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Abstract: The Islamic banking industry in Pakistan is evolving rapidly
over the last decade. Islamic banks are growing in a competitive
environment with other conventional banks, but still, there are several
challenges that they have to address in order to compete with
conventional banks. These include employees’ misunderstandings
regarding Islamic banking, its operations, products, and services.
Importantly, the knowledge and competence in Islamic banking
employees especially in sales force while dealing with their customers
have been questioned. Drawing on social cognitive theory, this study
aims to investigate impact of sales force product knowledge on
performance with intervening role of self-efficacy and moderating role
of supervisory support in the context of Bank Islami Pakistan. Survey
data of 447 employees (sales force) were collected from 54 cities all
over Pakistan. Structural equation modeling was employed using
SMART PLS. Results indicate that sales force product knowledge has a
positive impact on self-efficacy. Similarly, self-efficacy positively
influences sales force performance. However, sales force product
knowledge does not have any impact on sales force performance. As a
result, self-efficacy fully mediates the relationship between sales force
product knowledge and sales force performance. Further analysis
reveals that supervisory support positively moderates between self-
efficacy and sales force performance. Theoretical and managerial
implications have been discussed.

Keywords: Sales force Product knowledge; Sales force Performance,
Sales force self-efficacy, Supervisory Support, Islamic Banking,
Pakistan
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INTRODUCTION

Pakistan is among the first three countries (other than Iran and Sudan) in the
world that took initiative in the 1970s to introduce a Shariah-based banking
system (Ayub et al., 2019). Meezan was Pakistan’s first Islamic bank which
was established on 27" January 1997 which is Pakistan’s oldest private limited
Islamic Bank. Only one full-fledged Islamic bank existed by the end of 2003,
while three commercial banks had Islamic banking branches. Now there are 5
fully licensed Islamic banks and 17 licensed conventional banks operating
specialized Islamic banks (Pakistan, April- June 2021). As of June 2021, the
assets of the Islamic banking industry exceeded Rs. 4.797 trillion, IBI's assets
and deposits grew by 32 % and 29.7 % respectively, year over year. The
industry's total branch network includes more than 3583 branches in more than
50 cities and towns all across the country (Pakistan, April- June 2021). As per
State Bank Pakistan (April- June 2021) Bank Islami, Pakistan Limited is the
second most branches (having 340 branches) in Pakistan. Despite the
promising growth of the Islamic banking industry within Pakistan, it is still not
up to the mark when compared to other leading Islamic countries. According
to Thomson Reuters' 2018 "State of Global Islamic Economy, 2018-19,"
Pakistan is ranked seventh in Islamic finance, after Malaysia, the United Arab
Emirates, Bahrain, Saudi Arabia, Kuwait, and even Oman, which started its
Islamic finance program in 2012. The fundamental reason for this poor growth
is the public's lack of trust in Islamic banks in terms of Shariah compliance
(Ayub et al., 2019; Rashid et al., 2015). Islamic banks so far have not been
able to completely differentiate themselves based on the Shariah principles in
comparison with conventional banks (Lahsasna & Research, 2011).With the
rise in the Muslim population and understanding of Islamic values, the
demand for Islamic banks' interest-free products has increased (Harun et al.,
2015; Rostan et al., 2021). On one side, the demand for Islamic banks and
their products is increasing day by day but on the other side, Islamic banks
have yet to resolve several issues at the earliest. At times appropriate training
and competence in Islamic banking employees while dealing with their
customers have been questioned (Ali et al., 2021). This issue has its roots in
the  misconception that Islamic banking employees have. A
major misconception among Islamic banking professionals is that there is little
distinction between traditional and Islamic banking structures and concepts
(Alam et al., 2021; Q. Ali et al., 2018; S. A. Ali et al., 2018; Ali & Hassan,
2017).Employees believe that Islamic banking is only theoretical and cannot
be implemented in the actual world(S. A. Ali et al., 2018). These issues raise
due to employees'inadequate knowledge about Shariah principles before
working for Islamic banks (Yimer, 2021). Product knowledge is an important
component of the salesforce’s strategic role (Harun et al., 2015; Zainol et al.,
2009). Siagian et al. (2020b) argue that product expertise is frequently a
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determining element in the interaction between salespeople and customers.
Salesforce’s negative attitudes regarding Islamic banking’s product knowledge
can lead to customer loss, a trust deficit among clients, lower service quality,
and decreased organizational and occupational commitment (Ali & Hassan,
2017; Shamsudheen et al., 2021). This negative attitude is developed because
most of the Islamic bank employees have conventional banks' employment
backgrounds and they feel no difference in the operational work of
conventional banks and Islamic banks (S. A. Ali et al., 2018).The importance
of this problem is more significant after Pakistan’s Federal Shariaht court
verdict about Islamic banking. According to this verdict “The Federal Shariah
Court on Thursday, 28 April 2022, gave the government five years to
implement an Islamic and interest-free banking system in the country, as the
economic system of an Islamic country like Pakistan should be free of
interest "(Court, 2022). In the light of the court’s decision the problem which
we are going to solve is become more significant to implement court decision
within next 5 years because salesforce has to play a key role to clear ambiguity
in their mind and from customer mind as well and it will only happen with
clear product knowledge of Islamic banks. Islamic banking has failed to
realize its objectives in a significant way. According to some academics, the
contrasts in Islamic banking's concept and reality have been the most
significant of all the issues the industry has faced (Said et al., 2021;
Saifurrahman & Kassim, 2021). Due to this narrative about Islamic banking,
the concept of Islamic banking is misunderstood to a large extent. This study
will address this gap by studying the performance of the sales force in Islamic
banks.While there is a lot of literature on the issues of employees’ competence
and the need for capacity building among Islamic banking practitioners in
general, there isn't much on the salesforce, and their level of knowledge about
the products they sell to customers (Shamsudheen & Chowdhury, 2020). This
study will bridge above mention gap in the literature as Kaakeh et al. (2020)
suggest that future research could look at the influence of knowledge, self-
efficacy, and performance. Recently there is a new scale developed in the
Malaysian 1B about Salesforce product knowledge(Shamsudheen &
Chowdhury, 2020). There is a need to study this scale in other countries
weather it is validated who have emerging Islamic banking industry e.g.
Pakistan, Saudi Arabia, U.A.E, etc.Secondly, there is a need to investigate the
consequences of Salesforce product knowledge with other variables such as
self-efficacy and Salesforce performance(Gilissen et al., 2020; Kaakeh et al.,
2020). Another very important gap in the context of Pakistan, there is an
extreme dearth of research on salesforce product knowledge in the Islamic
banking industry. So in this way following study is a unique research in
Pakistani culture.
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LITERATURE REVIEW

Sales Force’s Product Knowledge:

Salesforce product knowledge is defined as “Detailed knowledge of a
product's features and benefits required by a salesperson to persuade a
prospect to purchase” (Sohail, 2004). Product knowledge is frequently
determining element in the interaction between salesforce and customers
(Rentz et al., 2002). Product knowledge molds and develops one’s mental
attitude in order to be more prepared to sell things (Siagian et al., 2020b).
Because of the salesperson's lack of product expertise, the process of adjusting
to the sales position will be difficult or impossible. Customers who receive
insufficient information from salespeople are more likely to reconsider buying
the products offered. Therefore, the salesforce should be familiar with the
attributes and functions of the products being sold, from the most fundamental
to the most complicated features (Shoemaker &Johlke, 2002; Siagian et al.,
2020b). Past studies underline that Islamic banks should ensure that its worker
is well-versed in all of the underlying principles, rules, and training of Islamic
laws, in addition to following Shariah laws and principles (Shamsudheen&
Chowdhury, 2020; Uppal&Mangla, 2014). According to Amin and Research
(2020), well-versed Islamic bankers play an important role in persuading
consumers to adopt Islamic house financing. Vahed et al. (2016) also revealed
that generally there is a negative image of Islamic banking, due to a deficiency
of education, awareness, and comprehension.

Sales Force’s Self-Efficacy:

Salesforce self-efficacy has been defined as “one’s capabilities to mobilize the
motivation, cognitive resources, and course of action needed to meet given
situational demands ” (Wood et al., 1989). Bandura (1991) also define as self-
efficacy refers to a person's perceived capacity to carry out a task in a way that
results in the achievement of an anticipated degree of performance.According
to Bandura (1986), there are four types of information that influence a person's
sense of self-efficacy: 1. Direct experience, 2. Vicarious experience i.e., seeing
a person with similar characteristics engage in certain conduct, 3. Verbal
persuasion i.e., reading or hearing messages, and 4. physiological sensations
i.e.,, an individual negatively judging their capabilities based on how
emotionally aroused they are in a situation. According to social cognitive
theory, Self-efficacy leads to a greater performance level by embedding
confidence in employees about their ability to complete tasks (Bandura, 2014;
Houghton et al., 2003). Higher degrees of self-efficacy lessen the detrimental
impacts of setbacks or difficult situations that hinder performance(Chen et al.,
2001). Self-efficacy relates to how people's perceptions of their skills impact
their behavior to achieve desired results(Stajkovic & Luthans, 1998). Self-
efficacy also helps people acquire the knowledge on which their talents are
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built by affecting their level of motivation and behavior choices(Bandura,
1997).

2.3 Salesforce Performance:

Salesforce performance is defined as the “evaluation of the salesperson’s
behavior in contributing to achieving the organization’s objectives”
(Churchill, G.A et al., 1985). Any corporate organization, whether it measures
success by top-line revenue or bottom-line profit, wants to improve sales
performance. It is the outcome of new sales techniques and imaginative
selling. It is commonly known that Salesforce performance is a crucial
research field and is essential to the success of almost any organization
(Verbeke et al., 2011). However, the efficacy of sales researchers in
identifying characteristics affecting salesforce performance has varied(Evans
et al., 2012; Verbeke et al., 2011).According to past studies, salesforce
performance is affected due to following factors; Customer orientation(Franke
& Park, 2006), adaptive selling(McFarland & Management, 2019), product
knowledge (Sujan et al., 1994), goal-oriented(Silver et al., 2006), technical
expertise(Verbeke et al., 2011), and intrinsic motivation have all been linked
to improved sales performance in previous sales performance studies
(Edwards et al., 2022). Understanding how several factors affect bank
salesperson behavior and how the salesperson will act as a result, as well as
how this dynamic might aid enhance their self-efficacy and performance,
requires a focus on banking employees(Kaakeh et al., 2020).

2.4 Supervisory Support:

Supervisory support is defined as a “positive, constructive and helpful attitude
toward employees "(Locke, 1984). The supervisor is the clearest member of
the organization and is most suited to explain to workers what is expected
from them(Ayu, 2017). A supervisor's responsibility is to speak openly with
employees about the demands of the business. They are in charge of keeping
an eye on employees' performance, performing regular evaluations, and giving
feedback to encourage more engagement and contributions to the
organization's objectives(Putri et al., 2021). The encouragement that workers
receive from their manager's example of a successful supervisor-subordinate
relationship has a significant impact on their motivation to improve
performance(Rathi & Lee, 2017). The way managers interact with their
employees greatly affects how employees view their connection with the
organization.For 500 enterprises over three years, Ballantine and Nunns
(1998) found a substantial positive association between supervisory support
and performance indicators (i.e. salesforce performance). Furthermore, goal
achievement for such subordinates who have nonsupportive supervisorsis
more difficult as compared to those who have supportive supervisors (Latham
& Saari, 1979).Employee loyalty in the company should be influenced more
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by supervisory support rather than the official employee-organization
connection(Zhang et al., 2008).

1.5 Social Cognitive Theory:

Albert Bandura created the initial version of Social Cognitive Theory (SCT) in
the 1960s as Social Learning Theory. In 1986, it was renamed the Social
Cognitive Theory, and it claims that learning occurs in a social context, with a
dynamic and reciprocal interaction between the individual, their environment,
and their behavior. According to the social cognitive theory, there is a clear
link between knowledge and self-efficacy, which leads to improved
performance. “According to social cognitive theory, proactive learning
facilitates the transition of information into efficacy” (Bandura, 2001). The
social cognitive theory was also tested by a researcher, who found that higher
levels of self-efficacy were found to be strongly connected to improved task
performance. Worse levels of self-efficacy were found to be strongly related to
lower task performance (Harrison et al., 1997).The adopted model of social
cognitive theory is proposed by (Kaakeh et al., 2020; Wang & Netemeyer,
2002).According to SCT, human behavior such as self-efficacy, personal
elements in the form of cognitive, affective, and bodily processes such as
knowledge, and the external environment such as performance are three
interdependent causes of psychosocial functioning (Bandura & organization,

1999).
|
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1.6 Hypothesis Development:
1.6.1 Salesforce product knowledge positively influences their self-
efficacy.

Self-efficacy is a type of self-evaluation that represent what people believe
they can accomplish with their acquired knowledge (Chen et al., 2019). In the
context of knowledge, motivation may come from employees’ knowledge self-
efficacy, or confidence in order to contribute to their organization (Nguyen &
Malik, 2020). In previous research, Gilissen et al. (2020) stated that lack of
knowledge and low self-efficacy have been identified as major barriers to
success. Given the above Product knowledge significantly improves self-
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efficacy (Kaakeh et al., 2020). The researcher also stated that the group who
had both knowledge and objective had the greatest gain in self-efficacy (J. T.
Abbitt, 2011). Islamic banking needs a salesforce who have adequate product
knowledge which will enhance their self-efficacy which is shown in the
salesforce’s belief that can assist in solving problems and generate job-related
ideas (Mustika et al., 2022; Pan et al., 2018; Safdar et al., 2020).Between self-
efficacy and salesforce product knowledge, there is a favourable and
significant link (Bilginoglu&Yozgat, 2018). Self-efficacy affects how
salesforce behave toward knowledge, demonstrating how it foretells people's
knowledge (Yoon, 2014).

1.6.2 Salesforce  self-efficacy  positively  impacts  salesforce

performance.

Existing research in the field of sales suggests that self-efficacy is an
individual-level attribute that has a significant impact on salesforce
performance (Fallah et al., 2018; Fournier et al., 2010; Krishnan et al., 2002).
Bandura (2001) discovered in his social cognitive theory that people who had
stronger self-efficacy had more faith in their abilities to achieve their
objectives and perform better. Following that, several studies validate the
impact of self-efficacy on salesforce performance. Past studies found a
positive  relationship  between  self-efficacy  and performance
(Karatepe&Baddar, 2006; Richard et al., 2006; Wang &Netemeyer, 2002).
(Bandura, 1997) discovered that those who have higher levels of self-efficacy
are more self-assured in their ability to accomplish goals and perform better.
Following that, numerous studies supported the impact of self-efficacy on
salesforce performance.

1.6.3 Salesforce product knowledge positively impacts salesforce

performance.

Academic scholars and practitioners agreed that salesforce knowledge is
critical for good performance (Mariadoss et al., 2014; Siagian et al., 2020b).
Product knowledge is an important component of the salesforce's strategic
role. Product expertise is frequently a determining element in the interaction
between salesforce and customer. For customers, the salesforce product
knowledge reflects the quality of the salesforce. Salesforce performance is
directly affected due to the lack of salesforce product expertise (Siagian et al.,
2020b). The indirect positive impact of salesperson product knowledge on
salesperson performance via competitive intelligence behavior is reduced as
sales force automation usage grows, but increases when sales force automation
use reduces. The impact of salesforce product knowledge on their performance
was highlighted in a conceptual article introduced by (Shannahan et al., 2013).
A firm's competitive advantage typically comes from salesforce product
knowledge that is tacit, sticky, causally ambiguous, and firmly ingrained in
organizational routines and practices. Employees have a lot of the knowledge
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that businesses have. A deep knowledge base can be an unrivaled source of
competitive advantage, according to a key premise of knowledge (Sangtani et
al., 2017). Giacobbe et al. (2006) also explore in his research that salesforce
product knowledge has an indirect effect on salesforce performance.
1.6.4 Salesforce Self-Efficacy mediates the relationship between
Salesforce’s product knowledge and its performance.
Some researchers highlighted the relevance of self-efficacy in mediating the
relationship between salesforce performance and other variables (i.e. product
knowledge) (Fosse et al., 2016; Monteiro & Vieira, 2016). According to Hu et
al. (2016), the relationship between knowledge sharing and innovation was
partially mediated by self-efficacy and employee innovation is a type of
performance that is influenced by job satisfaction. Furthermore, Self-efficacy
theory holds that self-efficacy serves as a mediator between knowledge and
performance in determining action (Conrad, 1990). Salesforce product
knowledge may serve as a determinant of self-efficacy, which in turn leads to
improved salesforce performance, given that salesforce with strong product
knowledge tends to be more effective in overcoming uncertainty and
disappointment and have greater salesforce performance (Villegas—Puyod et
al., 2021).
1.6.5 Supervisory support moderates the relationship between
salesforce self-efficacy and salesforce performance.
The supervisor is the closest member of the organization and is most suited to
explain to subordinates what is expected of them (Ayu, 2017). Employee
satisfaction is indirectly affected by supervisor support. Employee job
happiness is influenced by how much they feel supported by their superiors
(Alkhateri et al., 2018). Supervisory assistance may also help salesforce views
of fair and acceptable labor boost their job performance (Qureshi et al., 2017).
Dhir and Dutta (2020)examine the association between supervisory support
and self-efficacy and declare support if the boss understands the employee's
willingness to work hard to keep his job.It is said that it is necessary to look
into the variables that moderate the connection between performance and self-
efficacy. One such element is thought to be supervisory assistance. The
performance of their subordinates will be enhanced by supervisors who make
sure that their subordinates understand their goals and help in goal attainment
(Ballantine &Nunns, 1998).
METHODOLOGY:
The research philosophy in this research was positivism. The research
approach was deductive. The research strategy was a survey. The research
choice was the quantitative method. The time horizon was cross-sectional. The
unit of analysis was individual. The population of this research was the
salesforce of Bank Islami.The sample size of this research was 403.The
sampling technique which was used in this research was purposive sampling
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I.e. a non-probability sampling technique. Data has been collected through
both online Google form questionnaire and physical visits to various branches.
The questionnaire was divided into five sections, which included respondents'
demographic information and variable measurement items. The scale we used
was Likert scale (Strongly disagree =1, disagree 2, Neutral=3, Agree- 4,
strongly agree=5). Statistical tools used in this research were SPSS v.25 and
Smart PLS 4.

RESULTS AND ANALYSIS

Missing values and outlier have been removed at the first stage of this
research. 44 outliers have been removed and further analysis was done on the
remaining 403 responses.By performing a descriptive analysis in which the
values of kurtosis and skewness have been noted, the normality of the data has
been ensured.

Descriptive Analysis:

Skewness means data must be normally distributed. There must be symmetry
in the parabola picture. If your data tilted more towards the right or left then
we can say it is a skewness problem(Doane & Seward, 2011). Skewness is a
crucial instrument for evaluating the normality of the data. The typical range
for the skewness statistic is between +1 and -1 (Morgan et al., 2019).

Table 4.1: Descrlptlve Statlstlcs

1 5 N ' Mean - Std. Deviation Missing Skewness 1
: Statistics Statistics Statistics Statistics Statistics Ztrdrbr :
1 ' ' : ' ' 1
[PKL 403 452 050 0 0691 0122
| PK2 1403 | 4.58 | 0.556 |0 (0890 0122
-'b’k?i"'i'h'dé""""'g'451""""@0644""""""'5'6"' 10950 10122 1
"b’k’é' 1403 444 10613 10 ""['-6.'603""'[ 0122 !

(PK6 403 4se  os7s 0 078 o012
IPK7 1403 444 0633 10 10677 0122 1
I PK8 | 403 452 £ 0.574 0 0716 0122 !
(PKO 403 443 0629 0 06% o122
| PK11 | 403 1 4.38 1 0.637 10 i 0529 10122 1
IPK12 1403 435 0641 0 '-6'467"""'6,'1'52""1
"b’k’ié' 403 1439 {066l 10 ' '-'d'ééé""' 5'1'52""]
| SE1 | 403 | 4.40 0652 0 0642 10122
I SE2 ; 403 1 3.52 ! 0.647 |0 | -0.484 ! 0122 |
'sE3 403 439 (0615 0 "-'6'493 - 0,122'"}
| SE4 | 403 1431 1 0.705 0 10515 10122
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Demographlc Analysis:
Table 4.2 is depicting the demographic analysis of this study.

Table 4.2: Demographic Analysis

——————————————— p— - - -
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0 122
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176 1437 1437 1100 !

! ! ! Master’s Degree !

1 1 I o o o - - o L - - - - L - — - = |, e o o o - o 1
. | Total ' 403 ' 100 ' 100 : |
: : : Less than 1 year , 115 , 285 , 285 : 28.5 :
1 1 | r-T-T-°-° | I 1
1 1 1 1-3 1 125 1 31 1 31 1 59.6 !
1 1 I-—-—-=-==-=-=-== r—-——=-=-=-- r—-——=-=-- F=-=-=-=- 1A-=-=-=-=-=-=-= 1
1 1 1 4-6 175 1 18.6 1 18.6 1782 1
! ! Experience '- - - - - ----- L= L-=-=-=- L--=-=-- A= !
: : : 7-10 : 44 : 10.9 : 10.9 : 89.1 :
1 1 T T T T T VT T T T Vs Vom0 VLT T T T T 1
L | Above 10 | 44 | 109 | 109 | 100 |
1 1 1T T T T T T T T T T T rT T ro T T | 1
1 1 1 Total 1 403 1 100 100 1 1

Reliability Analysis:

The first stage in ensuring the stability of results is to confirm the reliability of
the questionnaire. Cronbach's alpha and composite reliability are used to
evaluate the validity and reliability of the measures. The acceptable, level is
0.6 for exploratory research and 0.7 for established research. In exploratory
research, reliability levels are deemed acceptable between 0.60 and 0.70, and
between 0.70 and 0.90, they range from adequate to good(Diamantopoulos et
al., 2012; Hair et al., 2019). Taber, (2017) stated that Cronbach's Alpha is
evidence of instrument quality. The result of Cronbach’s Alpha shows that
Salesforce Product Knowledge (0.836), Salesforce Performance (0.863), Self-
efficacy (0.857), and Supervisory Support (0.903). Composite Reliability is an
important tool to assess internal consistency (Hair et al., 2019). As shown in
the table below all the result of Cronbach’s Alpha and composite reliability
exceeds the threshold value hence measures can be deemed reliable.

Table 4.3: Reliability Analysis

: Variables Measures S;?;hbaaz:])' No of Items gglrig %?ﬁ'tt; E
 ProductKnowledge  PK_08% 6 oss |
I Salesforce Performance | SP 0.863 9 0.863 1
| self Efficacy sE 0857 5 0857
 SperviorySwpport_ {55 _fows  is_____josor

Outer Loadings:

Outer loading is described by Cenfetelli and Bassellier (2009) as the bivariate
correlation between an indicator and its concept. Loadings above 0.7 are
regarded as highly satisfactory, whereas any significant number below 0.5
should be removed from the study unless there is a solid theoretical
justification (Fong, 2013; Hair Jr et al., 2017). All outer loading values of PK,
SE, SP, and SS were above 0.7 values accept PK7, PK9, SE6 and SS4. Values
of these items were above 0.6 which are acceptable as well.
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Discriminant Validity

To determine how much a construct differs empirically from other constructs
of structure, discriminant validity is applied (Hair et al., 2019). Cross-
loadings, the Fornell-Larcker Criterion, and the Heterotrait-Monotrait Ratio of
correlations (HTMT) are the three methods we employed to test the
discriminant validity.

4.4 Fornell-Larcker Criterion

| - Product  Salesforce - Supervisory |
I Measures | Knowledge Performance  Self-Efficacy : Support 1
'pPK 0724 - 4
\SE_ 0713 0895 078 . |
LSS__ 1053 T ose7 | _ 0676_ _ _ _ 0778 _ ___ J
Tablg4._5: l-lelregtr_ait;M_ongt@it_Ra_tio ____________________
! Product - Salesforce Supervisor !
I Measures i Performa ' Self-Efficacy P y 1
: ; Knowledge ' nee : . Support :
Vo 5 s
|_F{E§__________;_____________ _d______________A_____________________;________________________J
I SP £ 0.640 | | | :
1SS 1 0.534 1 0.661 1 0.672 ’ I
Model Fit

To assess how strongly certain variables are related to one another, the
regression coefficient or coefficient of determination is utilized (Saunders,
2016). Results from PLS-SEM should be validated in accordance with how it
is often used to test theories and predictions (Hair et al., 2019). The model's
prediction performance is evaluated using R2 (Henseler et al., 2015). A link
between an independent and dependent variable is considered stronger when it
is closer to | and at O there is no relationship. In our study, every variable is
above the cutoff point, indicating a substantial correlation between them.

Table 4.63: R* Value

Measures R-square R-square adjusted :
[ e e 1
| ; ; |
'SP /0816 o84 !
I | | |
| |
1 SE 0.508 0.507 I

Hypothesis Results
A sample of 403 respondents was used to investigate the bootstrapping
hypothesis testing. Statistical model significance is checked and tested using
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the Dbootstrapping approach. The structural model hypothesis test was

conducted using PLS-SEM.
Table 4.7: HypotheS|s Testmg

1 . . : . 1
. Orlglnal Sample . Standard T P . .
1 Hypothesis : ' Sample : Mean DeV|at|on " Values : values : Decision 1
: H1 ! PK ->SE 10713 10715 | 0.044 ! 16.363 | 0.000 ! SUPPORTED :
I H2 | SE->SP 10836 | 0.846 | 0.090 19312 10000 | SUPPORTED |
| i i i i i i i |
1 H3 . PK->SP 1 -0.026 :-0.035 : 0.078 1 0.338 1 0.735 | REJECTED |
| i i i i i i i |
| H4 I PK->SE->SP | 0.596 1 0.606 1 0.085 1 6.988 1 0.000 | SUPPORTED
: H5 I SSXSE->SP 10090 :0.092 ! 0.044 j 2.054 1 0.040 | SUPPORTED :
00, 2E3 w SE6
.': : v o :;-efn 000) v .
Px12 I‘ L B o 'u“::ic' r'.‘i?“':”m' -,
® 07140 000) 0729 (0.000) _ ot posy—> S
N\ \ 011
0,723 {0,000, v
P13 BN \ 0.713 (0.000) Sell Efficacy {SE) 0.235 (0.000) 913
0755 (0000}
-~ = L3
agEz mﬁ" N IT-'».II 0 000)
T & ?md"“ Knowledge (PK) Salesforce Performance (.'ol’). A
0680 ¢ I;J'.' ) ‘ 0757{0 Elf(“ Ll
e N
/ = 0 830 {0 0C0) __-,--' // N ~— N
e ! 4
» $51 0 3 ~|.u'10 Swmnory Suppcri (SSI )" {0000 o]
PKS J_,.--’ 075 033. 0ET? |U“” 0730 Oldl
A P \
852 / ’ N .
,/ v A sa7
353 884 535

Figure 4.1: Structural Equation Model

Moderating Effect

To analyze the moderating effect, consistent PLS bootstrapping has been done

along with simple slope analysis. In simpl

e slope analysis red line depicts 1

standard deviation below the mean blue line depicts the mean and the green
line depicts 1 standard deviation above the mean. In this study, simple slope
analysis shows that supervisory support positively moderates self-efficacy and
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salesforce performance because it is going from bottom left to top right in a
linear way.

Figure 4.2: Simple Slope Analysis
DISCUSSION, IMPLICATIONS, LIMITATIONS AND FUTURE
RESEARCH SUGGESTIONS
Discussion:
The following research is mainly based on a newly developed scale by
Shamsudheen and Chowdhury (2020) of Islamic banks' salesforce product
knowledge. In the Pakistani context, Islamic banks are a hot issue after the
verdict of the Federal Shariah Court (Government has to implement an Islamic
and interest-free banking system in the country, as the economic system of an
Islamic country like Pakistan should be free of interest) and to implement
court decision within next 5 years, the finding of this study will help
constructively. The primary purpose of this study is to assess the impact of
salesforce product knowledge (PK) on their sales performance (SP) with the
intervening role of self-efficacy (SE) and the moderating effect of supervisory
support (SS). The finding of this study is partially consistent with earlier
studies as out of 5 hypotheses 4 are supported and 1 is rejected. According to
the finding of this research, salesforce product knowledge does not create an
impact on salesforce product knowledge directly although salesforce product
knowledge enhances the salesforce self-efficacy and self-efficacy improves
sales performance.
Theoretical and practical implications:
This study contributes to the body of knowledge. It has been identified that
very little research has been done on Islamic banks’ salesforce. This study
made a theoretical advance to our understanding of the employees' level of
product knowledge at Islamic banks. Prior research tended to concentrate
more on customer perception(Abdullah et al., 2012; Ahmad & Haron, 2002;
Akbar et al., 2012). On the other hand, the focus of this study is on the issue of
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employee awareness of Islamic banking products.SCT has been tested; theory
stands valid in this context of Salesforce of Bank Islami.Newly developed
scales also has been tested in Pakistani context along with its impact on other
variables (Self-efficacy and salesforce performance) and stand valid. The
result of this study depicts that salesforce product knowledge increases
salesforce performance through self-efficacy. Salesforce product knowledge
creates an impact on salesforce self-efficacy and self-efficacy ultimately
enhances salesforce performance. This study partially contradicts previous
studies in a way that according to the result of this study salesforce product
knowledge does not has a direct impact on salesforce performance. Moreover,
this study also explains the moderating role of supervisory support between
salesforce self-efficacy and salesforce performance.

This study provides various individual, managerial, organizational, and
industrial implications based on the findings of the current study and from
previous relevant literature. All employees want to improve their performance
and want to identify their weaknesses to convert them into their strengths, so
based on the findings of this study Islamic banks’ salesforce personnel can
understand the importance of product knowledge which has an impact on their
self-efficacy and ultimately self-efficacy to improve their performance.At the
managerial level sales managers can use the study's practical
recommendations to make better judgments. HR managers can also understand
what critical elements they should consider when selecting the salesforce of
the Islamic bank. Bank Islamishould hire those personnel as salesforce who
have better Islamic banking knowledge. Bank Islami should introduce proper
certification on specifically Shariah-based knowledge for salesforce after
hiring them.The results of this study also have implications for Islamic
banksas an organization, the findings of this study demonstrate that these
criteria should be stressed to train professionals in Islamic banking who are
skilled and informed. In addition, the industry of Islamic banks needs to build
connections with the educational fields to offer salesforce cooperative Islamic
banking training and education. The finding of this study also help and
enlightened the path of policymakers to devise such policies that help them to
implement the Federal shariah court decision about Islamic banks and rapid
growth of Islamic banks all over the country as early as possible.
Limitations and future research:

There are several limitations in this study, which may provide useful
directions for future research. In this research, Study discussed salesforce
product knowledge’s consequences not antecedents so for future research it is
recommended to study about the antecedents of product knowledgeand also
add more factors so it will expand research boundaries. Although the
salesforce is the face of Islamic banks and plays an important role but other
employees also play a vital role in their domain. In this research we only
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include the salesforce of Islamic banks which provides us one side insight
information although there many other employees are also working in this
sector, so for future research, we suggest including other employees to take
part in this research to generalize the result on all employees. To analyze
another perspective, it is suggested to add customers' perspectives and find the
difference for better understanding. Data in this research is collected from one
bank so in the future we suggest collecting data from other banks as well so
results can implement in the industry as a whole. Following is a cross-
sectional study; longitudinal study is also suggested for future research.
Conclusion:
This thesis aimed to extend our understanding of the impact of salesforce
product knowledge (PK) on salesforce performance (SP) by the intervening
role of self-efficacy (SE) and moderating role of supervisory support (SS) in
Islamic banks of Pakistan. The study demonstrates that salesforce product
knowledge positively impacts salesforce self-efficacy and salesforce self-
efficacy positively impacts salesforce performance. As per the result of this
study, Product knowledge does not have a direct significant impact on
salesforce performance. However, self-efficacy positively mediates the
relationship  between salesforce product knowledge and salesforce
performance. Supervisory support positively moderates the relationship
between self-efficacy and salesforce performance. Thus, this thesis found that
salesforce product knowledge enhances salesforce performance through self-
efficacy’s mediation process. Islamic banks must work on their salesforce
product knowledge to enhance their productivity and performance as a whole.
The outcome of this study suggested that the management side of the Islamic
banking industry needed to educate their salesforce about Islamic banking.
Salesforce of Islamic banks may be provided with training and educational
opportunities to help them become proficient in using Islamic banking
services. Additionally, regular lectures and workshops might assist in
accomplishing these goals.
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