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Abstract:

Communication is today crucial to the successful operation of the supplier. Many
circumstances affect the chances of achieving this success. A lot of contribution can give the
sales staff. The training of sales personnel is the key to an individual supplier that can be
successful on the market. The focus of this training is primarily in the various modes of
transmission and acquisition of knowledge, which should lead to an improvement of their
communicativeness. In this study we have shown that the most important is primarily the
performance of communication and thus the investment in training your sales staff. We found
that each contribution in improving communication is returned with a multiplier effect - that
the return is much greater than we have invested. How individual suppliers are oriented to
training of sales personnel and related content, is only one of their approaches depend on
market performance. The most resourceful use unusual approaches, because they bring a
competitive advantage.
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1. INTRODUCTION

1.1. Description of the problem

The process of communication has evolved and now we communicate in other ways than in
the past. The suppliers had to adjust the service to the end customers, as they are because of
modern communications media very familiar with the offer on the market. Each method of
approach to customers has its own characteristics, and we wanted to know what kind of
impact the training of sales staff has on the purchase intention of customers.

1.2. Purpose and basic arguments

The purpose of this study was to determine the effect of communication by the sales staff in
various activities which constitute the basic set of skills and knowledge, by which are also
satisfied customers. We wanted to determine whether it makes sense to invest in the
development and communication skills of sales staff in order to ensure faster and more
efficiently adjustment to the expectations of customers and consequently an increase in
purchase intent.

We tested the following hypothesis: Effectiveness in communication of the sales staff has
significant positive impact on customers' purchase intention (H1).

1.3. Assumptions and limitations of the study

The data for the investigation was obtained by implementation of mystery shopping in
different activities. The sample for the survey consisted of 830 units. Implementation of all
mystery shopping were made in 2008. Activities in the sample are unequally represented. The
analysis is limited to the Slovenian market and companies doing business in Slovenia. The
sample included only retail units, which operate only with final customers.

1.4. Methods of research
For definitions in theoretical part, we used the method of comparisons and compilations, and

a method of description and synthesis. In research, we considered the general principles, such
as accuracy, objectivity and systematic. The hypothesis was tested using simple regression.

2. COMMUNICATIONS AND CUSTOMERS

2.1. Creation of a successful communication

The modern customer expects from supplier more than just a good product, attractive price
and availability of product to target customers. The supplier must communicate with existing
and potential customers (Kotler, 1998, p. 596).

Communication process takes place in different ways, depending on many factors.
Communication is one of the most effective tools for the transmission of communicating
messages to target customers (Starman, 1995, p. 4).

Communication process was observed and analyzed by experts of various fields. Models have

been changed over the years in its orientation and use (Ule, 1996, pp. 54-58):
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— S-R model - based on the idea that each message (S), which is sent to the recipient, to
initiate a certain reaction (R).

— S-O-R models - S meaning stimulus, O as organism or recipient of the message and R
is the reaction to the message, where the response of an individual depends not only
on the stimulus, but also on other factors (genetics, development, emotional status,
).

— feedback models - feedback can be obtained in different ways (with a link of input and
loss or as a result of human behavior from an external source).

Personal selling is definitely a communication instrument which allows the preparation,
transmission and control of performance information for individual members of target groups
of customers and clients (Lorbek, 1991, p. 205).

The provider must identify the full program of marketing communications and ways to
promote sales staff and adapt to the market in which it operates (Lorbek, 1991, p. 219).

The excellence of the sales staff is featured in the ability to adapt communication to customers
and satisfying their expectations (Potoc¢nik, 2001, p. 319).

Competitive race for a limited number of customers and too many products is every day more
difficult. The most successful are those who daily show to the customers, that their choice was
excellent. This is achieved not only with a single perfect approach to customers, but by
building excellent references, so that their existing customers also bring new customers -
acquaintances, friends and business partners (Oechler, 1996, p. 19).

2.2. Satisfaction and expectations of customers

Satisfied customers buy more and more frequently, and are more loyal (Damjan & Mozina,
1999, p. 132). Client satisfaction is a response to exceeded expectations or perception that the
properties of the product or service reached or exceeded the expected level of client (Oliver,
1997, p. 13).

The most influence to the satisfaction of the client has actual experience with the product in
comparison with expectations. Evaluation is subjective, although a client may use objective
criteria (Kristensen, Matrensen & Gronholdt, 1999, p. 604).

The expectations of customers are affected by his personal character and past experience (not
necessarily own, can be the experience of friends, acquaintances, ...). A large part of the
expectations are formed on the basis of promises and inducements, which providers expose
them to product. As a result, customer expectations are constantly changing and the task is to
adjust them, if you want to be successful (Johnson & Gustaffson, 2000, p. 219).
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3. SALES STAFF AND ITS MEANING

3.1. The strategy and structure of the sales staff

Each supplier meets on the market with the offer of its competitors, with credibility, establish
an appropriate trustworthy relationship and understanding of customer needs is crucial to the
success of the company and sales staff. The client is the one who determines what he wants,
while supplier is trying through the sales staff to meet the expectations of customers or even
exceeded it. Therefore, the composition of sales personnel depends on the needs and specific
skills that sales people need to manage the sales process. Important role has education and
also informal knowledge and skills.

Plumbley (1985, pp. 22-23) recommends that the supplier should consider before starting a
new recruitment whether it is necessary, or will be able to combine with other jobs, and
achieve the same effect or reassigned someone else who is superfluous.

Differences between average and top personnel are great, therefore should the selection of
candidates receive a high priority. Only with the help of world-class skills of the members of
the sales staff can achieve superior results (Crane, 2001).

3.2. Training of sales staff

Training (SSKJ, 2005) is education and training new admitted workers (can be vocational,
professional). Qualification (ibid.) is defined as the ability to perform certain work. The aim
of the training is that new candidates start to work as soon as possible with full productivity
(Svetlik, 2009, pp. 328-329).

Systematic introduction of a new candidate in the working environment can significantly
shorten the process of socialization and allows the candidate to a quickly achievement of the
expected results. There is evidence that well-designed and executed induction program has a

positive impact on reducing staff turnover, and also reduce the time needed by the new
candidate to achieve the expected results (Werther & Davis, 1987, p. 211).

4. SURVEY
4.1. The sample

The sample consists of 830 units in selected areas of activity (Figure 1).

Figure 1: The activities in the sample
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restaurants and entertainment facilities

Representation of the gender is imbalance in the sample (Figure 2) - included was more
female sales staff (63,6 %) than male sales staff (36,4 %).
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Figure 2: Representation of the sales staff by gender
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Figure 3: Sex of sales staff according to the activity

142 141
150
120
au Hf
51

. 42
an ] 3 . 26 Him
0 T T T

trade withnon-  bankingactivity  grocery store automobile  tradeintextiles restaurantsand

food entertainmeant

facilities

The gender of the sales staff is also represented uneven by activity (Figure 3).
4.2. The survey results
We tested the following hypothesis:

H1 - The success of the sales staff to communicate significant positive effects on purchase
intention of customers

Table 4: Statistics for assessing the quality of the regression equation

Model Summary
Model] R | R Square | Adjusted R Square | Std. Error of the Estimate
1 7517 ,564 ,564 4,351

a. Predictors: (Constant), The effectiveness of communication

Table 5: ANOVA
ANOVA"
Model Sum of Squares | df | Mean Square F Sig.
1 Regression 20303,857] 1 20303,85711072,735 | ,000°
Residual 15671,716 | 828 18,927
Total 35975,572 | 829

a. Predictors: (Constant), The effectiveness of communication
b. Dependent Variable: The purchase intention

Table 6:  Regression analysis of depending variable(the purchase intention) from variable effectiveness of

communication
Coefficients”
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) -8,166 ,707 -11,5521,000
The effectiveness of communication 1,427 ,044 751 32,753 1,000

a. Dependent Variable: The purchase intention
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Equation 1: Regression analysis for hypothesis H1

|The purchase intention = — 8,166 + 1,427x The effectiveness of communication |

Hypothesis HI can be confirmed, since the coefficient of the variable effectiveness of
communication statistically significant and positive. The effectiveness of communication
affects the purchase intention. If the success of communication is increased by 1, then the
performance increase purchase intentions for 1.427 (Equation 1). So, the purchase intent
increases more than the effectiveness of communication of the sales staff.

Better than the sales staff interacts with customers, the higher are possibilities that customers
will choose to purchase a product/service. On the ability of sales stuff to communicate with
customers significantly affect factors that are associated with personality characteristics of
sales personnel, sales procedures (prescribed by a provider), knowledge and skills of
management of the sales conversation and communication, negotiation and knowledge of
products/services, and the operating mode of direct sales personnel superiors.

On the improvement in communication performance of sales staff has a major impact
additional training of sales personnel, which can be targeted with training workshops and
significantly improve its communication to customers. Training and exercises may be general
or very specialized and focused on improving individual communication skills of sales staff.

For general training providers usually decide for the sales staff which they want to learn basic
principles and methods of service, how to communicate with customers. Those providers who
have elaborated in great detail to communicating to customers, and measure the progress of
their sales staff and they order or performed repeat training or very specialized and tailored
specific training, which focuses on improving individual skills.

The realization of the training may be different — it could be the training or lecture, or
seminar, or workshops or training in the workplace (the training by doing). This is usually
implemented as coaching, which directly examines the implementation of activities and what
has to be changed and how.

With training providers are trying to provide a competitive advantage in some areas, which
are difficult to imitate (by competitors). Many providers, based on past experience, decide for
additional training of their sales staff and spend a lot of money, which they in the long term
(at least based on previous experience) is paying off. The hypothesis is confirmed that the
investment in the training reimbursed with a higher purchase intention by customers.

5. CONCLUSIONS

The survey results showed very clearly that the sales staff play an important role in achieving
the sales results. They are essentially the first contact with customers and based on what has
been experienced, the customers form an opinion on the provider.

Friendly and helpful sales staff has a positive impact on customers and telling them that
provider will took time for them, listening to their concerns and try to create such a solution,
they will be impressed. Even customers are aware that this is not always possible, but the
effort that shows the sales staff to customers, is sometimes more important than the sale. With
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this service provider build trust and credibility and long-term impact on his performance,
because sometimes, no competitor can offer the client an optimal solution. Therefore the
customers are choosing among the solutions that deliver a minimum of negative
consequences.

The decision to purchase is conditional on various factors, but it largely depends on customer
satisfaction and feelings of kindness, willingness, professionalism, in short, with excellent
communication skills of sales staff.

More than the sales staff is trained, better communicate and adapt to customers' expectations.
In practice this is often said that the tunes on the client host "frequency". By doing so, in
essence, the sales staff to create credibility, earn the trust of customers and the effect of
raising the threshold of satisfaction. In its work, the sales staff must be very good
understanding of communication processes and opportunities within the mandate not to raise
too high expectations of customers, it will be on the next visit is difficult to achieve their
enthusiasm.

As we found in the survey, investment in training sales staff is very worth. In essence, each
unit invested in sales staff to improve their skills, returns in higher values. Nevertheless, the
provider should join the training in a planned and rational way, and build knowledge and
skills in line with his policy and set goals.

REFERENCE LIST

1. Cranet. (2001). Upravljanje cloveskih virov, mednarodna primerjalna Studija. Ljubljana:
Center za proucevanje organizacij in ¢loveskih virov, Fakulteta za druzbene vede.

2. Damjan, J., & Mozina, S. (1999). Obnasanje odjemalcev. Ljubljana: EF.

Johnson, D. M., & Gustaffson, A. (2000). Improving Customer Satisfaction, Loyalty and

Profit. San Francisco: Josey-Bass.

4. Kotler, P. (1998). Marketing management - Trzenjsko upravljanje, analiza, nacrtovanje,
izvajanje in kontrola. Ljubljana: Slovenska knjiga.

5. Kiristensen, K., Martensen, A., & Gronholdt, L. (1999). Measuring the impact of buying
behaviour on customer satisfaction. Abingdon: Total Quality Management.

6. Lorbek, F. (1991). Komuniciranje v mednarodnem trzenju. Ljubljana: Tangram.

7. Oechler, H. (1996). Tako se uspesno prodaja v obrti in majhnih podjetjih. Ljubljana:
Center za tehnolosko usposabljanje.

8. Oliver, L. R. (1997). Satisfaction — A Behavioural perspective on the consumer. New
York:McGraw-Hill, Inc.

9. Plumbley, P. (1985). Recruitment and Selection — a competency approach. London: CIPD
House.

10. Potocnik, V. (2001). TrZenje v trgovini. Ljubljana. GV Zalozba.

11. SSKIJ. 2005, v1.1. Elektronska zbirka Amebis, v1.47. 1993-2005. Ljubljana: DZS.

12. Starman, D. (1995). Trzno komuniciranje: izbrana poglavja. Ljubljana: Ekonomska
Fakulteta.

13. Svetlik, I., & Zupan, N. (2009). Menedzment cloveskih virov. Ljubljana: Fakulteta za
druzbene vede.

14. Ule, M. (1996). Psihologija trznega komuniciranja. Ljubljana: Fakulteta za druzbene
vede.

15. Werther, W. B., & Davis, J. R. K. (1987). Personnel Management and Human Resources.
New York: McGraw-Hill.

(98]

1005




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /SyntheticBoldness 1.000000
  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002000d>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002000d>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /GRE <>
    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002000d>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e000d>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


