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Abstract. This paper aims to bring forth the transactional analysis and the emotional intelligence as
tools in order to achieve the sales performance. These two concepts that are relatively new will
help us approach in another manner the sales process. I chose this topic because I consider that the
two concepts are very useful in the current economic context and in the attempt to evolve
professionally. The study aims to reveal the fact that the emotional intelligence can play a
significant role in the sales performance, both at individual level, as well as at the team level.

1. Introduction

The object of the research is to demonstrate the fact that it is more important to have sales skills
related to the emotional intelligence (the ability to empathize with the clients, to understand them) instead of
being very intelligent, but not being able to relate to your client. The point or idea from which we started was
that it is not enough for an organization to have a well-trained sales force and a staff with a high 1Q, but when
working with the clients it is extremely important that a good seller to have a high emotional intelligence
coefficient.

The study was carried out in a privately owned company which has as object of activity the trade
with construction materials, an area or field in which the company has a rich experience acquired all along
the years of activity. The average number of employees has increased constantly from 6 to over 440 with an
average age of 32 years and the turnover has known or experienced an upward trend.

As testing tools, I used the test developed by Daniel Goleman, the author of the book "Emotional
Intelligence”, published in 1995. The test is adapted by Mihaela Rocco and consists of 10 questions that
present some situations (scenarios) in which a person can be found.

The testing takes into account, on the one hand, to ensure as far as possible the circumstances of
the individual in that specific situation , and on the other hand, the selection of one of the following answer
options of the four possible, that represent some specific ways to respond or react to the situations indicated
by the questions .

The results obtained determined us realize an in-depth interview focused on the interviewee,
targeting only one aspect of the personality, not the person as a whole. We have tried to understand what
makes the respondents to be motivated to the workplace and so well integrated in the organization area in
which they are activating.

After testing the staff we have developed a plan in order to improve the EI designed to
increase the coefficient /quotient of the emotional intelligence.

The employees with the highest sales achieved scores above average in terms of the self-regulation
or feedback ability, the motivation, empathy, self-awareness and the social skills - thing that demonstrates
that they have a high emotional intelligence. The sales staff with a high 1Q but with a weak motivation
towards the customer has relatively good sales, but we cannot talk about excellence in their case.

For a better understanding of the results regarding the emotional intelligence, I applied the same
test on persons belonging to the financial-accounting department, marketing and logistics department. I
chose this sample in order to check the validity of the previously obtained results. We must mention that
these subjects have obtained results that indicate a high level of the emotional intelligence.

Taking into consideration the results, there could be two explanations for the high level of EI, the
first one is that the employees of this company have been selected so as to possess certain skills, and the
second one could be that this team is constantly receiving coaching and training designed to correct their
problems, that each of them might confront with.

For a better validation of the study results, it was carried out a survey which targeted the
customer's opinions concerning the performance force and agent’s performances.

The premise from which the study case started was confirmed. As a result of the applied tests to the
sales department of the analyzed company, we could conclude that the individuals with a high emotional 1Q
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and with obvious social skills perform much better than an individual with superior technical skills, to whom,
however, lack the social skills, the empathy, the self-consciousness or the motivation.

The object of the research is to demonstrate the fact that it is more important to have sales skills
related to emotional intelligence (the ability to empathize with the clients, to understand them) than being
very intelligent and not being able to relate to your client. The premise from which we started is that it is not
enough for an organization to have a well-trained sales force and a staff with a high 1Q, but when working
with the clients it is extremely important that a good seller to have a high emotional intelligence coefficient.

The concepts used in this research study are actually the skills areas of the EI (Emotional
Intelligence), namely the following: the self-regulation - the ability to manage and control your own emotional
state. Empathy - the identification and deciphering or decoding of the feelings of the others. Motivation - the
concentration or focus of the feelings in order to achieve certain goals. Social skills - establishing relationships
with the others and influencing them. Self-awareness - knowing and understanding feelings.

2. The research

The Sales Department and its related procedures are very well structured.

We have a precise organizational chart and standardized work procedures. The sales performance
indicators are the following:

& conclusion of contracts of sale with the customers in a minimum allowable proportion of 80% out of the
total of customers. The indicator is monitored through monthly / quarterly report prepared Sales Agent
and sent for analysis to the Sales Manager.

¢ delivering the orders promptly (within the agreed contractual terms), so that for the orders in the nearest
production area 100-300 km - in proportion of 100% to be delivered within a maximum of X days, and if
the customers are over 300 km away to be delivered in proportion of 95% in the X + N days after taking
over the order. This indicator is measured by a report drawn up by the area manager and by the logistics
manager. It is analysed if the date of the delivery note is the same with the one of the invoice and if the
invoice number is found in the minutes of delivery report reception , as well as a results of the checking
carried out by the heads of the accountant department and of the members of the department who will
analyze physically the documents mentioned above (the delivery note, the minutes of delivery report
reception, the tax invoice, the delivery data from the demand order).

A good seller, excepting that he must be intelligent (in the sense that he must have a high 1Q), he
must also possess outstanding or special social skills (in the sense of a high EI). The premise from which we
started is that it is not enough for an organization to have a highly trained sales force and a staff with a high
I1Q, although these aspects help a lot in working with the clients, but it is extremely important that a good
seller to have a high emotional IQ.

The research limitations may refer to the following aspects:
¢ the accuracy degree of information - 90% -95%, with a margin of error of 3-5%
¢ the degree of representativeness of the sample; the representativeness is of 100% because there were

interviewed all those who compose the sales department.

& the errors due to the non-responses; all the respondents/interviewed answered all the questions in the
questionnaire

The object of the research is to demonstrate that it is more important in sales to have skills that are
related to the emotional intelligence (the ability to empathize with the clients, to understand them) than
being very intelligent but not able to relate to your client.

It should be mentioned the fact that this team collaborates for a long time, being very well-welded.
The obtained results by the team are very good, the sales have increased by 15% as compared to the time
interval when the management was different. Therefore, we applied on the sales department employees a
series of tests designed to reveal the emotional 1Q coefficient of each one. The testing was done by the four
agents and the Sales Manager, in the time interval 22-25 February 2013, at the headquarters of the company.
The scenarios included by the items are the following:

Item 1. The person is in a critical situation that threatens his/her life. Three variants out of the
response options are concerning the ability to be aware of the personal feelings, to know the situation from
the emotionally point of view and to answer appropriately to the unusual situations, critical or stressful ones.

Item 2. A child is very upset and the adults who are around him are trying to help him overcome
this negative emotional state. The parents, teachers or adults in general, those who have a high emotional
intelligence level are using the situation in order to train the children emotionally, by helping them to
understand where the negative emotional state (anger) comes from, what determines them to be angry or
upset, to understand what they feel, to observe the alternatives that they can try in order to find the
appropriate or adequate solutions.

Item 3. An adult subject is in a condition that must be modified in order to obtain some benefits or
advantages. This item refers to the own motivation, the intrinsic one, to the ability to develop a plan in order
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to overcome the obstacles, frustrations and the ability to pursue a goal. It is pursued the "hope" as a
dimension of the emotional intelligence.

Item 4. The presented scenario refers to an individual who has multiple failures in a certain
direction. Only one of the response variants refers to the degree of optimism of the person, which helps him/
her overcome the obstacles, to continue, to persevere without blaming himself/herself or flattening.

Item 5. In the situation presented by the test, it is intended to follow the behaviour of the person
towards the minorities, her/his attitude regarding the ethnic, cultural diversity etc., only one of the response
variants indicates the optimal way to create an atmosphere that is open to diversity. It is pursued the change
of the prejudices by acting upon them, and by adopting a democratic model of anger management.

Item 6 refers to the way in which an angry person could be calmed down. The possible correct
variant of answer refers to the empathetic capacity of the person, to the manner to control anger.

Item 7. It represents a situation in which one of the characters/persons is possessed by
aggression, he or she is angry. The most appropriate answer in the event of a strong dispute is to take a break,
time during which the person can calm down, and thus does not distort the perception of the situation in
which he/she is, there are launched violent attacks that they are going to regret later. After this period of
relaxation, that person could be much better prepared for a useful, productive discussion.

Item 8. In a work collective, it must be found a solution to a tricky problem or boring one. By the
given response it is shown that the team members must be ensured harmonious relations, a comfortable
psychological climate, that could allow them to express the personal ideas in a natural, relaxed and creative
manner.

Item 9. A child, a young person or an adult might be in relatively stressful situations due, on the one
hand, to their personal shyness and ,on the other hand, in relatively new unusual situations, which
emphasizes their state of fear. The correct answer implies involving these persons in new situations, in
progressively attracting them to be involved in interpersonal relationships.

Item 10. It is shown that a person who takes the initiative of changing his/her activity is more
prepared to engage with pleasure in a new type of action, learns more quickly how to achieve higher or
superior performances . It is important for someone to be able to try something else than what he /she is
currently doing, thus developing some hidden talents.

As a result of the testing, we found the following things:

The employees with the highest sales (both qualitative and quantitative) have obtained scores
above average regarding the ability of self-regulation, motivation, empathy, self-awareness and the social
skills - thing which demonstrates that they have a high emotional intelligence. The sales staff with a high 1Q
but with a low empathy capacity with the customer and a poor motivation has relatively good sales but we
cannot speak of excellence in this case.

From these tests, we found out that it is extremely important that the sales employees must be
highly motivated and empathetic, so that a 80% percentage proved a high capacity for empathy, the
customers being generally attracted by those persons who are perceived as sympathetic towards their
feelings and emotions.

For the sales department of the analyzed company, 4 out of the 5 employees obtained a high score
in the case of the social skills tests - thing that is beneficial for both the team cohesion, as well as for the work
with the clients of the company. The sales department manager obtained an exceptional score, conclusion
that results from the direct observation of this team - the manager has the ability to lead or manage his team,
to prevent and defuse conflicts arising within the department that is subordinated to him. He influenced the
team with his own values - the openness towards people, the interest, the professionalism and the
willingness to work in a team.

Out of the employees tested, only one obtained a low score, two obtained an average score in terms
of self-regulation ability. The employees must learn how to restrain their impulses and to control their way of
communicating. Regarding the self-awareness, the employees seem to asses themselves, perhaps because
they work in a dynamic professional environment and are paid fairly, and are similar regarding the studies,
education and age. The employees of the department are satisfied with their lives and of the work or activity
that they do.

Surprisingly, out of all the respondents, the majority (90%) are motivated, only a percentage of
10% feel unmotivated. Although the department’s target is high, the environment in which they work is
dynamic and the demands are high, all these aspects motivate the employees. The males from the department
obtained a lower score in the case of empathy (as compared to females) - which may mean that the women
have a greater ability to empathize with the others.

All those interviewed have clearly demonstrated skills in the EI area and a high coefficient of this,
translated by: adaptability; sociability; increased ability to solve problems creatively; good capacity for
empathy; the ability to listen and communicate effectively with the others; potential in leadership; self-
confidence; motivation; a very good ability to work in a team.
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The emotional intelligence of the team represents the style of the sales group, their style to make
decisions and react, by influencing each other and thinking positively. Although there is competition between
the team members (due to the personal targets), they function as a well-knitted team. This group has the
ability to recognize its own emotions. This includes identifying the manner in which the team members react
and interact.

Taking into consideration the results, there may be two possible explanations for the high level of
El, the first one is that these employees were selected in such a way as to possess certain skills and the
second one is that this team benefits constantly from coaching and trainings designed to correct their
problems with which they might confront, each of them.

For a better understanding of the results regarding the emotional intelligence, I applied the same
test on three persons belonging to the financial-accounting department, marketing and logistics department.
chose this sample (one person from each department) in order to be able to check the validity of the above-
mentioned results.

The results obtained showed that the tested person belonging to the financial-accounting
department obtained high scores in terms of self-regulation and motivation , average scores regarding the
self-awareness and scores quite low regarding the empathy and the social skills.

In an equal measure the subject is adaptable and quickly find solutions to the problems. We can
assume that these results are due to the fact that the person in case is highly analytical and methodical.

The results of the test applied to the respondent from the marketing department showed that he
excels in emotional intelligence chapter, he achieved high results to four out of the five components of EI.
Thus, he proved to be highly motivated and empathetic, having a high capacity of self-regulation , very well-
developed social skills and a good sense of self-consciousness. The subject believes that his social skills and
empathy helps him greatly in the his work (in the sense that a better understanding of the people and their
feelings helps him greatly in designing the marketing strategies and the different materials addressed to the
target audience). This result can be explained by the fact that the marketing department is a support
department for the sales; the customer is the centre of activity of both departments.

The subject from the Logistics Department has obtained average results between 100 and 125
points, being situated at the middle of the scale; however he showed a high level of motivation. He also
demonstrated skills regarding the integration in a team and the interaction with the team members. Also, he
proved to be able to properly manage stress and to adapt easily.

An interesting aspect in testing the employees of this company, both of the sales department and of
the other departments is represented by the fact that they all had a high coefficient of motivation and a good
capacity to interact (derived from the social skills). This ability implies good communication, a united team
that functions coherently, a positive and productive organizational climate.

These results determined us realize an in-depth interview, focused on the interviewee, by targeting
only one aspect of the personality, not the person as a whole. I tried to understand what makes the
respondents to be motivated at the workplace and so well integrated in the organization area in which they
are operating. This interview was semi-structured because we wanted to obtain more information about the
motivations, aspirations, goals, attitudes and values of the respondents/interviewees.

These interviews took place in the natural environment of the respondents, to the office, in order to
observe the specific behaviours and to get/obtain a detailed feedback regarding the subject put into
discussion. Thus, as a result of these discussions it emerged the following: - The employees are motivated by
the financial part, considering that their salaries are competitive on the labour market in Romania ; they
consider that the work they do is interesting; they admit that working in a dynamic environment and the
recent organizational changes from the recent time are interesting and very beneficial for them, and
paradoxically, they are not afraid that they might lose their job or workplace; they do not feel capped and do
not perceive the daily tasks as boring ; they feel that they are part of the organization and know its
organizational culture ; they feel anchored in a professional team ; they are satisfied with the non-financial
rewards offered by the company management (here are included the training sessions, team-building ,
excursions, etc.). Within the organization there is a positive working environment and a very good
communication.

After testing the staff, I have developed a plan in order to improve the EI designed to
increase the emotional intelligence coefficient.

Those who obtained lower scores should: - Build confidence by recognizing the successful efforts
and their own achievements; - to ensure that the achievements are celebrated and rewarded accordingly; -
to train for improving their skills and to increase their self-esteem by increasing their skills; - to establish
goals that are challenging and yet easy to reach; - to fix areas of relative strength and to try to make the most
of them; -to emphasize the activities / tasks that require security and consistency; - to ensure that they have
enough time for training ; to take part to brainstorming sessions, preferably in a group context, in order to
gather useful ideas in achieving certain dynamic requirements, changing ones; - to make them a proper
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training for the preparation of new activities and roles using the change as an opportunity to learn and
develop themselves; to discover the manner in which the ancient past experiences and skills are applicable
to the new challenges; to increase their confidence by recognizing and rewarding the well-presented
thoughts and ideas.

3. Conclusions

Thus the premise that this study started from was demonstrated, that in order to be a good seller
and to achieve performance in this area it is needed that the intelligence to be doubled by a series of social
skills and implicitly by a high level of emotional intelligence. It is not enough that an employee possesses
excellent technical skills, but it is needed other skills such as sociability, empathy, ability to communicate
with the others and to integrate in a group (be it social or professional one). The employees with a high
emotional intelligence level are more productive.

The emotions always accompany us, wherever we are or go. It is essential to be aware of them, to
understand and to control them. We must use them in order to achieve our objectives, no matter what the
field is. The intensity and variety of the emotions we experience is amazing. Studies show that people live 27
emotions per hour, almost 456 emotional feelings from the moment in which you wake up until you fall
asleep. By making a calculation, this would mean more than 150,000 each year. Out of all the emotions that
we feel throughout the life, nearly 2 million happen to us during the business/working hours.

The persons able to control their emotions are more open, more cooperative and are more likely to
achieve their goals or objectives. To control your emotional intelligence at the workplace and particularly in
sales field, means that you become more experienced in observing emotions, yours and of the others, to
become more skilful in controlling them. This type of team, tested and previously analyzed , and which
obviously is emotionally intelligent, achieves its goals and contributes to achieving the organizational
objectives. This thing is due to the fact that individuals are emotionally intelligent and are emotionally
intelligent as a team.

The emotional intelligence (EI) of the sales team does not mean that all those involved are
emotionally intelligent, all the time, they can have days when they might feel discouraged or highly expansive,
but it is important to be a balance and a good management.

Regardless of the field in which we activate, we must continually develop our skills and the
emotional intelligence. The experts or specialists suggest doing this thing by: classifying our feelings
according to the situations and people that we face with (by labelling our feelings instead of labelling people
or situations) ; to differentiate between feelings and thoughts; taking responsibility for our feelings; using
emotions when making decisions; using emotions in order to establish and achieve goals or objectives; by
energizing permanently, meaning that we must transform our "nervous" energy into productive energy; to
validate the feelings of the others; to use the emotions in order to show respect for the others; to listen with
empathy ; to avoid people who demotivate or discourage you.
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