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The objectives of this research were (1) to study the service problems
of staff at Jay Mart Company Limited; (2) to compare service-related
problems of the staff at Jay Mart Company Limited according to their
different status; (3) to study the training needs of the staff at Jay Mart
Company Limited; (4) to compare the training needs of the company’s staff
according to their different status; and (5) to study the staff’s suggestions
regarding the training program. The sample consisted of two hundred and
sixty-one members of staff. A five-point rating scale questionnaire and open-

ended questions were used as a tool to collect the data The statistics used to
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analyze the collected data were percentages, means, standard deviation, a
t-test, an F-test and Scheffe’s post-hoc comparison.

The results of this research revealed that:

1. The overall service problems of Jay Mart Company Limited's staff
were found to be at a low level, as well as those problems related to selling
products, the personality of the service staff and after-sales service.

2. Significant differences were found in the overall service problems
of staff according to their gender, age, level of education, working experience,
amount of training and position. By comparing these five aspects, it was
found that male and female staff had different problems in terms of their
personality as sales personnel. A significant difference was found in the after-
sales service of male and female staff. There were also significant differences
in the following aspects: the sale of products by staff with different levels of
education, in different positions and with different amounts of training.

3. The overall training needs of staff were found to be at a high level,
as well as those regarding basic skills, skills development, administration and
management, specific tasks and special training programs.

4. No significant difference was found in the overall training needs of
staff with regard to differences in gender, age, level of education and the
amount of training. With respect to the amount of training, there was a
significant difference in the training needs regarding basic skills. There were
significant differences overall and staff in different positions and with

different levels of working experience had different levels of training needs.
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No significant difference was found in the training needs of staff in terms of
differences in gender, age and level of education.

5. There were suggestions by the staff with regard to (1) providing
orientation and on the job training for new staff members, and (2) presenting

new products on a continuous basis.

(8)





