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BEST PIPER 
TRACK 2 CTose the Deal and Deliver the System: 

Sales Training for IS Developers 

ABSTRACT: The communication gap between IS developers and end users poses a 
key problem in IS development efforts. While a variety of tactics have been suggest
ed to bring developers and users together to enhance communication and create a 
positive impact on system development efforts, the gap still remains. This paper pro
poses the implementation of an IS developer training program based on the funda
mental principles of sales and sales training programs. The sales model is com
pared to models of change which closely represent the IS implementation process. 
Parallels are drawn between the roles of the IS developer and the sales agent, and 
the roles of the user and the sales customer. The sales training program is adapted 
to the environment of the IS developer, and recommendations are offered for the 
implementation of the program. Potential impacts of the training program for IS 
development efforts are also discussed. 
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INTRODUCTION 
The communication gap between 

information system (IS) developers 
and end users is frequently cited as a 
key problem in IS development efforts 
(Joshi, 1992; Murray & Willmott, 1991; 
Franz & Robey, 1984; Kling & Scacchi, 
1982; Bostrom & Heinen, 1977). 
Developers are charged with having 
inadequate knowledge of business 
operations, while users are accused 
of having inadequate understanding 
of technology and its potential busi
ness use (Nelson, 1991). Relations 
between developers and users also 
may be strained by differences in 
power and influence between the 
groups (Smith, 1989; Markus, 1983). 
Recently, competitive pressures and 
the emerging role of information tech
nology as an enabler of corporate 
change have led to an increasing 
demand for IS professionals to get in 

touch with business problems and 
become more responsive to user 
requests. As a result, technical skills 
alone are no longer adequate. Many 
companies are demanding that IS 
professionals at all levels enhance 
their "soft" business skills (Davis, 
1993). 

A variety of approaches and tactics 
have been suggested to bring devel
opers and users together in an 
attempt to bridge the communication 
gap and improve system develop
ment efforts. Nelson (1991) supports 
training and education programs that 
foster the exchange of information 
and increase understanding between 
the two groups. These programs may 
include group discussions, exchange 
of personnel between functional 
areas, or cross-functional develop
ment teams. However, awareness 
and understanding of differences do 
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not necessarily support the develop
ment of new values and skills which 
will facilitate communication and 
enhance the effectiveness of ongoing 
system development efforts. 

Recognizing the critical role of user 
participation in the system develop
ment process, Bock and Joyner 
(1992) support a participative IS 
design approach that brings users and 
developer together in appropriately 
defined roles. While this technique 
attempts to leverage the skills of both 
parties in an effort to improve devel
opment projects, it does not address 
the communication difficulties experi
enced within project teams. Joshi 
(1992) offers a detailed discussion of 
interpersonal skills for the develop
ment of cooperative user-analyst rela
tionships. The skill set is based on 
persuasion tactics, including friendli
ness, bargaining, reason, assertive-
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