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We're recording the session and will send it to you, along with the slides and
other assets.

There will be time for questions at the end and we'll get to as many as we can
Make sure you use the Q&A box, not the chat box, as that isn't being
monitored

If you do have any follow-up questions after the session, book time in with your
Inbound Growth Specialist and they'll be happy to answer them



We wanted to understand how organisations are thinking about customer

experience in the sales process, how (and if) it's prioritised, the impact of
COVID on sales and and the challenges sales team are facing.

We conducted two surveys in September 2020:

@‘r Sales Leader Survey. We heard from over 550 sales
5 professionals, from individual contributors to the C-Level

Consumer Survey. We asked over 1,000 consumers to reflect
on the sales process for a recent purchase of $300+ in value
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Prioritising Customer
Experience



Prioritising Customer Experience

Describes your organisation’s view on the importance of sales in the
customer experience?

W The organisation believes sales has an instrumental impact on the
customer experience and it's a core business focus

B The organisation realises the value of the sales professional in
creating a great customer experience and it's on the road map

43 % say their

organisation believes sales
has an instrumental impact
on customer experience and
it's a core focus.

m The organisation realises the importance of sales in the customer
experience but not acting on it

\

m The organisation views sales as a revenue generation department
and does not believe sales have an impact on the customer
experience

m The organisation doesn't have an opinion on the role of sales in the
customer experience

®m None of these %




Prioritising Customer Experience N

How important do you believe the sales process is in delivering a
great customer experience?

W Very important

9 8% personally believe

that the sales process is fairly
—_—
important, if not very

® Fairly important

H Not very important

® Not at all important important, in delivering a

great customer experience
W Don't know

B




Prioritising Customer Experience O

How does your organisation prioritise the following elements of the
sales process?

Asking teams to enter, clean up, or review their sales data 7%

Using and optimizing sales software 7%

Managing and coaching team members 10%

Reporting on sales performance 11%

14%

Administrative work (e.g. responding to/ sending emails, travel expenses etc.)

Measuring and improving the customer experience 15%

37%

Generating revenue for the business

5% 10% 15% 20% 25% 30% 35% 40%
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Prioritising Customer Experience

How does your organisation prioritise the following elements of the
sales process? Top Three Priorities

Asking teams to enter, clean up, or review their sales data

27%

Using and optimizing sales software

34%

40%

Managing and coaching team members

Administrative work (e.g. responding to/ sending emails, travel expenses etc.)

>
w
R

Reporting on sales performance 44%

Measuring and improving the customer experience

48%

Generating revenue for the business 65%

0% 10% 20% 30% 40% 50% 60% %







Customer Experience
In Action



Rating the customer experience

How would you rate the experience your sales organisation currently
provides to customers?

m Very good

B Good

94% rate their current

experience to customers as
good or very good!

B Neither good nor
bad

W Bad

m Very bad




Rating the customer experience

Thinking about a recent purchase over $300, how would you rate the
sales experience?

B Excellent

» Good

24% rated their most

m Average recent sales experience

Don’t know/can’t excellent

m remember

Terrible




Reasons for delivering a negative

experience

Don'tknow

Other

The experience is too personalised to the customer

The sales cycle is too short

The buying process is too difficult for the customer

It's not a business priority

Customers receive a poor/ no post-sales experience

The sales cycle is longer than it needs to be

There is not enough value delivered during the process

The experience is not personalised enough to the customer

There is a lack of understanding for customer needs




Reasons for delivering a positive e

Don'tknow | 0%
Other | 0%

The sales cyciess at an opt:mallength | A A A ::::
s business priorty | ¢!
The buying process is seamless and easy for the customer [
A high valueis delivered during the process [N
Customers receive a sufficiently personalised experience | NG S0
Customers receive a good/ great post-sales experience — 54%
The Sales team/ department have a deep understanding of the customers' needs — 55%
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Reasons for receiving a negative
experience

29%
24%
22%
13%
I 11% 11% 11%

Skill of the sales The process took |had tospeakto The experienceor There weretoc  There weretoo There was no
representative too long (e.g. slow multiple different recommendations many touch points few touch points option to speak to

(e.g. didn't seem response from the peopleinthe weren'ttailoredto throughoutthe throughoutthe asales
very brand, didn't get process me process (ie. | felt process (ie. | representative

knowledgeable, the information | bombarded) didn't feel looked

wasn't helpful) requested in a after)

timely way)

11%

Other

18%

Don'tknow/ can't
recall



70%

50%

30%

20%

10%

0%

Reasons for receiving a positive

experience

‘ 58%

The process took the
right amount of time

(Le. good response time very knowledgeable and sufficiently looked after)

from the brand, time to
getanswers or
information | requested)

47%
I :

Skill of the sales The rightamount of
representative (i.e. was touch points (i.e. | felt

helpful, provided info |
couldn't find elsewhere)

32%

| had one point of
contact throughout the
process

20%

The experience or
recommendations felt
tailored to me

2%

Other

7%

Don'tknow/ can't recall

B
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COVID's Impact on the
Role of Sales & the
Customer Experience



The Impact of COVID

In your opinion, what impact has COVID-19 had on the role of sales?

M COVID-19 has made the role
of sales more important

5 7 % recognise that

COVID has made the role of
sales more important

m COVID-19 has made the role
of sales less important

B COVID-19 has not impacted
the role of sales

m Don't know

B



The Impact of COVID

In your opinion, what impact has COVID-19 had on the customer
experience?

W COVID-19 has made the customer experience
less important

3 4% believe that

COVID has not impacted the
customer experience

B COVID-19 has made the customer experience
more important

B COVID-19 has not impacted this

H Don't know

B



Why COVID has made customer
experience more important

Don‘tknow

Other

Less physical stores are open, so digital/ telephone sales need to be better

Brands and companies need to focus on this to help them stay afloat during/ after the
pandemic

Shift to more online shopping/ reluctance to shop at physical stores has opened
consumers up to more options than they had before so brands need to differentiate
with a better sales experience

Brands and companies need to find new ways to engage their customers as a result of
the pandemic

-

3%

lrx.

39%

52%

57%

58%
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20%

15%

10%
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Challenges Facing Sales Teams

31% 30%
27% 27%
25%
22%
I I i 18%

14%
1%
We're We're having Our systemsare We're having Wedonot have We're having Wekeep losing Weare notwell Other Not applicable -
we are not

experiencing  trouble hiring ‘cunky'and  trouble building athorough trouble reporting dealstoour aligned with our
long sales cycles and developing negatively a consistently enough lead onthesuccess of competitors marketing team

greatsales impacting the healthy pipeline follow up our sales process
professionals  productivity of process and forecasting
sales

representatives

currently facing
any challenges

B
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Up Next: Introducing an Enterprise
Grade CRM

Thursday 8th October, 12:00 PM (AEDT)
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Reena Chadha Reena Chadha Missy Anderson
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Thank you



