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PERCEIVED ORGANIZATIONAL SUPPORT AND THE SEVEN FACETS
OF SALESPERSON JOB SATISFACTION

By Brian Rutherford, James S. Boles, G. Alexander Hanmi, and 1eann G. Rutherford

This study advances our understanding of perceived organizational support’s impact on multi-faceted
salesperson job satisfaction. This topic is important for several reasons. First, the linkages between
perceived organizational support and multi-faceted salesperson job satisfaction have not been firmly
established in the existing literature. Second, firms have the ability to control the level of organizational
support that they provide to their employees. Hence, this construct is managerially relevant to firms if it
has the ability to impact aspects of job satisfaction. In addition to perceived organizational support, four
other antecedents related to multi-faceted job satisfaction were examined. In total, six of the seven facets
of job satisfaction were predicted by one or more of the antecedent constructs. Further, perceived
organizational support was found to be positively related to five of the seven facets of job satisfaction.

INTRODUCTION

Firms that are able to build a satisfied sales force
experience  higher levels of salesperson
organizational commitment (Johnston et al,
1987; Brown and Peterson, 1993; Boles et al.,
2007) and decreases in salesperson turnover
(Jatamillo et al, 2006; Mulki et al., 2000;
Honeyecutt et al., 2009; Rutherford et al., 2009).
Further, job satisfaction can be indirectly linked
through
organizational commitment (Mowday et al,
1982; Brown and Peterson, 1993). For these

reasons, understanding methods to increase

to salesperson performance

salesperson job satisfaction influences both cost

savings and revenue production for
organizations. Given the impact of job
satisfaction, the importance of research focusing
on methods to increase salesperson job
satisfaction is critical to aid firms in increasing

their chance for long-term success.

Considering the importance of salesperson job

satisfaction, sales research has focused
considerable attention on the antecedents of job
satisfaction. However, most of this research
examines job satisfaction as a global or single
faceted construct (e.g. Jaramillo et al., 2000;
Mulki et al., 2006). According to Churchill et al.

(1974), global measures of job satisfaction fail to
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provide an accurate and full assessment of
satisfaction -- providing, firms looking to
increase specific aspects of job satisfaction with
an incomplete assessment of methods to increase
individual facets of job satisfaction. Given the
limitations of global measures of job satisfaction,
researchers have developed measures (Smith et
al., 1969; Churchill et al., 1974; Wood et al,
1986) that examine job satisfaction as a multi-
faceted construct. Further a limited stream of
research has been developing to assess both
antecedents (e.g. Boles et al., 2003; Rutherford et
al., 2009) and outcomes of multi-faceted job
satisfaction (Russ and McNeilly, 1995; Boles et
al., 2007; Rutherford et al., 2009).

While this stream of research is emerging, it is
still within its infancy stage. Further, research on
global job satisfaction has identified a construct,
perceived  organizational support (hereafter
POS), which has a major impact on global job
satisfaction (Babakus et al.,1996; Piercy et al.,
20006). For firms looking to increase aspects of
job satisfaction, a further understanding about
how POS acts as an antecedent of multi-faceted
job satisfaction would potentially provide
organizations a direct and controllable method to
increase specific aspects of salesperson job
satisfaction.
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The purpose of this study is to examine the

impact that salespeople’s perceptions of
organizational support has on multi-faceted job
satisfaction when controlling for other
constructs which have been linked to multi-
faceted job satisfaction. Specifically, this study
will control for work-family conflict, role
ambiguity, role conflict (Boles et al., 2003), and
emotional exhaustion (Rutherford et al., 2009).
Organizational Support Theory will be used as

the theoretical foundation.
Organizational Support Theory

The foundation of Organizational Support
Theory is based on the assumption that trading
positive outcomes between employees and the
firm enhances the employee-organization
relationship (Eder and Eisenberger, 2008). The
theory suggests that throughout their work
careers, employees look to both the organization
for which they work and the individuals within
that organization for feedback on a variety of
topics (Rosen et al, 2006). According to
Eisenberger et al. (19806), employees form global
beliefs concerning the extent to which the
organization feels their contribution is valuable
and cares about their well-being. These beliefs
then lead the employee to attempt to determine
the motives underlying the organization’s
behavior (Eisenberger et al. 1986).

Construct Overview

Churchill et al. (1974: 255) defines salesperson
job satisfaction as, “all characteristics of the job
itself and the work environment which industtial
salesmen find rewarding, fulfilling and satisfying;
or frustrating and unsatisfying.” Within Churchill
et al’s measurement of job satisfaction, seven
facets of job satisfaction were developed
(satisfaction with: supervisor, job, policy,
promotion, pay, coworkers, and customers).

POS is the general belief concerning the extent
to which the organization values employees’
contributions and cares about their well-being
(Eisenberger et al., 1986). This support typically
develops over time through multiple interactions
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between employees and their employers
(Eisenberger et al., 1990). POS influences
organizational productivity, as it is associated
with decreased absenteeism (Fisenberger et al,,
1986) and reduced
(Eisenberger et al., 2002).

employee  turnover

Work-family conflict is a form of inter-role
conflict in which “the role pressures from the
work and family domains are in some respect
incompatible” (Greenhaus and Beutell, 1985: 76).
Work-family conflict results from trying to meet
an overabundance of conflicting demands from
both domains (Netemeyer et al., 1996).

Role stressors create psychological anxieties
which negatively influence functional work
outcomes (Singh et al., 1994). When examining
role stress, researchers typically examine two
constructs: role ambiguity and role conflict. Role
ambiguity is the extent to which an individual is
unclear about the role expectations of others, as
well as the degree of uncertainty associated with
one’s role performance (Rizzo et al., 1970). Role
conflict is the degree that expectations of a role
are incompatible or incongruent with the reality
of the role (Rizzo et al., 1970).

Maslach define
exhaustion as, “the feeling of being emotionally

and  Jackson emotional

overextended and
work” (1981: 101).
individuals are facing exorbitant demands on

exhausted by one’s
It often occurs when

their time and energy. Emotionally exhausted
workers often feel helpless, lose self-esteem, feel
a lack of accomplishment and develop negative
attitudes about customers, the organization, their
job and themselves (Cordes and Dougherty,
1993).

HYPOTHESIS DEVELOPMENT
Perceived Organizational Support

According to Jolke (2007), research addressing
POS within a sales context is far less developed
than in other work environment settings. While
sales force research examining POS is limited, a
strong positive relationship has been identified
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between POS and global job satisfaction (e.g.
Shore and Tetrick, 1991; Eisenberger et al., 1997;
Babakus et al.,, 1996; Piercy et al., 2006). For
Babakus et al. (1996) found a
significant and positive relationship between

example,

POS and job satisfaction when examining a large
Further, Piercy et al.
(2000) in an examination of a commercial
directory publisher’s sales force found that POS
is related to job satisfaction. Given that the sales
literature supports a relationship between POS
and global job satisfaction, logically certain

international sales force.

aspects of multi-faceted job satisfaction would
be predicted by POS. However, given the lack of
research on POS and multi-facets job satisfaction
within the literature, exploratory linkages will be
examined in relation to all seven facets of job
satisfaction.

H1: Perceived organizational support will be positively
related to satisfaction with (a) supervisor, (b) job, ()
policy, (d) promotion, (¢) pay, (f) coworkers, and (g)

custoners.
Established Linkages

While POS has not been linked to multi-facets
salesperson job satisfaction, an emerging body of
literature has looked at other constructs as
predictors of multi-faceted job satisfaction.
Specifically, research by Boles et al. (2003) and
Rutherford et al. (2009) established linkages
between multi-faceted job satisfaction and 1)
work-family conflict, 2) role ambiguity, 3) role
conflict, and 4) emotional exhaustion. A brief
review of each research article is provided and
the results from both studies are used to build
hypotheses.

The Boles et al. (2003) study
antecedents to multi-faceted job satisfaction.

examined

They allowed that work-family conflict, role
ambiguity, and role conflict had been linked to
global job satisfaction. To expand the knowledge
base, they examined how work-family conflict,
role ambiguity, and role conflict impacted the

seven facets of salesperson job satisfaction.
Based on the results of the Boles et al. (2003)
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study, the following hypotheses are formed:

H2: Work-family conflict will be negatively related to
satisfaction with (a) supervisor, (b) policy, (c) promotion,
and (&) pay.

H3: Role ambignity will be negatively related 1o
satisfaction with (a) job, (b) policy, (c) promotion, and (d)

coworkers.

H4: Role conflict will be negatively related to satisfaction
with (a) job, (b) policy, (c) promotion, and (d) coworkers.

Rutherford et al. (2009) primarily focused on the
impact of multi-faceted job satisfaction in
relation to both organizational commitment and
propensity to leave. However, the study also
examined emotional exhaustion as a predictor of
multi-faceted job satisfaction. When looking at
the linkages between emotional exhaustion and
multi-faceted job satisfaction, five significant
linkages were found. However, their study only
examined the linkages based on a correlation
matrix and failed to consider other antecedent
variables. Hence, the significance of the impact
of emotional exhaustion on multi-faceted job
possibly

eliminated after examining other antecedent

satisfaction may be reduced or
variables. The following hypothesis is proposed
based on the Rutherford et al. (2009) study:

H5: Emotional exhanstion will be negatively related to
satisfaction with (a) supervisor, (b) job, (c) policy, (d)
promotion, and (e) pay.

METHODOLOGY
Sample

Salespeople of a national business-to-business
firm providing business services were surveyed.
There were 152 surveys distributed. Of the 152
distributed, 126 were returned in usable format
after list-wise deletion. The effective response
rate was 83 percent. The response rate is higher
than most sales-related research for two reasons.
First, management provided a cover letter for the
research project asking that their salespeople take
the time to complete the survey and indicating

that the information being collected was
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important to the firm in guiding future sales
force decisions. In addition, there was a random
drawing to give away two $100 gift certificates.
If a person returned a completed survey, they
were automatically entered in the drawing unless
they chose to not participate in the drawing.
Surveys were returned directly to the research
team and managers in the firm never saw the
completed surveys. Of the 126 respondents, 88
were males and 38 were females. The average
respondent had worked for the firm just under 3
years and was 32 years of age.

Measurement

All constructs in this study were assessed using
scales from previous organizational research.
The seven facets of job satisfaction were
measured using 28 items from the original
INDSALES scale proposed by Churchill et al.
(1974). This reduced version of the INDSALES
scale is well established within the sales literature
(Comer et al, 1989; Lagace et al, 1993).
Salesperson responses were assessed using 7-
point Likert-type items, where smaller numbers
Scale reliabilities
were .82 for satisfaction with the supervisor, .86

indicate less satisfaction.

for satisfaction with job, .71 for satisfaction with
policy, .81 for satisfaction with promotion, .70
for satisfaction with pay, .74 for satisfaction with
co-workers and .67 for satisfaction with
customers.  Role conflict and role ambiguity
were assessed using the 8-item and O6-item
measures developed by Rizzo et al. (1970). Items
were measured from 1 being “never” to 7 being
“always”. All items used to measure role
ambiguity were reversed coded as recommended
by Rizzo et al. (1970). The alphas were .80
and .83, respectively. Work-family conflict was
assessed using the 8-item measure (alpha = .82)
developed by Burke et al. (1976) with 1 being
“strong negative impact” to 5 being “strong
positive impact. Items in this scale were all
reversed coded. Emotional exhaustion, the core
dimension of burnout, was assessed using the 8-
item measure (alpha = .90) with 0 being “never”
and 6 being “everyday.” The scale is based on
work from Maslach and Jackson’s (1981)
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burnout inventory. POS was assessed using the
16-item measure (alpha = .93) developed by
Eisenberger et al. (1986). Items were measured
on a 7-point Likert-type scale from 1 being
“strongly disagree” to 7 being “strongly agree.”
Table 1 provides correlations, reliabilities, means,
and standard deviations.

Analysis

Data were analyzed using stepwise regression.
According to Hair et al. (2000), regression is a
preferred method over structural equation
modeling for the current study because of: 1) the
limited sample, 2) the number of linkages
examined within the model, 3) the number of
items used to measure the constructs (60), and 4)
the exploratory nature of the POS to job
satisfaction linkages. Further, the use of
regression over structural equation modeling is
consistent with research examining multi-faceted
job satisfaction (e.g. Boles et al, 2003;
Rutherford et al., 2009; Ladik et al., 2002; Russ
and McNeilly, 1995).

RESULTS

The first regression equation focused on
predicting salesperson satisfaction with the
supervisor. Specifically, POS (H1a), work-family
conflict (H2a), and emotional exhaustion (H5a)
Results
indicate that work-family conflict is significantly

were tested as possible antecedents.

related to satisfaction with the supervisor
(unstandardized beta is the first number followed
by the standardized beta; = -.763, -.353, p.
< .05). Results failed to support that satisfaction
with the supervisor is predicted by emotional
exhaustion (p. > .05) or POS (p. > .05). R?
equaled .125. Overall, findings support H2a, but
fail to support Hla and H5a (see Table 2).

The second regression equation focused on POS
(H1b), role ambiguity (H3a), role conflict (H4a)
and emotional exhaustion (H5b) as potential
antecedents of satisfaction with the job. Results
of the analysis indicate that POS is significantly
related to satisfaction with the job (.597, .615, p.
< .05). Results did not find a significant
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Table 1: Correlations, Reliabilities, Means, and Standard Deviations

XT [ X2 [ X3 [X4 [X5 [X6 [X7 [X8 [X9 X10 | X11 | X12
Satisfaction with
Supervisor (X1) | go
Satisfaction with | .277 36
Job (X2) o )
Satisfaction with | .371 434 7
Policy (X3) ok ok .
Satisfaction with | .318 384 498 81
Promotion (X4) | ** ok ok .
Satisfaction with 182 307 .293
Pay (X3) 135 | o . 70
Satisfaction with | .484 467 443 213 135 74
Coworkers (X6) | ** ok ok ok ' )
Satisfaction with | .269 194 234 276
Customers (X7) | = . - 005 | .004 | 67
Work-Family 353 | 284 | 575 | 376 | 200 | 268 | .180 | .82
Conflict (X8> ok *ok )k )k )k *ok *
i - - - - - - *
Role Conflict | 557 | 402 [ 525 | 430 | 230 | 277 |01 [ 477" | 80
iouity - N - - - - * *
Role Ambiguity | 513 | 435 [ 442 | 455 | 166 | 286 [-128 [ 77 [ 247 | 83
i - - - - - - - - * * *
Emotional Bx-f 00 | 360 | 510 | 374 | 227 | as6 | 166 | 227 [ 287 [ BT 90
haustion (Xl 1) *ok *ok )k )k )k * *
Perceived Or- _ _ _ _
ganizational ;'(259 ;’(6*15 ;2(80 ;2(55 f*SS ;’168 .082 S517% | 538 | 561* | .424
Support (X12) * * * Hok .93
Means 495 | 560 | 486 | 454 | 440 | 521 | 484 | 2064 |306 | 240 |216 | 496
Standard 119 {95 102 |128 |97 |93 |73 |55 |79 |81 |117 | 98
Deviations

** Correlation is significant

at the 0.01 level

* Correlation is
significant at the
0.05 level

Reliabilities are on

the diagonal
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Table 2: The Results

Satisfaction | Perceived Work- Role Role Emotional R2

with: Otrganizational Family | Ambiguity | Conflict | Exhaustion
Support Conﬂict

Supervisor NSk -7632 - - NSb 125

p. <.05

Job 5974 - NSk NSb NSb 378
p. <.05

Policy 3132 -592a NSk -274a NSb 470
p. <.05 p. <.05 p.<.05

Promotion 5744 NSb -331a NSb NSb .338
p. <.05 p. <.05

Pay 254 NSb - - NSb .065
p. <.05

Coworkers 4442 - NSb NSb -—- 219
p. <.05

Customers NS - - - - .000

2 = unstandardized Beta coefficient b NS = Not Significant --- relationship was

not tested

relationship between satisfaction with the job
and role ambiguity (p. > .05), role conflict (p.
> .05), or emotional exhaustion (p. > .05). R?2
equaled .378. Opverall, findings support H1b, but
fail to support H3a, H4a, and H5b.

The third equation focused on POS (H1c), work-
family conflict (H2b), role ambiguity (H3b), role
conflict (H4b), and emotional exhaustion (H5c),
as predictors of satisfaction with company
policy. Results indicate that POS (313, .300, p.
< .05), work-family conflict (-.592, -320 p.
< .05), and role conflict (-.274, -213, p. < .05)
are all significantly related to satisfaction with
company policy. Results did not find support
for the relationship between satisfaction with
company policy and role ambiguity (p. > .05) or
emotional exhaustion (p. > .05). R2 equaled .47.
Overall, findings support Hlc, H2b, and H4b,
but fail to support H3b and H5c.

When the proposed relationships between

satisfaction with promotion, POS (H1d), work-
family conflict (H2c), role ambiguity (H3c), role
conflict (H4c) and emotional exhaustion (H5d)
were examined, results suggested that POS (574,
116, p. <.05) and role ambiguity (-.331, -.210, p.
< .05) are significantly related to satisfaction with

Results failed to
link between
promotion, work-family conflict (p. > .05), role

promotion. support a

significant satisfaction ~ with
conflict (p. > .05), or emotional exhaustion (p.
> .05). R?2 equaled .338. Opverall, findings
support H1d and H3c, but fail to support H2c,

H4c, and H5d.

The fifth regression equation linked POS (Hle),
work-family conflict (H2d) and
exhaustion (Hb5e) with satisfaction with pay.
Results indicate that POS (254, .086, p. < .05) is
significantly related to satisfaction with pay.

emotional

Findings fail to support a significant link
between satisfaction with pay and both work-
(p. > .05 and emotional

family conflict
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exhaustion (p. > .05). R2 equaled .065. Overall,
findings support Hle, but fail to support H2d
and Hbe.

POS (HI1f), role ambiguity (H3d) and role
(H4d) were
antecedents of satisfaction with co-workers.
Results indicate that POS (444, .468, p. < .05) is
related to

conflict tested as possible

significantly satisfaction  with
coworkers. Results failed to support significant
links between satisfaction with coworkers, role
ambiguity (p. > .05) and role conflict (p. > 05).
R? equaled .219. Overall, findings support H1f,

but fail to support H3d and H4d.

The last equation linked POS (Hlg) as a
potential antecedent of satisfaction with
Results failed to support that

satisfaction with customers is predicted by POS
(p. > 05).
DISCUSSION & IMPLICATIONS

customers.

Implications of Multi-Faceted Job

Satisfaction

Findings from this study further confirm existing
literature that stresses the need for researchers to
examine job satisfaction as a multi-faceted
construct (e.g. Churchill, 1974; Boles et al., 2003;
Rutherford et al., 2009). Within the current
study, the ability to explain variance within each
of the facets ranged between zero and forty-
seven percent.

The highest amount of variance was explained
within the satisfaction with policy facet.
Specifically, POS, role conflict, and work-family
conflict were all predictors of the facet. While
both role conflict and work-family conflict were
negative influencers, POS was a positive
influence. Further, assessing the standardized
coefficients reveals that work-family conflict had
the largest impact, followed by POS and role
conflict. For sales managers and selling firms,
this finding highlights that when policies are in
place that interferes with an employee’s family
life, this conflict has a major impact on the
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employee’s satisfaction with company policies.
However, if an organization can show that it
supports the employee, then this can increase the
employee’s satisfaction with policies. In essence,
firms need to have tools in place that reduce an
employee’s level of work-family conflict. In part,
firms could keep overnight travel lower and
make sure that employees with families are able
to spend nights and weekends with their families
versus being tied-up with work-related issues.
Another potential asset in reducing work-family
conflict could be training for both salespeople
and sales managers examining the origins of
work-family conflict in that particular work
setting and discussing how the firm could help
reduce salesperson perceptions of work-family
conflict.

The only other facet of job satisfaction that was
explained by more than one antecedent was
satisfaction with promotion. This facet has just
thirty-four
explained and was predicted by both role
ambiguity and POS. POS was the strongest
predictor and also had a positive impact while

under percent of its wvariance

role ambiguity had a much weaker impact and
was negatively related. In essence, if firms are
able to create a clear job description and roles
that employees must perform and be supportive
of the employee when they are performing those
roles, then the salespeople will feel their chances
of promotion within the organization are good.
A track record of the organization promoting
from within also can strengthen the level of POS
and its link to satisfaction with promotion.

It is worthy to note that satisfaction with job
(R2=.125), pay (R2=.065), and co-workers
(R2=.219) were only predicted by POS. While
previous studies suggest that there were more
antecedents that influence these facets of job
satisfaction, POS within this study produced the
strongest overall relationships with these facets
of job satisfaction. An organization could
potentially influence the employee’s perception
of organizational support by adopting practices
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that would help empower employees to make
suggestions to improve the company and/or
working conditions. For example a suggestion
box might achieve this. Further, in times of
economic downturn firms should let employees
know the financial status of the organization. In
addition, if sales employees are not provided
with raises, the organization should avoid
providing other employees with raises as well. By
halting raises for everyone versus a few, this
could potentially indicate to employees that
everyone is part of a team working toward the
common goal together. Organizations could also
implement programs or sponsorship  for
employee bonding. This could include outings or
even sponsorship of an employees’ softball team,
bowling team, or some other type of team event.

Like satisfaction with job, pay and co-workers,
satisfaction with supervisor was predicted by
only one construct. Specifically, work-family
conflict was found to predict satisfaction with
supervisor. The variance

somewhat low (R?=.125). However, it Iis

explained  was

important for firms to recognize that when their
employees are required to travel overnight, or
even perform tasks that keep them from going
home on time to be with their families, these
employees are likely to experience lower levels of
satisfaction with their supervisors. It may be that
salespeople (and maybe other employees)
perceive that the supervisor is the embodiment
of the firm and firm policies — either positively
or negatively influencing work-family conflict —
are attributed to the direct
Therefore, it may be beneficial for firms to make

SUpervisor.

conscious efforts to avoid requiring their
employees to work during traditional “family
times” on a regular basis. To make sure that this
can happen, firms should make sure that
supervisors have some flexibility to help families
deal with issues of conflict between work and
family. As long as the salesperson is effective at
his/her job, the degree of flexibility available to
the supervisor should probably be fairly broad.
Engaging in practices that maximize employees’
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time with their families is likely to improve
employees’ satisfaction with their supervisors.

Satisfaction with customers provides interesting
implications for the academic community.
Results from this study fail to predict the facet of
job satisfaction. Hence, the antecedents that
impact this facet may be entirely different than
the current research community is examining.
However, this may be sample specific and
additional
clarification to the issue.

research  would provide some

Implications of Perceived Organizational
Support

The POS construct provides the most important
implication in this study from both academic and
practitioner perspectives. This study finds that
POS had a significant impact on five of the
seven facets of job satisfaction. Hence, in
addition to being a strong predictor of global job
satisfaction it is also a strong predictor of multi-
faceted job satisfaction. When examining the
construct with the other antecedent variables,
POS was the sole significant predictor of three
of the facets of job satisfaction (satisfaction with
job, pay, and co-workers). In essence, the
inclusion of POS within models predicting multi-
faceted job satisfaction suggest that significant
linkages from the Boles et al. (2003) and
Rutherford et al. (2009) studies are not
significant after controlling for POS.

For sales researchers, this study provides a
strong foundation for the inclusion of POS
within  models examining salesperson job
satisfaction from a multi-faceted perspective.
This study suggests that failure to include POS
within models examining multi-faceted job
satisfaction will likely provide an incomplete
assessment.

For practitioners, increasing the perception of
organizational support among its salespeople can
function as a real competitive advantage. Things
such as the policies and procedures a company
has in place and the formal guidance it provides
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through training programs and seminars to both

employees and managers can affect an
employee’s perception of organizational support
(Randall et al., 1999). Another way in which a
company can show its employees that it supports
them is by providing favorable working
conditions and rewards for good performance
(Rhoades and FEisenberger, 2002).

working conditions and rewards signal to

Favorable

employees that the organization does care about
them, wvalues their contribution, and wants to
retain them as members.

Implications with Regards to Work-Family
Conflict, Role Ambiguity, and Role Conflict

This study advances the findings of the Boles et
al. (2003) study. First, of the twelve hypothesized
relationships, four of the relationships were
supported within this study. Given that POS and
emotional exhaustion were the two additional
linkages within this study and that POS was a
main predictor, this study reduces the impact of
some of the findings of the Boles et al. (2003)
study while providing additional support for four
of the linkages.

Reducing an employee’s role conflict and role
ambiguity gives a clear picture of what the
employee’s responsibilities are, and more
importantly what they are not. This clear picture
will make the salesperson more efficient and
effective because not only are they eliminating
tasks that they aren’t responsible for, they can
provide more focus and effort in dealing with
what they are responsible for. This will give
employees a better understanding of, and
satisfaction with, a company’s policies and
promotion guidelines. Reducing a salesperson’s
work-family conflict means that it is less likely
stressors from their personal life will impact their
work. Giving employees the time and resources,
and more importantly the understanding, to deal
with personal issues will lead to the salesperson
having a greater respect for, loyalty to, and faith

in their supervisor.
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Implications of Emotional Exhaustion

Another interesting finding is the lack of
relationship between emotional exhaustion and
the facets of satisfaction.  This finding is
inconsistent with the Rutherford et al. (2009)
study. Using the findings of Rutherford et al.
(2009), emotional exhaustion was hypothesized
to be related to five of the seven facets of job
satisfaction, but all relationships were found non
While the lack of significance is
somewhat surprising, given that Rutherford et al.

-significant.

(2009) examined correlations, and failed to
examine other predictors beyond emotional
exhaustion, the finding is understandable.
Further, considering that POS reduced or
eliminated support for other linkages within this

study, it is not surprising that emotional

exhaustion’s impact has been substantially
reduced.
From an academic viewpoint, additional

understanding of the impact of emotional
exhaustion in relation to multi-faceted job
satisfaction is needed. Given that Rutherford et
al. (2009) was the first study to examine these
linkages within a sales context, the current study
brings into question the impact of emotional
exhaustion on multi-faceted job satisfaction.

From a practitioner perspective, we recommend
that firms should not use findings from this
study to eliminate any programs based on
reducing employee burnout. Several reasons
include that employee burnout has been linked
to increases in employee turnover intentions
(Boles et al, 1997; Jaramillo et al., 2000),
reductions in employee commitment (Rutherford
et al., 2009; Babakus et al., 1999), and employee
performance (Babakus et al., 1999).

LIMITATIONS
RESEARCH

AND FUTURE

This research has several limitations. The first
limitation is the sample contained only 126
respondents. While the sample size does permit
the testing of the hypothesized relationships



Academic Article _ _
using regression, the sample size does not permit

the use of structural modeling procedures.
Second, generalizability may also be an issue due
to the fact that only one firm was used in the
data collection. However, that firm may be
representative of other sales forces that do

creative selling of services to business customers.

This study opens several avenues for future
research. First, findings from this study should
be replicated in a setting using multiple firms.
Second, using the findings from this study, a
structural model can be proposed and tested.
The third avenue for future research would be
the advancement of our understanding of the
POS construct. This construct appears to be
one of the most important constructs to assess
when examining salesperson job satisfaction.
Researchers should examine this construct as a
predictor of other relevant sales constructs, as
well as examine antecedents of this construct.
Considering that POS was a strong predictor of
multiple facets of job satisfaction, future research
should examine POS as a potential mediator.
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CONCLUSIONS

This study advances our understanding of
antecedents of salesperson job satisfaction. Five
antecedents were examined in relation to the
seven facets of job satisfaction. Six of the seven
facets were predicted by one or more of the
examined constructs. Findings suggested that
emotional exhaustion did not play a significant
role when predicting salesperson job satisfaction,
while POS played a major role predicting five of
the seven facets. Further, work-family conflict
predicted two facets, role ambiguity predicted
one facet, and role conflict predicted one facet of
salesperson job satisfaction (see Figure I).

Overall, this study provides two major findings
with regard to job satisfaction. First, this study
further confirms that the use of global job
satisfaction scales fail to provide an accurate and
full assessment of satisfaction. Second, results
provide evidence that in a sales context POS
impacts the facets of salesperson job satisfaction
to a greater extent than work-family conflict, role
emotional

ambiguity, role conflict and

exhaustion.

Figure 1: Hypothezised Linkages

Perceived Sal
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Conflict Co-workers
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Emotional
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