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have paid attention to salesforce automation (SFA) and CRM
as two distinct sales technologies. Salesforce automation

casingly fund in ICT  refers to the computer hardware and software’s that are used
. Of course, it’s because by salespeople to substitute handy tasks with electronic
processes (Erffmeyer and Johnson, 2001; Rivers and Dart,
1999). CRM or customer related management manages

g ing market intelligence, customer  customer interplay and transactions using technology
anagement and extend sales prediction for increasing ~ (Zoltners et al., 2001). Researchers discuses that nowadays
ication technologies (Gohmann et al, 2005). salespeople use extensive technologies that may not be
equently, we can state that modemn and information  organizable in the none of the categories of CRM and SFA
y are critical and vital for the growth of the firmsand ~ (Hunter and Perreault Jr., 2006, Marshall et al., 2012). As a
B2B salesforce performance. Certainly, CT hasa  result, Hunter and Perreault Jr. (2006, 2007) used a new phrase
critical ‘tmpact on salesforce job performance and job  with wider meaning entitled “sales technology™ forall kinds of
satisfaction. Therefore, the sales literature has paid attentionto  information technologies used for sales-related tasks and
adaption and employing information technology applications  outcomes. The definitions have been used, concentrated
to fulfil the salesforce performance. A broad range of studies  on information technologies and they didn’t pay to
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Table 1: Review of major empirical models in the sales technology literature

Authors Sales technology  Exogenous variables

Endogenous variables

Individual perceptions of technology, persen-technology
fit, subjective outcomes, objectives
Infusion, intention to use

Role ambiguity, role conflict, effort, infusiom
Usefulness, ease of use, usage

organizational facilitators, subjective social norm

Intention to adopt, adaptation, sales perférmance

Information proceeding, adaptive selling behawior, sales
performance, relationshipfquality

Technology usage, salés performance

Sales performance

Sales performance

Speier and Venkatesh (2002) SFA Individualtraits, role perceptions, organization
characteristics

Jones et al. (2002) SFA, TAM:® Salesperson attitudes and characteristics,
normative and control beliefs

Rangarajan et af. (2005) SFA Task complexity, perceived usefulness

Schillewaert ef al. (2005) SFA, TAM Social influence, salesperson characteristics,

Jelinek et ai. (2006) SFA Individual differences, organizational factors,
contextual influences

Parketal. (2010) SFA Usage

Eggert and Serdaroglu (2011)  SFA Supervisor support, facilitating conditions

Ahearne et al. (2007) CRM Acceptance

Ahearne et al. (2004) CRM Usage

Sundaram et al. (2007) SFA, CRM Prior attitude toward information technology

Hunter andPerreault Jr. (2006) ST
sales experience
Hunter and Perreault Jr. (2007) ST
expectations

Mathieu e al. (2007) ST Work experience, leader commitment,
empowering leadership

Ahearne et af. (2008) ST Usage

Onyemahetal. (2010) ST

Shim and Viswanathan (2007) TAM System features

Training, customer’s information techaology

Prior intention to use, routinization, infision] sales
performanée

Intemnal technology support, customer approval, Sales tgéhnology orientationyinformatish effectiveness,

planding; adaptive selling behaviors
Usage, relationship-forging tasks, sales performance

Self-efficacy, usage, saleggerformance

Sales performance

Perceivedtechnological savvy of salés manager, Pétecived monitorifig of salesperson's activities, technology
coworkers and competitors

Usageysales performance
Perceived case of use, perceived usefulness

*TAM: Technology acceptance model

communication technology that’s more general. In B2B selling
communication technologies are very important. As a regult,
we see that nowadays skilled salesperson uséextensive tange
of communicational systems including smértphones, apps,
blogs, social networks, data ware houses and so@, So it can
be said that these days salesforces use Jdiverse
communicational technologies that are oufgf the framework
of SFA, CRM and ST (Hunter andRerreanlt Jr., 2006;
Marshall et al, 2012). For instangg, pharntageutical sales
offices recently use e-detailing application based on gemplex
and modern ICT including video genference, on ling #adeo
presentation and social networks (Alkhateeb and Doueette,
2008). To perceive thegimpeitance of I&I ondsalesforce
performance and jobfsatisfactionywe employed a holistic
approachyn our study. The CIthas Been explained well and
used extensiv ely in the literafure andincltides the technologies
of computeredmmunication and network, technical platforms
and data baselomyair media and audio and video processing
(Chung and Hossain, 2010; S€haper and Pervan, 2007).
Without doubt ICT i8ya critical subject that needs to be
researched well, becauselit has a significant importance in
those opganizations thatSemploying new and sophisticated
ICTsgmerge in B2B selling (Marshall ef al., 2012). Second,
thefescarch examines the impact of firm s ICT infrastructure
and support that haven’t been well-researched. Applying ICTs
canatfect job satisfaction and outcome; hence the salespersons
are uSIN@ICTs increasingly and have become a necessary part
to accomplish their daily tasks. However, the {irms keep on
investing in ICTs especially in B2B industries. This study pays
attention to the tendency and efficacy of salesforce capability
to use ICT in order to meet job satisfaction. Moreover, as
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tubnoveristeo eostly, the firms should try toretain salesforces.
Thirdithe former study was mitially based on sales bulk as the
mammeasure of the performance (Ahearne ef al., 2008). The
two major dimensions of salesforce performance including
administrative performance and outcome performance have
beendesearched in the recent study (Sundaram et al., 2007).
Yetwe know little about the outcome of these two dimensions.
Researchers emphasize the significance of salesforce-related
administrative performance and suggest more research about
the impact of sales technology on dimensions of sales
performance (Sundaram et al, 2007). So in this study this
suggestion will be researched. At last, although the
relationship between job performance and job satisfaction has
been researched for decades but their relationship has been
remained as a continuing discussion. In related to this
relationship there are two viewpoints in the exasting literature:
Which one leads to another? (i.e., job performance and job
satisfaction). For the past few decades researchers are more
inclined to this viewpoint that job performance has positive but
weak relationship on job satisfaction (Brown and Peterson,
1993, 1994). Based on this controversy the second subject we
examine whether different dimension of job performance apply
different influence on job satisfaction We can infer three
branches of studies according to the former research on B2B
personal selling. Asshown in Table 1, the existing research on
salesperson technology concentrate on SFA (Erffmeyer and
Johnson, 2001) and shows great effect of SFA on sales
performance (Jelinek et af., 2006) and productivity according
to the development, account view and shoppers profiling
(Pullig et al, 2002). The efficacy of sales related CRM
{Ahearne et @l , 2007) and the influence of CRM on salesforce
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Fig. 1: Conceptual framework of information and communication te

outcome (Ahearne et al., 2008) and finally call productivity all
have been investigated in the second branch of studi

that contain information technologies tha
easy and powerful performance of sales tasks (Hunte

sales technology package and its impact on
However, not all B2B salesperson

set of ICTs that are used by e
salesforce.

Since ICT has a
important to perceiveg

job traits on job outputs are defined
ion and finally the psychological

and administrative performance. As yousee in Fig. 1,
elationship between three ICT external and internal

analytical skills for exerting some firm specifics [CTsin doing
sales-related works and duties. This orientation moderates the
relationship between job satisfaction and ICT related factors.
External constructs of ICT include infrastructure, training and
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sethe [CT instruments effectively and finally support
s inputs needed for using ICT resources efficiently.
er, it may involve skilled work force, manning a help
the center for answering users ICT related questions,
handling the troubles and reachable  supports
(Bhattacherjee and Hikmet, 2008). As Sundaram et al. (2007)
define too, administrative performance refers to this reality
that to what extent ICTs will influence time management,
reporting and planning of the salesperson. Hunter and
Perreault Jr. (2007) mention “preparing needed report on time™
as an example of salespersons administrative performance.
Also outcome performance refers to the sales results of
salesperson influenced by technology™ (Sundaram et al,
2007). It also shows the quantitative results of his efforts
(Baldauf et al., 2005).

IMPACT OF ICT FACTORS ON SALESPERSON
PERFORMANCE AND JOB SATISFACTION

During several decades different models tried to suggest,
describe and evaluate the effects of designing jobs on job
satisfaction. For instance, in a well-known model entitled “job
characteristics model” presented by Hackman and Oldham
(1976), they express that job characteristics affect job
satisfaction according to physiological states. For instance,
skill variety and the importance of the task that an employee
does, gives him/her a feeling of meaningfulness and
responsibility. Besides, it seems that job enrichment leads to
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job satisfaction by making the job challenging and interesting
by giving the job additional dimensions including variety,
independence, control and feedback (Umstot ef al., 1976).
However, this suggestion that job characteristics affect
motivation, performance, satisfaction and perceptual processes
have been surveyed well in the literature (Loher ef al., 1985,
Thatcher et af., 2002). Its suggested that Job enrichment can
enhance employee job satisfaction using further opportunities
for growth, achievement and recognition (Neuman ef al.,
1989). However, based on this suggestion, the present study
emphasizes on the ways to achieve job satisfaction by
endeavors to enrich the job. The study concentrate on job
characteristics related to ICT field The study suggests that
investing in infrastructure training and support are enrichment
attempts that affect salesforce perceptions about the firm and
ultimately enhance their job satisfaction. Another attempt
suggests that investment in information technology resources
is positively related to the success of a firm (McKenney,
1995). This research propose that salesf{orce productivity can
be increased by improving ICT infrastructure. Moreover, it has
been suggested that skill utilization is a strong sign for
predicting job satisfaction (Glisson and Durick, 1988). Firms
investment in ICT resources is positively related to job
satisfaction because the skills are significant for using ICT
efficiency. According to the social exchange theory when a
person encounter positive encouragement from other peopled§
probably enhance positive attitudes and behaviors (Blau, 1883
Gouldner, 1960). It also adds that all of gl relationship s
follow cost-benefit analysis and looking” at alternatives
(Homans, 1958). Cropanzano and Mitchell (2008 Wstates that,
when employers advocate their employees and put forward
effective work behavior and positive attitudes of emplowees,
the social exchange relationship probablyseceun, However, il
employers use this theory, it is expeciédthat ' sinvestment
in job enrichment be an important factor in detésmining
salespersons outputs. Therefore thig study predicts ‘as beélow:

+ Hla: Infrastructuredfivestment relatesypositifely to\job
satisfaction

¢ Hilb: Infrastrugture invegstmentyrelates positively to

administrative pefformange

Infrastructure Anvestment) relates positively to

outeeme performmance

+ Hilc:

Prigr survey proposes that training of salesforce 1s
positively telated with salesforce productivity (Farrell and
Hakstian, 2001; Romanye: al, 2002). Based on social
exchangetheory our attitudes and behaviors emerge from the
existing exchange between two sides and are often something
more than an economic exchange (Blau, 1983). We can view
atthekelationship between ICT training and ICT performance
as a‘product of social exchange theory. Salesforces that have
more ftraining, probably have more positive job-related
performance and attitude because salesforce as a perception
assumes ICT training as an organizational support. The
perception emerges from this vision that organization attends
to the employee’s welfare and advocates their concerns:
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s H2a: Traiming relates positively to job satisfaction

s+ H2b: Training relates positively to administrative
performance

s H2c: Traimingrelates positively to outcome performance

According to the social theorists organizationalfStipport
can greatly determine the employees outcom@s” such as
organizational commitment, citizenship behavior, job
performance, obligation to the organization and decreased
absenteeism (Eisenberger ef al, 2001)_Accordingpto the
organizational support theory and considering Social cxchange
theory, employees enhance their “attempts 6 do “their
organizational tasks in line with/@rganizational willing and
capability to exchange with desirable socigemotionalreésources
{Aselage and Hisenbergerg2003), so it'secms that this theory
be proper to perceive the existing relationship b&tween ICT
support and employee” perfermance. Similarly, it can be
concluded that orgénizational support affect job satisfaction in
different ways consists of interaction detween performance
and rewardgeferring to socigemotignal needs and available
help when needed (Rhoades and Eisenberger, 2002). The
theory(of organizational support proposes that director’s
actiéns\and attitudesifomard [CT affect employee’s behavior.
It’s beeause organizational support decreases the existing
tensionswithin the firm using emotional back up for salesforce
(Rhoades andiEisenberger, 2002). Whatever the support be
morey the salesforees feel they re happier and their job ismore
desirable. They also do their best to help the organization to
tulfillVits \g6als. Moreover, they tend to show their high
commitiment for applying ICT tools. Therefore, considering
theseddiscussions we can propose that ICT support has a
positive relationship to salesperson outcome performance, job
satisfaction and finally administrative performance:

+  H3a: Support relates positively to job satisfaction

+ H3b: Support relates positively to administrative
performance

s H3c: Supportrelates positively to outcome performance

Relationship between job performance and job
satisfaction: In order to show this relationship we need
theoretical support. We can use balance theory for attaining
theoretical support to clarify the existing relationship between
job performance and job satisfaction. The positive job
performance probably leads to job satisfaction (Locke, 1970).
Some former studies have been conducted that show positive
relationship between these two variables (Behrman and
Perreault Jr., 1982; Christen et al., 2006). So based on this
theory we can state that administrative performance and
outcome performance are main criteria that increase job
satisfaction of salesperson and positively relate to the job
satisfaction.

s Hda: Admimnistrative performance relates positively to
sales job satisfaction

s Hdb: Outcome performance relates positively to job
satisfaction
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Moderating effect of salesperson technology orientation:
Salesforces who are technology-oriented are able to use new
and talented technologies better and more efficiently than
those with low level of technology orientation to fulfill their
job necessities. Organizational ICT tools including training,
support infrastructure and salesforce technology alone may not
lead to better job performance and job satisfaction. Increased
performance leads to more efficacy and ultimately appears in
the form of greater job satisfaction. According to Devaraj and
Kohli (2003} the importance of IT is not in the investment in
the technology but is in its application. Previous researches
showed that technology-orientation influence the salesperson
effective use of information about customers (Hunter and
Perreault Jr., 2006; Sundaram et al, 2007). Consequently
enhanced performance leads to high efficacy and ultimately to
job satisfaction:

+ H5a: Technology orientation moderates the relationship
between infrastructure and job satisfaction in such a way
that a firm's ICT infrastructure will be a significant
positive predictor (not significant) of job satisfaction
when salesperson technology orientation is high (low)

+  H5b: Technology orientation moderates the relationship
between training and job satisfaction in such a way that a
firm's ICT training will be a significant positive predictor
(not significant) of job satisfaction when salespersén
technology orientation is high (low)

¢ HSec: Technology orientation moderai€s the relationship
between support and job satisfaction in such a way that a
firm's ICT support is a significant posifigeipredicton
(not significant) of job satisfaction when salesperson
technology orientation is high (low)

METHODOLOGY

Samples and procedure: The data We used to mwvestigate
pharmaceutical representatives gatheréd by a Jeompany
marketing research thati lecatedyin [ran“Théphdtmaceutical
industry is increasingly growing them production. Thesg are
some reésens for chgosing thi§ industeys Finst, the dvailability
of an extensiye range’of IETs. Second, amongst these firms
the support,Wnfrastructurgand training revolve. Third, they're
puefessional salespeople. Rounth, thé employerisn’t capable of
curbing teehnology theroughly (Speier and Venkatesh, 2002;
Sundaram et af., 200@) W hirty large and medium companies
chosen and wanted theirwide list of the sales representatives.
Amonggdhem 11 obliged s0 562 remained, 440 representatives
whoghad more than 3 years’ experience remained. The
researchers chose the sample based in seven main cities. The
questionnaire tested for readability, clarity and sensibility
using nine sample of nine representatives. Therespondents are
informed of voluntarily and confidentiality of the responses.
The last meeting of respondents with physician was
determined as base of the answers. Those hadn’t physician
visit excluded and therefore 305 remained. Twenty five of
responses were uncompleted and excluded. Two hundred and
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Table 2: Sample characteristics

Sample size 280 pharmaceutical sales representatives

Average work experience 5 years

Male = 88%

Female = 12%
Age Median age = between 26 and 56 years
Company types Domestically-owned company = 1089
Drug types Prescription drugs = 53.2%

Over-the-counter (OTC) = 13 5%

Both =35.9%

General = 32.2%

Specialist = 44.2% (dentist, ophthalmelogist,
pediatrician, gynecologist, cardiolegist,
neurologist)

Both = 18.9%

Physicians visited

eighty respondents or in other words\69% of them! remained
that their average experiénce was aboutisix yearsdNinty five
percent of respondentgiwere men with the ageibétween 26 and
56 yearggold. A mggjomty ofithem represent prescription drugs
(53.2%), with 138% involying over the counter drugs and
35.9% involying both. The physiciang'thty visited consist of
general practifioners (32.2%), speelalists (44.2%) and a
mixturg oPboth (18:8%40). Spaeialists were include of dentists,
ophthalmologists, pediatricians; etc (Table 2).

Measurement: Measurement items that have ever been
Used extemsiiely i earlier researches are indicated in
Table 3. Weused three item scale of Cammann et al. (1983)
tomeasure job satisfaction. Moreover, a partly modified scale
of Sundaraii et . (2007) salespersons’ outcome performance
was measured using seven point scale. Salespersons were
asked Sto what extent has ICT influenced the quality of
your  performance” (Behrman and Perreault Jr., 1982;
Hunter, 2004). Also three item scale chosen from
Sundaram et al (2007) was wused to evaluate
administrative performance (Behrman and Perreault Jr., 1982;
Hunter and Perreault Jr., 2007).

This measure evaluates the quality of salespeople
{call planning), time management and reporting to the
overseers. Chen and Tsou (2007) four items was used to
evaluate infrastructure. Rich information system literature
yields this measure (Bharadwaj, 2000; Ross et al, 1996,
Weill ef al., 1996). Considering item reliability, correction and
discriminant validity tests from CFA we deleted one item and
added another one. We deleted “Our company has emphasized
ICT stuffing and training”. The added item that was used to
indicate the disposition of our research was “Our Company has
embraced sophisticated communication application. Three
items scale from the work of Roberts ef al. (1994) and Johlke
{2006) was used to admeasure ICT training. In addition, scale
of Hunter and Perreault Jr. (2006) has been chosen to evaluate
ICT support. The item of “T feel that I need more help with
ICT than 1 get” deleted because it was a poor factor. Finally,
the scale of Hunter and Perreault Jr. (2006) was used to
measure salesperson technology orientation including 3 items:
“T extensively use ICTs to accomplish my job™ and “T try to
link different ICTs so that they work together well”.
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RESULTS

By using structural equation modeling with the use of
maximum likelihood estimationthe hypothesized relationships
were estimated. The CFA preceding an estimation of the
implied structural theory (Hair et ai., 2010) through estimation
of the measurement theory with the two-stage analytic
technique have to follow the estimation of the hypothesized
model. The CFA was used to estimate construct validity and
measurement theory quality. So the structural relations among
ICT factors, job performance and job satisfaction were
evaluated. Moreover, we used a multi-group analysis in
AMOS for testing the moderating effect of technology
orientation.

Measurement model: A confirmatory factor analysis with
five latent constructs and 18 items was performed to determine
the model fitness. The goodness-of-fit indices for the
measurement  model are: ¥, —258.195, p<0.001;
Goodness-of-Fit Index (GFI) = 0.91; Root Mean Square Error
of Approximation (RMSEA) = 0.042 and Comparative Fit
Index (CFI) = 0.96. All indices are a reasonable fit for a
model of this complexity and this sample size as indicated in
Hair et al. (2010). We, therefore, interpret the overall model fit
as acceptable and tum toward other indicators of construc
validity. Table 3, shows that all factor loadings are signifi
and higher than 0.5 and are supporting convergent va
(Gerbing and Anderson, 1988). For all hyp ized cons
Average Vanance Extracted (AVE) estimates a
than 0.52 and construct reliabilities are hig

Table 3: Measurement items, standardized C

discriminant validity is also demonstrated (Fornell and
Larcker, 1981). According to our independent and dependent
variables we acknowledged the Common Method Bi
Therefore, we tested CMB by using Harman's single-
on items included in our measurement model. The re
factor analysis revealed that the first factor expls
30% of the variance which shows that CMB dog
to be a serious problem in the data (Podsako
1986). In addition, a solution including a meas
does not significantly 1 improve fit, provid

Hypothesis testing: The fitindice
are with the guidelines from Hair &

Direct
predic

3.24, p<0.01). Hence, hypothesis
but hypotheses la and 1c are not. Hypotheses
positive impact of ICT training on job
inistrative  performance and outcome
respectively. Results do not support the
d traming-job satisfaction relationship (f = 0.042,
155, p=0.05) and traning-outcome performance
71,t=1.11, p=0.05) relationships. However, as shown
able 3, training significantly and positively relates to
administrative performance (f = 0.589, t = 2.28, p<0.03).
Thus, these results indicate support for hypothesis 2b but not

¢ Variance Extracted (AVE) and composite reliabilities

Constructs and items

Factor loading Composite reliability

Job satisfaction
Iam satlsﬁed with my job

proved my planning ability
nproved my reporting ability to my supervisor

Help in meetmg sales targets

I extensively use ICTs to perform my job

I try to link different ICTs so that they work together well
Compared to others in salespeople, I am technology oriented

0.82 0.64
0.758
0.879

0.88
0.756
0.771
0.859

0.76
0.642
0.782

0.88
0.821
0.814

087
0.822
0.832

0.84
0.684
0.713
0.763
0.837
0.812
0.620
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for hypotheses 2a and 2¢. Consistent with hypothesis 3b, ICT
support positively enhances sales administrative performance
(p=0.443, t =211, p<0.05); however, it does not influence
job satisfaction (B = 0.009, t = 0.040, p=>0.05) or outcome
performance (P 0249, t 1.06, p=0.05). Thus,
hypotheses 3a and 3¢ are not supported. As predicted by
hypothesis 4a, administrative performance positivelyrelates to
salesperson job satisfaction (B = 0.212, t = 2.02, p<0.05).
Similarly, outcome performance positively impacts job
satisfaction (fp = 0.384, t = 392, p<0.001), supporting
hypothesis 4b.

Indirect effects: For testing the significance of the indirect
effects, authors estimate the indirect effects of ICT factors on
job satisfaction through administrative performance using the
bootstrap estimation procedure i AMOS. Results reveal a
significant and positive indirect effect of infrastructure on job

Table 4: Inter-construct correlations and descriptive statistics

Parameters 1 2 3 4 5 6
Infrastructure 1.00

Training 0.76 1.00

Support 0.71 072 1.00

Outcome performance 0.51 054 054 1.00
Administrative performance 044 073 071 050 1.00
Job satisfaction 0.32 041 041 041 1.00
Mean 490 502 502 543 531
Standard deviation 1.24 132 128 092 126
Significant at the 0.01 level

Table 5: Structural parameter estimates

Parameters Estimate

Job satisfaction  + Infrastructure 0.065

Administrative ~ «  Infrastructure 0.360

performance

Outcome + Infrastructure

performance

Job satisfaction «  Training

Administrative <  Training

performance

Outcome -

performance
Job satisfaction

YSummary of moderation analysis

satisfaction (B = 0.351, p<0.01) through administrative
performance. Similarly, the indirect effects of support on
satisfaction (f = 0.142, p<0.05) and training on &ati i
(p = 0.212, p<0.05) via administrative perfo
significant.

Moderating effects: In this section we separa
into high and low technology orientation groups

author tested invariance between &
2010). Therefore Firs to compare
are 1mposes equality constraints

a chi-s
showi&h

riable moderation analysis.
ifferences exist for invariance
cture ~job satisfaction (Ay® = 4.56,
and support-job satisfaction (Ay® =2.76,
fficients. Thus, H5a have a significant
of infrastructure on job satisfaction in the

1, infrastructure is not a significant predictor of job
ion (B = 0.071, p=0.05) due to low technology
ation group. This suggests that the influence of ICT
infrastructure on the salesforce’s job satisfaction is
significantly higher when their technology orientation is high
than low. Similarly, hypothesis 5S¢ predicted, that ICT support
is a stronger predictor of job satisfaction when technology
orientation 1s high (p = 0.502, p>0.10) than low (B = 0.083,
p<0.05). In other words, ICT support is more important for the
salesforce with higher levels of technology orientation.
Contrary to the prediction (hypothesis 5b), technology
orientation does not moderate the relationship between ICT
training and job satisfaction. This means that the role of ICT
training is not significantly different between the high
{p = 0.212, p=0.05) versus the low (p = 0.041, p=0.05)
technology orientation groups. Overall, the results support a
moderating role of technology orientation on the relationship
between ICT factors and job satisfaction.

(t-value)

Technology orientation

Tests for invariance

Hypothesized paths High Low At (Adf=1) Significance
Infrastructure — job satisfaction 0.776 (2.30)y** 0.071 (0.828) 4.56 ek
Support — job satisfaction 0.502 {1.909)* 0.083 (0.514) 2.76 *
Training — job satisfaction 0.212(0.723) 0.041 (0.313) 0.83 ns

**Significant at 0.05 level, *at 0.10 level, ns: Not significant
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DISCUSSION

We examined the impact of Firms job characteristics and
job enrichment endeavors including ICT training,
infrastructure and support on salesforce job satisfaction. We
found that ICT increases salesforce efficiency. Moreover, it
was converted to a necessary part of B2B sales
representative’s daily task. The findings also demonstrate that
ICTs is positively and indirectly related to salesforces job
satisfaction via administrative performance. In other words,
ICT training, support and infrastructure leads to better
administrative tasks that ultimately influences salesperson’s
job satisfaction. Whereas the f{irms have ongoing contest in
employing sales technology efficiently to enhance their
income, sales managers are enforced to justify the sales
technology investments (Petersen, 1997, Speier and
Venkatesh, 2002). However, our findings give the managers a
hand to justify the investment in the salesforce technology,
training and support. Nowadays, B2B firms should not depend
on out of date and traditional technologies for sales. 1t’s
because an extensive collection of new and up to date
technologies are increasingly presented and the managers
should accept to use them. In line with the vast and ongoing
use of ICTs including blogs, mobile applications, social media
and network etc., in B2B selling the companies should be
careful to employ salespeople with good ability to learn how
touse ICTs resources. Also, training programs should call eut
previous existing preventions among saléspeople with low
technology-orientation. According to the findingsghe inherent
tendency of salesforce and his’her expertise for applying ICT
tools positively affect sales task and djob safisfaetion.
Salespeople who are more technology-grientéd, as sUppot,
training and infrastructure increases§, they ndieate higher
levels of job satisfaction. As a resultthe firms maybeinclined
to enhance the salesforce willingnegs to adopt and appla[CT
tools in their routine job activities. Moteover, findingsishow
that salespeople and to thelgréat extentolder onesgencounter
with technophobia add”being sought toluse only a few
technology  tools £ @mong 4 the W existing technolOgies
(Donaldsoniand Wright? 2004; Greenbergn2004; Parthasarathy
and Schi, T99% Speier and Menkatesh) 2002). Since nowadays
most_of theWB2B shoppess usefonline trade networks,
Salespeople are 10 increase theif technology-orientation to
keep pace)\with oOpponents and make effective bilateral
relationships. Consequently, the critical and significant notions
for thedmanagers will¥be intentionally employing the
salespéople with ability for acquiring and using ICTs to be in
ling with technology progress in their tasks. An exclusive
finding of this study 1s the greater conducive impact of ICTs
on_ administrative performance rather than outcome
performance. Of course this fact is in line with arbitrary
wisdom“that ICTs applications are highly used to make the
selling tasks easier and more convenient rather than enhancing
the sales bulk directly. The managers should organize their
endeavors in order to improve sales related ICTs training,
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infrastructure and support that make the selling task easy.
However, the manager should not suppose the administrative
performance trivial and insignificant because sdleés-related
administrative jobs are very important to buildNefficient
relationships with customers to produce sales. Moregwer,
administrative jobs supply what the sale task nee@ “that is
they’re supplementary. The relationship bétween the
dimensions of job performance and job satisfaetion is the
another significant outcome of our study. Saleésperson’s
outcome performance influence jobggsatisfaction hmore
positively than administrative perférmance. 56, the “results
present more vindication for the figm’'s investfient in ICTs that
arerelated to sales generation. In addition ICT trainin@courses
should highlight both administrative pesformance andgutcome
performance (sales-origfited)skills)\Based on lalance and
social exchange theéries \and job charaeteristic model of
Oldham®in our study we \enjoved the marketing literature
suggesting and examine the @asting relationship among the
jobenrichméntendeavors and sales L&Ts related skills and job
satisfactien. Altheugh some\ mésearchers suggest direct
influenge” of infermation teehnclogy on the satisfaction
(Counte et al., 1985 Henry and Stone, 1995). The finding of
the studyalso indicatetthat information technology has no
direct effeetion job satisfaction except for the situations that
they firms ate high technology-oriented. However,
admmistrative\gkills simplify the effect of ICT on job
satisfaction_gBesides, we concluded that salespeople
technology=orientation attenuate the influence of ICT
infrastricture and support on job satisfaction. Ultimately, our
sesedreh employing a holistic approach used a term more
gencral than SFA and CRM, entitled sales technology and
contributed well to the literature in this field.

We encountered some limitations in doing this research.
First, collected our data in Pharmaceutical sales agents in Iran
and in a specific points. The researchers in the future can
collect data in the more extensive cultural, demographical and
geographical regions or markets. Moreover, since more
variabilities can influence job satisfactions, the next studies
can cover the relationship between the salesperson’s individual
characteristics including the need for applying information
technologies, perceived innovative works and self-efficacy in
the relationship between ICT and job satisfaction. In addition,
more studies should be done to show the relationship between
demographic variables including age and gender and also
education on job satisfaction. Studies suggest that special
motivational factors cause job satisfaction in the work
environments whereas the lack of hygiene factors lead to
dissatisfaction (Herzberg et al., 1959). According to our study
results ICT by itself doesn’t directly lead to job satisfaction
and it depend on salespersons technology orientation. When
the salespeople’s technology - orientation is low, CT doesn’t
lead to job satisfaction and vice versa. Moreover, the
researchers can practically examine the two dimensions of
Herzberg’s motivational-hygiene theory.
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