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The Influence of Ethical Behavior of Salespeople in Achieving
Customers' Satisfaction: (A Field Study in the Pharmaceutical Sector in
North West Bank, Palestine).

Prepared by: Ahmad Walid Thiab Mousa

Supervisor: Dr. lyad Khalifah

Abstract

Background: Ethical behavior is deemed to be one of the most significant character
compositions of the salespeople. To achieve this, organizations and foundations
permanently strive to polarize those with high moral and high competencies marketing
individuals, forasmuch of expected to have a positive impact on marketing the company's
products.

Methodology: This study aims at identifying ethical behavior influence of the salespeople
in achieving costumers' satisfaction (the owners and managers of pharmacies) for services
provided by pharmaceutical manufacturers in the pharmaceutical sector in Palestine, and to
clarify the disparities in assessing the ethical behavior of the salespeople depending on the
operating companies in the pharmaceutical industry in Palestine.

To accomplish study objectives, the researcher set a suite of hypotheses which were tested
by a questionnaire as a tool to collect data consisting of nine dimensions, distributed to
(439) pharmacies in North West Bank of Palestine. Three hundred sixty three (363)
questionnaires were returned back with a response rate of (82.7%), with a Cronbach's
Alpha coefficient of (92.6%). A transect sampling design was used to conduct this study.

The researcher has adopted the Statistical Package for Social Sciences (SPSS) in data
processing where he used frequencies, percentages, means, alpha test, simple and multiple
regressions. Data distribution, collection and analysis took a 30 day duration.

Results: Data processing and analysis regarding demographic factors showed that 90.6%
of the respondents were males, 30.9% were categorized 30-<36 year old, while 88.4% had
the bachelor degree and 44% had 4000-<6000 NIS monthly net income, and 69.1% are
located in cities. The study found that all the dimensions of ethical behavior for delegates
combined sales affect customer satisfaction. Also, each dimension affects alone (i.e.
independently) in customers' satisfaction. The decent looking was the most influential
dimension relating the remainder of other dimensions.. The study also has shown that there
was a good level of satisfaction among customers to the performance of salespeople
regarding honesty, respect, responsibility, decent-looking, loyalty, market knowledge, the
skill of negotiation and service quality provided by the salespeople in varying positive
degrees.

Conclusions: The study concluded that the ethical behavior of salespeople is a strategic
preference to achieve a high degree of customer satisfaction, which requires great attention
of support and encouragement. The communication with the customer and interest,
meeting the requirements and needs, personal relationships are the most important reasons
to achieve satisfaction. The decent appearance is one of the most important reasonable
grounds for customer satisfaction for giving the impression of confidence and success. The
study also concluded that there were statistically significant differences among customers
due to age, educational level and monthly net income; however, sex pharmacist did not



have any influence on the degree of satisfaction with the ethical behavior of the
salespeople.

Recommendations: The study recommended that pharmaceutical companies have to pay
attention and focus on the dimensions of the ethical behavior influence to enhance the trust
of customers and promote selling inputs, and work on their rest (sales representatives). The
researcher recommends imitating the behavior of respect and promotion, and the need for the
salespeople to look decent, which may increase the size of the communication between the
delegate and the company on one hand and between the customers on the other hand. The
results also confirmed the necessity that individuals who possess success in all areas have to
have personal skills and abilities representing the value of the target spectators. Hence,
people who seek the success have to understand the requirements of this market, and work to
develop their capabilities and qualifications to meet the needs positively. The researcher also
recommends doing a research study in the field of customer satisfaction and the factors that
lead to success from the standpoint of the owners of the pharmaceutical industry, the fact
that the current study addressed the issue of customer satisfaction from the perspective of
managers or owners of pharmacies.
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