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The purposes of this study were to measure and

compare the knowledge level of sales personnel employed

by a ladies' apparel manufacturer and to examine the

need for a training program for sales managers, sales

secretaries, and sales representatives. The data were

gathered through a four-part questionnaire developed by

the researcher.

Sales personnel were rated as having low, medium,

or high knowledge. The majority rated as having medium

knowledge. No significant differences in knowledge level

were evident relative to sales position or length of

employment. Training needs tended to have little

variance among respondents.
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CHAPTER I

INTRODUCTION

Probably nothing has so hindered the acceptance of

sales training as the erroneous cliche, "salesmen are

born, not made." Unfortunately, even today all too many

people, including some sales managers, still believe that

a great salesman is born with sales ability--that he

cannot be trained. Stanton and Buskirk found that "this

adage simply is not true. All salespeople need some

training" (3. p. 320). Even the accomplished sales

representative who has been with the firm for years needs

training on new products and continual reviewing and

refining of his selling techniques.

A sales trainee needs a certain amount of infor-

mation about a company's history and organization. Also

the training program should include an explanation of

company policies and procedures and reasons for them.

Besides the obvious goals of stimulating sales personnel

and increasing their productivity, training programs

can have other objectives. One result usually expected

is a lower employee turnover rate. Other possible

benefits to the company are better morale, better control
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over employees, better customer relations, and lower

selling costs.

Good training programs often lower the turnover of

sales personnel because well-trained employees are less

likely to fail on the job than are untrained ones.

Industry is replete with examples of firms that push

employees into the field without adequate training, only

to have them quit when they fail. Such companies do

not give their employees a chance when they force them to

face customers without adequate product knowledge and

without sound selling techniques.

Manufacturing firms are beginning to realize that

the supply of proven sales representatives is scant and

that a great deal of sales training must be done to

create an able sales person. Studies have indicated that

the sales results are higher for firms which have

developed excellent sales training programs (2). These

results have forced the thoughtful sales manager to

develop effective training programs for his organization.

Assuming that the knowledge level of an employee is

related to the job training received, the purposes of

this study were to measure and compare the knowledge

level of sales personnel employed by a ladies' apparel

manufacturer. The need for a training program for sales
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managers, sales secretaries, and sales representatives

was examined.

This study may provide apparel manufacturers with

direction in the training needs of sales employees. The

training program is a vital link in the process of

converting the new sales recruit into a full-fledged,

productive member of the work group. As Bienvenu

stated,

The day has arrived when training cannot be
looked upon simply as an isolated aspect of
productivity; rather, it must be viewed as an
integral part of an overall plan to maintain
and increase worker proficiency and contri-
bution to the organization (1, p. 80).

Statement of the Problem

This study concerned the knowledge level of sales

personnel employed by a ladies' apparel manufacturer in

relation to company history and policy. The need for a

training program for sales managers, sales secretaries,

and sales representatives was examined.

Objectives

The objectives of this study were as follows:

1. To determine the knowledge level concerning

company history and policy of sales personnel employed

by a ladies' apparel manufacturer;
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2. To examine the need for a training program for

sales managers, sales secretaries, and sales representa-

tives;

3. To compare the knowledge level of sales personnel

employed one year or less with those employed longer than

one year;

4. To compare the knowledge level of sales personnel

employed by the six different production divisions

within the company;

5. To compare the knowledge level among the three

classifications of sales personnel including sales

managers, sales secretaries, and sales representatives.

Hypotheses

To carry out the objectives of this study, the

following hypotheses were tested.

1. There will be a correlation between knowledge

level of company history and policy and length of

employment;

2. The mean knowledge level will differ among sales

personnel employed by the six different production

divisions;

3. The mean knowledge level will differ among

sales managers, sales secretaries, and sales repre-

sentatives.
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Limitations

The results of this study were limited by the

following factors:

1. The instrument used to gather the data;

2. The degree of objectivity displayed by the

respondents.

Delimitations

The study was limited to sales managers, sales

secretaries, and sales representatives employed by one

ladies' apparel manufacturing firm located in Dallas,

Texas. Areas of knowledge considered were limited to

company history and policies.

Definition of Terms

The following terms have restricted meaning and

were thus defined for this study.

Sales personnel includes sales managers, sales

secretaries, and sales representatives.

Sales manager is an administrator who has charge

of the sales force and has some responsibility for

product, price, and channel policies.

Sales representative is one employed to represent

one or more lines of clothing in a given territory.
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Sales secretary is one employed to handle correspon-

dence and manage routine and detail work for the sales

manager.

Knowledge level refers to familiarity in the areas

of company history and policy.

Short-term employees are those employed by the firm

for one year or less.

Long-term employees are those employed by the firm

for over one year.

Division refers to a department involved specifi-

cally with one brand name of clothing.
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CHAPTER II

REVIEW OF LITERATURE

Importance of Training

Everyday, more and more companies realize that an

untrained or insufficiently trained sales force can

lead to their downfall. The disasters that can result

from insufficient sales training are numerous. Market

share deteriorates, corporate images are sullied, sales

of new products stall, existing products are preempted,

and companies are swallowed whole by acquisitors because

there is no disciplined skilled, motivated sales force

in the front line (16).

Laird (10) believes training is important to all

industry. The development of "people power" is the

largest single opportunity that remains for the

development of a major competitive advantage. On any

statistical basis, industry is grossly underinvesting in

human assets as compared with investments in plant and

equipment (10). DeArmond (6) found that most of the

present training efforts fall short of the results which

could be achieved with the tools which are rapidly

becoming available.
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Besides the obvious goals of stimulating employees

and increasing productivity, training programs can have

other objectives. Stanton and Buskirk (14) found the

following five objectives predominate in current

training programs: (1) lower turnover, (2) better

morale, (3) control of employees, (4) improved customer

relations, and (5) lower selling costs.

Turnover can be minimized since well-trained

employees are less likely to fail on the job than are

untrained ones. Closely tied to turnover is the matter of

morale. An employee who is confident that the needed

training has been given has a better attitude toward the

job and the company than does an employee who is suddenly

thrust into the business world without proper preparation.

The training program also leads to the control of

employees as it serves to establish the type of behavior

expected. A good training program teaches the sales

employees how to render service to customers. Employees

should learn how to avoid overselling, how to determine

which products are needed, and how to adjust complaints.

The training program should also instruct employees in

the control and reduction of expenses.

Training Needs of Sales Personnel

According to Stanton and Buskirk (14), all sales-

people need some training. The new employee with
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substantial sales experience still must be instructed

about the company's products and its methods of selling.

Although much selling ability is transferable, the

employee must be taught how to sell the new employer's

products in the way the company wants them sold. Finally,

there is the new employee with little or no selling

experience who must be trained completely in selling

techniques along with all other aspects of the job.

Stanton and Buskirk found that "selection efforts,

no matter how excellently executed, can be nullified

completely if the new recruit is not properly integrated

into the organization" (14, p. 280). Proper introduction

provides an understanding of the nature and objectives

of the work which leads to greater efficiency and

productivity. The new recruit also learns what is

expected of him, the relationship of the specific job

to the total work process, and the way in which the job

is to be done.

It is better to overestimate the amount of training

required than to underestimate it (14). Tosdal found

that the extent of training required depends upon

1. The difficulty and complexity of the selling

task;

2. The amount of general education and training

an employee may have had;
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3. The sales personnel's previous selling experi-

ence;

4. The type of buyers whom the sales personnel

are to approach (17).

Sales personnel are ordinarily called upon to

perform such routine tasks as recording sales trans-

actions, submitting orders for delivery, preparing

expense reports, and handling inquiries. Trainees must

receive instruction in the performance of routine duties

in order to perform them properly and efficiently.

Sales training can be far more profitable if it

teaches the sales personnel to analyze the customer's

business. Once this is accomplished the customer's

objectives can be determined. The sales representative

can then tailor the presentation to the individual

account.

Still and Cundiff (15) in an analysis of training

programs for sales representatives found that the three

most common shortcomings were the following:

1. Training programs devote too much time to

general company background, history, and prestige

building;

2. Training programs devote too much time to

technical details of production. Production detail is
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important to sales personnel only to the extent that it

can be used to advantage in the selling operation;

3. Training programs devote too much time to

involved courses in sales psychology that are not tied

in with practical company sales problems.

One apparel company which has found its approach to

training to be successful has a program for newly-hired

and inexperienced sales personnel and requires approxi-

mately five weeks (11). Four weeks are spent at the

corporate headquarters. Two of the four weeks are

devoted to product knowledge where the sales personnel

learn how to sell the product. The third week is devoted

to learning about markets, types of buyers, order

frequency, and method of payment. The fourth week is

spent at the factory to help the employees understand

how the various components of garments are cut, stitched,

finished, and packaged for distribution. Time is spent

in quality control gaining an understanding of company

quality requirements. Woven throughout this training

program are sessions on marketing orientation, selling

techniques, and company orientation. The fifth week is

spent at regional headquarters reviewing the territory,

accounts, and schedules. According to MacDonald and

Bailey (11), the increased sales volume of this company
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has proven that the training needs of sales personnel

are being met under this program.

Still and Cundiff found that "sales training is a

never-ending process" (15, p. 202). An introductory

training program is necessary and desirable, but it can

give a trainee too much to remember at once. A

continuing training program is needed. New products,

refinements, new types of selling aids, and new selling

suggestions all require that the education of the sales

employee continue as long as the job does (15).

Shahdanian (13) found that sales training is a

continuing activity and should be utilized for all sales

employees regardless of how long they may have been

employed. Experienced employees may need refresher

training, both in improved selling techniques and new

product information.

Age Variable

Age should be considered in planning training as

young recruits may have inadequate knowledge of selling

tehcniques. On the other hand, some trainees may have

considerable unlearning to do before they get started.

In a study of a large service company, sales repre-

sentatives' performances were ranked and those younger

than twenty-five years of age rated higher than those

over fifty years of age. This company found that the
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employees under age twenty-five were more receptive

toward training than those over fifty years (9).

Training Variables

Company Knowledge

Bienvenu (1) found that company information is of

great value. Knowledge of the company can help to

alleviate the new employee's feelings of strangeness and

uneasiness. An employee gains confidence in the product

being produced when he is aware of the contributions of

the company to the industry and to the community.

Knowledge of the company's policies in respect to

community, labor, stockholders, and customer relations

can be useful to the sales representative.

It is axiomatic that the training program should

include a complete statement of the company's personnel

policies for the sales department (8). The trainee

should be informed concerning selection procedures,

promotion opportunities, compensation and incentive

plans, retirement plans, medical plans, and other

benefits. Such information is important to the morale

of the new employee.

Product Knowledge

Brown found that ". . . product knowledge is to a

sales representative what capital is to a business"
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(3, p. 141). It is a vital part of the sales repre-

sentative's stock in trade. Knowledge of products and

company will add to the employee's self-assurance and

spark enthusiasm. A sales counselor, Paul Ivey, said

"The first principle of salesmanship is to know your

merchandise from A to Z, so that you can take the value

out of your merchandise and paint a picture of it on the

customer's mind" (3, p. 144).

Knowledge of the product must be the basic point

stressed in any sales training program (16). For this

reason, Haslam stated,

Training is important, more now than ever
before. The market is tougher, products are
more complicated, the more he knows about
the product and the market, the less he'll
have to come running back to the home office
when a question comes up (16, p. 55).

Sales employees must be continually trained and

retrained. Companies cannot afford to let sales

personnel slip into ruts. Employees must improve their

techniques and understand the implications of a new

product.

The sales representative needs to know enough about

his product to give the customer confidence in his

recommendations and advice (15). Adequate product

knowledge results in better, more enthusiastic selling.
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If the product is a highly technical one, over half of

the program might be needed for product knowledge.

More and more companies are requiring sales trainees

to undergo a period of technical training at the factory

(4). Technical training makes it possible for the

trainee to observe the product in actual production.

It is desirable to require trainees to study the

products of competitors (3). Brown (3) found that the

sales representative who is well-informed as to the

strengths and weaknesses of leading competitive products

has a decided advantage. He can concentrate his sales

presentation upon those qualities in which his product

is superior to others and can prepare better answers to

customer's questions.
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CHAPTER III

PROCEDURE AND METHODOLOGY

Permission and full cooperation to utilize the sales

personnel in researching this project wereobtained from

each of the national sales managers at a Dallas based

dress manufacturing firm. Due to the size of the

population, geographic distribution, and time factors,

the basic procedure of this study involved a mailed

questionnaire. The following section includes a

description of the population, the administration and

description of the instrument, and the method of data

analysis used for this research study.

Population Selection

The population consisted of sales personnel from a

Dallas based ladies' apparel manufacturing firm. The

following requirements were met in order to assure that

the group was sufficiently homogeneous for comparison.

1. All of the participants were employed by the

same ladies' apparel manufacturing firm;

2. The participants held jobs involving sales.

Positions found within the sales department included that

of sales manager, sales secretary, and sales representa-

tive.

19
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The dress manufacturing firm selected is one of the

largest in Dallas and employs approximately 120 sales

personnel. The rapid growth of the firm in a sixteen-

year period made it a prime candidate for this research.

One company administrator said, "The firm opened in the

latter part of 1964 and employed two sales representatives.

It now has nationwide representation from its sales

force" (1). The company had eight sales managers,

fifteen sales secretaries, and ninety-seven sales repre-

sentatives at the time the research was conducted.

Data Collection Method

A four-part questionnaire was used to collect data.

The first part obtained information on the variables

related to personal data, demographics, and employment

status. The second and third parts of the questionnaire

were designed to measure the sales personnel's knowledge

of the company's history and policies. The fourth part

consisted of a checklist of training needs which required

sales personnel to identify areas they thought should be

covered in a training program for sales personnel. A

copy of the questionnaire may be found in Appendix B.

Administration of Instrument

The questionnaire was mailed to the permanent

address of each road sales representative and to the
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company offices for sales personnel assigned to New York

and Los Angeles. It was hand delivered to the sales

personnel in the Dallas office and collected the following

week. Names and addresses were obtained from the

personnel office of the manufacturing firm. Each

questionnaire included a cover letter explaining how the

information was to be used. A self-addressed stamped

envelope was included with the questionnaires that were

sent out of town.

One hundred twenty questionnaires were distributed.

A total of sixty-six questionnaires was returned, and all

were usable for analysis. This provided a return rate of

54.9 per cent.

Data Analysis

Computer analysis was used to set up frequency

distributions, determine percentages, and test for levels

of significance. For hypothesis one relating knowledge

level of company history and policy with length of employ-

ment, a Pearson product-moment correlation coefficient

was used to determine significance at the .05 level.

For hypotheses two and three relating knowledge level to

production division and sales position, the difference

between means was tested by a one-way analysis of variance

procedure. Significance was set at the .05 level.
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The knowledge level of the respondents was deter-

mined by first recording the number of questions that

were answered correctly in parts two and three of the

questionnaire. The scores were then divided into

quarters. The fourth quarter was labeled as low

knowledge. Quarters two and three were considered as

indicating medium knowledge. The first quarter was

rated as high knowledge.

Questions four, five, and six of the general

questionnaire provided the data on the three variables

tested in the hypotheses (tenure, production division,

and job title). Information obtained from questions

one, two, seven, and eight was used for descriptive

purposes only. These questions concerned age, educa-

tion, and other positions held within the company.

Questions nine, ten, eleven, twelve, and thirteen were

used to determine the types of training received by the

respondents and to gauge how they felt about it. The

training checklist was included so sales personnel could

rate the importance of different types of information

related to the sales function.



CHAPTER BIBLIOGRAPHY

1. Statement by Fred Kneiburg, administrator, Dallas,
Texas, March, 1980.

23



CHAPTER IV

RESULTS AND DISCUSSION

The objectives of this study were to determine the

knowledge level of sales personnel employed by a ladies'

apparel manufacturer and to examine the need for a

training program for sales managers, sales secretaries,

and sales representatives. Additional objectives were

to compare the knowledge level of sales personnel

employed one year or less with those employed longer than

one year, to compare the knowledge level of sales

personnel employed by the six different production

divisions within the company, and to compare the knowl-

edge level among the three classifications of sales

personnel including sales managers, sales secretaries,

and sales representatives.

Description of Respondents

The population chosen for this research study

included all the sales personnel of a dress manufacturer

based in Dallas, Texas. The total number of question-

naires mailed out was 120. Sixty-six of these were

returned, providing a return rate of 54.9 per cent. The

respondents included three (4.5 per cent) sales managers,

24
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six (9.1 per cent) sales secretaries, and fifty-one

(77.3 per cent) sales representatives.

Age

The respondents were asked to identify themselves

by age. Twenty-four of the respondents (36.4 per cent)

were thirty or under; twenty-two (33.3 per cent) were

thirty-one to forty years old; seventeen (25.5 per cent)

were forty-one to fifty years old; and three (4.5 per

cent) were over fifty. The largest group was in the

category of thirty years of age or under. As the age

increased, the number of respondents decreased.

Education

The respondents were asked to indicate the highest

level of education completed. High school was the

highest level of education completed by eleven (16.7 per

cent) of the sixty-six respondents. Seventeen (25.8

per cent) of the respondents had attended junior college,

and thirty (45.5 per cent) had received bachelor's

degrees. Eight of the respondents specified an answer

not in the three categories mentioned above. Their

answers were as follows.

1. Two respondents had master's degrees in business

administration;
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2. Three had attended college but had not completed

their degrees;

3. One respondent attended one year at the Fashion

Institute of Technology in New York;

4. An associate's degree in business was earned by

one respondent;

5. One respondent had an associate's degree in

merchandising.

The two respondents who had a master's degree were

put in a category by themselves since they had attained

a higher degree. The four respondents who attended

college but did not complete their degrees were

assigned to the high school category since that was

the highest level completed. The two respondents with

associate degrees were put in the junior college category

since two years were completed.

Tenure

Participants were asked to specify the length of

their employment in the clothing industry. Four (6.1

per cent) answered less than two years; twenty-three

(34.8 per cent) answered two to five years; twelve

(18.2 per cent) said six to nine years; and twenty-seven

(40.9 per cent) had worked in the clothing industry for

ten years or more.
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The respondents were asked how long they had been

employed by their present employer. As seen in Table I,

the largest group (24.2 per cent) had been employed for

one year. The same percentage, 16.7 per cent, had been

employed by this company for two years and for five years.

TABLE I

LENGTH OF EMPLOYMENT WITH PRESENT COMPANY

Number of Years Percent Number

Less than 1 9.1 6

1 24.2 16

2 16.7 11

3 6.1 4

4 15.2 10

5 16.7 11

6 3.0 2

7 1.5 1

8 3.0 2

9 1.5 1

13 1.5 1

No answer 1.5 1

Total 100.0 66
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Employment Status

The sales personnel were asked to identify the

position they held with their present employer. Fifty-one

of the sixty-six respondents (77.3 per cent) were sales

representatives, six (9.1 per cent) were sales secretaries,

and three (4.5 per cent) were sales managers. Six of the

respondents (9.1 per cent) specified an answer not in the

categories mentioned above. Their answers were as

follows.

1. One was employed for in-house sales;

2. Three were working as sales associates;

3. One was the vice president of sales;

4. Two were assistants to corporate vice presidents

in the sales department.

The respondents specifying in-house sales, sales

associates, and vice president of sales were treated as

sales representatives. Their major responsibilities fall

in the area of selling merchandise. The two respondents

who are assistants to corporate vice presidents were put

in the category of sales secretaries since their duties

are mainly clerical.

Since sales personnel are at times promoted from

other areas in the company, respondents were asked if they

had held other positions with their present employer.

Fourteen respondents (21.2 per cent) answered yes, and
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fifty-two (78.8 per cent) answered no. The fourteen

respondents who had held other positions specified the

following.

1. Two had worked in customer service;

2. Two had worked as receptionists;

3. Two went from sales secretaries to sales repre-

sentatives;

4. One had been an assistant sales manager;

5. One sales manager had at one time managed a

different division;

6. One sales representative had been employed as

a sales manager;

7. Three sales representatives had been employed

by a division different than their present one;

8. One employee went from road sales to in-house

sales;

9. One sales representative was also in charge of

the sales office in New York.

The participants were asked to identify the produc-

tion division by which they were employed. The company

has six production divisions. In many cases sales

personnel are employed by more than one division at the

same time. Twenty of the respondents (30.2 per cent)

worked for just one division, and three (4.5 per cent)

worked for all the divisions. The majority of respondents
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(42.5 per cent) were employed by two divisions. Table

II shows the different combinations which can be found

within the sales department.

TABLE II

COMBINATION OF DIVISIONS USED FOR
EMPLOYING SALES PERSONNEL

Divisions Percent Number

A, B 19.7 13

A, B, F 10.6 7

A, B, Cr 1.5 1

A, B, D, E 3.0 2

C 21.2 14

C, F 1.5 1

C, D, E 1.5 1

D, E 15.2 10

D, E, F 6.1 4

D, F 6.1 4

E 4.5 3

F 4.5 3

All Divisions 4.5 3

Total 100.0 66
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Knowledge Level

The knowledge level of sales personnel was measured

through the second and third parts of the questionnaire.

The second part dealt with knowledge of the company's

history and included questions on the year the company

was founded, the number of people employed, and the

company's volume. The third part consisted of questions

related to company policies. There was a total of sixteen

questions and only one correct answer for each question.

The responses were scored and divided into quarters.

The first quarter indicated high knowledge. Quarters two

and three represented medium knowledge, and the fourth

quarter represented low knowledge. Low knowledge was

four to seven correct answers, medium knowledge was

eight to ten correct answers, and high knowledge was

eleven to fourteen correct answers.

Table III shows the number of questions that were

answered correctly and the number of respondents that

scored that number. The majority (54.6 per cent)

answered eight to ten of the questions correctly and

was rated as having medium knowledge. Sixteen of the

respondents (24.2 per cent) were rated as having low

knowledge and fourteen (21.2 per cent) rated as having

high knowledge. The results are shown in Table III.
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TABLE III

KNOWLEDGE LEVEL RATINGS OF SALES PERSONNEL

Number of Correct Questions Percent Number

Low Knowledge
4 3.0 2
5 1.5 1
6 9.1 6
7 10.6 7

Subtotal 24.2 16

Medium Knowledge
8 10.6 7
9 15.2 10

10 28.8 19

Subtotal 54.6 36

High Knowledge
11 12.1 8
12 6.1 4
13 1.5 1
14 1.5 1

Subtotal 21.2 14

Total 100.0 66

Company Knowledge

The second part of the questionnaire contained

questions pertaining to the company's background.

Questions about the year the company was founded and about

the company's sales volume were found in this part of the

questionnaire. Table IV shows the correct and incorrect

responses to each question.
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TABLE IV

RESULTS OF THE COMPANY KNOWLEDGE QUESTIONNAIRE

Correct Incorrect
Question N % N %

When was the company founded? 7 10.6 59 89.3

What is the total number of
people employed? 14 21.2 52 78.6

How many sales representatives
are employed? 45 68.2 21 31.8

What was the sales volume in
1979? 29 43.9 37 56.0

Is the company privately or
publicly owned? 63 95.5 3 4.5

How many factories are owned
and operated? 27 40.9 39 59.0

When does the fiscal year
end? 48 72.7 18 27.3

How many accounts are
currently served? 24 35.4 42 63.6

The company knowledge questionnaire contained

questions about the company's background and operation.

The purpose of these questions was to gauge the respon-

dents' knowledge of the company's history and current

operation.

The respondents were asked when the company was

founded. The answers ranged from 1948 to 1968. The

correct answer was 1964, and only seven (10.6 per cent)
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gave the correct answer. Seven of the respondents did

not give an answer. The range of answers given suggests

the respondents were guessing.

The total number of people employed by this company

was between 2,000 and 2,500. Fourteen (21.2 per cent)

gave the correct answer. Although only one-fourth of the

respondents knew the total number employed by this

company, they did seem aware of the number of sales

employees. Forty-five (68.2 per cent) knew that over

seventy-five sales representatives were employed by the

company.

Numbers are very important to a manufacturing firm.

The number of pieces sold by each sales representative

is stressed, but more important is the overall sales

volume of the company. Even with this point being

stressed, only 29 (43.9 per cent) knew that the volume

was over $90 million.

This company is privately owned and sixty-three

(95.9 per cent) knew the answer. Three of the respondents

said it was publicly owned. It is possible they did

not know the meaning of the words.

The company owns and operates between twenty-one and

thirty factories. Twenty-seven (40.9 per cent) gave the

correct answer. This factor does not have too much affect

on sales personnel, but almost one-half knew the answer.
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The fiscal year ends in October at this company.

Forty-eight (72.7 per cent) knew the correct answer, but

each of the possible answers received some responses.

The main concern of sales personnel should be the

accounts served by the company. Only twenty-four (36.4

per cent) knew that between 10,001 and 15,000 accounts

were currently served by the company. This could

indicate that the respondents were just concerned with

the accounts they personally serve, and, therefore, not

aware of the overall number.

The range of answers given in this part of the

questionnaire suggests that sales personnel are not too

aware of the company's background and present operation.

Most sales personnel seem only concerned with those

factors which directly affect them.

Company Policy

The company policy questionnaire contained questions

related to the policies set by this company. Questions

about the policies on markdowns, account factoring, and

consignment selling were included. Table V shows the

correct and incorrect responses to each question.

The company policy questionnaire asked questions

about policies set by the company that directly affect

sales personnel or their accounts. The questions
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TABLE V

RESULTS OF THE COMPANY POLICY QUESTIONNAIRE

Correct Incorrect
Question N % N %

How long is a salesman held
responsible for returns? 23 34.8 43 65.1

What percentage of markdowns
do salesmen pay? 55 83.3 11 16.6

What percentage is off-price? 16 24.2 50 75.7

What outside agency factors
the accounts? 63 95.5 3 4.5

In how many states does the
company factor the accounts? 10 15.2 56 84.7

What is the policy on minimum
number of pieces on orders? 63 95.5 3 4.5

Is merchandise sold on
consignment? 65 98.5 1 1.5

Which address determines who
receives credit on an order? 45 68.2 21 31.8

required the respondents to either

responses or to fill in the blank.

choose from several

Whenever a sales representative changes territories

or is terminated, he is held responsible for returns

from accounts for sixty days. This is a question that

directly affects a sales representative's commission,

but only twenty-three (34.8 per cent) knew the correct

answer.
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Markdown money is often given to accounts. The

reasons for markdowns range from mistakes by the sales

representative to mistakes made by the company in

shipping or production of unsatisfactory merchandise.

When a markdown is given, regardless of who gives the

authorization, sales representatives are required to pay

50 per cent. Fifty-five (83.3 per cent) of the respon-

dents knew the correct answer.

Merchandise is offered to accounts at the end of a

season at a reduced price. This is referred to as

off-price. Only sixteen (24.2 per cent) knew that off-

price was 30 per cent off of the regular price. Answers

ranged from 0 per cent to 67 per cent. This might

account for the misunderstandings that arise when off-

price merchandise is sold to accounts.

At the time the questionnaires were administered,

this company factored most of its accounts through an

outside agency. Sixty-three (95.5 per cent) knew the name

of this agency. The company was also in the process of

transferring the factoring of accounts in some states to

its own control. Memos had been sent out about this

change in procedure. The respondents were asked the

number of states for which an outside agency was not

used. Their answers ranged from two states to



38

fifty states, and only ten (15.2 per cent) knew that

six states was the correct answer.

The policy regarding minimum number of pieces

required for an order to be accepted is very important

to sales personnel. If the minimum is not met, the

orders are not processed. This could account for sixty-

three (95.5 per cent) knowing that the correct answer

was forty-two pieces.

This company does not have the policy of selling

merchandise on consignment. Sixty-five (98.5 per cent)

knew the correct answer.

When an account has two different addresses, a

shipping address and a billing address, the billing

address determines who receives the commission. Sales

personnel seem to have difficulty remembering this since

they are not always aware that the addresses differ.

Forty-five (68.2 per cent) knew the correct answer.

The sales personnel semeed to rate higher on the

questions that dealt with the company's policies than on

the questions about the company's background. This

could suggest that they feel they are more affected by

the policies of the company.

Training Needs

The respondents were asked questions about the

training offered by their present employer. The
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respondents were first asked if they had received any type

of training. The percentage of those who had received

training was 51.5, and 48.5 per cent had not received any

training. The sales personnel who received training

were asked to identify the type of training from the

following choices: (1) classroom training; (2) on-the-

job training; (3) self-instruction, training manual; and

(4) other types. Table VI shows the number of respondents

receiving each type of training. As seen in Table VI,

the largest number of respondents (33.3 per cent) had been

trained on-the-job. Three of the respondents (4.5 per

cent) specified training other than the three types

listed. Those respondents were trained by working

individually with sales representatives who had an

established territory. This enabled them to see how a

sales representative handled the different phases of the

job before they were assigned their own territory.

Sales personnel were asked to rate the training

offered by their present employer. Eleven of the sixty-

six respondents (16.7 per cent) rated the training as

poor; eighteen (27.3 per cent) rated it as fair; twenty-

two (33.3 per cent) rated the training as good; and

twelve (18.2 per cent) said the training was excellent.

Three respondents (4.5 per cent) gave no answer.
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TABLE VI

TYPES OF TRAINING RECEIVED

Type I

Classroom Training

On-the-job Training

Self-Instruction

Other

No Training

Total

Percent

10.6

33.3

3.0

4.5

48.5

100.0

Number

7

22

2

3

32

66

The respondents were asked if more extensive

training, at the time of their employment with this

company, would have been valuable. Thirty-four of the

respondents (51.5 per cent) said yes, and twenty-nine

(43.9 per cent) said no. Three of the respondents (4.5

per cent) did not give an answer.

The respondents were then asked if they would have

benefitted from training on new company policy and

procedures after the first year of employment. Thirty-six

of the respondents (54.5 per cent) said they would have

benefitted from additional training, twenty-seven (40.9

per cent) said additional training was not needed, and

three (4.5 per cent) gave no answer.
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A training checklist was included in the question-

naire. The respondents were asked to rate how important

it would be for a new sales employee to know specific

policies and procedures. The scale of one to five was

used with one being the most important and five being the

least important. Table VII shows how the items were

rated. The item that received the most number one

ratings was the standard completion date. Seventy-four

per cent of the respondents rated it as very important.

The item receiving the fewest number one ratings was

the methods of consolidation,which was rated as very

important by only 24.2 per cent.

The three items which most frequently received a

number one rating, as shown in Table VII, were standard

completion date, minimum order requirements, and start

shipping dates. All three of these items are requirements

that must be met for orders to be accepted for processing.

The six items receiving the fewest number one ratings were

steps in processing an order, credit limits, accounts

shipping priorities, substitution policies, conflicting

account policies, and methods of consolidation. These

items are strictly operational concerns. The low ratings

of these areas show that the sales personnel are not

concerned with the formation and implementation of

operational policies.
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The policies related to the other items in this

table are flexible. The rules surrounding these areas

are not hard and fast. Sales personnel can use their

experience and the account's importance when making

decisions in these areas. This ability is acquired more

through time and experience than through training.

The checklist was used to find out how the respon-

dents rated the importance of specific policies and

procedures. The checklist can serve as a guide for a

company when determining the content and emphasis of a

training program.

Relationship Between Knowledge Level
and Selected Variables

One objective of this study (hypothesis one) was

to explore the possibility that a correlation exists

between a sales personnel's knowledge level and length

of employment. Table VIII shows a breakdown by knowledge

level for the two classifications of employment length.

For sales personnel employed one year or less, a larger

percentage received a low rating on knowledge level, and

a larger percentage of sales personnel employed longer

than one year received a high rating on knowledge level.

To test this hypothesis, a Pearson product-moment

correlation coefficient was computed and significance
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was set at the .05 level. The coefficient was a negative

0.0083, and the correlation was not significant.

TABLE VIII

COMPARISON OF KNOWLEDGE LEVEL IN RELATION
TO LENGTH OF EMPLOYMENT

Knowledge Level
Length of Low Medium
Employment N % N %. ....

1 Year or Less 8 36.0 11 49.5
(N = 22)

More Than 1 Year 6 13.6 26 59.1
(N = 44)

Total Group 14 21.2 37 57.1
(N = 66)

High
N %

3 13.5

12

15

27.3

22. 7

Hypothesis two of this study concerned the mean knowl-

edge level of sales personnel employed by the six different

production divisions. This hypothesis could not be

statistically tested due to a lack of variance in classi-

fication of sales personnel employed by the divisions.

The third hypothesis concerned the mean knowledge

level of sales managers, sales secretaries, and sales

representatives. Table IX shows the knowledge level of

respondents according to employment status. Both

frequencies and percentages are given. There were more

respondents with medium knowledge than high or low

knowledge for the three types of employment status.
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TABLE IX

COMPARISON OF KNOWLEDGE LEVEL IN RELATION
TO EMPLOYMENT STATUS

Knowledge Level
Employment Low Medium High

Status N % N % N %

Sales Manager 0 0.0 2 66.7 1 23.3
(N = 3)

Sales Secretaries 3 37.5 4 50.6 1 12.5
(N = 8)

Sales Represen-
tatives (N = 55) 10 18.0 32 57.6 13 23.4

Total Group 14 21.2 37 56.1 15 22.7
(N = 66)

To test hypothesis three, mean scores for the three

classifications of personnel were calculated. The

significance of the difference between means was tested

by a one-way analysis of variance. Significance was

set at the .05 level. As indicated in Table X, there is

not a significant difference in knowledge level among the

three classifications of sales personnel.

The second and third parts of the questionnaire

were used to determine the knowledge level of the

respondents. The ratings received on these parts of the

questionnaire were not influenced by length of employment,

production division, or sales position.
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TABLE X

ANALYSIS OF VARIANCE FOR KNOWLEDGE LEVEL AMONG
SALES MANAGERS, SALES SECRETARIES, AND

SALES REPRESENTATIVES

Groups

Between Groups

Within Groups

Total

Degrees of Sum of
Freedom Squares.

2 0.1014

63

65

23.3532

23.4546

Mean
Squares

0.0507

0.3707

F-Ratio

0.137



CHAPTER V

SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS

Summary

The objectives of this study were to determine the

knowledge level concerning company history and policies

of sales personnel employed by a ladies' apparel

manufacturer and to examine the need for a training

program for sales managers, sales secretaries, and sales

representatives. The study sample consisted of sixty-six

sales personnel employed by one dress manufacturing

firm located in Dallas, Texas. The data were collected

by questionnaires administered to the respondents.

The questionnaire was divided into three parts. The

first part sought information concerning the respondents'

age, education, employment status, and training history.

The second part of the questionnaire sought to examine

the subjects' knowledge of the company's background. The

third part of the questionnaire asked questions about the

company's policies. A training checklist was included

to give respondents a chance to rate the importance of

items for a training program.

To test the correlation between length of employment

and knowledge level, a Pearson product-moment correlation

47



48

coefficient was computed and tested by the use of a

t=test. Significance was set at the .05 level. The

coefficient was a negative 0.0083, and the correlation

was not significant. The relationship between knowledge

level and sales position was tested by calculting mean

scores and testing the significance by a one-way analysis

of variance, significance was set at the .05 level.

There was not a significant difference in knowledge

level among the three classifications of sales personnel.

A total of 120 questionnaires was distributed and 66

were returned, producing a return rate of 54.9 per cent.

Of thesixty-six respondents, 77.3 per cent were sales

representatives, 9.1 per cent were sales secretaries,

and 4.5 per cent were sales managers. Approximately

one-fifth of the respondents had held more than one

position with their present employer. Sales employees

tended to represent more than one line of clothing at

the same firm.

The largest number of sales personnel had been

employed for just one year with their present employer.

Approximately one-half of the sales employees had been

employed in the clothing industry for ten years or more.

The majority of the respondents was rated as having

medium knowledge. Approximately 50 per cent of the

respondents had received job training. Of those receiving
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training, the majority had received on-the-job training.

The training was rated as good by one-third of the

respondents receiving training. Approximately one-half

of the sample felt extensive training at the time of their

employment would have been valuable and one-half of the

sample felt they would have benefited from refresher

training.

Conclusions

The following conclusions were based on the data

obtained from this study. The conclusions are limited to

this research population and are not intended to describe

any other population.

The majority of the respondents of this study have

medium knowledge of a dress manufacturing company's

policies and history. The ratings received on the

questionnaires on history and procedure were not altered

by length of employment, production division, or sales

position.

The knowledge level ratings received by the respon-

dents support the conclusion that there is a need for

uniform and continuous training of sales personnel. The

answers given by the respondents to questions concerning

training indicate that the response to training would be

favorable. The training checklist can be used in

formulating the content of a training program.
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Recommendations to the Dress Manufacturer

Based on the results of this study, the following

suggestions are recommended to this manufacturing firm.

1. Maintain a uniform training program for all new

employees regardless of position or product division;

2. Conduct training sessions at six-month intervals

to update personnel on new company policies and

procedures;

3. When hiring personnel, make them aware of the

company's history and growth;

4. Cover the points found in the training checklist.

Emphasize completion dates, minimum order requirements,

and start shipping dates since the highest ratings were

given to these areas by sales personnel. (See Table VIII.)

Recommendations for Further Study

Based upon the results of this study, the following

recommendations for further research have been identified.

1. Further research should be done to determine the

affect of training on job performance;

2. To gain insight into the training offered by

this firm, additional study is recommended to determine

the knowledge level of other departments such as customer

service, credit, and order processing;

3. Additional study is recommended to compare the

knowledge level of the sales personnel in this study with
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personnel employed by a firm having an established

training program.
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Dallas, Texas
May 9, 1980

Dear Sales Personnel:

A study is being conducted at North Texas State

University which involves the Fashion Merchandising

program. As a sales employee, I would like to have your

input to further validate this study.

The study is designed to determine the knowledge

level and identify the need for training of sales

personnel in a dress manufacturing firm. In order for

this to be a valid study, I ask that you answer the

questions from your own personal knowledge without

conferring with others.

You will in no way be identified by the results of

this study. As I am requesting information from all

sales employees, your cooperation in completing the

enclosed questionnaire will be greatly appreciated. If

you wish to be informed of the results of the study,

please enclose a self-addressed envelope with your

completed questionnaire.

Sincerely,

Lucy Smith
Graduate Student
Regional Manager,

Customer Service
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GENERAL QUESTIONNAIRE

Please answer each question by checking or filling in the
blank.

1. What is your age?
30 or under
31-40
41-50
over 50

2. Check the highest level of education completed.
high school
junior college
bachelor's degree
other (please specify)

3. How long have you worked in the clothing industry?
less than 2 years
2-5 years
6-9 years
10 years or more

4. How many years have you been employed by this
company?

years

5. By which division(s) are you employed?
Division A
Division B
Division C
Division D
Division E
Division F

6. What position do you hold?
Sales Manager
Sales Secretary
Sales Representative
Other (please specify)

7. Have you held other positions with this company?
yes
no



8. If yes, what were they?

9. Have you received any type of job training with
this company?

yes
no

10. If yes, what type of job training did you receive?
classroom training
on-the-job training
self-instruction (training manual)
other (please specify)

11. Would you rate the training offered by this company
as:

poor
fair
good
excellent

12. Would more extensive training at the time of your
employment with this company have been valuable?

yes
no

13. After the first year of employment, would you have
benefited from training on new company policies
and procedures?

yes
no
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COMPANY KNOWLEDGE QUESTIONNAIRE

Please answer each question by checking or filling in
the blank.

1. This company was founded in (year)?

2. What is the total number of people employed by this
company?

less than 1500
1500-2000
2001-2500
over 2500

3. How many sales representatives (excluding associates)
are employed by this company?

30-45
46-60
61-75
over 75

4. What was the sales volume for this company in 1979?
less than 50 million
50-60 million
70-80 million
over 90 million

5. This company is
privately owned
publicly owned

6. How many factories are owned and operated by this
company?

less than 10
10-20
21-30
over 30

7. When does the fiscal year end at this company?
April
June
October
December
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8. How many accounts does this company currently serve?
_ less than 5,000
5,001-10,000
10,001-15,000
over 15,000
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COMPANY POLICY QUESTIONNAIRE

Please answer each question by checking or filling in the
blank.

1. After a change in territory, for how many days is a
sales representative held responsible for returns?

30 days
60 days
90 days

2. Sales representatives pay per cent of markdowns.

3. Off-price is normally per cent.

4. Accounts not factored by this company are factored by

5. In how many states does this company factor the
accounts?

6. What is the company policy regarding minimum number
of pieces on orders (excluding Petites)? pcs.

7. Merchandise is often sold on consignment?
_ yes
no

8. Which address determines who receives commission on
an order?

bill to address
ship to address



60

TRAINING CHECKLIST

Please rate how important the following items would be
for a new sales employee to know to do your job. Use
the scale of 1 to 5. (1 being the most importand and
5 the least important.)

1 2 3 4 5

steps involved in processing
an order

credit limits

no credit status

credit declines

credit do-not sell codes

merchandise return policies

do-not-sell policies

cancellation policies

markdown policies

off-price procedure

write-up procedure

minimum order requirements

standard completion dates

start shipping dates

conflicting account policy

methods of consolidation

substitution policies

account's shipping priorities
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1 2 3 4 5

other (please specify)
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