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The key role of B2B salesperson performance in the growth of sales organizations,
the results of different levels of companies and the achievement of the activities of
all functions of the organization is clear. In recent years, studies have emphasized
salesperson cuntribution in coordinating many economic and social actors inside
and outside the organization, exchanging services between actors, and aligning
institutional sales arrangements, and has introduced new theoretical principles
called service ecosystems. Therefore, it is necessary to pay attention to the
salesperson performance based on this view and identify its determinants in the
service ecosystems. The purpose of this study is to identify and explain the
determinants of salesperson performance based on the perspective of service
ecosystem. The research method is Grounded Theory method in terms of data
collection method with a classical approach. The research community is the B2B
sales experts of the Iran's food industry companies who have been selected using
theoretical sampling. Research data was collected through in-depth interviews with
20 key sales managers and actors. Based on the classical Grounded theory, in the
open coding stage, 130 initial codes were identified and in the selected coding, 13
categories, 41 concepts and 130 events were identified. Finally, in the theoretical
coding stage, a multilayer approach was used to achieve the research model. This
led to the naming of three different levels of service ecosystem, including micro,
meso and macro levels, among which individual factors, salesperson stresses, job
factors, co-operative factors, sales organization factors and organizational factors,
micro level factors of service ecosystem. Characteristics of industry, sales actors,
Keywords: approaches between actors and sales methods of industry, determinants of middle
B2B Salesperson level and finally community factors, family factors and macro variables of macro level
Performance”, “Service | factors were identified. Researchers, sales and marketing managers of companies by
Ecosystems”; “service | examining the results of this study can get acquainted with the determinants of
exchange”; “Grounded | salesperson performance at different levels of the service ecosystem and from it, to
Theory increase and improve salesperson performance, more effectively to use.
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1. Introduction

Salesperson performance is an important
and valuable job outcome (Kumar, Sunder,
& Leone, 2013) and affects the micro,
meso, and macro levels of the organization
(Pandey, 2019). This matter is reflected in
most organizational functions and has
been the focus of researchers as well as
sales managers. In recent studies,
aggregative marketing system and service
ecosystems perspectives, which view sales
in social and economic systems, have been
proposed. Sales in this view include
multiple interactions between actors in
creation and maintenance in thin crossing
points (Hartmann, Wieland, & Vargo, 2018).
In this perspective, SP, which has changed
its direction from linear, mono-
dimensional, and more focused activities
on buyer-seller towards non-linear and
multi-interactional orientations among
individuals, has paid attention to human
actors for value co-creation among them.
This is getting more complex and calls for
an aggregative investigation (Verbeke,
Dietz & Verwaal, 2011). In this service
ecosystem, the role of institutions is more
important than resources and is organized
into three micro, meso, and macro levels.
Salespersons need to analyze the
structures of these three levels to create
thin crossing points, which is very crucial.

While the literature is based on a
salesperson’s  involvement in  the
coordination of many social and economic
actors inside and outside the sales
organization, the investigation of factors
in the service ecosystem that determine
the salesperson’s performance has not
been considered. As a result, there is a
theoretical gap in the study of
determinants of sales performance based
on new sales ideas and perspectives. In the
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salesperson performance literature, some
preliminary studies have examined the
factors affecting the salesperson’s
performance at the individual and one-
dimensional level, and some individual and
occupational factors have considered the
salesperson’s performance to be effective
(Dubinsky, & Hartley, 1986; Verbeke, Dietz
& Verwaal, 2011). These studies have
ignored the macro level of society; they
just followed the one-dimensional and
enterprise-oriented approach of
salesperson performance, micro-level
structures, their micro-results such as
sales volume and seller-buyer
relationships, and the role of institutional
structures related to sales at intermediate
levels such as industry. However, any of
these sales-related structures can be
effective. As a result, there is a gap in the
comprehensive study of the determinants
of vendor performance based on the
perspective of the service ecosystem, as
well as providing a comprehensive view
that examines both the effective factors at
the level of the service ecosystem. The
result of the research is that the service
ecosystem, based on the role of
infrastructure related to salesperson
performance at the micro level and the
cases ignored in the literature at the
middle and macro levels, identifies the
determinants of B2B  salesperson
performance in the food industry.
Studying these cases will enable
researchers and sales and marketing
managers to become familiar with the
areas of improving the performance of B2B
salespersons at the service ecosystem
level. This study seeks to answer the
following questions:

1- What are the determinants of B2B
salesperson performance based on the
service ecosystem perspective in Iran's
food industry?
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2. Can factors that determine the B2B
salesperson performance based on the
service  ecosystem  perspective  be
categorized?

2. Methodology

The paradigm used in this research is
interpretive. The method of this study is
fundamental in terms of purpose and
qualitative in terms of approach. Given
that the purpose of this research is to
provide a model for determining the
performance of B2B vendors based on the
perspective of the service ecosystem and
there is little knowledge in this area and
the need for a theory with a general
explanation is felt (Corbin and Strauss,
2008), the classical or glacial method of
data theory was used in this study. The
classical or glacial method does not place
much emphasis on the literature and
suggests the literature to be reviewed at
the time of data analysis and considers any
predetermined framework to be anti-
theorizing (Glaser and Holton, 2004). This
research  investigated  active  and
successful sales experts in the food
industry companies of the country. The
main B2B sales actors in this industry
included sales managers of companies,
sellers, visitors, food  distribution
companies, wholesalers, bankers, and
retailers. According to the list of products
produced in each company, companies
that have been leading (in terms of market
share) at least one their main products in
the market in the last three years, were
considered successful sales companies
and sales managers. The managers and
sales managers of the distribution
companies and the companies and in the
limited form of wholesale and retail sales
of the products of these companies were
considered pragmatic experts in the field
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of sales performance. In this study, semi-
structured in-depth exploratory
interviews were conducted with sales
experts, who were selected through the
theoretical sampling method. These
interviews started with the main issue of
the research and continued along its axis;
during the interview, some new questions
were added and the subsequent interviews
became deeper and more comprehensive.
Interviews were conducted by phone or in
person, lasting an average of 50 minutes.
The researchers continued the interviews
until interview 20 as no new concept was
created after 17 interviews, Data analysis in
classical data theory was performed in
three stages of open, selective, and
theoretical  coding.  Coding  uses
continuous comparison and note-taking.
In this study, open coding began after the
first interview. In doing so, the interview
content was studied carefully and a label
was assigned to each piece of data. At this
stage, 130 initial codes were identified. The
second step was selective coding, which
allows the researcher to encode data that
is most relevant to emerging concepts and
put these concepts together. This step
continues until the categories are
saturated. At this stage, 12 categories, 41
concepts, and 130 events were identified.
The last stage, theoretical coding, began
with the saturation of the main categories.
This step connects the categories by
sorting and integrating the notes to create
causal relationships between them. At this
stage, the literature in the field of selling
and salesperson performance, as well as
previous studies in other fields was
reviewed for the theoretical sensitivity of
the research.
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3. Results/Findings

In this research, using the classical
Grounded theory, the factors that
determine the salesperson’s performance
in three sub-ecosystems of micro, meso,
and macro were identified and
categorized into 13 main categories

including individual factors,  job,
colleagues, sales organization,
organization, salesperson stresses,

industry characteristics, industry sales
methods, sales actors, inter-actor
approaches, macro variables, community
factors, and family factors. Based on the
conceptual model presented in this study,
it can be said that improving the
performance of B2B salespersons depends
on simultaneous attention to factors.
There are three levels of micro, meso, and
macro service ecosystem. Individual
factors, salesperson stress, job factors,
cooperative factors, sales organization
factors, and organizational factors were
identified as micro-level factors of the
service ecosystem. Characteristics of
industry, sales actors, and approaches
between actors and sales methods of
industry were determined as meso level,
and finally, community factors, family
factors, and macro variables were
identified as macro-level factors. Micro-
level factors are factors that should be
directly considered by sales managers and
senior managers of organizations to
analyze the strengths and weaknesses at
this level to address them. The factors
identified at the meso and macro levels are
largely beyond the control of
organizations, and the rise of policymakers
and government is more prominent in
them.

4. Implications
Considering the results of this study,
researchers and companies’ sales and
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marketing managers can get acquainted
with the determinants of salesperson
performance at different levels of the
service ecosystem and use these results to
increase and improve salesperson
performance, more effectively. In this
regard, the following practical suggestions
are provided.

- The need to pay attention to sales
managers of organizations that hold
various training courses for salespeople on
how to communicate with different sales
actors at the ecosystem level.

- Sales managers emphasize developing
sales strategies and sales performance
management based on analysis and
understanding of various factors at the
micro, meso, and macro levels.

- The attention of organizations’
managers and sales managers to the
salespersons’ stress and adopting policies
to reduce and eliminate this stress.

- The need for organizations to pay
attention to individual, professional,
organizational, colleagues, industry, and
macro contexts in evaluating the
performance of B2B salespersons.

- The need for food industry managers
to pay attention to the elimination of the
unhealthy sales environment in the
industry, as well as eliminating profiteers
and intermediaries.

- Necessity of food industry
policymakers’ measures to increase the
growth of the industry.
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