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Abstract

Background. This research provides empirical evidence relating to sales employee percep-
tions and performance appraisal (PA) procedures in the pharmaceutical industry. Previous
studies suggest that organisational processes underpin perceptions among employees, and are
trigger factors for employee satisfaction and retention as well as higher employee attrition
that can influence customer satisfaction and organisational performance.

Research aims. The study identifies critical factors related to performance appraisal.
Methodology. In order to achieve the aim the multiple qualitative in-depth case studies
have been employed.

Key findings. In particular, seven factors were found to account for the majority of negative
perceptions among sales employgees about the PA process and the organisation. Furthermore,
the study suggests the need for clear organisational performance definitions and strategic
objectives, and to take into account such factors as, the objectives of a PA exercise, proper
feedback mechanisms related to the process and their alignment to a clear reward system to
enable organisations in the industry to obtain procedural and organisational benefits. Support
for conducting field work in Pakistan is provided.

Keywords: Performance appraisal, Perceptions, Human resource management, Pakistan,
Pharmaceutical industry

INTRODUCTION AND BACKGROUND

Evaluating organisational strategies and refurbishing existing practices ac-
cording to macro-environmental and organisational needs can only be
achieved through continuous improvement in management processes (Dem-
ing, 2000). However, organisations become addicted to processes proving
past success. This tendency may blind organisations to revamp their prac-
tices influencing employees as well as their bottom line objectives. Organisa-
tions need to adapt and introduce up-to-date measures in their practices to
fully utilise their human talent and knowledge to attain or exceed their ob-
jectives. Theoretically, practices influencing employees have been catego-
rised under the domain of Human Resource Management (HRM).

HRM procedures are the driving force behind employee perceptions
influencing drive towards competitiveness (Chang, 2005; Rodwell, Rienzle
& Shadur, 1998). This suggests caution in designing and executing HR
processes at all levels in an organisation. Performance management at an
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individual level is regarded as a key Human Resource (HR) process capa-
ble of influencing employees’ perceptions at all levels and eventually, or-
ganisational success (Muczyk & Gable, 1987).

To survive, avoid saturation and achieve economies of scale, organisa-
tions are inclined to switch operations to countries with lax labour and HR
legislations (Kathawala, Zhang, & Shao, 2005). Skilled workforces also pur-
sue such opportunities and become peripatetic so there is hardly an or-
ganisation in the world that has employees from a single geographic or
ethnic origin (The Economist, 2010). This shift denotes that the era of one
size fits all strategies diminishes for organisations and creates the need to
revisit PA processes to harmonise with core values. Failure to do so can
develop negative perceptions among employees about the PA process, the
organisation and other cultures as well. On one hand negative perceptions
can contribute to organisational inefficiency and non-productivity; while
on the other, such shortcomings can encourage an organisation to develop
better PA systems to retain, motivate and satisfy their human assets.

Despite being one of the most researched disciplines in papers pub-
lished in the Journal of Psychology in the last decade (Budworth & Mann,
2011), the literature reveals that for the most part, PA is carried out in an
aimless and casual manner in organisations. The aim of this study is to
provide context specific evidence about sales employee perceptions, spe-
cifically related to PA systems, which can enable organisations in the
pharmaceutical industry to take advantage of their human capital and
revamp existing practices.

In particular, Pakistan was chosen as the research location because
their pharmaceutical industry is one of the leading business sectors and
employment providers in the country. The industry is the 11th largest
pharmaceutical market in the Asia Pacific Region (Espicom, 2012) with the
market size of $1.4b (PPMA, 2008) and growing consistently. There are
over 400 national and multinational pharmaceutical organisations in the
country (Intelligence, 2010) while 25 multinational companies (MNCs) enjoy
half the market share (PPMA, 2008). The market is led by national compa-
nies (NCs) in terms of volume turnover as these satisfy 90% of the coun-
try’s medicinal needs (Espicom, 2012).

Employee Perceptions, Processes and Organisations
Variables that contribute to perceptions are referred to in philosophy as:

.. The process of apprehending objects by means of the senses... one perceives an object if

and only if one has a sensory experience of it ... (McLeish, 1993, cited on Credoreference)
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While an English dictionary refers to perception as:

.. An awareness of one's surroundings that is produced by the operation of the senses...
a result of perceiving; an observation... a mental image; a concept... intuitive discernment;

insight or understanding... (Allen, 2007, cited on Credoreference)

Weick (1979) believes perception is an individual’s sensing process with
reference to the organisation’s work related proceedings and practices.

Employee perceptions can motivate (Ilgen, Fisher, & Taylor, 1979) or
disappoint (Skarlicki & Folger, 1997), influencing objectives and outcomes.
There are diverse opinions among academics about factors underpinning
employee perceptions. Shadur, Kienzle and Rodwell (1999) hypothesise
that employees hold positive perceptions if closely involved in the organi-
sational processes. Dependence on organisational culture, organisational
climate or “shared perception of organisational procedures” (Reichers &
Schneider, 1990, p. 22) is considered as the key contributing factor in de-
veloping employee perceptions. Schneider and Bowen (2010) conclude that
climate in an organisation sends a signal to employees about - what is
crucial and what is expected in the organisation.

Perceptions, collaboration and communication. Organisations pos-
sessing a collaborative environment and communications, positively skew
employee perceptions; helping the organisation in achieving objectives
(Bocchino, 1993). Employee perceptions related to a healthy work envi-
ronment and open communication also lead to job satisfaction (Lowe,
Schellenberg, & Shannon, 2003). That creates trust in management and the
organisation and reduces uncertainty among employees (Tzafrir, Baruch, &
Dolan, 2004). Employees perceiving management as trustworthy and
aligned with management values work proactively toward an organisa-
tion’s strategic direction and objectives (Flaherty & Pappas, 2000).

Perceptions and customer satisfaction. Organisations with positive
employee perceptions have a high ratio of satisfied customers. Schneider,
Wheeler and Cox (1992) link positive employee perceptions and satisfac-
tion to higher customer satisfaction ratings. These higher ratings link back
to employee perceptions of the organisation’s information seeking, training
and development and rewards (Johnson, 1996). Accordingly, an organisa-
tion should foster a climate of better service within the organisation
(Schneider, 1990).

Perceptions and organisational justice. Recent history shows that
research contributes to understanding how workforce perceptions relate to
fairness in the workplace (Byrne & Cropanzano, 2001), where organisa-
tional justice theory is a seminal concept in understanding the discipline.
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The theory segregates justice perceptions into procedural justice “per-
ceived fairness of procedures in allocation of resources” (Folger, 1987),
distributive justice “perceived distribution of resources” and interactional
justice “quality of interpersonal treatment received by an individual” (Bies,
2001) in an organisation.

The organisational justice view implies that rational treatment of em-
ployees gives rise to organisational citizenship that motivates teamwork,
while unfair treatment does the opposite. Leventhal (1980) claims, for an
organisational process to be perceived as fair, it should meet contempo-
rary ethical standards in addition to the elements of consistency, accuracy,
correctability, voice of stakeholders and be devoid of opinions. Additional-
ly, feedback comments or allowing a say from individuals affected by
a decision support perceived fairness in an organisation (Saunders &
Thornhill, 2003). Moreover, researchers are convinced about the positive
role of feedback and voice in distributive justice decisions such as per-
formance evaluation (Greenberg, 1986; Kanfer, Sawyer, Earley, & Lind,
1987; Paese, Lind, & Ranfer, 1988; Saunders & Thornhill, 2003).

HR processes in an organisation such as compensation, rewards,
recognition, and occupational health and safety put more pressure on
managers, as these measures conceive perceptions related to justice. Con-
temporary issues like flexi-work, bullying and LGBT (lesbian, gay, bisexu-
al, transgender) can be additional factors for propagating perceptions
about justice, processes or towards the organisation. Effective and efficient
HR processes influencing employee perceptions enable optimum use of
human capital, resulting in competitive advantage for organisations (Stone,
2013). Fostering a climate for positive employee perceptions also result in
employee motivation and satisfaction, contributing to enhanced overall
performance (Harel & Tzafrir, 1999).

Employee perceptions and performance appraisal (PA). Traditional-
ly, research on perceptions and processes is linked to fairness in work-
place practices. This school of thought implies that distributive fairness
cannot be attained unless procedural fairness is prevalent in an organisa-
tion (Leventhal, 1976), which prescribes that, outcomes of a PA process
perceived as fair will result in employee satisfaction. Armstrong and Baron
(2000) authenticate the notion that perception of fairness and accuracy of
PA becomes a motivational element among employees, whereas PA pro-
cesses will not be efficient and achieve objectives unless all the stakehold-
ers involved perceive it as fair (Murphy & Cleveland, 1991). On the con-
trary, PA perceived as subjective can be a major source of dissatisfaction
for employees (Skarlicki & Folger, 1997) while outcomes of a PA do not
affect employee attitudes if they are convinced of the objectivity of the
process (Thurston & McNall, 2010). In such cases, employees are willing to
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accept even unwanted outcomes because of their confidence in the chain
of events in the process (Greenberg, 1990). It is actually confidence in the
process that persuades employees to remove the gaps between actual and
the desired outcomes underlined by the PA (Cropanzano & Folger, 1989)
further enhancing employee and organisational performance.

Employee perceptions are driven by organisational processes and in-
volved interaction with personnel such as employee-supervisor (Thurston
& McNall, 2010). Employee perceptions are closely based on the character-
istics of their raters. These characteristics are a composite of the rater’s
personality, interaction with subordinates, willingness to develop subordi-
nates and organisational procedures (Klasson, Thompson, & Luben, 1980).
Employee perceptions also directly depend upon a supervisor’s attitude
towards an employee (Greenberg, 1986), which may be a cause of bias in
a PA process. On this basis, Wherry and Bartlett (1982) interpret perfor-
mance ratings as a composite of employee’s earned performance, rater’s
bias and perceptions, recall of performance and measurement errors.

Employees generally aspire to project a better picture of themselves in
an organisation to secure rewards and salary increments (Beer, 1981).
Employees’ strong belief of performance ratings’ linkage to rewards also
indulges them to overrate themselves for their efforts and contributions.
This may further contradict PA results and trigger negative perceptions
and dissatisfaction. To develop positive perceptions, organisations should
have clarity in processes, key performance indicators (KPIs) and rewards,
consistency in feedback and clear explanations about PA processes
(Thurston & McNall, 2010). Evaluating employees’ performance on pre-
defined clear parameters is the differentiating factor among the market
leaders and survivors (Lawler & Worley, 2011). To take leverage from PA
process and influence employee perceptions, the process needs to be syn-
chronised with organisational objectives and reward systems along with
clear future strategic directions (Beer et al. 2004). This should ensure that
proper feedback mechanisms are in place to inform and address develop-
mental gaps so as to improve future performance (Budworth & Mann, 2011).

The focus on employee perceptions in the literature seems to be over-
shadowed by the justice perceptions, trust perceptions, leader member
exchange theory (LMX), general HRM processes, organisational climate or
organisational change. Since the decade of the 90s, despite enormous
changes in organisational dynamics, research has entrenched itself into
organisational aspects related to productivity and profitability, and some-
how overlooked intrinsic factors triggering employee perceptions about
organisational processes such as performance appraisal. These intrinsic
organisational factors are not only capable of influencing employee moti-
vation, satisfaction and their productivity, but can further affect organisa-
tional objectives. Moreover, the influence of performance appraisal prac-
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tices on employee perceptions, especially in sales oriented organisations,
seems to be under the shadow in the literature. Needless to say that the
literature predominantly focuses on organisational context in developed
markets and countries. In today’s ever-changing work scenarios and or-
ganisational contexts, there is an undeniable need to understand every
developing market and industry individually, to take advantage of contex-
tual business, personnel and cultural elements. It further points out the
need to understand employee perceptions in developing market contexts
and specifically related to PA processes in sales driven organisations.

Pakistan Pharmaceutical Industry

Both groups nationals (NCs) and multinationals (MNCs) in Pakistan, in-
cluded in this research, hold an equal market share but differ significantly
in terms of functional practices such as HR, marketing and sales. In con-
trast to MNCs, HR processes in NCs are found at the bottom of im-
portance agenda. In the absence of dedicated HR functions within the
industry (Ghauri & McMurray, 2013), HR responsibilities are delegated to
such functional areas as sales. NCs being relative newcomers in the field
of HR use intuitive approaches to evaluate employees without clear or
standard performance definitions. The situation remains complex for em-
ployees as sales achievement seems to overpower performance criterion
and is considered as the only criteria to climb the organisational ladder.
This places pressure on employees to keep up with organisational sales
objectives and accounts for the high attrition rates in the NCs. Employees
regarded as the best sales performers get promoted and often wind up as
poor managers in the absence of any formalised systems related to PA,
training and development. PA seems to be a routine organisational process
in the industry in Pakistan, carried out at the end of each business term
without specific organisational or theoretical objectives.

The reviewed literature and a snapshot from the industry trigger the
need and in-depth understanding of: How do sales employees perceive the
PA system?

METHOD

The case study approach is widely accepted and implemented in social
science due to its ability to provide in-depth and holistic understanding of
research issues (Grassel & Schirmer, 2006). The case study uniquely cap-
tures context specific issues enclosed in a particular research setting (Yin,
2009). To understand employee perceptions across the industry and at
different levels within organisations, a targeted sample was divided into
groups of multinationals (MNCs) and National (NC) companies. The selec-
tion of two MNCs and four NCS was done on the basis of research objec-
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tives, information richness and the logic of replicability rather than on
representation (Yin, 2009). Cases were selected on the basis of differences
in organisational structure, age of existence, number of employees and
volume turnover. Organisations were chosen that led to “theoretical satu-
ration” (Eisenhardt, 1989, p. 545). During the initial phase of the research,
respondents from three levels including sales representatives, first line
managers and HR manager (person responsible for employee matters),
from each of the selected organisations were interviewed. Separate semi-
structured instruments were used to obtain data from the representatives,
managers and HR managers. The findings of the research were triangulat-
ed with a focus group from the industry. The focus group, conducted in
the second phase of the data collection process, comprised seven mem-
bers, inclusive of managers, sales employees and the industry profession-
als. To preserve the vital information obtained during data collection pro-
cess, the transcribing phase of the study was facilitated by records such as
research notes and recorded interviews. The data analysis flow is illustrat-
ed in Figure 1.

Documentreview
notes

Y

Analysis |

! Observatiors

Figure 1. Data Analysis Flow

Source: Developed and modified for this study based on Ellen (1984, p. 214).

RESULTS

Findings from data analysis related to employee perceptions about PA
processes emerged into seven themes, categories or factors underpinning
negative perceptions. These may further facilitate to inculcate new contex-
tual variables to harmonise PA systems with the industry, cultural norms
and practices. The following excerpts highlight factors found in the study.
1. PA: a redundant process of no added value. The organisations,
particularly the NCs, seemed to take a process oriented approach

towards their PA irrespective of its objectives, as a manager from
an NC said:

PA system is just a paper filling exercise having little influence on angone’s

career and salary increments.
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While an executive from one of the studied NCs remarked:

(.)we measure performance through a judgemental process which can in-

volve the likes or dislikes of the appraiser.

However, this was not the case in one of the studied MNC that
responded:

Our PA is very interactive and open to discussions.

2. Bias and favouritism in PA. The respondents seemed to be con-
vinced about the presence of bias in the PA, as it was assumed
and highlighted by an MNC employee:

PA ratings are almost 50% biased by our raters.
While, it was highlighted by an NC respondent:

there are instances when the sales achievements are shifted from one rep-
resentative to another because [the] immediate manager wants to balance

his own performance.
A manager at the MNC defended this reproach and said:

Sometimes we provide positive ratings to representatives even if their sales

are below the mark considering the person’s other attributes.
Whereas an executive from an MNC concluded that:
Favour and support is a major problem in the line management.

3. Discrepancy between performance and rewards. It appeared and
was perceived as an injustice by the employees. As a respondent
said:

Sometimes increments, promotions and rewards do not match with per-

formance.
While in another response, it was highlighted:

Salary increments are based on the comments by the sales manager, which

may not relate to PA ratings.

4. Feedback. It was perceived necessary for future and career de-
velopment at the representative level; however, a casual approach
prevailed in this regard at the management level. It was pointed
out by a sales representative that:

No feedback is provided after the PA process; it should be given to im-

prove future performance and address areas of improvement.
From a manager’s perspective, it was accepted that:

Feedback related to PA is not provided while it is given in a general manner.
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Similarly, another manager said:

(-.)there is no feedback provided to the employees after a PA process although

it is supposed to be mandatory to do so.

Ambiguity in performance indicators and objectives. It was per-
ceived as an unwanted element in the PA process, primarily at the
NCs. This was highlighted by an executive:

There are no seriously defined KPIs to be considered as a definition of perfor-

mance.

While a representative said:
Objectives assigned are quite ambitious and sometimes vague.

This was further emphasised by an executive at an MNC that:
Success dwells in the clarity of any process in any organisation.

Overshadowing authority in the sales management. It appeared to
be another cause of dissatisfaction at the representative levels, as
they perceive that their performance could become meaningless
in relation to the comments reported by their senior managers. An
executive explained this by saying:

All the decisions are verbally based without any substantiation of any perfor-
mance rating scales and the senior manager is the key decision maker for em-

ployee related matters.
This view was also supported by a representative saying:

The second line manager (sales manager) is the sole person empowered to

send recommendations and evaluations.

The situation appeared to be the same even in a studied MNC as
it was revealed by a manager:

The senior manager is the decision maker for promotions, recommendations

and career related matters.
While a manager from another MNC commented:

sometimes issues like promotions cannot be discussed openly and may be seen

as a challenge to the authority of senior managers.

Confidentiality in the PA process. It was one of the negatively per-
ceived elements. A representative expressed concerns by saying:

PA is required to be mutually discussed, on the contrary, it is filed confidential-

ly by the first line manager (FLM) and no feedback is provided.
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Another representative from an NC remarked:

there are no discussions related to PA before or after and we are just informed

by the manager that their PA has been filed to the head office.
However, according to a manager at MNC:

There is no confidentiality involved in the joint session of PA with the repre-
sentative; however, the confidential comments are inserted [later| by the senior

manager.

The triangulated focus group responses provided a similar picture. It
was argued that PA in organisations does not address the objectives raised
therein. This makes PA ineffective and redundant. It was further highlight-
ed that some line managers use PA to discriminate or even punish em-
ployees on the basis of personal opinions rather than factual performance.
There are instances when undue favours are given to an employee who is
a sycophant. There was general consensus among the group that PA in the
industry does not provide directions for career development or growth.
It was further remarked that premature promotions, based entirely on
sales achievements can result in poor managers without the capabilities
and means to develop their subordinates.

In summary, the data findings revealed seven factors, which contrib-
ute to negative perceptions among sales employees in the pharmaceutical
industry. Findings from the research and its implications are summarised
in Appendix A.

DISCUSSION AND CONCLUSIONS

This research found that employees in the sales function of the Pakistan
pharmaceutical industry view their PA systems as objectiveless, unfair, bi-
ased and manipulative. Despite this criticism and scepticism, respondents
were eager to improve the PA systems.

Ideally, PA as an integrative process should enable employees to visu-
alise, how their objectives, PA objectives and organisational objectives
reside on a same platform. This does not seem to be the case in the or-
ganisations studied; the said objectives seem to reside on different planets.
This further highlighted the iterative nature of PA processes. To avoid this
disharmony, Beer et al. (2004) suggest that PA process needs to synchro-
nise with organisational objectives, rewards and provide clear future stra-
tegic directions. The inculcation of clarity and objective orientation in PA
should build confidence and perception of added value to the process. In
addition, evaluating sales employees on a pre-defined performance defini-
tions and set-objectives is critical for organisations to become market lead-
ers (Lawler & Worley, 2011). The judgemental evaluation at the NCs may
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include personal opinions raising concerns about subjectivity in the pro-
cess. One of the NCs evidenced that FLM submits a sales representative’s
PA report without informing or discussing related issues with the employ-
ee involved. Actions like this can negatively skew employee perceptions as
Greenberg (1986) iterates that employee perceptions are grounded in their
interactions with their supervisors (raters). This implies that sales employ-
ee dissonance with the process may be influenced by supervisors rather
than PA specifically.

Such results emphasise the need for better relationships within teams
and supervisors to achieve pre-defined PA objectives. In addition to intra-
personal conflicts, favouritism may prevent deserving candidates becom-
ing future managers (Stone, 2013), which was pin-pointed by the triangu-
lated responses. Other factors such as the absence of PA feedback also
contribute in building negative perceptions about a particular evaluation
system. Reluctance to grant liberty to employees or to ask for feedback
was found to be a characteristic of Pakistani management style (Khilji,
2001). For an organisational process like PA to succeed, employee percep-
tions can be critical (Bernardin & Beatty 1984) and need to be taken into
account. However, Murphy and Cleveland (1995) remain sceptical about
an organisational willingness to do so.

Notwithstanding the foregoing limitations, the absence of research cul-
ture in Pakistan, this research contributes empirically and theoretically to
employee perceptions, PA and HRM in the context of Pakistan. The study
concludes that to extenuate dissonance and build a positive perception among
sales employees about PA process, it is vital to build confidence about the
process, so that it can be viewed as a just measure granting equal opportunity
across the board. Confidence in the PA process will enable sales employees
to improve performance, enhance trust in management and meet required
organisational standards. Evidence from this study supported by relevant
literature suggests that if sales employees believe their PA system to be
objective focused, clear in performance standards and future direction,
fair, linked to rewards and with proper feedback mechanisms, then even
negative outcomes of the PA will not unduly influence their perceptions,
behaviours and performance.
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APPENDIX A. RESEARCH FINDINGS AND RELATED
IMPLICATIONS FROM THE GROUPS STUDIED

Themes NCs findings MNCs findings Implications

PA: a redun- PA, an administrative and PA is very interactive and PA: an iterative
dant pro- iterative process with little  open to discussions; process at both
cess of no influence on career or PA is done entirely by HR groups (except from
added val- salary increments; officials with the support from one MNC) without
ue Absence of any structured  the line managers clear objectives and

or formalised PA system,; future directions
PA, just a paper filling
exercise

Bias and Sales and behaviours Favouritism, a major problem Bias and favouritism
favouritism become secondary and in the line management; was highlighted in
in PA promotion is purely PA ratings are almost 50% both groups

dependent upon relation- biased by supervisors

ship with line manager Bias cannot be seen in the
Line managers sometimes reports and PA, but it is the
use discretionary powers word of mouth which travels
to give higher ratings to a from immediate manager to
high-performing employee  the top level that can influence
to cover other deficiencies  an employee’s career

Discrepancy Promotion and rewards do ~ Promotion and other rewards Discrepancy between
between not match with perfor- do not relate to PA and promo-  performance and
perfor- mance; tion is done through a third rewards in relation to
mance and Variation between the party assessment centre PA does not have a
rewards expectations and PA clear link to rewards

actual results; while it seemed to be
Salary increments are linked with the
based on the comments by recommendations by
the sales manager, which the sales managers
may not relate to PA
ratings
Feedback No prior or post PA Employees are informed before  Absence of feedback

discussion, just informed any PA meeting and mutual primarily at the NCs
by the manager that PA agreement is required to sign a  and casual approach
has been filed to the head PA at the MNCs
office Meeting is conducted by the

HR and top management

where every PA report is

discussed with the relevant

line manager and the reason

for each of the assigned ratings

There is no feedback provided

to the employees after PA

process although it is mandato-

ry to do so.

Ambiguity in KPIs are vague Behavioural ratings do not get Ambiguity in perfor-
perfor- PA does not address any any rating in the PA (although mance indicators and
mance in- action orientation, time it says so) and sales is primari- objectives is primarily
dicators frame or a developmental ly the only criterion for per- at the NCs while sales
and objec- plan formance achievements domi-
tives Sales accounts for 50% in PA nate the ratings

and the remaining is allocated

criteria of the PA
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Overshadowing
authority in
the sales
manage-
ment

Salary increments are

based on the comments by
the sales manager, which

may not relate to PA
ratings

to customer coverage, organi-
sational core values, behav-
iours and professional
knowledge

The senior manager is the
decision maker for promotions,
recommendations and career
related matters

Although assessed
and rated in the PA,
the key career deci-
sions at both groups
are based on the
comments by senior
line managers or sales

managers
There are no confidential
comments in PA when filled
with the employee; however,
the confidential comments are
inserted later by the senior
manager

PA is filled by the line manag-
er confidentially after field
coaching summary.

Confidentiality
in the PA
process

PA comments can only be
perceived after salary
increments

Increments at the end of
the PA cycle do not relate
to performance and come
as a surprise.

both groups

Confidentiality in the
PA process found in

Source: Developed for this paper.

OCENA EFEKTOW PRACY A POSTRZEGANIE
PRACOWNIKOW

Abstrakt

Tlo badan. Niniejsze badania dostarczaja empirycznych dowodéw w odniesieniu do proce-
dur oceny efektéow pracy pracownikéw sprzedazy i ich postrzegania (PA) w przemysle far-
maceutycznym. Wczedniejsze badania sugeruja, ze procesy organizacyjne wzmacniaja po-
strzeganie wsrdd pracownikéw oraz, ze sa czynnikami wyzwalajacymi zadowolenie pracow-
nikoéw i ich zdolno$¢ zapamietywania, jak rowniez zwiekszaja tarcia wéréd pracownikow, ktore
moga mie¢ wplyw na zadowolenie klientéw i funkcjonowanie organizacii.

Cele badan. Niniejsze badanie identyfikuje czynniki krytyczne dotyczace oceny efektow
pracy.

Metodyka. Aby osiagna¢ ten cel, zostaly przeprowadzone wielokrotne jakoéciowe poglebio-
ne studia przypadkow.

Kluczowe wnioski. W szczegélnoéci, stwierdzono siedem czynnikéw odpowiedzialnych za
powstawanie wigkszo$ci negatywnego postrzegania u pracownikéw sprzedazy w odniesieniu
do procesu PA oraz organizacji. Idac dalej, badanie sugeruje potrzebe sformulowania jasnych
definicji efektywnosci organizacyjnej i postawienia celéw strategicznych, a takze wziecia pod
uwage takich czynnikéw jak: cele ¢wiczenia PA, wla$ciwe mechanizmy informacji zwrotnej
zwigzane z procesem oraz ich sprzezenie z jasnym systemem nagrod, aby umozliwi¢ organi-
zacjom funkcjonujacym w branzy uzyskania korzyséci proceduralnych i organizacyjnych.
Zapewnione wsparcie dla prowadzenia prac terenowych w Pakistanie.

Slowa kluczowe: ocena efektéw pracy, postrzeganie, zarzadzanie zasobami ludzkimi, Paki-
stan, przemyst farmaceutyczny.



