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Abstract Many pharmaceutical companies operate the SFA system to support salespeople. The SFA system is used
for various behaviors of salespeople. However, there is a lack of empirical analysis on the performance of SFA in
Korea. The purpose of this study is to investigate the utilization of SFA system and the non - financial performance
of SFA system. The subjects of the survey were 347 pharmaceutical community members who consisted of
pharmaceutical salespeople and surveyed online for 18 days from March 13, 2018 to April 30, 2018. and the effective
response rate was 23.1% (80/347). The analysis shows that the higher the level of SFA system utilization, the higher
the non - financial performance. By type of company, the utilization level of multinational companies was higher than
that of domestic companies. Among the SFA utilization level items, 1.47 points (3.65, 2.18) were higher than the
domestic companies in terms of the support service items. Among the SFA performance items, foreign companies
were 1.47 points (3.16, 1.69) Respectively. This suggests that the SFA development and operation method of the
domestic company focuses on the management service rather than the support service for the salesperson and the
customer satisfaction. Through this study, it is considered that domestic companies should strengthen sales person
support and customer satisfaction information providing function when operating SFA system.
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Table 1. Summary of measure value

No. of

Variables . Measure value
question

ordinary

Company characteristic 1 @ categorics)

ordinary
Team leader 1 g
Individual factor (2 categories)
(4 item) . ordinary
Working year ! (4 categories)
ordinary
SFA year ! (4 categories)
Perception of SFA 1
Personal Exl?erience 1
factor period
Personal 1
SFA Innovation
system
utilization o Supporl 1
level Organizational ~Service
factor Organizational 1
Innovation
Belief Convenience 1
factor Usefulness 1 5-Point
Retention 3 scale
Customer Creation 3
performance  Satisfaction 1
Profitability 3
Non-
financial Internal New product 3
performance process Reaction 3
performance gy, 4adization 3
learning and Productivity 3
growth Training time 3
performance Turnover rate 3
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L Non-financial performance
SFA system utilization level
Retention
Perception of sfa Customer Creation
Personal ; :
Experience period L » performance Satisfaction
factor - Profitability
Personal Innovation
S : Internal New product
ot ort service -
Organizational | SUPP! v —P process Reaction
Organizational -
factor In rigovation performance Standardization
Belief Convenience ) learning and Productivity
factor Usefulness growth Training time
performance Turnover rate
Fig. 1. Study model
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(unit: person, %)

Division Variable N %
Company Multi-national 25 313
characteristic Local 55 68.8
Team leader 12 15.0
Role of Team
Team member 68 85.0
Less than 2 year 7 8.8
2~3 years 7 8.8
Working year
3~4 years 9 11.3
More than 4 years 57 71.3
Less than 2 year 9 11.3
2~3 years 15 18.8
SFA year
3~4 years 12 15.0
More than 4 years 44 55.0
80 100.0
4.2 SFAAIAR EEAZD} bR HAD
SFA A" &8 2 2,662 &= A4
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Table 3. SFA utilization and Non-financial performance
difference by company group
(unit: person)

Multi-

Mean Local . Def
national
Personal factor ~ 2.64 227 345 119
SFA
system Organizafignal 578 243 356 113
utilization actor
level Belief factor™  2.56 225 324 099
Customer_ . 518 18 297 115
performance
Non-
financial ~ mtemal procgss 559 500 288 0.86
performance
performance
learning and growth
performance 234 202 305 103
sk pe 001
4.3 SFANAR SZEot HIKIRY Muto| Azt
SFA A28l B4 S ul AR Y3t o] AHE
£ AW [Fig 219 o] Yebstal, 4324 A SFA
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Fig 2. Scatter flot of SFA system utilization and
non-financial performance
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Table 4. Analysis of SFA utilization and non-financial performance according to general characteristics

(unit: person)

SFA utilization

Non-financial performance

Division Variable
Mean SD tor F p Mean SD tor F p
Multi-national 3.42 0.66 295 0.75
Company -5.94 <0001 53 <0001
characteristic Local 2.31 0.99 1.96 0.85
Team leader 2.74 1.26 1.97 0.88
Role of 0.25 0.804 125 0.028
cam Team member 2.64 1.00 2.32 0.94
Less than 2 year 2.29 1.06 1.85 0.89
: 2~3 years 2.53 1.30 24 1.24
Working 272 0.051 371 0.015
year 3~4 years 33 0.78 2.53 0.96
More than 4 years 2.61 1.02 2.26 091
Less than 2 year 2.29 0.96 1.97 0.87
2~3 years 2.17 0.80 1.75 0.78
SFA year 1.56 0.205 0.73 0.538
3~4 years 2.54 1.02 2.10 0.84
More than 4 years 293 1.06 2.56 0.94
2.66 1.04 227 0.94
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Table 5. Regression analysis of SFA utilization factors for non-financial performance

(unit: SFA utilization factors)

B SE B t P Tolerance VIF
0.343 0.148 2.32 0.023
Perception of SFA 0.132 0.09 0171 133 0.189 0.156 6398
Personal . .
factor Experience period 0.042 0.074 0.060 0.57 0.571 0.234 4274
Personal Innovation 0.065 0.065 0.080 0.99 0.324 0.399 2.507
SFA system  (\ mizational  SUPPOTt service 0.168 0053 0254 317" 0.002 0405 2467
utilization level factor Organizational 0049 0076 -0.057 065 0518 0340 2.942
Belief Convenience 0.084 0084  0.106 1.00 0.320 0231 4337
factor Usefulness 0.320 0.071 0410 4457 <0001 0.306 3.263
Adj R*=.7947, F=44.69, p<.0001
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