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Q6. What are your company's total annual revenues?

Large Enterprises
>$250m
20.0%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q7. How many sales people does your sales
organization have?

251- 500 reps
3.0%

51- 250 reps
12.0%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q24. What percentage of your sales reps achieved their full year quota for 20102

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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25. What percentage of your sales organization's revenue
P geoty 8
goal did achieve for the full year 2010?

90%

70%

60%

50%
2010 Attainment 2009 Overall Attainment

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q10. What are the top THREE objectives you have for your sales
organization for the next twelve months?

Increase Revenues 64.0%
Capture New Accounts 61.0%
Increase Sales Effectiveness 38.0%
Optimize Lead Generation 30.0%
Improve Customer Loyalty/Satisfaction 22.0%
Improve Up-selling/Cross-selling 16.0%
Increase Reorder/Renewal Rates 16.0%

Reduce Sell Cycle Time 14.0%

Improve Team Selling

Improve Margins/Reduce Discounting

Reduce Administrative Burden on Sales Force

Reduce Cost of Sales

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q8. Which of the following statements best describes how the
majority of your customers and prospects view your company?

Solutions
Consultant
28.0%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors

© 2010-2011 CSO Insights




2011 Sales Performance Optimization Sample Industry

What country are you personally located in?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q27. How will the size of your sales organization change over the next 12 months?

Decrease
3.0%

Increase 1% - 10%
36.0%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q26. What are your current annual sales rep turnover rates (total does not
equal 100%, actual numbers)?

7
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5%
0%
% Voluntary Turnover (rep leaves) % Involuntary Turnover (rep is let go)
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Q29. Which of the following best describes the profile of the MAJORITY of new sales
people you hire?

Recent Graduates
Non-selling 8.0%
Professionals
10.0% __

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q22. In US dollars ($) what is the annual quota for your sales
representatives?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q30. As part of your new sales rep hiring process do you
conduct any formal sales aptitude/competencies assessment
testing?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q31. What type of aptitude/competencies assessment tool do
you use?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q32. What impact is your aptitude/competency testing
having on your ability to hire sales reps who succeed at
selling your products/services?

No Impact
21.6%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q33. Would yourecommend your Aptitude/Competency
approach to others?

Never
2.7%

Somewhat Likely

21.67%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q20. What is your total targeted compensation for a fully
productive sales rep?

>$200,000
6.8%

$150,001to
$200,000
1.4%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q28. On average how long does it take for a new sales rep to be fully productive (achieve the same
sales volume as other experienced sales reps)?

Do Not Know
3.0%

<3 Months

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q21. What is your total targeted compensation for a first line
sales manager?

$100,001t0
$150,000
29.5%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q9. What percentage of your revenues come from existing versus new customers?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q5. Which of the following best describes how you are viewed
in your marketplace?

One of Many
Players
27%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q23. In US Dollars, what is the average size of a deal?

>$500,000
4%

0,000
13%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors

© 2010-2011 CSO Insights



2011 Sales Performance Optimization Sample Industry

Q35.How long is atypical sales cycleto closea dealwith each of the
following types of customers? (time from initial contactto close)

mNew ®mExisting

50%

45%

40%

35%

30%

25%

20%

15%

10%

5%

0% 9
0%
<1 Month 1 -3 Months 4 - 6 Months 7 - 9 Months 10 - 12 Months >1 Year Do Not Know

No portion of these materials may be reproduced or distributed in
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Q34.0n average,how many sales calls does it take to close a deal
with each of the following types of customers?

ENew w®@EXxisting

50%

45%

40%

35%

30%

25%

20%

15%

10%

5%
0% 9

0%
1-2Calls 3-5Calls 6 -9 Calls 10 - 15 Calls >15 Calls Do Not Know

No portion of these materials may be reproduced or distributed in
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Q4o0. On average, how much of your sales people's time is spent on the following? (Total
must equal 100 percent)

% Meetings/
Administrative Tasks
17.9%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q36. What percentage of your total leads come from the following? (Total must equal
100)

% Other (Partners,
Press, Referrals, etc.)
25.1%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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15%

10%

5%

0%

© 2010-2011 CSO Insights

Q41. What percentage of qualified leads result in an initial customer
discussion?

<25% 25-50% 51-75% >75% Do Not Know

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q42. What percentage of initial customer discussions progress to a
presentation?

40%

35%

30%

25Y%

20%

NN N N N

15%

10%

5%

51-75% >75% Do Not Know
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Q43. What percentage of the presentations your sales people makeresultina
sale?

35%

30%

25%

20%

15%

NN N NN N

10%

<10% 10 - 25% 26 - 50% >50% Do Not Know

No portion of these materials may be reproduced or distributed in
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Q44. What percentage of the proposals your sales people generate
resultin asale?

30%

25%

20%

15%

10%

0%
<25% 25-50% 51-75% > 75% Do Not Know
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Q45. What percentage of your deals close as originally forecasted? (What,
how much, when, etc.)

25%

20%

15%

12.0%

10%

0%

<25% 25-50% 51-75% 75%+ Do Not Know
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Q46. What percentage of your forecasted opportunities results in the following?
(Total must equal 100)

% No Decisions
23.2%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q37. Do youuse any commercial business intelligence service
providers?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q39. Would you recommend your Primary Business
Intelligence vendor to others?

Unlikely,
No
6.3%

Somewhat Likely
38.1%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Prioritize Which Accounts to Focus Selling Efforts

50% /

40%

30%

20%

0%
Needs Improvement = Meets Expectations Exceeds Expectations  Don't Know or N/A

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Develop Sales Strategy Plans for Key Prospects

60% /

30%

20%

0%

Needs Improvement  Meets Expectations Exceeds Expectations  Don't Know or N/A

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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30%

20%

10%

0%
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Thoroughly Research Prospects Prior to Call

7
e

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Generate New Leads

70% /

607%

50%

40%

30%

20%

10%

Needs Improvement = Meets Expectations  Exceeds Expectations  Don't Know or N/A
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Properly Qualify and Prioritize Opportunities

50%

407%

20%

10%

0%

Needs Improvement Meets Expectations  Exceeds Expectations Don't Know or N/A
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Effectively Incubate Leads With Interest, No Time

50% /

35%

30%

25%

20%

Needs Improvement = Meets Expectations  Exceeds Expectations  Don't Know or N/A

No portion of these materials may be reproduced or distributed in
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50%

407%

30%

20%

0%
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Clearly Understand Customer's Buying Process

e
e

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Effectively Present Features and Benefits

50% -

45%

40%
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Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Differentiate from the Competition

50%

40%

20%

10%

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Align Solution with Customer's Needs

50%

20%

10%

0%

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Generate Accurate Bid/Configuration/Proposal

60%

507%

407%

10%

0%
Needs Improvement Meets Expectations  Exceeds Expectations Don't Know or N/A

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Effectively Cross-sell/Up-sell

50%

40%

30%

10%

Needs Improvement Meets Expectations  Exceeds Expectations Don't Know or N/A

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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50%

30%

20%

10%

0%
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Sell Value/Avoid Discounting

7
v

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Close Deals in Time Frame Originally Forecast

60%

50%

40%

20%

10%

0%

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Effectively Introduce New Products

20%

10%

0%

Needs Improvement = Meets Expectations  Exceeds Expectations  Don't Know or N/A

- No portion of these materials may be reproduced or distributed in
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Farm Additional Revenues from Existing Customers

e

50%

30%

20%

10%

0%

Needs Improvement = Meets Expectations  Exceeds Expectations  Don't Know or N/A
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50%

30%

20%

10%
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Effectively Communicate with Customers

/
v

Needs Improvement Meets Expectations  Exceeds Expectations Don't Know or N/A
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Renew Business with Existing Customers

607%

50%

TN\

30%

20%

0%

Needs Improvement = Meets Expectations  Exceeds Expectations  Don't Know or N/A
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50%

40%

20%

0%
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Create Customer Loyalty

7
L

Needs Improvement Meets Expectations  Exceeds Expectations  Don't Know or N/A

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors



2011 Sales Performance Optimization Sample Industry

70%

607%

30%

20%

0%
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Create/Maintain Customer Case Studies/References

7
L

Needs Improvement = Meets Expectations  Exceeds Expectations  Don't Know or N/A
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Methods for Capturing Voice of the Customer
Customer Surveys 53.0%

Top Executives Calling on Customers 50.0%

Management Complaint Review 44.0%
Call Monitoring 25.0%

User Groups 18.0%

Customer Advisory Board 10.0%

Net Promoter Score 8.0%

III

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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50%

40%

30%

20%

10%
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Consistently Hire Reps Who Succeed at Selling

v
e

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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50%

40%

30%

10%

0%
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Sales Manager Access to Timely/Accurate Metrics

e
v

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Accurately Forecast Business

50%

%

45%

40%

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Regularly Conduct Win/Loss Reviews

e

50%

457%

40%

35%

30%

25Y%

20%

15%

10%

0%

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Continually Adapt Sales Process to Market Changes

60%

30%

20%

10%

0%

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A

No portion of these materials may be reproduced or distributed in
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50%
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30%

20%

10%

0%
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Proactively Identify Which Sales Reps Need Coaching

e
e

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A
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Effectively Share Best Practices Across the Sales Force

60%

30%

20%

10%

Needs Improvement Meets Expectations Exceeds Expectations Don't Know or N/A

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Qs56. Approximately how much do you spend on training per sales person per year?
(Including product, sales, marketplace, etc., but excluding travel)

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Amount of Sales Skills Training

50%
40%
30%
20%
10% 11.0%
0% I I I I I
Needs Meets Expectations Exceeds Do Not Know or
Improvement Expectations N/A
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any form without the prior written permission of the authors
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Amount of Product Training

70%

607%

50%

40%

30%

20%

10%

0%

Needs Meets Exceeds Do Not Know or
Improvement Expectations Expectations N/A
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Amount of Customer Marketplace Training

60% /

50%

407%

30%

20%

o% 1 1 1 1 1
Needs Meets Expectations Exceeds Do Not Know or N/A
Improvement Expectations
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50%
45%
40%
35%
30%
25%
20%
15%

10%

© 2010-2011 CSO Insights

Amount of Training on Justifying the Purchase

Needs Improvement Meets Expectations Exceeds Do Not Know or N/A
Expectations

No portion of these materials may be reproduced or distributed in
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Amount of Sales Management Training

50% /

40%
30%
20%
10%
0% I I I I I
Needs Improvement Meets Expectations Exceeds Do Not Know or N/A
Expectations
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Amount of CRM System Usage Training

50% -

/
ng

30% -

20%

10%

O% 1 T T f T
Needs Improvement Meets Expectations Exceeds Do Not Know or N/A
Expectations
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Qs58. Which description best defines the way your sales force operates?

14.

Level 3 - Formal Process
17.6%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors

© 2010-2011 CSO Insights




2011 Sales Performance Optimization Sample Industry

Q59. What impact does your sales methodology have on your sales performance?

No Impact
4%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q61. What sales methodology do you use?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q60. What percentage of your sales force consistently uses the sales methodology they have
been trained on?

Do Not Know
>90% of Reps 5.5%
17.87

51- 75% of Reps
37.0%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q62. Would you recommend your sales methodology vendor to others?

Unlikely or No
0.0%

Somewhat Likely
43.5%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q63. Have you implemented a CRM system (internally developed or commercial
package)?

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q68. What type of CRM system did you implement?

Combination
Commercial and
Internal Programs
1%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q64. What is the user adoption rate for your CRM system? (Defined as the % of sales reps
who use the application as part of their daily work flow)

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q65. Do you provide your sales people with access to customer/sales data via mobile
devices? (Smartphones, PDAs, etc.)

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q67. What measurableimprovements in performanceareyou seeing
as aresultofimplementing your CRM system? (Please only selectup

to THREE)
Improved Sales Rep/Manager Communications | 48.6%
Reduced Administrative Burden on Sales | 43.1%
Improved Forecast Accuracy | 40.3%
Reduced New Sales Rep Ramp-up Time | 27.8%
Improved Best Practices Sharing | 23.6%
Increased Revenues | 23.6%
Improved Win Rates | 18.1%
Improved Support of Channels | 18.1%
Shortened Sell Cycles | 16.7%
Improved Order Processing Accuracy | 15.3%

Increased Margins | A%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q70. How would you rate your level of satisfaction with your primary CRM vendor?

Neutral
15.3%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Q71. Would you buy from again/recommend your primary CRM vendor?

Somewhat Likely
23.7%

No portion of these materials may be reproduced or distributed in
any form without the prior written permission of the authors
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Sales Force Collaboration

70%

607%

50%

40%

30%

20%

10%

-

Currently Using Planned for 2011

0%
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Lead Generation Management

16%

14%

127%

10%

8%

Currently Using Planned for 2011
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Sales Knowledge Management/Playbooks
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Sales Analytics/Forecasting
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Q76. Selectwhich of the following ways you regularly leveragethe Internetto
supportyour sales and marketing efforts, if any.

Conduct account research | 76.0%
Conduct webinars | 55.0%
Conduct web-based meetings with clients | 49.0%
Conduct internal sales meetings | 45.0%
Conduct on-line demo | 45.0%
Process seminar/webinar registration | 35.0%
Conduct customer training | 32.0%
Process lead collateral fulfilment | 30.0%
Order fulfilment | 24.0%
Provide customer self-service | 22.0%
Conduct chat sessions with clients | 15.0%

Provide prospects with individual sales portals | 13.0%
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Q77. What impact are these uses of the Internet having on your company's ability to
market to, sell to and service clients?

Provide customer self-service

Conduct customer training

Provide prospects with individual sales portals
Conduct internal sales meetings

Conduct web-based meetings with clients
Conduct chat sessions with clients

Conduct webinars

Conduct on-line demo

Process seminar/webinar registration

Process lead collateral fulfillment

Conduct account research

~
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m Significantly Increasing M Increasing
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Q66. Which of the following best describes the role of Social
CRM for your company?

Potentially
Important, Just
Starting to
Explore
41.7%
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Definition of a"Qualified Lead"

No, there is no
agreement on a
defintion
22.0%
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Effectiveness of the Website at Engaging Prospects

Exceeds
Expectations
8.0%
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Quality/Quantity of Sales Support Materials

Exceeds NA
Expectations 5.1%
12.1%
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Quality/Quantity of Leads Generated by Marketing

Exceeds
Expectations
4.1%
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Q80. On average, how long does it take for a marketing
campaign to start to generate sales revenues?

2 - 5 Months
23.0%
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Q81. What is your sales organization's 2011 revenue target
compared to your 2010 plan?

Less than/ same
as 2010
8%
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Q82. Which of the following statements best reflects your views
on your company's ability to achieve your 2011 revenue target?

Easily
Will not meet meet/exceed
revenue goal revenue goal
6.0% 6.0%

Concerns about
meeting revenue
goal
31.0%
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Top Sales Effectiveness Initiatives for 2011

Enhancing lead generation 44 4%
Aligning sales and marketing 39.4%
Enhancing sales team communications 38.4%
Revising sales process 36.4%
Improving rep access to information 30.3%
Analyzing buying process 26.3%
New CRM tools 26.3%
Revising sales tools 25.3%
Revising sales team structure 24.2%
Revising compensation 23.2%
Revising channel strategy 20.2%

Revising sales rep hiring strategy 13.1%
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