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The Competitive Advantages of 

Web-Powered Sales Automation  

Preface

More and more the Web is being looked to as a strategic tool in creating effective selling, marketing, and customer support environments. It enables teams to quickly and easily work together to eliminate barriers between a company and its customers – sales reps and customer service reps can share account information at anytime, from anywhere, communicate in real time, and easily access the Internet’s vast resources to best serve the customers. 

Much of the actual sales and marketing processes can be conducted using Web-based tools – direct email marketing, Web seminars, Web leads piped directly into the sales automation software solution. Companies are looking for guidance on how to harness the Web’s potential for their sales and marketing efforts.

The Changing Sales Automation Market

The meteoric growth of the Sales Force Automation (SFA) market segment reflects a revolution in the sales process.  Gone are the days of the isolated salesperson working alone in the field.  Today's sales result from an integrated team effort as prospects are moved from lead generation through literature distribution, telesales qualification, face-to-face calls, and ongoing customer support.  The lack of adequate coordination hampers closing sales.  The failure to track leads through the system results in repetitive or incomplete contacts by salespeople, frustrating prospects and undermining team integrity.  The inability to accurately assess sales and marketing efforts leaves a company with programs that are shots-in-the-dark rather than efforts based on proven success.

A successful SFA implementation will give a company a significant competitive advantage by increasing penetration and raising the hit rate on sales calls.  Companies are looking for the ideal sales process: from the moment a prospect is identified, essential information is made available to salespeople in the field, support personnel at headquarters, technical support, and management.  Analytical tools provide accurate forecasting, while groupware functionality tightens the integration of salespeople with each other and marketing, fulfillment, and customer service.  Complete customer information and complete prospect histories enable precision database marketing. 

Customer Interaction Software Market

Smith Barney—$ Millions
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Obviously companies are buying into the promise of SFA—increased productivity from salespeople and better informed management.  Smith Barney estimates that the market for customer interaction software was $1.5B in 1997, growing at 35% per year. 

 But sales force automation has a dark side.  The implementation and maintenance expense can be immense.  The client-server technology underlying the products of most sales force automation vendors is inherently expensive to implement and maintain.  The Gartner Group estimates that over three years implementing and maintaining a client-server solution for SFA can cost $50K per user.  (Jeff Golterman, the Gartner Group, October 1997.)  That means that automating a 40-person sales force can cost up to two million dollars.  Even at that number, estimates are that over half and up to 70% of all sales force automation projects fail.  Why?  Most often, because the field sales group won't buy in.  Sales reps view the SFA project as a way to give managers what they want, but not as a route to more sales for them.  Too often, sales reps view SFA application as hard to use.  They would rather be selling than trying to figure out how to use a system.  Without buy-in from the sales force, management isn't getting what it needs either.  Data and reports are incomplete.  As usage spirals downward, the company moves back toward its old habits of frantic end-of-the-month calls to get an accurate forecast and outlook.  Implementing sales force automation can be a seven-figure craps shoot with the odds against the roller.  

Some companies try to beat the odds (and the high costs) by using a product originally designed to be an individual contact manager.  Users find that these are ill-suited to manage the flow of a customer through a pipeline, are focused on only contacts not on sales opportunities, and are not designed to be used by teams; they are also hard to use and administer.  There is no follow-through to determine which of the initial responses turn into sales.  That means the success of a marketing program is not really being measured.  It can mean that solid leads are not being followed up, while weaker ones are.  It means that the best customers for a new release are not even contacted.

Web-Powered Sales Automation

The odds against a successful implementation of an SFA system are no secret.  And the SFA industry claims to have found the cure—the Web.  It's what prospective purchasers of SFA systems hear about at trade shows, it's what companies feature in their literature.  SFA companies are rolling out Web solutions that promise to overcome the deployment deficiencies of SFA.  And no wonder!

Here are some of the benefits that a 100% Web-powered SFA solution should deliver: 

Ease of Use: As Hugh Bishop of the Aberdeen Group points out, this critical feature is often overlooked in selecting the right SFA solution.  He recommends looking for "intuitive screen design, fast data navigation, workflow capabilities, and embedded business rules."  And what could be easier to use than a browser?  If your sales team knows how to use a browser, they should know how to use a 100% Web-powered sale automation solution.  With fast hyperlinking and built-in collaboration, the paradigm of the Web offers the foundation for ease-of-use.

Example of a Web-Powered SFA Solution
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Scalability:  The architecture of a 100% Web-powered SFA solution is the same used by the busiest Web sites with millions of hits per day.  But with a Web-powered solution you can start with just two people and scale smoothly to hundreds and then thousands.  Instead of rolling out an untested solution, small workgroups can try out the SFA solution, and additional groups can be added over time.  A 100% Web-powered solution should support Netscape and Microsoft Web servers and browsers as well as industry-standard relational databases from Microsoft, Oracle, and Informix.

Anytime, anywhere access:  You can access a 100% Web-powered SFA solution from anywhere you can get onto the Internet.  Pay browsers are already showing up at airports.  Just log on to your 100% Web-powered SFA solution before a flight and get the latest updates about your prospects and deals.


Instant updates:  Competitors and prospects are announcing late-breaking news on their Web sites.  But who has time to check those sites constantly?  A 100% Web-powered SFA solution watches the Web sites you care about and tells you what's changed.  It integrates this critical external information from the Web with corporate data about prospects and customers.

A Web-Powered SFA Solution Will Integrate Web Information in Real-Time
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Desktop Independence:  A 100% Web-powered solution runs on a Netscape or Microsoft browser.  That's the beauty of Web technology.  Windows 98, Windows 95, Unix – even network computers.  A Web-powered solution can handle them all.

Low-Cost Deployment and Maintenance:  Rolling out a Web-based application means that—once the application is loaded on the server—connected users only need to log on.  They get to the application through their browsers.  As Bill Gurley said in his Above the Crowd column, "There are clear-cut advantages to using the browser as a front end for software applications….  Applications are much cheaper to deploy and maintain if the only step necessary for an employee to use an application is to click on a URL in a browser."  (January 26, 1998).  Keeping up with version numbers and desktop machines is the nightmare of IT staffers or network administrators.  A 100% Web-powered SFA solution is their dream come true.  When the server is upgraded all users are instantly upgraded, even remote ones.  It has been estimated that a Web-based application can slash total cost of ownership by two-thirds or more.

Synchronization:  Not everyone is connected to the corporate SFA server all the time.  Laptop users want to put information into the system when on airplanes.  No problem with your 100% Web-powered SFA solution.  Just log back into the main server later and all your new leads and updates get downloaded into your laptop.  And the information you have put in gets uploaded so that the literature you requested gets sent out, the missing purchase order gets followed up, etc. As Wendy Close and Jeff Golterman of the Gartner Group state, an effective Web-based architecture for a sales system “provide[s] required remote-user capabilities such as data synchronization.”

Future-proofing: Would you buy a DOS application today?  What you want is an architecture that can take you smoothly into the future.  Client-server applications with fat clients will look as outmoded in a few years as DOS does today.  The future of applications is the Web and Java—the foundation of a 100% Web-powered SFA solution.

Watch Out!

SFA vendors whose products are based on a client-server architecture tell prospects that their applications are "Web-enabled."  Be careful!  Web-enabled is not the same as Web-powered.  A 100% Web-powered solution is architected for the Web from the ground up.  A solution that is only Web-enabled leaves a company with these disadvantages:

· Partial information access: Users are trapped in the corporate database.  There is no integration with the invaluable information on competitors and prospects available across the World Wide Web. 

· Lengthy deployment and high maintenance: Web-enabled means the underlying technology is still client-server.  Client-server technology requires long, costly implementation and deployment cycles.

· Lack of scalability: Client-server technology means that users pay lots for the server.  With a large up-front server fee, a company cannot try a product out and gradually add users as it grows more comfortable with the solution.

A product that is billed as “Web-enabled” can have just a few browser-type pages pasted over an outmoded client-server infrastructure.  It doesn't matter if the chassis is a Ferrari if the engine is a Yugo.  Here are some questions to ask to determine whether the vendors can deliver a 100% Web-powered solution or are just mouthing trendy slogans:

· Is a Web server an "option" that costs more?

· Do you only need to load updates in one place?

· Does anything need to reside on a desktop machine besides the browser?

· What type of clients are supported?

Web-Powered Architecture

A 100% Web-powered solution is not just a Web form that can be used to access information, nor a Web front-end running on top of a complex client-server system, nor a system with a big fat piece of client software on every desktop, but a product designed for the Web from the start with nothing on the desktop—a thin client.  Interestingly, it's not the largest SFA vendors who are architecting these 100% Web-powered solutions.  Instead, it is new companies that can take a fresh start without being handicapped by having to maintain compatibility with an installed base.  As Bill Gurley writes, "New Internet application companies… are able to build their applications from the ground up, with the absence of restraints put in place by a legacy code base."  It's that leapfrog over existing systems that brings companies the advantages of a Web-powered solution.

Web-Powered SFA Architecture
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The Virtual Sales Organization

A Web-powered sales automation solution transcends the SFA category.  In moving to a Web-powered solution, customers will be riding a new wave.  While, as mentioned above, the market for customer interaction software (which include SFA) is growing at 35% per year, the market for intranet applications—solutions that are architected for the Web from the ground-up—is growing at 91% per year.  The market is speaking.  Web-powered is where corporate applications are moving.

Intranet Market

IDC 1997 






A 100% Web-powered solution can bring into reality what Tim Bajarin, president of Creative Strategies and Chair of the DCI Sales Force Automation conference, calls "the Virtual Sales Organization" (VSO).  So even as sales organizations are becoming more far-flung, the Virtual Sales Organization can bring them closer together.  In a VSO, sales reps can be anywhere and work as if they are working next to each other.  They can feel like part of the team and not like a single sales rep exiled to Siberia.  Sales reps can have the information they need whether in the office, in an airport terminal, or at a customer’s site.  They will simply be able to log on to the Internet to find out their latest to dos, or even to swap war stories in an on-line café.  Your team can be anywhere and be effective. 

Web-Powered SFA Is the Foundation for the Virtual Sales Organization
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No Myth, Reality

100% Web-powered solutions, like UpShot Corporation's UpShot Sales, are ready to bring you scenarios like these:

· Sam looks down at his watch.   Ten minutes until his plane takes off.  He spots a public kiosk, types in an Internet address, and gets a complete summary of all the news from back at the office—his new leads, breaking news from his competitors' Web sites, product availability information.  

· It's time to upgrade to Release 2.0 of the new sales force automation software that the company purchased four months ago.  Maria, the IT director, downloads the software into the server.  Twenty minutes later she goes back to her office.  And over the next twenty-four hours, when the 83 field sales reps log in from their laptops to get their latest leads, each is automatically upgraded in minutes.  Meanwhile Maria sits in her office remembering the old days, when the sales reps would hurl their machines at her head during the annual sales meeting and snarl "Upgrade me."

· With three weeks to go in the quarter, Frank, the CEO wants to know how the quarter looks.  Instead of barking for Jim, the VP of Sales, he sits down at his computer, and with a few keystrokes looks at the complete company pipeline with odds of closing for all the major account deals.

· Deborah and her team of eight telesales reps start using a sales force automation solution that costs less than $5000.  She has it up and running in less than an hour.  Impressed by its capabilities to coordinate the sales process, her colleague Roberto downloads seats for his group from the vendor's Web commerce site.  The inside reps convince the field sales force that the best way to get leads is simply by opening their browser each morning.   Marta then shows her boss the real-time forecasting that's now available.  He starts using the system.  Before long, all of sales and marketing are using the integrated SFA solution.

·   Chicago-based Innovative Corporation signs up as a distributor for Conglomerate, Inc. in Trenton, New Jersey.  Innovative had been courted by the Humongous Group as well, but Conglomerate promised instant access to new leads and on-line information on product availability.  It was a no-brainer decision.
Sales automation solutions that are 100% Web-powered bring you advantages not possible with client-server systems.  They offer up-to-date information from the Web—from new leads to competitive information—delivered to the sales reps’ desktops and seamlessly integrated with corporate sales data.  They give the anywhere, anytime access that is so fundamental to the Virtual Sales Organization.  They provide unprecedented ease-of-implementation for IT and ease-of-use for the sales team.  And they provide the seamless scalability that enables corporations to readily expand their SFA solution as their sales team grows. 

To find out more about how to implement a 100% Web-powered sales automation solution and create the foundation of your virtual sales organization, please go to www.upshot.com.  We encourage you to evaluate UpShot Sales, the first 100% Web-powered sales automation solution.  You can put it to the test for three people entirely free.  Go to www.upshot.com to download your free copy or for more information.

UpShot Corporation was founded in 1997 to increase business team productivity through the use of innovative Web technology.  UpShot’s first product is UpShot Sales, a Web-powered application for maximizing the efficiency of an organization’s sales team.  Combining high value with a short implementation timeframe, UpShot Sales delivers the benefits of sales automation benefits to companies of all sizes and types.

UpShot Corporation

2025 Garcia Avenue

PO Box 390460

Mountain View, CA 94039

Web site: www.upshot.com
Phone:  888-700-8774

UpShot, the UpShot logo, Web-Powered Sales Automation, and Radar Screen are trademarks of UpShot Corporation.  Other brand and product names are trademarks or registered trademarks of their respective holders.
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