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CHAPTER I
INTRODUCTION

lRetailing provides the livelihood for many people in the United States,
"More than 6,300,000 people, or about one out of every eight gainfully
enployed persons in the country are engaged in some phase of retailing.“l
The size and significance of retailing is further accentuated as one of the
nation's largest industries by the fact that the annual business of American
retail stores has a higher value than the combined products of farms, mines,
0il wells, transportation industries, and electric light and power, and
telephone and telegraph companies.2

The largeness of the retail industry, operating under the principles
of free enterprise, offers the opportunity for the application of many
abilities and talents. The requirements for the entering into retail
competition are not restricted to capital, experience, or ability, but the
opportunity is open to those who wish to compe! in the final marketing of
consumer coods. The relative ease with whi:n one may engage in retailing
without these precuisites causes many retail failures, creating economic
reprecussions that are undesirable to oth industry and the consumer. The
industry as a whole realizes the limitations of its unrestricted nature,
which helpe to create high distribution costs. The National letail Dry

Goods Association states:

1 Delvert J. Duncan and Cherles F. Phillips, Hetailine Principles and
Methods, p. 707.

2 United States bureau of the Census, Statistical Abstracts of the
United States, pp. 906, 762, 558, 1003, 498. 1949.




While research is needed to develop new expaise-saving
methods and procedures to obtain a more efficient operation,
a greater amount of energy and effort should be_spent to
accelerate the productivity of sales personnel.
Meny of the larger retail establishments asree with the National
itetail Dry Goods Association and have established training programs for

employees to increase the efficiency and the productivity of each sales-

person.

Statement of the Problem
The problem is to determine the educational and vocational training
activities utilized in the training of sales personnel by the larger retail
stores of Oklahoma City and Tulsa, Oklahoma, to increase the efficiency and

productivity of salespersons.

Purpose
The purpose of this study is to make an investigation of the educa-
tional and vocational activities of the larger retail stores of Oklshoma
City and Tulsa, Oklahoma, in an attempt to answer the following cquestions:
‘1. To vhat extent are new and rerular selling employees subject to
training?
¢2. Specifically what types of teaching methods are used?
©3., Who teaches the sales personnel?
;. What instruction is given the sales persomel?
5. What media are used in employee instruction?
6. What financial encouragement is given selling employees to promote

extra educational activities?

3 Walter I. Ittincer and Leon J. Rosenberg, "Can Stores Be Managed
From Ivory Towers," Journal of ietailing, XXV, (Summer, 1949), 56.

——
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7. what methods of checkins the effectiveness of the itraining propram
are utilized?

#e Vhat sources are used to obtein =ales personnel?

“rorn this study it is hoped tlat & picture will be oslained of the
means undertzken by retail stores to improve the effectiveness of sales
personnel and that ihe cducational opportunities wiich are available to

new and remlar employees in the larger store:c of Oklahoma Uity and Tulsa,

Oklahorza will be shown.

{eed Tor the Ltudy

With the cessation ol hostilities of world war IT and the repid
recovery o the kuropean countries, the /imericen economy has reve ted {rom
¢ seller's merket to that of & buyer's merket. With the day of casy szles
gone end the return of selcctivity and price consclousnes on the part of
Lthe consumer, reteiling is arain a hichly competitive isines 1 which
trained maployees are a necessity. Tom lMahoney and ilita ilession cay:
"What a store wi. be tomorrow depends very largely on Lie extenl and
velue of the training that employees received today. nbs

The scope of the retall training problem is stressed by Kenneth B,
Haas:

More Lhan 13.,000 youths belwcen the ages ol el hieen ind
nineteen and 150,000 between the ages ol twenty and tweniy-four
enter anployment in the distrimtion field each year. In
addition, thousands of older persons enter mployment in disiri-
butive occupations rom other fields. The distressing ract to

remember is tnat virtually nong of this vast number has had
previous trzinine for his job.

% Tom ¥ahoney and ita Hesson, Public _elations for letailers, p. 76.

> Kenneth 3. Haas, Distributive :ducation, pp. 5-5.




Many of the people receive only the educational and vocational train-
ing that the public schools provide or the little that the organization
they are employed by provides.

It is believed, therefore, that a survey is justified in order tlat
the people entering retailing will know what vocational and educational
ectivities are undertaken in the larger stores. The School of Commerce
ol the Oklahoma Agricultural and Mechanical Jollege has added a major in
retailing within the Jusiness Administration Department. The data revealed
in this study may possibly be utilized as 2 basis for planning the retail-
ing curriculum, This study should also mnlribute information of signifi-
cance to management by showing what factors exist in particular local

training programs.

Scope and Delimitation
The stores selected for this study and the officials contacted were as
follows:

Oklahoma City, Oklahoma

John A. Brown & Co. Assistant Personnel Director Mrs, Cook

W. T. Urant Co. Manager Mr. Young

Halliburton's
Harbour-Longmire
Montgomery Ward Co.

Sears Roebuck & Co.

Brown-Dunkin
Froug's Dept. Store

J. C. Penney Co.

Personnel Director

Operating Superintendent

Personnel Director

Personnel Director

Tulsa, Oklahoma

Personnel Director

Personnel Director

Personnel Director

Mr. Trapp
Mr. Jemnings
F¥r. Fonden

Miss Collins

Mr. Rydeen
Mrs. Conhaim

Mrs. Campbell



Vandever's Dry Goods Co. Training Director Mrs. Hanson
Clarke's Clothiers Floor Manager Mr. Coulter
Palace Clothiers Personnel Director Mr. McKee

This study is limited to large retail organizations wliose policies
and methods of operation would reguire some fomal training for selling
personnel. The criteria used for the selection of the large retail stores
to be surveyed are:

1. A yearly average of 50 or more employees.,

2. A definite training policy.

3. The willingness to cooperate.

These criteria for the selection of large retail stores limit the

size of the sample included in this survey.

Definition of Terms
The terms used in this study are defined as follows:

1. Retail store: "A store engaged in the final stage of the marketing

of consumer goods.™

2. Independent store: "A store which is separate from any other store

in both ownership and Operation.“7
3. Chain store: "One of a croup of four or more stores of similar type
which is centrally owned, managed, and J:rier'cha:nd;i_sed.."8

L., New selline employee: The employee who has not had previous selling

experience in the job involved.

6 Delbert J. Duncan and Charles F. Phillips, op. cit., p. 3.
7 Ibid., p. 13.

8 Ibid., p. 18.



5. Regular selling employee: "One who is not classed as a temporary,

probationary, or part-time auployee.“9
6. Iraining: "Is the process of teaching fitness and proficiency in a
specilic job or task."lo

7. Treining coordinator: The individual who is delegated to coordinate

the training activities with the actual store work,

8. Vocational activities: "Systematic instruction and drill designed

to develop those knowledges, skills, interests, end aptitudes of, or pertain-
ing to, an anployment, vocation, occupation, or profession.“ll

9. ZIZducational activities: The general experiences which increase the

knowledges or understandings ol employees to better fit them to thie retail
environment.

10. Extra Training: Retail training provided by organizations end

individuals not affiliated with the retail stores surveyed.

Source of Data
The primary data used in this study were obtained by personal interviews
with individuals responsible for the personnel activities of their respect;ve
reteil organization. The investipgator used an outline form cuestionnaire
with check lists =nd guide questions. In ihis way, the respondents were

encouraged to talk so that the investigator could take down in ti:e person's

9 Abraham A, Desser, "Trends in Collective Bargaining and Union
Contracts," Conference Board Reports, No. 71-3.

10 0. Preston Hobinson, retail Persomnel Ilelations, p. 250.

11 Kenneth 3. Hazs, op. cit., p. ix.



own words every remark that had any bearing on this study. From the seven

independent retail stores and the five chain retail stores surveyed, twelve

usable interview forms were secured.

Methods and Procedure
Before attempting to collect data for this study, the writer made a
review of the current literature in the field of personnel administration
with particular attention to sales training procedures, The thesis of

Helen Knox Jraig,lz Training Programs of Retail Orpanizations in Washington,

D.C., was acquired through an Inter-Library Loan and examined, givin: the
investigator suggestions for procedure.

The study reported employs the normative-surveyr method nf research as
defined by Good, Barr, and Scates:

It is concerned with the conditions that prevail in a

group of cases chosen for study, and ic essentially a metnod

of quantitatiig description of the general characteristics

of the group.

Several cuestionnaire forms and the article by the Sub-Commtitlee of

the Marketing Research Techniques Committee, on the "Questionnaire, Prepara-

tion, and Interview Techniqve,"lh were studied to determine the information

needed for the study and the best procedures for securing the data. A

guestionnaire was deoveloped and submitted for criticism to the Zusiness

12 Helen Knox Craig, Training Programs of Retail Orgenizations in
Washinrton, D. C., Unpublished Master's Thesic, George Wa-hin ton University,

19L6.

13 Carter V. Good, A. S. Barr, and Douslas E. Scates, Hethodology of
Bducational Research, p. 286.

1 sub-Committee of the Marketing Research Techniques Committee,
"Questionnaire, Preparation, and Interview Technique,”" Journal of Letailing,
XIV, (October 19.9), pp. 417-425.




Education Seminar Class at Oklahoma Agriculture and Mechanical College,

on January 10, 1950. A test check on the questionnaire was made by
interviewing a former personnel director of a large retail orpganization
and a practicing personnel director of a similaer organization. The
inadequacies of the interview form were Lhen determined and the form
revised, A copy of the final form is shown in the appendix, as Apnendix A,

To obtain the selected retail stores to be interviewed in this study,
the investirator visited the Chamber of Commerce of both Oklahoma City and
Tulsa, Oklahoma. A group of large retail stores from each city wes thus
selected.,

During the first interview with the store personnel officials, the
purpose of the study was fully explained and permission granted to inter-
view them at a later date. The permission to interview personnel officials
about store operation was at times very difficult to obtain, The reasons
sdven for their reluctance were:

1. They were busy.

2. A similar study was being made that had used too much of their
valuable time.

When zathering the data, the writer gave tlie persons interviewed a
duplicate copy of the ouestionnaire to read and follow during the interview.
Interruptions were frequent because of the nature of the office held by
the respondents.

All data was collected in three months, between January, 1950 and
March, 1950.

After collection of data the questionnaire forms were divided into

two sroups: (1) Oklahoma City store data, and (2) Tulsa, Oklahoma store



data. The data on the guestionnaire forms were transferred to a data
worksheet, After the tabulation of data was made on the worksheet, the

data were transferred to 16 tables.

Summary
Chapter I presents a statement of the problem; the purpose and the
need for the study; the scope and delimitation; definition of terms; the
source of the data; and a discussion o' the methods and procedure used

in this study.
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CHAPTER II
A ReVIEW OF RELATED LITERATURE

During the last two hundred years, scientific discoveries have trans-

formed the economic relations of man more than the events of 2ll the preced-

ing centuries of human history. Foremost among the industrial changes has

been the use of power-driven machinery which has replaced the simple tools

of the hand lsborer in manufacturing., Steam, electricity, and gasoline

have reduced wind and water to subordinate positions as direct sources of

POWET o

A1l of these have aided man in getting a living and making his way

from savagery to civilization.l

Through technological progress, living conditions have been bettered

in the material sense; yet economic security, emotional stability, and job

satisfaction appear to be more difficult to attain today tran during the

early period of our countiry's development.

Hepner expresses this conflict as follows:

One striking psychological problem arises from tie fact
that our magnificent industrial and technical development has
not resulted in equally magnificent emotional satisfactions
for many of our citizens. Ingineers, scientists, and inventors
have produced a technological age which is truly marvelous, but
which has not always satisfied tie hearts and minds of the men
who operate its machines, or of the customers who benefit from
its products. We are like children playing with powerful but
somewhat dangerous toys. Ve cannot always keep our SmpIOyable
people busy making the things we should like to buy.

Gray appears to be in agreement with Hepner when he says:
« « « the American worker chooses, or is forced, to change

his employment at intervals that may average nearly one change
for each worker each year. The effective employment of this

p.

57.

1 William H. Kiekhofer, Economic Principles, Problems, and Policies,

2 Harry Walker Hepner, Psychology Applied to Life and Work, p. 4.
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great mass of people in such a way as to fill the economic and

psychological needs_of both employee and employer is a problem

of great mapnitude.

In general, retail stores have been slow to recognize that a lag in
human relationship exists in contrast to the technolosical improvements
in industry.

What is the nature of retailing? The nature of retailing, according
to 0. Preston Robinson and Norris B. Brisco, is, "a highly humanized industry
where the human factor plays an important part."h

Ittlinger and Rosenberg state: "To serve the customer and to distribute
goods for customer satisfaction is the most fundamental function of retailing."5

In the past it was believed that goods well bought would sell them-
selves, bul in recent years competition has become keener and the Zrowing
realization by management that more intelligent selling and efficient
service are necessary for successful store operation.6 Along with this
development has come a change in the attitude of the workers, of which

there are usually three general types:

1. Those who select their jobs carefully from the point of
view of permanency and seek earnestly to advance in them.

2. Those who select their jobs for permanency but are not
particularly desirous of advancement.

3 3. ttanley Gray, Psychology in Human Affairs, p. 42%4.

b Preston Robinson and Norris 3. Brisco, Store Organization and

eration, p. 216.
]

5 Walter I. Ittlinger and Leon J. Rosenberg, "Can tStores be
Managed from Ivory Towers?" Journal of Retailing, XXV, (Summer, 1949), 56~59.

6 0. Preston Robinson, Retail Personnel Relations, p. 216.




3. Those who seeck only temporary em loyment.!

These employees who selected retail jobs and earnestly wished to ge
ahead, while wuiting for advancement, became interested in employee
problems @nd made various efforts to organize and present their grotleuns
to management., This attitude has done much to emphasize the importance
of centralized personnel administration.

What is personnel management? Gordon S. Watkins and Paul A, Dodd
state that personnel manszement was developed for a primary purpose.
They say:

A specialized management of personnel has lLeen developed

for the primary purrnose of dealing with these neglected human

forces in industry and husiness, seeking always that degree of

coordination between mechanical and human elements which will

not only result in the desired degree of efficiency ut also

assure the prevelence of equity in the whole scheme of employ-

ment relaticns.

Robtinson aygrecs more sim»ly, when he says: "The job of personnel
administration is to harmonize the demands of the viorkers with those of
the manarement,"?

Whether thc store is large or small, it muist nmaintain itself in

such a way as to insure harmonious relations mutually beneficial to the

12

t

store and its employees. Both want a succcssful and profitable business

operation.

T 1bid., p. 2.

8 Gordon S. Vatkins and Paul A. Dodd, The Management of Lalor
Relations, p. Lé.

7 0. Preston Robinson, op. cit., p. 7.



What is the proper placement of the personnel activity in the store
orzanization? Many stores have elevated the personnel activity to the
position of one of tiie major operating divisions of the organization.
This arrangement misinterprets lhe real relationship o the personnel
activity to the entire organization because the jeneral responsibility
is fundamentally store-wide and reaches into every phase of the business.

There are two widely used plans for the organization of totzl personnel,

; 4 A : i . i : 2 10
the strairht-line organization and the line-and-staff organization.

Yoder distinguishes between them quite clearly:

In the straight-line organization, usually illustrated by
a military unit, the flow of authority emanates from the president
and is restricted to a line of subordinates, from the president
to vice-presidents, from cach o1 Lhem to specilic depariment
heads, ‘rom the latier to specified supervisors and forenen.
It may work well in c¢mell business units, but in larger firms,
it requires too wide a range of responsibilities to Tacilitate
efficient performance, In the line and staff oryanization,
lines of authority flow from the president to line officers,
but staff officers of equal rank are charged with responsibility
for advising line officers on major specizlized functions, on
the theory that no line officer can be expert in all functions.
This type of organization, renerally utilized by most modern,
lar:e-scale industry, hes been found far more effective than
either the simple line organization or an attempt a2t a funcltion-~
alized line organization. In the latter, minor executives
represent majii managerial functions, sucii as sales, production,
or personnel.

The setting up of the personnel activity as a staff responsibility
of administration has been found most satisfactory.

Manapement who perceives the need for a oontrolled-fuidance with
regard to a better knowledre of business conditions and the problems of

retail mrnagement may establish a program of employee training. What

10 9. Preston Robinson end Norris 3. 1 isco, op. cit., p. 62.

~

11 pale Yoder, Personnel Manapgement and Industrial ilelations, p. 1lZ2.

13
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is employee training? According to Jucius, "By trainins is mean: any
process by which the skill and ability of euployees to perform specific

jobs is increased."l2 In the book, Store Organization and Operation, the

following definition is given: "Training is a shortening of the educational
processes and brings the employee to the point o! skill more cuickly than
is possible by self learning alone. "3

A smell e&nd medium-sized store may leave the function of trainins to
the proprietor or manager, whereas a larger organizaiion may reouire the
services of a large group of people or a specialized department. Helen Marsh
Lester thinks thet, "Probably a store would have to be large enough ts hire
and treain at least "0 persons a year to justify a separate training depart-
ment."Y  In any store, some organization plan for trainins nmust be developed
for responsibility of operation. There are two types of training organiza-
tions, centralized and decentralized,

A centralized plan means that all formal instruction is given by regular
menbers of a training staff. This method is carried on in the larger stores
requiring a large expensive staff., In the decentralized plan, the training
is done by a centralized staff of teachers in cooperation ui th buyers,
merchendizers, executives, store manarers, and other cualified personnel.l5

There are divergent points of view regarding the merits of centralized

and decentralized training instruction. Many feel Lhat the delegation of

12 wichael J. Jucius, Personnel Management, p. 242.

13 0. Preston Hobinson and lorris B. Brisco, op. cit., p. 235.

s Helen Marsh Lester, Retail Training in Principle and Practice, p. 5.

15 0. Preston Robinson, op. cit., p. 259.
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euthority for teachins retail employees is toward the decentralized training
plan.
The current trend seems to bhe toward smaller training staffs.

These staffs plan and supervise but delegate much of the actual

teachinz to operating executives, who know their enployees and

who have a keen understanding of the problems of their jobs.t®

flegardless of the methods of organization, a fully oryanized training
program should provide for the following groups of enployees:

1. New employees——training for the job. ‘

2. leglarly enployed people--trainings on the job.

3. Potentially promotional people--trainine for the job ahead. 1’

Who is the training director? If the training needs of the orranization
are large, it will require a full-time director. The teaching, promotional,
and executive training may be zZiven by the director or under his direct
supervision. The training director does not operate in a vacuum but works
with people, and through Lhen obtains cooperation and effective resulis,

To be convineing and to put his plans into operation, he meels the continu-
ous problem o salesmanship. As each new idea is iniroduced, its objectives
must be sold not only to those who are to be taugnt out also Lo munagenent,
rformerly, his authority was implied by virtue of the fact that he was hired
by top manazement to do a training job; today, many companies realive that
the delegation of responsibility of training activities to the training
director and his assistants in writing is nelpful in handling their resson-
sibilities. The written agreement or training policy is the statement of
intentions &nd the establishment of authority for the training offlcer.

John J. McCarthy states it thus:

16 o, Preston Robinson and Norris B. Brisco, op. cit., p. 237.

17 0. Preston Hobinson, op. cit., p. 255.
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Treining policy should state, in specific terms the

objective of training., It chould outline the kinds of

iraininy that are to be pglv-n, by whom it is to be ziven,

ardd to whom it is to be given. The responsibilities for

trainin: should be clearly established.

Whzt are the cualifications of a2 irainin-~ director? There are many
ualificatione for a top-grade iraining director that must be considered
in the selection of a :erson lor such an important activity. Iany larrce
reteil orrenizations ignore even ihe minimm remuiraments as stated by

£llred 1, Cooper:

1. Iis experience badkround should be similar to that of
enployess he must train,

2. He should have had experience in teachin® vocational
subjects in organizations similar to that in which he is
now to supervise iraining.

3. He must have an understanding of trade and job analysis
and the ability to conduct teacher-iraining classes ‘aor
instractors and supervisors.

i He must be an effective conference leader and posse = the
ability to train others as conference leaders,

5« lle must havi the atility to inspire confidence in those he
vill train.'®

Cooper ifnores one professional standard that Natalie nceland deems
necessary, and that is the ability to use inglish eflectively both verbally
snd in writin{*_.lg

The irainin: director, after his selection and establishment of
authority, is ready to install his training plans., The experienced

director vill mzke a survey of the organization to determine the needs of

17 Jomn 4. Mevarthy, "Traininc is a Staff Tunction," Journal of Heteil-
ing, XXIV, (Zebruary, 1948), 65-13.

28 Alfred ¥, Cooper, Zmployee Treinini, pe. 17.

19 latalie Kneeland, "Persomnel vwork in .etailing--3ocom lab: or
Profession," Journzl of etailing XXI, (April, 1945), 7.
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the irainine program, involving & survey of complaints, errors, labor

turnover, axd solss volume. This information is valuable for evaluation

L ]

ar¢ revorts on the treining progress.
Top manezement thinks in terms of speed, bt training directors think

in terms of established educational principles which recuire time. dJosephine

Most of the Trailures o iie past have been Lhe resulil of
¢ disregard of rell established educational principles:

1. A»proach nerative because ol emphasis on error follow-up.
Ze Fellure to recognize iniividual differences,
3. ellecy of quick results.

Cooper also feels that the treining prosrams should hepgin modestly.

Unless circumstances make speed imperative, it is better
thel any treindng prosram begin modestly end expend es 1L proves
its worth., Comelimes, however, this procedure is nol possible,
and the new tralning supervisor i:c ssked W @ ganlze al once
meny types of irsinin:s to reach nearly every employce in ihe
or anization., Such wholesale begimings are disadventageous
Lo tie profrem ancé to e troinine supervisor, since any slicht
error of method tnot creeps in will be multiplied 2s wany times
as tnere ere cowses oi study inausurated. In emergencies,
lorie-scale training can be insvituted, bul whenever possible
the treining man should insist upon attackine first the training
problem most imperatively cemanding attention, solving it, and
then movin~ on o motner proovlem.”

In surmation, a training director's function is in a staflf deparimert
created to &ssist line executives in itrainins thelr subordinates. The
director is ¢ versatile indivizual wio nust seli, organlze, ‘dreciu, super-
vise, nd Tollow up the resulis of hir fanctlons.

- LI

what are tine kinds of training? Vestibule or initiel training is for

all new emnloyess Lo learn importent inloimaation and skills about the jobe
T

20 : - L . .
Josepnine oyl, "Trencs in teladl Tredndng," Jouwrnal
¥XI, (: ebruary, 1945), 47.
Y

“* tlfred ¥, Cooper, op. cit., p. 18.
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This instruction usually covers store layout, store policies, store rules,
and specific job duties, such as the use of the cash register.

On-the-job training begins after the initial training program ends
and the employee is assigned a specific job, Follow-up training, as on-
the-job training is often called, is employed to cover all the organized
training activities designed to maintain workers al a meximum level of
efficiency. This training will include the orientation into the new
surroundings, reviews of job procedures, special training tours, store
psychology, and individual job instruction. OSuch courses as salesmanship
and textiles are taught in centralized classrooms, ard the other types of
job training menti oned are given by a decentralized stall under the super-
vision of or in agreement with the central training staff.22

Another type of training, promotional or executive, is a highly organ-
ized and supervised program divided into practical and theoretical work.

In thie past it has been the custom to "steal! necessary key personnel, but
the trend is toward the obtaining of "home-:rown" executives by a systematic
scheme of training within the organization., Managenent has discovered the
merits of junior executive training progrems, as expressed by Corinne J.
Carden:

One advantage is the speed with which a well selected

person can be taught the essence of the experience of senior

executives in many different fields. The other is the influence

on the entire working force of a plan which really promotes

within,

This plan has provided for necessary personnal for executive positions

which are sometimes found vacant at inopportune times.

22 (), Preston Robinson, op. cit., p. 290.

23 Corrine J. Carden, "Executive Training," Journal of Lketailing,

{XIT, (February, 1946), 1.
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retail training should not be limited to any one rroup o sclect
employees. According to C. J. _—orbin, the new employee is the recipient
of the largest portion oI the iLrainin: ectivity of eny one r:tail organica-
tion. Yet some of thie most successful retail organizations believe in
cmployee traininc not only for the new employee it also for thiz wprker vith
npotential promotional possibilities. A

liow are amnnloyees selected for training? All employees in liie modern
retail organiration recelve irzining, The promotional training within the
orzenization is facilitated, in its selection of employees Ior training,
by an exsmination of the records of persons who have d.monstraled a reason-
able degree ol success on the Job. Also the results ol psychological testis,
personal interviews, employment records, intelligence tests, speed and
accuracy tests, and physical exazinetions plar an immortant part in the
selection of a qualified participant in the trainins prozram.

tmon; the cualifications necessary for promotion within the organization
are the following:

1., Health

Ze Integrity

3. Industry
lie Practical experience
S« he inquiring mind
He  Judgment
7. ‘nthusiasm

2 lzpacilty for followin: through

(5]

ve Jo Lorbin, "Surver of lepartment ltore Training Methods,"
Journal of etailing, XVII, (ebruery, 1941), 16.
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9. The ability to marshall and coordinate all of his knowledre,

talents, and courage to put his decision into action.

The first four qualifications are considered "foundation stones." The
remaining qualifications are important, &nd can be built on the basis of
the first fbur.25

How are iraining needs determined? The personnel director can use
observation methods, but there are always tangible facts in the records of
ithe organization. EHExamples of 1 pical kinds of evidence are high labor
turnover, high wage ratio, tardiness, absenteeism, poor morale, and customer
complaints, The director looks at these facts and tries to determine the
underlying causes and conditions. On the basis of the findings, he tries
to develop a training which will rectify shortcomings. This will require
training for someone and for something. A new concept of a scientific
approach to job evaluwation has developed for retailing in recent years
that has eliminated some of the hit and miss selection of training and
personnel. This scientific approach is job analysis, which is guite
young in retailing, but which is not new to industry. In the past it was
felt that it was extremely difficult Lo determine the basis for a job
which had varied activities or for which the actual production could not

26

be accurately measured, Paul H. Nystrom defines this scientific

approach as follows:

Job analysis is a thoroughly systematic study made of any
particular work or job to determine what must be done, the best
methods of performance and of thie particular cualifications
needed to get the best results.

25 Corinne J. Carden, op. cit., p. 1.

26 Norris B. Urisco, "Job Lvaluation," Journal of iHetailing, XXI,
(October, 1945), 97-98.

<7 Paul H, Nystrom, iietail Store Operation, p. 259.




0. Preston lobinson similarly describes job analysic as: "4
scientific study of every piase of a job, including ils nature, the condi-
tions which surround it and the type ol operative necessary to fill it.”28

Since a2ll training is concerned with jobs and the methods of developins
personnel necessary to fill them successiully, personnel depar tments and
research stafl{s have evaluated jobs in the retail arganization and hLave
found & ready source of job information upon which training plans and
selection can be based,

Hou does the personnel depertment keep retail personnel hired and
trained on a satisfactory performance level? KRetailing is a personal
service business in which the suality can only be measured by customer
gatisfaction. Therefore, manar-ement must know at any specific time which
employees are succeeding, wnich are failing, and why., There are two general
procedures, according to the National Hetall Dry Goods Association: ‘'keeping
continuous and essential records of employee performance énd taking inventory

q
of e».nployees.""”9 In larger retail organizations there is a tendency to have
periodic eveluations of personnel by a personal interview. The factors
usually apnraised are: personality, attendance, sales, incustry, initiative,
cooperation, accuracy, loyality to the rirm, health, and the ability to
assume responsibility. In many interviews the records of production are
evaluated to cdetermine whether or ﬁot each employee is earning his salary.

Personnel reviews consider many factors, but there are many that
cannot be judged by local personnel proups without the aid of outside help.

The best method of obtaining this outside help ic¢ by "shoppins." 1In this

28 3. Preston Robinson, op. cit., p. 43.

29 . e T Ty o v y :
=7 Natlonal ‘etail Dry Goods hAssociation, The iietail Personncl Primer

-+ Dp. 103-105.
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procedure, an individual or agency is employed to make purchases {rom
different employees, and afterward to write a report describing the
important points regarding salesmanship as well as the appearance of the
salesperson.

The individual performance records and ratinss made available by the
foregoing continuous reviewing processes divide employees into several
groups for management:

1. Those who deserve a raise or promotion.

2., Those who chould stay where tney are.

3. Those who should be shifted to another department.

L. Those who should be discharged unless they show improvement
before the next periodic review.

5. 'Those who should be discharged.Bo
Keeping employee performance records is basic in personnel control to

maintain workers at the hiphest levels of efficiency and productivity.

Summary

lletailing is a highly humanized industry in which the human factor
nlays an important part.

Personnel msnagenent is the harmonizing of the demands of the workers
with those of the management, Personnel management set up as a staff
responsibility of administration is the most satisfactory plan of organi-
zation.

Retail training is the process by which the skill and abilily of
employees to perform specific jobs are increased. FLetall training is

carried on by two plans: (1) the centralized plan in which 211 formal

30 pelvert J. Duncan and Charles F. Phillips, lietailing Principles
rnd Methods, p. 545.

1
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instruction is given by the regular members of a training staff, and (2)
the decentralized plan in which the training is done by a centralized
sta f of teachers in cooperation witii buyers, merchandisers, executives,
store managers, and other ocualified personnel, There are three kinds
of retail training:

1. Vestibule

2. On-the-job

3. Ixecutive

The training director of a retail store is a versatile individual who
must sell, organize, direct, supervise, teach, and follow up the results
of his functions.

Job analysis has materially helped the retail problems ol employee
selection and training.

Employee evalustion is carried on in retail stores by personal

reviews and by "shopping" reports.
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CHAPTER III
THE RxSPONDENTS OF THE SURVEY

In this survey of the educational and vocational activities for selling
employees of selected retail stores in Oklahoma City and Tulsa, Oklahoma, an
effort was made by the use of the personal interview procedure to obtain
data that were clear, logical, fair, and realistic.

As a background for analyzing and interpreting the results of this
survey, an analysis is presented in this chapter of the respondents in terms
of the type of stores, the number of employees, the sex of the training
directors, and the title of the individuals directing the sales training
programs of the stores surveyed,

In Table I are shown data concerning the type, number, and percentage
of the selected retail stores surveyed in Oklahoma City and Tulsa, Oklahoma.
-even, or 5£.3 per cent, of the respondents, were independent retail stores;
and 5, or L1.7 per cent, were chain retail stores.

The distribution of stores as belween independent retail stores and
ctain retail stores was realized by the delimitations of the study by wnich
stores were selected according to:

1. A yearly average of 50 or more employees,

2. A definite training policy.

3. A willingness to cooperate in the study.

Table II presents tne total number of all employees working in the
stores, by number and percentage of the selected retail stores surveyed,
in Oklahoma City and Tulsa, Oklahoma. Five, or 41.6 per cent, of the
respondents employed between 100 and 200 people; 2, or 16.6 per cent, of

the respondents employed less than 100 people.
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TABLE I
THE NUMBER, PER CENT, AND TYPE OF RATAIL STORES
SURVEYED
Tulsa Stores Okla. City Stores Total
Type i Per No Per No Per
* Cent *  Cent ' Cent

Independent 5 83.L 2 33.3 7 58.3
Chain 1 16.6 L 66.7 5 L1.7

This table is to be read as follows: how one reading from
left to right shows that 5, or 83.l4 per cent, of the stores
surveyed in Tulsa, Oklahoma, were independent stores; 2, or 33.3
per cent of the stores in Oklahoma City, Oklahoma, were indepen-
dent. A total of 7, or 58.3 per cent, of all the stores surveyed,
were independent reteail stores.



TABLE II

THE NUMBiii AND PER CENT OF EMPLOYLoS WORKING IN
THE STORES SURVEYED

lumber Tulsa Stores Okla. City Stores Total
Em?{oyees e g::;t Ho. ggt e g::;t
0 - 99 6 8 16.6 1 16.6 2 16.6
100 - 199 3 50.0 2 33.3 5 £1.6
200 - 299 - - 1 16.6 1 8.3
30 - 399 # - = = = 5
400 - 499 - - 1 16.6 1 8.3
50 - 599 L} 16.6 1 16.6 2 16.6
600 - 1000 1 16.6 - - 1 8.3
Total 6  100.0 6 100.0 12 100.0

This table is to be read as follows: [Row one readins from left
to right shows that 1, or 16.6 per cent, of the stores surveyed in
Tulsa, Oklahoma, had less than 100 people employed; 1, or 1l6.6 per
cent, of the stores surveyed in Oklahoma City, Oklahoma, had less
than 100 people enployed. A total of 2, or 16.6 per cent of all
Lhe stores surveyed, had less than 100 people employed.



It is interesting to note that & of the 12 retail stores surveyed
enployed less than 300 people. Only 3 retail stores emploved more than
500 people. Because of the small number of stores included, no definite
conclusions can be stated as to the relation between size of stores, based
on number of employees, and the nature of the training programs.

Table III reveals the sex of tiie training directors, by the number and
percentage of the selected retail stores surveyed, in Oklzhoma City and
Tulsa, Oklahoma. Ceven, or 53.3 per cent, of the respondents had male
training cdirectors; 5, or 41.7 per cent, had females ‘or tahis position.

While it is shown that men predominate as training directors, it is
worth noting that nearly half of the directors were women.

While it was not a purpose of this study to obtain information concern-
inz the personal nualifications of the training directors, it is interesting
to note that in the course ol the interview, 3 of the directors indicated
that they had had previous experience as teachers in public schools, _

Table IV shows the titles of the officials who were responsible for
the coordination of sales training with the actual store work, by number
and percentage of the selected retail stores surveyed, in Oklahoma City and
Tulsa, Oklahoma, Ceven, or 59,5 per cent, of the personnel directors acted &s
coordinators; 2, or 16.6 per cent, were training directors acting os coordi-
nators.,

The personnel directors of all the stores surveyed were found to be
lar;ely responsible for the coordination of training activities with stcere
work, in addition to other personnel duties. This fact was explained to
the writer as being the result of top meénagement not fully realizing the

simificance of sales training., It was also expressed that some of the



TABLE III
THE NUMBzR, PER CanT, AND SEX OF THZ TRAINTING
DIRECTORS
Tulsa Gtores Okla. City Stores Total
e b PE‘.‘[‘ N Per N Pel'
e P Cent O Cent Hoe Cent
Male 3 50.0 L 66.6 Vi 58.3
¥Yemale 3 50.0 2 33.4 5 L1.7
Total 6 100.0 6 100.0 12 100.0

This table is to be read as follows: Row one reading from left to
right shows that 3, or 50.0 per cent, of the stores surveyed, in Tulsa,
Oklahoma, had male training directors; 4, or 65.6 per cent, of the stores
surveyed, in Oklahoma City, Oklahoma, had male training directors. A
total of 7, or 58.3 per cent, of all the stores surveyed, had male
training directors.



TABLE IV

THE NUMBER, PER CiNT, AND TITLz OF PERSONS

DIRECTING THE SALES TRAINING PROGRAMS

29

'I:itle of Tulsa Stores Okla. City Stores Total

b No.  iomy No. gem, Mo Conts
Training Director ;3 16.6 1 16.6 2 16,6
Personnel Director L 66.8 3 50.2 . 58.5
Operating Supt. - - 1 16.6 1 8.3
Store Manager - - 1 16.6 1 8.3
Floor Manager 1 16.6 - - 1 8.3

This table is to be read as follows:
to right shows that 1, or 16.6 per cent, of the stores surveyed, in
Tulsa, Oklahoma, had a training director for their sales training
program; 1, or 16,6 per cent, of thec stores surveyed, in Oklahoma City,
Oklahoma, had a training director for their sales training program.

A total of 2, or 16.6 per cent, of all the stores surveyed, had a
training director to coordinate their sales training activities.

How one reading from left
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stores, with their small number o selling employees, did not necd a separate
trainins director because their personnel director had time available to

handle the sales training sctivity alons with his other duties.

Summary
The date in Chapter IIT show thot 12 retall stores in Oklahoma City and
Tulsa, Oklahomrs were surveyed., The number of employees in the stores ranged
from less than 100 to 1,000. SCeven, or 48,3 per cent, of the 12 training
dirzctors were men while 5, or Ll.7 per cent, were women., O the 12
officials responsible or the coordination of troinin- activities, 7, or
3.4 per cent, were personnel direciors; 2, or 15.46 per cent, were training

directors,
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CHAPTER IV
STORE TRAINING OF ALL SELLING #PLOYEZS
Two rroups of selling employees in any reteil store should receive
training: (1) the new selling employees, and (2) the regular sellin; employees,
Data concerning the training of selling employees in Oklahoma City and
Tulsa, Oklahoma are presented in Chapter IV.

Time Spent by New and Regular Selling
tmplovees in Training

Table V reveals the length of time spent in orientation trainingz activi-
ties for new celling employees, by number and per cent ol the selecled retail
stores surveyed, in Oklehoma City and Tulsa, Oklahoma., Four, or 33.L per
cent, of the respondents, spent 1 hour in orientation training; 2, or 16.7
per cent, spent only one-half hour in training; 2, or 16.7 per cent, spent
2 hours; and 1, or A.3 wner cent, spend 3 deys in the induction treining.

Thus, the length of orientation trainin: vsried among the stores from
one-half hour to 3 days. It is interestine it note that only 2 o the
stores surveysd reported that more than one-half of a day was dewted to
indiction training. The lengih of induction traininrs was explained by the
persons interviewed, as beinr 2 result of established training policies for
new selling enployees.

Table VI shows the freouency of training periods and time spent in
educational activities for regular selling personnel, by number and per
cent of the selected retail stores, in Oklahoma City and Tulsa, Oklahoma.
Eight, or 66.6 per cent, of the respondents, had weekly training periods;
2, or 16.6 per cent, had daily periods; 1, or 8.4 per cent, bi-weekly

meetings; and 1, or 8.4 per cent, had bi-monthly meetings.



TABLE V

THE TIDME SPENT BY NzWw SELLING EMPLOYSES IN TRAINING

FCTIVITIES
Length of Tulsa Stores  Okla., City Stores Total
Orientation = Per - Per 5 Per
ooy No. S No. : 0. =
fraining Cent tent Cent
One<halfl Hour 2 33.3 - - 2 16.7
One Hour 1 16.7 3 50.0 L 32k
Two Hours 2 33.3 - = 2 16.7
Three Hours - - T 15.6 1 8.3
Four lours 3 b7 -~ - 1 83
Two Days = = 1 16.6 1 2.3
Three Day: - - 1 16.6 1 €2

This lable is lo be read as follows: how two reading Irom left to
right shows that 1, or 16.7 per cent, of the stores surveyed in Tulsa,
Oklahoma, spent one hour in orientation training for new sales personnel;
3, or 50.0 per cent, of stores surveyed in Oklahoma City, Okishoma, spent
one hour in orientation training for new sales personnel, A total of L,
or 33.4 per cent, of all thc stores surveyed reported as spending one
hour for thie orienvation training of new sales personnel.

fie]
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TABLE VI

THE NUMBLER AND PER CLENT OF RETAIL STORZS REPORTING
FREQUANCY AND LENGTH Of TRAINIHNG PERIODS FOR KRiGULAR
LS PERSONNEL

Frecquency Tulsa Stores Okla. City Stores Total
of

Training Minutes Per Minutes Per Per
Period 15 30 60 Total Cent 15 30 60 Total Cent No. Cent
Daily i 4 & B MEE e ow o5 0 o= " 2 16.6
Bi-Weckly - - - —- - 1 p 2 16.7 1 2.0
Weekly + = 2 2 L 66,6 - 2 2 L Gh.b 8 66.6
Bi-Monthly - - = = = = = 1 1 16,7 1 @&.4
Total 1 3 2 6 100.0 1 2 3 6 100.,0 12 100.0

This table is to be read as follows: Row one reading from left to
right shows that of the stores surveyed, in Tulsa, Oklahoma, 1 store
spent 15 minutes daily in training; 1 store spent 30 minutes daily in
training regular sales personnel. A total of 2, or 33.4 per cent, of
the stores surveyed in Tulsa, Oklzhoma, nad daily training for regular
sales personnel. None of the stores surveyed, in Oklahomas City, Oklahoma,
had daily training for regular sales personnel.



The length of training meetings varied among the stores from 15 to 40
minutes. Five, or nearly one-half of the stores, used the 30-minute train-
ine period. Five of the stores used the 60-minute trainin: ceriod. It
was broucht out in the interviews that the length of irainins period was
not rigid, but was flexible and was chanzed to meet the particular needs
of each orgzanization.

Table VII shows the per cent of time spent weekly in training activi-
ties by employees of the retail stores surveyed in Oklahoma City, Oklahoma.

By dividing the number :f hours spent weekly on the job into the number
of hours spent weekly in training the per cent of workini: time sper’ in
training is ontained, Three of the selected retail stores surveyed in
Oklahoma Gify, Oklzhoma spent 2,5 per cent of their working time in train-
ing.

By further analysis Table VII reveals the weizhted average time spent
weekly in training activities by sellinv employees of the selected retail
stores surveyed in Oklahoma City, Oklahoma. The number of hours spent
weekly in training, when weighted by the number of store employees, rives
a totzl of 1,288.5 employee hours; the number of hours spent weekly on the
job, when weighted by the number of employees in all stores is 59,240
employee hours,

By ¢ividing the totel weighted number of employee hours spent weekly
on the job into the weighted iotal number of emnployee hours spent weekly in
training, it is found that on the average 2.2 per cent of the employees
weekly working time, is spent in training in the retail stores surveyed in
Oklahoma City, Oklshoma.,

Table VIII shows the per cent of time spent weekly in training activi-

ties by employees of the retail stores surveyed in Tulsa, Oklahoma.
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TABLE VII

THE PER CENT OF TIME SPENT WEEKLY IN TRAINING 5Y EELLING HMPLOYEES
Il CELECTZED RETAIL STORES OF OKLAHOMA CITY, OKLAHOMA

e Dmver ol o e ol aeplores o P oo
Employees In Training On the Job In Training On the Job Epent Weekly
(1) (2) (3) (Lx(2) _ (1)x(3) 0 Treining

500 1 40 500 20,000 2.5
140 1/2 L0 70 5,600 1.3
106 1 L0 106 L,2L0 2.5
250 A 8 L0 250 10,000 2:5
450 3/L 4O 337.5 18,000 1.9

50 1/2 40 25.0 2,000 1.3
Total XX XX 1,288.5 59,8L0 XX

This table is to be read as follows: Row one reading from left to
right shows that a store with 500 employees spent 1 hour weekly in training
activities; a total of LO hours a week on the job. By using the number of
employvees in each store as the weight and multiplying this number by the
time spent weekly in training, a total of 500 weighted hours spent in
training is obtained. !y using the number of employees in each store as
the weight and multiplying this number by the time spent on the job a
total of 20,000 weighted employee hours spent on the job is obtained, By
dividing the time spent weekly on the job into the time spent weekly in
training, it is found that 2.5 per cent of the employees' time was spent
in training. The total row reading from left to right shows that 1,288.5
total weiphted employee hours were spent weekly in training; 59,840 total
welpghted employee hours were spent weekly on the job. By dividing the
total weighted time spent weekly on the job into to lotal weighted time
spent in training, it is found that the weighted average time spent in
training by employees in all the stores surveyed, was 2.2 per cent of
their total working time.
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TABLE VIII

THE PER CENT OF TIME SPENT WEEKLY IN TRAINING 3Y _ELLING
SPLOYERS IN SELECTED RETAIL STOR=S OF TULSA, OKLAHOMA

humber Nunber of Hours Spent Total Empl " Per Cent
of Weekly by tmployees i proyee fours of Time
Imployees In Training On the Job In Training On the Job Spent weckly
(1) (2) (3) (1)x(2) (1)X(3) in Training
500 1 LO 500 20,000 2eb
125 3 L0 375 5,000 Te5
125 1 LO 125 5,000 2:5
1000 1 Lo 1000 10,000 2,5
50 3/h 40 7.5 2,000 1.9
125 1/2 LO 62.5 5,000 13
Total X X 2,100 77,000 XX

This table is to be read as follows: LLow one reading from left to
right shows that a store with 500 emnployees spent 1 hour weekly in train-
ing activities; a total of 40 hours a week on the job. D3y using the
number of employees in each store as the weight and multiplying this
number by the time spent weekly in training, a total of 500 weighted
hours spent in training is obtained. By using the number of employees
in each store as the weight and multiplying this number by the time
spent on the job a total of 20,000 weighted employee hours spent on the
job is ontained., By dividing the time spent weekly on the job into
the time spent weekly in training, it is found that 2.5 per cent of the
employees' time was spent in training. The total row reading from left
to right shows that 2,100 total weighted employee hiours were spent
weekly in training; 77,000 lotlal weighted employee hours were spent
weekly on the job. By dividing the total welighted time spent weekly on
the job into the total weighted time spent in training, it is found that
the weighted average time spent in training by employees in all the
stores surveyed, was 2.7 per cent of their total working time.
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By dividing the number of hours spent weekly on the job into the
number of hours spent weekly in training the per cent of working time
spent in training is obtained. Three of the celected retail stores in
Tulsa, Oklzhoma spent 2.5 ver cent of their working time in training. One
store spent 3 hours weekly in iraining of selling employees. The floor
monarer stated that his store was a speclialty store sellins fashion merchan-—
dise that required well-irainec selling employees.

Table VIIT shows the weishted average time spent weekly in training
activities by selling employees oi selected retail stores surveyed in Tulca,
Oklahoma. The number of hours snent weekly in training, vhen weihted by
the number of store employees, yields & total o 2,100 employee hours; the
number ol hours spent weekly on the job, vhen wei-hted by the number of
emoloyees in all stores, is 77,000 ennloyee hours.

By dividing the total wei hted number of enployee hour  snent weekly
on thie job into the weishted total number of emnloyee hours spent weekly
in trainin-, it is found that on the average, 2.7 per cent of the euployvees'
weekly wrkin - time is svent in lrainins in the retail stores surveyed in
Tulsa, Oxlahoma,

fzble IX reveals the methods of instruction used to train selling
enployeecs, by number and per cent of the selected retail stores surveyed,
in Oklahoma City, and Tulsa, Oklahoma., Twelve, or 100,0 per ceni, ol the
respondents, used the sroup conference method for employee instruction; 5,
or 50.0 per cent, used demonstrations; and 5, or 41.6 per cent, used the
sponsor metnod ol instruction.

While nearly 211 of the stores used proup conferences for instructional

purposes, 2 of the stores used demonstrations and sponsor supervision as
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TABLE IX

THE NUMBER AND PER CL.T OF RETAIL STOHRwS EMPLOYING
PARTICULAR METHODS OF INSTRUCTION IN YRAINING CELLING

PERSONINEL
Methods Tulsa Stores Okla. City Stores Total
of lNo. Per No. Per 0. Per
Instruction Cent Cent Cent
Group Conferences 6 100.0 6 100.0 12 1C0.0
Demonstrations 3 50.0 3 50.0 6 50.0
Sponsor Supervision 4 66.6 £ 16.6 5 41.6

This table is to be read as follows: Row one reading from left to
right shows that 6, or 100.0 per cent, of the stores surveyed, in Tulsa,
Oklahoma, used the group conference method of instruction for training
sales personnel; 6, or 100.0 per cent, of the stores surveyed, in Okla-
home City, Oklahoma, used the group conference method of instruction
for treaining sales personnel. A iotal »f 12, or 100.0 per cent of all
the stores surveyed used the roup conference method for the instruction
of selling personnel.
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well, It was said in the interviews with some persomnel officials,
that the sponsor system was used primarily for introducing new selling
emplovees to their work.

The Instructors, Courses, and Media Uscd
to Train Selling Employees

Table X shows which persons were used as instructors to train selling
employees, by number and per cent of the selected retail stores surveyed,
in Oklahoma City and Tulsa, Oklahoma., Twelve, or 100.0 per cent, of the
respondents, used the education officers for instructors; 8, or 66.6 per
cent, used department heads; 5, or 41.6 per cent, used buyers; and 5,
or 4L1.6 per cint, used selected amployees for instructional purposes.

The using of department heads, buyers, and selected employees for
teaching by 10 of the stores surveyed indicates that the stores thus
reporting were operating a decentralized training program. This proced-
ure puts the actual job of teaching in the hands of those who have the
closest contact with ti.e workers and the job reguirements.

B3y further analysis of data in Taeble X, it is shown that only 2
store owners, of the 7 incevendent stores surveyed, participated in train-
ins work, The number of chain store owners that participated in training
activities could not be determined because the selected retail chain
stores surveyed were stock companies owned by many people.

Table XI reveals courses taught to selling employees, by number and
per cent of the selected retail stores surveyed, in Oklahoma City en
iulsa, Oklshoma., Twelve, or 100.0 per cent, of the respondents, tauzht
store policies and salesmanship; 11, or 91.6 per cent, tausnt store organi-
zation; 10, or 83.3 per cent, taught store layout; and &, or 66.6 per cent

taught merchandise information.
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TABLE X

THE NUMBER AND PER CuilkiT OF RETAIL STCRu«S UILILIZING
TYPES OF INDIVIDUALS IN TRAINING ACTLVITIES

Instructors Tulsa Stores Okla. City Stores Total
Utilized Yo. ger Yo. Eer No. fer
Cent Cent Cent
Selected Dmployees 5 83.3 - - 5 hl.6
Department Heads 5 83.3 3 50.0 8 6.6
Buyers 2 33.3 3 50.0 5 L1.6
fducation Officer 6 100.0 6 100.0 12 100.0
Outsiders 2 33.3 1 16.6 3 25,0
Ovner 2 33.3 - - 2 146.6

This table is to be read as follows: ow two from lefi to right
shows that 5, or 83.2 per cent, of the stores surveyed in Tulsa, Ckla-
homa, used department heads for treining instructors; 3, or 50.0 per
cent, of the stores surveyed in Oklahoma City, Oklrhoma, used depart-
ment heads for training instructors. A total of &, or 56.6 per cent,
of all the stores surveyed used department heads for training instructors.
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TABLE XI

THE NUMBER AND PgR CENT OF RETAIL STORES REPORTING
PARTICULAR COURSES TAUGHT CELLING EMPLOYEES

Courses Tulsa Stores Okla, City Stores Total
Taught No. Per Yo. Per Ho. Per
Cent Cent Cent
Store Organization 6 100.0 5 83.3 11 91.6
Store Policy 6 100.0 ) 100.0 12 100.0
Store Layout 6 100.0 L 66.6 10 23.3
Salesmanship 6 100.0 6 100.0 12 100.0
¥erchandise Information 3 50.0 5 83.3 8 66,6
Stock Control 1 16,6 5 63.3 6 50.0

This table is to be read as follows: How one reading from left to
right shows that 6, or 100.0 per cent, of the stores swveyed in Tulsa,
Oklahoma, taught store orsanization to sellins employees; 5, or 83.3
per cont of the stores surveyed in Oklahoma City, Oklahoma, taupht
store orgmnization to sellin; employees. A total of 11, or 91.6 per
cent of all stores surveved tausht store organization to c=ellin: emnployees.,
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In the interviewing process it was said that store organization, store
policies, store layout, and salesmanship were taught in the orientation
process, with calesmsnship being stressed in subsecquent sales training meet-
ings. The 4 stores not offerin;; merchandise information left this matter to

the employees' own resources. This seems to indicate that some of the

training directors apparently overlook that merchandise information is
basic materiel from which the salesman builds his selling points and the
consumer reasons for buying.,

Table XII shows the media used to train selling employees, by number
and per cent of selected retail stores surveyed, in Oklahoma City and Tulsa,
Oklahoma, Twelve, or 100.0 per cent, of the respondents, used manuals for
training; 12, or 100.0 per cent, utilized training bulletins; &, or 66,6
per cent, used charts and models; and 8, or 66.6 per cent used sound slide
film,

The manuals used by the respondents were of sever:l types. The most
common type used was the handbook giving information about store policies,
store organization, store nistory, and rules and regulations. Merchandise
manuals were frequently used, giving information about rerchandise and the
methods for selling it.

Bulletins, as shown by the data, were used extensively for the cissemi-
nation of merchandise information and general store information.

Further analysis of data in Table XII indicates that motion and still
pictures played an important part in employee training. Itwas said in the
interviews, that most of the films were shown by manufacturers to promote

their specific products.
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TABLE XII

MEDIA USED TO TRAIN ALL SALES PERSONNEL

Tulsa Stores Okla. City Stores Total

Media No. Per No. Per No. Per

Cent Cent Cent
Manuals 6 100.0 ) 100.0 12 100.0
Lecturing 6  100.0 6  100.0 12 100.0
Sound Slide Film 3 50.0 5 83.3 8 66.6
Silent Slide Film 1 16.6 1 16,6 2 16.6
Silent HMoving Pictures 2 33.3 1 16.6 3 25.0
Sound Moving Pictures 3 50.0 2 333 5 L1.6
Charts & Models L 66.6 IR 66.6 8 66.6
Practice Sessions 3 50.0 2 B3 5 L1.6
Store Magazine 3 5.0 L 66,6 7 58.3
Training Bulletins 6 100.0 6 100.0 12 100.0
View-graph - - 1 16.6 1 8.3

This table is to be read as follows: Row one reading from left to
right shows that 6, or 100.0 per cent, of the stores surveyed in Tulsa,
Oklahoma, used manuals to train sales personnel; 6, or 100.0 per cent,
of the stores surveyed in Oklahoma City, Oklahoma, used manuals for
training sales personnel. A total of 12, or 100.0 per cent of all the
stores surveyed, used manuals for lraining sales personnel,



Data are shown in Table XIII concerning the financial aid given all
selling employees for defraying costs of extra training, by number and
per cent of the selected retail stores surveyed, in Cklahoma City and
Tulsa, Oklzhoma. Two, or 16.6 per cent, of the respondents, paid the
complete wmsts; 5, or 41.7 per cent, financed part of the costs; and 5,
or 41.7 per cent, made no contribution to outside training expenses.

Most of the stores surveyed encouraged extra training activities,
Five of the stores paid part of the costs for extra training as a basis r
stimulating interest, with the feeling that if part of the expense was
borne by the employee his benefits would be greater. This feeling was
expressed by a personnel director in these words: "Those that atiend extra
training activities do not need the training, while those thot do need it,
never attend.," Another official made the statement that they had discon-
tinued financial aid for extra training in his store because less than 15
per cent of the employees were ever interested. The reason for this lack
of interest may be in the nature and scope of the prosram of extra training
offered, or in the failure of management to sell the program to employees.

The outside training most frequently used consisted of short courses in

personality and memory development., The programs encouraged were those
presented by Dale Carnegie, Paul McNutt, Hlmer i/heeler, Paul Parker, and
the State Distributive dducation tervice. The sales training officials in
the Tulsa stores stated thal the training provided under the directioan of
the State Supervisor of Distributive Lducation was very good. Likewise,
the training officials of the Oklshoma City stores expressed desire for

this service.
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TABLE XIII

THE NUMBER AND PER CiNT OF RETAIL STORES PROVIDING
FINANCIAL AID TO SELLING ZMPLOYEZS FO EXTRA TRAINING

Financial Tulsa Stores Okla. City Stores Total

Trainee * Cent * Cent : Cent
Complete Costs 1 16.6 1 16.6 2 16.6
Partial Costs 2 33.4 3 50.0 5 41.7
lone 3 50-0 2 33 nll- 5 2-!-1-7
Total 6 100.0 6 100.0 12 100.0

This table is to be read as follows: Row one reading from left to
right shows that 1, or 16.6 per cent, of the stores surveyed in Tulsa,
Oklahoma, paid the complete costs of extra training; 1, or 16.6 per cent,
of the stores surveyed in Oklahoma City, Oklahoma, paid the complete
costs of extra training., A total of 2, or 16.6 per cent of all the
stores surveyed paid the complete costs of extra training for selling
enployees.,
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Methods Used to Check fales Training
Efficiency

Table XIV shows the follow-up procedures used in checking sales train-
ing efficiency, by number and per cent of the selected retail stores surveyed,
in Oklehoma City and Tulsa, Oklahoma. Twelve, or 100.0 per cent, of the
respondents, used service shopping reports; 9, or 75.0 per cent, used
personal ratings and reviews; and 8, or 66.6 per cent, utilized the error
and complaint method.

Service shopping reports were considered by the officials interviewed
as a standard phase of follow-up procedure, because of the impartial judgment
of an outside agency. Personal ratings and reviews conducted by 9 of the 12
stores, were conducted at 6-month intervals. The persomel directors in the
remeining 3 retail stores stated that a personal review was not made, or
if one was made, it was conducted only as a dismissal function.

Table XV shows the types of shopping reports used to check the sales
efficiency of selling employees, by number and per cent of selected retail
stores surveyed, in Oklahoma City and Tulsa, Oklahoma. Ten, or 83.3 per
cent, of the respondents used a professional shopping service; and 3, or
25.0 per cent, used a store-operated shopping service,

The store-operated shopping service used by 3 of the 12 stores surveyed
was carried on by large retail organizations that could successfully perform
this operation without hiring extra personnel. The professional shopping
service was performed by two outside organizations: the Willmark Company and
the Garrison Company.

Sources of New Selling Employees
In Table XVI are shown the sources used to obtain selling employees,

by number and per cent of selected retail stores surveyed, in Oklahoma City



TABLE KIV

THE NUMBER AND PER CoiT OF RETAIL STOReS WITH DIFFERENT
FOLLOW=UP PROCELDURES USgD IN CHECKING CALsS TRAINING
EFFICIENCY

L7

Training Tulsa Stores Okla. City Stores Total

Follow-up o Per o Per Hlo Per

Procedures o Cent : Cent o Cent
Service Shopping Reports 6 100.0 6 100.0 12 100.0
Error & Complaint Reports L 66.6 L 66.6 8 66.6
Questionnaire & Hixaminations 1 16.6 2 33.3 3 25.0
Personal Rating & Reviews I3 66.6 5 83.3 9 75.0

This table is to be read as follows: How two reading from left to
right shows that L, or 66.6 per cent, of the stores swveyed in Tulse,

Oklehoma, used error and complaint reports to check their sales training
efficiency; 4, or 66.6 per cent., of the stores surveyed in Okl:homa City,
Oklahoma, used error and complaint reports to check their ssles training

efficiency. A total of 2, or 66.6 per cent of all the stores surveyed

used error and complaint reports to check their sales treining efficiency.



L8

TABLE XV

THE WUMBER AND PER CuslNT OF RLTAIL STOR&S WITH TYPES OF
SHOPPING REPORTS ULisl IN CHECKING -ALLS PERSONNEL EFFICIENCY

Tulsa Stores Qkla. City Stores Total
Shopping Heports No. Per No. Per No. Per
e Cent =9 Cent 9 Cent
Professional Service 4 66.6 6 100.0 10 83.3
Store Operated Cervice 2 33.3 1 16.6 3 250

This table is to be read as follows: KHow one reading from leflt to
right shows that 4, or 66.6 per cent, of the stores surveyed in Tulsa,
Oklehoma, used professional shopping service reports to check the cales
efficiency of their sales personnel; 6, or 100.0 per cent, of the stores
surveyed in Oklshoma City, Oklahoma, used professional shoppin;; service
reports to check the sales efficiency of their sales versonnel, A total
of 10, or 83.3 per cent of all the stores surveyed used proiessional
shopping service reports to check the sales efficiency of their sales
personnel.
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TABLE XVI

THE NUMBER AND PER CaiT OF RETAIL STOneS 1uPORTING
VARIOUS SQURCLEE FOL SECURING SELLINC EMPLOYEES

Sources Tulsa Stores Okla., City Stores Total

of No. Per No. Per Ko. Per
Employees Cent Cent Cent
Employment Agencies 6 100.0 L 66,6 10 83.3
Keferals 5 83.3 L 66.6 9 75.0
ewspaper Ads 5 83.3 5 83.3 10 83.3
Correspondence - - 3 50.0 3 25.0
Colleges 3 50.0 5 83.3 8 5.6
High tchools 5 83.3 1 16.6 6 50.0
Walk-ins 6 100.0 6 100.0 32 100.0

This table is to be read as follows: HRow one readins from left to
right shows that 6, or 100.0 per cent, of the stores surveyed, in Tulsa,
Oklahoma, used employment agencies as a source for securing selling
employees; L, or 66.6 per cent, of the stores surveyed in Oklahoma City,
Qklahoma, used employment apgencies as a source for securin; selling
enployees. A total of 10, or 83.3 per cent of all the stores surveyed
used employment agencies as a sourcebr cecuring selling employees.
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and Tulsa, Oklahoma. Twelve, or 100.0 per cent, of the respondents,
used walk-ins; 10, or £3.3 per cent, used employment agencies; and 10,
or ©3.3 per cent, advertised in newspapers for selling smployees.

0f the 7 sources of selling employees stated, the most frecuent
source is a personal application, which is called by the trade a "walk-
in." The data revesled in this study show that in order to obtain
employment in the retail stores surveyved an applicant must establish an
agrressive nolicy of secking employment through one or more of the
following means and agencies: employment agencies, personal applications,
newspaper ads, and friends. It is also shown by the data that public
hi I schools and colleges are nol being used very extensively as sources

ol =elling employees.

Summary

Chapter IV includes data concerning the training of selling employees
in selected retail stores of Oklahoma City and Tulsa, Oklahoma.

The cata reveal that orientation training for new selling employees
varied among the stores from ome-!ali hour to 3 days. Only 2 of the stores
surveyed reported lhat more than oﬁeuhalf ol a day was devoted to orienta-
tion training.

The data show the length of training for regular selling employees
ranged from 15 to 60 minutes. Eight, or 66.6 per cent, of thc respondents
had weekly training periods; 2, or 16.5 per cent, had daily periods; and
1, or 2.4 per cent, bi-weckly meetings.

It is shown by the data that on the average 2.2 per cent of the
selling employees' weekly workin: time, in the retail stores surveyed in

Oklahoma City, Oklahoma, was spent in treinins. In the retail stores
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surveyed in Tulsa, Okla s 1t was found that on the average 2,7 per coeat
of the sellin: employees' vieekly working tlme wos spent in treinin-,

The cata show that 12, or 100.0 per caxt, of the respondents used
the coup conference method for instruction; 5, or 50,0 per cent, used
iomonstrations; and 5, or hl.45 per cent, used the sponsor method of
instruction,

The data further reveal thsi the education ofTice s, depariment heads,
selected employees, and huyers were gonerally used for instructional purposes.

The cdate alsn show that s ore orzanization, store policics, store
layout, salesmansnip, and merchandise information iere taught.

The study shows that the surveyed retail stores placed the reatest
ezphasis on treinins bulletins, charts and models, and films ac nedia for
:Lrainin: of seliirm employees.

Finencial aid wsc siven sellins aaployees for extra itrainine by 7
o the surveyed retall stores and 5 save no such aid,

ine data show that 12, »r 10,0 per cent, oif the stores used service
shoppine reports; @, or 75.C per cent, used personsl ratings and reviews;
end £, or 6.6 per cont utilized the error and-complaint reoorts for
checkiny sales training efficiency.

Iata revesl that the porsonal applications, anployment a-encies,
and newspaper ads are the primary sowces for obleininrs sellin. auploye:s

by the selected reotail stores surveyed.
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CIUAPTER ¥V
SUMIMARY, CONCLUSIONS, AND RECOMAcNDATIONS
Summary

The purpose of this study, as set forth in Chapter I is to make an
investization of the educational and vocational activities utilized in
the training of sules personnel by Lie larger retail stores of Oklahoma
City and Tulsa, Oklahoms, as a basis for increasing the efficiency and
productivily ol salespersons.

Data used in this study were obtained from 12 usable gquestionnaire
forms ohtained by personal interviews with the individuals re:ponsible lor
the persomnel activities of 12 selected retail stores in Oklahoma City and
Tulsa, Oklahoma. Thesce data are presented in tabular form and snalyzed in
the preceding chapters.

The most significant findings are summarized as answers to the specific
questions that were listed in Chapter I of this study.

1. To what extent are new and regular selling employvess subject o

Lrainingz?

W

Four, or 33.4 per cent, ol the respondents to this survey spent 1
hour in orientation training for new selling employees; 2, or 16.7 per cent,
spent one-half hour in training; 2, or 15.7 per cent, spent 2 hours; and 1,
or 2.3 per cent, spent 3 days in the orientation training.

rnegular sellin: employees of the respondents had daily, weekly, bi-
weekly, and bi-monthly trainins periods. Two, or 16.6 per cent, of the
respondents, had daily trainin; periods; 8, or 65.6 per cent, had weekly
veriods; 1, or 2.4 per cent, had bi-weekly meetings; and 1, or 8.4 per cent,

had bi-monthly training meetings.



The length of training mectings for regular selling employces varied
among the stores from 15 to 40 minutes. Five, or necarly one-helf of the
stores, used the 30-ninute training period. Iive of the stores used the
60-minute training period,

The average time spent weekly in training activities by employess of
all tihe selected retail stores csurveyed in Oklenoma Citly, Oklahoma was 2.2
per cent of their weekly workin: tirme,

The average time spent weekly in training activities by employees of
all the selected retail stores surveyed in Tulsa, Cklahoma was 2.7 per cent
of their weekly working time.

Ze. CEpecifically what types of training methods are used?

Twelve, or 100.0 per cent, oi ihe respondents, used the proup conlerence
method for employee instruction; 6, or 50.0 per cent, used demonstrations;
and 5, or 41.6 per cent used the sponsor method of instruction.

3. wno teaches the sales personnel?

Twelve, or 100,0 per cent, of the respondenls, used tie educalion oificer
for an instructor; 8, or 66.% per cent, used deparusent heads; 5, or 41.5 per

cent, used buyers; and 5, or L1.5 per cent used selected employees for

A

instructional purposes.

4, what instruction is s~iven sales personnel?

fwelve, or 100.0 per cent, of Lhe respondents, taught stors policies
and salesmanship to selling employees; 11, or G1l.6 per cent, taught store
organization; 10, or 83.3 per cent, taught store layout; and 8, or 65.6
per cent, taurht merchandise information.

5, What media are used in anployee instruction?

Twelve, or 100.0 per cent, of the respondents, used manuals for training

selling employees; 12, or 100.0 per cent, utilized trainin: hilletins; &, or
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66.6 ver cent, used charts and models; and 8, or 66,6 per cent, used sound
slide film.

6o Whet financisl encoura vuent is piven <ellin: employees to prormote

- ———

extra educational activities?

Two, or 16,6 per cent, of the r-spondents, paid the complete costs of
extra trainin: for sellins employees; 5, or Ll.7 per cent finenced part of
the coste; and 5, or /1.7 per ¢ent, made no contribution to outside trsin-
in; expenses.

7. what wethods of checkin® the effectiveness of the training program

are utilized?

Twelve, or 100,0 per cent, o the respondents, used service chopping
reports to check the effectivenes:s of their cales trainin: efficiency; 9,
or 75.0 per cent, used personal ratings and reviews; snd 8, or 66.56 per
ceni, utilized the error and complaint method.

S« shal sources are used to obtain sales personnel?

fwelve, or 100.0 per cant, of the r spondents, used personsl applica=-
tions for a source o obtaining selling employees; 10, or £3.3 per cent,
used employment agen ies to find sellin: employees; and 10, or &3.3 per
cent, advertised in newspepers.

Conclusions

On the basis of the findincs of this study, the followins conclusions
aprear io he warranted:

l. The persomnmel directors o! the total stores surveyed were lersely
recnonsible for the coordination of treinins activities with store work.
This practice mar indicate that menzrement in the retall stores surveyed
does not consider that the trainins programs warrant the employment of

special trainin: directors employed for that purpose.



2. DBecause of the small number of stores included no deiinite con-
clusions can be stated as to the relation between size of store, based on
the number of employees, and {.e nature of the training programs., One misht,
however, expect the larger stores to stress special training progrems more so
than the small stores becaucse of large-scale operating advantapges.

3. The using of department heads, buyers, and selected employees for
teachiing by 10 of the stores surveyed indicates that the stores thus reporting
were operating a decentralized training program. This type of training progran
has the possible advantapge of keeping the training program closely tied in with
actual store problems and policies.

L, Only & of the 12 stores reporting to this survey taught merchandise
informetion., This would se=m to indicate that L of the trainin- directors
were apparently overlookinz the or-ortunity of presenting merchandize inf
mation through reszular training courses. It may indicate that these training
direclors were failing to realize the imporitance 1 systematically vresenting
merchandise infomation to the salesman through orrsanized instruction.

5. It was the opinion of the individuals in charze »7 training in the
stores surveyed that only a snall per cent of their retail ==11in; eazloyzes

rrat I"l

were interested in extre troining activities. The reason Tor this lack of

interest may be in the nature and scope of lLlie nrogram of extra iraining

1

offered, or in the fallura of monagemert to cell the program lo waployecs.

fecommendations
On the strength of the findings and coneclusions, the followin; recomnen-
dations are made:
1. Since this study was limited in =cope to the selling employees of 12

large retail stores in Oklrhoma City end Tulsa, Oklahoma, it is recommended
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Wi b
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that similar studies be made of all large retail stores in Oklahoma.

It is
at studies would be useful to future selling employees in deter-
minins whet educational and vocational opportunities are aveilable in the
lar:er retail stores of Oklahoma.

2ia

It is recommended tlhiat similar studies be made of bLhe educational
and

vocstional activities thet are available to future retail =ellin~ emvlov-
ees

in small retail stores of Oklchoma.

3. It is recommended that studies be made to determine the dnties and
responsibiliticzs of the retail store trainine director,
e Ik i=

further recomnended that a study ve made of the extra training

activities offered to retalil selling employees in large and small rstail stores
in oklahoma.
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Per-on Interviewed

ippendix A

61

Do you have & definite training prosram? Yes No

If not, why”

How lory: has the trainins prorr'm veen in existence?

Ja

New
felling iegular
iverage number of emnloyees

«hat is the length oi the
training?

. )ﬂI'S

Lays

neeks

ko specifiied length

vhat types of teaching
methoss are used?
(ull time day classes

Pert tiwme day clesses

four-a-dav classes

Group vonfererces

fponsor supervision

Lemonstrations

what imstruction iz given?

ftore orranization

Store policy (Credit = etc.)

~tore layout

. 2lesmanship

Merchandine Infomation

ock control

w10 teaches the classes?
Selected employees

epartment heads

uyers

Store education officer

Jutsiders




10.

11.

12.

13.

1L.

what media are used in Hew

emplovee instruction? Zelling Femlar
Monuals
Lecturing

found slide film

Silent slide film
ecordinrs without films
Moving pictures, silent
loving pictures, sound
chartis & Fodels

Practice ses:cions
Correspondence courses
Slore macazines

Traininz bulletins
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Appendix A
{continued)

you have a follow-up on the effectiveness of the training program:

bo
Yes Hlo

If so, what methods do you use?
.ervice shopping reports
-rror & complaint records
questionnaire & periodic examinstions
Percomel ratings & reviews

Does the store help finance outside educational courses”
(Dale Carnegie, etc.)

What agencies do vou use to o tain your emsoloyees?
imployment a;encies
fiecommend ations
fdvertisements for help
Correspondence
Collere
Hirh School




Typed by:

Mrs, J. 0. Richardson



