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Abstract

Stress affects the health of salespeople on a regular basis. It is a weapon of mass destruction as three out of
every four workes all over the world consider their work as stressful. It contributes to over 100,000 deaths
every year. Thus, it is resulting in becoming a very important topic to study. As salespeople deal with different
roles in their daily job and experience role ambiguity, role conflict and role overload, they are subjected to
stress more than other employees of any company do. In this paper, | test the hypothesis that different ways of
coping have a different influence on job satisfaction and life satisfaction of salespeople. This paper develops
a theoretical model that focuses on the extent to which coping may enhance sales people’s job satisfaction and
life satisfaction. Based on data collected from 471 salespeople in the US, | conclude that those salespeople that
use the right form of coping will end up enhancing job satisfaction and life satisfaction. My model reveals that
the efficient form of coping has a major influence in enhancing job satisfaction. A great way to deal with these
negative outcomes of sales job is to cope with the stress on a regular basis. Salespeople who take a positive
approach or also called a problem-focused approach tend to deal with the stress in much better form; they
attack the root cause of it and tend to increase job satisfaction and life satisfaction. While those who take a
negative approach or an emotion-focused approach, tend to show a negative effect of stress and display a lower
incidence of job satisfaction and life satisfaction. Employees of the companies and especially managers need
to be educated on these topics so that when problems arise, they will be prepared to handle them in a manner
that will maximize the organization’s productivity and reduce stress. The employees should be taught to cope
with stress in a positive manner and should be taught to take a problem-focused approach to coping.
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Introduction

Stress is the primary cause of more than 100,000 deaths every year (Blanding, 2015). Stress is the contributing
factor responsible for almost 10-15% of all the diseases. Sale is one of the most stress full job and it affects
millions of people in the United States. Salespeople are mostly high driven, type A personality individual, and
are at risk to a high-level stress. The cost of loss of manpower due to stress is said to cost companies, all over
the world, is $300 billion a year (Smith, 2012). This is especially important for workers that have to deal with
different worldwide cultures. Stress drastically affects the health of the salespeople and affects the individual
productivity at work (Ichniowski, Shaw, & Rennushi, 1997; Tang & Hammontree, 1992; Chabra, 2016).
Almost 75% of the employees describe their work environment as stressful (Stewart et al., 2003; Niessen et
al., 2018). However, research also shows that employees effectively cope with this daily stress and the coping
strategies they employ will determine if they can reduce this stress effectively (Srivastava & Sager, 1999).

Job satisfaction is defined as, “all characteristics of the job itself and the work environment which industrial
salesmen find rewarding, fulfilling and satisfying; or frustrating and unsatisfying” (Churchill et al., 1974). Job
satisfaction is an important variable in the intention to leave (Mulki et al., 2006) and organizational
commitment (Brashear et al., 2003). Job satisfaction is researched as both an antecedent and outcome variable
which has important implications. Life satisfaction is a variable that is beginning to gather attention in the
employee research field. More and more people are talking about work satisfaction and its effect on the
reduction of stress. Life satisfaction also plays an important role in reducing stress.
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Coping

From almost forty last years coping has been the topic of interest by researchers and especially and its
relationship to satisfaction. Stress, a factor in satisfaction, is more effectively alleviated when a combination
of suppression and direct coping is used. Aldwin and Revenson (1987) found if people use emotional-focused
coping, it will result in more problems in the future due to an increase in emotional distress. An example of a
problem is the lack of life satisfaction.

Coping is a popular topic of study on various professional fields and especially with those individuals that are
on boundary spanning role. But, first of all, let me discuss what coping is and various types of coping that
exists. Cooper et al. (2001) stress that coping can be viewed as either a perceptual construct or a situational
construct. When viewed as a perceptual construct, coping occurs as a style of behavior or cognition. A coping
style is the approach an individual takes to cope with stress on a job. When it is viewed situational construct,
coping occurs as a behavior wherein coping responses vary by situations within individuals and within
situations by the individual.

Lazarus and Folkman in their seminal study (1984, 1985) identified two styles people use to cope with stress:
Problem-Focused Coping (PFC or active coping) and Emotion-Focused Coping (EFC or avoidance coping).
PFC is primarily a problem-solving approach. It involves the salesperson’s researching a source of stress,
generating alternatives, weighing the alternatives in terms of costs and benefits to self and organization, and
selecting an alternative based on a balance between cost and benefit (Lazarus and Folkman 1984: 152).
Emotion-focused coping is usually defined as aiming to manage the emotional distress that is associated with
the situation (Lazarus & Folkman, 1984) EFC involves a salesperson's governing the emotions that accompany
the chronic stress of the sales task. (Lazarus and Folkman 1985). It results in people either ignoring or avoiding
the source of stress or doing activities that result in providing them distractions that result in short term relief.

Emotion-focused coping do not benefit workers as they avoid the problem while control-coping strategies do
benefit workers by allowing them to deal with a difficult and challenging workload (Koeske et al, 1993).
Optimistic salespeople use problem-focused coping while pessimistic salespeople use emotion-focused coping
and salespeople who use problem-focused coping are much better in sales presentation than salespeople who
use emotion-focused coping (Strutton and Lumpkin, 1993, 1994; Kraft et al., 2019). Research also shows that
personal characteristics also influence how salespeople cope with daily stress. Salespeople who are more
involved, self-determined, and adaptable to change are more likely to use problem-focused coping. Salespeople
who use emotion-focused coping are likely to feel alienated and see change as a threat (Strutton, et al, 1993:
95). Researchers like Srivastava and Sager (1999) studied salespeople using four personal variables: locus of
control, task-based self-efficiency, continuance commitment, and social support. Salespeople who use
problem-focused coping have a higher internal locus of control and greater self-efficiency beliefs.

Job Satisfaction

Job satisfaction is one of the most widely studied variable in sales literature. Churchill et al. (1974) define it
as, “all characteristics of the job itself and the work environment which the salesman find rewarding, fulfilling
and satisfying or frustrating and unsatisfying”. Job satisfaction is an affective state of mind when a person’s
job outcome compares well with the desired outcomes. Job satisfaction has been often studied to understand
employee’s behavior and attitude. It is also an important factor for various activities like job performance, job-
related attitude and behavior (Brown and Paterson, 1993, 1994). It is viewed as an attitudinal variable, which
assesses how salespeople feel about their job on a daily basis and the variable that has a great effect on daily
work. It is one of the most studied variables in sales literature because it related to commitment, performance,
turnover intentions, job turnover, role ambiguity, role conflict, role overload and burnout (Brown and Peterson,
1993; Srivastava and Sager, 1999; Srivastava and Tang, 2018; Darmody and Smyth, 2016).

Salespeople experience role stress (role ambiguity and role conflict) on a regular basis, causing enormous job
stress. As this stress leads to negative outcomes like a decrease in performance, decrease in organizational
commitment, higher intention to leave and lower job satisfaction. Needless to say, these costs a lot of money
to the workplace. In order to reduce this stress, salespeople cope with daily stress. Salespeople who act to
reduce the cause of stress using problem-focused coping resulting in higher job satisfaction. Salespeople who
use emotion-focused coping, only able to avoid the cause of stress, hence will have lower job satisfaction. So
the hypothesis is

H1: Salespeople who use problem-focused coping will have higher job satisfaction while salespeople who use
emotion-focused coping will have lower job satisfaction.
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Life Satisfaction

Life satisfaction is defined as a pleasurable emotional state resulting from the appraisal of one’s job (Locke,
1969). It deals with various aspects of ones’ quality of life or the overall satisfaction of life (Diener et al., 1985;
Tang, 1992, 2007). Happy workers are successful workers. When they are happy, they perform better and
contribute to the performance of the company. However, work-related stress may result in employees’ illness,
absenteeism, and propensity to leave (Johonson et al., 2000; Tang and Hammontree, 1992). Stress has a
negative effect on the employees’ emotional state and thus reduces job satisfaction and life satisfaction (Arndt
and Harkins, 2013; Mayo and Mallin, 2014; Srivastava and Tang, 2018). So, salespeople who cope better are
able to reduce the stress hence improving their life satisfaction. Salespeople who use problem-focused coping
will have higher life satisfaction while salespeople who use emotion-focused coping will have lower life
satisfaction. Thus, the hypothesis,

H.: Salespeople who use problem-focused coping will have higher life satisfaction while salespeople who use
emotion-focused coping will have lower life satisfaction.

Methodology
Sample

Salespersons from the manufacturer of specialty chemical products were asked to fill out a questionnaire
regarding their daily work. This organization employed 1,200 salespeople and 100 sales managers arrayed into
several geographic divisions. Twenty-five percent of salespeople were females, although females represent
about 40 percent of new hires.

We mailed Questionnaires to 1,200 salespeople’s home address. We obtained responses from 918 salespeople
(return rate = 76.5 %). The actual sample size was 512, due to our specific variables selected for our theoretical
model.

Measure

We used job satisfaction and life satisfaction as our outcome variables — 6 items were used in job satisfaction
and 6 items were used in life satisfaction. We selected, problem-focused coping and emotion-focused coping,
from Ways of Coping Checklist (Folkman and Lazarus, 1980, 1985). A 5-point Likert type frequency response
format was used with the following scale anchors: strongly disagree (1) to strongly agree (5). The reliabilities
(Cronbach’s alpha) are provided in Table 1.

Table 1. Descriptive Statistics and Correlations

Variables M SD Alpha 1 2 3 4
1 | Problem Focused Coping 3.69 0.54 0.78 - 25** .38** -.34**
2 | Emotion Focused Coping 1.99 0.60 0.66 - -.26** -.24**
3 | Life Satisfaction 2.46 0.55 0.89 - A44**
4 | Job Satisfaction 3.32 0.58 0.86 -

** Correlation is significant at .01 level (2 tailed)
Source: Own elaboration

Results
Descriptive:

Table 1 and Table 2 show the mean, standard deviation, Cronbach’s alpha, and correlations of all variables at
the sub-construct level. The Cronbach alpha reliability is .75 or more except for emotion focused coping.
Regression value of coping strategies and the job satisfaction and life satisfaction variables are provided in
Table 2.

Table 2. Models Predicting Coping Style

Outcome Variables Problem-Focused Coping Emotion-Focused Coping

Beta P< Beta P<
Life Satisfaction .22 .00 -.18 .00
Job Satisfaction .28 .00 -17 .00

F=51.32 p<.000
Adjusted R2=0.18

F=22.78 p<000
Adjusted R2=0.085

Source: Own elaboration
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Measurement model:

The emotion-focused coping was negatively related to job satisfaction (-.18) and life satisfaction (-.17), while
problem-focused coping was positively related to job satisfaction (.28) and life satisfaction (.22). All these
beta values were significant at p<.05 level. Overall F value was also significant at p<.05 level. This support
hypothesis 1 and 2 (See Figure 2). The p value is significant at .00 level.

Problem Focused » Job Satisfaction
Coping

. o ’ Life Satisfaction
Emotion Focused

Coping

Figure 1. Model with Direction of Hypothesis
Source: Own elaboration

H1 (+.28)
Problem Focused v Job Satisfaction
Coping
H2 (+.22)
H3 (-.18)
Emotion Focused ’ Life Satisfaction
Coping
H4 (-.17)

Figure 2. Model with Standardized Regression Coefficients
Source: Own elaboration

Conclusion and Recommendation

This paper shows the importance of coping in salesperson’s daily work life. If the salespeople use problem-
focused coping then they can increase job satisfaction and life satisfaction. If they use emotions focused coping
then it will reduce job satisfaction and life satisfaction. This is very critical for companies as it affects their
daily work. Happy people are more successful, exhibit more positive emotions most of the time, earn a higher
income, show numerous adaptive job characteristics, and exhibit positive perceptions of themselves and others
than their less happy counterparts. Right coping helps salespeople develop positive feelings, increase the
frequency of positive emotions, improve the morale of working teams, enhance their self-esteem, and promote
positive attitudes toward themselves and others, which may improve their job performance.

Managers should train their salespeople in the right way of coping. Salespeople should be trained in problem-
focused coping. This will reduce stress, eliminate the source of stress, and work on getting rid of the problem
itself. Salespeople who use emotion-focused coping should be informed the negative effect of coping and how
it leads to a reduction in job satisfaction and reduction in life satisfaction. Educating the salespeople in the
right way of coping will lead to an increase in satisfaction, reduction in intent to leave the job and reduction in
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the cost of replacing those salespeople. Reduction in stress by using the problem-focused coping also leads to
healthy salespeople. This has a huge financial impact on the organization. Both physiological and
psychological unhealthy employees cost organizations billions of dollars annually.

Job Satisfaction and Ethics

Several studies have proved that the level of job satisfaction and life satisfaction affects the sale person’s
ethical climate. If salespeople feel happy and proud of their work environment, they are unlikely to engage in
unethical behavior. Employees working in an environment where there is the right ethical environment,
experience greater overall satisfaction with their job. So, the more ethical salespeople are, the happier and
successful they are. Organizations that develop ethical climate improve the morale of the employees and
enhance their self-esteem. This leads to the positive environment of the organization, which leads to
improvement in life satisfaction. Organizations that emphasize a code of ethics in their day-to-day work,
provide ethical training to individual employees, have salespeople who have a higher level of job satisfaction
and a higher level of life satisfaction. At the same time, salespeople prefer to work for employers who fulfill
ethical obligations and treat everybody in the company ethically. When top management is perceived as strong
ethically and create an environment of ethics, the employees working are satisfied. If the employees are trained
to cope in the right manner, it will lead to happy and satisfied employees. This will lead to more ethical
behavior by the employees. There is a direct relationship between ethical behavior by managers and employee
job satisfaction.
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