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Abstract: The present research studies the relation between bank service providers skills and Mellat 
bank employees' efficiency at branches and staff level in Gorgan. In this regard, considering the 
research conceptual model and reviewing the related literature in six skills: inter personal skills, 
salesmanship skills, marketing skills, technical skills, objective skills and adaptive skills in the 
framework of service providing skills dimensions (independent variables) were studied and their 
relations with the dependent variable (efficiency) were measured. The questionnaire with reliability of 
91% was applied in data collection process. The statistical population of the research consisted of 300 
employees of Mellat bank branches in Gorgan and statistical samples were 73 individuals. Considering 
the conceptual model and the statistical tests using SPSS software the following results have been 
achieved: There appeared significant relations between each skill (above mentioned) and efficiency, 
and the relation between the bank service providers' skills and the employees' efficiency was 
confirmed. 
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INTRODUCTION 
 
 Observing the principles and proper methods for doing  jobs are causes for organizations survival. They 
have to be conducted and focused by the organizations in highly competitive environments. Efficiency means 
doing the things right. Improving the efficiency is not a choice, but a must; since we face to limited resources 
and unlimited human needs, increase of population, and severe competition in global economy. In the current 
competitive world the successful organization are those who can provide their employees and managers with 
knowledge, insight and appropriate behavior and utilize their skills; the same is true for banks. In fact, the 
employees’ skill in salesmanship group and it is doubtlessly one of the most crucial processes of the relations 
among the competitive agencies. 
 It must be remember that salesmanship is conducted for sensation reasons, but it is justified by logical 
reasons (Ebrahimi, A., H. Mehrani, 2009). 
 Rapid technological developments, increase of globalization risks and privatization expectations are among 
the environmental characteristics faced by the present commercial organizations and banks in particular. 
Delivery skills are rooted in the learning play role in formation of the factors which necessary tasks. The factors 
include learning and acquiring capabilities such as interpersonal, salesmanship, marketing, technical, objective 
and adaptive skills (Ahearne, M., N. Schillewaert, 2000; Churchill, G., 1997). 
 According to the studies, the most important factors of the organizational successes in responding various 
needs and unpredictable demands are skills and internal processes of an organization, its suppliers and its 
information about the realistic demands and market directions (Atuahene-Gima, K., K. Michael, 1998). In a 
glance and based on the recent studies on marketing and business share which reveal the severe competition and 
its effect on performance, one may claim the basic salesmanship skills as the key factor in this process. On the 
other hand, banks as some kind of seller have to supply new services, goods and ideas in a highly professional 
way at the midst of such instable and non-sustainable environment. This becomes possible just through the 
employees who possess the modern skills and an professional view on supply and salesmanship dimensions 
(Churchill, 2000). 
 
2- Research Model: 
3- Hypotheses: 
3-1 Principle Hypothesis: 
 There is a meaningful relation between the bank service providers' skills and employees' efficiency  
 
3-2- Secondary Hypotheses: 
 There is a meaningful relation between inter personal skills and employees' efficiency. 
There is a meaningful relation between salesmanship skills and employees' efficiency. 
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There is a meaningful relation between marketing skills and employees' efficiency. 
There is a meaningful relation between technical skills and employees' efficiency. 
There is a meaningful relation between objective skills and employees' efficiency. 
There is a meaningful relation between adaptive skills and employees' efficiency. 
 

 
 
Fig. 1: Salesmanship skills dimensions in relation to employees’ efficiency (including the employees of Mellat 

bank in Gorgan) (Churchill, 2000; Churchill, G., 1997; Ahearne, M., 2000). 
 
4-Literature Review: 
 Today, people need banking services, is growing more than ever, people expect banks to have more and 
faster services. Retain existing customers and attract new customers, require the efficient and effective 
management of all aspects of Bank, the emphasis is on marketing management. increasing competition, banks 
need to awareness and knowledge of bank services, urban sprawl, the need to cover a wide audience, reflecting 
customers' evaluation of service Banks, keeping existing customers and attracting new customers, including 
factors that are important for bank performance the cause. Banks vital artery of each country's economy. 
Banking and financial institutions world-wide effort to increase the efficiency. So one of the goals of 
management, thereby increasing the efficiency of the marketing responsibilities, is. Effective and efficient skills 
as a key factor in the success of companies today is because Most companies in a dynamic environment, due to 
the high complexity of organizational and environmental phenomena can not Without effective planning tools 
for your independent use and its goals in improving organizational measures to achieve the same performance 
for the staff as a dynamic tool for efficient movement toward the future (Venus, D., 2010). 
 
4-1- Efficiency: 
 Achabal et al. (1984) suggest that efficiency involves devoting resources to alternative applications. When 
productivity is achieved each price unit will be equal among all resources applied in the company's products 
(Achabal, D.D., 1984). 
 Under the similar situation Sheth and Sisodia (2008) defined marketing productivity through including 
efficiency dimensions (doing the things right) and effectiveness (doing the right things). 
 Efficiency scales are among the scales provided to define and evaluated utility.  
They compare an organization’s resources with the final products and services.  
The first documents of such evaluations dates back to 1780 when a Frenchman named John Browne studied 
operations conducted in manufacturing ouch aiming at amending the related procedures (Abtahi, S.H., 2003). 
 These factors divided into two categories Internal factors (the authority and power of the organization) and 
external or environmental factors: 
Internal factors include: 
1. Hardware elements: machinery and equipment, tools, technology, raw materials and land resources; 
2. Software agents: Information, directions, maps and formulas; 
3. Human factors; 
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 Human ability, skill, experience, education, motivation, work environment and conflict management; 
 Management philosophy and management style, access to information and technologies .... 
 External factors are factors that are very effective but they are not able to control agencies, such as 
government policies, national and international laws and regulations, work environment, access to finance, 
electricity, water, transport, communications and primary (Taheri, Sh, 2008). 
 
4-2- Skill: 
 Skill means ability and proficiency in craft or trade. Smits also defines the skill as doing a job in minimum 
time applying the least energy and with maximum quality and efficiency. defines the skill as applying 
individual's experience and knowledge in an effective way. 
 
5- Service Providing Skills: 
5-1- Interpersonal Skills:   
 Interpersonal skills refer to calculation of communications and thoughts during social interactions in order 
to achieve certain results. 
 According to Rentz et al. (2002) interpersonal skills consist of listening, inducing, being optimistic, and 
understanding what one sees. 
 
5-2- Salesmanship Skills:  
 Salesmanship skills' dimensions may be classified as: salesmanship consultation, negotiations, questioning, 
and salesmanship guidance and communication methods. Generally, communication methods play a vital role in 
vendors and sellers capabilities as in profound salesman ship (Futrell, M. Charles, 2006; Whittler, E. Tommy, 
1994; Williams, 1990). 
 
5-3- Marketing Skills: 
 The vendors knowledge on industry and tendencies among the customers, products, competitor's goods, 
services and sale policies, competitors knowledge, product line and knowledge of customers' operations which 
form the venders' marketing skills (Behrman, D., W. Perreault, 1982; Baldauf, A., 1999). 
 
5-4- Technical Skills:  
 Technical knowledge is a behavior refers to data collection for decision making, recognizing products, and 
seeking the services and products function. A positive relation has been experimentally confirmed which results 
in applying knowledge technical skill to enhance the vendors efficiency (Baldauf, A., 1999). 
 
5-5- Objective Skills:  
 Objective (accessible) skills of the marketing managers refers to the third level of salesmanship skills 
regarding the vendors skills classification .Marshall et al (2003) suggest six skills for venders: listening, 
adaptive salesmanship, reasoning, exclusiveness, negotiation and prediction (up-down classification according 
to importance degree). They are the most important objective skills for vendors’ efficiency (Marshall, G., 2003). 
 
5-6-Adaptive Skills: 
 Adaptive skills refer to changes in supply and salesman ship behaviors during interaction with customers 
according to information predictions on product vendering situations (Weitz, Barton, A., 1998). Weitz (1981) 
explicitly points to permanent adaptation of salesmanship performance promotion (Goolsby, Jerry, 1992; 
Keillor, B., 2000). 
 
6- Experimental Bases:  
6-1- Methodology:  
 With regard to the quadruple methods of the theorizing approach, the present research is considered to be at 
the fourth group, i.e. a survey on a documentary and repetitive phenomenon in a new environment. 
This survey is descriptive and correlative; therefore, it uses the interviewees’ opinion.  
 
6-2- Statistical Population and Sample: 
 In this research statistical sample for the survey consisted of employees of 18 Mellat bank branches in 
Gorgan. Total population consists of 300 individuals. Considering the statistical population characteristics and 
shape, sampling method was simple random method; so that all population had equal opportunity to be selected 
as statistical sample. With regard to the Cochran formulae, the number of statistical samples was nearly 73 
individuals.  
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6-3- Data CInstrument: 
 Standard questionnaire was applied for data collection. The questionnaire had 5 topographic questions and 
23 close ended questions and Likert measurement with 7 scales and 4 as mid scale was applied; because it 
increased precision and made the individuals opinion changes clear. 
 
6-4 Data Analysis Method: 
 The research has used various descriptive and inferential statistical methods to analyze data and to test 
hypothesiss. The analysis procedures were as follows: kronbach`s alpha test was used to determine the 
questionnaire reliability. Regression test using SPSS software; then the linear relation among variables using 
Pearson correlation, variance analysis (ANOVA) and calculation of F statistics, would be confirmed.  
 
6-5- Descriptive Data Analysis: 
 Among 73 questionnaires and in other words, among 73 subjects, 67.1% were male and 32.9% were male. 
The highest age frequency related to 25-35 years old range (42-5%) and the highest educational frequency 
related to graduated range, including 30 individuals or 41.1% of the sample volume. Concerning the job position 
most of the subjects possessed a staff job and finally most of the subjects of the research had 16-20 years job 
experience i.e.32.9% 
 
7- Findings:  
 Confidence level of the research and the error level were 95% (1-a) and 5% (a) respectively. According to 
the interpretations each of 6 hypothesis were analyzed based on the main hypothesiss H0 and H1, and calculated 
correlation of each hypothesis at 95% (a=0.05) with degree freedom of df =71 was higher than that of critical 
table’s r r=0.232. Therefore, the H0 is rejected and the research hypothesiss are confirmed. In other words, the 
six skills: 1 2 3 4 5 6 and have meaningful relation to employees’ efficiency.  
 Table-1 shows the values according to the skills in the research’s conceptual model, respectively. 
 Moreover, the same statistical analysis method was applied for the main hypothesis, and since the 
calculated f (fc=7.739) with (df =66 and 6) in confidence level of %95 (a=0.05) is higher than critical table’s f (f 
cr =3.056) the H0 is rejected and the research hypothesis is confirmed. Therefore, there is a relation between service 
providing skill and employees’ efficiency. 
 Also the amount of B in table 3 shows the correlation and the relation between service providing skills and 
employees efficiency. 
 
8- Conclusion:  
 8-1- As the first hypothesis reveals, inter personal skills are of great importance in employees efficiency, 
therefore we suggest that Mellat bank authorities who are well-known for employing capable and intelligent 
personnel, must pay more attention to this skill. Such a skill covers all interactions; form a glance to providing a 
service.  
 The functions should not endanger the privacy of individuals (both employees and customers).Therefore, 
developing this skill plays an important role in preserving customers and naturally increases the employees’ 
efficiency. The best strategy may be informing the staff and line personal in an appropriate way as well as 
improvement of individuals’ interactions.  
 8-2- concerning the second hypothesis which introduces a relation between salesmanship skills and 
efficiency, the employees are aware of consultation and negotiations with customers with regard to their 
topological knowledge and based on their job experience. They provide consultative services with high 
efficiency and put the services in a higher position. And consultation – based so, a consultation – based and 
trained salesmanship is suggested.  
 8-3- Now a day, skills such as marketing are inevitable in all professions which are some kind of 
confirmation of the third hypothesis. Marketing is rooted in employees’ innovation and creativity level. Their 
distinction power refers to determining the consumers’ behavior against each bank services. Therefore, Mellat 
bank must develop its marketing activities and diversity in order to keep its competitive position; otherwise it 
will lose the competition. A functional training would be beneficial in this regard.  
 8-4- the fourth hypothesis bonds the technical skills and efficiency. The bank employees’ performance in 
functional aspects must be evaluated periodically. The weak points are specified and they will be overcome 
through appropriate solutions and training courses. Of course, the bank has been relatively successful in this 
regard; however it is expected that the results to be reviewed and the employees to be used according to their 
education and knowledge at their proper functional positions.  
 8-5-The fifth hypothesis is objective skill or sensible skill. It provides the employees with flexibility and 
bank has to appoint personnel to the jobs with regard to the employees’ performance and pave the way for 
promoting their organizational position. 



Aust. J. Basic & Appl. Sci., 7(6): 388-394, 2013 

392 
 

 8-6- the sixth hypothesis states that there is a relation between adaptive skills and efficiency. As we 
mentioned in definitions the same is true for other five skills. That is, individual in an organization such as bank 
has to prepare him or her for all unpredictable conditions and to be adaptive. In this way employees can change 
their solutions whenever they face week services with regard to the skills and based on the situation and 
requirements  
 
Table 1: A summary of statistical analysis of the research hypothesiss. 

Statistical index Sample 
Numbers (N) 

Calculated 
r 

Degree freedom Critical 
r 

Significance 

1 73 0.618 71 0.232 0.000 
2 73 0.374 71 0.232 0.001 
3 73 0.328 71 0.232 0.001 
4 73 0.421 71 0.232 0.000 
5 73 0.247 71 0.232 0.000 
6 73 0.238 71 0.232 0.000 

 
Table 2: A summary of statistical analysis related to the main hypothesis of the research. 

Changes sources ss df MS F Sig 
Regression 4.388 6 0.731 7.739 0.000 
Remainder 6.236 66 0.094   

total 1.624 72    
 
Table 3: A summary of statistical analysis 2 related to the main hypothesis of the research. 

Service providing skills B Std. Error Beta t 
1 0.615 0.149 0.617 4.140 
2 0.029 0.098 0.041 0.299 
3 0.015 0.127 0.029 0.120 
4 0.107 0.092 0.135 1.164 
5 0.080 0.071 0.130 1.135 
6 0.086 0.114 0.149 0.751 

 
Table 4: The suggested solutions, structures, and activities; and the related executives, base on the research results. 

Row Suggested solution Suggested 
Structure 

Suggested activities Executive authority 

1 Creating confidence among the 
employees and improvement of 

interpersonal skills 

- B for employees in a suitable 
manner 

-appropriate informing 

The related department in 
line and staff level 

2 Paving the way for providing job 
security in order to improve employees 
satisfaction and keeping the adaptive 

skills position 

Marketing 
committee 

-Measurement of confidence and 
loyalty with regard to the 
persuasive and promoting 

programs 
-Measurement of employees 

satisfaction continuously with 
regard to the management and 

employees position 

General department of 
market development 

3 Establishment of effective methods for 
transferring opinions and approaches to 

the high ranking authorities, 
concerning employees technical and 

scientific skills 

IT 
committee 

-Establishment of telephone 
system for communication 
between employees and the 

manager or his legate 
–conducting sessions with the 

manger presence 

General department for 
IT 

4 Increase of employees participation in 
order to increase their satisfaction level 

and promoting their objective 
capabilities 

Specialized 
committee 

-Team work training 
- Holding talks with freedom 

-Team work activates 

Specialized teamwork in 
the staff under the 
supervision of the 

manager or his legate. 
5 Amending some policies and applying 

I.T. correctly in order to promote and 
improve salesmanship skills 

Systems and 
information 

methods 
committee 

-using functional programs 
properly to improve position of a 

service 
-updating software and hardware 
with regard to the technological 

improvements 

General department for 
IT and General 
department for 

improvement of methods 

6 Improvement and development of 
marketing activities to promote 

marketing skills s 

Marketing 
committee 

-Providing marketing consultation 
for employees 

- Holding consultation classes for 
executing policies 

General department for 
market development 
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7 Concentrating on privatization Special 
committee 

-Explaining the privatization 
process and defining a real private 

bank for employees 
-paving the way for providing 

professional service as a private 
bank 

-Removing time – consuming 
operations and intervening 

activities in order to provide the 
key customers with better services 

Specialized work group 

8 Just structure for payment and wages HR 
Committee 

Establishment of HRM. General department for 
welfare and employees 

affairs 
9 Enhancement of knowledge level and 

promotion of working principles 
among employees 

- Holding training classes in a 
appropriate manner and 

persuading them 

General department for 
training 
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