
MAR 4403 Sales Force Management Syllabus 
Fall 2012 Lutgert College of Business 

 
Instructor:  Norman S. Stern   CRN# 80117 
Department:   Marketing    Credit Hours: 3 
Office Hours:   Tues-Thurs 1:00-3:00 PM  Class Meets:  Tues-Thurs 
Office Telephone       (239) 590-7402   Office Location: LH 3341 
Cell Telephone:          (239) 248-7734   Class Time:  3:30-4:45 PM  
E Mail:   nstern@fgcu.edu   Room:  Marieb 200 
 
Text: Tanner, Honeycutt, Erffmeyer, Sales Management, Prentice-Hall, 2009, Upper Saddle 
           River, NJ ISBN: 13-978-01323412-1 
 
Prerequisite: MAR 3023 Introduction to Marketing; MAR 3400 Professional Selling 
 
Course Description: 
Contemporary sales force management. Emphasis on strategies, sales management 
responsibilities, skills, and management techniques. Includes recruiting, selection, training, 
motivation, leadership, direction and evaluation of the sales force.   
 
Learning Objectives: 
The purpose of this course is to prepare students to be future sales managers.  This will be 
accomplished by presenting the following principal elements of a Sales Management program:  
Leadership, Ethics and the Law, Designing & Developing the Sales Force, Recruiting, Training, 
Supervising, Managing and Developing the Sales Force, Measurement of Sales Goals and 
Evaluation of Salesperson Performance. 
 
Objective #1: 
To acquaint students with the basic processes of buying and selling, how professional selling is 
linked to building customer relationships, the role of ethical behavior in sales, how the sales 
effort should be organized, and the strategic role of information in sales management. 
 
Accomplished by: 
Lectures, classroom discussions, student team presentations and examinations. 
 
Objective #2: 
Identification of the various aspects of salesperson performance such as behavior, role 
perceptions and job satisfaction, motivation of the sales force and analysis of the various 
personal characteristics of sales aptitude, criteria for selecting, recruiting, training, compensation 
and incentives for salespeople. 
 
Accomplished by: 
Lectures, discussion, text readings, student team presentations, role play, and examinations. 
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Objective #3: 
How to determine and control costs of a sales force, specific criteria for evaluation and control of 
salesperson performance, vital management factors affecting accomplishment of sales force 
goals. 
 
Accomplished by: 
Lectures, discussion and text readings, role play, student team presentations, and examinations. 
 
Academic Behavior Standards and Academic Dishonesty 
All students are expected to demonstrate honesty in their academic pursuits. The university 
policies regarding issues of honesty can be found in the FGCU Student Guidebook under the 
Student Code of Conduct and Policies and Procedures sections.  All students are expected to 
study this document which outlines their responsibilities and consequences for violations of the 
policy.   The FGCU Student Guidebook is available online at 
"http://studentservices.fgcu.edu/judicialaffairs/new.html"  
 
Disability Accommodations Services:  
Florida Gulf Coast University, in accordance with the Americans with Disabilities Act and the 
university’s guiding principles, will provide classroom and academic accommodations to 
students with documented disabilities. If you need to request an accommodation in this class due 
to a disability, or you suspect that your academic performance is affected by a disability, please 
see me or contact the Office of Adaptive Services. The Office of Adaptive Services is located in 
Howard Hall 137. The phone number is 590-7956 or TTY 590-7930 
 
Diversity Statement: 
Florida Gulf Coast University is committed to building and maintaining a diverse, accessible, 
civil, and supportive learning community. It fosters respect and understanding among all cultures 
and all individuals who work, study, live, and teach within this community. Bigotry, expressions 
of hatred or prejudice, behaviors that infringe upon the freedom and respect that every individual 
deserves, and harassment of any kind transgress the university's purposes and values. Just as 
learning benefits from the interplay of teaching and scholarship in a variety of disciplines, so 
does the university community learn and profit from diverse cultures and perspectives. 
 
Student Observance of Religious Holidays 
All students at Florida Gulf Coast University have a right to expect that the University will 
reasonably accommodate their religious observances, practices, and beliefs.   
 
Students, upon prior notification to their instructors, shall be excused from class or other 
scheduled academic activity to observe a religious holy day of their faith. Students shall be 
permitted a reasonable amount of time to make up the material or activities covered in their 
absence. Students shall not be penalized due to absence from class or other scheduled academic 
activity because of religious observances. Where practicable, major examinations,  
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major assignments, and University ceremonies will not be scheduled on a major religious holy  
day. A student who is to be excused from class for a religious observance is not required to 
provide a second party certification of the reason for the absence. 
 
Class Participation/Attendance:    
Each student is expected to actively contribute to class discussions, as this mirrors real life 
business situations and this is the way we all learn from each other.  Thus, a component of your 
grade will be based on your classroom performance.  Even though we have a lot of material to 
cover, there will be ample time for discussion.  Raise your hand often.  While you are not 
expected to know the correct answer every time, if you have been keeping up with the reading, 
you should be able to answer most questions.  In any event, each student will be called upon 
during class meetings, even if your hand is not raised. 
 
Your presence in class is necessary to class participation. Only one unexcused absence is 
allowed. Excessive absences will result in a lower grade for this grade component and may also 
result in a lower final grade.  Your successful role in class discussion will necessarily be a value 
judgment by me, not subject to negotiation.  In other words, if you “actively” participate, you 
will get a good grade for this course segment.  
 
You will earn 50/100 points for perfect attendance.  Miss one class, lose nothing.  Miss 2 classes, 
lose 15 points.  Miss 3 or more classes lose at least 30 points for the attendance segment. 
 
The balance of your participation/attendance grade is worth 50 points.  If you never raise your 
hand, never know the answers when called upon you will, earn 15 points.  If you never raise your 
hand, but sometimes know the answers when called upon, you will earn 20 points.  If you never 
raise your hand, but almost always know the answers to the questions, you will earn 30 points.  If 
you raise your hand occasionally and know the answers sometimes, you will earn 35 points.  If 
you raise your hand frequently and know almost all the answers, you will earn 45 points.  Last 5 
points are awarded at my discretion for extraordinary class performance.  
 
Example: Always present=50 points.  Raises hand occasionally and knows answers sometimes = 
35 points.  Grade for this component:  85/100 points.  Do the rest of the math yourself. 
 
Classroom Decorum:   
The classroom is not a place for social interaction.  Students may not e mail, text or otherwise 
make contact with others. This includes “gossiping” with your neighbor.  Laptops, I Pads, etc.  
may be used only for note taking. 
 
Angel: 
This Syllabus, Announcements, Grades, and other important material will be posted on Angel, 
however, we will rely ONLY on Eagle E Mail for student-teacher communication. 
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Prior Notification Responsibility of Students: 
No makeup will be allowed for any student who does not show up in class for a scheduled oral 
presentation, exam or other assigned activity without prior notification to and approval of the 
Instructor. In such a case, the student will receive a grade of 0 for that assignment.   
 
It is recognized that a student may, for one reason or another, not finish the required work of the 
course and apply for a late withdrawal, or a grade of Incomplete, after the official final 
withdrawal date.   The Instructor will not contemplate any change of grade or grade status in 
such cases, unless the student (or someone who speaks for the student) makes this request before 
the end of the semester.  In such cases, the student or his/her representative, must offer proof to 
explain the reasons why the student is unable to complete the requirements of the course.  The 
Instructor will then, in consultation with the Advising Office, determine if such a grade change is 
warranted. 
 
If a student does not complete one or more assignments of the required work and/or ceases 
attendance prior to the end of the semester without such prior notification, a course grade of F 
will be entered for the student. 
 
Case Papers: 
Cases will be assigned regularly for classroom discussion.  Each student will prepare a two page 
paper citing his/her answers to the questions at the end of 12 assigned cases on the dates due.  
While there is a one-class session grace period, case papers must be turned in on a timely basis.  
The Instructor’s record of case paper submissions will be the final determinant of case papers 
actually received. 
 
Cases will be read, but not graded or returned to students.  Five (5) points will be deducted from 
your final grade point average for each missing case paper submission. 
 
Oral Case Presentations: 
In addition to the written case papers, students will be formed into teams of three and prepare 
oral presentations of a case specified by the Instructor.  A separate document will provide the 
format for presentation.   
 
Oral Interview Project 
Near the term’s end, the same teams will interview a real sales manager from Gartner, Kraft 
Foods or another company to be determined later.  These interviews will be designed to  
determine if the real sales manager should be hired as a sales trainee.  A separate document will 
be provided with guidelines for these interviews. 
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Grading System: 
Grades will be based/assessed on the following criteria: 
 
  
Midterm Examination   100 points   
Oral Sales Manager Interviews 100 
Oral Case Presentation #1    50 
Oral Case Presentation #2    50 
Final Examination     100 
Class Participation   100 
Case Papers    100   
   Total:  600 points 
 
                           Grading Scale: 
           A             560 and above        
           A-            520-559                . 
                                            B+           470-519 
                                            B             435-469 
                                            B-            400-434 
                                            C+           325-399 
                                            C             300-324 
                                            C-            275-299 
                                            D             250-274 
                                            F              below 250 
 
 
Learning Opportunities 
Students will have 6 opportunities to learn the material needed to get a good exam grade. 
 

1) Read the assigned chapter before coming to class 
2) Pay attention and take notes in class while the material is being discussed. 
3) Listen and take more notes when the Instructor summarizes the material again during the 

next class session 
4) Use the Study Guide when it is distributed to review the areas noted 
5) Show up in class when the Instructor reviews the Study Guide and tells you from what 

parts of the text the exam will come 
6) Finally, study the areas of the text you have highlighted. 

 
If you fail to get a good grade after following these study guidelines, it will be your own fault. 
 
This Syllabus, including the Meeting Agenda, is subject to change, at the discretion of the 
Instructor.  Students will be notified of any such changes. 
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Meeting Agenda 
 
Material from the textbook is to be read by students prior to the date indicated.  Case 
papers are to be submitted on the date indicated. 
 
August 21 Tuesday Orientation, class policies, procedures, objectives, review  
    Syllabus, oral presentations, case paper requirements 
    Chapter 1 Introduction to Sales Management pp. 2-21 
 
August 23 Thursday Chapter 2 Sales Function & Multi-Sales Channels pp. 24-40 
    Case Study 1: The Plantation pp. 374-379 
 
August 28  Tuesday  Chapter 3 Leadership & the Sales Executive pp. 44‐57 
        Case Study 2: Lexington Industries pp.380‐381  
 
August 30  Thursday  Chapter 4 Ethics, the Law & Sales Leadership pp. 63‐80 
        Case Study 3: San Francisco Giants pp. 382‐385 
 
Sept 4    Tuesday  Chapter 5 Business to Business (B2B) Sales & CRM pp. 88‐106 
        Case Study 4 TIP Financial Services pp. 386‐390 
 
Sept 6    Thursday  Chapter 6 Leveraging Information Technologies pp. 112‐128 
        Case Study 5 Wellco Distributors pp. 391‐393 
 
Sept 11  Tuesday  Chapter 7 Designing & Organizing the Sales Force pp. 134‐154 
        Case Study 6 Pacific Medical Supply Company pp. 394‐398 
 
Sept 13  Thursday  Chapter 8 Recruiting & Selecting Right Sales People pp. 160‐183 
        Case Study 7 Southeastern Sales Associations pp. 399‐400 
 
Sept 18  Tuesday  Case Study Presentations 
 
Sept 20  Thursday  Case Study Presentations 
 
Sept 25  Tuesday  Case Study Presentations 
 
Sept 27  Thursday  Midterm Exam Review 
 
October 2  Tuesday  Midterm Exam 
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October 4  Thursday  Chapter 9 Training & Developing Sales Force pp. 188‐210 
        Case Study 8 Afgar Corporation pp. 401‐405 
 
October 9  Tuesday  Chapter 10 Supervising, Managing & Leading SF pp. 218‐234 
        Case Study 9 Freedom Telecom pp. 406‐411 
 
October 11  Thursday  Chapter 11 Setting Goals & Managing Performance pp. 240‐254 
        Case Study 10 The Sarasota Journal pp. 412‐416 
 
October 16  Tuesday  Chapter 12 Motivating & Rewarding the Sales Force pp. 260‐284 
        Case Study 11 Concord and Associates pp. 417‐420   
 
October 18  Thursday  Case Study Presentations   
 
October 23  Tuesday  Case Study Presentations   
 
October 25  Thursday  Case Study Presentations 
 
October 30  Tuesday  Chapter 13 Customer Information Into Knowledge pp. 292‐310 
        Case Study 12 Cannon Associates pp. 421‐423 
 
November 1  Thursday  Chapter 14 Assessing SF Performance pp. 314‐339 
         
November 6  Tuesday  Chapter 15 Internal & External Cultural Forces pp. 344‐366 
 
November 8  Thursday  Guest Speaker TBD 
 
November 13  Tuesday  Guest Speaker TBD 
 
November 15  Thursday  Student/Sales Manager Interviews 
 
November 20 Tuesday  Guest Speaker TBD 
 
November 22 Thursday  Thanksgiving Day (no class) 
 
November 27  Tuesday  Student/Sales Manager Interviews 
 
November 29  Thursday  Student/Sales Manager Interviews 
 
December 11  Tuesday  Final Exam 4:30‐7:15 PM Room: Marieb 200 
 
 


