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THE MEDIATING JOB CRAFTING
AND ORGANIZATIONAL
RESILIENCE IN LINKING
INFORMATION TECHNOLOGY
CAPABILITIES WITH SALES
PERFORMANCE: AN EMPIRICAL
STUDY FROM INDONESIA

Abstract

Sales performance is crucial in ensuring business growth, profitability, and sustainability,
especially in the highly competitive and dynamic Fast Moving Consumer Goods (FCMG)

sector. Improving sales performance can be a determining factor for companies to re-
main relevant and superior in an ever-evolving market. This study aims to analyze the

effect of information technology capability on sales performance through the mediation

of job crafting and organizational resilience. This study is based on the data from 385

respondents who are salespeople in the Fast Moving Consumer Goods (FMCG) sector in

North Sumatra, Indonesia, focusing on how information technology can support the im-
provement of salespeople’s adaptability and productivity. This study applies the Structural

Equation Modeling (SEM) analysis method with the Partial Least Squares (PLS) approach.
The study’s results indicate that information technology capabilities affect sales perfor-
mance (p = 0.000), and information technology capabilities positively affect job crafting

(p = 0.000). Information technology capabilities affect organizational resilience (0.611),
job crafting affects sales performance (0.533), and organizational resilience hurts sales

performance (0.161). Furthermore, the indirect effect shows that information technology
capabilities on sales performance through job crafting show a significant effect (0.406),
and information technology capabilities affect sales performance through organizational

resilience (-0.098), information technology capabilities do not affect organizational resil-
ience through job crafting (0.083). Job crafting does not affect sales performance through

organisational resilience (-0.018). This study found that information technology capa-
bilities are essential in improving sales performance through direct and indirect channels,
primarily through job crafting and organizational resilience.

Keywords organizational resilience, digital innovation, adaptive
capability, sales performance, SEM PLS
JEL Classification M31,D23,015,L16

INTRODUCTION

Companies in the Fast Moving Consumer Goods (FMCG) sector face
significant challenges in maximizing the use of information technol-
ogy to support their sales force. Despite investing heavily in informa-
tion technology capabilities, the expected results, especially regarding
sales performance, still need to be improved. The information tech-
nology capabilities the sales force possesses play a significant role in
accelerating business processes; however, if supported by the right
strategy, this capability can be utilized optimally (Zeng & Lu, 2021).
Besides, the adaptation of the sales force to this technology is often
hampered by limited flexibility in their roles, which can be overcome
through job crafting, namely the efforts of marketing personnel to ad-
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just tasks according to their abilities and needs (Luu, 2020). Organizational resilience, the company’s
ability to adapt and recover from changes and challenges, also plays an essential role in ensuring the
sustainability of sales performance amidst rapid market changes (Beuren et al., 2022).

A phenomenon seen in recent years is that many FCMG companies need help implementing infor-
mation technology to improve sales performance effectively. Even though the technology is available,
salespeople often feel burdened by rigid workflows and need more opportunities to adjust tasks to tech-
nological capabilities. Weak organizational resilience to market dynamics causes the performance of
marketing personnel to be unstable, especially when facing sudden changes in the industry. Many sales-
people feel that their work could be more structured and inflexible, so they cannot optimally adapt to
technological changes, which can be improved with more targeted job crafting.

In-depth studies are essential because suboptimal use of technology can hamper companies’ marketing
effectiveness and long-term competitiveness. By analyzing the relationship between information tech-
nology capabilities, job crafting, and organizational resilience, FCMG companies and similar industries
can identify more efficient strategies for utilising technology, creating flexible work environments for

salespeople, and building strong organizational resilience to achieve better performance.

1. LITERATURE REVIEW

In an increasingly digitalized business environ-
ment, a company’s ability to optimally utilise in-
formation technology is crucial to its success, es-
pecially in the competitive Fast Moving Consumer
Goods (FCMG) industry. However, the impact of
technology on performance is often not only di-
rect but is influenced by how the workforce adapts
and manages their work and how the organiza-
tion builds resilience in the face of change and
challenges. Therefore, it is essential to understand
the relationship between these variables through
a comprehensive literature review to identify re-
search gaps and enrich the existing state of the art.

Information Technology Capabilities (ITC) refer
to a company’s information technology capabili-
ties in managing, using, and utilizing technolo-
gy to support and improve business performance
and achieve strategic goals (Alkatheeri et al., 2023;
Slim et al., 2021). Information technology capabili-
ties cover various aspects, including the availability
and readiness of hardware, software, networks and
other technological resources (Yusif et al., 2020;
Chinnapong et al., 2021). In various companies, in-
cluding Fast Moving Consumer Goods (FCMG), in
the context of salespeople, information technology
capabilities help manage customer relationships,
analyse market data, and increase marketing effec-
tiveness (Liu et al., 2021). Information technology
capabilities encourage salesmen to respond more
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quickly and efficiently to market changes by pro-
viding access to real-time data and digital tools
that facilitate customer interaction (Pascucci et al.,
2023). Previous studies have also shown that adopt-
ing good information technology capabilities can
improve organizational productivity and perfor-
mance (Tariq et al., 2022).

In the context of sales performance, information
technology capabilities have great potential to
improve various aspects of sales performance, in-
cluding customer management, sales effectiveness,
and market forecasting ability (Cuevas-Vargas et
al., 2021). The research shows that salespeople sup-
ported by sophisticated IT systems can better re-
spond to customer needs quickly and personally,
ultimately improving sales performance (Igwe et
al., 2020; Saldanha et al., 2020). However, the ef-
fectiveness of information technology capabilities
in driving sales performance also depends on con-
textual factors, such as organizational and indi-
vidual readiness to adopt technology (Buonocore
et al,, 2021), which suggests that there is room for
further study on mediating mechanisms such as
job crafting and organizational resilience.

Information technology capabilities are crucial to
improving salesperson performance in the mod-
ern business world, especially in the FCMG sector
(George & Hovan George, 2023). Information tech-
nology capabilities facilitate salespersons to access
real-time product information (Smith, 2024), in-
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teract with customers more effectively, and man-
age customer data to increase sales and customer
satisfaction (Mehmood, 2021; Alzoubi et al., 2022).
Several studies have shown that using information
technology capabilities can improve sales perfor-
mance by speeding up decision-making and fa-
cilitating access to information needed to interact
with customers (Bag et al., 2021; Gu et al., 2021).
For example, an IT-based Customer Relationship
Management (CRM) system enables the salesper-
sons to understand customer needs and preferenc-
es better and manage customer relationships more
personally and efficiently (Chatterjee et al., 2021).
Technology not only improves productivity but also
the ability of salespeople to build long-term relation-
ships with customers (Bag et al., 2022). Although in-
formation technology capabilities can speed up and
simplify the sales process, the salesperson’s ability to
utilize this technology depends on their skills and
level of technology adoption (Corsaro & Maggioni,
2021). Salespersons who are not trained or have lit-
tle experience in using technology will experience
(Giovannetti & Cardinali, 2021).

With adequate IT skills, a salesperson can not only
access and utilize tools such as CRM systems to
improve sales efficiency but also be better able to
do job crafting (Kang et al., 2023), changing the
way they perform tasks and interact with custom-
ers based on insights gained from technology. This
ability encourages salespeople to adjust their work
according to their interests and skills. Therefore,
the development of job crafting, where salespeople
can adjust their tasks to suit the use of technol-
ogy better, becomes relevant in improving sales-
person performance (Razia et al., 2021). Job craft-
ing is a proactive effort by employees to change
their work’s physical and cognitive limitations
to improve performance and productivity (Hu et
al., 2020; Zhang et al., 2021; Prayogi et al., 2023);
(Nasution et al., 2023). Job crafting encourages
marketers to organize and redesign how they work
to adapt to new technologies and achieve better re-
sults (Buonocore et al., 2021); (Kang et al., 2023).
In the context of a salesman, job crafting plays a
role in helping the salesman adjust tasks according
to existing technology needs (Demir et al., 2024).
For example, a salesman who can adjust tasks with
information technology capabilities will be better
able to use technology to maximize customer in-
teractions, conduct market analysis, and optimize
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sales, research shows the benefits of job crafting
on sales performance (Shin et al., 2020; Luu, 2020).

Furthermore, robust information technology ca-
pabilities affect job crafting and individual per-
formance and contribute to organizational resil-
ience (Xie et al., 2022). Organizational resilience is
defined as an organization’s ability to adapt, sur-
vive, and thrive in the face of unexpected external
changes and challenges (Rodriguez-Sanchez et al.,
2021; Duchek, 2020). Information technology ca-
pabilities encourage companies to strengthen this
resilience by providing data and tools that help
organizations respond to market changes quickly
and effectively. Companies that have salespeople
with good information technology capabilities
can deal with disruptions or changes more effi-
ciently because they have the information need-
ed to make decisions faster and more accurately
(Badrinarayanan et al., 2022). Besides, job craft-
ing also affects the ability of salespeople to adapt
to market changes and the challenges they face
(Maden-Eyiusta & Alten, 2023).

Salespeople who engage in job crafting are bet-
ter able to solve problems with greater creativity,
allowing them to remain productive even under
challenging situations (Zhou et al.,, 2024). Job
crafting significantly impacts sales performance
(Karatepe & Terry, 2023). Moreover, it increases
engagement and creativity in the work (Garg et al.,
2021). Job crafting indicates an individual’s efforts
to change their work’s physical, cognitive, and re-
lational aspects, aimed at increasing job meaning
and satisfaction (Li et al., 2023). This study is sup-
ported by Nehra (2023). Salespeople who engage
in job crafting tend to be more intrinsically mo-
tivated, contributing to increased efficiency and
productivity. Besides, Shang, (2022) noted that job
crafting encourages employees to adapt their work
to their strengths better, thereby creating better
performance outcomes. This skill is essential for
salespeople because it helps them adapt to chang-
ing markets and evolving customer demands,
thereby maintaining competitiveness and optimal
performance.

Previous studies have shown that organisational
resilience significantly affects salesperson perfor-
mance (Dhoopar et al., 2022); especially in the
face of market changes and uncertainties; organ-
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isational resilience refers to a company’s ability
to adapt quickly to changes in the external and
internal environment and maintain stable per-
formance even in challenging conditions (Yuan
et al., 2022). In the context of sales, a resilient or-
ganisation can provide the necessary support for
salespeople to remain productive, such as con-
tinuous training, flexible strategies, and sufficient
resources to overcome market challenges (Jamil
et al., 2022), Salespeople who feel supported in a
resilient organisation tend to have a higher com-
mitment to their work, which directly impacts
improving their performance (Sihag et al., 2022).
Organisations that can manage resilience by pro-
viding emotional and social support to employees
also create an environment conducive to personal
growth and development, which leads to better
sales target achievement (Do et al., 2022).

The mediation of job crafting between informa-
tion technology (IT) capabilities and sales perfor-
mance can be explained as a process in which job
crafting acts as an intermediary (Yang & Qi, 2024)
that influences how information technology ca-
pabilities contribute to sales performance. When
salespeople have good information technology
skills, they will feel more capable and confident in
dealing with complex sales tasks. In this case, job
crafting is a mediator that transforms I'T capabili-
ties into better performance outcomes. Salespeople
can adapt their jobs to the available technology, al-
lowing them to work smarter, not harder (Xu et
al., 2023). Furthermore, job crafting functions as
a mediator because it can change how salespeople
manage their role in the workplace, whether in
terms of changing tasks, relationships with col-
leagues, or even how they interact with customers
(Hernaus et al., 2024). With better IT skills, they
can better redesign their jobs to suit market needs
and customer desires. Therefore, job crafting be-
comes a critical element of the mediation process
between IT capabilities and performance, as it
gives salespeople the freedom to customise their
jobs to maximise performance potential based on
the technology skills they possess.

Besides, organizational resilience is vital in me-
diating the relationship between information
technology capabilities and sales performance
(Channa et al., 2019). In an increasingly dynam-
ic environment, such as the FCMG industry, or-
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ganisational resilience is essential to ensure that
salesmen remain productive amidst market
changes and technological advances (Marcucci
et al, 2022). Organizational resilience encour-
ages companies and salesmen to navigate chal-
lenges, overcome uncertainty, and better utilise
technology to maintain and improve sales perfor-
mance (Pratono, 2022). Several studies by Trieu et
al. (2023), Marcucci et al. (2022), He et al. (2023)
show that more resilient organisations can better
utilise information technology capabilities effec-
tively, which in turn improves salesmen’s ability to
respond to market challenges.

There is a significant gap in existing research,
namely the need for studies integrating infor-
mation technology capability, job crafting, and
organisational resilience and their impact on
sales performance in the Fast Moving Consumer
Goods (FCMG) industry. Most of the available
research focuses more on single or bivariate vari-
able analysis, such as the effect of job crafting on
sales performance (Yang & Qi, 2024), the im-
pact of organizational resilience on adaptation
and performance (Beuren et al., 2022), and the
contribution of information technology capa-
bilities facilitates sales interactions and produc-
tivity (Chege et al., 2020). Meanwhile, the syn-
ergistic relationship between the three variables
in the dynamic and rapidly changing FCMG
sector needs to be explored. Although previous
studies have shown that information technol-
ogy capability and job crafting have a signifi-
cant influence on sales performance (Itani et al.,
2020; Trieu et al,, 2023; Do et al., 2022), there
still needs to be a gap in understanding how
organisational resilience can mediate the rela-
tionship between these three factors. Therefore,
this study aims to fill this gap by exploring the
influence of information technology capability
through the mediation of job crafting and or-
ganisational resilience on sales performance in
the FCMG sector.

2. AIMS AND HYPOTHESES

This study investigates the effect of information
technology capabilities on sales performance, me-
diating job crafting and organizational resilience
in the context of FCMG companies. Then, to un-
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Job crafting

Information technology 1

4

capabilities J

Sales performance

Organisational resilience

Figure 1. Research model Information technology capabilities on sales performance are mediated
by (information technology capabilities on sales performance are mediated by job crafting and
organizational resilience) and organizational resilience

derstand how information technology capabilities
can facilitate salesmen in adapting to job demands,
increasing engagement, and ultimately contribut-
ing to better sales performance. This model shows
that information technology capabilities directly
influence sales performance, job crafting, and or-
ganizational resilience.

Figure 1 illustrates the research model devel-
oped based on a comprehensive literature re-
view. This model connects information tech-
nology capabilities, job crafting, organizational
resilience, and sales performance to the context
of Fast Moving Consumer Goods (FMCG) com-
panies in North Sumatra. Based on the exist-
ing literature highlights how the formation of
the model strengthens individual and organ-
isational resilience in the FCMG environment.
This model is designed to explore the complex
relationship between technology, personal roles,
organizational resilience, and performance in
a competitive business environment. Thus, the
following hypotheses are proposed (Figure 1):

HI: Information technology capabilities signifi-
cantly affect sales performance.

H2: Information technology capabilities signifi-
cantly affect job crafting.

H3: Information technology capabilities signifi-
cantly affect organizational resilience.

H4:  Job crafting significantly affects sales perfor-

mance sales performance.
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H5:  Organizational resilience significantly affects

sales performance.
Hé6: Information technology capabilities signifi-
cantly affect sales performance-mediated job

crafting.
H7:  Information technology capabilities signifi-
cantly affect sales performance-mediated or-
ganizational resilience.
HS8: Information technology capabilities signifi-
cantly affect sales performance mediated or-
ganizational resilience.
H9:  Job crafting significantly affects sales perfor-
mance-mediated organizational resilience.

3. METHODOLOGY

This study uses a structured and systematic quan-
titative approach to classify data so that it can be
generalised. Data are measured, hypotheses are
tested, conclusions are drawn to explain the phe-
nomenon, and correlations or causal relationships
between variables are analyzed. The population of
the study was FMCG industry salesmen in North
Sumatra, who used an accidental sampling tech-
nique. Because the population is unknown, the
Lameshow formula is used to calculate the sample.
Based on the calculation, the number of samples
needed is 385. Data were collected through a ques-
tionnaire with a Likert scale of 1-5 and primary
and secondary data documentation. This study fo-
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cuses on Fast Moving Consumer Goods salesmen
in North Sumatra and uses Structural Equation
Modeling (SEM) with the Partial Least Squares
(PLS) approach through SMART PLS software.

Table 1. Distribution of respondents

Characteristics|  Category . Quantity | Percentage
Male .32 8167
Gender Female 73 18.33
LoTotal .38 0 100
25-30years 1142933
31-35years 155 40.57
36-40years 62 1610
Age 41-45 years 37
46s0years 13337
>50years iAo L0
Total 385 100
""" Highschool 128 . 3324
Education Diploma 89 23.11
background  Bachelor | 168 4665
,,,,,, Total ..
Married 311 .
Statws  Single 74 2932
: Total 385 100

Interpretation of Table 1 shows that most salesmen
in this study are male, with a significant percent-
age of 81.67%, reflecting the dominance of Men in
the population studied. The 31-35 age group dom-
inates at 40.57%, followed by respondents aged
25-30 at 29.33%, indicating that salespeople are
mainly at a productive age and have the potential
to have quite mature work experience. Regarding
education, 46.65% of salesmen have a bachelor’s
degree, indicating a relatively high level of educa-
tion among respondents. Besides, most salesmen
(80.77%) are married, which could reflect greater
responsibilities in personal and professional life.
These data provide insight into the demographic
profile of salespeople who are educated, of produc-
tive age, and have family responsibilities.

The operational definition of sales performance
evaluates individual performance in achiev-
ing sales targets and achieving related busi-
ness goals. The indicators measured (Inyang &
Jaramillo, 2020) include 1) achieving sales in the
last 12 months? 2) achieving orders in the last 12
months? 3) achieving the closing ratio in the last
12 months? 4) achieving total contribution margin
in the last 12 months? 5) Meeting or exceeding the
sales quota given to me. The operational definition
of information technology capabilities is a sales-
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man’s information technology capabilities that
increase effectiveness, efficiency, and sales perfor-
mance. Indicators for measuring IT capabilities
(Al Teneiji et al., 2022) include: 1) IT knowledge;
2) IT operations; 3) IT infrastructure. Operational
definition of individual resilience is the ability of
employees to withstand and recover from pressure,
cope with stress, face change, and remain produc-
tive amidst challenges. Here are some indicators
to measure organizational resilience (Al-Hawari
et al., 2020): 1) able to overcome difficulties in one
way or another at work; 2) able to overcome chal-
lenges alone, 3) ability to handle stress at work, 4)
able to face difficult times at work, 5) able to com-
plete several tasks or responsibilities simultane-
ously. The operational definition of job crafting is
that individuals actively and consciously modify
their tasks, roles, and interpersonal relationships
at work to create a more satisfying, meaningful,
and appropriate work environment for individual
needs and preferences. Indicators to measure job
crafting (Mousa et al., 2023) consist of increasing
structural job resources, decreasing hindering job
demands, increasing social job resources, and in-
creasing challenging job demands.

4. RESULTS

After the research data were collected, the first
step was to measure the model through an out-
er model evaluation to ensure that each indica-
tor met the requirements of the SEM PLS method.
The analysis showed that although most indicators
had outer loading values above 0.7 and were sig-
nificant, invalid indicators that did not meet the
validity standards were eliminated from the re-
search model because they had outer loading val-
ues below 0.7. Then, a re-evaluation of the model
was carried out. The results of the analysis after
elimination showed that all remaining indicators
had outer loading values above 0.7, so they were
declared valid and significant in measuring their
respective latent variables. Thus, all indicators in
the final model met the required validity criteria,
and the measurement model was considered reli-
able for further analysis.

Based onthe measurementresults, all research con-

structs showed strong reliability with Cronbach’s
alpha and composite reliability values above 0.7,
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Table 2. Measurement of research variables

Construct ‘ Cronbach’s alpha :Composite reliability : Average Variance Extracted (AVE) ;| R?
_Information Technology Capabilities 0,869 : ..... 0506 :
Job Crafting 0,845 0,526
Organizational Resiience 0,891 oS
Sales Performance 0,912 0,619

indicating good internal consistency and reliabil-
ity. Convergent validity is also adequate, with an
AVE value of more than 0.5, indicating that the
indicators used significantly reflect the measured
constructs. Besides, the R* value shows that the in-
dependent variables have a reasonably strong abil-
ity to explain variance in the dependent variable.
Overall, this model has a reliable and valid mea-
surement quality.

After ensuring that the constructs in this study
have good reliability and validity through the
Cronbach’s alpha, composite reliability, AVE,
and R’ tests, the next step is to conduct a hy-
pothesis test to test the relationship between
variables. This hypothesis test evaluates whether
the data significantly supports the hypothesized
relationship between the independent and de-
pendent variables.

[ 5153 || siss | [sir2 |[sira | [co1|[cip2]|cip3
kK A L.

0.000 0.000

0.000 0.000 0.000_0.00070.000

0,628
SIR

TK2 0.000

0.000

0.044

ITK1 LS

0.000 0.639 0.000

0.000~\ |10 0,000

@

0.000
Information

Technology

0.095

Job Crafting

0.000
0.000

0,498

T2 0.000 Capabilities

0.000.
0.000

@

=HENENE SIHE 5
EEIE- HH-I
» w Ju— IS w

Sales
Performances

m3 0.000 o 0.003 0.000°Y SP7
0.000 Organizational
resilience SP8
0.000 0,488
TM2 0.000n/ 0,836
0.0007\_ITM 0.000 0.000 0.000 0.000
0.000
0,019 0,866 0,929 0,875
COM SE SBMS CBF
0.000” 0.000 "0.000 0.000 0.000 0.000 0.00070.000 0.000~0.000 0.000 0.000

COM3 || COM4 || COMS5 SE4 SES SBMS1 [| SBMS2 [[ SBMS3 || SBMS4 FBF2 CBF1

Note: Information Technology Knowledge (ITK); Information Technology Operations (ITO); Information Infrastructure (ITl);
Information Technology Management (ITM); Competency (Com); Self Efficacy (SE); Communication behavior to make sense
(SBMS); Communication Behavior for Feelings (CBF); structural job resources (SJS); Social Job Resources (SJR); Challenging

Job Demands (CJD); Sales Performance (SP)

Figure 2. Model path summary of path coefficient second-order

_
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Partial Least Squares Structural Equation
Modeling (PLS SEM) was chosen in this study be-
cause of several advantages that are by the charac-
teristics of this study, including PLS SEM is very
suitable for predictive and exploratory research,
PLS SEM helps explore the models that are not
yet fully established or developed. PLS SEM can
reasonably estimate structural and measurement
models simultaneously, handle the models with
mediation relations that are very good at estimat-
ing and testing mediation models and indirect ef-
fects, and prioritize prediction over model fit.

Overall, the second-order path coefficient model
provides a visual representation of the relation-
ships tested between latent variables, the strength
of the relationships, and how well the model ex-
plains variation in the dependent variable. This
model helps illustrate how factors such as in-
formation technology capabilities, job crafting,
and organizational resilience contribute to sales
performance.

Table 3 shows that information technology capa-
bilities have a significant role in influencing vari-
ous other variables related to sales performance di-
rectly or indirectly. This result is supported by the
findings in the first, second, and third hypotheses,
which show a positive and significant influence
of information technology capabilities on sales
performance, job crafting, and organizational re-
silience. With a path coefficient value of 0.317 for

Innovative Marketing, Volume 21, Issue 1, 2025

the relationship between information technology
capabilities and sales performance (HI) and 0.761
for its influence on job crafting (H2), it is clear that
better technological capabilities allow companies
to increase efficiency, support Salesman creativity
in adjusting work, and encourage organizational
resilience. The strong influence of information
technology capabilities on job crafting (t-statistics
62.368) shows that employees with adequate tech-
nological support can better manage their tasks
and roles more effectively, positively impacting
sales performance (H4). Besides, although organi-
zational resilience is also significantly influenced
by information technology capabilities (H3), its
influence on sales performance shows a nega-
tive relationship. This is indicated by the negative
path coefficient (-0.161) in H5, which indicates
that when organizations focus too much on orga-
nizational resilience, it can reduce focus on sales.
This is indicated by the negative path coefficient
(-0.161) in H5, which indicates that when organi-
zations focus too much on resilience, it can reduce
attention to sales because the resources allocated
to organizational resilience do not contribute di-
rectly to increasing sales.

In the indirect effect, information technology ca-
pabilities also significantly influenced sales per-
formance through job crafting (H6) with a path
coefficient value of 0.406. This confirms that job
crafting has a crucial mediating role in transform-
ing information technology capabilities into in-

Table 3. Summary of path coefficient direct and indirect effect

Original Sample - Standard : {
Hypothesis cam gle (0) mean’:;M) ; deviation :t-statistics;p-values: Summary
; samp 5 . (STDEV) ' %
Direct effect
H1: Information technology capabilities = sales 0,317 0,315 0,052 6,099 0,000  Supported
PErfOIMANCE e
H2: Information technology capabilities — job crafting | 0,761 0762 : 0012 62,368 0,000 : Supported
H3:' I{nforma‘uon technology capabilities - organizational 0,611 0,604 0,098 6,226 0,000 Supported
resilience H
H4:Job crafting - sales performance & | 0533 : 0535 : 0037 14,227 0,000 SPPP‘QF??‘! )
H5: Organizational resilience - sales performance : -0,161 i -0,159 0,058 2,786 0,003 : Supported
Indirect effect
H6: Information technology capabilities = job crafting - 0,406 0,407 0,029 14,218 0,000 : Supported
salesperformance e , B B
H7:. I‘nformatlon technology capabilities - organizational -0,098 H -0,097 0,040 2475 0,007 Supported
resilience - sales performance & i R o
H8: Informauon te_c_hnology capabilities > job crafting > 0,083 0,087 0,063 1319 0,094 Not
organizational resilience & i H §y.p.p‘9rt.gq )
H9: Job crafting - organizational resilience - sales -0,018 0,018 0,015 1,184 0,118 Not
performance Supported
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creased sales performance. Salespeople who can
adapt and adjust their roles with technology sup-
port tend to be more productive and can better
achieve sales targets. Conversely, in H6, informa-
tion technology capabilities also negatively influ-
enced sales performance through organizational
resilience (path coefficient -0.098), indicating that
organizations that focus too much on resilience
will sacrifice other aspects, such as innovation in
sales or efficiency. Besides, the mediation effect
between job crafting and organizational resilience
on sales performance (H8) was insignificant, in-
dicating that although job crafting can improve
organizational resilience, its impact is not directly
translated into sales performance. Overall, these
results emphasize the importance of technology
in driving performance through direct channels
and job crafting but also warn that excessive focus
on organizational resilience can hurt sales results.

5. DISCUSSION

The study results show that information tech-
nology capabilities positively and significantly
affect sales performance. This finding confirms
that investment in information technology is a
critical factor in increasing the efficiency and ef-
fectiveness of the sales process. Companies can
use an integrated digital platform to ensure that
all teams work with the same information, in-
creasing collaboration and responsiveness to
customer needs (He et al., 2023). Besides, infor-
mation technology capabilities accelerate the
sales process through automation tools, such
as email marketing and chatbots, which help
reduce follow-up time (Stone, 2021). Cuevas-
Vargas et al. (2021), Valdez-Juarez and Castillo-
Vergara (2021), and Heredia et al. (2022) explain
that Information Technology Capabilities sig-
nificantly improve sales performance because
they can help Salesmen access information in
real-time and speed up the sales process. With
strong IT capabilities, salesmen can respond
to consumer needs quickly and analyze needs
more precisely.

Information technology capabilities significant-
ly affect job crafting and organizational resil-
ience because the technology supports the work
flexibility and adaptation needed to address dy-
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namic challenges. In job crafting, information
technology enables employees to adjust work
tasks and interactions more effectively through
communication, collaboration, and data man-
agement tools that facilitate task management
according to individual preferences (Sharma
& Nambudiri, 2020). Besides, technological ca-
pabilities enhance organizational resilience by
accelerating responses to external changes, im-
proving operational efficiency, and supporting
data-driven decision-making, all of which are
essential to dealing with crises and uncertainty
(Marcucci et al., 2022). Along with that, tech-
nology enables organizations to innovate and
adopt more resilient strategies in facing market
challenges.

Organizational resilience has a significant nega-
tive effect on sales performance. This negative
effect indicates that organizational resilience
does not always contribute directly to increas-
ing sales performance; it can even decrease it in
specific contexts. One reason that can explain
the results of this study is that efforts to improve
organizational resilience often focus on risk
management, stability, and strengthening in-
ternal structures, which can sacrifice the short-
term flexibility and innovation needed in sales
to maintain organizational resilience. Focusing
too much on resilience can make organiza-
tions respond faster to new market opportuni-
ties or rapid changes in customer preferences,
which are very important in sales performance
(Rapaccini et al., 2020). The implication is that,
although organizational resilience is essential
for the long term, organizations need to bal-
ance efforts to maintain stability and flexibility
to continue to drive sales effectively. Focusing
on short-term sales strategies for resilience can
lead to declining sales performance.

Job crafting has a significant positive effect on
sales performance. This means that their per-
formance is greatly improved when salespeople
actively adjust and shape their work roles and
tasks according to their personal preferences
and strengths. Job crafting encourages sales-
people to be more engaged, proactive, and mo-
tivated in their work, which ultimately can im-
prove productivity and sales results (Santos et
al., 2023). With salespeople having more auton-
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omy to adjust their work, they are more likely
to find new ways to serve customers better, in-
crease innovation in the sales process, and cre-
ate stronger customer relationships, all of which
positively affect sales performance (Luu, 2020).

On the other hand, organizational resilience
significantly negatively affects sales perfor-
mance. This negative effect can be interpreted as
the fact that although organizational resilience
is essential in the long term, excessive focus on
resilience can sacrifice the dynamism and flex-
ibility needed to drive sales (Garrido-Moreno et
al., 2024). In some cases, companies that focus
less on risk mitigation, stability, and long-term
sustainability may be less able to respond quick-
ly to market changes and customer needs, ulti-
mately hurting sales. These two findings imply
that companies need to balance employee flex-
ibility through job crafting, which can directly
support sales results, and efforts to maintain or-
ganizational resilience that can reduce competi-
tiveness in dynamic market situations.

Further results show that job crafting signifi-
cantly mediates between information technology
capabilities and sales performance. Information
technology capabilities encourage salesmen to
more easily adjust their tasks to personal pref-
erences, thereby increasing efficiency and per-
formance. Moon et al. (2020) and Meijerink et
al. (2020) found that job crafting can encourage
salesmen to be more engaged and motivated in
their work, ultimately improving sales perfor-
mance. Technology that supports the ability to
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craft this job strengthens productivity and in-
novation in sales.

The study results show that job crafting sig-
nificantly mediates the relationship between
information technology capabilities and sales
performance. That is, information technology
capabilities contribute to improving job craft-
ing and job crafting, in turn, improves sales
performance. This mediation means that infor-
mation technology capabilities directly affect
sales performance and improve the salesman’s
job crafting. When salespeople can better adjust
their work roles thanks to information technol-
ogy, their engagement, motivation, and innova-
tion increase, ultimately positively impacting
sales and always supporting salesperson im-
provement. Excessive organizational resilience
can make companies focus too much on stabil-
ity, risk mitigation, and protection from exter-
nal threats, limiting flexibility in innovating
or responding quickly to market changes. In a
competitive business context, overemphasizing
resilience can sacrifice sales efficiency and in-
novation needed to succeed in the market. This
finding is consistent with studies showing that
organizational resilience, although necessary
for business continuity, must be balanced with
the ability to remain agile and innovative in fac-
ing market challenges (Senbeto & Hon, 2020; Do
et al., 2022). Thus, companies need to be careful
in focusing resources on technologies that sup-
port organizational resilience so as not to sac-
rifice more proactive and innovative aspects in
improving sales performance.

CONCLUSION

The study aims to analyze the effect of information technology capabilities on sales performance by mediat-
ing job crafting and organizational resilience. The study results indicate that information technology capabil-
ities significantly affect sales performance, job crafting, and organizational resilience. Information technol-
ogy capabilities also directly affect job crafting and organizational resilience, affecting sales performance. An
indirect effect was found in the relationship between information technology capabilities and sales perfor-
mance mediated by job crafting and organizational resilience. These findings emphasize the importance of
companies utilizing information technology capabilities to support job crafting and create an environment
that allows for flexibility in the role of sales personnel. In addition, companies need to build organizational
resilience to face market dynamics without reducing sales performance. Limitations of the study include the
limited sample size in the FMCG sector and the cross-sectional approach that cannot definitively conclude
a causal relationship. Further research with a larger sample and a longitudinal approach is recommended to
broaden insights into the influence of these variables in a broader context.
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