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About The Sales Management Association

A global, cross-industry professional association for 
sales operations and sales management.

Focused in providing research, case studies, training, 
peer networking, and professional development to 
our membership. 

Fostering a community of thought-leaders, service 
providers, academics, and practitioners.

www.salesmanagement.org

www.salesmanagementconference.com
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Please Contribute

https://salesmanagement.org/open-research-initiatives/

https://salesmanagement.org/open-research-initiatives/
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About the Research
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About the Research
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Sales forces are busy digitizing their 
assets, processes, and business practices. 
This research examines

• the impact of these efforts on 
buyer/seller interactions,

• management’s challenges and 
improvement priorities in digitization 
efforts, and

• the business impact of digitization
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Respondents
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Digitization’s Importance
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Importance of Future Digitization Efforts
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Effectiveness of Prior Digitization Efforts
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Sales Force Characteristics 
and Their Impact on 
Digitization Success
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Supporting Sales Interactions, Firm Characteristics
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Impact of Sales Force Characteristics on Effectiveness 
in Digitizing Sales
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Impact of Sales Force Characteristics on Effectiveness 
in Digitizing Sales
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Digitization Objectives 
and Outcomes
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Importance of Digitization Objectives
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Impact of Digitization
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Impact of Digitization
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Selected Tactical 
Priorities
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Importance of Digitalization Outcomes
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Importance of Digitalization Outcomes Compared 
with Firms’ Effectiveness 
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Importance of 
Digitalization 
Outcomes 
Compared with 
Firms’ Effectiveness 
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Business Outcomes
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Digitization’s Business Impact
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Performance Improvement Correlated with Customer 
Responsiveness

25



© Copyright 2020 The Sales Management Association. All rights reserved.

Speed Kills (Competitors)
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Faster, Pussycat
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Transaction Speed Responsiveness Correlated with 
Sales and Profit Objective Achievement
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Transaction Speed Responsiveness Correlated with 
Sales and Profit Objective Achievement
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Summary Observations
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Summary Observations
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• Effective digitization efforts correlate with substantial 
performance advantages: 18% higher rates of sales objective 
achievement, 26% higher rates of profit objective 
achievement.

• Similarly, improving customer responsiveness profoundly 
impacts both sales and profit productivity. Firms enjoy 
performance advantages for meeting customer expectations, 
and significant additional advantages for exceeding them.
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Summary Observations
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• Incorporating customer input is a requirement for improving 
buyer/seller interactions as part of a digitization effort

• Assigning accountability (person, function) also improves 
success rates, especially if combined with above.

• Digitization efforts of past three years have focused on 
improving responsiveness, quality, and sales productivity 
rather than cost advantages or competitive reaction.
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Summary Observations
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• Effective digitization initiatives are profoundly impacting 
customer responsiveness and sales productivity. Evidence 
suggests that most firms can not reach acceptable levels of 
customer responsiveness without digitization.

• Firms’ effectiveness in digitizing customer documents and 
document related workflows lags well behind the 
acknowledged importance of these capabilities. 
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Summary Observations
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• The most critical improvement priorities: automating pricing 
and proposals, tracking online document activity, and 
automating document workflows.
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Your Questions
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Did we run out of time before we got 
to your question? 

Presenters can follow-up with you via 
email. Feel free to submit more questions 

if you’d like an offline response.
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Thank You

Thank You


