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  ABSTRACT 

Today’s complex and cutthroat selling environment combined with rapid technological 

changes and globalization has raised a concern for superior performance. Firms are becoming 

increasingly aware of the need to have competent employees for survival and long term 

sustainability. All types of organizations irrespective of their size, structure and age are 

talking about competencies. Pharmaceutical industry has emerged as one of the significant 

industries and one of the top contributing industries to economic growth of India. It 

necessitated the identification of important competencies both for sales staff and HR 

professionals for enhanced organisation effectiveness.  

The aim of the study was to measure the competency levels of sales staff of Pharmaceutical 

industry. Eight competency groups, i.e., technical, personal, Client orientation, time 

management, Interpersonal, team player and presentation competency groups and their 

linkages to the organization effectiveness were analyzed using the statistical software SPSS. 

Altogether 8 competency groups and 6 factors of organization effectiveness items were 

analyzed. The use of survey data in the study helps us to provide evidence of the relationship 

between the competencies and organization effectiveness. 

The aim of the study is to explore formalization of competency mapping in organizations of 

India. In spite of numerous benefits of competency mapping, implementation of the same in 

Indian organizations is still in infant stage. Significant competencies were identified through 

factor analysis which can lead to enhanced organization effectiveness in pharmaceutical 

industry. Competency mapping was done by identifying the gap between required 

competency level and actual competency level. The study deployed quantitative research 

design of 350 respondents. Competencies of sales staff have a significant impact on 

organization effectiveness. Among eight competency groups identified through factor 

analysis, technical competency group emerged to be the most significant group followed by 

personal competency group.  The study concludes with specific implications based on 

research findings which can be used for further research. The study is beneficial to fields of 

competency mapping, pharmaceutical companies of India, Sales staff, HR Professionals, the 
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academicians, organizations and researchers.  

 

Key words: Competency mapping, Organization effectiveness, Sales staff, Pharmaceutical 

Industry.  
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CHAPTER 1

INTRODUCTION

1. INTRODUCTION

The part of introduction contained several sections. The first section is the background of the

study which includes the definition of competencies, its history and growth, competencies for

sales staff, the sales competency model, model of competency mapping, introduction to

organization effectiveness and pharmaceutical industry. Other sections include the research

purpose, research questions, significance of study, and definition of terms.

1.1 BACKGROUND OF THE STUDY

Effective selling of the products and services is critical to the success of organisations in the

hyper turbulent environment. Today’s complex and cutthroat selling environment combined

with rapid technological changes and globalization has raised a concern: what distincts the

superior performers from the average or poor performers? Sales managers have always tried

to understand the determinants of good sales performance. Researchers have examined many

possible determinants of sales performance. HR managers, top management and top sales

performers have found the answer in one word: Competencies. Competencies are a

combination of observable and applied knowledge, skills, attitudes, motives and traits

required to perform a specific job in an effective manner.

The article in The Economic Times on Aug, 2012 suggested that Indian Pharmaceutical

Industry is projected to grow 18% by 2016-17. The research defines sales competencies, as

well as key actions and outputs required for all sales professionals, it can benefit sales

managers, sales people, sales trainers, sales coaches, sales operation team members,
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academics and sales recruiters. Later on, the research focuses on mapping the competencies of

sales staff in the pharmaceutical industry.

1.1.1 DEFINITION AND MEANING OF COMPETENCY

Today, when measuring organisation’s performance, its better results more and more are

refereed not to material resources, but to human resources and their competencies. Thus,

development of competencies has become one of the key priorities of the organisation.

Realizing this fact, organisations are looking for competent professionals and thus striving to

develop their current staff’s competencies. Undoubtedly, contemporary business companies

need professionals with desired competencies that would enable an employee to successfully

perform in ever changing business and economic environment. It should be noted that there

are wide range of competency definitions in management research publications, which differ

in terms of constituent parts / elements of competency and their acquisition or manifestation.

The classic author of management literature (Drucker, 1985) defined competence at

individual level as an ability of an employee to offer superior performance in assigned tasks.

According to (Boyatzis, Stubbs, & Taylor, 2002) competence is an underlying characteristic

of a person, motives, traits, abilities, aspects of image or social role, knowledge that a person

is able to use. (Spencer & Spencer, 1993) presented the following concept of competence: it is

an ability to perform well in terms of qualification, skills and knowledge, to have authority to

do something, highly qualified awareness. The concept introduced by (Carr, 2000) establishes

that it is practical implementation of individual abilities characterized by practical skills and

attitudes required to ensure successful professional performance. (Jovaisa, 1993) offers

perhaps, the most comprehensive characteristic of an individual related with higher quality

performance in specific job or situation; individual characteristic highlighting the versatility

of competencies, ensuring sustainability of personality and making predictions for forecasting

behavior of a person in various situations of performance. (Atkociuniene, 2010) defines

competency as valuable, rare, non- replenishable and irreplaceable resources that can ensure

competitive advantage for an organisation in competitive environment. According to (Straka,

2005), competency comprises the entire body of knowledge and abilities or personal traits

developed through learning that cannot be immediately observed. According to (Zydziunaite,

2005) competency means an ability to take decisions related with the context of particular
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professional performance. Perhaps, the clearest concept of competencies is offered by

(Pacevicius & Kekyte, 2008)– it is a combination of professional knowledge, abilities and

skills as well as an ability to apply them following the requirements of work environment.

Figure 1.1: The Iceberg Model of competencies

Source: Spencer L.M. & Spencer S.M, (1993) Constructing Executive-level Health Manager's Competency

Model

Competencies can be better understood with the help of Iceberg Model wherein Technical

competencies are at the tip – the portion above the waterline that is clearly visible (and

therefore easier to assess).

Behavioral competencies are below the waterline – they are more difficult to assess, and often

harder to develop. Behavioral competencies can be understood as manifestations of how a

person views him or herself (self-image), how he or she typically behaves (traits), or motives

him or her (motives). The iceberg model for competencies takes the help of an iceberg to

explain the concept of competency. An iceberg which has just one-ninth of its volume above

water and the rest remains beneath the surface in the sea. Similarly, a competency has some

components which are visible like knowledge and skills but other behavioral components like

attitude, traits, thinking styles, self-image, organisational fit etc are hidden or beneath the

surface.
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Suppose an organisation is promoting an open door policy which literally means that a

manager or supervisor would keep the doors of his/her chamber open to become accessible to

their subordinates and encourage sharing of opinions and feedback. A manager sitting at the

farthest corner of the office keeps his door open all the time, how does one evaluate whether it

is for fresh air, claustrophobia or an indication that his subordinates are invited to reach out to

him anytime. Therefore, intent behind a displayed action is necessary to understand the action

and its implication fully.

In more complex jobs, these behavioral aspects, motives and traits become more important

than the skills and knowledge required to do the job. Think of a soldier at the war front, he

knows how to use the weapon he is holding, but thinks that the war is unjust and refuses to

fire. In organisations, senior level hiring is therefore a time consuming and elaborate affair as

it becomes necessary to establish the alignment between the organisational and individual

motivation and aspirations.

Developing the two levels of competencies also takes different routes. The visible

competencies like knowledge and skills can be easily developed through training and skill

building exercises however the behavioral competencies are rather difficult to assess and

develop. It takes more time and effort intensive exercises, like psychotherapy, counseling,

coaching and mentoring, developmental experiences etc.

In the traditional method of hiring, most of the organisations looked at just the visible

components of competencies; the knowledge and skills, believing that the behavioral aspects

can be developed through proper guidance and good management. However, with major shifts

in the conventional methods of people management, the hiring process has also undergone a

change therefore a lot of emphasis is being put on the hidden behavioral aspects as well to

make a sound decision. Hence, a complete picture regarding the competence of a person

consists of both visible and hidden aspects and it becomes necessary to understand both to

arrive at identifying the best man for a job.

The traditional approach to task analysis is characterized by two models: the British model

and the American model. The British model (Annett, Duncan, Stammers, & Gray, 1971) has
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emphasized analysis in terms of specific activities for which job holder is responsible

(Boybell, 1970) whereas the American model (Service, 1973) has included an emphasis on

competencies needed for the job. The literature reviewed so far shows that there is still a gap

in terms of a single list of sales competencies. Categorization considered as classic one is

provided by R. Katz (1955), who divides competencies into three types: technical, human and

conceptual. D. Le Deist and F. Winterton (2005) comparing the concept of competencies

prevailing in France with the Anglo-Saxon one defines the following types: knowledge or

theoretical competencies (savoir), functional or managerial competencies (savoir-faire), and

social or behavioral competencies. The concept of competencies in historical terms was

comprehensively analyzed by R. Lauzackas (2005). In 1974, F. Mertens, one of the finest

researchers of German labor market and professional training, classified competencies under

the following four categories: basic competencies (personal abilities of the highest level:

logical, critical, contextual thinking, creativeness), horizontal competencies (related with

information search, its processing and use), wide elements (special professional

competencies), vintage factors (knowledge that has not been changing in the course of history,

e.g. theory of relativity). As A. Cepiene (2007) mentions, T. Jovaisa together with British

researcher S. Shaw (1998) was one of the finest researchers in Lithuania who made wide-

range research on the concepts and scope of general abilities. They defined eight categories of

general competencies: basic skills, daily-life skills, employment abilities, social and

community related abilities, broad abilities, management skills and business organisation

abilities.

The analysis of research publications on competencies shows that there are two dominating

approaches to competencies – functional-analytical and personal characteristics. The

functional-analytical approach refers to such work functions and activities that managers

should be able to perform effectively. However, there is still no unanimous opinion regarding

classification of managerial competencies by categories and types. As R. L. Draft (2003)

revealed there are two main competencies i.e. leadership and team-building. Cockerill et.al.

(1995), and St. E. Abraham et al. (2001) defined eleven categories of competencies making

the high performance managerial competency: information search, concept formation,

conceptual flexibility, interpersonal search, managing interaction, business like orientation,
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self-confidence, presentation, proactive orientation and achievement orientation. Alongside

with Cockerill’s approach, St. E. Abraham et. al. (2001) offer ten categories of competencies:

good verbal / written communication skills, problem-solving skills, orientation to results,

interpersonal skills, leadership skills, customer focus, flexibility / adaptation ability, team

player and striving for quality.

Lack of a single theoretical basis creates space for discussion whether various programs

devoted to preparation of sales people and sales specialists are aimed at providing such

competencies that exactly correspond with the needs of business organisations. Therefore,

business organisations’ managers often criticize such programs and mention that future

professionals in fact are not taught things contemporary business companies need. It should

also be noted that there is a lack of such type of research: e.g. research on assessment and

mapping of competencies for Indian sales staff working in pharmaceutical industry.

Bakanauskiene and Bartnikaite (2006) revealed that competencies, according to managers, are

determined not only by personal traits but also by skills acquired during the development

process. Thus, there is both academic and practical problem – what particular sales

competencies are necessary for sales specialists, in order they can successfully work in

contemporary business companies especially for pharmaceutical industry. Competency

mapping can serve as a useful tool for identifying the existing gap between the required

competencies and the actual competencies. This would in return facilitate sales staff,

managers and HR departments for building more competencies.

A combination of knowledge, skills, attitude and personality of an individual as applied to a

role or job in the context of the present and future environment that accounts for sustained

success within the framework of Organisational Values. Competencies include the collection

of success factors necessary for achieving important results in a specific job or work role in a

particular organisation. Success factors are combinations of knowledge, skills and attributes

(more historically calls KSAs that are described in terms of specific behaviors and are

demonstrated by superior performers in those jobs or work roles. Attributes include: personal

characteristic, traits, motives, values or ways of thinking that impact individual’s behavior.
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An early assessment was carried by McClelland in 1970s which explains that competencies

are significant predictors of employee performance and success, equally as important as an

individual’s academic aptitude and knowledge content as indicated by test scores or results

(Lucia, Lespinger, 1999; McClelland, 1973). A competency is the capability of applying or

using knowledge, skills, abilities, behaviors and personal characteristics to successfully

perform critical work tasks, specific functions, or operate in a given role or position.

Having analyzed the literature, competencies are classified by the models of managerial

competencies into three blocks: professional (application of knowledge and skills), social

(effectiveness of social behavior, ability to adapt to change) and personal (combination of

self-assessment skills and personal traits).

At the individual level, competency must not be conceived as the sum of theoretical and

empirical knowledge held by an individual, neither is it something encapsulated in a task.

According to Zarifian (1999), “competence is the practical intelligence about work situations

that is supported by the acquired knowledge that transforms them.” Individual competence is

neither a state nor can it be reduced to a specific knowledge or know how. Le Boterf (1995)

places competence on the intersection of three axes formed by (1) the person (his / her

biography and socialization), (2) the educational process, and (3) his / her professional

experience. According to the author, “Competency is the set of social and communicational

learning processes nurtured upstream by education and downstream by evaluation system.”

Competency is acting in a responsible way, which is recognized by others. It implies knowing

how to mobilize, integrate, and transfer knowledge, resources and capabilities in a given

professional context.

Competencies are always contextual. Learning and knowledge can only achieve the status of

competency if they are communicated and exchanged. Thus, the network to which the

individual belongs, with whom he / she interacts, is crucial for communication to be efficient

and generate increased competence. Therefore, the concept of competency must be associated

to verbs: know how to act properly, how to mobilize resources, how to apply multiple and

complex knowledge, how to learn, how to commit himself / herself, how to assume duties and

responsibilities, and how to develop a strategic vision of the business. At the same time, the

process of competency formation must aggregate economic value to the organisations and
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aggregate social value to the individual. Competencies are defined as ‘a responsible way of

acting, recognized by others, that implies how to act, how to integrate and transfer knowledge,

resources and capabilities, and how to aggregate economic value to the organisation and

social value to the individual’ (Fleury and Fleury, 2000).

Irena Bakanauskiene and Jurgita Martinkiene (2011) defined competencies for Western

Lithuania region and identified three major blocks of competencies: professional

competencies, social competencies and personal competencies.

A competency is a measurable characteristic of a person that is related to effective

performance in a job, organisation, or culture. Competencies can be developed through a

process of observation and interviewing outstanding performers in a wide variety of jobs and

roles to determine what sets theses outstanding employees apart from everyone else. These

characteristics can be defined in terms of behaviors – those thoughts and actions that

characterize outstanding performers.

Competencies are classified as basic competences and professional competencies. Further,

organisational competencies are classified into broad categories such as generic competencies,

managerial competencies, and functional or technical competencies. The competencies

profile has been a studied during the last decades, using diverse approaches, for distinct

purposes. In human resource management research, competencies are studied from the point

of view of job competencies in which they are considered as technical skills to perform job

activities. The term ‘Soft Competencies’ was defined as personal behavior or attitude. Diverse

authors defined that soft competencies are complementary to technical competencies, and that

they are of great importance to human resource management (Dubois 1993, Dainty et al.

2005).

1.1.2 HISTORY AND EVOLUTION OF COMPETENCIES

The case for competency management has grown strongly since David McClelland wrote his

article in 1973 and the Management Charter Initiative (MCI) was launched in UK, in the

eighties. There is ample evidence that competencies form the bedrock for effective and

superior performance. That is the reason why organisations, both in private and public sector,
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continue to emphasize on them. Competencies (R. Palan, 2003) refer to an underlying

characteristic that describe motives, traits, self-concept, values, knowledge or skills that a

superior performer brings to the workplace.

A team of Educationists lead by Benjamin Bloom in the USA in mid-fifties laid the

foundation for identifying educational objectives and thereby defining the knowledge,

attitudes and skills needed to be developed in education. David McClelland, the famous

Harvard Psychologist has pioneered the competency movement across the world. His classic

books on “Talent and Society”, “Achievement Motive”, “The Achieving Society”,

“Motivating Economic Achievement” and “Power the Inner Experience” brought our several

new dimensions of the competencies. These competencies exposed by McClelland dealt with

the affective domain in Bloom’s terminology. The turning point for competency movement

was the article published in American Psychologist in 1973 by McClelland, wherein he

presented that traditional achievement and intelligence scores may not be able to predict job

success and what is required is to profile the exact competencies required to perform a given

job effectively and measure them using a variety of tests. Latter, McBer, a consulting firm

founded by David McClelland and his associate Berlew have specialized in mapping the

competencies of entrepreneurs and managers across the world. They even developed a new

and yet simple methodology called Behavior Event Interviewing (BEI) to map the

competencies.

McBer and Company (now part of the Hay Group) carried out the first competency study in

1973. Since that time, researchers have conducted thousands of competency studies of

hundreds of jobs, worldwide. The studies that form the basis of competency database are

grounded in solid empirical research. The Sales Model was derived by an in-depth analysis of

this database of competencies – in particular those of outstanding sales representatives. In

creating this model, researcher sought to include those competencies that are most critical in

defining excellence in a wide variety of sales roles.

For years now, competency management has been suggested as a way to more effectively

utilize employee skills in the workplace. The concept originated from Human Resource
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Management as a way to align HR processes (like selection, performance appraisal, training

and development) to job requirements and organisational strategy (Green, 1999). Moreover, it

has been suggested that in Knowledge Management approaches defining competencies can

support knowledge management processes like goal-setting and evaluation, or the assignment

of teams in knowledge-based organisations (Deiters et. al., 2000). Skills or competencies are

being defined in organisations in order to describe characteristics of individual employees to

make better use of their expertise or to develop it further.

The phrase core competence in the literature on education defines a set of learning outcomes

(skills or competencies) which each individual should acquire during or demonstrate at the

end of period of learning. It is one of a number of associated concepts, including core skills,

core competency, generic skills and key qualifications (Gary & Nick, 2000). There are

differences between all of those concepts but they all relate to learning outcomes which

support further learning, employment, personal development and socialization.

This definition is synthesized from the suggestions of several HRD specialists who attended a

conference on the subject ‘competencies’, in Johannesburg, South Africa, in October 1995. A

competency is “A cluster of related knowledge, skills and attitudes that affect a major part of

one’s job (a role or responsibility), that correlates with performance in the job, which can be

measured against well-accepted standards, and that can be improved with training and

development”. Katz and Kahn (1986) grouped competencies under three areas, which were

later expanded to the following four:

1. Technical or functional: Associated with technical or functional expertise required to

perform the specific role.

2. Managerial: Knowledge, attitude and skills required to plan, organize and mobilize various

resources.

3. Human: Knowledge, attitude and skills required to motivate, utilize and develop human

resources.

4. Conceptual: The ability to visualize the invisible and think at abstract levels.
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The requirement of the above competencies varies across different levels. As one moves

higher in the hierarchy, more is the requirement of the managerial and conceptual

competencies.

Boyatzis’ model investigates which characteristics of managers are related to effective

performance and it can be considered as adaptation of the classical psychological model of

behavior (McClelland, 1971). The authors see ‘competency’ as ‘an underlying characteristic’

causally related to superior job performance (McClelland, 1971 and Boyatzis, 1982). This

approach is also known as the input approach to management competency (Tate, 1995 and

Hoffmann, 1999), as it was used to define the inputs needed to demonstrate a competent

performance and to find out what makes managers competent. The second approach identifies

the outcome expected from a job when it is performed adequately. It suggests not only skills

and knowledge but also the range of qualities of personal effectiveness required to get a job

done (Ashworth & Saxton, 1990) (Silver, 1991) (Boam & Sparrow, 1992) and (Burgoyne,

1989). The main contraposition between the two meanings of the term ‘competency’ is that

one refers to the output or the result of the training, while the other refers to the inputs or the

underlying attributes required of a person to achieve competent performance.

Klemp (1980) argues that competencies are underlying characteristic of a person which

results in effective and/or superior performance on the job. Hogg (1993) defined competency

as the characteristics of manager that lead to the demonstration of skills and abilities

which result in effective performance within an occupational area. Spencer and Spencer

(1993) in their work Competency at work defined competency as ‘an underlying characteristic

of an individual that is casually related to criterion-referenced effecting and/or superior

performance in a job situation’.

In 1995, a conference was held in Johannesburg by experts in human resource development

on the subjects of competencies. As a result, new definition of competency was synthesized

by Parry (1996) which states, ‘competency is a cluster of related knowledge, skills and

attitudes that affect a major part of one’s job, that correlates with performance on the job,
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that can be measured against well-accepted standards and that can be improved via training

and development’.

The definitions given by all experts can be understood by following points:

 Competencies are underlying characteristic which means it is a deep and in-built part

of an individual’s personality which is demonstrated through behavior.

 It facilitates in predicting behavior of an individual in a wide variety of situation or

tasks.

 It is a combination of skills, motives, knowledge, abilities and attitude which helps in

achieving superior performance.

 Competencies are measured for a specific job.

According to the traditional approach, immediate supervisor identifies the competencies for

any job. Although many organisations follow this practice in India, other countries use a

combination of people in order to identify the required competencies. Competencies can be

identified by experts, HR specialists, job analysts, psychologists, industrial engineers along

with the consultation of line managers, current and past job holders, and all other members

who have expectations from the role holders.

1.1.3 COMPETENCIES FOR SALES STAFF

Today’s global economy and business climate can be summed up in one word: change. As

business leaders work to increase profits, maximize shareholder value, and grow the business

amid change and economic uncertainty, they rely on their sales function to move the

organisation forward. It is an exciting time to be in the sales field. As the profession continues

to evolve, sales professional will find that their work is frequently redefined as organisations

rethink their business strategies and objectives in the phase of economic uncertainty, new

opportunities and constant change. While these challenges may affect many organisations

regardless of industry or geography, one thing is certain: having a competent and confident

sales force can help an organisation grow and achieve competitive advantage. This means that

everyone in the sales function must be in the right jobs and equipped with the right skills to

perform effectively for the organisation.  For effective performance, the question arises as

what it takes to have the right sales force with the right skills. The answer lies in
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understanding what a sales professional must know and be able to do to be successful for an

organisation or client.

The image of the product and the company that a doctor forms is directly related to the degree

of professionalism exhibited by sales staff. It is essential for medical representative to be well

organized and planned in advance. By careful planning, a medical representative will see a

mix of doctors and pharmacists every day.

With the ever increasing pressure to ensure maximum return on investment, sales force is

becoming a high priority area in the global pharmaceutical industry. Sales force represent the

largest spend in sales and marketing yet most studies show that the returns gained from this

spend is not particularly strong and one IMS report found that Pharmaceutical sales force

effectiveness declined by 23% in the period of 2004 to 2005. The golden old days have gone

where sales representatives enjoyed lengthy and in-depth discussions with their target

physicians about the drugs. Research by Novartis showed that, despite the fact that the top 40

pharmaceutical companies in the U.S. doubled their investment in sales force over past ten

years; prescriptions only rose by 15% in the corresponding period.

In hyper turbulent environment, companies overall continue to struggle to determine which

levers to pull to improve the performance of their sales forces. Many companies struggle with

hiring the right sales people, have a large percentage of sales people who do not make their

quota, and experience significant attrition of sales people each year. Such performance, if it

continues, will be a significant obstacle for companies that are looking to take advantage of

growth opportunities as the economy begins to improve.

In the early 1980s, organisations and well-renowned establishments such as Harvard Business

School, The Gallup Organisation, the Xerox Corporation, started studying outstanding sales

people in order to identify the important competencies. The research revealed that 39% of a

customer’s buying decision is based on the competency of a sales people. Organisations of all

kinds face numerous performance challenges today: understand and respond to changing

customer needs, support growth, improve profitability. Leading organisations address these

challenges by transforming the performance of their sales teams through a combination of art
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and science. In mastering the ‘art’ of sales- competency, behavior and personality that define

high performance – ‘science’ still plays a role, in the form of sales analytics.

As companies refocus their attention on growth, many find they are held back by the very

thing that should be propelling them forward: their sales force. For too many organisations,

this critical function is hampered by ineffective sales people and with the expensive drag of

turnover. It’s a problem that has held the attention of organisations for many years—but one

that also has gone largely unsolved. The challenge has been creating a model that establishes

what makes some people better at sales than others—and then supports the replication of

those characteristics across the entire sales force. While many models have been developed

over the years, most have focused on personality, skills or behavior.

The common short coming of these models has been their failure to integrate all three

dimensions into one holistic model. A model broad enough to capture everything a good sales

person thinks and does, yet still focused enough to apply to specific business environments or

even explained the differences between sales roles. Through a combination of research and

practical experience, Accenture (Samuel R. Tepper & Rick Bakosh, 2010) has developed such

a model integrating the sales competencies, personality traits and behaviors of a specific

organisation’s top performers into a usable model that can improve the effectiveness of every

member of the sales team and can enable the company to close the gaps through targeted

improvement programs.
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Figure 1.2: Sales Force Competencies: “Top 10” Mind map
Source: John Sergeant Associates.

For more than 20 years, the American Society for Training and Development has created

competency models that define the standards of excellence for the learning profession. The

ASTD 2008 World-Class Sales Competency Model is an example of growing importance of

sales function within organisations. The model provides a framework for the competencies

that sales professionals need today and will need in the future. Having a defined set of

competencies is a hallmark of a true profession.

As mentioned by Brian Lambert & et al. (2009), the ASTD World-Class Sales Competency

Model provides global insight into and standards for ethical human link required for world-

class selling. The study carried out by Brian Lambert & et al. in 2009 on the ASTD World-

Class Sales Competency Model defines sales competencies, as well as key actions and outputs

required for all sales professionals. Thus, ASTD provided a comprehensive competency

model that helps individuals and organisations to identify gaps in skills and knowledge.

As the world of business has changed from one in which tangible commodities or products are

sold, to one in which bundles of sophisticated products and services (service agreements,

partnering arrangements just to name two) are sold, so the world of sales has changed. The

sales process is now increasingly a relationship-driven process. The fact that the sales
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proposition is often complex, particularly in terms of its financial components, means that the

sales cycle often takes considerable time from first meeting to final decision and

implementation. This means that the job of sales is complex, and becoming more complex all

the time. The outstanding salesperson must—

 Be confident in him- or herself in an ever-changing sales environment

 Create new sales opportunities and leverage them for success

 Take the time to build lasting customer and industry relationships

The advantage of the competence-performance approach is that the competencies help to

predict performance outcomes and provide an explanation for discrepancies in performance.

For example, missing competencies can help to explain why an employee was notable to

accomplish a certain task. Hence, development programs can be created that focus on theses

underlying competencies. Competencies will continue to receive close attention as companies

migrate to organisation designs that view jobs as excessively rigid and limiting. Competencies

offer a powerful opportunity to communicate new values and directions.

Albert and Kaluscha, (1997) have shown how known methods of adapting competence-

performance structures can also be used in dynamic domains. This certainly depends on the

speed of change of the tasks. It would also depend on the nature of the competencies defined.

Competencies are understood as being relatively stable across time and situations, underlying

competencies would in fact change much slower and rather different combinations of

competencies would be able to determine performance for a person in quite diverse kinds of

situations. The competence-performance matrices can be the basis for other kinds of analyses

as well. For example, Formal Concept Analysis (FCA, (Ganter and Wille, 1999) provides an

alternative way of formalization for documents and competencies. (Busch et al. 2001) have

used FCA for mapping knowledge flows in an organisation. In general FCA seems especially

well suited for knowledge mapping purposes, that is making available competencies visible

within the company.

For more than a century business people and experts have tried to understand why some

people are more effective at sales whereas others are ineffective. Many models and
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approaches have been proposed for raising the performance of less effective sales people—

from frameworks that emphasize personality, to others focusing on skills, to still others

identifying the specific behaviors that set high performers apart. However, none have

substantially helped companies replicate the critical characteristics of top sales performers.

One of the possible reasons is because companies have failed to integrate all three legs of the

sales force performance tool: competencies, behaviors and personality.

Increasing sales effectiveness is a top concern for chief sales officers, especially as

organisations prepare for growth in the post-recession world. However, recent research shows

that many companies struggle to achieve this goal. In 2009, research sponsored by Accenture

with the firm CSO Insights identified that increasing sales force effectiveness was the single

most important objective for chief sales officers, besting such goals as increasing revenue,

building market share and improving margins. Yet significant gaps exist between sales

leaders’ goals and their actual achievements to date. For instance, only six percent of these

executives say their companies’ ability to hire top-notch salespeople exceeded their own

expectations. In contrast, nearly 40 percent said this capability needed improvement. This

calls an attention of HR departments in pharmaceutical industry and gives a hint that

competencies should be emphasized in order to directly increase sales and enhance

organisational performance indirectly. It signifies the need for assessing the competencies for

existing sales staff and recommends that recruitment and selection should be carried on basis

of competencies.

The objective of pharmaceutical marketing is to make profits through satisfying customer

needs and wants. Hence, the marketers i.e. medical representatives have to understand real

needs, wants, beliefs and attitudes of customers towards products and services (Nitin

Giridharwal; 2007). Pharmaceutical marketing is a specialized field where medical

representatives form the backbone of entire marketing effort. Medical representatives try to

influence prescription pattern of doctors in favor of their brands (Sahad P. V. & et. al.; 2005).
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Figure 1.3: Supply Chain of Indian Pharmaceutical Market
Source: Talgeri, Nandan & Sunil S. Chiplunkar, Marketing and Distribution of Pharma Goods, Chronicle

Pharmabiz, 2002.

Pharmaceutical selling is the promotion of a brand of drug to the medical fraternity. In a

supply chain of Indian Pharmaceutical market, sales staff generally meet medical

professionals i.e. doctors and promotes a product through visual aids, clinical paper

presentation and / or sample distribution. Simultaneously, medical representatives also meet

the chemist / pharmacists and promote the drug and product. Based on the presentation made

and confidence gained by doctor, the product is Rx-ed by the doctor to a patient. The patient

purchases a product from the chemist who had purchased it from a stockiest / wholesaler who

in turn purchased it from the organisation.

In a study conducted by Nitin Girdharwal (2007), doctors reflected that they still consider

medical representative as a better medium of communication and promotion of medicines as

compared to information provided through internet. The medical representatives provide

human touch and more personalized service to doctors.

The role of medical representative has undergone a huge change and reforms due to severe

competition with MNCs, continuous research and development in pharmaceutical industry.

The role of Medical Representative is redefined and is expected to know SPICE concept of

pharmaceutical marketing.

S – Specific

P – Product Knowledge

I – Inclinical Activity
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C – Communicate effectively

E – Encash in terms of prescription

1.1.4 THE SALES COMPETENCY MODEL

The performance of an organisation depends not only on the human assets but also on HR

having the right match of competencies and their level for performance requirements as it’s

not the process or machine that does the job, but it’s the human behind them which

determines the performance of the company. The process of competency mapping (Ashok

Sankethi, 2008) starts from as macro an endeavor as understanding the vision and mission of

the organisation and how that translates into specific, time-bound business goals. It then goes

on to delineating the organisation structure clearly, and identifying the various levels and

positions, as well as the reporting relationships obtaining within that. For each position / level,

the mapping exercise should outline the roles and responsibilities of the position; short-term

goals to the extent that they are qualified; skill sets required for the job; and soft skill sets

required for the job plus interaction with other units / personnel.

Once this is done as specifically as possible, the next step would be to assess where the

individual currently filling the position stands in terms of what is required. This would

indicate the gaps between the skill sets required and the skill sets possessed. It is also useful if

the competency of the current incumbent is assessed keeping in mind the next promotion and

the competencies required for that position. This will enable the organisation to remain one

jump ahead of the game. The assessment of the competencies required as well as the current

competency level should be completed using a combination of structured and in-depth

interviews with the person supervising the position and with others in the hierarchy.

A skilled assessor needs to study the gaps and figure out which ones can be filled through

training, and which cannot. For instance, if a position requires working knowledge of MS

Excel, that is something which can be addressed through training. On the other hand, if a

position requires the person to be an extrovert (such as being in-charge of network marketing)

and the current incumbent is a confirmed introvert, then it would perhaps be better to redeploy
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the person. This will save the person the anguish associated with being in a wrong position

and receiving negative performance appraisals.

Though there are well-accepted guidelines and assessment tools such as psychometric tests,

the assessor’s skill will play an important role in deciding when a gap calls for training and

when it calls for redeployment Competency mapping comes in very useful in the following

situations: candidate appraisal for recruitment; employee potential appraisal for promotion;

training needs identification; performance diagnostics; and self-development initiatives. Apart

from the above situations, organisations would also be well-advised to carry out a

comprehensive, company-wide mapping exercise if it has never been done before. As is the

case with any HR appraisal activity, competency mapping too places emphasis on

transparency, objectivity and quantification.

The purpose of looking at competencies in organisations is to support firms in the challenges

they are facing in an increasingly knowledge-based economy. Human knowledge and

expertise are becoming the foundation of many company’s assets, and instruments that help

manage these assets are being needed. Used correctly, competency models can be powerful,

unifying agents for change – changing and directing individual behavior toward

organisational goals. Through the clarification of organisational expectations, competency

models can be instrumental drivers of superior performance. Aside from enhancing the

performance management process, competency models can be effective tools for recruiting

and selecting the right person for the right job. Yet, competencies are also useful tools for

designing jobs, career development, and compensation planning, determining training and

development needs, and making organisational design decisions.

1.1.5 ASTD COMPETENCY MODEL

The ASTD World-Class Sales Competency Model was created with the input of more than

2000 leaders, experts, and practitioners in the sales profession. It was created by sales

professionals for sales professionals. The model provides a common language and framework

for selling competency that defines the field for today and for years to come.
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The ASTD competency model is made up of three tiers. The foundational competencies

(bottom-line tier) include the list of competencies that helps the sales staff in completion of

many tasks. The 12 competencies are grouped in three clusters: interpersonal,

business/management, and personal. The areas of expertise (the middle-tier), which is

comprised of nine competencies, are knowledge and skills required for the specified field. The

roles (the top-tier) are broad areas of responsibility that require a certain combination of

competencies and expertise to perform effectively.

Figure 1.4: The ASTD world-class sales competency model
Source: The ASTD world-class sales competency model

This competency model serves as an excellent resource for professional growth and

development. It is comprehensive enough to guide career development at all levels of

profession, add it covers wide spectrum of roles-both those that are directly responsible for

revenue generation, and those that support them. The model includes three layers of

knowledge and skills areas: roles, areas of professional expertise, and foundational

competencies.
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ROLES

The ASTD world class sales competency model can be explained based on the roles that are

played by employees. Roles are not the same as job titles; they are much more fluid,

depending on the application or activity. While there may be a loose formal association

between roles and job-titles, roles are the ‘hats’ that people wear within the sales profession,

despite specific job titles.

The sales roles can be described as under:

Consultant: Leverages expertise and resources to build strong advisory relationships.

Suggests best course of action based on data and helps with rational decision making. Guides

the decision making of others including internal and external customers. Acts as a point

person in negotiating transactions, fulfilling documented agreements, and building the

relationships that are essential to long-term partnering.

Strategist: In response to challenges or opportunities, envisions ways of operating or

achieving goals that do not currently exist. Applies or leads the application of innovative ideas

and systems to create a business or organisational advantage.

Developer: Creates business, organisational, or operational solutions or performance

improvement initiatives by designing, developing and delivering specific processes, systems,

tools, events or product intended to add value.

Manager: Controls and allocates resources and budgetary expenditures, enforces

accountabilities and compliance with work-related policies and procedures.

Analyst: Collects, synthesizes, deconstructs, and reconfigures information to provide insight

to others.

Administrator: Performs procedure based activities that are often scheduled on a regular

basis or required documentation. Involved with activities that require compliance with

established processes, practices, or operational rules.
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AREAS OF EXPERTISE

Areas of expertise contain the specific technical and professional skills and knowledge

required for success within a professional sales role. To be proficient in area of expertise, a

person must display a blend of the appropriate foundational competencies and a blend of

unique technical or professional skills and knowledge. An individual may have expertise in

one or more of the following areas:

Building Sales Infrastructure: Defines requirement essential for creating an efficient and

unified sales environment, including necessary processes, procedures, tools, and systems;

works with experts and stakeholders to design and implement appropriate solutions. Creates

and leads sales capacity planning efforts; and implements solutions within manual disruption

to sales team productivity.

Coaching for sales results: Engages sales personnel in individual or group coaching; draws

out the best performance of the individual or group through observation, motivation, and

developmental feedback.

Creating and Closing Opportunities: Continuously scans for prospects to achieve new

sales, expand account control, and populate account pipeline; leverages customer referrals and

targets new leads, performs necessary interest-building calls; manages sales cycle progress,

closes unique transactions, and achieves a mutually beneficial win for the buyer and the seller.

Defining and Positioning Solutions: Creates solutions that clearly address and align with

customer business needs; conducts effective technical presentations at all appropriate levels

within the client’s organisation; supports internal acceptance of proposed solutions and

monitors post-sale customer satisfaction.

Delivering Sales Training: Understands the challenges and demands of the selling

environment and leverages the insight in preparation of sales training events; develops and

managing learning attendance and performance feedback systems; manages and controls

training environment within specified parameters.
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FOUNDATIONAL COMPETENCIES

The ASTD 2008 world class sales competency study identified 29 foundational competencies

as common, core, and critical to all sales professional, regardless of role. These 29

foundational competencies cluster into four categories; logical groupings that help sales team

members define and assess their levels of competency. The competency clusters are:

partnering competencies, insight competencies, solution competencies and effectiveness

competencies.

1.1.6 COMPETENCY MAPPING

Ongoing and unrelenting economic, social and technological changes have spurred the need

for flexible, skilled workers who can help their organisations succeed and sustain a

competitive advantage. To be relevant within organisations and indispensable to clients and

customers like, workplace learning and performance professionals must continually reassess

their competencies, update their skills and have the courage to make necessary changes.

Businesses and managing business has and will always be complex. There is no denying the

need to perform through a combination of utilizing predictive or forecasting tools, techniques

and methods, yet without trivializing the need to sustain and drive a motivated high

performing workforce. The company’s need to sustain in a competitive environment, gave

rise to the need to understand and learn to establish the context of competency mapping.

Competency Mapping determines the extent to which the various competencies related to a

job are possessed by a job holder. Thus, competency mapping is a process used by an HR

expert to identify and list out competencies that are most relevant and significant to carry out

job in an effective manner. Although the definition of competency mapping given here refers

to individual employees and job holders, companies also map competencies but form a

different perspective (Garrett, 2007). Most popular strategies used by companies to map the

competencies include core competencies required for company’s success, business unit

competency sets, position specific competency sets and competency sets defined for each job

holder.
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Roles and Responsibilities
Set of skills,

knowledge, attitude
Expected

competencies

Organisational Goals

Vision and Mission of Organisation

Figure 1.5: Steps of Competency Profiling
Source: Ann Beatty, and Claire Bramlet, Making sure you have the right people with right stuff.

Once the identification of competencies is done, competency profiling is prepared which will

set the expected key competencies for a job. Expected or required competencies are matched

against the actual competencies of a job holder. The process of identifying the gap between

expected and actual competencies is referred to as Competency Mapping.

It has been proved by various scholars that every individual has competencies but is different

in terms of combination and degree of competencies differs from individual to individual.

Hence, organisations have to identify the critical basic competencies required for individual

employees to deliver their best in the organisation. The importance of mapping the

competencies proves critical for organisational success.

Competency mapping process is designed to consistently measure and assess individual and

group performance as it relates to the expectations of the organisation and its customers. It is

used to identify key attributes (knowledge, skills, and behavior attributes) that are required

to perform effectively in a job or an identified process. Competency Mapping juxtaposes two

sets of data. One set is based on organisational workflow and processes and it starts with the

clear articulation of workflow and processes, including all quality and quantity requirements,

inputs and outputs, decision criteria, and most important, internal and external customer

requirements. The other set of data is based on individual and group performance capabilities.
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It is collected through the utilization of a variety of assessment tools and procedures (which

may include a robust 360- degree feedback process) to assess the extent to which individuals

and groups can consistently demonstrate over time the competencies required to meet

expectations.

Despite the growing level of awareness, competency-based Human Resource (HR) still

remains an unexplored process in many organisations. The underlying principle of

competency mapping is not just about finding the right people for the right job. The issue is

much more complex than it appears, and most HR departments have been struggling to

formulate the right framework for their organisations.

In 1973, David McClelland, Professor of Psychology at Harvard University wrote a seminal

paper that created a stir in the field of psychology (McClelland, 1973). According to his

research, traditional academic aptitude and knowledge content tests seldom predict on-job

performance. He went on to argue that the real predictors of job performance are a set of

underlying personal characteristics or ‘competencies’. Hence, the history of competency can

be traced to the early 1970s when industrial psychologists and human resource managers were

seeking ways to predict job performance. There was significant evidence to show that

personality testing was very poor at predicting job performance (about 10 percent success rate

was achievable). At the same time, a number of studies showed that traditional academic

aptitude, knowledge tests, school grades and credentials did not predict job performance.

Evarts (1988) defined competency as an underlying characteristic of a manager which

causally relates to his/her superior performance in the job. According to Jacobs (1989), it is an

observable skill or ability to complete a managerial task successfully.

Hornby and Thomas (1989) defined it as the ability to perform effectively the functions

associated with management in a work situation. In the recent years, many meanings and new

labels have evolved through common usage for the terms ‘competence’ and ‘competency’

(Strebler et al., 1997). Usually, the term ‘competency’ has been used to refer to the meaning

expressed as behaviors that an individual needs to demonstrate, while the term ‘competence’
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has been used to refer to the meaning expressed as standards of performance (Hoffmann,

1999).

Mapping the individual competencies really gives individual a clear sense of true

marketability in today’s job market since someone who knows their competencies can

compare them with the ones required for a position of interest. Many companies which use

competency based interview for recruiting will later use the same competencies to encourage

career development, training, management development, performance management and

succession planning.

1.1.7 MODEL OF COMPETENCY MAPPING

A competency mapping model is an organizing framework that lists the competencies

required for effective performance in a specific job, job family (eg. Group of related jobs),

organisation, function, or process. Individual competencies are organized into competency

models to enable people in an organisation or profession to understand, discuss, and apply the

competencies to workforce performance. The competencies in a model may be organized in a

variety of formats. No one approach is inherently best; organisational needs will determine

the optimal framework. A common approach is to identify several additional categories of

competencies that apply only to specific subgroups. Some competency models are organized

according to the type of competency, such as leadership, personal effectiveness, or technical

capacity. Other models may employ a framework based on job level, with a basic set of

competencies for a given job family and additional competencies added cumulatively for each

higher level within the job family.

The key to gaining a competitive edge is the ability of the workforce of an organisation to

maximize the advantages of state-of-the-art technology, superior products, and steady source

of capital to enter into market place (McLagan 1989).

Determining whether workforce possesses the abilities critical for organisational success is

indeed difficult. Behaviors necessary for effective performance vary from business to

business and role to role. Thus, many organisations have developed their own competency
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models to help employees identify the essential knowledge, skills and attributes needed for

successful performance in a job aligned with the strategy and integrating it to HR strategy.

Figure 1.6: Linking HR processes to Organisational Strategy
Source: Seema Sanghi, ‘The handbook of competency mapping’, 2007, second edition

While designing a competency model, following points should be kept in mind so that

competency modeling can serve as useful HR tool.

 Competencies must be defined along with examples to illustrate when a particular

competency is being demonstrated.

 Although the innate characteristics are fixed in a person for the most part, behaviors

can be modified or taught.

The specific approach that is used to identify and structure competencies within a particular

organisation should be developed on the basis of the actual modeling purpose and the setting

within the organisation (Wols et al. 2003). Crawford (2004) put forth a model of

competencies that integrates knowledge, skills, demonstrable performance and core

personality characteristic.
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In Prahalad and Hamel (1990), a model for competency management in organisations called

‘Core competency notion’ is proposed in order to support strategic planning and provide

means for achieving better synergies among the various organisation’s business units.

Another contribution to this issue was provided by Javidan (1998) proposing an extension of

the core competency notion, where the concepts of resource and capabilities are included in

the core competency model. He also proposed a method based on the discussion of eight-

structured questions that will help managers to identify the company’s core competencies and

capabilities in a systematic and methodical way.

In recent years, the collaborative networks community developed some work related to

competency management in a collaborative context. Molina and Flores (1999) proposed a

core competency model for the manufacturing clusters, an earlier form of Virtual

Organisation (VO) breeding environments. The basic idea of this model is to match the tasks

defined for a new VO against the constituent skills provided by the cluster of organisations.

Another model for competency analysis in collaborative context, called S-A-R-C model, was

introduced by Boucher and Leburean (2005). This model supports the idea that competencies

usually increase in networked organisations as a consequence of the interaction between tasks,

human resources and material capabilities. Odenthal and Peters (2006) further developed the

concept of competency profiles in collaborative environments, proposing a method to

generate target competency profiles in a Virtual Enterprise. These target profiles are based on

the allocation of competencies to activities and where each set of activities correspond to a

specific task. More recently, Ermilova and Afsarmanesh (2008) developed a competency

model specific to competencies management in Virtual Organisations Breeding Environments

(VBEs). This model is called the ‘4C-model’ and it considers four fundamental components

of competency: ‘Capability’, ‘Capacity’, ‘Cost’ and ‘Conspicuity’.
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Figure 1.7: Competency mapping as an effective tool for HR activities

Competency mapping can play a vital role in every process of HRM system such as job

analysis/role analysis, recruitment, performance appraisal, promotion and transfers, training,

succession planning,

Dragenidis, 2006 implemented an ontology based application that can be used for the

competence management. (Keenam, 2005) projected a DSS to match the skills of the

prospective employees with the needs of the employer. (Huang, 2004) explored a DSS in

Human Resource selection which utilizes the fuzzy neural networking evaluating the

managerial talent. (Berio, 2004) presented a case study for modeling and managing the

competence of an enterprise. (Vartarien, 2003) studied the competencies in virtual

organisation that can be used at work and also for the lifelong learning. (Stenmark, 2003)

analyzed the need of rethinking of competence management systems for the knowledge of

based organisations. (Colucci, 2003) described an approach to ontology based semantic match

of skills descriptions. (Ranjan J. Tripathi P, 2007) developed a theoretical framework for

measuring competencies in academic institutions. (Ranjan J. Tripathi P, 2008) presented an

Empirical Study for the competence Management.
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PAKS based model of competency demonstrates the clustering of related measurable

competencies observed as personality, ability, knowledge and skills necessary to perform a

particular task independently at a prescribed proficiency level (Pooja Trpiathi; 2010).

1.1.8 ORGANISATION EFFECTIVENESS

Organisations are becoming more fluid in the pursuit of maximum motivation, effective team

work and higher organisational effectiveness. Organisational effectiveness can be measured in

two forms: Financial effectiveness and non-financial effectiveness. Organisation effectiveness

is used to indicate the goal attainment of the organisation. It indicates organisational growth,

profitability and productivity and to some extent, employee satisfaction as well. According to

S.P. Robbins, ‘An organisation is said to be effective if it is able to achieve its goals’.

Jackson, Morgan and Paolillo defined it as ‘effectiveness is commonly referred to as the

degree to which predetermined goals are achieved’. Organisation effectiveness cannot be

measured by a single criterion as it is multidimensional. According to Kondalkar, several

factors need to be considered while measuring organisational effectiveness such as leadership

style, organisation citizenship, employee satisfaction level, customer satisfaction, skill variety,

and quality management. Effectiveness considers the organisation environment interface and

also takes care of human aspect of the organisation. The fast pace of environmental changes

in the global market makes managers increasingly aware of the importance of a high-caliber

workforce in an organisation’s effort to attain its goals.

Organisational researchers have always been looking for the answer to effectiveness of

organisations. In spite of numerous efforts, there is a still confusion regarding what

organisational effectiveness is. It has been not an easy task to compare studies of

effectiveness, as only few researchers have focused on common criteria for measuring

organisational effectiveness (Campbell, 1973; Steers, 1975) and effectiveness has been a tag

attached on a wide variety of organisational phenomena from a wide variety of perspectives.

Research conducted by various authors establish that no one ultimate criteria of organisational

effectiveness exists, which increases the difficulty of organisational researchers. In fact,

organisations may target for multiple and often contradictory goals (Warner, 1967; Perrow,

1970; Hall, 1972, 1978; Dubin, 1976), relevant effectiveness may change over the life cycle
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of an organisation (Yuchtman and Seashore, 1967; Kimberly, 1976; Miles and Cameron,

1977), different constituencies may have particular importance at one time or with regard to

certain organisational aspects and not others (Friedlander and Pickle, 1968; Scott, 1977;

Barney, 1978), and the relationships among various effectiveness dimensions may be difficult

to discover (Seashore, Indik, and Georgopolous, 1960; Mahoney and Weitzel, 1969;

Kirchhoff, 1975). Organisation effectiveness includes various factors such as job satisfaction,

organisational commitment, and employee turnover (Mowday, Porter & Steers, 1982; Mayer

& Schoorman, 1992).

Thus, organisational effectiveness can be understood as mutable (composed of different

criteria at different life stages), comprehensive (including a multiplicity of dimensions),

divergent (relating to different constituencies), trans positive (altering relevant criteria when

different level of analysis are used) and complex (having non parsimonious relationship

among dimensions).

Figure 1.8: Approaches to Organisation effectiveness
Source: Organisation Effectiveness and Change Management.
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ORGANISATIONAL EFFECTIVENESS MODELS

Several models have been developed to capture the richness of the organisational

effectiveness construct. This multiplicity can be explained by the nature of the effectiveness

construct, specifically it has unspecified boundaries, and also by the various

conceptualizations of organisations that yield different models of effectiveness (Cameron

1984).

1. Goal model:

The traditional model relies on a vision of the organisation as a rational set of arrangements

oriented toward the achievement of goals (Goodman et al. 1977). Effectiveness is measured in

terms of accomplishment of outcomes (Etzioni 1960). The focus is exclusively on the ends:

achievement of goals, objectives, targets, etc.

2. System model:

The system model, while not neglecting the importance of the ends, emphasizes the means

needed for the achievement of specific ends in terms of inputs, acquisition of resources and

processes (Yuchtman and Seashore 1967). The conception of the organisation is grounded in

the open system approach whereby the inputs, transformation process and outputs are

considered part of whole and not independent components.

3. Strategic-constituencies model:

This model broadens the scope of the two previous models by adding the expectations of the

various powerful interest groups that gravitate around the organisation (Connolly, Colon and

Deutch 1980). Thus, the organisation is perceived as a set of internal and external

constituencies that negotiate a complex set of constraints, goals and referents (Goodman et al.

1977). That is, the owners, employees, customers, suppliers, creditors, community and

government represent interest groups that must be satisfied in order to ensure the effectiveness

and survival of the organisation.

4. Competing-values model:

The competing-values model constitutes a synthesis and an extension of the previous models

(Quinn and Rohrbaugh 1983). It views the assessment of organisation effectiveness as an

exercise grounded in values. Using organisational values as a starting point, three sets of

competing values are juxtaposed to form different definitions of effectiveness. These sets of
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values encompass various aspects of previous models: (i) means-ends dilemma refers to the

goal and system model, (ii) the internal- external focus dilemma refers to the different

stakeholders’ needs, and (iii) the control-flexibility dilemma is an open debate in

organisational literature. Based on these competing values, Quinn and Rohrbaugh (1983)

identify four models of effectiveness: rational goal, internal process, open system and human

relations.

Organisation effectiveness largely depends on the strategies the organisation adopts for

individual development. This is related to personal growth of employee who displays high

level of work motivation and commitment. Rensis Likert has identified three variables -

casual, intervening and output – that are useful in determining effectiveness. Taking into

consideration various casual variables and intervening variables, one can measure

organisation effectiveness.

Figure 1.9: Rensis Likert Model of Organisation Effectiveness

Source: Rensis Likert (1967), The Human Organisation.

Cameron (1984) through his research suggested four important categories for assessing

organisational effectiveness: achieving goals, increasing resourcefulness, satisfying clients,

and improving internal processes (Bramley, 1986). A study conducted by Tushman and

Nadler (1996) suggested that base companies constantly innovate and change. Those

organisations which are most innovative emerge as highly effective learning systems.

Assessment criteria for organisational effectiveness can be elements like low labour/employee

Casual Variable Intervening Variable Output

Organisation structure,
technology, corporate

philosophy, objectives,
policies, leadership
strategies, skills and

styles

Commitment to
objectives, motivation

and morale,
communication, conflict

resolution, decision
making, problem solving

Production costs,
management union

relations, absenteeism,
turnover, accidents
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turnover, good teamwork, high job satisfaction, high motivation, high commitment, low

absenteeism, low grievances, less disciplinary actions (Cameron, 1980, Bramley 1986,

Redshaw 2000),low attrition, high engagement, etc.

Figure 1.10: Models of Organisation effectiveness
Source: Goodman et. al. (1977), Cameron (1984)

According to Shadi Ebrahimi Mehrabani & Noor Azmi Mohamad (2011) organisational

effectiveness is one of the main concerns of every organisation in recent years. In addition,

leadership development is a process that can improve the organisational effectiveness and its

performance. The study focused on the role of training activities and knowledge sharing in the

relationship between leadership development and organisational effectiveness. The study

concluded that organisational effectiveness can be enhanced though training and knowledge

sharing.

The research on “10 star organisational effectiveness survey” included 10 parameters that

focus on the non-financial organisational effectiveness such as leadership, staff development,
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client service, performance improvement, training, change management, communication,

employee engagement, planning and employee relations.

1.1.9 PHARMACEUTICAL INDUSTRY

The global pharmaceutical market for the year 2010 was US $875 billion (audited and

unaudited) with the growth of 4.1% over the previous year. In 2003, a maximum growth of

9.1% over the previous year was recorded.

Globalization of Indian Pharmaceutical Industry started in the early 1990s when the

government opened its markets to foreign investments. Indian Pharmaceutical Industry’s

Globalization took place with the coming of foreign companies in the sector.

Currently the Indian Pharmaceutical industry is a vibrant, high technology-based and high

growth-oriented industry, attracting attention the world over for its immense potential to

produce high quality drugs and pharmaceutical formulations. The pharmaceutical industry is

among the most highly R&D intensive industry. The new millennium has brought both new

opportunities, prospects and on the other hand more challenges. The pharmaceutical industry

today is characterized by:

 Very intense competition with about 24,000 companies – large, big, medium and small

fighting for their own place under the sun in more than Rs. 17,000 crore market.

 Continuous drug discovery and rapid introduction of new products.

 The seemingly ever-increasing and almost never-ending governmental regulations and

policy changes.

 Stifling price controls, eroding profits and, consequently, a vanishing bottom line.

 Rigorous controls on formulations and an absence of international patent protection

resulting in me-too maze of products with little or no product differentiation.

 Increasing dominance of trade associations and their constant demand for increase in

trade margins.

The Indian pharmaceutical industry currently ranks third in terms of volume of production

(10% of global share) and is the 14th largest by value (1.5%). Its turnover has grown from a

mere $0.3 billion in 1980 to about $21.73 billion in 2009-10. The industry consists of more

than 5,000 small, medium and large manufacturers. The domestic market is valued at $9.44
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billion, while pharmaceutical exports in 2009-10 amounted to some $8.79 billion in value

terms.

The Indian pharmaceutical industry plays a critical role in supplying medicines to various

global treatment programs. For instance, Indian generic drugs accounted for approximately

50% of the essential medicines that the United Nations Children's Fund (UNICEF) distributes

in developing countries. Besides this, 75-80% of all medicines distributed by the International

Dispensary Association (IDA) to developing countries are sourced from India. Similarly, the

Global Fund to Fight AIDS, Tuberculosis and Malaria and the US President's Emergency Plan

for AIDS Relief (PEPFAR) also source a substantial percentage of their medicine

procurement from Indian manufacturers.

While the Indian pharmaceutical industry recorded spectacular growth from 1991 till the first

half of the 2000s, it is now facing serious threats to its self-sufficiency and ability to compete

in the generic medicines market. Any development that impacts the generic production

capabilities in India would compromise access to affordable medicines not only in India itself

but also in other countries, developed and developing alike.

There are multiple challenges before the Indian pharmaceutical industry emanating from

internal and external sources. The most important challenge is the growing control of the

Indian pharmaceutical industry and market by MNCs and their ruthless exploitation and abuse

of the product patent protection afforded by India's current patent regime. How did this

situation come about? What were the developments that have contributed to this undermining

of the country's self-sufficiency in medicine production and the future availability of generic

medicines for its people?

Two policy decisions by the Indian government can be identified as crucial in the emergence

of the present crisis facing the industry. The first of these was the change in the government's

policy on foreign investment, and the other was the radical change in the country's intellectual

property regime to comply with World Trade Organisation (WTO) treaty obligations.

Together, both these changes set the country on the present destructive course.
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The decade of the 1980s saw the emergence of human resource strategy (HRS) as one of the

newest subfields of human resource management and, perhaps as a result, it became one of

the most heavily researched (Lengnick-Hall & Lengnick-Hall, 1988). Numerous attempts

have been made to define and operationalise the concept (DeBejar & Milkovich, 1986; Wils&

Dyer, 1984), identify the determinants of human resource strategy (Dyer, 1984; Tichy,

Fombrun, & Devanna, 1982), and predict outcomes of effective strategy formulation

processes (Cook &Ferris, 1986; Buller, 1988). In particular, researchers have taught much

about "effective" strategy formulation processes (Baird & Meshoulam, 1988) and how

managers should strive to integrate human resource strategy into the business planning

process (Golden & Ramanujam, 1985; Burack, 1986). Unfortunately, these prescriptions have

been found to have limited validity when subjected to empirical analysis (Nkomo, 1987;

Bamberger, Bacharach, & Dyer, 1989). Gradually, researchers explored and found

competencies and its mapping as one of the important human resource strategy for

pharmaceutical industry.

Since the mid-1990s, the Indian Pharmaceutical industry has emerged as a leading supplier of

generic drugs to both developing and developed countries. The movement of the Indian

Pharmaceutical industry along the R&D value chain represents a remarkable shift from an

importer to an innovator of drugs. The Indian government's industrial and technology policies

along with changes in regulation of intellectual property rights played a crucial role in shaping

this development of R&D capability. The Indian Pharmaceutical industry has followed a

trajectory from duplicative imitation to creative imitation to move up the value chain

of pharmaceutical R&D. Finally as a result of changes in patent law the industry is learning to

develop capabilities in innovative R&D. The basic and intermediate technological capabilities

gained from imitative learning gave these firms a solid base for development of competence

in advanced innovative R&D. These findings have implications for government policies as

well as firm strategies in other developing countries albeit with some limitations due to global

harmonization of patent laws being promoted by the World Trade Organisation.

The Indian Pharmaceutical industry is growing at about 8 to 9 % annually according to “A

Brief Report Pharmaceutical Industry in India,” published in January 2011. The
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pharmaceutical industry in India meets around 70% of the country’s demand for bulk drugs,

drug intermediates, pharmaceutical formulations, chemicals, tablets, capsules, orals and

injectable.

1.2 RESEARCH PURPOSE

The purpose of this study is to explore the required competencies of sales staff in

pharmaceutical industry of Ahmedabad region and measure the impact of sales competencies

of the organization effectiveness. The study aims to identify frequently used competencies for

the sales staff in pharmaceutical industry and grouping them as various competencies such as

technical competencies, personal competencies, time management, interpersonal

competencies, and client orientation. The study aims to identify the impact of these

competencies on the variables of organization effectiveness including organizational

commitment, organizational attachment, consensus, job involvement, and motivation. It can

be stated as under:

1. The roles and tasks for the sales staff of Pharmaceutical industry of Ahmedabad

region.

2. The set of competencies required to perform roles and tasks effectively.

3. The competencies required most frequently for the sales staff of Pharmaceutical

industry of Ahmedabad region.

4. The factors of Organization Effectiveness for the pharmaceutical industry of

Ahmedabad region.

5. The competencies of sales staff which enhance the level of various factors of

organization effectiveness.

1.3 RESEARCH QUESTIONS

According to research objectives, there are five main questions that need to be answered

through this research.

1. Is there a relationship between competencies and organizational effectiveness?

2. What are the most important competencies for sales staff in pharmaceutical industry?

3. What other competencies apart from selling skills are required to have a successful

sales staff?
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4. Which competencies are rated highest and frequently required for sales staff in

pharmaceutical industry?

5. Do higher competencies lead to higher organizational effectiveness?

The primary purpose of this study is to determine which competencies sales staff perceives to

be important and which can lead to organizational effectiveness.

1.4 SIGNIFICANCE OF THE STUDY

Reviewing previous studies, it mostly examined the general environment and trends of

pharmaceutical industry in India. However, it barely examined deeper information regarding

roles and tasks of sales staff, their competencies and its impact on the organization

effectiveness. Moreover, very few studies talk about the non-financial effectiveness of the

organization in India. This study acts as a descriptive research that aims to examine four main

dimensions roles and tasks, competencies required, most important competencies and their

impact on organization effectiveness. It is conducted with the quantitative approach with

employee survey of sales staff and their immediate supervisors employed in various

pharmaceutical companies of Ahmedabad region. The respondents are selected from six

pharmaceutical companies located in Ahmedabad region. The research subjects contained

three different positions, sales staff, their immediate supervisors, human resource managers

which preset complete and overall viewpoint regarding research purposes.

Besides, most of the pharmaceutical companies lack concept of competencies (the definition

and difference of knowledge, skills and personality attributes), competency profiling,

competency implementation, competency mapping and its relevance to organization

effectiveness. The result of this study comprised of insightful information not only on the four

main research dimensions, roles and tasks, competencies required, most important

competencies and their impact on organization effectiveness but also presented the current

trend and situation of the pharmaceutical industry of Ahmedabad region. The exploratory

quantitative research results are applicable to both academic fields as well as business

practitioners. Academically, it is a reference base for future researchers regarding the

competency of sales staff in the pharmaceutical industry and also as a root of extending future
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studies in terms of selection criteria, roles and tasks, competencies, organization effectiveness

and other relevant issues. With reference to the business field, this study included six leading

pharmaceutical companies of Ahmedabad region presenting diverse input and information

that can be source of guidance for other pharmaceutical companies to enhance competency

mapping practices and link it with higher organization effectiveness. The study will enable

business practitioners and especially human resource managers to comprehend required

competencies for sales staff of pharmaceutical industry.

1.5 DEFINITION OF TERMS

The definition of terms in this study includes competencies, competency profiling,

competency mapping, organization effectiveness, sales staff and pharmaceutical industry

stated as below:

1. Competency: Competencies are underlying characteristic of an individual, which are

causally related to effective job performance (Boyatzis, 1982).

2. Competency Profiling: Competency profiling is essentially a method for identifying the

skills, knowledge, attitudes and behaviours necessary to fulfill a task, job or career.  All

organisations need to be able to match the competency profiles of their people, to their

business drivers and strategies (Commonwealth of Australia, 2009).

3. Competency Mapping: Competency mapping is the process of identifying key

competencies for a particular position in an organisation (Ashok Sankethi, 2008).

4. Organization effectiveness: Organizational effectiveness is the notion of how effectual an

organization is in accomplishing the results the organization aims to generate.

(Muhammad, et al, 2011).
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CHAPTER 2

LITERATURE REVIEW

The part of introduction in this study contains several sections. The first section is the

background of the study which introduces the definitions, history and evolution of

competencies. Further, study focuses on the various competency models developed by

experts. Literature review tries to identify trends of competency mapping and methods

available for it. It explains the scenario when industries are faced with the challenges of need

for higher performance, all sales people are entrusted with the responsibilities to play multiple

roles and develop competencies for the same. The study focuses on identifying competencies

that may aid organisation effectiveness for sales staff in pharmaceutical industry. While roles

and competencies have been studied fairly and extensively, their relationships have not been

demonstrated. The performance of sales staff and therefore of the organisation depends on

how well they play their varied roles and what competencies they possess.

2.1 COMPETENCY

Gary Holmes & Nick Hooper (2000) claimed that core competency is one of a range of

concepts that deal with the idea of essential skills to support personal development,

employability, and socialization. The research applied the management concept of core

competence to post-compulsory education.

Robert Zaugg & Norbert Thom (2002) established that organisational success can be

achieved only through the establishment of implicit competencies in human resource

management, organisational development and knowledge management. Competencies help to

promote a configurationally model of change and further result in the excellence of a

company. If implicit competencies are successfully developed into success potentials, and in

addition to core competencies, then competitive advantage can be attained. Authors identified
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that there is a considerable need for organisational generalist who have a broad knowledge of

organisational work. It therefore seemed reasonable to speak of a need for organisational

competency on all levels a company, for all categories of employees. Implicit competencies

do not generate themselves; rather, they must be constantly developed and converted into

competitive advantage.

Maria T. &Afonso C. (2002) analyzed the consequences of processes of formation of

product chains and networks on the development of competencies at the firm level. The study

was carried out for Brazil Plastic industry and results indicated that a very strong relationship

exists between the competencies that are mastered by any given firm and its positioning in the

various productive chains or networks.

Tobias Ley & Albert D. (2003) presented a formalization for employee competencies which

was based on a psychological framework separating the overt behavioral level from the

underlying competency level. On the competency level, employees draw on action potentials

which in a given situation produce performance outcome on the behavioral level. The Skills

Management approach was suggested to ensure that employee competencies are managed in

line with the future needs of an organisation. In the process of Skills Management, required

individual competencies are defined in terms of required skills and knowledge, management

skills and social and personal skills which were derived from job requirements and were

influenced by the core competencies. As a result, a number of job profiles, sometimes also

called ‘competency models’, are obtained.

Jennifer & et. al. (2006) explored the competencies required for a project manager to be

effective in the workplace. Delphi technique was used to identify what competencies do

experienced project management professionals believe are necessary for an effective project

manager. The authors organized 117 success factors into nine categories, eight of which

included competencies that could be addressed effectively in an educational and training

program. Problem-solving expertise, leadership skills, context knowledge, communication

skills were identified as most important and required competencies for the project managers.

Seema Sanghi (2006) discovered that human competence is undoubtedly the key and critical

element for the success of an organisation and the individual. It calls for a right blend of right
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person with right competencies. Corporate core competencies were identified and efforts were

made to establish core competencies throughout the organisation. The author has discussed

the personal competency framework which embraces 45 competencies discussed under six

broad parameters such as intellectual, personal, communication, interpersonal, leadership and

result-oriented.

Coll & Zegward (2006) focused on establishing what competencies the various stakeholders

think are the ideal competencies needed by employees in the hospitality field in places such as

hotels, food service providers, restaurants and lodges. Employers have indicated that

candidates are often not prepared for the workplace and calls for assessment of competencies

rather than on intelligence scores. By improving and developing candidates’ competencies

such as interpersonal skills, teamwork, communication and problem solving skills, value will

be added to their intellectual capabilities making them more employable. There are varieties

of interpretations of the term competency and can be viewed as a characteristic of an

individual and related to personal attributers rather than technical skills.

Talbot & et. al. (2007) argued that competencies are a useful tool to assist the process of

curriculum development, selection of assessment items, and ongoing quality assurance for

health promotion education. The authors provided a case study that applied the competencies

in curriculum development, assessment selection and quality assurance in an Australian

University.  Competencies set performance expectations for professionals working in the

field.

Divnie Kwaku & et. al. (2008) accentuated that the identification and development of

appropriate competency-based measures was widely seen as the only viable means for

validating and engendering managerial best practices. The research represented a proactive

effort to identify competency based measures for Project Managers in construction industry

within the context of developing country. The author highlighted that task competencies

usually vary between different job descriptions in the same organisation whereas contextual

competencies are not job specific but usually common to many jobs. Task competencies

would normally 50% of the managerial performance domain and contextual competencies

would normally explain 30%. The remaining 20% is unexplained.  Task competencies would

normally be best predicted by individual differences in cognitive ability, knowledge, job
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proficiency and experience while contextual competencies would be best predicted by

individual differences in job dedication and interpersonal facilitation.

(Alan, 2008) emphasized the importance of core competencies as the critical basis for

sustainable competitive advantage. The research insisted on the role of HRD function and

practitioner in core competency development and management.  Three strategic roles for the

HRD function in core competency management are proposed and discussed: participating in

strategic planning, developing core competencies, and protecting them. Core competencies

are often based on intangible and tacit capabilities found in shared and coordinated employee

attitudes, actions, knowledge, and skills. It should be addressed the question of what the

firm’s specific competencies are and how they are developed, maintained and used which

should result in a map or blueprint of the firm’s competency generating process.

Monica & et. al. (2008) described that competencies are emerging as a new learning

paradigm, where approaches centered on the learner are increasingly important. The process

was carried out for the identification of its own generic competencies map explaining its

connections between learning outcomes, levels, descriptors, credits, methodology, learning

activities and assessment.

Charles Kamen & et. al. (2010) explored that training programs have increasingly focused

on development of competencies as a benchmark for training progress. Competency base

training program had gained much attention in the field of clinical psychology. Focus of

training programs has shifted towards a “culture of competence”. Conceptualization of the

importance of competence-based assessment highlighted the need to use assessments of

competency to optimize employee development. A list of competencies was derived for

improvement of training programs which includes interpersonal skills, cognitive skills,

affective skills, personal skills, expressive and reflective skills. The stairway model of

competency suggested a tiered, developmental pathway to competence.

Joas Rosas, Patricia & Luis (2010) conducted a study in order to carry an assessment of

competencies for determining the suitability of potential partners and to establish which

activities should be assigned to which organisations. Competencies and its assessment inform

about the organisation’s capability to perform a number of related tasks, activities or
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processes. The research contributed to the identification of the effects of soft competencies on

the performance of the hard ones within a collaboration context. The duality between soft and

hard competencies was observed form a behavioral perspective, considering the very value of

an organisation, its traits and their influence on the activities performed at a more functional

and technical level. Three different models: the Extended Competencies Model, the Adjusted

Competency Model and Adjusted Competency Level were introduced.

Justin M. Nash & et. al. (2012) insisted that trainees aspiring to enter specialty areas of

practice in professional psychology need to acquire both core competencies in professional

psychology and focused on advanced levels of competencies associated with their area of

specialty practice. It indicated that standards of competence are the foundation of credibility

for any profession, including those in health care, education, legal and governmental service.

The authors explained three major types of competencies including foundational

competencies, functional competencies and professional competencies with the help of

competency cube model developed by E. Rodolfa & et. al.

Nadine J. Kaslow & et. al (2012) emphasized the need for competencies required for

transformational leadership. The research was carried out to develop competency based

supervision in the field of professional psychology education and training. It addressed

specific leadership competencies that facilitate change, with attention paid to the supervisory

process. Various strategies were offered for implementing an approach to competency based

clinical supervision.

2.2 COMPETENCY MODEL

Patricia & et. al. (1996) explored that competencies can be considered as talent-based

interpretations of business needs. Competencies add value by communicating what people

must know to help the business succeed. Competency and performance based pay are

necessary partners in linking rewards to business strategy and direction. Competencies are

most likely to serve as a learning platform for performance. To explore competency models

actually in use, the authors reviewed the competencies that 10 companies award. The authors

revealed that person based pay is probably a more powerful strategy, that’s where

competencies offer a fruitful opportunity that is worth exploration.
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F. Patterson & et. al. (2000) conducted three independent studies to determine competencies

for General Practitioners in medicine field with the usage of various techniques including

critical incidents, interviews, and focus groups. The competencies derived implied that greater

accounts of personal attributes need to be considered in recruitment and training, rather than

focusing on academic and clinical competency alone. Communication and empathy were

identified as important aspects of job role for General Practitioners in medicine field.

May & Roger (2001) proposed a core competency framework for service firms operating

within internationally competitive markets. Authors developed a framework of core

competencies relevant to strategic marketing in the service industry. The framework was

created by applying the core competency concept to the literature on service industries. The

study extended the concept of core competency, originally applied to organisations in the

manufacturing industries, to organisations in the high service industries. A market sensing

core competency is proposed, consisting of knowledge of the market environment together

with skills in conducting market and consumer research. The research explored a number of

core competencies relevant to service firms: nurturing, empowerment, operating, data

management, new service development, alliancing, communication, and market sensing.

Research affirms that competency models are widely deployed, with adoption rates likely to

increase in the future. A UK-based benchmarking study (Rankin, 2005) of competencies in

organisations found that 60% of respondents had a competency framework in place. Of those

firms lacking a competency framework, about half (48%) intend to introduce one in the

future. Furthermore, among those organisations with competency frameworks, approximately

four out of five employees (78%) were included in their competency model. Also, one half

(50%) of the firms reported having a single, common competency framework across the entire

organisation.

Edwin D. Davidson (2008) explored the subject of management competencies and provides a

framework for contextualizing competency modeling within an organisation. The author also

highlighted the types of typically employed in the construction of competency models. The

research includes the various approaches for developing competency dimensions, typical
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organisational uses for competency models, types of competency model, and management

competencies as predictors of performance. The article concludes with an example of actual

competency model.

Barney Erasmus & et al. (2010) defined roles and required competencies of HRD

practitioners in South Africa. The author identified the level of importance and satisfaction

with the main competencies amongst HRD practitioners. The paper focused on establishing

the connection between roles, competencies and performance. Competencies for HRD

practitioner are divided into four broad categories: business competencies, interpersonal

competencies, technical competencies and intellectual competencies.

Tripathi Pooja & et. al. (2010) described a PAKS (Personality, Ability, Knowledge and

Skills) based competency model for the assessment of faculty members in academic

institutions. The research explored a development of the new tool for the performance

assessment and the quality enhancement of institutions. The authors integrated competency

management system with one of the Artificial Intelligence Tool, the Expert system so that

decision making for the performance appraisals and self-appraisal of faculty members would

become transparent and result-oriented system.

2.3 COMPETENCY MAPPING

Vaishali DKK and Mohit Kumar (2004) developed competency mapping based training

need assessment for two levels of hierarchy in Indian banks. The study aimed to develop

competencies that are organisation specific and link it with vision, mission and climate of

organisation. The author developed a scientific competency evaluation tool (psychometric

scale) to measure 18 behavioral competencies. Bank and region wise training needs were

derived based on the competency mapping for Indian bank managers. One of the most

systematic and scientific methods of Training Need Assessment is through competency

mapping. Thus, measuring the competency levels of employees can help in identifying the

gaps between the competencies desired and current state of competencies.
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Sharika Gupta (2005) described that the process of determining competencies required for a

job is referred to as competency profiling, and the process of comparing job holders’

competencies against the targeted competencies is called as competency mapping.

Ramakrishnan (2006) discovered that competency mapping is identified an individual’s

strengths and weaknesses in order to them better understand themselves and to show them

where career development efforts need to be directed. It is used to identify key attributes

required to perform effectively in a job classification.

Ashok Sankethi (2008) explained that Competency mapping is the process of identifying key

competencies for a particular position in an organisation. Once this process is complete, the

map becomes an input for several other HR processes such as job-evaluation; recruitment;

training and development; performance management; and succession planning. For

competency mapping to be productive, the organisation has to be clear about its business

goals in the short- as well as long-term and the capability-building imperatives for achieving

these business goals. The process starts from as macro an endeavor as understanding the

vision and mission of the organisation and how that translates into specific, time-bound

business goals.

Lucian Cernusca & et. al. (2008) presented a paper explaining the concept of competency

and how competency is linked to performance and one’s career development. The authors

also looked into some models of competency mapping and appraisal tools for performance

management. A business might possess extremely capable human resources, but they might

not work on positions that suit them. This is where competency mapping and appraisal tools

come to help the HR experts choose who should work on those positions.

Claudia Ogrean & et. al. (2009) explained that the resource based view of the firm betted on

resources, capabilities and competencies in order to obtain sustainable competitive advantage.

Firm management had to identify the core competencies that defined the entity and hen to

manage them efficiently and effectively. The scenario had changed from resource based
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management to competency based management and from cultural specific competencies to

global competencies. These changes demanded for a new strategic management approach.

Farah Naqvi (2009) sought to delve deeper into the concept of competency, tracing its

history and its role in the present context. It has been explained how the concept had

constantly evolved over the years, its applications in human resource management, and

development in the present scenario. It also studied its future prospects in the light of other

emerging areas like talent management. The concept of mapping competencies and creating

talent factories is not only beneficial to the individual, but to the organisation as a whole. It is

to be noted that the competency model and mapping are being applied more for three basic

functions, i.e. recruitment, training and development. Companies do face resistance while

introducing a competency framework, as some employees tend to perceive it as a threat to

their careers. An issue that came up before different managers was that the model was not

being updated with time even when the expectations for certain roles have changed due to

changes in structure and external environment. Given the current focus on the linkage

between talent and an organisation's business challenges and strategies, effective strategy

execution requires sufficient number of right people with right skills and knowledge in the

right roles. The situation, where employees are demanding companies to be proactive with

respect to their careers requires that the companies should fine-tune their HR system, making

it more competency-based, thereby resolving some major issues of talent management like

development and retention of human asset.

The Competency Based Performance Management System (ALD, 2009) identifies core

positions within the organisation and the competencies required (including soft skills) for the

positions. It assesses current competency levels of employees with multi-way feedback

mechanisms, provides training and development for development of necessary competencies.

It reflects the competencies required in the performance appraisal and provides continual

feedback, recognition, and coaching. It looks ahead and assesses the competencies needed for

future performance and initiates mechanisms to acquire that. This type of approach is fully

consonant with resource based view of the organisations.
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2.4 COMPETENCIES FOR SALES STAFF

Churchill & et. al. (1985) used meta-analysis technique to investigate the evidence that had

been gathered on determinants of salesman’s performance. Authors have reported associations

between performance and determinants of that performance. The major determinants of

performance were role variables, skills, motivation, personal factors, aptitude and

organisational factors. Personal factor was noted to be the most significant indicator for

effective sales performance.

A useful study by Gonul & et. al. (2001) explored the impact of visits by sales

representatives and samples, on prescriptions by doctors. However, study also revealed that

excessive detailing or samples did not increase sales further.

Verma (2004) has highlighted one of the important points of give and take relationship as per

study, Social scientists describe and the pharmaceutical industry follows the norm of

reciprocity, that is, the obligation to help those who have helped you, as one of the

fundamental guiding principle of human interactions.  Pharmaceutical companies rely on this

principle of human nature by giving gifts to doctors in hope that they will prescribe firm’s

product in return.

The study carried out by Morgan M.A. & et. al. (2006) shows that acceptance of drug

samples was judged to be ethical by majority of respondents. It was seen that average doctor

is more likely to accept most items and is more likely to be influenced in his or her

prescribing practices by accepting any item then they generally are.

Dr. Rajan T. D. (2006) established that regular visits by a medical representative is a key

factor of pharmaceutical marketing. Name is not all what it takes to get into the mind space of

a busy doctor. Every product, old or new, requires extensive marketing. Any busy consultant

will vouch that if a particular company’s medical representative fails to show up for over a

month, the doctor suspects the availability of the products of that manufacturer.

Jennifer Salopek (2008) describes that corporate wrongdoing and an economic downturn

made sales environment more challenging than ever for companies worldwide. Budget

cutbacks have combined with consumer mistrust to create a selling environment replete with
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landmines. Commoditization and brutal price competition make this environment feel hostile

and cold. As a result, the necessary skill set for salespeople in 2010 is completely different

than it was fifteen, or even ten, years ago.

Dawn R. Deeter-Schmelz & et. al. (2008) focused on understanding the effectiveness of

sales staff based on the skills they possess. The research paper aimed to link the attributes and

skills of sales staff to the sales force values. To explore, authors employed value –laddering,

an in-depth interview technique that facilitated the identification of key attributes and

subsequent linkage of those attributes to consequences in terms of achievement of goals.

A study conducted by Sheetal Darekar (2013) established that medical representatives are

considered as the most preferred means of promotion by doctors with having highest value of

30.20%. Further, 79% of the doctors agree that medical representatives play an important role

in promoting and building the brand equity. Frequent reminders through medical

representatives, free samples, detailing folders, pamphlets and brochures are found as most

important medium. The doctors expected communication skills, consistency in visits, product

knowledge and situation handling as important skills in medical representatives.

2.5 ORGANISATION EFFECTIVENESS

Likert, Rensis (1967) has identified three variables i.e. casual variable, intervening variable

and the output to determine organisation effectiveness. Casual variables are the variables

which influence the course of development within an organisation. They include management

strategies, structure, styles, skills, policies, procedures, etc. They are independent variable

within the control of the organisation and its management. Intervening variables represent the

internal state of the organisation and includes aspects such as commitment to objectives,

morale, motivation, communication, group cohesiveness. Output reflects the results,

accomplishments of the organisation.

Kirchhoff (1977) suggested that there is a need for more complex measures of organisation

effectiveness as there is increasing pressure of organisations to satisfy multiple stakeholder

groups. As per author, overly simplistic single variable models are inadequate expressions of

the real world, multi-goal existence of organisations.
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Connolly, T. & et. al. (1980) has shown a simple two-by-two dimensions to monitor

organisation effectiveness wherein one dimension is efficiency and effectiveness, and the

other quantitative and qualitative. Measuring qualitative effectiveness of the organisation is

very difficult as it includes employee satisfaction, commitment, and organisation citizenship

behavior. These factors are to be taken on a long-term basis, and appropriate corporate culture

is to be developed for sustainable effectiveness.

Jackson, Morgan and Paolillo (1986) defined that effectiveness is commonly referred to as

the degree to which the predetermined goals are achieved. The extent to which the

organisation achieves its goals with limited resources successfully determines the

effectiveness of organisation.

Kondalkar established that when individual and organisational goals are integrated, an

organisation automatically achieves a higher degree of effectiveness. When organisational and

individual goals are perfectly integrated, there will be higher degree of effectiveness because

the individual will put in his best and cooperate to the maximum for accomplishment of

organisational objectives.

(Azmawani, 2013) conducted a study to investigate whether efforts invested by Malaysian

manufacturers in employee training and knowledge transfer affect organisational

effectiveness. Authors found that enhancing competencies of employees helps in improving

organisational effectiveness. In order to enhance organisational effectiveness, environment

should be created that will encourage employee to increase their competencies. Higher

employee competencies lead to higher organisational effectiveness.

2.6 PHARMACEUTICAL INDUSTRY

Peter & Bruce (1991) highlighted the various forces that shape human resource strategy in

pharmaceutical industry. The authors proposed the model regarding the inter-relationship

among the environment, business strategy and human resource strategy. Multinational

pharmaceutical industries were selected to study corporate responses towards environment

and business strategy. Human resource strategy has been suggested as a tool to integrate

environment and business strategy.
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Currie and Kerrin (2003) considered the contribution that human resource management

practices can make in mediating a functionally based organisational structure and culture in

global pharmaceutical industry. The research aims to contribute to the influence of human

resource practices upon managing competencies by locating it more widely within an

organisational learning perspective.

Mc Kinsey & Company’s report, “India Pharma 2020: Propelling access and acceptance,

realizing true potential,” predicted that Indian Pharmaceuticals will grow to US $55 billion in

2020; and if aggressive growth strategies are implemented, it has further potential to reach US

$70 billion by 2020.  While, market research firm Cygnus’ report forecasts that Indian bulk

drug industry will expand at annual growth rate of 21% to reach $16.91 billion by 2014. The

report also noted that India ranks third in terms of volume among top 15 drug manufacturing

countries.

Further, Mc Kinsey reports that health care grew from 4 % of average household income in

1995 to 7 % in 2005 and is expected to grow 13% by 2025.

G. Bharathi Kamath(2008) found that in Indian scenario, the market is still developing and

yet to reflect the performance of the firms especially in terms of the efficiency parameters and

more in terms of Intellectual Capital efficiency.

Irin P. et. al. (2009) emphasized the need for continuous marketing research. There is a real

need of continuous pharmaceutical analysis, because it is essential for success to understand

the uniqueness of the pharmaceutical industry benefitting of the complex and iterative process

that carefully builds a pharmaceutical data warehouse, this being considered as a necessity to

the strategic direction of any pharmaceutical company facing increased competition and

external pressure.

2.7 OVERVIEW OF LITERATURE

David McClelland (1973) had pioneered the competency movement across the world and

brought out several new dimensions of the competencies. It was established that traditional

achievement and intelligence score may not be able to predict success on job and

competencies are more important. Boyatzis (1982) introduced competencies as a combination
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of knowledge, skills, personal attribute, motives, traits and beliefs. Later, Behavior Event

Interviewing (BEI) was adopted as a methodology to map the competencies. Gradually,

assessment centers also became popular to measure the competencies. Daniel Katz

categorized competencies into four areas: technical, human, social and conceptual. As

literature indicates, all authors from 1973 till 1999 focused more on defining competencies.

They focused on skills, knowledge, qualifications, motives, traits as the indicators of

competencies. Thus identifying significant competencies is very crucial to ensure enhanced

performance for sales professionals in any organisation as they are important revenue

generators especially in pharmaceutical industry. The demand for pharmaceutical products in

India is significant and driven by many factors like low drug penetration, rising middle-class

and disposable income, increased government and private spending on healthcare, increasing

medical insurance penetration, changing demographic pattern and rise in chronic lifestyle

related diseases, adoption of product patents and aggressive market penetration driven by

relatively smaller companies.

It has necessitated pharmaceutical industry to find out competent sales staff for survival,

growth and excellence. HR managers are entrusted with the responsibility to find, place and

retain competent sales staff in pharmaceutical industry. Competency mapping can be useful

tool as it measures the gap between existing and desired level of competencies. It also

identifies the most pertinent and substantial competencies to perform job in effective manner.

Moreover, organisational effectiveness is critical to success in any economy. In order to

achieve increased and sustainable business results, organisations need to have competent

employees.

The research focuses on the key competencies of sales professional which could affect the

organisational effectiveness. Composition of people which formulate independent business

identity for some specific purpose is commonly known as organisation and getting desired

outcome within defined resources is treated as effectiveness. Organisational effectiveness is

defined as the extent to which an organisation, by the use of certain resources, fulfils its

objectives without depleting its resources and without placing undue strain on its members

and/or society (Mary et al, 1996).
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The variables identified for competencies based on the literature review for sales staff are as

below:

1. Communication Skills

2. Presentation Skills

3. Technical Competencies

4. Personal Competencies

5. Commercial Awareness

6. Team Player

7. Selling Competencies

8. Customer Orientation Competencies

9. Interpersonal competencies

10. Time Management

11. Behavioural Competencies

12. Passion for Job

Organisational efficiency could be categorized under two categories: financial and

nonfinancial. Firms’ performance is widely measured through the financial success of the

organisation. Financial stress for most profit-oriented firms can be assessed both in terms of

“top-line” (e.g., sales) as well as “bottom-line” (e.g., profitability) measures. Besides financial

indicators as an evaluation of firm’s performance in any industry, other industry-specific

measures of effectiveness may also reflect the success of the organisation. The study aims to

identify the impact of training on non-financial indicators of organisational effectiveness.

Non-financial effectiveness of organisation can be measured on basis of nine different

dimensions (C. N. Daftuar, 1983). They can be described as below:

1. Organisational Attachment

2. Job Involvement

3. Independence

4. Self - Control

5. Legitimization

6. Organisational Commitment

7. Innovation
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8. Consensus

9. Job Satisfaction

2.8 Research Gap

Extensive literature review suggested that not much emphasis has been given on exhaustively

identifying the antecedents and predictors of organization effectiveness. Moreover, literature

reviewed so far suggested that there is a lack of sound research on competency mapping of

sales staff especially in the pharmaceutical industry. Since competency mapping and

organization effectiveness are pertinent issues, focused efforts need to be undertaken by the

business organizations in that direction. Key competencies for effective sales performance

and mapping of competencies were not rightly focused and studied. Literature review also

revealed a holistic organization effectiveness model linked to competency mapping. Hence it

was decided to address these gaps in the study. The study has explored and established that

competencies of sales staff and the practice of mapping competencies act as drivers and play

an instrumental role in increasing non-financial effectiveness of organization.

2.9 Conceptual Framework

David McClelland (1973) had pioneered the competency movement across the world and

brought out several new dimensions of the competencies. It was established that traditional

achievement and intelligence score may not be able to predict success on job and

competencies are more important. Boyatzis (1982) introduced competencies as a combination

of knowledge, skills, personal attribute, motives, traits and beliefs. Later, Behavior Event

Interviewing (BEI) was adopted as a methodology to map the competencies. Gradually,

assessment centers also became popular to measure the competencies. Daniel Katz

categorized competencies into four areas: technical, human, social and conceptual. As

literature indicates, all authors from 1973 till 1999 focused more on defining competencies.

They focused on skills, knowledge, qualifications, motives, traits as the indicators of

competencies. The competency movement in this period was limited to defining the

competencies and measuring the current competency levels.
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From 2000 onwards, various researchers tried to establish a relationship between competency

levels and performance management. Competency movement became more popular in

organisations when it was established that competencies are the determinants of

organisational effectiveness. They affect knowledge management and organisational

development. In 2002, organisations started focusing both on individual and organisational

competencies.

In the recent years, various thought leaders in business strategy have emphasized the need to

identify what competencies a business needs, in order to compete in a specific environment.

Organisations have vastly shifted their approach from employees having knowledge of one

competency to having multi-competent employees. Organisations are interested in knowing

the present competency level of their employees to manage their performance and develop

careers. This is where competency mapping comes into focus. Competencies have been

playing a crucial role in HR system for more than two decades. The proper use of

competencies in HR systems needs adequate competency mapping techniques.

Figure 2.9 Conceptual Framework
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CHAPTER 3

RESEARCH METHODOLOGY

Previous studies on competencies in the pharmaceutical industry have not addressed sales

staff. The purpose of this study was to examine the importance of competencies of sales staff

and its impact on organisation effectiveness. Research methodology is a way to systematically

achieving objectives of the study. There are various steps involved in the process of achieving

objectives. The chapter describes the research design and methods used in this study. It covers

the research design, data collection instrument, pilot study, reliability test for data collection

instrument and descriptive statistics based on the pilot study.

3.1 CLASSIFICATION OF STUDY

A five phase process was used in the development of this study. Phase I involved creating a

study that was practical and theoretical that would address current issues in the

pharmaceutical industry. Phase II involved reviewing literature to develop a survey

instrument that would include competencies of sales and other competency domains such as

communication, interpersonal, team building, commercial awareness. Previous literature on

sales competencies in businesses, pharmaceutical sectors, and hospitality sector was used in

developing this survey instrument. The second part of literature aimed at identifying the

variable that describes organisational effectiveness. The main focus of the literature was the

non-financial parameters of the organisational effectiveness. In Phase III, a sample of active

sales staff was randomly selected to receive the survey questionnaire. In Phase IV, data were

collected and Phase V included analysis of the data.
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Phase I . Introduction to Topic and Practical Research in Pharmaceutical Industry

Previous sales staff competency studies failed to address some of the important aspects such

as knowledge, skills and abilities necessary for effective sales staff. The focus of previous

studies was limited to identify the competencies but did not map them. Moreover, previous

studies did not identify the impact of competency mapping on organisation effectiveness.

It was extremely important to see if these competencies changed over time. This study takes

into account new trends and challenges that were not present when the previous studies on

sales staff competencies were conducted. The current study explores the pharmaceutical

industry where there has been little prior academic research to-date.

Phase II . Review of Literature

Phase II of the research was aimed to study the relevant literature regarding competencies and

organisation effectiveness. Literature was reviewed for history and evolution of competencies,

types of competencies, competencies for sales staff, competency mapping and organisation

effectiveness. Literature review also focused on the various approaches and models of

organisation effectiveness. Based on the literature studied, research gap was identified.

Phase III Sample selection, Development of survey and Pilot Study

Using the non-probability convenience sampling method, 350 employees of sales staff from

pharmaceutical industry were chosen for the survey. Five-point Likert scale questionnaire was

developed to conduct the research. A pilot study was conducted for 50 respondents.

Phase IV Data Collection and Field Survey

Phase IV involved data collection for 350 respondents i.e. employees of sales staff working in

pharmaceutical industry of Ahmedabad region.

Phase V Analysis and Interpretation of Data

After the data was collected, analysis and interpretation was done with the help of MS Excel

and various statistical tools through SPSS. This phase also involved major findings,

conclusion and recommendations of the study.
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The study commenced with a review of the extensive literature on the sales competency,

competency mapping, organisation effectiveness in pharmaceutical industry to identify the

key issues pertaining to the proposed area of research (step I). This review of extensive

literature brought an understanding on the central and background theories (step II), which are

relevant to the study as proved by other researchers. However, there were only a limited

number of relevant researches conducted in developing country like India against a number of

works on developed countries. Therefore, this study had to review these researches carried in

abroad, especially the ones in developed countries with a view to apply such literature in the

Indian context.

The next stage (step III) is on the research gaps identified through the review of the literature.

The next stage (step IV) formulates the research hypotheses, total eleven hypotheses were

formulated. The next stage (step V) describes the research design, including the sample

design. Next stage (step VI) describes the draft of measurement instrument, i.e., survey

questionnaire. A suitable and applicable survey questionnaire was prepared to get responses

from sales staff. Subsequently, a pilot-test (step VII) was carried out. Next stage (step VIII)

describes the data collection method. Next stage (step IX) discusses the analysis of the

Research data. The hypotheses proposed in step IV are tested. Last stage (step X) discusses

about the interpretation of the results, preparation of the report and formal write-up of

conclusions reached.
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Figure 3.1: Research Scheme

3.2 VARIABLES DEFINED

In this research study, the main function proceeds around variables. To see the cause and

effect is the main focus of this study and the further question “of what” gives the word

variable. To see the effect of these variables is the purpose of this study. Two types of

variables have been used for this study.

For the present study, the hypothesis and its deduced consequences are well conceived, two

types of variables are identified. Variables are conditions or characteristics that experimenter

manipulates, control or observes. The independent variables are the conditions that

experimenter manipulates in his attempt to ascertain their relationship to observe

phenomenon. The dependent variables are the conditions that appear, disappear or change as

experimenter introduces, removes or change independent variables.
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In this present study, competencies for sales staff will be treated as independent variable and

organization effectiveness will be treated as dependent variable. The study is aimed to find

out the relationship between independent variable (competency) and independent variable

(organization effectiveness).

INDEPENDENT VARIABLES

1. Competency: HR practitioners believe that organization effectiveness largely depend

upon the competencies of sales staff in the pharmaceutical industry. Development of

competencies has become one of the key priorities of the organisation.

An early assessment of competencies was carried by McClelland in 1970s which explains

that competencies are significant predictors of employee performance and success, equally as

important as an individual’s academic aptitude and knowledge content as indicated by test

scores or results. According to R. E. Boyatzis (1982; 2002), competence is an underlying

characteristic of a person, motives, traits, abilities, aspects of image or social role, knowledge

that a person is able to use. The clearest concept of competencies is offered by J. Pocevicius

and J. Kekyte (2008) – it is a combination of professional knowledge, abilities and skills as

well as an ability to apply them following the requirements of work environment.

The definitions given by all experts can be understood by following points:

 Competencies are underlying characteristic which means it is a deep and in-built part

of an individual’s personality which is demonstrated through behavior.

 It facilitates in predicting behavior of an individual in a wide variety of situation or

tasks.

 It is a combination of skills, motives, knowledge, abilities and attitude which helps in

achieving superior performance.

Competencies are measured for a specific job.

2. Competency for Sales Staff: The image of the product and the company that a doctor

forms is directly related to the degree of professionalism exhibited by sales staff.

Pharmaceutical marketing is a specialized field where medical representatives form the

backbone of entire marketing effort. Medical representatives try to influence prescription

pattern of doctors in favor of their brands (Sahad P. V. & et. al.; 2005).
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3. Competency Mapping: Competency Mapping determines the extent to which the various

competencies related to a job are possessed by a job holder. Thus, competency mapping is

a process used by an HR expert to identify and list out competencies that are most relevant

and significant to carry out job in an effective manner. Mapping the individual

competencies really gives individual a clear sense of true marketability in today’s job

market since someone who knows their competencies can compare them with the ones

required for a position of interest.

DEPENDENT VARIABLE

Organization Effectiveness: Organisational effectiveness is one of the main concerns of

every organisation in recent years. Morgan and Paolillo defined it as ‘effectiveness is

commonly referred to as the degree to which predetermined goals are achieved’.

Organisational effectiveness can be understood as mutable (composed of different criteria at

different life stages), comprehensive (including a multiplicity of dimensions), divergent

(relating to different constituencies), trans-positive (altering relevant criteria when different

level of analysis are used) and complex (having non parsimonious relationship among

dimensions).

3.3 RESEARCH PROBLEM IDENTIFIED

A research problem, in general, refers to some difficulty which a researcher experiences in the

context of either a theoretical or practical situation and wants to obtain a solution for the same

(Kothari,2004). Sales competencies and competency mapping have drawn attention of top

management, Sales managers, HR managers and researchers. It is true that several factors are

related to the organization effectiveness but in the present study the researcher will try make

efforts to identify relationship between competency mapping and organization effectiveness.

So the problem of the study may be stated as “Competency Mapping and its impact on

Organisational Effectiveness with special reference to Sales staff in Pharmaceutical Industry”.



Research Methodology

65

3.4 SCOPE OF THE STUDY

The general intent of the study is to identify sales competencies, competency mapping and its

impact on organization effectiveness. The study focused on the sales staff of pharmaceutical

companies located in Ahmedabad region. The study is aimed to identify significant

competencies required for the sales staff in pharmaceutical industry. It also identifies the

important variables of organization effectiveness affected by competencies of sales staff.

Competency mapping is done by identifying the gap between required level of competencies

and existing level of competencies.

3.5 RESEARCH QUESTIONS

1. Is there a relationship between competency mapping and organisational effectiveness?

2. What are the most important competencies for sales staff in pharmaceutical industry?

3. What other competencies apart from selling skills are required to have a successful sales

staff?

4. Which competencies are rated highest and frequently required for sales staff in

pharmaceutical industry?

5. Can the practice of Competency Mapping lead to higher organisational effectiveness?

The primary purpose of this study is to determine which competencies sales staff perceives to

be important and which can lead to organisational effectiveness.

3.6 RESEARCH OBJECTIVES

1. To measure the current level of competencies among the sales staff of pharmaceutical

industry.

2. To identify the level of organisational effectiveness of pharmaceutical industry.

3. To identify the impact of competencies on the level of organisational effectiveness.

4. To find out the most possessed and least possessed competencies by sales staff in

pharmaceutical industry.
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3.7 RESEARCH HYPOTHESIS

H1: There is a significant impact of competencies on motivation level of employees.

H2: There is a significant impact of competencies on organisation commitment.

H3: There is a significant impact of client orientation competencies on organisation

attachment.

H4: There is a significant impact of time management competencies on consensus.

H5: There is a significant impact of interpersonal competencies on innovation.

H6: There is a significant impact of team player competencies on job involvement.

H7: There is a significant difference in the level of competencies among different age groups.

H8: There is a significant difference in the level of competencies among different income

groups.

H9: There is a significant difference in the level of competencies among different education

groups.

H10: There is a significant difference in the level of competencies among different experience

groups.

3.8 RESEARCH DESIGN

The research design refers to the overall strategy chosen to integrate the different components

of the study in a coherent and logical way, thereby, ensuring that the research problem is

effectively addressee; it constitutes the blueprint for the collection, measurement, and analysis

of data. A research design is the arrangement of conditions for collection and analysis of data

in a manner that aims to combine relevance to the research purpose with economy in

procedure. Research design is the conceptual structure within which research would be

conducted. The function of research design is to provide for the collection of relevant

information with minimal expenditure of effort, time and money. According to John W. Best

(2002) Research may defined as systematic and objective analysis and recording of controlled

observations that may lead to development of organizations, principles and possibility

ultimate control of events.

Different research designs can be conveniently described and categorized as: (1) research

design in case of exploratory research studies; (2) research design in case of descriptive and
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diagnostic research studies, and (3) research design in case of hypothesis-testing research

studies. (C. R. Kothari, 2004)

1. Research design in case of exploratory research studies: Exploratory research studies are

also termed as formulative research studies. The main purpose of such studies is that of

formulating a problem for more precise investigation or of developing the working

hypotheses from an operational point of view. The major emphasis in such studies is on the

discovery of ideas and insights.

2. Research design in case of descriptive and diagnostic research studies: Descriptive research

studies are those studies which are concerned with describing the characteristics of a

particular individual, or of a group, whereas diagnostic research studies determine the

frequency with which something occurs or its association with something else. The studies

concerning whether certain variables are associated are examples of diagnostic research

studies.

3. Research design in case of hypothesis-testing research studies: Hypothesis-testing research

studies (generally known as experimental studies) are those where the researcher tests the

hypotheses of causal relationships between variables. Such studies require procedures that

will not only reduce bias and increase reliability, but will permit drawing inferences about

causality.

The research design used in the study is Descriptive as the study carried out describes various

competencies possessed by sales staff in pharmaceutical industry of Ahmedabad region.

Descriptive research attempts to describe systematically a situation, problem,

phenomenon, service or programme, or provides information about, or describes attitudes

towards an issue. Moreover, the study also aims to describe the relationship between

competencies and organisational effectiveness.

3.8.1 POPULATION OF THE STUDY

The competency mapping and organization effectiveness which will be identified through

research undertaken might be applicable to pharmaceutical industries of Indian and other

industries, but to make study feasible, the sales staff of pharmaceutical industry of

Ahmedabad region will be included as population.
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3.8.2 SAMPLE OF THE STUDY

Researchers usually draw conclusions about large groups by taking a sample

A Sample is a segment of the population selected to represent the population as a

whole. Ideally, the sample should be representative and allow the researcher to make accurate

estimates of the thoughts and behaviour of the larger population. A sample as the name

implies is smaller representation of a larger, where the observation of same phenomenon in

competency and organization effectiveness would involve such a mass of data. In present

study, the researcher will choose a sample of 350 sales staff of pharmaceutical industry

situated in Ahmedabad region.

Formula for sample size = Z 2 * (p) * (1-p)

c 2

Z= 1.96 for 95% confidence level

P= percentage picking a choice .5

C =Confidence Interval: 5

Confidence Level: 95%

Confidence Interval: 5

Sample Size: 350

Total 350 Employees of following pharmaceutical companies were sampled for the study.

 Sun Pharmaceutical

 Zydus Cadila

 Torrent Pharmaceutical

 Cadila Pharmaceutical

 Intas Pharmaceutical

 Piramal Healthcare

3.8.3 SAMPLING METHOD

There are two types of sampling methods. Probability sampling: Probability sampling is also

known as ‘random sampling’ or ‘chance sampling’. Under this sampling design, every item of
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the universe has an equal chance of inclusion in the sample. The probability or chance of

every unit in population being included in the sample is known. Selection of the specific unit

in the sample depends entirely on chance. The results obtained from probability or random

sampling can be assured in terms of probability. Non-probability sampling is that sampling

procedure which does not afford any basis for estimating the probability that each item in the

population has of being included in the sample. Non-probability convenience method for

sampling will be used in the present study.

3.8.4 SOURCES OF DATA

There are two types of collection method.

1) Primary Data: Primary data is collected by the researcher himself for the purpose of a

specific inquiry or study. The data is original in character and highly representative and

unbiased. There are various methods for primary data collection such as observation,

experimentation, questionnaire, interviews and case study.

2) Secondary Data: Secondary data is already collected by others which may be published or

unpublished. This data is primary data for the agency that collects it and becomes

secondary for someone else who uses this data for own purpose. Various methods for

secondary data collection are publications of central, state and foreign government,

journals, books, magazines, newspaper, reports.

Primary Data: Primary data for the study was carried out with the help of questionnaire

wherein the sales staff of pharmaceutical industry were the respondents. Departmental heads

of sales staff were also interviewed to understand the actual level of competencies required by

sales staff.

Secondary Data: Secondary data was collected from the previous research work conducted,

job descriptions, performance appraisal reports, magazines and journals.

3.9 DATA COLLECTION INSTRUMENT

The construction of a research instrument or tool for data collection is the most important

aspect of a research project because findings or conclusions is based upon

the type of information collected, and the data gathered is entirely dependent upon the

questions asked to respondents. The famous saying about computers- “garbage in

garbage out”- is also applicable for data collection. The research tool provides the input into a
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study and therefore the quality and validity of the output (the findings), are solely dependent

on it. Questionnaire was prepared in order to collect the data from the respondents. The

questionnaire was close-ended with five point Likert scale. Questionnaire is used to gather

data by asking questions from people who are thought to have the desired information.

Questionnaire was majorly divided into two parts wherein the first part focused on the

questions related to competencies of sales staff such as selling, communication, interpersonal,

team building, technical competencies. The list of competencies was derived based on the

literature reviewed. The questions were derived based on the research work of: Richard

Boyatzis (1982), ASTD model for sales competencies (2008) and D. Goleman and Boyatzis

(2008).

The second part of questionnaire was related to Organisational Effectiveness which focused

on eight dimensions. The questionnaire is adopted based on the research work of C. N.

Daftuar (1983). The third part of questionnaire consisted of details pertaining to demographic

variables.

Questionnaire Mapping:

The questionnaire consists of two parts: competency mapping and organisation effectiveness.

The statements of competency mapping were extracted from literature reviewed. The details

are as below:

Table 3.1: Variables for Competency Mapping

Sr. No. Sub-Scale of Competency mapping Extracted from

1 Communication S. Balaji, D. Vimala (2012)

2 Presentation Ley Tobias, Dietrich Albert (2003)

3 Technical Edgar William (2011)

4 Personal Davison Edwin (2008)

5 Commercial Awareness Brill Jennifer, Bishop J., Walker Andrew (2006)

6 Team Player D. Goleman. R.E. Boyatzis (2008)

7 Selling American Society for Training and Development

(2008)

8 Passion for Job Zigrami, D. Houson, D., Witt, D. Diehi, J. (2011)

9 Regular Visit Al Areefi & et. al. (2013)

10 Interpersonal Eramus B., Loedolff V. (2010)

11 Time Management Woodcock, M. Francis D. (1982)
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12 Commitment D. Vaishali, Kumar Mohit (2004)

The second part of the research instrument consisted of statement related to organisation

effectiveness. The scale was adopted from the work of C.N. Daftuar (1983).

Table 3.2: Items of adopted Organisation effectiveness Scale

No. Sub-scale (organisational effectiveness) Sr. No. of items in schedule

1 Organisational Attachment 1,25,26,37,40

2 Job Involvement 2,6,10,11,13,14,15,16

3 Self-Control 18,31,35

4 Legitimatisation 3,5,36,42

5 Organisational Commitment 4,12,19,20,21,22,23,24

6 Innovation 17,27,38

7 Independence 7,8,9,28,41

8 Satisfaction of Organisational Effectiveness 34,39,43,44, 45, 46

9 Job Satisfaction 29,30,32,33

3.10 STATISTICAL TOOLS

The analysis of the data helps the researcher to reach conclusion and findings of the study.

Appropriate statistical techniques will be used in the study to analyze data. In the present

research, after the data collection, exploratory factor analysis was used to reduce factors.

Linear regression analysis is used to develop relationships between various competencies and

factors of organisation effectiveness. One-way Anova is used to analyse significant difference

among demographic variables such as age, income, experience and education. The researcher

proposes following statistical techniques for data analysis.

 Confidence Interval test was conducted to check the validity of research tool

pertaining to competency mapping. The purpose of confidence interval test is check

how confident respondents are in giving answers.

 Cronbach alpha test was conducted to check the reliability of questionnaire.

 Exploratory factor Analysis is used to determine the factors and confirm the factors for

the data.
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 Multiple Regression is the most widely used when there is more than one independent

variable. It is used to check the impact of more than one independent variables on

dependent variable. The main objective of linear regression is to explain the variation

in one variable dependent variable) based on the variation on one or more variables

(independent variables).

 One-way Anova is analysis of variance in the context of all those situations where one

wants to compare more than two groups.

For this research study, above mentioned statistical techniques will be used to identify sales

competencies and measure its impact on organization effectiveness.

3.11 PILOT STUDY

A pilot study is a small scale preliminary study conducted in order to evaluate feasibility,

time, cost, adverse events, and effect size (statistical variability) in attempt to predict an

appropriate sample size and improve upon the study design prior to performance of a full

scale research project (Hulley, Stephen B., 2007).  A pilot study is often used to test the

design of full research. Whenever a test is used as part of the data collection process, the

validity and reliability of that test is important.

Before data collection for sample size of 350, a pilot study for 50 respondents was conducted

to check the validity and reliability of research instrument. Cronbach Alpha test and

confidence interval test was conducted to check the reliability and validity of the data

collection instrument respectively.

3.11.1 RELIABILITY TEST: CRONBACH ALPHA

Cronbach's alpha is a measure of internal consistency, that is, how closely related a set of

items are as a group. A "high" value of alpha is often used (along with substantive arguments

and possibly other statistical measures) as evidence that the items measure an underlying (or

latent) construct. However, a high alpha does not imply that the measure is unidimensional. If,

in addition to measuring internal consistency, you wish to provide evidence that the scale in

question is unidimensional, additional analyses can be performed. Exploratory factor analysis
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is one method of checking dimensionality. Technically speaking, Cronbach's alpha is not a

statistical test - it is a coefficient of reliability (or consistency).

Cronbach's alpha can be written as a function of the number of test items and the average

inter-correlation among the items. Below, for conceptual purposes, we show the formula for

the standardized Cronbach's alpha:

Here N is equal to the number of items, c-bar is the average inter-item covariance among the

items and v-bar equals the average variance.

One can see from this formula that if you increase the number of items, you increase

Cronbach's alpha. Additionally, if the average inter-item correlation is low, alpha will be

low. As the average inter-item correlation increases, Cronbach's alpha increases as well

(holding the number of items constant).

Case Processing Summary:

Table 3.3 Reliability Test

Case Processing Summary

N %

Cases Valid 50 100.0

Excludeda 0 .0

Total 50 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.769 119

The alpha coefficient for the four items is .769, suggesting that the items have relatively high

internal consistency. Thus, it is reliable and fit for further research.
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3.11.2 CONFIDENCE INTERVAL TEST

Validity test refers to the degree in which the test or data collection instrument is truly

measuring what is intended to measure. Confidence Interval Test was conducted to check the

validity of questionnaire. In the present research, statements related to competency mapping

were developed by research based on the literature review. Thus, it was necessary to check the

validity of the research instrument. The selection of a confidence level for an interval

determines the probability that the confidence interval produced will contain the true

parameter value. To, measure with how much confidence respondents have answered in the

questionnaire is calculated statistically with the use of the following formula. (Sulaiman &

Balakrishnan, 2011)

Standard Error of Proportion (S.E.): = √PQ/N

P = No. of respondents that have agreed with statement

Q = No. of respondents that have disagreed with statement

N = Sample Size

Confidence Level is 95%

The analysis of Confidence Interval Test for statements related to competency mapping is as

follows:

Table 3.4 Confidence Interval Test for Competency Mapping

Y N TOTAL P Q S.E.
Min
Limit Max Limit Interpretation

S1 229 47 276 0.83 0.17 0.0084 0.81 0.85

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
have fluency in the English
language ranges from 0.81
to 0.85

S2

273 17 290 0.94 0.06 0.0053 0.93 0.95

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are fluent in the local
language ranges from 0.93
to 0.95.
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S3

292 8 300 0.97 0.03 0.0036 0.97 0.98

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are able to create friendly
environment ranges from
0.97 to 0.98.

S4

215 57 272 0.79 0.21 0.0091 0.77 0.81

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are able to create friendly
environment ranges from
0.97 to 0.98.

S5

278 39 317 0.88 0.12 0.0073 0.86 0.89

Thus, it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that
doubts are effectively
cleared ranges from 0.86 to
0.89.

S6

245 30 275 0.89 0.11 0.0070 0.88 0.90

It can be interpreted that @
95% confidence level the
percentage of the
respondents stating that
employees are good listeners
ranges from 0.88 to 0.90.

S7

249 8 257 0.97 0.03 0.0039 0.96 0.98

It can be interpreted that @
95% confidence level the
percentage of the
respondents stating that they
are skilled conversation
opener ranges from 0.88 to
0.98. It shows high level of
confidence.

S8

222 56 278 0.80 0.20 0.0090 0.78 0.82

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that
visual aids are reports are
used for communication
ranges from 0.78 to 0.82.

S9

207 59 266 0.78 0.22 0.0093 0.76 0.80

It can be analysed that @
95% confidence level the
percentage of the
respondents stating that
respondents present vital
information in receptive
form ranges from 0.76 to
0.80.

S10

249 60 309 0.81 0.19 0.0088 0.79 0.82

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are able to use diagrammatic
presentation ranges from
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0.79 to 0.82.

S11

251 38 289 0.87 0.13 0.0076 0.85 0.88

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
provide information
regarding scientific
literature, journals ranges
from 0.85 to 0.88

S12

231 46 277 0.83 0.17 0.0083 0.82 0.85

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
possess complete knowledge
of a product ranges from
0.82 to 0.85.

S13

268 36 304 0.88 0.12 0.0072 0.87 0.90

Thus, it can be analyzed that
@ 95% confidence level the
percentage of the
respondents stating that they
have competency to provide
one-to-one drug information
ranges from 0.87 to 0.90.

S14

257 53 310 0.83 0.17 0.0084 0.81 0.85

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
have scientific updates
medicine ranges from 0.81
to 0.85.

S15

291 31 322 0.90 0.10 0.0066 0.89 0.92

It can be interpreted that @
95% confidence level the
percentage of the
respondents stating that they
have scientific updates on
diseases ranges from 0.89 to
0.92.

S16

242 56 298 0.81 0.19 0.0087 0.79 0.83

It is interpreted that @ 95%
confidence level the
percentage of the
respondents stating that they
have knowledge about drugs
adopted by doctor ranges
from 0.79 to 0.83.

S17

216 68 284 0.76 0.24 0.0095 0.74 0.78

It can be stipulated that @
95% confidence level the
percentage of the
respondents stating that they
have awareness about
critical illness ranges from
0.74 to 0.78 which is



Research Methodology

77

moderate confidence level.

S18

252 46 298 0.85 0.15 0.0081 0.83 0.86

It can be interpreted that @
95% confidence level the
percentage of the
respondents stating that they
are aware of Adverse Drug
Reaction ranges from 0.83
to 0.86.

S19

240 71 311 0.77 0.23 0.0094 0.75 0.79

It can be specified that @
95% confidence level the
percentage of the
respondents stating that they
have knowledge about
molecules ranges from 0.72
to 0.79. It indicates low
confidence level.

S20

151 54 205 0.74 0.26 0.0098 0.72 0.76

At 95% confidence level,
percentage of respondents
stating that they are well-
organized ranges from 0.72
to 0.76. It indicates low
confidence level.

S21

234 31 265 0.88 0.12 0.0072 0.87 0.90

At 95% confidence level,
percentage of respondents
stating that they are well-
groomed ranges from 0.87
to 0.90. It indicates good
confidence level.

S22

213 68 281 0.76 0.24 0.0096 0.74 0.78

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
believe in "Jo dikhta he wo
bikta he" ranges from 0.74
to 0.78. It shows moderate
confidence level.

S23

290 12 302 0.96 0.04 0.0044 0.95 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that
proper eye contact is made
ranges from 0.95 to 0.97.

S24

279 0 279 1.00 0.00 0.0000 1.00 1.00

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are confident is 1.00.
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S25

268 26 294 0.91 0.09 0.0063 0.90 0.92

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that
energetic ranges from 0.90
to 0.92.

S26

282 4 286 0.99 0.01 0.0026 0.98 0.99

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are extrovert ranges from
0.98 to 0.99.

S27

267 39 306 0.87 0.13 0.0075 0.86 0.89

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
adjust according to client
ranges from 0.86 to 0.89.

S28

239 11 250 0.96 0.04 0.0046 0.95 0.96

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are patient ranges from 0.95
to 0.96.

S29

259 46 305 0.85 0.15 0.0080 0.83 0.86

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
know their limitations
ranges from 0.83 to 0.86.

S30

275 48 323 0.85 0.15 0.0080 0.84 0.87

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are aware of competitor's
products ranges from 0.84 to
0.87.

S31

286 0 286 1.00 0.00 0.0000 1.00 1.00

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
keep watch on competitor's
activity is 1.00.

S32

249 27 276 0.90 0.10 0.0066 0.89 0.92

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
anticipate market ranges
from 0.89 to 0.92.

S33

238 43 281 0.85 0.15 0.0081 0.83 0.86

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are aware of R&D activities
ranges from 0.83 to 0.86.
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S34

231 42 273 0.85 0.15 0.0081 0.83 0.86

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
have holistic view of
changes ranges from 0.83 to
0.86.

S35

240 36 276 0.87 0.13 0.0075 0.85 0.88

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
co-ordinate well with inter-
departments ranges from
0.85 to 0.88.

S36

242 55 297 0.81 0.19 0.0087 0.80 0.83

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
generate results as collective
member ranges from 0.80 to
0.83.

S37

244 43 287 0.85 0.15 0.0080 0.83 0.87

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that
facilitate team members
ranges from 0.83 to 0.87.

S38

243 58 301 0.81 0.19 0.0088 0.79 0.82

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
prefer team goals over
individual goals ranges from
0.79 to 0.82.

S39

228 66 294 0.78 0.22 0.0093 0.76 0.79

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
use effective selling
techniques ranges from 0.76
to 0.79.

S40

226 27 253 0.89 0.11 0.0069 0.88 0.91

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that seek
opinion of client ranges
from 0.88 to 0.91.

S41

254 31 285 0.89 0.11 0.0070 0.88 0.90

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are concerned after selling
ranges from 0.88 to 0.90.
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S42

305 8 313 0.97 0.03 0.0035 0.97 0.98

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
carry customer relationship
management ranges from
0.97 to 0.98.

S43

297 11 308 0.96 0.04 0.0041 0.96 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
have network for
channelizing sales ranges
from 0.96 to 0.97.

S44

253 39 292 0.87 0.13 0.0076 0.85 0.88

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that
maintain MIS for sales
ranges from 0.85 to 0.88.

S45

288 20 308 0.94 0.06 0.0055 0.92 0.95

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
have personal relationship
with client ranges from 0.92
to 0.95.

S46

234 40 274 0.85 0.15 0.0079 0.84 0.87

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are able to meet targets
ranges from 0.84 to 0.87.

S47

280 32 312 0.90 0.10 0.0068 0.88 0.91

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that have
higher conversion to lead
ratio ranges from 0.88 to
0.91.

S48

277 32 309 0.90 0.10 0.0068 0.88 0.91

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that put
themselves in shoe of a
customer ranges from 0.88
to 0.91.

S49

289 8 297 0.97 0.03 0.0036 0.97 0.98

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
provide options to satisfy
customers ranges from 0.97
to 0.98.
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S50

314 4 318 0.99 0.01 0.0025 0.98 0.99

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
deliver what is needed
ranges from 0.98 to 0.99.

S51

312 10 322 0.97 0.03 0.0039 0.96 0.98

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
like selling ranges from 0.96
to 0.99.

S52

285 11 296 0.96 0.04 0.0042 0.95 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are ready to be mobile
ranges from 0.95 to 0.97.

S53 295

13 308 0.96 0.04 0.0045 0.95 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
enjoy exploring new
territories ranges from 0.95
to 0.97.

S54 276 25

301 0.92 0.08 0.0062 0.90 0.93

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
accomplish deadlines ranges
from 0.90 to 0.93.

S55 265 41

306 0.87 0.13 0.0076 0.85 0.88

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are ready to relocate ranges
from 0.85 to 0.88.

S56 275 25

300 0.92 0.08 0.0062 0.90 0.93

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
prepare daily call report
ranges from 0.90 to 0.93.

S57 264 22

286 0.92 0.08 0.0060 0.91 0.93

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
love to discuss products
ranges from 0.91 to 0.93.

S58 301 14

315 0.96 0.04 0.0046 0.95 0.96

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are able to conceptualise
feedback ranges from 0.95
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to 0.96.

S59 283 15

298 0.95 0.05 0.0049 0.94 0.96

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
remind clients ranges from
0.94 to 0.96.

S60 318 12

330 0.96 0.04 0.0042 0.96 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
seek for feedback ranges
from 0.96 to 0.97.

S61 298 16

314 0.95 0.05 0.0049 0.94 0.96

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
inform about sponsored
conference ranges from 0.94
to 0.96.

S62 319 12

331 0.96 0.04 0.0042 0.96 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
provide free medical
samples ranges from 0.96 to
0.97.

S63 266 29

295 0.90 0.10 0.0067 0.89 0.91

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
send greetings on personal
occasions ranges from 0.89
to 0.91.

S64 302 25

327 0.92 0.08 0.0059 0.91 0.94

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are well organised ranges
from 0.91 to 0.94.

S65 330 8

338 0.98 0.02 0.0034 0.97 0.98

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that try
to understand the need of
client ranges from 0.97 to
0.98.
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S66 306 12

318 0.96 0.04 0.0043 0.95 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
facilitate client in taking
decisions ranges from 0.95
to 0.97.

S67 316 8

324 0.98 0.02 0.0035 0.97 0.98

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are reliable ranges from 0.97
to 0.98.

S68 320 14

334 0.96 0.04 0.0045 0.95 0.97

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
seek prior appointment
ranges from 0.95 to 0.97.

S69 316 3

319 0.99 0.01 0.0022 0.99 0.99

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are able to manage schedule
is 0.99.

S70 336 0

336 1.00 0.00 0.0000 1.00 1.00

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
assure for quality is 1.00.

S71 316 4

320 0.99 0.01 0.0025 0.98 0.99

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
are able to meet
contingencies ranges from
0.98 to 0.99.

S72 323 15

338 0.96 0.04 0.0046 0.95 0.96

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
assure for timely availability
ranges from 0.95 to 0.96.

S73 323 8

331 0.98 0.02 0.0034 0.97 0.98

Hence it can be interpreted
that @ 95% confidence level
the percentage of the
respondents stating that they
keep organisational goals in
mind ranges from 0.97 to
0.98.

In the above 73 statements, the respondents’ confidence range was found to be between 72%

to 100. Hus, it validates the research instrument and fir for further research. The least

confidence was shown for the statement related to preference for team goals, being well
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organized, knowledge about drugs, creating friendly environment and use of various selling

techniques. The highest confidence was 100% for the statement related to assuring quality,

being confident and keeping watch over competitor’s activity. The confidence range was of

96% to 99% for the statements related to availability of drugs, preference of organisational

goals, meeting contingencies, managing schedules, facilitating clients and understating needs

of clients.
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CHAPTER 4

DATA ANALYSIS AND INTERPRETATION

Data analysis firms the crux of any research, particularly those which involve primary data

collection. The present research involves analysis of Quantitative data. A quantitative study –

standardized and scientific research containing an objective analysis of the problem – is an

inquiry into a research problem, constituted of numerous variables which are quantifiable and

analysed with statistical methods. Quantitative research has to do with numbers and data

acquiescent to quantification. One widely used quantitative technique – the survey was

deployed in the research.  It is usually based on a large number of cases, where a broad

overview of the existence of a phenomenon (Competency mapping and its impact on

organisation effectiveness) in a population (Pharmaceutical companies operating in

Ahmedabad region) is required.

In the current research, SPSS version 20 and MS Excel are used for data analysis. The

research hypotheses framed and mentioned in the research methodology chapter are verified

using various tools available as a part of inferential statistics like regression analysis, multiple

regression analysis, Exploratory Factor analysis, one-way Anova. Measures of central

tendency like mean, median, mode and frequency tables are used for descriptive statistics to

provide information of a set of data. A weighted average is used to identify the actual and

required level of competencies.

In this research, ten hypotheses are put to test. The responses for the questions pertaining to

hypotheses were collected using five point Likert -type scales. Data was collected by

administering questionnaires personally to the respondents – sales staff of pharmaceutical
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companies. Data collected was organized, coded and entered into software packages like

SPSS version 20 and MS Excel. To test the hypotheses formulated, software package SPSS

(Statistical Package for Social Sciences) was used; MS Excel was used for visual display of

descriptive statistics displayed in the form of graphs, charts and frequency distribution.

This chapter begins with Descriptive statistics pertaining to the various variables (independent

as well as dependent) – describing the variables of interest in detail. Thereafter, various

hypotheses are followed by analysis of the data.

4.1 AGE WISE BREAK UP OF RESPONDENTS

The age of the respondents ranges from 18 years to above 55 years. Hence, the respondents were

grouped into following categories:

 Respondents with age from 18 – 25 years

 Respondents with age from 26 – 35 years

 Respondents with age from 36 – 45 years

 Respondents with age from 46 – 55 years

 Respondents with age above 55 years

Figure 4.1 : Age wise break up of respondents
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It can be found that 26% of respondents of the respondents belonged to the category of

respondents between 18 – 25 years; 52% of respondents belonged to the category of

respondents between 26 – 35 years, approximately 17% of respondents belonged to the

category of respondents between 36 – 45 years; around 4% of respondents belonged to the

category of respondents between 46 – 55 years and only 1% of respondents belonged to the

category of respondents having age above 55 years.

4.2 QUALIFICATION WISE BREAK UP OF RESPONDENTS

Figure 4.2: Qualification wise break up of respondents

4.3 EXPLORATORY FACTOR ANALYSIS FOR COMPETENCIES:

Factor analysis is a technique that is used to reduce a large number of variables into fewer

numbers of factors. This technique extracts maximum common variance from all variables

and puts them into a common score. As an index of all variables, we can use this score for

further analysis. There are two ways for doing factor analysis.

1. Confirmatory factor analysis is used to determine the factor and factor loading of

measured variables, and to confirm what is expected on the basic or pre-established
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theory. It assumes that each factor is associated with a specified subset of measured

variables.

2. Exploratory factor analysis is a statistical technique that is used to reduce data to a

smaller set of summary variables and to explore the underlining theoretical structure of the

phenomena. It is used to identify the structure of the relationship between the variable

and the respondent. There are two methods for driving factor, these two methods are as

follows:

Principle component factor analysis method: This method is used when researcher needs

to drive the minimum number of factors and explain the maximum portion of variance in

the original variable.

Common factor analysis: This method is used when the researchers do not know the

nature of the factor to be extracted and the common error variance.

Selection of factors to be extracted: Theory is the first criteria to determine the number of

factors to be extracted. From theory, we know that the number of factors extracted does make

sense. Most researchers use the Eigenvalue criteria for the number of factors to be extracted.

Value of the percentage and variance explained method is also used for exploratory factor

analysis. In this method, Eigenvalue is plotted on a graph and factors are selected.

Orthogonal rotation: In this method, axis are maintained at 90 degrees, thus the factors are

uncorrelated to each other. In orthogonal rotation, the following three methods are available

based on the rotation:

A. Quartimax: Rows are simplified so that the variable should be loaded on a single factor.

B. Varimax: Used to simplify the column of the factor matrix so that the factor extracts are

clearly associated and there should be some separation among the variables.

C. Equimax: The combination of the above two methods. This method simplifies row and

column at a single time.

Criteria for Practical and Statistical Significance of Factor Loadings: Factor loading can

be classified based on their magnitude:

Greater than + .30 minimum consideration level
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+.40 more important

+ .50 practically significant

In the current study, total 73 statements were asked related to competencies. The objective of

the study is to identify major competencies for the sales staff of pharmaceutical industry in

Ahmedabad region. Exploratory factor analysis was conducted for data reduction. The factor

analysis was applied to identify core competencies of sales staff that can have impact on

organisation effectiveness. A varimax rotation is used to simplify the expression of a

particular sub-space in terms of just a few major items each. Varimax is so called because it

maximizes the sum of the variances of the squared loading. Varimax rotation brings the

loading matrix closer to such simple structure.

Objective 1: To identify the most important factors of competencies

The first objective of the study was to identify the most relevant competencies required for the

sales staff of pharmaceutical industry. In order to fulfill this objective, factor analysis is done.

KMO test was run to check the sampling adequacy before factor analysis. The Kaiser Meyer

Olkin is the measure of sampling adequacy which can be between 0 to 1.

4.3.1 KMO AND BARLETT’S TEST
Table 4.1 KMO test for Competencies

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .852

Bartlett's Test of Sphericity Approx. Chi-Square 5706.243

df 2556

Sig. .000

Usually the value of KMO test varies from 0 to 1. If KMO value is greater than 0.5, the

sample is considered to be adequate. In table 4.1, KMO value is .852 indicating that sample is

adequate and researcher may proceed with the factor analysis. Considering a 95% level of

significance, α = 0.05. The p value (Sig. in table 4.1) is 0.000 which is less than α value. Thus,

Factor analysis is valid.
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The KMO and Barlett’s test measure of sapling adequacy was conducted to check

appropriateness of Factor analysis. The approximate of Chi-square is 5706.243 with 2556

degrees of freedom which is significant at 95% confidence level. The KMO statistic of .852 is

also large as it is greater than 0.50. Thus, Factor analysis is an appropriate technique for

further data analysis.

4.3.2 RESULT OF FACTOR ANALYSIS FOR COMPETENICES

Rotated component matrix table represents the strength of relationship between the item and

factor is determined by identifying the highest loading in one factor. The loading values fall

under the range from 0 to 1. Values closer to 1 denotes highest factor loading. The important

thing to be remembered while classifying is that negative sign of factor has to be ignored.

Generally, factor loading higher than 0.5 is acceptable but according to Hair (2006), for

sample size above 200, factor loading of 0.40 is also acceptable. Rotated component matrix

was done for factor loading. The first step in the factor analysis process is to extract factors.

Once factors are extracted then interpretation is required. Based on the extraction and

interpretation, naming of factors has to be done. Factor naming is done based on the

membership of various items in various factors.

The rotated component matrix, sometimes referred to as the loadings, is the key output of

principal components analysis. It contains estimates of the correlations between each of the

variables and the estimated components.

Based on the literature review and interviews with departmental heads, a set of competencies

were considered for the survey. The objective of factor analysis is to identify the most

relevant and required competencies for the sales staff in the pharmaceutical industry of

Ahmedabad region.

Factor 1 Technical competencies

The first competency is a linear combination of item 5, 9, 16, 17, 18, 19, 23, 27, 29, 30, 32,

37, 38, 41, 42, 43, 44, 45, 47, 48, 66, 69. All the items are related to the specific job
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knowledge, basic understanding of the job, technical knowledge of the product and

understanding about the medicines and diseases. Considering these items, Factor 1 is tagged

as Technical competencies.

Factor 2 Personal competencies

The second competency is a linear combination of item 24, 25, 26, 34, 36, 52, 53, 55, 61, 67,

68. All the items are related to dress code, appearance and behavioural characteristics of

respondents. It also includes personality traits such as extroversion, flexibility, and self-

efficacy. Considering these items, Factor 2 is tagged as Personal competencies.

Factor 3 Client Orientation competencies

The third competency is a linear combination of item 6, 7, 12, 14, 20, 39, 46, 57, 60, 65, 72.

All the items are related to willingness of respondents respond to needs of client, concern

after sales, helping clients in decision making and maintaining relationship. Considering these

items, Factor 3 is tagged as Client Orientation competencies.

Factor 4 Time Management competencies

The fourth competency is a linear combination of item 4, 8, 49, 56, 59, 64, 70, 73. All the

items are related to regular visits, timely availability of drugs, follow-ups, scheduled meeting

with clients and punctuality. Considering these items, Factor 4 is tagged as Client Orientation

competencies.

Factor 5 Interpersonal competencies

The fifth competency is a linear combination of item 13, 21, 22, 40, 50, 51. All the items are

related to presentation of visual aids, reports, new concepts for selling and innovative

methods. Considering these items, Factor 5 is tagged as Interpersonal competencies.

Factor 6 Team Player competencies

The sixth competency is a linear combination of item 28, 29, 35. All the items are related to

ability of employees to work as team player and putting team goals over individual goals.

Considering these items, Factor 6 is tagged as Team Player competencies.
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Factor 7 Commercial Awareness competencies

The seventh competency is a linear combination of item 15, 31. These items are related to

respondent’s knowledge about market movements and activities of competitors. Considering

these items, Factor 7 is tagged as Commercial Awareness competencies.

Factor 8 Presentation competencies

The eighth competency is a linear combination of item 1, 3, 10, 20, 58, 62, 63. These items

are related to presentation abilities of sales staff. Considering these items, Factor 8 is tagged

as Presentation competencies.

4.4 FACTOR ANALYSIS FOR ORGANISATION EFFECTIVENESS

Objective 2: To identify the most important factors of organisation effectiveness

The second objective of the study was to identify the most important factors of organisation

effectiveness of pharmaceutical industry. Organizational theorists seem to agree that

organizational effectiveness is multidimensional (Campbell et al., 1974; Steers, 1977), and

there is also reason to believe that the determinants of organizational effectiveness vary

(Steers, 1977; Stevens, Beyer, and Trice, 1978) In order to fulfill this objective, factor

analysis is done. KMO test was run to check the sampling adequacy before factor analysis.

The Kaiser Meyer Olkin is the measure of sampling adequacy which can be between 0 to 1.

4.4.1 KMO AND BARLETT’S TEST

Table 4.2 KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .505

Bartlett's Test of Sphericity Approx. Chi-Square 2487.311

Df 1035

Sig. .000

Usually the value of KMO test varies from 0 to 1. If KMO value is greater than 0.5, the

sample is considered to be adequate. In table 4.2, KMO value is .505 indicating that sample is

adequate and researcher may proceed with the factor analysis. Considering a 95% level of
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significance, α = 0.05. The p value (Sig. in table 4.2) is 0.000 which is less than α value. Thus,

Factor analysis is valid.

The KMO and Barlett’s test measure of sapling adequacy was conducted to check

appropriateness of Factor analysis. The approximate of Chi-square is 2487.311 with 1035

degrees of freedom which is significant at 95% confidence level. The KMO statistic of .505 is

also large as it is greater than 0.50. Thus, Factor analysis is an appropriate technique for

further data analysis.

4.4.2 RESULT OF FACTOR ANALYSIS FOR ORGANISATION EFFECTIVENESS

Rotated component matrix table represents the strength of relationship between the item and

factor is determined by identifying the highest loading in one factor. The loading values fall

under the range from 0 to 1. Values closer to 1 denotes highest factor loading. The important

thing to be remembered while classifying is that negative sign of factor has to be ignored.

Generally, factor loading higher than 0.5 is acceptable but according to Hair (2006), for

sample size above 200, factor loading of 0.40 is also acceptable. Rotated Component Matrix

was conducted for factor loading. The first step in the factor analysis process is to extract

factors. Once factors are extracted then interpretation is required. Based on the extraction and

interpretation, naming of factors has to be done. Factor naming is done based on the

membership of various items in various factors.

Based on the factor analysis done for the research, following factors emerged to be significant

determinants of organisation effectiveness.

1. Motivation

Motivation refers to Internal and external factors that stimulate desire and energy in people to

be continually interested and committed to a job, role or subject, or to make an effort to attain

a goal. The first factor of Organization Effectiveness was named as Motivation. Motivation

factor was composed of various items related to new ways of doing things, steady

employment, working conditions, communication, recognition, advancement for job.
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2. Organisational Commitment

Organization commitment is understood as the degree to which an employee identifies with a

particular organization and its goal and wishes to maintain membership in the organization

(Robbins, 2013). The statements depicting Organization commitment are discussion with

superiors, doing duties genuinely, expressing ideas, exerting efforts, accepting job

assignments, holding organization’s values, and caring for organization.

3. Organisational Attachment

Organizational attachment consists of affective commitment and identification on part of the

employee to stay in the organization. This indicates that even during the bad times for the

organization, employees may not necessarily take advantage of their employment alternatives;

rather, they continue to contribute their knowledge, skills, and abilities voluntarily to protect

their organizational assets (Bar-Haim, 2007). The factors related to organizational attachment

are fairness in organization, problems in organization, sense of pride, getting along with co-

workers, feeling of accomplishment, chances of future growth, and policies of company.

4. Organisational Innovation

Organisational innovation means the implementation of a new organisational method in the

undertaking’s business practices, workplace organisation or external relations. Organizational

innovation was represented by various statements such as thinking for work beyond

organization, achievement of organizational goals, chance to do different things, and general

management of the company.

5. Consensus

Consensus in organization means an opinion or position reached by a group as a whole. It is

understood as general or widespread agreement. It is important to have consensus while

decision making and problem solving as it is important parameter of Organization

effectiveness. The statements related to consensus were realistic objectives, discussion with

superior, solving problems on own, competence of superior, past advancement and

responsibilities given to the respondents.
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6. Job Involvement

Out of 46 statements of organization effectiveness, few statements emerged to be important as

a part of Job Involvement. Job involvement refers to the degree to which a person identifies

with a job, actively participates in it and considers performance important to self-worth

(Robbins, 2013). Statements describing Job Involvement are ahead of time planning, acting

according to judgement, doing own duties, staying overtime, showing up for a work early,

thinking of next day’s work and being more ambitious.

4.5 MULTIPLE REGRESSION ANALYSIS

Regression analysis is a form of predictive modelling technique which investigates the

relationship between a dependent (target) and independent variable(s)(predictor). This

technique is used for forecasting, time series modelling and finding the causal effect

relationship between the variables. There are various kinds of regression techniques available

to make predictions. These techniques are mostly driven by three metrics (number of

independent variables, type of dependent variables and shape of regression line).

1. Linear Regression: It is one of the most widely known modeling technique. In this

technique, the dependent variable is continuous, independent variable(s) can

be continuous or discrete, and nature of regression line is linear. Linear

Regression establishes a relationship between dependent variable (Y) and one or

more independent variables (X) using a best fit straight line (also known as regression

line).

2. Multiple regression is an extension of simple linear regression. The general purpose of

regression is to learn about the relationship between dependent and independent variable.

Multiple regression also allows to determine the overall fit (variance explained) of the

model and the relative contribution of each of the predictors to the total variance

explained.

The difference between simple linear regression and multiple linear regression is that,

multiple linear regression has more than one independent variables, whereas simple linear

regression has only one independent variable.
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The study is aimed at identifying relationship between competencies and organizational

effectiveness. In the present study, multiple regression analysis was conducted to identify

the impact of competencies on factors of organization effectiveness. For this study,

competencies were taken as independent variable and organization effectiveness is taken

as independent variable. In this study, Total eight competencies were identified through

factor analysis. The study also identified six factors of organization effectiveness. In order

to identify the impact of competencies on various factors of organization effectiveness,

multiple regression test was done.

Impact of Competencies on Motivation

1) HO1: There is no significant impact of competencies on the motivation level of employees.

HA1: There is a significant impact of competencies on the motivation level of employees.

Table 4.3: Regression Analysis between Competencies and Motivation

Model Summary

Model R R Square Adjusted R

Square

Std. Error of the

Estimate

1 .645a .416 .403 .43500

a. Predictors: (Constant), Presentation, Team_Player, Time_Mgt,

Comm_Awareness, Interpersonal, Client_Or, Personal, Technical

Table 4.3 is the model summary table indicating values of R, R2 square and standard error of

the estimate. The R column represents the value of R, the multiple correlation

coefficient. R can be considered to be one measure of the quality of the prediction of the

dependent variable, motivation. A value of 0.645 indicates a good level of prediction. The R

Square column represents the R2 value (also called the coefficient of determination), which is

the proportion of variance in the dependent variable that can be explained by the independent

variables (technically, it is the proportion of variation accounted for by the regression model

above and beyond the mean model). R2 value is 0.416 indicating that independent variables

explain 41.6% of the variability in motivation.
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ANOVAa

Model Sum of Squares df Mean Square F Sig.

1

Regression 46.035 8 5.754 30.410 .000b

Residual 64.525 341 .189

Total 110.560 349

a. Dependent Variable: Motivation

b. Predictors: (Constant), Presentation, Team_Player, Time_Mgt, Comm_Awareness,

Interpersonal, Client_Or, Personal, Technical

The F ratio in the Anova table tests whether the overall regression model is a good fit for the

data. The table shows that F (8,341) = 30.410, p < .005. Thus, regression model is good fit of

the data.

Coefficientsa

Model Unstandardized
Coefficients

Standardized
Coefficients

t Sig. 95.0% Confidence
Interval for B

B Std. Error Beta Lower
Bound

Upper
Bound

1

(Constant) 1.507 .505 2.986 .003 .515 2.500

Technical .185 .075 .126 2.474 .014 .038 .332

Personal .537 .103 .255 5.234 .000 .739 .335

Client_Or .067 .063 .048 1.063 .009 .057 .191

Time_Mgt .487 .052 .412 9.443 .000 .386 .589

Interpersonal .055 .054 .046 1.013 .002 -.052 .162

Team_Player .344 .037 .432 9.370 .000 .272 .416

Comm_Awareness .097 .023 .191 4.246 .000 .052 .142

Presentation .152 .070 .095 2.165 .003 .290 -.014

a. Dependent Variable: Motivation
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A multiple regression was run to predict motivation level of employees from eight

competencies identified. These competencies significantly predicted Motivation, F (8,341) =

30.410, p < .005, R2 = .416. All eight competencies added statistically significantly to the

prediction of motivation of sales staff. Thus, there is a significant impact of competencies

on the motivation level of sales staff of pharmaceutical industry.

Impact of competencies on Organisational Commitment

2) HO2: There is no significant impact of competencies on the organisational commitment
level of employees.

HA2: There is a significant impact of competencies on the organisational commitment level of
employees.

Table 4.4: Regression Analysis between Competencies and Organisational Commitment

Model Summary

Model R R Square Adjusted R Square Std. Error of the

Estimate

1 .683a .480 .459 .49348

a. Predictors: (Constant), Presentation, Team_Player, Time_Mgt,

Comm_Awareness, Interpersonal, Client_Or, Personal, Technical

Table 4.4 is the model summary table indicating values of R, R2 A value of 0.683 indicates a

good level of prediction. The R Square column represents the R2 value, which is the

proportion of variance in the organisational commitment that can be explained by the

competencies. R2 value is 0.480 indicating that competencies explain 48% of the variability in

organisational commitment.

ANOVAa

Model Sum of Squares df Mean Square F Sig.

1

Regression 7.255 8 .907 3.724 .000b

Residual 83.042 341 .244
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Total 90.297 349

a. Dependent Variable: Org_Comm

b. Predictors: (Constant), Presentation, Team_Player, Time_Mgt, Comm_Awareness, Interpersonal,

Client_Or, Personal, Technical

The F ratio in the Anova table tests whether the overall regression model is a good fit for the

data. The table shows that F (8,341) = 3.724, p < .005. Thus, regression model is good fit of

the data.

Coefficientsa

Model Unstandardized

Coefficients

Standardized

Coefficients

t Sig. 95.0% Confidence

Interval for B

B Std. Error Beta Lower

Bound

Upper

Bound

1

(Constant) 3.285 .573 5.736 .000 2.159 4.411

Technical .068 .085 .051 .807 .002 .235 .098

Personal .225 .116 .118 1.934 .004 .004 .454

Client_Or .220 .071 .176 3.077 .002 .360 -.079

Time_Mgt .065 .059 .061 1.109 .000 .050 .180

Interpersonal .019 .062 .017 .304 .001 .140 .102

Team_Player .093 .042 .129 2.224 .007 .174 -.011

Comm_Awareness .022 .026 .048 .849 .000 .073 .029

Presentation .275 .080 .191 3.451 .001 .118 .431

a. Dependent Variable: Org_Comm

A multiple regression was run to predict organisational commitment level of employees from

eight competencies identified. These competencies significantly predicted Organisational

Commitment, F (8,341) = 3.724, p < .005, R2 = .480. All eight competencies added

statistically significantly to the prediction of Organisational Commitment of sales staff.
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Thus, there is a significant impact of competencies on the organisational commitment level of

sales staff of pharmaceutical industry.

Impact of competencies on Organisational Attachment

3) HO3: There is no significant impact of competencies on the organisational attachment level
of employees.

HA3: There is a significant impact of competencies on the organisational attachment level of
employees.

Table 4.5: Regression Analysis between Competencies and Organisational Attachment

Model Summary

Model R R Square Adjusted R

Square

Std. Error of the

Estimate

1 .763a .732 .711 .40348

a. Predictors: (Constant), Presentation, Team_Player, Time_Mgt,

Comm_Awareness, Interpersonal, Client_Or, Personal, Technical

Table 4.5 is the model summary table indicating values of R, R2. A value of 0.763 indicates a

good level of prediction of organisational attachment based on competencies. The R Square

column represents the R2 value, which is the proportion of variance in the organisational

attachment that can be explained by the competencies. R2 value is 0.732 indicating that

competencies explain 73.2% of the variability in organisational attachment.

ANOVAa

Model Sum of Squares df Mean Square F Sig.

1

Regression 8.402 8 1.050 6.452 .000b

Residual 55.351 340 .163

Total 63.754 348

a. Dependent Variable: Org_Att
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b. Predictors: (Constant), Presentation, Team_Player, Time_Mgt, Comm_Awareness,

Interpersonal, Client_Or, Personal, Technical

The F ratio in the Anova table tests whether the overall regression model is a good fit for the

data. The table shows that F (8,340) = 6.452, p < .005. Thus, regression model is good fit of

the data.

Coefficientsa

Model Unstandardized

Coefficients

Standardized

Coefficients

t Sig. 95.0% Confidence

Interval for B

B Std. Error Beta Lower

Bound

Upper

Bound

1

(Constant) 3.609 .468 7.708 .000 2.688 4.530

Technical .087 .069 .078 1.261 .002 .224 .049

Personal .027 .095 .017 .284 .000 .214 .160

Client_Or .044 .058 .042 .753 .001 .159 .071

Time_Mgt .178 .048 .198 3.719 .000 .084 .272

Interpersonal .121 .050 .131 2.393 .000 .220 .021

Team_Player .004 .034 .007 .129 .004 .071 .063

Comm_Awareness .070 .021 .182 3.319 .001 .112 .029

Presentation .267 .065 .220 4.099 .000 .139 .395

a. Dependent Variable: Org_Att

A multiple regression was run to predict organisational attachment level of employees from

eight competencies identified. These competencies significantly predicted Organisation

Attachment, F (8,340) = 6.452, p < .005, R2 = .732. All eight competencies added statistically

significantly to the prediction of organisational attachment of sales staff. Thus, there is a
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significant impact of competencies on the organisation attachment level of sales staff of

pharmaceutical industry.

Impact of Competencies on Organisational Innovation

4) HO4: There is no significant impact of competencies on the organisational innovation level
of employees.

HA4: There is a significant impact of competencies on the organisational innovation level of
employees.

Table 4.6: Regression Analysis between Competencies and Organisational Innovation

Model Summary

Model R R Square Adjusted R

Square

Std. Error of the

Estimate

1 .849a .862 .840 .56230

a. Predictors: (Constant), Presentation, Team_Player, Time_Mgt,

Comm_Awareness, Interpersonal, Client_Or, Personal, Technical

Table 4.6 is the model summary table indicating values of R, R2. A value of 0.849 indicates a

good level of prediction of Organisational Innovation based from competencies. The R Square

column represents the R2 value, which is the proportion of variance in the Organisational

Innovation that can be explained by the competencies. R2 value is 0.862 indicating that

competencies explain 86.2% of the variability in Organisational Attachment.

ANOVAa

Model Sum of Squares df Mean Square F Sig.

1

Regression 7.109 8 .889 2.810 .004b

Residual 107.820 341 .316

Total 114.929 349

a. Dependent Variable: Innovation
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b. Predictors: (Constant), Presentation, Team_Player, Time_Mgt, Comm_Awareness,

Interpersonal, Client_Or, Personal, Technical

The F ratio in the Anova table tests whether the overall regression model is a good fit for the

data. The table shows that F (8,341) = 2.810, p < .005. Thus, regression model is good fit of

the data.

Coefficientsa

Model Unstandardized

Coefficients

Standardized

Coefficients

t Sig. 95.0% Confidence

Interval for B

B Std. Error Beta Lower

Bound

Upper

Bound

1

(Constant) 1.983 .653 3.039 .003 .700 3.267

Technical .153 .097 .102 1.580 .001 .343 .037

Personal .156 .133 .072 1.173 .002 .105 .417

Client_Or .017 .081 .012 .211 .003 .177 .143

Time_Mgt .200 .067 .166 2.994 .003 .069 .331

Interpersonal .186 .070 .151 2.648 .000 .048 .324

Team_Player .108 .047 .133 2.272 .002 .014 .201

Comm_Awareness .040 .030 .077 1.353 .000 .018 .098

Presentation .020 .091 .012 .222 .000 .198 .158

a. Dependent Variable: Innovation

A multiple regression was run to predict Organisational Innovation level of employees from

eight competencies identified. These competencies significantly predicted Organisation

Innovation, F (8,341) = 2.810, p < .005, R2 = .862. All eight competencies added statistically

significantly to the prediction of Organisational Innovation of sales staff. Thus, there is a

significant impact of competencies on the Organisational Innovation level of sales staff of

pharmaceutical industry.
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Impact of Competencies on Consensus

5) HO5: There is no significant impact of Competencies on the Consensus level of employees.
HA5: There is a significant impact of Competencies on the Consensus level of employees.

Table 4.7: Regression Analysis between Technical competencies and Consensus

Model Summary

Model R R Square Adjusted R
Square

Std. Error of the
Estimate

1 .806a .794 .773 .46605

a. Predictors: (Constant), Presentation, Team_Player, Time_Mgt,
Comm_Awareness, Interpersonal, Client_Or, Personal, Technical

Table 4.7 is the model summary table indicating values of R, R2. A value of 0.806 indicates a

good level of prediction of Consensus of sales staff based on competencies. The R Square

column represents the R2 value, which is the proportion of variance in the Consensus of

employees that can be explained by the competencies. R2 value is 0.794 indicating that

competencies explain 79.4% of the variability in Consensus.

ANOVAa

Model Sum of Squares df Mean Square F Sig.

1

Regression 7.673 8 .959 4.416 .000b

Residual 74.067 341 .217

Total 81.740 349

a. Dependent Variable: Consensus

b. Predictors: (Constant), Presentation, Team_Player, Time_Mgt, Comm_Awareness,
Interpersonal, Client_Or, Personal, Technical

The F ratio in the Anova table tests whether the overall regression model is a good fit for the

data. The table shows that F (8,341) = 4.416, p < .005. Thus, regression model is good fit of

the data.
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Coefficientsa

Model Unstandardized
Coefficients

Standardized
Coefficients

t Sig. 95.0% Confidence
Interval for B

B Std. Error Beta Lower
Bound

Upper
Bound

1

(Constant) 4.009 .541 7.412 .000 2.945 5.073

Technical .419 .080 .331 5.230 .000 .576 .261

Personal .148 .110 .081 1.343 .008 .069 .364

Client_Or .023 .067 .020 .344 .001 .156 .110

Time_Mgt .013 .055 .013 .233 .016 .096 .122

Interpersonal .143 .058 .137 2.452 .015 .028 .257

Team_Player .122 .039 .178 3.099 .002 .044 .199

Comm_Awareness .041 .024 .095 1.694 .001 .007 .090

Presentation .050 .075 .036 .665 .007 .198 .098

a. Dependent Variable: Consensus

A multiple regression was run to predict Consensus level of employees from eight

competencies identified. These competencies significantly predicted Consensus, F (8,341) =

4.416, p < .005, R2 = .794. All eight competencies added statistically significantly to the

prediction of Consensus of sales staff. Thus, there is a significant impact of competencies on

the Consensus level of sales staff of pharmaceutical industry.

Impact of Competencies on Job Involvement

6) HO6: There is no significant impact of Competencies on the Job Involvement level of
employees.

HA6: There is a significant impact of Competencies on the Job Involvement level of
employees.
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Table 4.8: Regression Analysis between Competencies and Job Involvement

Model Summary

Model R R Square Adjusted R
Square

Std. Error of the
Estimate

1 .656a .566 .5044 .62078

a. Predictors: (Constant), Presentation, Team_Player, Time_Mgt,
Comm_Awareness, Interpersonal, Client_Or, Personal, Technical

Table 4.8 is the model summary table indicating values of R, R2. A value of 0.656 indicates a

good level of prediction of Job Involvement based on Competencies. The R Square column

represents the R2 value, which is the proportion of variance in the Job Involvement that can be

explained by the competencies. R2 value is 0.566 indicating that competencies explain 56.6%

of the variability in Job Involvement.

ANOVAa

Model Sum of Squares df Mean Square F Sig.

1

Regression 9.242 8 1.155 2.998 .003b

Residual 131.413 341 .385

Total 140.654 349

a. Dependent Variable: Job_Inv

b. Predictors: (Constant), Presentation, Team_Player, Time_Mgt, Comm_Awareness,
Interpersonal, Client_Or, Personal, Technical

The F ratio in the Anova table tests whether the overall regression model is a good fit for the

data. The table shows that F (8,341) = 2.998, p < .005. Thus, regression model is good fit of

the data. The F test is highly significant, thus it can be interpreted that there is a linear

relationship between Competencies and Job Involvement.

Coefficientsa

Model Unstandardized
Coefficients

Standardized
Coefficients

t Sig. 95.0% Confidence
Interval for B

B Std. Error Beta Lower
Bound

Upper
Bound
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1

(Constant) 1.444 .720 2.004 .046 .027 2.861

Technical .188 .107 .114 1.766 .008 .398 .021

Personal .355 .146 .150 2.426 .016 .067 .643

Client_Or .017 .090 .011 .188 .001 .194 .160

Time_Mgt .224 .074 .168 3.039 .003 .079 .369

Interpersonal .178 .077 .131 2.295 .002 .025 .330

Team_Player .103 .052 .115 1.962 .000 .000 .206

Comm_Awareness .007 .033 .012 .210 .000 -.057 .071

Presentation .026 .100 .015 .263 .000 -.223 .171

a. Dependent Variable: Job_Inv

A multiple regression was run to predict Job Involvement level of employees from eight

competencies identified. These competencies significantly predicted Job Involvement of sales

staff in Pharmaceutical industry, F (8,341) = 2.998, p < .005, R2 = .566. All eight

competencies added statistically significantly to the prediction of Job Involvement of sales

staff. Thus, there is a significant impact of competencies on the Job Involvement level of sales

staff of pharmaceutical industry.

It can be observed in table 4.8 that value of Sig. is .039. At 95% confidence level, HO is

rejected. Thus, it can be determined that technical competencies and job involvement are not

independent. The value of R square is .744 suggesting a strong positive impact of technical

competencies on the job involvement of sales staff. Employees having high technical

competencies will show high level of job involvement in Pharmaceutical industry.

4.6 ONE WAY ANOVA

The one-way analysis of variance (ANOVA) is used to determine whether there are any

significant differences between the means of two or more independent (unrelated) groups.

one-way analysis of variance (abbreviated one-way ANOVA) is a technique used to compare

means of three or more samples (using the F distribution). The ANOVA tests the null

hypothesis that samples in two or more groups are drawn from populations with the same
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mean values. The ANOVA produces an F-statistic, the ratio of the variance calculated among

the means to the variance within the samples.

4.6.1 One Way Anova for Age groups

Objective: To identify difference in competencies across age groups

7) HO7: There is no significant difference among the competencies of employees across
various age groups.
HA7: There is a significant difference among the competencies of employees across various
age groups.

The descriptives table 4.9 provides some very useful descriptive statistics, including the mean,

standard deviation and 95% confidence intervals for the dependent variable, Competencies for

each separate age group (18-25,26-35, 36-45, 46-55 and above 55 years), as well as when all

groups are combined (Total). Out of total 350 respondents, total 182 respondents belonged to

the age group of 26-35 years. The least number of respondents that is 4 belonged to the age

group of above 55 years.

Table 4.9: One Way Anova: Competencies and Age

Descriptives

Competencies

N Mean Std.

Deviation

Std.

Error

95% Confidence Interval for

Mean

Minimum Maximum

Lower Bound Upper Bound

1.00 89 3.8888 .22888 .02426 3.8405 3.9370 3.44 4.33

2.00 182 3.9467 .22282 .01652 3.9141 3.9793 3.33 4.42

3.00 60 3.8332 .20372 .02630 3.7805 3.8858 3.33 4.42

4.00 15 3.9373 .19440 .05019 3.8297 4.0450 3.53 4.25

5.00 4 3.8675 .29982 .14991 3.3904 4.3446 3.53 4.25

Total 350 3.9112 .22394 .01197 3.8877 3.9347 3.33 4.42
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ANOVA

Competencies

Sum of Squares df Mean Square F Sig.

Between Groups .671 4 .168 3.469 .009

Within Groups 16.670 345 .048

Total 17.340 349

This is the table that shows the output of the ANOVA analysis and whether we have a

statistically significant difference between our group means. It can be observed that the

significance level is 0.009 (p = .009), which is below 0.05. and, therefore, there is a

statistically significant difference in the level of competencies for the employees having

different age groups. Thus, employees belonging to different age groups tend to show

noticeable difference in competencies.

Multiple Comparisons

Dependent Variable: Competencies

Tukey HSD

(I) Age (J) Age Mean Difference

(I-J)

Std. Error Sig. 95% Confidence Interval

Lower Bound Upper Bound

1.00

2.00 -.05794 .02858 .255 -.1363 .0204

3.00 .05560 .03691 .559 -.0456 .1568

4.00 -.04857 .06167 .934 -.2177 .1206

5.00 .02126 .11294 1.000 -.2884 .3310

2.00

1.00 .05794 .02858 .255 -.0204 .1363

3.00 .11354* .03289 .006 .0233 .2037

4.00 .00937 .05936 1.000 -.1534 .1721

5.00 .07920 .11169 .954 -.2271 .3855

3.00

1.00 -.05560 .03691 .559 -.1568 .0456

2.00 -.11354* .03289 .006 -.2037 -.0233

4.00 -.10417 .06379 .477 -.2791 .0708

5.00 -.03433 .11410 .998 -.3472 .2786

4.00

1.00 .04857 .06167 .934 -.1206 .2177

2.00 -.00937 .05936 1.000 -.1721 .1534

3.00 .10417 .06379 .477 -.0708 .2791

5.00 .06983 .12434 .980 -.2711 .4108
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5.00

1.00 -.02126 .11294 1.000 -.3310 .2884

2.00 -.07920 .11169 .954 -.3855 .2271

3.00 .03433 .11410 .998 -.2786 .3472

4.00 -.06983 .12434 .980 -.4108 .2711

*. The mean difference is significant at the 0.05 level.

It is interpreted from the table of ANOVA statistics that there are significant differences

between the groups as a whole. The table above, Multiple Comparisons, shows which

groups differed from each other. The Tukey post-hoc test is generally the preferred test for

conducting post-hoc tests on a one-way ANOVA. It can be interpreted from the table above

that there is a significant difference in competencies between the age groups 26-35 years and

36-45 years (p = 0.006), However, there were no differences in competencies among the

respondents who belong to the age groups of 18-25 years, 46-55 years and above 55 years.

Thus, there is a statistically significant difference between groups as determined by one-way

ANOVA (F(4,345) = 3.469, p = 0.009).

4.6.2 One Way Anova for Income groups

Objective: To identify difference in competencies across income groups

8) HO8: There is no significant difference among the competencies of employees across

various income groups.

HA80 There is a significant difference among the competencies of employees across various

income groups.

Total four income groups were formed in order to identify whether significant differences

exist in the competencies among the respondents who belong to different income groups.

According to annual income of respondents, four income groups formed are less than 4 lakh

rupees, 4 to 5 lakh rupees, 6 to 7 lakh rupees and above 7 lakh rupees respectively. Maximum

number of respondents that is 125 belonged to the income group of 4 to 5 lakh rupees

annually.
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Table 4.10: One Way Anova: Competencies and Income

Descriptives

Competencies

N Mean Std.

Deviation

Std.

Error

95% Confidence Interval for

Mean

Minimum Maximum

Lower Bound Upper Bound

1.00 70 3.8614 .27336 .03267 3.7962 3.9266 3.33 4.42

2.00 125 3.8918 .25028 .02239 3.8475 3.9361 3.33 4.42

3.00 95 3.9495 .16854 .01729 3.9151 3.9838 3.53 4.42

4.00 60 3.9490 .15748 .02033 3.9083 3.9897 3.48 4.42

Total 350 3.9112 .22394 .01197 3.8877 3.9347 3.33 4.42

ANOVA

Competencies

Sum of Squares df Mean Square F Sig.

Between Groups .521 3 .174 3.576 .014

Within Groups 16.819 346 .049

Total 17.340 349

This is the table that shows the output of the ANOVA analysis and whether there is a

statistically significant difference between income group means. It can be observed that the

significance level is 0.014 (p = .014), which is below 0.05. and, therefore, there is a

statistically significant difference in the level of competencies for the employees having

different income groups. Employees belonging to different income groups tend to show

noticeable difference in competencies. Thus, HO is rejected at 95% confidence level. It can be

analysed that there exists a significant difference in the competencies of sales staff across

various income groups.
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Multiple Comparisons

Dependent Variable: Competencies

Tukey HSD

(I) Income (J) Income Mean Difference

(I-J)

Std. Error Sig. 95% Confidence Interval

Lower Bound Upper Bound

1.00

2.00 -.03041 .03315 .796 -.1160 .0552

3.00 -.08805 .03497 .059 -.1783 .0022

4.00 -.08757 .03906 .114 -.1884 .0133

2.00

1.00 .03041 .03315 .796 -.0552 .1160

3.00 -.05763 .03022 .227 -.1356 .0204

4.00 -.05716 .03487 .358 -.1472 .0329

3.00

1.00 .08805 .03497 .059 -.0022 .1783

2.00 .05763 .03022 .227 -.0204 .1356

4.00 .00047 .03661 1.000 -.0940 .0950

4.00

1.00 .08757 .03906 .114 -.0133 .1884

2.00 .05716 .03487 .358 -.0329 .1472

3.00 -.00047 .03661 1.000 -.0950 .0940

It is interpreted from the table of ANOVA statistics that there are significant differences

between the groups as a whole. The table above, Multiple Comparisons, shows which

groups differed from each other. The Tukey post-hoc test is generally the preferred test for

conducting post-hoc tests on a one-way ANOVA. Thus, there is a statistically significant

difference between groups as determined by one-way ANOVA (F(3,346) = 3.576, p = 0.014).

4.6.3 One way Anova for experience groups

Objective: To identify difference in competencies across experience groups

9) HO9: There is no significant difference among the competencies of employees across
various experience groups.
HA9: There is a significant difference among the competencies of employees across various
experience groups.
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Table 4.11: One Way Anova: Competencies and Experience

Descriptives

Competencies

N Mean Std.

Deviation

Std.

Error

95% Confidence Interval for

Mean

Minimum Maximum

Lower Bound Upper Bound

1.00 30 3.9080 .29517 .05389 3.7978 4.0182 3.33 4.33

2.00 178 3.8894 .22869 .01714 3.8556 3.9233 3.33 4.42

3.00 52 3.9362 .15653 .02171 3.8926 3.9797 3.33 4.42

4.00 90 3.9409 .21910 .02309 3.8950 3.9868 3.33 4.42

Total 350 3.9112 .22394 .01197 3.8877 3.9347 3.33 4.42

Total four experience groups were formulated in the research in order to identify if significant

differences exist in the level of competencies of sales staff belonging to various experience

groups. The group consisted of sales staff who has experience of less than 4 years, second

group consisted of sales staff having experience of 4 to 5 years, the third group had

respondents having experience of 6 to 7 years and group four consisted of sales staff having

experience of more than 7 years. Maximum respondents that is 178 belonged to the

experience group between 4 to 5 years. Least numbers of respondents that is 30 belonged to

the group who had experience of less than 4 years.

ANOVA

Competencies

Sum of Squares df Mean Square F Sig.

Between Groups .187 3 .062 1.258 .008

Within Groups 17.153 346 .050

Total 17.340 349

This is the table that shows the output of the ANOVA analysis and whether there is a

statistically significant difference between experience group means. It can be observed that

the significance level is 0.008 (p = .008), which is below 0.05. and, therefore, there is a

statistically significant difference in the level of competencies for the employees having
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different experience groups. Employees belonging to different experience groups tend to

show noticeable difference in competencies. Thus, HO is rejected at 95% confidence level. It

can be analysed that there exists a significant difference in the competencies of sales staff

across various experience groups in pharmaceutical industry.

Multiple Comparisons

Dependent Variable: Competencies

Tukey HSD

(I) Experience (J) Experience Mean

Difference (I-J)

Std. Error Sig. 95% Confidence Interval

Lower Bound Upper Bound

1.00

2.00 .01856 .04414 .975 -.0954 .1325

3.00 -.02815 .05127 .947 -.1605 .1042

4.00 -.03289 .04715 .898 -.1546 .0888

2.00

1.00 -.01856 .04414 .975 -.1325 .0954

3.00 -.04672 .03525 .548 -.1377 .0443

4.00 -.05145 .02893 .285 -.1261 .0232

3.00

1.00 .02815 .05127 .947 -.1042 .1605

2.00 .04672 .03525 .548 -.0443 .1377

4.00 -.00474 .03896 .999 -.1053 .0958

4.00

1.00 .03289 .04715 .898 -.0888 .1546

2.00 .05145 .02893 .285 -.0232 .1261

3.00 .00474 .03896 .999 -.0958 .1053

It is interpreted from the table of ANOVA statistics that there are significant differences

between the groups as a whole. The table above, Multiple Comparisons, shows which

groups differed from each other. The Tukey post-hoc test is generally the preferred test for

conducting post-hoc tests on a one-way ANOVA. Thus, there is a statistically significant

difference between groups as determined by one-way ANOVA (F(3,346) = 1.258, p = 0.014).

4.6.4 One way Anova for education groups

Objective: To identify difference in competencies across education groups

10) HO10: There is no significant difference among the competencies of employees across
various education groups.
HA10: There is a significant difference among the competencies of employees across various
education groups.
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Based on the education qualification of sales staff, respondents were categorized in three

different qualification groups. The first group consisted of the sales staff having 19

respondents who are diploma holders. The second group had the maximum numbers of

respondents 240 who are degree holders. The third group had total 91 respondents who were

having post graduate and higher qualification.

Table 4.12: One Way Anova: Competencies and Education

Descriptives

Competencies

N Mean Std.

Deviation

Std.

Error

95% Confidence Interval for

Mean

Minimum Maximum

Lower Bound Upper Bound

1.00 19 3.8295 .22049 .05058 3.7232 3.9357 3.48 4.18

2.00 240 3.9040 .23168 .01496 3.8746 3.9335 3.33 4.42

3.00 91 3.9471 .19835 .02079 3.9058 3.9885 3.33 4.42

Total 350 3.9112 .22394 .01197 3.8877 3.9347 3.33 4.42

ANOVA

Competencies

Sum of Squares df Mean Square F Sig.

Between Groups .283 2 .142 2.882 .047

Within Groups 17.057 347 .049

Total 17.340 349

The output in ANOVA table shows analysis and exhibits whether there is a statistically

significant difference between educational qualification group means. It can be observed that

the significance level is 0.047 (p = .047), which is below 0.05. and, therefore, there is a

statistically significant difference in the level of competencies for the employees having

different educational qualification groups. Employees belonging to different educational

qualification groups tend to show noticeable difference in competencies. Thus, HO is rejected

at 95% confidence level. It can be analysed that there exists a significant difference in the

competencies of sales staff across various qualification groups in pharmaceutical industry.
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Multiple Comparisons

Dependent Variable: Competencies

Tukey HSD

(I) Qualification (J) Qualification Mean

Difference (I-J)

Std. Error Sig. 95% Confidence Interval

Lower Bound Upper Bound

1.00
2.00 -.07457 .05313 .340 -.1996 .0505

3.00 -.11767 .05623 .093 -.2500 .0147

2.00
1.00 .07457 .05313 .340 -.0505 .1996

3.00 -.04310 .02744 .260 -.1077 .0215

3.00
1.00 .11767 .05623 .093 -.0147 .2500

2.00 .04310 .02744 .260 -.0215 .1077

It is interpreted from the table of ANOVA statistics that there are significant differences

between the groups as a whole. The table above, Multiple Comparisons, shows which groups

differed from each other. The Tukey post-hoc test is generally the preferred test for

conducting post-hoc tests on a one-way ANOVA. Thus, there is a statistically significant

difference between groups as determined by one-way ANOVA (F(2,347) = 2.882, p = 0.047).

4.7 LEAST SQUARE METHOD

Objective: To identify the existing level of competencies

The another objective of the research is to identify the gap between existing level of

competencies and desired level of competencies. Competencies were mapped through least

square method. The table 4.13 below calculates the ideal score and actual score on

competencies possessed by sales staff in Pharmaceutical industries. Ideal score on

competencies are calculated assuming that all 350 respondents strongly agree (2) to all 73

statements related to competencies. Thus, highest ideal score can be 51100 for sales staff in

the current study. If all 350 respondents strongly disagree (-2) to 73 statements, the least score

will be -51100. Considering 51100 as desired score of competencies, data set is evaluated

based on the response given by 350 respondents.
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Table 4.13: Least Square Method for Current level of competencies

Category Equation Ideal Score Equation Least Score

Competencies 350 X 2 X 73 51100 350 X -2 X 73 -51100

No Statement of Competencies Strongly

Agree (2)

Agree

(1)

Neutral

(0)

Disagre

e (-1)

Strongly

Disagree

(-2)

Score

1 Fluency in the English language 62 167 74 37 10 234

2 Is fluent in the local language 161 112 60 17 0 417

3 Ability to create friendly

environment

105 187 50 4 4 385

4 Communicates effectively what is

intended.

66 149 78 27 30 194

5 Clears the doubts effectively and

satisfactorily.

95 183 33 19 20 314

6 Is an active and good listener. 72 173 75 19 11 276

7 Is skilled conversation opener. 56 193 93 4 4 293

8 Makes use of visual aids and / or

reports.

107 115 72 34 22 251

9 Presents vital information in the

receptive form.

44 163 84 31 28 164

10 Facilitates with diagrammatic

presentation

68 181 41 54 6 251

11 Information regarding scientific

literature

110 141 61 20 18 305

12 Complete knowledge of a product 104 127 73 40 6 283

13 One-to-one drug information 127 141 46 29 7 352

14 Scientific updates on medicine 73 184 40 49 4 273

15 Scientific updates on diseases 76 215 28 24 7 329

16 Relevant information about the

adopted drugs by doctors, chemists

and hospitals

73 169 52 32 24 235

17 Knowledge about equipment,

technology and critical illness

58 158 66 36 32 174

18 Awareness of ADR (Adverse Drug 92 160 52 28 18 280
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Reaction)

19 Information about the molecules 58 182 39 61 10 217

20 Well organized in terms of

behavior, dress code and

appearance

109 42 155 42 12 194

21 Smart and well groomed. 84 150 85 31 - 287

22 Believes in“Jo dikhta he wo bikta

he”

83 130 69 56 12 216

23 eye-to-eye contact with the client. 143 147 48 8 4 417

24 Is confident. 111 168 71 - - 390

25 Energetic and always presentable. 112 156 56 16 10 344

26 Extroversion 30 252 64 - 4 304

27 Flexibility to adjust as per the

needs of the client.

65 202 44 31 8 285

28 Patient and calm 50 189 100 11 - 278

29 Knowledge about limitations 59 200 45 31 15 257

30 Information regarding competitor's

product movement

72 203 27 32 16 283

31 Continuous watch towards

competitor's activity

99 187 64 - - 385

32 Anticipates the positive and

negative effects of the market

49 200 74 16 11 260

33 Aware of latest developments 45 193 69 23 20 220

34 Holistic view of trends and

forgoing changes

43 188 73 21 21 211

35 Co-ordinates well with team

members

72 168 74 32 4 272

36 Generates results as a collective

member

68 174 53 43 12 243

37 Supports other team members 79 165 63 33 10 270

38 Prefers team goals over individual

goals

71 172 49 40 18 238

39 More efficient selling techniques 80 148 56 60 6 236

40 Seeks an opinion of the client 64 162 97 20 7 256

41 Seeks opinion of client after selling

the product

52 202 65 12 19 256
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42 Carries efficient CRM (Customer

Relationship Management)

123 182 37 8 - 420

43 Has great network for channelizing

sales.

113 184 42 7 4 395

44 Maintains needed MIS 60 193 58 35 4 270

45 One-to-one personal relationship

with the client

134 154 42 12 8 394

46 Able to meet the targets on a

regular basis.

51 183 76 34 6 239

47 Higher Conversion to lead ratio. 67 213 38 28 4 311

48 Puts oneself into the shoe of a

customer

69 208 41 21 11 303

49 Satisfying need of a client through

various option

58 231 53 4 4 335

50 Delivers what is needed by client 129 185 32 - 4 435

51 Has a flair for selling 119 193 28 7 3 418

52 Readiness for mobility 107 178 54 11 - 381

53 Enjoys meeting new people 117 178 42 13 - 399

54 Feels satisfied with

accomplishment of deadlines

72 204 49 8 17 306

55 Ready for relocation 120 145 44 28 13 331

56 Prepares daily call report 76 199 50 14 11 315

57 Discusses about the products with

clients

77 187 64 14 8 311

58 Conceptualizes the feedback

received

70 231 35 10 4 353

59 Reminders through mails 107 176 52 15 - 375

60 Seek for feedback 124 194 20 8 4 426

61 Facilitates doctors for sponsored

conferences

91 207 36 16 - 373

62 Provides free medicine samples 70 249 19 8 4 373

63 Send greetings o personal

occasions

47 219 55 19 10 274

64 Well-organized 138 164 23 11 14 401

65 Analyzes the need of client 95 235 12 8 - 417

66 Facilitates client in decision 101 205 32 12 - 395
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making

67 Reliable and trustworthy 101 215 26 8 - 409

68 Seeks for prior appointment 146 174 16 4 10 442

69 Manages as per client’s

convenience

135 181 31 3 - 448

70 Assures for sough quantity 97 239 14 - - 433

71 Meets the contingencies 93 223 30 4 - 405

72 Ensures availability 114 209 12 15 - 422

73 Keeps organisational goals in mind 122 201 19 8 - 437

Current level of Competencies

(Total Score)

23275

(45.54%)

Required Level of Competencies

(Ideal Score)

51100

With the help of least square, it can be observed that current level of competencies in

pharmaceutical industry is 45.54 %. It can be interpreted from the above table that desired

score for competencies should be 51100 whereas it is actually 23275 indicating that level of

current competencies of sales staff in pharmaceutical industry of Ahmedabad region is

45.54%. One of the objectives of the research is to identify the existing gap in competencies

of sales staff of Pharmaceutical industry which is attained through table 4.13. It shows the

overall gap in competencies. If the research assumes that respondents need to possess 100%

competencies, the existing gap is quite noticeable. But as discussed in literature review and

discussed with HR managers of Pharmaceutical industry, it is not practically possible to have

100% competencies. The acceptable benchmark is having 70% competencies. According to

70% benchmark, the ideal score should be 35770 and actual score is 23275 indicating that

sales staff has competencies at 65.07%.

The table 4.14 below exhibits the actual level of competencies possessed by sales staff

category wise. It can be observed that respondents have technical competencies and the level

is 51%. Followed by technical competencies, personal competencies exist at level 49.70%.

The level of Client Orientation competencies possessed by sales staff in Pharmaceutical

industry is 48.94%. Sales staff possesses time management competencies having 46.76%

followed by Interpersonal competencies at 43.76% level. Sales staff also exhibited team



Data Analysis and Interpretation

121

player competencies at 42.76% level. The level of commercial awareness and presentation

competencies held by sales competencies is 40.73% and 38.42% respectively.

Table 4.14 Actual Level of Competencies

Competency Percentage

Technical 51.00%

Personal 49.70%

Client Orientation 48.94%

Time Management 46.76%

Interpersonal 43.76%

Team Player 42.76%

Commercial Awareness 40.73%

Presentation 38.42%

Figure 4.3 below is a pictorial presentation showing the gap between exiting level of

competencies and desired level of competencies among the sales staff of Pharmaceutical

industry of Ahmedabad region.
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Figure 4.3 Competency Gap Analysis

Figure 4.3 depicts the gap between desired level of competencies and actual level of

competencies through radar chart. Technical competencies revealed the least gap

comparatively followed by personal competencies. The maximum gap was displayed in

presentation competencies. The competency wise gap analysis indicates areas where sales

staff, their departmental heads and HR staff needs to make improvisation.

4.8 RANK ANALYSIS OF COMPETENCIES

Objective: To identify the most possessed and least possessed competencies

Table 4.15 Ranking of Competencies

Competencies Average Rank

Technical 4.05 1

Personal 4.02 2
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A ranking is a relationship between a set of items such that, for any two items, the first is

either 'ranked higher than', 'ranked lower than' or 'ranked equal to' the second. By reducing

detailed measures to a sequence of ordinal numbers, rankings make it possible to evaluate

complex information according to certain criteria. Analysis of data obtained by ranking

commonly requires non-parametric statistics. A common shorthand way to distinguish these

ranking strategies is by the ranking numbers. In statistics, "ranking" refers to the data

transformation in which numerical or ordinal values are replaced by their rank when the data

are sorted. Various ranking functions are available in all versions of Excel for a data set. The

ranking of competencies was done based on the average of competencies with the help of MS

Excel 2013 through Rank.Avg function.

Table 4.15 describes the ranking of competencies based on the data gathered by respondents.

Based on various eight competencies identified through factor analysis, ranking was done of

competencies to identify the importance of competencies of sales staff in Pharmaceutical

industry of Ahmedabad region. The average rating was taken for eight competencies to do

rank analysis. The first ranked competencies according to sales staff is technical

competencies. The least possessed competency by sales staff is presentation competency.

Client Orientation 4.01 3

Time Management 3.97 4

Interpersonal 3.93 5

Team Player 3.89 6

Commercial Awareness 4.82 7

Presentation 3.76 8
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CHAPTER 5

FINDINGS

This chapter unfolds findings of the research. It offers possible explanations, connections to

past studies and discusses findings of the present study. Sales competencies and impact of

competencies on organization effectiveness has been operationalized through this study.

Differences in the level of competencies based on demographic variables such as age, gender,

experience and education has been studied. The purpose of this chapter is to analyze statistical

results and competency gaps of sales staff in pharmaceutical industry. This chapter draws

upon salient findings and results of the study. In the beginning, research findings are

presented and then the chapter proceeds on the discussion of the findings in all competency

groups.

Research Findings

There are several key findings of the study mentioned as below:

A sales representative in pharmaceutical industry requires various competencies such as

communication skills, commercial awareness, technical competencies, personality, functional

competencies as well as managerial competencies. The most important competencies required

to perform job in an effective manner are technical competencies, personal competencies,

client orientation competencies, time management competencies, interpersonal competencies,

team player competencies, commercial awareness competencies and presentation

competencies. Based on the factor analysis, six major determinants of organisation

effectiveness are: Motivation, Organisational Commitment, Organisational attachment,

Organisational innovation, Consensus, and Job involvement.
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5.1 Findings for Research Objective: To identify the most important factors of

Competencies:

Based on the various literature reviewed and discussion with experts, total 73 statements

were formulated to identify the level of competencies for sales staff of Pharmaceutical

industry. It is important to categorize these competencies and generate a list of most

important competencies for the use of other pharmaceutical industries. The scale was

validated and checked for the reliability for further analysis. Exploratory factors analysis

was done for data reduction. With the help of Factor analysis, factor loading was done.

Total eight competencies were identified as the most important for sales staff. The major

eight competencies identified are described in table 5.1. The findings are consistent with

the literature review. Consistency mapping is done to justify the findings of research.

Table 5.1 Consistency mapping of Competencies

Consistency Mapping

Technical Competency American Society for Training and Development (2008)

Personal Competency Churchill & et. al. (1985), Tobias Ley & Albert D. (2003)

Client Orientation Verma (2004)

Time Management Karajgikar, Mahesh Keshav (2011)

Interpersonal Charles Kamen & et. al. (2010)

Team Player Coll & Zegward (2006)

Commercial Awareness Sheetal Darekar (2013)

Presentation Kanthe, Rajesh Uttam (2012)

As described in table 5.1, total eight competencies can be considered as key competencies

for sales staff of any pharmaceutical industry.
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5.1.1 Out of eight competency groups identified through factor analysis, technical

competency group was found the most important and relevant for the job of sales

staff in pharmaceutical industry of Ahmedabad region. Respondents reported

highest expertise in the exiting level. This finding is consistent with research

conducted by (Abdullah, 2011). (Seong Kook Kim, 2005) also established that

level of salesperson competencies is positively related to his performance in

Korean Pharmaceutical industry. Determinants of technical competencies are

knowing products and services, essential selling features, translating features of

products into benefits, being strength and weakness of product, becoming familiar

with product promotions, sales manuals and product literature.

5.1.2 Personal competencies are considered as one of the most significant competencies

for any professional in the study of (Byham & Moyer, 1996). The sales staff of

pharmaceutical industry reported personal competency as the second most

significant competency group. Personal competency group is composed of

competencies such as individual personality, integrity, values, confidence,

smartness, extroversion, patience and grooming. The results of the study are in line

with the research conducted by Emergent Educational Services.

5.1.3 According to the study, sales staff reported client orientation competencies as the

third most significant competency. The factors in this group are creating client

profiles; understanding client’s buying process, understanding client’s value

drivers and purchasing patterns, identifying perceptions, motivation and intentions

of the client. The findings of the study are in line with the study of (Dainty, Cheng,

& Moore, 2005) wherein customer service is considered as important

competencies and displayed by both average and superior performers. The findings

are also supported by the work of (Tesone & Ricci, 2005) which suggested that

entry level workers should concentrate on customer orientation competencies.

5.1.4 Time management competencies were identified as one of the significant and

required competencies for the sales staff of the pharmaceutical industry.

Determinants of time management competencies are creating schedules,

prioritizing activities, balancing work time, meeting the clients on their
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convenience, regular visits to clients, and breaking down targets into small

objectives.

5.1.5 Interpersonal competency groups include skills which are beyond just

communication skills. They are ‘people skills’ that helps the one to work with

customers and build rapport with them. Interpersonal skills help sales staff to build

the type of long-term relationship that are very important. Few interpersonal skills

exhibited by sales staff for the study are courtesy, respect for colleagues and

clients, ability to understand from other’s perspective. The findings of the study

are supported by the programme conducted at London business school. (School,

2010) It was found that interpersonal competency group had positive impact on all

factors of organization effectiveness. The findings of the study are supported by

research conducted in Taiwan by (Chen, 2005) and in Hong Kong by (Selmer,

2004).

5.1.6 The study suggested that team work competencies can be ranked as sixth

important competencies according to the perceptions of the sales staff. The factors

of the team work competency group are coordinating with inter department and

intra department members, ability to generate results as team member, attainment

of team goals over individual goals and facilitating team members. (Chua, 2009)

asserted that teamwork and collaboration is an important generic competency.

Building an effective team was identified as one of the significant competencies in

the study by (Sandwith, 1993). The findings of the study are supported by research

work of (Dainty, Cheng, & Moore, 2005) wherein teamwork was identified as one

of 11 important competencies displayed by both average and superior performers.

Thus, it was found that team work competency group has a positive impact on

organization effectiveness.

5.1.7 Commercial awareness competencies include factor such as gathering overall

knowledge of industry, monitoring change in organizations, keeping eye on

activities of competitor, knowing value propositions of products and services. The

study revealed that commercial awareness competency group has positive impact

on the organization effectiveness. The results of the study are consistent with the

study conducted by CPSA Sales Institute (Institute, 2003).
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5.1.8 The factors of presentation competency group are making use of visual aids and

reports to present information, presenting vital information in receptive form,

facilitating client with diagrammatic presentation. The study indicated that

participants do not observe the importance of presentation competencies. It means

that participants generally lack strong presentation competencies.

The above mentioned eight competencies serve as a guideline for sales staff, their

departmental heads and HR staff of Pharmaceutical industry. The employees can analyze their

competencies and enhance lacking competencies. The departmental heads can consider this

list as benchmark for the purpose of performance appraisal and coaching. HR department can

get direction for activities such as recruitment, training and performance appraisal.

5.2 Findings for Research Objective: To identify the most important factors

Organization Effectiveness:

In order to analyze organization effectiveness, total 46 statements were asked to respondents

based on literature review and the adopted scale by C. N. Daftuar (1983). In order to

identify key factors of organization effectiveness and data reduction, factor analysis was

done. Rotated component matrix was practiced for factor loading. Organization

Effectiveness is multidimensional and therefore factors of Organization Effectiveness may

vary from time to time and from industry to industry. The finding of the factor analysis

suggested that following six factors are important for determination of organization

effectiveness.

Table 5.2 Consistency mapping of Organization Effectiveness

Consistency Mapping

Motivation Lee & Bruvold (2003)

Organisational Commitment Harold Angle & James Perry (1981)

Organisational Attachment Victoria Harmon (2010)

Organisational Innovation Ashraf F. & Asif Khan M. (2013)

Consensus Bingham Gail (1986)
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Job Involvement Pathak R. & Patwardhan M. (2011)

5.2.1 Motivation is an inherent force driving people to achieve their own ambitions and

that of the organization. Increased motivation leads to increased organization

effectiveness. Thus, while considering non-financial effectiveness of organization,

motivation emerged as one of the key factors. For the pharmaceutical industry of

India, motivation can be considered as a key parameter for organization

effectiveness.

5.2.2 The second important factor for Organization effectiveness is Organization

Commitment. Porter et al (1974) describes organisational commitment as “an

attachment to the organisation, characterized by an intention to remain in it; an

identification with the values and goals of the organisation; and a willingness to

exert extra effort on its behalf”. Individuals consider the extent to which their own

values and goals relate to that of the organisation as part of organisational

commitment, therefore it is considered to be the linkage between the individual

employee and the organisation. The findings of the study are supported by the

research conducted by Angle & Perry (1981).

This finding can be helpful for HR managers and top management for enhancing

Organization effectiveness. Level of Organization commitment can be used as an

indicator of Organization effectiveness in Pharmaceutical industry.

5.2.3 Organization Attachment emerged to be one of the key parameters of Organization

Effectiveness as found by factor analysis. Organization Attachment is composed of

affective and cognitive component. Organizational attachment echoes the

psychological bond between employee and employer relations. The findings are

consistent with the work of Sahu & Pathatdikar (2014).

5.2.4 Organizational Innovation was found to be a factor of Organization effectiveness.

It is also supported by the study conducted by Fatima Ashraf and Asif Khan

Muhammed (2013). Sales staff can contribute in enhancement of organization

effectiveness through showing innovation.

5.2.5 Consensus appeared as one of the important parameters of Organization

effectiveness through factor analysis. The HR staff and departmental heads can
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customize this finding for enhancing organization effectiveness. Consensus refers

to wide spread agreement in various processes such as problem solving and

decision making.

5.2.6 Job Involvement is identified as crucial factor of organization effectiveness as

higher job involvement is important in order to increase non-financial

effectiveness.

5.3 Findings for Research Objective: To identify the impact of Competencies on

Organization Effectiveness:

Multiple regression analysis was used to identify the impact of various competencies of

organization effectiveness.

Table 5.3 Multiple Regression Analysis

Sr. no Independent Variable Dependent Variable R Value R 2 Value

1

C
om

pe
te

nc
ie

s

Motivation .645 .416

2 Organization Commitment .683 .480

3 Organization Attachment .763 .732

4 Organization Innovation .849 .862

5 Consensus .806 .794

6 Job Involvement .656 .566

As there are total eight independent variables (competencies), multiple regression was

done to identify its impact on dependent variables (organization effectiveness). R value

exhibits the relation between variable. All R values are above .5 which indicates strong

positive relationship. Thus, it can be interpreted that increase in competencies will

enhance organization effectiveness. The R value and R2 Value was the highest for

Organizational Innovation and Consensus. It was least for motivation and job

involvement. Findings can be generalized for other Pharmaceutical industries for

competencies and Organization Effectiveness.

After Multiple regression, Simple linear regression analysis was also done to identify the

impact of Competencies of overall Organization Effectiveness. For this purpose, average

of competencies and average of Organization Effectiveness was used. It was found that
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there is a strong and positive relationship between possession of competencies and

organisation effectiveness. The study revealed that all competency factors in the

respective groups account for 50.3% (R2 = 0.503) variation in organisation effectiveness.

Thus, it was found through research that possession of competencies empowers superior

performance among sales staff and leads to higher organisation effectiveness for sample

pharmaceutical organisations. The above mentioned finding can be used for other

pharmaceutical industry also. It can be generalized that competency is one of the key

variables to enhance the organization effectiveness. Other pharmaceutical industries of

India or Asia who aims to enhance organization effectiveness should also attempt to

increase the level of competencies of their employees.

5.4 Findings for Research Objective: To identify the most relevant Competencies for

Sales staff:

Rank..Avg function in MS Excel was used to set the hierarchy of most important

competencies required for sales staff. Based on various literature reviewed opinion of

respondents, the hierarchy of various competencies could be formed. The technical

competency group was found to be the most important group. Personal competencies,

client orientation competencies, time management competencies, interpersonal, team

player competencies, commercial awareness competencies are ranked no. 2, 3, 4, 5, 6 and

7 respectively. Presentation competencies were found to be the least important

competency group.

5.5 Findings for Research Objective: To measure the gap between actual level and

desired level of Competencies

It is evident from the result of gap analysis that Sales staff meet required competency level

only in certain groups. Sales staff meet required level of competencies in technical,

interpersonal and client orientation competencies. It can be established that sales staff

possesses these competencies in the required degree to perform effectively. Although

some respondents possessed advanced levels of proficiency in expected level of

competencies, a large number of the participants were found to be fairly competent as the



Findings

132

gap between actual level of competencies and required level of competencies was not very

large.

5.6 Findings for Research Objective: To identify the difference in level of Competencies

across various demographic variables

One way Anova test was run to examine if there are significant difference in the level of

competencies held by the sales staff across various demographic variables such as age,

income, experience and education.

Table 5.4: Findings for Demographic Variables

Sr. no. Independent Variable Dependent Variable Sig. Value Interpretation

1. Age Competencies .009 HO rejected

2. Income Competencies .014 HO rejected

3. Experience Competencies .008 HO rejected

4. Education Competencies .047 HO rejected

5.6.1 The study revealed that there is no significant difference in the level of

competencies across various age groups. The respondents belonged to five age

groups and perceived that irrespective of any age group, all participants possessed

similar expertise in all eight competencies.

5.6.2 In order to classify respondents according to income, total four income groups

were formed. Participants perceived to hold the similar level of expertise across all

competency groups regardless of their income.

5.6.3 Findings reveal that regardless of the no. of years of experience among sales staff

in pharmaceutical industry, they had similar expertise for various competencies.

For all eight competencies, there were no significant differences among sales

professionals with a diploma, bachelor, master or others qualification. In other

words, sales staff with a diploma or higher hold similar expertise levels across

various competencies.
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CHAPTER 6

CONCLUSION

This chapter focuses on conclusions on the findings incorporated in the previous chapter. In

the beginning, major conclusions of the study are drawn. After conclusion, limitations of the

study are discussed. Lastly, recommendations are given for the future research.

6.1 CONCLUSION

The purpose of this research was to examine significant competencies required by sales staff

and to identify competency gaps. The primary purpose of this study was to survey which

competencies are most required for the sales staff of pharmaceutical industry and whether

these competencies have impact on organization effectiveness. The study identified total eight

competency groups perceived to be significant by sales staff of pharmaceutical industry.

Technical competencies were identified to be the most significant competencies followed by

personal competencies, client orientation competencies, time management competencies,

interpersonal competencies, team player competencies, commercial awareness competencies

and presentation competencies. Presentation competency group was perceived to be the least

significant by the respondents. All eight competency groups have impact on organisation

effectiveness. Thus, it can be concluded that possession of technical, personal, client

orientation, time management competencies, interpersonal competencies, team player

competencies, commercial awareness competencies and presentation competencies lead to

superior organisation effectiveness.

It is crucial for the sales staff to acquire expertise in technical competencies as they are

perceived to be the most significant competency group. Higher level of technical competency

will lead to higher organisation effectiveness. Personal competency group and Client

orientation competency group were ranked as the second and third significant On the

contrary, presentation competency group is perceived to be the least significant according to
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respondents. Thus, sales staff in pharmaceutical industry does not consider presentation as the

key competency.

There are six major determinants of organisation effectiveness which can be listed as:

Motivation, Organisational Commitment, Organisational attachment, Organisational

innovation, Consensus, and Job involvement. Though it was found that there exists a gap

between current level of competencies and required level of competencies, a large number of

respondents are fairly competency in significant competency groups. There is a significant

impact of competencies on the organisation effectiveness in the pharmaceutical industry.

Thus, it can be concluded that competencies of the sales staff is the key to enhance

organisation effectiveness of pharmaceutical industry of Ahmedabad region.

From the aforementioned perspectives, it can thus be concluded that the study has met the

objective of the research which was to measure the competence levels of sales staff and its

impact on organization effectiveness.

6.2 LIMITATIONS OF THE STUDY

This study is limited to explore the required roles and tasks, competency profiling,

competency implementation, competency mapping and its relevance to organization

effectiveness. The research is conducted with quantitative methods to comprehend in-depth

information of the research questions mentioned above. The survey aimed at total six major

pharmaceutical companies of Ahmedabad region that ranged from sales staff, their immediate

supervisors, and human resource managers. In this regard, the limitations of this study are

stated as below:

1. The study focused the employees of only six pharmaceutical companies of Ahmedabad

region as the sampling unit of the study. Few studies have been conducted previously for

measuring the financial effectiveness of few companies. Looking at the Indian

perspective, very few studies have been aimed towards measuring non-financial

effectiveness of the pharmaceutical industry. There is a lack of previous study analyzing

impact of sales staff competencies on the non-financial effectiveness of pharmaceutical

industries of Ahmedabad region.
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2. Due to limitation of study timeframe and sales staff of selected pharmaceutical companies

of Ahmedabad region. Three types of research subjects are chosen to provide their

perspectives of this study. It included sales staff, their immediate supervisors and human

resource managers. Response given by them contained valuable in-depth information but

may not be adequate to generalize the results of the study.

3. The study focused only on workplace competencies of sales staff required in

pharmaceutical industry in Ahmedabad region at organizational level.

While reviewing literature regarding competencies and organization effectiveness, it was

found that effectiveness of organization can be evaluated in two ways: financial and non-

financial. The research is limited to measuring non-financial effectiveness only. Moreover,

there are several factors which influence organization effectiveness apart from competencies

which are not included in the study. The research is focused only on sales competencies and

competency mapping.

6.3 FUTURE SCOPE OF RESEARCH

This research is conducted through quantitative data. It is recommended that future research

can be carried through both quantitative and qualitative data. As the research was limited to

only competency mapping and organisation effectiveness, more variables may be included for

the future study affecting competencies and organisation effectiveness. As the research is

limited to measuring non-financial effectiveness only, further study can be conducted to

measure financial effectiveness as well. Similar type of research can be conducted for the

other industries in order to generalize the competency profile for sales professional as the

research is confined to only pharmaceutical industries of Ahmedabad region.

6.4 RECOMMENDATIONS

The following recommendations are based on the results of this study:

There exists a gap between the current level and required level of competencies among the

sales staff of pharmaceutical industry of Ahmedabad region. It is recommended that sales

staff develop higher proficiency for such competency groups. Moreover, pharmaceutical
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industry and HR professional should also facilitate them in acquiring competencies and being

proficient in such competency groups. Sales staff shall be provided learning opportunities and

training for acquiring expertise in required competencies.

Secondly, sales staff perceived technical competencies, personal competencies and client

orientation competency to be very significant. As presentation competency group is

considered as the least significant group, large number of respondents exhibited lower level of

expertise in presentation competency group. It is recommended that both sales staff and HR

professional realize the need of such competencies and try to be proficient in such

competency group.

Job description and training programs for future sales staff can be customized basis on the

significant competencies identified through this study. The same competency groups can also

be used as one of the parameters for the performance management of the sales staff in

pharmaceutical industry of India and Asia as the culture is quite similar.
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Appendix A

Dear Respondent,

This questionnaire is a part of  Ph.D study on “Competency Mapping and its impact on

Organizational Effectiveness with special reference to Sales Staff in Pharmaceutical

Industry of Ahmedabad Region”.

The questionnaire is divided into two parts. Part I consists questions related to competency

mapping and Part II consists questions related to organizational effectiveness.

The response given will be kept confidential and will be used for research purpose only.

PART I COMPETENCY MAPPING FOR SALES STAFF

Please give your response against the statements given below from 1 to 5.

1- strongly disagree

2- Disagree

3- Neither agree nor disagree

4- Agree

5- Strongly agree

SR
NO. STATEMENTS 1 2 3 4 5

CS1
Has fluency in the English language to initiate and carry on the
conversation with the medical practitioners.

CS2
Is fluent in the local language to communicate with chemists and
medical practitioners.

CS3
Has an ability to create friendly environment which encourages the
client to speak.

CS4 Communicates effectively what is intended.

CS5 Clears the doubts effectively and satisfactorily.

CS6 Is an active and good listener.

CS7 Is skilled conversation opener.

PS1 Makes use of visual aids and / or reports to communicate better.
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PS2 Able to present vital information in the receptive form.

PS3 Facilitates with diagrammatic presentation if required.

T1
Provides information regarding scientific literature, journals which
help in adding new knowledge.

T2
Possesses complete knowledge of a product and transfers it to the
customer.

T3 Provides one-to-one drug information.

T4 Has knowledge of scientific updates on medicine.

T5 Has knowledge of scientific updates on diseases.

T6
Possesses relevant information about the adopted drugs by
doctors, chemists and hospitals.

T7 Latest knowledge about equipments, technology and critical illness

T8
Has an awareness of ADR (Adverse Drug Reaction) and informs
others.

T9
Information about the molecules and research reports of

molecules about efficacy, safety.

P1 Is well organized in terms of behavior, dress code and appearance.

P2 Is smart and well groomed.

P3 “Jo dikhta he wo bikta he” suits with the selling skills of MR.

P4 Makes proper eye-to-eye contact while dealing with the client.

P5 Is confident.

P6 Is energetic and always presentable.

P7 Is extrovert.

P8 Has flexibility to adjust as per the needs of the client.

P9 Is patient and calm.

CA1
Has knowledge about limitations and advantages of competitor's
drugs.

CA2
Possesses information regarding competitor's product movement
at various chemist shops.

CA3 Keeps continuous watch towards competitor's activity.

CA4
Monitors and anticipate the positive and negative effects of the
market on the product.

CA5 Is aware of R&D and latest developments in the medical field.

CA6 Holistic view of trends and forgoing changes in the medical sector.
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TP1
Co-ordinates well with the inter-department and intra-department
members.

TP2 Has an ability to generate results as a collective member.

TP3 Facilitates support and co-ordination to other team members.

TP4 I prefer team goals attainment over individual goals.

S1
I utilize more efficient selling techniques to stand out from the
crowd.

S2 I seek an opinion of the client.

S3
I am concerned about the opinion of client after selling the
product.

S4
I carry efficient CRM (Customer Relationship Management)
activities for increasing sales.

S5 I have great network for channelizing sales.

S6
I maintain needed MIS(Management Information System) for
future sales generation.

S7 I have one-to-one personal relationship with the client.

S8 I am able to meet the targets on a regular basis.

S9 I have higher Conversion to lead ratio.

S10 I put myself into the shoe of a customer while selling a product.

S11 I provide various options for satisfying need of a client.

PJ1 I am focused and deliver what is needed by doctors and chemists.

PJ2 I have flair for selling and meeting knowledgeable clients.

PJ3 I show readiness for mobility

PJ4 I enjoy meeting new people and exploring new territories.

PJ5 I feel satisfied with accomplishment of deadlines.

PJ6 I am ready for relocation.

PJ7 I prepare daily call report and post it.

PJ8 I love to discuss about the products with clients.

PJ9
I am able to conceptualize the feedback received from the clients
and present it to the company.

RV1 I remind constantly through calls, mailers.

RV2
I seek for feedback of product growth and acceptance on regular
intervals.

I1
I inform and facilitate about sponsored conferences arranged by
organisations.

I2 I provide free medicine sample.
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I3 I send greetings on personal occasions like birthdays / anniversary.

I4
I am well organized in terms of behavior, dress code and
appearance.

I5 I try to analyze and understand the need of a client.

I6 I facilitate a client in taking decision.

I7 I am a reliable and trustworthy person.

TM1
I seek the prior appointment for the best day and best time to
meet.

TM2 I am able to manage the schedule as per the client’s convenience.

CT1 I assure for quantity and availability.

CT2 I am able to meet the contingencies

CT3 I ensure for timely and easy availability of drugs at chemists.

CT4
I keep organizational goals and benefits in the mind while selling a
product.

PART II ORGANIZATIONAL EFFECTIVENESS

Please give your response against the statements given below from 1 to 5.
1- strongly disagree

2- Disagree

3- Neither agree nor disagree

4- Agree

5- Strongly agree

SR
NO. STATEMENTS 1 2 3 4 5

1
The standard of the time schedule in the organization is fair.

2
Your superiors are ahead of time in planning organization and
scheduling work.

3
Objectives of your organization are realistic and worthwhile.

4
When discussion is sought by your superiors regarding an issue,
you think that they are genuine.

5
You believe that communication you receive from above are well
intentioned and well thought off.
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6
The actions of your superiors are guided by legal provisions.

7
You are likely to be put in hot water for the discharge of your
responsibilities and duties.

8 You usually want your superior to tell you what to do.

9
When you have problem related to your work, you like to solve it
yourself, without anybody’s help.

10
Regarding your job, you like to act according to your own
judgment.

11
The people here will do their duties irrespective of the fact that
management will not care to punish them for their lapses in the
job.

12
The people here do their duties irrespective of the fact that
management do not bother to reward for their sincerity on the
job.

13
I will stay overtime to finish job, even if I am not paid for it.

14
I usually show up for work a little a little early, to get things
ready.

15
Sometimes, I lie awake at night thinking ahead of the next day’s
work.

16 I used to be more ambitious about my work than I am now.

17
If a problem comes up in your mind and it is not all settled by the
time you go home, it is likely that you will find yourself thinking
about it after work.

18
You often try on your own to find a better or faster way of doing
something on your job.

19
You often try to express your ideas on the job, either or after
checking with your boss.

20
I am willing to put a great deal of effort beyond that normally
expected in order to help this organization to be successful.

21
I would accept almost any type of job assignment in order to
keep working here.

22
I find that my values and organization’s ‘values’ are very similar.

23 I really care about the fate of this organization.
24 I feel that this organization is a large family.
25 I feel a sense of pride in working in this organization.
26 I feel that organization’s problems are my own.

27
I feel that the achievement of organization’s goal is fulfillment of
my own personal goals.
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Please indicate your level of satisfaction for given statements.

1- Highly dissatisfied
2- Dissatisfied
3- Neither satisfied nor dissatisfied
4- Satisfied
5- Highly satisfied

28 The chance to do different things from time to time.
29 The chance to the “somebody” in the community.
30 The competence of my superior in taking decision.
31 The way my job provides for steady employment.
32 The chance to do something that makes use of my abilities.
33 My pay.
34 The chances for advancement on this job.
35 The working conditions.
36 The way my co-workers get along with each other.
37 The feeling of accomplishment I get from this job.
38 General management of the company.
39 My past advancement in this organization.
40 Chances for future growth (in efficiency).
41 Social conditions within the organization.
42 Recognition for my work.
43 Responsibilities given to me.
44 Company’s policies.
45 All things considered my work as a whole.
46 All things considered, my organization as whole.

Please give your opinion about most important skills required to perform the job of a sales person in
this industry.
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
_________

Any other comments
__________________________________________________________________________________
__________________________________________________________________________________
______
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Persona Information:

D1) Gender:                            Male                                   Female

D2)  Age in years:         18-25                      26-35 36-45                   46-55              Above 55

D3) Educational Qualification:       Diploma           Graduate           Post Graduate

Please specify if others  ________________________

D4) Annual Income in Rs.:          Below 2 Lakh 2-5 Lakh            6-7 Lakh More than 7 Lakh

D5) Total Experience in years:         Below 2          2-5 years         6-7 years            More than 7 years

D6) Experience with the current organization:       Below 2        2-5 years         6-7 years        More than
7 years

D7) Total no. of Products handling:         1-2            3-4         5-6          7-10
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Appendix B Factor  Analysis for Competencies
Coefficientsa

Model

Unstandardized Coefficients
Standardized
Coefficients

t Sig.

Co linearity Statistics

B Std. Error Beta Tolerance VIF

1 (Constant) 1.563 .396 3.952 .000

Communication .088 .052 .162 1.698 .094 .771 1.296

Presentation -.001 .028 -.004 -.041 .968 .917 1.090

Technical -.028 .030 -.087 -.942 .350 .812 1.231

Personality -.017 .070 -.026 -.248 .805 .636 1.573

Comm_Awarenes
s

.153 .050 .335 3.076 .003 .591 1.691

Teamwork .048 .044 .122 1.074 .287 .539 1.854

Selling -.099 .081 -.149 -1.228 .224 .475 2.105

Passion_for_Job .126 .065 .202 1.933 .057 .643 1.555

Interpersonall .255 .076 .382 3.378 .001 .548 1.825

Time_Manageme
nt

-.052 .041 -.121 -1.273 .207 .777 1.287

Commitment .126 .076 .178 1.658 .102 .606 1.651

a. Dependent Variable: Organisation Effectiveness

Collinearity Diagnosticsa
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2 .054 14.8

64

.00 .00 .11 .39 .00 .00 .05 .00 .00 .00 .00 .00

3 .045 16.2

62

.00 .00 .68 .02 .00 .02 .04 .00 .00 .00 .00 .00

4 .019 24.7

11

.00 .00 .04 .26 .00 .11 .07 .00 .02 .02 .25 .01

5 .017 26.7

43

.00 .36 .06 .03 .00 .05 .00 .00 .02 .00 .20 .01

6 .015 27.9

71

.00 .01 .00 .11 .01 .26 .34 .01 .06 .01 .07 .00

7 .009 36.6

64

.00 .27 .01 .02 .02 .19 .17 .02 .07 .06 .30 .03

8 .007 40.9

54

.02 .04 .03 .05 .41 .11 .27 .07 .06 .00 .04 .01

9 .005 50.0

82

.00 .02 .01 .02 .23 .02 .03 .16 .38 .00 .00 .28

10 .003 58.8

08

.01 .01 .00 .04 .02 .07 .00 .28 .35 .67 .13 .00

11 .003 63.5

23

.00 .24 .03 .01 .06 .17 .00 .45 .03 .15 .00 .65

12 .002 70.7

26

.96 .05 .03 .05 .26 .00 .02 .00 .01 .07 .00 .02

a. Dependent Variable: Organisation Effectiveness

Rotated Component Matrixa
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Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalisation

a. 23 components extracted.
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Appendix C Factor Analysis for Organisation Effectiveness

Rotated Component Matrixa

Component

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15

VAR00074 -.079 -.059 .085 -.341 -.012 .305 -.002 .266 -.016 -.201 .501 -.075 -.176 .191 -.142

VAR00075 .206 .189 .438 -.298 .098 .075 .248 -.248 .045 .210 .347 .170 -.039 .053 -.062

VAR00076 .369 -.001 .269 -.078 .200 .006 .281 -.322 -.093 -.430 -.140 -.030 .026 -.089 .199

VAR00077 .133 .349 .172 .132 .276 -.125 .292 .213 -.184 -.224 .099 -.310 .139 .120 -.202

VAR00078 -.033 .426 .540 .062 .289 -.186 .096 .161 -.255 .143 .013 .010 -.054 -.218 -.014

VAR00079 .114 .447 .375 -.133 .177 -.143 -.360 .077 -.301 -.192 -.013 -.168 -.218 .021 -.031

VAR00080 -.005 .276 .132 -.406 .276 .236 .016 -.209 -.044 -.259 -.306 .234 -.019 -.213 -.079

VAR00081 .186 .266 -.025 .068 .221 .372 .038 .280 .101 -.308 -.109 .112 -.035 .391 -.031

VAR00082 -.241 .384 -.104 .193 -.057 -.516 .080 -.370 .243 -.044 -.107 .117 .037 .005 -.025

VAR00083 -.142 .510 -.216 .477 -.027 .018 -.200 -.102 .238 .081 -.040 .069 -.070 .104 -.082

VAR00084 -.364 .517 -.335 .223 .172 .027 -.172 .070 -.040 -.035 -.048 .135 -.309 .041 .087

VAR00085 -.333 .574 -.090 .081 .375 .090 .079 .126 .298 -.092 -.068 .087 -.139 -.261 -.233

VAR00086 -.302 .614 .203 -.233 -.124 -.063 .026 .196 -.004 .212 -.012 .000 .259 -.053 -.184

VAR00087 -.128 .214 .139 -.438 -.082 .168 .135 .265 -.041 .331 -.318 .210 .310 .044 .050

VAR00088 -.174 .266 .027 -.269 .115 .208 .425 .203 -.025 .085 -.231 -.417 -.012 -.024 .435

VAR00089 -.005 .541 -.102 .021 .028 .075 -.162 -.256 .074 .342 .027 -.509 -.017 -.203 .074

VAR00090 -.180 .125 .171 -.084 -.356 -.272 .028 .298 .478 -.021 -.026 -.082 .279 .152 -.086

VAR00091 -.476 .368 -.135 .085 .207 -.154 -.122 -.039 -.169 -.088 .192 .075 -.101 .064 .122

VAR00092 -.273 .450 -.320 .162 .064 -.323 .261 -.065 -.096 .072 .180 .036 .229 .283 .192

VAR00093 .035 .627 -.118 .151 -.365 .204 .157 -.182 -.198 -.024 .179 -.026 .182 .247 -.045

VAR00094 .231 .526 -.196 -.217 -.307 .407 .011 -.015 -.187 .032 .113 .189 -.134 .081 -.034

VAR00095 -.209 .441 .072 .261 .333 .153 .049 .311 .190 .044 -.157 .196 .131 -.030 .007

VAR00096 .563 .259 -.143 .041 -.434 .066 -.148 .036 .128 -.270 -.115 .021 .176 .104 -.026

VAR00097 .734 .317 -.181 -.136 -.120 -.108 -.080 .098 .001 .076 -.101 .063 -.269 .023 .037

VAR00098 .686 .141 -.163 -.062 .232 -.295 .202 -.119 .128 -.064 -.143 -.038 -.075 .080 -.043

VAR00099 .543 .499 -.090 -.035 -.057 -.048 -.189 -.124 -.142 .245 -.220 -.104 -.078 .070 -.012

VAR00100 .598 .218 .069 -.040 -.262 -.120 .141 .245 .289 -.023 .039 -.093 -.355 -.052 .028

VAR00101 .357 -.058 -.434 -.441 .440 -.011 -.071 -.002 .080 .078 .141 .174 .076 .180 .002

VAR00102 .327 -.011 -.422 -.296 .439 -.059 .258 -.329 .170 .066 .130 .079 .066 .110 .046



Appendices

176

VAR00103 .522 .146 -.039 .124 -.054 .332 -.197 -.180 .059 -.163 -.031 -.208 .348 -.143 .104

VAR00104 .695 .059 -.225 -.092 .294 -.119 -.181 .102 .103 -.008 .112 -.046 .249 -.052 -.022

VAR00105 .484 -.126 -.015 -.134 .213 -.390 -.297 .228 -.017 -.037 .013 .190 .295 -.164 -.066

VAR00106 .463 -.227 .043 .139 .120 -.121 .430 .069 .014 .381 -.010 -.173 -.194 .188 -.221

VAR00107 .668 .071 -.021 -.106 -.046 .068 -.299 .040 -.115 .258 -.013 -.013 .018 -.044 .096

VAR00108 .443 -.303 -.045 .330 .101 .353 .002 -.041 -.136 .192 -.116 -.020 .070 .062 -.340

VAR00109 -.074 -.230 -.403 .279 .209 .304 .068 .162 -.150 .300 -.187 .175 -.049 -.070 -.053

VAR00110 .337 -.263 -.206 .384 -.113 -.148 .381 .263 -.153 .001 .118 .147 -.004 -.265 .109

VAR00111 .558 .209 -.061 .276 -.229 .011 .350 .065 -.054 -.251 -.083 .066 -.056 -.230 -.238

VAR00112 .178 .297 -.193 .268 -.018 .191 .139 -.111 -.295 -.026 .337 .070 .282 -.264 .062

VAR00113 .179 -.105 .466 .240 .007 .169 .040 -.351 .181 .079 -.223 .127 -.149 .243 .124

VAR00114 .156 .135 .713 .090 -.021 .159 .093 -.264 .194 .106 .059 .185 .147 -.012 -.113

VAR00115 .547 .190 .167 .039 -.204 -.075 .024 .253 .115 .036 .129 .256 -.137 -.071 .437

VAR00116 .155 -.044 .420 .327 .083 -.127 -.098 .076 -.289 .053 -.041 .321 .095 .243 .271

VAR00117 .294 .120 .430 .219 .205 -.074 -.237 -.009 .094 .154 .356 .008 -.087 -.044 -.085

VAR00118 .262 -.184 .187 .396 .390 .078 -.162 .168 .001 -.081 -.099 -.317 .157 .258 .097

VAR00119 .000 -.058 .015 .207 .198 .430 -.020 .068 .541 .039 .296 -.030 .029 -.184 .260

Extraction Method: Principal Componenet Analysis

Rotation Method: Varimax with Kaiser Normalisation.

a. 15 components extracted.
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