that 
best reflect the transactional 
perspective. 

undergraduates 
students (n=264) 

Staff of a large 
insurance company 
(n= 144) 

Ways of Coping Checklist 
(Folkman and Lazarus 1980) 
Direct Coping a =.69 and 
Suppression a=.58 

Dewe and Guest (1990) 63-
item check list (Working on 
the problem a=.73, trying 
not to let it get you a = .77, 
emotional release a=.70, 
taking preventive measures 
a =.75, recovery and 
preparation a =.79, utilization 
of family resources a=.81, 
passive attempt to tolerate 
effect a= .66 

Suppression and coping are 
both potentially adaptive 
strategies for managing 
stress. Use of combination of 
suppression and direct coping 
is likely to be more effective 
in alleviating distress. 

The appraisal process is 
crucial to understanding of 
coping. Secondary appraisal 
moderated the relationship 
between coping strategy and 
tension. The greater the 
tension, greater the use of 
coping strategies. 

George, Brief, 
and Webster 
(1991) 

Leiter (1991) 

Callan and 
Dickson 
(1992) 

To explore individual coping 
efforts with a job stressor in 
terms of their consistency or 
inconsistency with managerial 
intentions 

To asses the contributions of 
coping strategies to the 
development of burnout. 

To examine a range of socio-
demographic, personality, and 
contextual factors that may 
influence strategies managers 
use to cope with change 
during a large-scale public 
sector merger. 

professionals and 
managers (n=165) 

staff members of a 
mental hospital 
(n=177) 

Managers from a 
large public sector 
organization (n=78) 

Organizationally intended 
coping a=.81, and 
Organizationally unintended 
coping a=.78 

Cognitive appraisal item 
developed by Latack (1986) 
Control coping a=.83, and 
Escape coping a =.73 

Ways of Coping Checklist 
(Folkman and Lazarus 1985), 
Appraisal focussed coping 
(logical analysis), Problem-
focussed coping (information 
seeking, problem solving), 
emotion- focussed (affective 
regulation, emotional 
discharge). Alpha values not 
reported. 

Performance and incentive 
compensation were positively 
related to organizationally 
intended coping, and 
negatively related to 
organizationally unintended 
coping 

Control coping was 
incompatible with burnout 
and that to a lesser degree 
escapist coping was 
compatible with burnout. 

Overall, socio-demographic 
variables predicted poorly the 
use of the five coping 
strategies. However, 
managers with more internal 
locus of control and more 
confident managers used 
logical analysis and used less 
emotional focussed coping. 
Greater use of emotional 
discharge and more 
information-seeking behavior 
were associated with lower 
levels of satisfaction with the 
organization's information 
program. 
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Study Purpose Population Measure and 
Dimensions 

Chief Findings 

Edwards and To provide a comparative 
Baglioni evaluation of two coping 
(1993) measures, the Ways of Coping 

Checklist and the Cybernetic 
Coping Scale. 

graduate students 
(n=116) 

Ways of Coping Checklist 
(Lazarus and Folkman 1984): 
Confrontive Coping a=.38, 
Distance a=.67, Self-Control 
a=.58, Seeking Social 
support a=.65, Accepting 
responsibility a=.54, Escape 
Avoidance a=.70, Planful 
problem solving a=.60, 
Positive appraisal a=.68. 
Cybernetic Coping Scale 
(Edwards 1991); Changing 
the situation a=.90, 
Accommodation a=.78, 
Devaluation a=.95, 
Avoidance a=.93, Symptoms 
reduction a=.86. 

The study provides moderate 
support for the construct 
validity of the CCS and little 
support for the WCC. 
Reliability estimates for the 
WCC scales were low, with 
none reaching the criterion of 
.70. While the reliability 
estimates of CCS were higher 
ranging from .778 to .945. 

Keaveney and 
Nelson (1993) 

To investigate whether coping 
efforts of salespeople reduces 
the role stress and influences 
the outcome variables. 

random sample of 
retailers in the 
Sheldon's Retail 
Directory (n=305) 

Deci and Ryan (1985) 
Intrinsic Motivational 
Orientation a = .73 

Retailers cope by adopting an 
intrinsic motivational 
orientation towards their job. 

Koeske, Kirk, To determine which 
and Koeske commonly measured strategies 
(1993) and styles are most benefecials 

to human service workers who 
have entered a new work 
stations involving an 
especially difficult caseload. 

intensive case 
managers (n=79) 

33-item form of the Moos et 
al. (1987) Health and Living 
Coping Measure; Control 
scale a =.88, and Avoidance 
scale a=.76 

Control coping strategies 
facilitated the worker's ability 
to deal with a difficult and 
challenging work obligation. 
Avoidance strategies do not 
benefit workers. 

Parker, To evaluate the replicability of college students 
Endler, and the Ways of Coping (Study 1; n=530) 
Bagby (1993) Questionnaire by using (Study 2; n=392) 

confirmatory factor analysis. 

Ways of Coping Checklist 
(Folkman and Lazarus 1985) 
and Ways of Coping 
Questionnaire; WCC ( 
Folkman et al. 1986). Four 
factors; 
Distancing/ Avoidance, 
Confrontive/Social Support, 
Problem focussed, Denial. 
No alpha values were 
reported. 

Found little support for the 
WCC model proposed by 
Folkman et al (1986). They 
raised serious concerns about 
the construct validity of the 
scale. The study also weak 
empirical support for the 
multidimensionality of coping 
as assesd by WCC. They 
recommend that researchers 
who use this scale conduct 
their own factor analysis of 
the WCQ with their samples. 
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Study Purpose Population Measure and 
Dimensions 

Chief Findings 

Strutton and 
Lumpkin, 
(1993) 

Strutton and 
Lumpkin, 
(1994) 

To examine whether 
dispositional^ optimistic and 
pessimistic salespeople differ 
in the strategies they use to 
cope with job stress. 

executives of the 
firms operating in the 
textile and furniture 
industries (n=101) 

To investigate the nature of 
coping tactics used by 
salespeople to deal with stress 
and whether the use of certain 
coping tactics is significantly 
associated with perceived 
effectiveness in a selling 
situations. 

executives of the 
firms operating in the 
textile and furniture 
industries (n=101) 

Problem-focussed coping 
strategy (Spiritually- based 
Self-improvement a = .794, 
Self-control a=.776, Directed 
problem solvinga = .734, 
Positive reinterpretation 
a = .722, Confrontive coping 
a=.692, Pure problem-focus 
a=.650, Taking 
responsibilities a=.612) and 
Emotion-focussed coping 
(Seeking distance a=.724, 
Fanciful escapism a =.688, 
Seeking social support 
a=.657, Self-indulgent 
escapism a=.636, Negative 
avoidance a =.632) 

Problem-focussed coping 
strategy (Spiritually- based 
Self-improvement a =.794, 
Self-control a=.776, Directed 
problem solving a=.734, 
Positive reinterpretation a 
= .722, Confrontive coping 
a=.692, Pure problem-focus 
a=.650, Taking 
responsibilities a=.612) and 
Emotion-focussed coping 
(Seeking distance a=.724, 
Fanciful escapism a=.688, 
Seeking social support 
a=.657, Self-indulgent 
escapism a =.636, Negative 
avoidance a=.632) 

Optimistic salespeople are 
more likely to use problem 
focussed coping while 
pessimistic salespeople are 
more likely to use emotion 
focussed coping. 

Salespeople who used 
problem-focussed coping 
performed better in sales 
presentation, whereas 
salespeople who used emotion 
focussed coping presented 
less effectively. 



APPENDIX B 

QUESTIONNAIRE 
(The margins of the Questionnaire is modified to follow the dissertation guidelines) 

97 



98 

Your Name. 

Your Division. 

Please circle the number that corresponds to your feelings. Some questions will require a different 

answer format. 

I. MY DIVISION AND NCH 

Regarding my sales manager, I Very 
Certain 

Very 

am: (circle your response) Uncertain Uncertain Neutral Certain Certain am: (circle your response) 
I 2 3 4 5 

1. To what extent my sales manager is open to hearing my views. 1 2 3 4 5 

2. How satisfied my sales manager is with me. 1 2 3 4 5 

3. How far my sales manager will go to back me up. 1 2 3 4 5 

4. The method my sales manger uses to evaluate my performance. 1 2 3 4 5 

5. How my sales manager expects me to allocate my time among different 

aspects of my job. 1 2 3 4 5 

6. How to meet the demands of my sales manager/division sales manager. 1 2 3 4 5 

7. How to respond to criticism from my sales manager. 1 2 3 4 5 

8. What aspects of my job are most important to my sales manager/division 
sales manager. 1 2 3 4 5 

9. The level of professionalism my sales manager expects from me. 1 2 3 4 5 

Very Very 

Regarding my customers, I am: Uncertain Uncertain Neutral Certain Certain 

(circle your response) 1 2 3 4 5 

1. How I am expected to interact with my customers. 1 2 3 4 5 

2. How much service I should provide to my customers. 1 2 3 4 5 

3. How I should behave with customers. 1 2 3 4 5 

4. How I am expected to handle my customers' objections. 1 2 3 4 5 

5. How I am expected to resolve unusual problems and situations. 1 2 3 4 5 

6. How I am expected to deal with customers' criticisms. 1 2 3 4 5 
7. Which specific company strengths I should present to customers. 1 2 3 4 5 
8. Which specific service benefits I am expected to highlight for customers. 1 2 3 4 5 

Very Very 
Regarding my family, I am: (circle Uncertain Uncertain Neutral Certain Certain 
your response) 1 2 3 4 5 

1. About how much time my family feels I should spend on the job. 
2. To what extent my family expects me to share my job related problems. 
3. How my family feels about my job. 
4. What my family thinks of the ambiguity associated with my job 

(e.g., no office location, no fixed hours). 

1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 

1 2 3 4 5 
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Regarding my professional ethics, I 
am: (circle your response) 

Very 
Uncertain 

1 
Uncertain 

2 
Neutral 

3 
Certain 

4 

Very 
Certain 

5 

1. If I am expected to lie a little to win customers' confidence. 
2. If I am expected to hide my company's errors from my customers. 
3. How I should handle ethical issues in my job. 
4. How top management expects me to handle ethical situations in my job. 
5. What I am expected to do if I find other salespeople are behaving 

unethically. 
6. The ethical conduct my boss expects of me. 

1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 

2 3 4 5 
2 3 4 5 

Strongly Neither agree Strongly 

Regarding my professional Disagree Disagree nor disagree Agree Agree 

development, I: (circle your 1 2 3 4 5 

response) 

1. Experienced salespeople see advising newcomers as one of their 
job responsibilities. 

2. I receive/received little guidance from experienced salespeople as to 
how I should perform my job. 

3. I have little access to other salespeople in this organization. 
4. I have been/was left alone to discover what my role should be in 

this organization. 
5. My sales manager reviews my performance on a regular basis. 
6. There are appropriate induction procedures in this division. 
7. I have received the training I need to do a good job. 
8. In this division, we are committed to helping each other learn 

from our own sales experiences. 
9. In general, this division learns as much as is possible from its 

successes and its failures. 
10. My performance targets are clear. 
11. I know exactly what output is expected of me. 
12. I am unclear about the performance levels expected of me. 
13. Clear, planned goals and objectives exist for my job. 
14. I know what I am expected to achieve on this job. 
15. The training I receive is of high quality. 
16. I would like more training. 
17. I always try to practice what I preach. 

1 2 3 4 5 

2 3 4 5 
2 3 4 5 

2 
2 
2 
2 

4 
4 
4 
4 

2 3 4 

2 
2 
2 
2 
2 
2 
2 
2 
2 

4 
4 
4 
4 
4 
4 
4 
4 
4 

II. TRAINING YOU'VE RECEIVED FROM YOUR IMMEDIATE MANAGER OR YOUR SALES 
TRAINER 

Concerning different Very Of moderate Very 
aspects of my sales Unimportant Unimportant importance Important Important 
training: (circle your 1 2 3 4 5 
response) 

1. I always use procedures from the Gears of Selling. 
2. I seldom use the product demonstration ideas the division provides. 
3. I usually employ training I received on warming up the prospect. 
4. I seldom use the training I received on handling a buyer's objections. 

1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 
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5. I often use training I received on building up a network of prospects 
through referrals. 1 2 3 4 5 

6. I have adapted much of the formal training I received to fit my style 
1 2 and my territory. 1 2 3 4 5 

7. I use very little of the technical information I receive. 1 2 3 4 5 
8. I regularly employ the time management training I receive. I 2 3 4 5 
9. I rarely use the territory planning training I receive. 1 2 3 4 5 
10. I regularly use the product applications information I receive. 1 2 3 4 5 
11. I often use training I received on identifying and qualifying prospects. I 2 3 4 5 

How important is it for you to Of 
receive additional sales training Very moderate Very 
in the following areas? (circle Unimportant Unimportant importance Important Important 
your response) 1 2 3 4 5 

1. Identifying the best prospects to call on 
2. Qualifying prospects 
3. Closing the sale 
4. Handling prospect's objections 
5. Demonstrating the product 
6. Wanning up/approaching the prospect 
7. Gaining control over the sales presentation 
8. Following up with requested information the customer requests from me 
9. Building up a network through referrals 
10. Increasing my business with a customer through new products 

and sales volume 
11. Developing product knowledge 
12. Understanding how prospects use our products 
13. Developing a territory coverage plan 
14. Managing my time 

2 
2 
2 
2 
2 
2 
2 
2 
2 

2 
2 
2 
2 
2 

3 
3 
3 
3 
3 
3 
3 
3 
3 

3 
3 
3 
3 
3 

4 
4 
4 
4 
4 
4 
4 
4 
4 

4 
4 
4 
4 
4 

5 
5 
5 
5 
5 
5 
5 
5 
5 

5 
5 
5 
5 
5 

How satisfied are you with the Very Very 
quality of training you have Unsatisfied Unsatisfied Neutral Satisfied Satisfied 
received in each of the 1 2 3 4 5 
following areas? (circle your 
response) 

1. Identifying the best prospects to call on 1 2 3 4 5 
2. Qualifying prospects 1 2 3 4 5 
3. Closing the sale 1 2 3 4 5 
4. Handling prospect's objections 1 2 3 4 5 
5. Demonstrating the product 1 2 3 4 5 
6. Warming up/approaching the prospect 1 2 3 4 5 
7. Gaining control over the sales presentation 1 2 3 4 5 
8. Following up with requested information the customer requests from me 1 2 3 4 5 
9. Building up a network through referrals 1 2 3 4 5 
10. Increasing my business with a customer through new products 

and sales volume 1 2 3 4 5 
11. Developing product knowledge 1 2 3 4 5 
12. Understanding how prospects use our products 1 2 3 4 5 
13. Developing a territory coverage plan 1 2 3 4 5 
14. Managing my time 1 2 3 4 5 
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How satisfied are you with the Very 
quantity of training you have Unsatisfied Unsatisfied Neutral Satisfied Very 
received in each of the 1 2 3 4 Satisfied 
following areas? (circle your 5 
response) 

1. Identifying the best prospects to call on 1 2 3 4 5 
2. Qualifying prospects 1 2 3 4 5 
3. Closing the sale 1 2 3 4 5 
4. Handling prospect's objections 1 2 3 4 5 
5. Demonstrating the product 1 2 3 4 5 
6. Warming up/approaching the prospect 1 2 3 4 5 
7. Gaining control over the sales presentation 1 2 3 4 5 
8. Following up with requested information the customer requests from me 1 2 3 4 5 
9. Building up a network through referrals 1 2 3 4 5 
10. Increasing my business with a customer through new products 

and sales volume 1 2 3 4 5 
11. Developing product knowledge 1 2 3 4 5 
12. Understanding how prospects use our products 1 2 3 4 5 
13. Developing a territory coverage plan 1 2 3 4 5 
14. Managing my time 1 2 3 4 5 

Regarding selling itself, I believe: Strongly Neither agree Strongly 
(circle your response) Disagree Disagree nor disagree Agree Agree 

1 2 3 4 5 

1. Making a tough sale is very satisfying. 1 2 3 4 5 
2. An important part of being a good salesperson is continually 

improving your sales skills. 1 2 3 4 5 
3. Making mistakes when selling is just part of the learning process. 1 2 3 4 5 
4. It is important for me to learn from each selling experience I have. 1 2 3 4 5 
5. There really aren't a lot of new things to learn about selling. 1 2 3 4 5 
6. I am always learning something new about my customers. 1 2 3 4 5 
7. It is worth spending a great deal of time learning new 

approaches for dealing with customers. 1 2 3 4 5 
8. Learning how to be a better salesperson is of fundamental 

importance to me. 1 2 3 4 5 
9. I put in great deal of effort sometimes in order to learn something new. 1 2 3 4 5 

jndicate^ourfedlings about the sales training that you received. (Please circle your responses) 

1. valuable 
2. useless 
3. adequate 
4. incomplete 
5. comprehensive 
6.boring 
7. applicable 
8.meaningless 

2 
2 
2 
2 
2 
2 
2 
2 

3 
3 
3 
3 
3 
3 
3 
3 

4 
4 
4 
4 
4 
4 
4 
4 

5 
5 
5 
5 
5 
5 
5 
5 

worthless 
useful 
inadequate 
complete 
shallow 
stimulating 
inapplicable 
meaningful 
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For each of the following items, choose 
the point on the range from 1 to 5 that 
describe your approach to selling? 
(circle your response) 

Describes me 
not at all 

1 2 3 4 

Describes 
me 

perfectly 
5 

1. Basically, I use the same approach with most customers. 
2. I vary my style from situation to situation. 
3. I like to experiment with different sales approaches. 
4. I find it difficult to adapt my presentation style to certain customers. 
5. Each customer requires a unique approach. 
6. I am very sensitive to the needs of my customers. 

7. When I find that my sales approach isn't working, I can easily change 
to another approach. 

8. It is easy for me to modify my sales presentation if the situation calls for it. 
9. I feel that most buyers can be dealt with in pretty much the same manner. 
10. I am very flexible in the selling approach I use. 
11. I try to consider how one customer or prospect differs from another. 
12. I feel confident that I can change my planned presentation when necessary. 
13. I don't change my approach from one customer to another. 
14. I treat all of customers pretty much the same. 
15. I use self-help books, tapes, or videos to improve my selling skills. 
16. I regularly consult Gears of Selling as a refresher. 

2 
2 
2 
2 
2 
2 

2 
2 
2 
2 
2 
2 
2 
2 
2 
2 

Based on your experience or on knowledge you have gained, how long in weeks 
(raw number) does it take a new sales representative in your division to: 

1. Learn the features and specifications of products? 
2. Learn the applications and functions of products? 
3. Establish a base of steady customers? 
4. Reach a sales level achieved by most experienced salespeople in your division? 
5. Learn to communicate product information clearly? 
6. Learn to communicate a sales presentation clearly? 
7. Exceed territory volume and revenue objectives? 
8. What is your overall estimate of how long it takes a new sales representative in your 

division to learn how to do their sales job well? 

m. YOUR IMMEDIATE SALES MANAGER 

3 
3 
3 
3 
3 
3 

3 
3 
3 
3 
3 
3 
3 
3 
3 
3 

4 
4 
4 
4 
4 
4 

4 
4 
4 
4 
4 
4 
4 
4 
4 
4 

5 
5 
5 
5 
5 
5 

5 
5 
5 
5 
5 
5 
5 
5 
5 
5 

Indicate your beliefs about Neither 
each of the following statements Strongly agree nor Strongly 
regarding your sales manager. Disagree Disagree disagree Agree Agree 
(circle your response) 1 2 3 4 5 

1. My sales manager does a good job of helping me develop my potential. 1 2 3 4 5 
2. In general, I am satisfied with my sales manager. 1 2 3 4 5 
3. I enjoy working with my sales manager. 1 2 3 4 5 
4. My sales manager is too interested in his or her personal 

success to care about my needs. 1 2 3 4 5 
5. My sales manager sees that I have the things I need to do my job. 1 2 3 4 5 
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Based on your interactions with 
Very true your immediate sales manager, Very False Very true 

how true is each of the following 1 2 3 4 5 

statements? (circle your response) 

6. Rules with an iron hand. 
7. Encourages continual improvement in my performance. 
8. Speaks in a manner not to be questioned. 
9. Consistently sets challenging goals for me to attain. 
10. Refuses to give in when I disagree with his or her suggestions. 
11. Gives me recognition for improvement in my performance. 
12. Needles me for greater effort. 
13. Lets me know that I need to perform at my highest level. 
14. Demands more than I can do. 
15. Demonstrates confidence in my ability to meet most objectives. 
16. Rides me if I make a mistake. 
17. Gives clear recognition for outstanding work. 
18. Insists that everything be his/her way. 
19. Praises me when my performance is especially good. 
20. Shows approval for me when I put forth my best efforts. 

IV. ABOUT YOU 

1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 

2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 

3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 

4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 

Please give us some information about yourself. 

1. Your age 
2. Your gender (1) female (2) male 
3. Your ethnic background^ 1) African American (2) Anglo 

(3) Native American (4) Mexican American 
4. Your years of formal education (first grade through college or university) 
5. Number of full time jobs you've held with NCH including your present job 
6. Number of months you have been employed with NCH. 
7. Number of months of sales experience you possess 
8. Number of months of sales experience you have had with NCH 
9. Number of months of managerial experience you have had with NCH (if any) 
10. Your income from your sales job for fiscal year 1993: 

(1 ) $21000 to $29999 (5) 
(2 ) $30000 to $39999 (6) 
(3 ) $40000 to $49999 (7) 
(4 ) $50000 to $59999 (8) 

$60000 to $69999 
$70000 to $80000 
greater than $80000 
not employed by NCH in 1993. 

5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 

11. Relative to your 1992 income from your NCH sales job or other job, your 1993 income was: 

(1) over 50% lower (7) 20% to 32% greater 

(2) 33% to 49% lower (8) 33% to 49% greater 

(3) 20% to 32% lower (9) over 50% greater 

(4) 5% to 19% lower (10) Not employed by NCH in 1993 

(5) about the same (11) Employed by NCH for only part of 1993 

(6) 5% to 19% greater 

12. Average number of hours you have worked per week over the last three months 
13. Number of months you have worked for your sales manager 
14. If you manage salespeople (or sales managers), number of individuals who report directly to you. 
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15. Has your sales territory changed in size (in geography or number of prospects) in the last year? 
(1) increased in size (2) decreased in size (3) remained the same 

16. Number of nights per month you spend away from home on your sales job 
17. Eighty percent of your annual sales revenue comes from customers, (raw number). 
18. Eighty percent of your sales revenue comes from products, (raw number). 
19. Days of sales training (not ongoing training) you received in your first year 
20. The amount of sales training you received when you started with the division was 

(1) more than you expected (2) about what you expected (3) less than you expected. 
21. The quality of sales training you received when you started with the division was 

(1) more than you expected (2) about what you expected (3) less than you expected. 
22. Number of working days you have missed in the last six months (or months you have been 

employed with the division) because of personal illness 
23. Number of working days you have missed in the last six months (or months you have been 

employed with the division) because of exhaustion or depression 

V. YOUR BELIEFS ABOUT YOUR ABILITY AND WORK IN GENERAL. 

Neither 
Indicate your beliefs concerning Strongly agree nor Strongly 
the following statements about Disagree Disagree disagree Agree Agree 
yourself and your job. (circle 1 2 3 4 5 
your response) 

10. 
11. 

12. 
14. 
15. 

1. I am good at selling. 
2. It is difficult for me to put pressure on a customer. 
3. I know the right thing to do in selling situations. 
4. I find it difficult to convince a customer who has a different 

viewpoint than mine. 
5. My temperament is not well-suited for selling. 
6. I am good at finding out what customers want. 
7. It is easy for me to get customers to see my point of view. 
8. I live, eat, and breathe my job. 
9. I feel the most important things that happen to me involve my job. 

I feel the major satisfaction in life comes from my job. 
I am really a perfectionist about my work. 
I feel most things in life are more important than work. 
A job is what you make of it. 
In most types of jobs, people can pretty much accomplish 
whatever they set out to accomplish. 

16. If you know what you want out of a job, you can find a job 
that gives it to you. 

17. If somebody is unhappy with a decision made by their manager, 
they should do something about it. 

18. Getting the job you want is mostly a matter of luck. 
Making money is primarily a matter of good fortune. 
Most people are capable of doing their jobs well if they make the effort. 

21. In order to get a really good job you need to have family members 
or friends in high places. 

22. Sales success is usually a matter of good fortune. 
23. When it comes to landing a really good job, who you know 

is more important than what you know. 
Success goes to the salespeople who perform well on the job. 
To make a lot of money you have to know the right people. 
It takes a lot of luck to be an outstanding employee on most jobs. 

19 
20 

24 
25 
26 

2 
2 
2 

2 
2 
2 
2 
2 
2 
2 
2 
2 
2 

2 
2 
2 
2 

4 
4 
4 

4 
4 
4 
4 
4 
4 
4 
4 
4 
4 

2 3 4 5 

2 3 4 5 

4 
4 
4 
4 

2 3 4 5 
2 3 4 5 

4 
4 
4 
4 



27. People who perform their jobs well generally get rewarded for it. 1 2 3 4 5 
28. Most employees have more influence on their mangers than they 

think they do. 1 2 3 4 5 
29. The main difference between people who make a lot of and people 

who make a little money is luck. 1 2 3 4 5 
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When you are under 
stress in your job, how Almost never Almost always 
often do you do each 1 2 3 4 5 
of the following? 
(circle your response) 

9. 
10, 

11, 

12. 
13. 
14. 
15. 
16. 

17. 
18. 

19. 
20. 

21. 

22. 

23. 
24. 

25. 
26. 

27. 
28. 
29. 
30. 
31. 
32. 
33. 

Meet with my manager and discuss the situation which caused the stress. 
Take tranquilizer or drugs. 
I say to myself that this is not real. 
I come up with several alternative solutions to the problem. 
Take a trip. 
I make a plan and follow it. 
Attend sporting, cultural, or commercial events. 
I take things one step at a time. 
Give my best effort to do what I think is expected of me. 
I talk with people who are involved in the situation which 
caused stress. 
I think about how a person I admire would handle the situation 
and use that as a model. 
Smoke cigarettes, cigars, or pipe. 
I try to find a new source of faith to believe in. 
Avoid being in the situation if I can. 
I accept the situation because there is nothing that can be done. 
Watch TV. 
I work on changing policies which caused this situation. 
I remind myself that work is not everything. 
Drink alcohol in a moderate amount. 
I take it out on family or friends by getting angry at them. 
I am inspired to do some creative activity outside of work. 
I hope a miracle will happen. 
I try to forget the whole thing. 
Decide what I think should be done and explain this to 
the people who are affected. 
I avoid being with people in general. 
I refuse to believe that it has happened. 
I try to work more efficiently. 
Do physical exercise. 
Have fantasies about how things would work out. 
Eat snacks. 
Turn to prayer or spiritual thought. 
I devote more time and energy to my job. 
Alter my appearance. 

2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 

2 
2 
2 
2 
2 
2 
2 
2 
2 
2 

4 
4 
4 
4 
4 
4 
4 
4 
4 

4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 

4 
4 
4 
4 
4 
4 
4 
4 
4 
4 

2 3 4 5 
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Please circle the number that Definitely Absolutely 

best describes your response to Absolutely Not Possibly Definitely Strongly 

each item about life in general. Not 2 3 4 5 

(circle your response) 1 

1. I feel that life is worthwhile. 
2. I wish I had never been born. 
3. I feel that there is more disappointment in life than satisfaction. 
4. My future looks hopeful and promising. 
5. Things have worked out well for me. 
6. When I wake up in the morning I expect to have a miserable day. 
7. When I look back, I think life is good for me. 
8. I want to run away from everything. 
9. Living is a wonderful adventure for me. 
10. I am a happy person. 
11. The future looks so gloomy that I wonder if I should go on. 
12. When I get up in the morning I expect to have an interesting day. 
13.1 feel that life is drudgery and boredom. 
14. I feel blue and depressed. 
15. For salesperson with my record and qualifications, a good sales 

job is always available. 

2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 

3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 
3 

4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 

5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 
5 

1 2 3 4 

Indicate your beliefs concerning 
the effort you put into your job. 
(circle your response) 

Strongly 
Disagree 

1 
Disagree 

2 

Neither agree 
nor disagree 

3 
Agree 

4 

Strongly 
Agree 

5 

1. 
2. 
3. 
4. 

1 often do extra work for my job that really isn't required. 
I believe that I work less hard than other salespeople in my division. 
I sometimes try to get even rather than forgive and forget. 
Based on my full potential as 100 percent effort, I usually input: 

1 2 
1 2 
1 2 

4 
4 
4 

less than 50 percent effort. 
50 to 60 percent effort. 
61 to 70 percent effort. 
71 to 80 percent effort. 
81 to 90 percent effort. 
91 to 100 percent effort. 

.(1) 

.(2) 

.(3) 

.(4) 

.(5) 

.(6) 

Indicate how strongly you agree or Neither 
Strongly disagree with the following Strongly agree nor 

Agree 
Strongly 

statements regarding how you solve Disagree Disagree disagree Agree Agree 

problems on your job. (circle your 1 2 3 4 5 

response) 

1. I am usually able to think up creative and effective alternatives 
to solve a problem. 

2. I have the ability to solve most problems even though initially 
no solution is immediately apparent. 

3. Many problems I face are too complex for me to solve. 
4. I make decisions and am happy with them later. 
5. When I make plans to solve a problem, I am almost certain 

that I can make them work. 

1 2 3 4 5 

1 2 3 4 5 
1 2 3 4 5 
1 2 3 4 5 

1 2 3 4 5 
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6. Given enough time and effort, I believe I can solve most problems 
that confront me. 

7. When faced with a novel situation I have confidence that I can 
handle problems that may arise. 

8. I trust my ability to solve new and difficult problems. 
9. After making a decision, the outcome I expected usually matches 

the expected outcome. 
10. When confronted with a problem, I am unsure of whether I 

can handle the situation. 
11. When I become aware of a problem, one of the first things 

I do is to try to find out exactly what the problem is. 

1 2 3 4 5 

2 3 4 5 
2 3 4 5 

2 3 4 5 

2 3 4 5 

2 3 4 5 
2 3 4 5 

For each item indicate how Definitely do Definitely 
you respond when you have a not react this react this 
problem on your job. (circle way way 
your response) 1 2 3 4 5 

13. Lose motivation to do my job as well as I might otherwise. 1 2 3 4 5 

14. Start my calls late or check-it-in early because I am not in 
the mood for work. 1 2 3 4 5 

15. Call in sick occasionally because I don't feel like working. 1 2 3 4 5 
16. Put less effort into my job. 1 2 3 4 5 
17. Take a lot of coffee/coke breaks or a long lunch. 1 2 3 4 5 

VI. YOUR MARKET VALUE AND EMPLOYMENT INTENTIONS 

1. For any salesperson in your industry, how would you describe the number of available sales 
jobs with your qualifications? 

(1 ) a great number of sales jobs exists 
(2 ) a minuscule number of sales jobs exists. 

For each of the following Neither 
items, please indicate your Strongly agree nor Strongly 
beliefs regarding your future Disagree Disagree disagree Agree Agree 
with this company, (circle your 1 2 3 4 5 
response) 

2. During the next six months, I intend to search for another full-time job. 
3. I seldom think about what it would be like should I quit my sales job. 
4. I intend to leave this division during the next six months. 
5. I intend to quit my sales job here. 
6. I fit in at NCH. 
7. I regularly think about quitting my job. 
8. Thoughts of quitting seldom cross my mind. 
9. I have never deliberately said something that hurt someone's feelings. 

4 
4 
4 
4 
4 
4 
4 
4 
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For the following items, estimate the chances for each of the following items using the following 
coding scheme. 1 = 0% chance 2 = 20% chance 3 = 40% chance 4 = 60% chance 5 = 80% chance 
6 = 100% chance 

10. If you ever decided to quit your sales job here, what are the chances 
you would quit without having accepted an alternative job offer first? 

11. Generally, what are the chances that you could receive an 
offer for an alterative sales job that is better than your present job, 
if that were your goal? 
What are the chances that you will search for an alterative job 
within a year? 
Given your sales performance or development in your sales job, 
what are the chances that you can remain in your present job? 

12 

13. 

1 2 3 4 5 6 

1 2 3 4 5 6 

1 2 3 4 5 6 

1 2 3 4 5 6 

Neither 
Indicate your beliefs regarding Strongly agree nor Strongly 
employment opportunities outside of Disagree Disagree disagree Agree Agree 
NCH. (circle your response) 1 2 3 4 5 

14. By and large, the jobs I would get if I left this division are inferior 
to the job I have now. 

15. My sales job here is the best one for someone like me 
in today's job market. 

16. Other than commission sales there simply aren't very many 
jobs for people with my desires and abilities in today's job market. 

1 2 3 4 5 

1 2 3 4 5 

1 2 3 4 5 

How true is each of the following Very False Very true 
statements? (circle your response) 1 2 3 4 5 

17. I have searched for an another job since I joined this sales organization. 1 2 3 4 5 
18. I have found a better alterative than my present job if I want it. 1 2 3 4 5 
19. I am exerting a great deal of effort in searching for an alternative job. 1 2 3 4 5 

VI. YOUR ATTITUDES TOWARDS YOUR DIVISION AND YOUR SALES JOB 

Indicate the accuracy each of the Very Very 
following statements about how you Inaccurate accurate 
carry out your sales job ? (circle 1 2 3 4 5 
your response) 

1. I feel certain about how much authority I have. 
2. Clear, planned goals and objectives exist for my job. 
3. I know that I have allocated my time effectively to different 

aspects of the job. 
4. I know what my responsibilities are. 
5. I know exactly what is expected of me. 
6. Explanation is clear of what has to be done. 
7. I have to do things the company wants that could be done better my way. 
8. I receive a sales objective without the resources to complete it. 
9. I have to buck a rule or policy in order to make sales. 
10. I work with two or more groups who operate quite differently. 
11. I receive incompatible requests from two or more people. 

2 3 4 
2 3 4 

4 
4 
4 
4 
4 
4 
4 
4 
4 
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12. I do things that are apt to be accepted by one person, a customer 
for example, and not accepted by others, for example, my boss. 

13. I receive a sales objective without adequate support from the division. 
14. I spend too much time on unnecessary things. 
15 .1 am given enough time to do what is expected of me on my job. 
16. It often seems like I have too much work for one person to do. 
17. The performance objectives on my job are too high. 

2 
2 
2 
2 
2 
2 

3 
3 
3 
3 
3 
3 

4 
4 
4 
4 
4 
4 

Neither 

Indicate how well each item Strongly agree nor Strongly 

describes the stress associated Disagree Disagree disagree Agree Agree 

with your sales job. (circle 1 2 3 4 5 

your response) 

18. My job tends to directly affect my health. 
19. I work under a great deal of pressure. 
20. I have felt fidgety or nervous as a result of my job. 
21. If I had a different job, my health would probably improve. 
22. Problems associated with my job have kept me awake at night. 
23. I have felt nervous before attending meetings with my sales manager. 
24. I often take my job home with me in the sense that I think 

about it when doing other things. 
25. I have never been irked when people expressed ideas very 

different from my own. 
26. I feel I treat some customers as if they were impersonal "objects." 
27. I feel indifferent toward some of my customers. 
28. 1 feel a lack of personal concern for my sales manager. 
29. I feel I'm becoming more hardened toward my sales manager. 
30. I feel I have become callous towards customers. 
3 1 . 1 feel insensitive towards support employees. 
32. I feel I am becoming less sympathetic toward top sales 

management in Irving. 
3 3 . 1 feel alienated by the top sales management. 
34. Working with customers is really a strain for me. 
35. I feel I am working too hard for my customers because 

they're too demanding. 
36. Working with my sales manager directly puts heavy duty stress on me. 
37. I feel emotionally drained by the pressure my sales manager puts on me. 
38. I feel frustrated because I can't work directly with nonsales employees 

(e.g. shipping, order processing, customer service). 
39. I feel I work too hard trying to satisfy nonsales employees of the company. 
40. I feel dismayed by the actions of top management. 
41. I feel burned out from trying to meet top management's expectations. 

2 
2 
2 
2 
2 
2 

3 
3 
3 
3 
3 
3 

1 2 3 

2 
2 
2 
2 
2 
2 
2 

2 
2 
2 

2 
2 
2 

2 
2 
2 
2 

3 
3 
3 
3 
3 
3 
3 

3 
3 
3 

3 
3 
3 

3 
3 
3 
3 

4 
4 
4 
4 
4 
4 

4 
4 
4 
4 
4 
4 
4 

4 
4 
4 

4 
4 
4 

4 
4 
4 
4 

5 
5 
5 
5 
5 
5 
5 

5 
5 
5 

5 
5 
5 

5 
5 
5 
5 

VII. YOU AND THE DIVISION 

Indicate how well each item 
describes your relationship Strongly Neither agree Strongly 

with your selling Disagree Disagree nor disagree Agree Agree 

organization, (circle your 1 2 3 4 5 

response) 
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1. I do not feel a strong sense of belonging to my division. 
2. My division has a great deal of personal meaning for me. 
3. I do not feel emotionally attached to my division. 
4. I do not feel like part of the family at my division. 
5. I would be very happy to spend the rest of my career with my division. 
6. I enjoy discussing my division with outsiders. 
7. I really feel as if my division problems are my own. 
8. I think I could easily become as attached to another organization as 

I am to my division. 
9. I'm always willing to admit it when I make a mistake. 
10. I do not feel any obligation to remain with my division. 
11. Even if it were to my advantage, I do not feel it would be 

right to leave my division now. 
12. I would feel guilty if I left my division now. 
13. My division deserves my loyalty. 
14. I would not leave my division right now because I feel 

obligated to the people in it. 
15. I owe a great deal to my division. 
16. Right now, staying with my division is a matter of necessity 

as much as desire. 
17. Too much of my life would be disrupted if I decided I wanted to 

leave my division now. 
18. One of the major reasons I continue to work for my division is that 

leaving would require considerable personal sacrifice-another 
organization may not the overall benefits I have. 

19. I feel that I have too few options to consider leaving my division. 
20. One of the few negative consequences of leaving the division would be the 

scarcity of available alternatives. 
21. It would be very hard for me to leave the division right now, even 

if I wanted to. 
22. It wouldn't be too costly for me to leave my division in the near future. 
23. I am not afraid of what might happen if I quit my job without having 

another one lined up. 
24. If I had not already put so much of myself into this organization, I might 

consider working elsewhere. 

2 
2 
2 
2 
2 
2 
2 

2 
2 
2 

2 
2 
2 

4 
4 
4 
4 
4 
4 
4 

4 
4 
4 

4 
4 
4 

2 3 4 5 
2 3 4 5 

2 3 4 5 

2 3 4 5 

2 3 4 5 
2 3 4 5 

2 3 4 5 

2 3 4 5 
2 3 4 5 

2 3 4 5 

2 3 4 5 

Indicate to what extent each of Not very Very 
the following statements Not at all much Somewhat Much much like 
describes your relationship with like me like me like me like me me 
friends and family, (circle your 1 2 3 4 5 
response) 

1. When I'm with my friends, I feel completely able to relax and be myself. 1 2 3 4 5 
2.1 share the same approach to life that many of my friends do. 1 2 3 4 5 
3. People who know me trust me and respect me. 1 2 3 4 5 
4. No matter what happens, I know that my family will always be there for me 

should I need them. 1 2 3 4 5 
5. When I want to go out to do things I know that many of my friends would 

enjoy doing these things with me. 1 2 3 4 5 
6.1 have at least one friend I could tell anything to. 1 2 3 4 5 
7. Sometimes I'm not sure if I can completely rely on my family. 1 2 3 4 5 
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8. People who know me think I am good at what i do. 
9.1 feel very close to some of my friends. 
10. People in my family have confidence in me. 
11. My family lets me know they think I am a worthwhile person. 
12. People in my family provide me with help in finding 

solutions to my problems. 
13. My friends would take the time to talk over my problems, 

should I ever want to. 
14.1 know my family will always stand by me. 
15. Even when I am with my friends I feel alone. 

2 
2 
2 
2 

1 2 
1 2 
1 2 

4 
4 
4 
4 

4 
4 
4 

1 2 3 4 5 

Neither 
Indicate your beliefs regarding Strongly agree nor Strongly 

the following statements about Disagree Disagree disagree Agree Agree 

your life and your job. (circle 1 2 3 4 5 

your response) 

1. In most ways my life is close to my ideal. 
2. There have been occasions when I felt like smashing things. 
3. The conditions of my life are excellent. 
4.1 am satisfied with my life. 
5. So far, I have gotten the important things I want in life. 
6. If I could live my life over, I would change almost nothing. 
7.1 find real enjoyment in my job. 
8. I like my job better than the average worker does. 
9. I am seldom bored with my job. 
10.1 would not consider taking another job. 
11. Most days I am enthusiastic about my job. 
12.1 feel fairly well satisfied with my job. 
13. At times I have really insisted on having things my own way. 

2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 
2 

4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 
4 

CONGRATULATIONS YOU HAVE COMPLETED 100% OF THE SURVEY!! 
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February 23, 1995 

Dear Sales Colleague: 

At NCH, continued growth and success is important to each of us. On a personal level 
you know your success will increase by sitting back every now and then to review what 
you do on a day-to-day basis. You examine what's working, what needs to be improved, 
and then... you take the appropriate action! 

We're trying to do the same thing. We need your perspective on things that are working 
and areas that need improvement. NCH has contracted with Dr. Jeff Sager at The 
University of North Texas to help us better understand and meet your needs. 

Dr. Sager's survey focuses on issues related to sales success, management, training, 
marketing, and your general impressions about what you do as a sales representative. All 
surveys will be sent to Dr. Sager, and your responses will be kept confidential. 

Taking a few minutes of your time to complete the survey will help us provide the kind of 
support and training that's most meaningful to you. 

Thanks! 

Best regards, 

Jim Friedberg / Don Carafiol 
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February 23,1995 

Dear NCH Sales Associates: 

Enclosed please find your "NCHSales Survey". You have been selected to record your 
impressions of: your job; what you do; your customers; and your company. NCH needs 
your evaluations in these areas so we can provide the training and support that's most 
meaningful to you. 

The survey is simple to complete and we encourage you to be spontaneous as you answer. 
First impressions are usually the best impressions! The survey should take a few minutes 
and you are encouraged to complete the booklet in the quiet of your home. 

Your responses are confidential! We need your candid feedback because the data are 
useful only if you respond honestly. All surveys will be mailed directly to The 
University of North Texas. Data will be coded into our computer at The University of 
North Texas and the original survey destroyed. 

Your responses will be combined with those of your colleagues across the country. The 
trends that emerge from the responses of all of your fellow sales representatives will be 
shared with the Levy's, Jim Friedberg and Don Carafiol. Your collective "input" will 
help the leadership of your company make more informed decisions regarding training, 
recruiting, management technique and other key procedures that may effect the growth of 
the company. 

Your company is anxious to receive your feedback in order to do a better job for you. 
Please feel free to make any suggestions or comments regarding the survey on the last 
page. 

Thank you for your help! 

Sincerely, 

Jeff Sager, Ph.D. 
Associate Professor of Marketing 
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