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Sales force is the driver of company’s survival. Sales force has important role in introducing and 
carrying out product to potential consumer, especially for electronic products. The products often 
changes dynamically with the rapid advanced technology. Electronic City is one of the biggest 
electronic retail companies in Indonesia. The aims of this research is to identify and rank sales force 
criteria at Electronic City. This is qualitative and quantitative study adopting case study, focus group 
discussion and questionnaire to explore performance criteria of sales personnel. Analytical hierarchy 
process is used to rank multiple criteria of sales force for electronic product. The participants of this 
research are store manager, sales supervisor and team leader of Electronic City Margo City as the 
decision maker for evaluating sales performance criteria. Based on the weighting criteria matrixes, 
communication, teamwork, attitude, negotiation and appearance are the most prioritized criteria for 
evaluating sales force performance. Meanwhile, based on pairwise comparison above all criteria and 
sub-criteria, the priority of sales force criteria for electronic product are the ability to present product 
information clearly, a team player, friendly, listen attentively, can handle complaint and good looking.  
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1. INTRODUCTION 

Sales force has been the most prominent drivers for 

companies [1]. They play vital role in acquiring and 

retaining customers for company’s longevity. Most of 

companies require sales and marketing professionals as 

the front liner to meet their needs and wants [2][3]. This 

primary job desk perpetrated sales executive as one of the 

most in-demand profession in the world [4]. Moreover, 

this job offers overwhelming incentives as well. However, 

the high income comes with responsibilities that sales 

people needs to encounter some challenges in their work 

for example high level of pressure, adversity, conflict, 

conflict of interest, and demand of their position [5]. In 

fact, the vacancy pool for sales job has been extremely 

competitive. In Indonesia, the requirement for sales job is 

unbelievably free-for-all. Everyone comes from any 

background of studies are welcomed to apply, no specific 

qualification is needed as long as the candidate show their 

willingness and ambidexterity in achieving the target.  

Whereas, sales force has become one of competitive 

advantage for company due to their ability to actually 

affect the behavior of the buyer through influence tactics. 

[6] Different product exhibit different approach for the 

customers. Especially for electronic products, the 

advancement of technology and communication has a 

tremendous impact on the product’s specification, design, 

and function. Sales people are expected to adept in 

dynamic changing of new era and easily absorb 

knowledge in regards to the product they sell. [7] 

Regardless of the different product type, sales 

capabilities are dominant factors that generate revenue for 
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the company. The core competencies of sales force is 

categorized into salesmanship skills and interpersonal 

skills, meanwhile, some scholars proposed different 

criteria for choosing sales personnel, i.g. communication 

skill, computer skill, negotiation skill, time management 

skill, leadership, teamwork, integrity, problem 

management, looks, self discipline etc. [8] 

The current research explore sales capabilities in 

management or organization level in wider scope of 

organization [9][10]. There are still few research focusing 

one sector of industry. This research is trying to fill the 

gap in regard to the preferences of sales force criteria for 

electronic product.  

2. SALES PERFORMANCES 

Some researchers have highlighted different factors 

determining sales performance from individual, 

psychological, social and organizational aspects 

[11][12][13]. Babakus et al. [14] stated that the 

performance of salespeople contributes to the sales 

organization effectiveness. It can be seen as behavioral 

performance consists of an evaluation of the various 

activities and strategies that salespeople engage when 

executing their job responsibilities regarding some 

activities like for example making sales presentation, 

planning sales support etc.  

Based on psychological perspective, sales Aldosiry 

et al. [15] explained sales performance as the ability to 

manage social and emotional problem arising due to 

negative feedback and failures [16].  In terms of business-

to-business market, sales performance is seen as the needs 

to understand the ever increasing amount of customer-

specific information and an effort to increase the 

relationship-building. Due to high level of pressure from 

the environment, Ingram et al. [17] identified factors 

contributing sales people failure: (1) poor listening skills 

(2) failure to focus on top priorities (3) a lack of sufficient 

effort (4) inability to determine customer needs (5) lack of 

planning for sales presentations and (6) inadequate 

product/service knowledge [18].  

Therefore, Virtanen et al. added that sales people are 

required to understand the complexity of the selling 

situation in order to deliver integrated solution to the 

customer. Korhonen and Kaarela [19] stressed on the 

complexity of communicating the value proposition of the 

product/service as customers might find it difficult to 

understand the offer. Sometimes, it is also difficult for 

sales people to understand the value of the 

product/service they offer.  

Communication play pivotal role in managing 

anxieties from customer through customer education 

especially when more innovative products are concerned 

[20]. Regarding to electronic product, it highlights the 

important of sales people ability to persuade customer 

about the value of new products effectively. Wellman [21] 

identified various sets of attributes and posited 

communication, teamwork and self-management as main 

employability attributes for marketing.  

In regards to teamwork, Garrett and Gopalakrishna 

[22] viewed team approach as a way to develop greater 

strength and expertise that can increase overall 

performance. it means a lot to be applied in sales. It has 

been dominant strategy for increasing sales [23]. In this 

paper, teamwork can be defined as collaboration among 

sales executive involved salesperson, supervisor, manager 

and all unit in order to achieving more sales in the retail 

store. Without leaving self-competency, teamwork is 

believed more effective in reaching the goals. 

Other criteria is negotiation. Negotiation is an 

important part of relationship development, but 

salespeople’s negotiating styles are influenced by culture 

and the ability to adapt to cultures of specific markets and 

specific customers [24]. It takes most part in selling time 

to negotiate. 
Attitudes and behavior of salespeople towards the 

customer affect customers’ attitudes about the reliability of 
the products and services produced by the firm [25]. Beside 

having influence in effectiveness of communication [26], it 
can also drive customer satisfaction of the salesperson 
attitude. [27] 

As a good salesperson, it may show best outfit and 

hairdo to the customer, moreover to loyal customer. 

Appearance drives first impression to customer for 

gaining image of product selling or the store. It is 

consistent with by Shao et al. [28] who found that a 
professional-looking appearance played an important role on 
consumers’ emotions and store image [29]. 

3.  METHODS 

This research used mix methods research combining 

qualitative and quantitative approach including case study, 

focus group discussion, and questionnaire. McCutcheon 

& Meredith [30][31] stated that case study offers 

opportunity of adopting and matching different forms of 

data, enabling a more in-depth understanding of a 

phenomenon. We focused our research on Electronic City 

store at Margo City Mall, located in Depok, Indonesia. 

The main reason is because the branch is the highest sales 

in Depok area, and it also hits 6th highest sales amongst 

all branches in Indonesia. The data collection implies 

several sources of information when the case study is 

adopted. At first, structured-interview is designed to 

identify multiple criteria of sales personnel performance 

for electronic product. The interview explores some 

information about the current situation of the company, 

number of sales force, promotion strategy and the 

importance of sales personnel in Electronic City. The 

objective of this interview is to obtain clear picture of the 

current situation of the company. 

The participants are store manager, sales supervisor 

and team leader in Electronic City Margo City Mall. The 

criteria as participant of this research is because the three 

participants are the evaluator and decision maker for 

evaluating sales force performance at that branch. Based 
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on the interview, 9 effective criteria are identified but 

only 5 criteria were taken into account as criteria for sales 

people due to mathematical suggestion by Saaty [32]. In 

Electronic City Margo City, five best criteria for sales 

people performance are evaluated based on their 

communication, negotiation, attitude, appearance, and 

teamwork.  

Focus Group Discussion then incorporated to discuss 

the goal, criteria and sub-criteria in evaluating sales 

people performance criteria. During the discussion, 

several sub-criteria for each criteria are identified. 

Communication is identified as the ability to present 

information regarding product knowledge clearly, be a 

good listener, have a pleasant voice, the ability to control 

body language, and the ability to make consumer feels 

comfortable. Meanwhile, negotiation criteria consists of 

some sub-criteria such as the ability to handle objection, 

handle complaint and responsiveness in dealing with 

objection and complaint. In regards to attitude, sub-

criteria which are identified are friendly, polite and ability 

to control emotion. The appearance is also matters for 

sales people, sales people should good, clean and preppy. 

In Electronic City, the minimum height for woman is 160 

cms and 170 cms for man.  

After identifying five best criteria and several sub-

criteria of sales personnel performance for electronic 

product, during the FGD, participants are asked to discuss 

a questionnaire consist of 30 questions by giving a scale 

of relative importance between 1-9 (1=equally; 

3=moderately; 5=strongly; 7=very strongly; 9=extremely) 

to compare the relative importance with respect to goal 

and criteria in order to build consensus result. This step is 

used to determine the weighted value and prioritize 

criteria and sub-criteria.  This research used Analytical 

Hierarchy Process (AHP). The model of this research is 

on the picture below. 

Figure 1. Hierarchy Model for Sales Criteria 

AHP is a method developed by Thomas L. Saaty 

(1977) for multiple-criteria decision making. The 

technique converted subjective assessment of relative 

importance to a set of overall scores or weight. The AHP 

process started by decomposing a decision into a 

hierarchy by listing the overall goal, criteria and 

alternatives.  

The data from the questionnaire then analyzed using 

Expert Choice software to compute relative weights, 

consistency ratio and prioritize the sales personnel criteria 

for electronic product.   

4. RESULT 

Based on the survey questionnaire result regarding 
the identification of sales performance criteria for 
electronic product, the figure 2 and 3 below represent the 
main criteria that been used to evaluate sales force 
performance. It appears that the participants agree that 
communication and teamwork are the most important 
criteria when evaluating sales people performance. The 
overall inconsistency rate of the matrixes is 0.03, it 
indicates high stability and compatibility of the result.   

Figure 2. The geometric mean of the paired 
comparison matrix of the criteria 

 

Figure 3. Weight Criteria for sales people 
performance 

 
Communication has the highest weight which is 

0.365, followed by teamwork (0.273), attitude (0.153), 
negotiation (0.109), appearance (0.1). Communication is 
pivotal for sales person for sharing information about the 
product, once the product knowledge cannot be shared 
well it will impact to loosing potential consumer. For this 
reason, sales person is the one who is available to greet 
and convince potential consumer to buy the products. 
Through ways of communication, it is believed that it can 
impact to the selling of the product. 
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Figure 4. Prioritization of sales people performance 
criteria (inconsistency rate = 0.04) 

 
Meanwhile, the weighting and the matrix of paired 

comparisons of sub-criteria related to each criteria are 
shown in Figure 4 above. The overall inconsistency rate 
of the matrixes is 0.04 which shows stable and compatible 
result. Since the FGD is designed to build consensus 
amongst participants, a vector from the analysis is 
obtained. As seen in Figure 4, from 16 sub-criteria 
presented in the questionnaire, the highest priority criteria 
is present information clearly (0.257), followed by 
teamwork (0.192). The least preferred criteria is control 
emotion (0.009), clean (0.009) and preppy (0.008).  

 
Present Information Clearly 

Breaking down the sub criteria, it is known that 
present information clearly is the highest criteria to be 
considered. Advertising omits essential information that 
will lead to the wrong choice which may impact to 
dissatisfaction. By giving clear information of the 
electronic products, it will bring consumers jump into a 
best conclusion in choosing the product.  

 In retail store of Electronic City, there are many 
choices of electronics products. It comes from different 
brands and has its own specification. Moreover, 
electronics product has rapid change from time to time 
which brings more innovation in the latest product 
revealed by the manufacturer. By this matter, it does make 
sense that consumer will be overwhelming by misleading 
written information. With the help of salesperson in 
presenting information clearly, it will be helpful to decide 
which products to choose. 
 
Teamwork 

Working for retail store of electronics products 
means that there will be a lot of sales person to be 
coordinated. Although the sales persons are coming from 
different manufacturer, there is no doubt to have 
cooperation amongst all. Salesperson cannot choose 
which consumer to handle. In Electronic City, all sales 

persons are managed to cooperate each other to achieve 
more sales.  
 
Friendly 
By showing friendliness, consumers are feeling respected, 
family/friend likely, and being accustomed. That 
atmosphere will lead the consumer to bring more joy and 
delightful feeling to buy. In retail store such as Electronic 
City, friendly is a must. Moreover, in high context country 
such as Indonesia, salesperson needs to emerge smiling 
face, greeting, and respective attitude toward the customer. 
It is no doubt that friendly salesperson can bring a 
satisfying-service feeling which may cause loyal customer.   
 
Listen attentively 
Listening is essential part in promoting product. As stated 
by Brownell [33] that poor listening behaviors by sales 
personnel contribute significantly to performance failure. 
Listening as part of communication brings sense of 
empathy and such concern to customers’ need and want. 
The implication to the salesperson at Electronic City is 
giving more attention to the needs of electronics products 
suitable for their circumstance.  
 
Handle Complaint 
As part of negotiation skills, handle complaint is essential 
for salespersons. It is beyond expectation the customer 
that they are served well. Handling complaint is being a 
key to consumer recommendation to others about the 
brands [34]. Winning consumer recommendation will be 
beneficiary to raise sales number in retail store. As word 
of mouth are still matters in promoting stuff and 
influencing others to buy the same products, or to take the 
same service provided by the same retail store. 
 
Three closely similar value criteria 

Control emotion (0.009), clean (0.009), and preppy 
(0.008) are three criteria which have closely similar value. 
They have lowest value which means that it becomes low 
priority in salesperson performance. Every salesperson 
has its responsibility to be clean and preppy no matter 
how. The cleanliness covers top to toe appearance. It 
means that it is being their consideration to show their 
good appearance to give good impression to customer as 
it is mandated to every salesperson in Electronic City, a 
modern retail store of electronics products. However, it 
does not become prior criteria to performance.  

5.  CONCLUSIONS 

Communication and teamwork have become priority 
criteria to evaluate sales force performance. As an 
ambidextrous sales people for electronic product, they are 
required to master sets of skill i.g. presenting information 
clearly, be a team player, friendly personality, listening 
attentively, handling complaints and good looking. This 
research has some limitation in terms of sample size, and 
methods. The case study adopted in this study cannot 
generalize the result towards all electronic retail store in 
Indonesia. Thus, further research in terms of the sample 
size, participant’s criteria expertise in the field and more 
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robust methods are needed.  
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