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Introduction 

The stress of a contracting economy on a 

company often sidetracks the focus of a 

marketing or sales team.  Several studies have 

concluded that marketing or sales executives 

may even seek out negative information to 

reinforce doubts about their ability to generate 

sales in a tough economic climate.  The worry 

and anxiety often creates a downward spiral 

that ultimately creates self fulfilling prophecies: 

“If the economy is bad, then we will not be able 

to produce sales!”  Though a contracting 

economy may affect some sales, smart 

companies use the time to build an 

infrastructure that actually creates bullish 

behavior in a bear economy.  A sales 

infrastructure includes a Customer Relationship 

Management (CRM) system that incorporates 

best practices that will improve sales.  Besides 

eliminating the negative noise, there are many 

reasons to focus on a building a sales 

infrastructure: well defined marketing 

campaigns bring in a greater number of 

prospects; CRM configurable routing rules 

eliminate lost leads; improved customer 

tracking creates improves retention; up-sell and 

cross-sell opportunities become available; and 

intelligent reporting provides creates visibility 

into new opportunities.  A sales infrastructure 

not only eliminates naysayers, but enables 

bullish behavior in a bear economy that 

ultimately results in better sales! 

Well Defined Marketing Campaigns Generate 

More Prospects 

Bullish companies understand how to build well 

defined marketing campaigns with a laser focus 

on their target audience.  Does it make sense to 

send an e-mail to a company receptionist about 

methods to improve the corporate bottom line? 

In a typical organization, executives care about 

decreasing costs and improving revenue; mid-

level managers care about solving business 

pains; and end users care about the ease of use 

and the feature-functionality of an application.  

Understanding audiences is straightforward 

through the use of queries and other tools 

within state of the art CRM applications.  The 

details of the audience are kept within a CRM 

Database that is easily accessible through query 

tools. To query literally means to ask; therefore, 

a query on a CRM application might contain ask, 

“Give me all executives at a certain company or 

group of companies.”  The CRM application will 

then provide the results of the question in an 

easy to understand interface.  Once the 

audience is defined, the next step is to attract 

attention.  Messages that resonate to a target 

audience should be on the header to the 

marketing campaign, for instance, a recently 

published document titled “Are you Frustrated 

Seeking a CRM System”, may be applicable to a 

Vice President or Director of a company. “Grow 

Your Business Not Your Business Software” will 

resonate with executives.  From there, a story 

should be conveyed that stimulates interest by 

demonstrating value, providing information, or 

the uniqueness of solution.  The story should 

create a desire through the value provided by 

your product or service.  Organizations certainly 

can find the talent within their company to 

create compelling stories!  Next, organizations 

need to make it easy for prospects to respond.  

A proper sales infrastructure should have links 

in their marketing campaigns that directs the 

prospect to a website that requests, at a 

minimum, the name, phone number, and e-mail 

address of the participant.  The website 

“landing page” enables the prospect to then 

explore your products or services in greater 
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detail.  Furthermore, the process will 

automatically populate fields like, “Where did 

you hear of us” improving visibility into key 

statistics like “Campaign Effectiveness” and 

“ROI” described later in this document. Last, 

there should be an incentive for the prospect to 

keep engaging with your company like a 

product demonstration, white paper, or a 

product sample.   Attracting a greater number 

of prospects with a well defined web marketing 

campaign is the first sign of bullish behavior in a 

bear economy. 

Configurable Routing Rules Eliminate Lost 

Leads 

According to surveys, the number one failure of 

a poor sales infrastructure is lost leads.  Imagine 

the frustration a qualified prospect feels after 

reading a marketing campaign, clicking on a link 

to learn more about your product or services, 

and then filling out their information on a 

website only to have their request go 

unanswered.  The reasons for lost leads are 

many: websites that are not linked to their CRM 

application, a manual lead management 

process that is not well defined, or 

spreadsheets that are incorrectly entered or 

even worst - lost.  A sales infrastructure should 

contain a CRM system that automatically 

accepts the prospects information and routes 

that information to the appropriate sales 

person(s).  The CRM system prevents lost leads, 

and it eliminates the need to track data in an 

excel spreadsheets or for a central lead 

manager to route leads.  The application should 

automatically route inbound leads within 

seconds to the appropriate sales representative 

based upon rules defined by the business 

including geography, product line, industry, 

company size, or other well defined criteria.  A 

copy of that inbound lead should alert the 

appropriate parties via e-mail– and if the sales 

person is unavailable – to have the lead routed 

to the appropriate manager for redistribution.  

The lead is responded to within a defined 

period of time based upon rules defined by your 

organization.  Additionally, the sales person 

would change the lead status from “not 

contacted” to “contacted” and then enter call 

notes.  The CRM application will track the status 

of the lead throughout the process including 

whether the sales person has followed up on 

the lead.  Alerts can even be created for leads 

that are not contacted.  An appropriate query in 

this example might be, “Give me the names of 

all inbound leads that have not been contacted 

by a sales person for more than a day”.  The 

results will also be produced the results in an 

easy to understand interface.  Creating 

configurable routing rules to eliminate lost 

leads is one example of bullish behavior in a 

bear economy. 

Capture all interactions about your customer 

to improve intimacy and retention sales 

Retention rate is an innovative statistical 

measure used by financial analysts, credit 

agencies, prospective employees, and prospects 

to determine how well an organization – 

especially those that are Software as a Service 

(SaaS) - is servicing their customers.  A company 

that has a greater than 90% retention rate is 

regarded as an organization that services their 

existing clients well as they have a propensity to 

continue to use their products or services year 

over year.  Surely, some customers do leave as 

a result of challenging economic conditions, but 

that ability to maintain a >90% retention rate 

says more about the organization than how well 

they service their customers.  The statistic 

indicates that they possess a higher level of 

intimacy with their customers than the 
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competition.  These organizations capture 

information in their CRM system that goes 

beyond a simple name and address to client 

satisfaction, personal information, and 

customer support issues, past activities and 

conversations, past opportunities, orders, and 

even how much the client owes!  This 

information enables a sales person or account 

manager, to have a holistic view over the 

customer and to be proactive with any issues.  

Imagine another query for all account managers 

that ask, “Give me all customers that have had 

no activity for the past 90 days”.  The results 

will also be produced in an easy to understand 

interface.  The account manager would have 

the responsibility to check the pulse of these 

customers that will ensure customer retention 

year over year.  Capturing interactions about 

your customers is bullish behavior that will 

improve intimacy, and ultimately, retention 

sales in a bear economy. 

Leverage existing customer interactions to 

deliver up-sell or cross sell potential 

Many organizations have a love-hate 

relationship between product management and 

marketing.  Product managers often feel that 

marketing departments do not adequately 

create campaigns to the appropriate target 

markets.  Marketing departments feel that 

product managers do not truly understand the 

requirements of the marketplace.  Having a 

sales infrastructure in place will enable product 

managers to poll existing customers for new 

enhancements or features and enable a 

marketing department to generate awareness 

through up-sells or cross sells.  A sales 

infrastructure should include a mechanism for 

tracking past transactions of each customer. 

The information can be used to determine the 

most likely customers willing to purchase new 

products, services or capabilities.  It will also 

enable a sales team to take the new products, 

services or capabilities as success stories to 

other parts of the organization as cross sell 

revenue.  Rewards to existing customers may 

also be used as added enticements.  Imagine 

having a query that asks, “Give me all 

customers who have bought product X” so that 

the company can sell product Y.  Leveraging 

existing interactions to deliver up-sell or cross 

sell revenue is bullish behavior in a bear 

economy. 

Improve visibility into new opportunities 

through intelligent real time reporting 

Pulling information out of a system is as 

important as putting information into a system.  

A proper sales infrastructure should enable 

complete and real time visibility across sales, 

marketing, customer support and even 

customer A/R Balances.   Visibility can come 

from dashboards, answers to your queries, 

marketing effectiveness summaries, or reports.  

Dashboards typically contain quick and easy 

measurements in graphical formats such as 

meters, dials, or graphs.  Information contained 

in dashboards that facilitate sales infrastructure 

includes a month to date sales meter, or an 

annual trend graph of inbound leads.  Answers 

to queries should be in an easy to find area of a 

CRM application with a drop down list of every 

question asked or pertinent to the user.  

Marketing effectiveness summaries contain 

information about campaign metrics described 

earlier in this document, for instance: 

“Campaign Effectiveness,” “ROI,” “Leads or 

Prospects generated,” and “Cost per lead”.  The 

reporting engine should be integrated into the 

solution and should contain more than 100 pre-

built reports that are date range effective, for 

instance 2009 data only.  It should allow for 
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choices in selection like geographical territories.  

A proper sales infrastructure should also have 

an intelligence based reporting mechanism that 

enables a company to slice and dice information 

in any way shape or form.  An example would 

be a report that enables end users to analyze 

high profitable customers for new 

opportunities.  The marketing team can then 

create additional offers or promotions for these 

types of customers.  Last, all reports should be 

exportable to an excel spreadsheet for PDF file 

for distribution.   Improving visibility into high 

revenue customers through intelligent real time 

reporting is another example bullish behavior in 

a bear economy. 

Conclusion 

The stress of a contracting economy often 

sidetracks an organization.  Building a sales 

infrastructure through a world class CRM 

system will not only improve sales and create 

bullish behavior in a bear economy but will 

keep the team focus on the results that matter 

most – sales. 


