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Buy-a-C
ar

John Smith  
   555-555-5555

Lucca 
Automall

Shari Lucca  
555-555-5555



WTF.



The best experiences come when you 
precisely match the way you sell to your 

buyer’s expectations



At first, we 
bartered.

Now, we buy  
from the couch.

(A bunch of stuff happened)



We demand more convenience

Sam Goody

Blockbuster

Cash

Rolodex

iTunes

Netflix DVDs

Checks / Transfers

Online Database

Spotify

Netflix Streaming

Venmo

CRM

Manila envelope Email Slack



Low Change to Buyer

Low Price High Price

High Change to Buyer



Low Change to Buyer

Low Price High Price

High Change to Buyer



Experience Disruptors



Experience Disruptors



It’s not what you sell that matters.  
It’s how you sell it.



Add force. Reduce friction.



VP Sales Priorities



Add force Reduce friction

81% 19%



Add force Reduce friction

getting inbound reps to do outbound (LOL)

Targeting companies driven by the holidays before code 
freeze

2020 capacity and territory planning

Also just more activity :)

develop inside sales coverage strategy for anz and apac

rolling out a new demo

Launching a football themed spiff with season, 
playoff and superbowl ticket prizes

Sales/CS account expansion strategy

Focus on increasing ACV

Coaching - getting managers to be better 
coaches and not just “manage”, but push 
people to be better, teach them something 
new each week, etc.

Remove sales friction

focusing our energy on the right type of 
accounts (ideal customer profile)

sales productivity (enablement and 
efficiency metrics) 





Trust in sales is dwindling.

58%

52%

41%

29%

22%

21%

11%

Search Engines

Review Sites

Friends or Peers

Social Media

News Articles

Analyst Reports

Salespeople



Let’s do a visual of an enemy 
here...maybe this creepy lurking cat?  

Maybe a cartoon of Freddie Friction, a 
character I just made up?



Friction is everywhere in sales.

Efficiency
33% 

Of a sales rep’s 
time is actually 
spent selling.

Relationships Learning
60% 

Of B2B buyers 
distrust the 

integrity of sales 
people.

50% 
Of reps say they 
are coached. Yet 

82% of sales 
leaders claim to 

coach 



Frictionless Selling



STEP 1:  
Simplify the sales rep’s day



Sales Rep Friction Table
Rank Top tasks Amount of time/

day
# of tools used Friction

1 Day planning

2 Research new leads

3 Prospecting emails / calls

4 Send follow-ups

5 Qualifying leads

6 Take & log call notes

7 Customer calls

8 Update lead / deal status

9 Forecast & track progress



Sales Rep Friction Table
Rank Top tasks Amount of time/

day
# of tools used Friction

1 Day planning 15 mins 3

2 Research new leads 90 mins 3

3 Prospecting emails / calls 90 mins 2

4 Send follow-ups 45 mins 2

5 Qualifying leads 30 mins 1

6 Take & log call notes 45 mins 3

7 Customer calls 120 mins 4

8 Update lead / deal status 15 mins 3

9 Forecast & track progress 15 mins 4



How you’ll know it’s working...

KEY METRICS

% of time 
selling

Quota 
attainment

Time to 
complete tasks



Step 1: Simplify your sales reps’ day

HubSpot Pro Tips



Sequences



Task Queues



Workflows



Question and Answer Fields



STEP 2:  
Ruthlessly prioritize for your buyer



Decision-Maker Champion Influencer Budget Holder

Research

Qualification

Proposal

Negotiation

Contract / 
Purchase

Buying Experience Friction Table



Decision-Maker Champion Influencer Budget Holder

Research

Qualification

Proposal

Negotiation

Contract / 
Purchase

ROI calculator 

Buy Online / e-
Signature

Personalized 
Playbooks to 

qualify & align

-Simplify proposals with transparent pricing and terms 
-Instant Meeting booking for follow-up

Buying Experience Friction Table

Buy Online / e-
Signature



How you’ll know it’s working...

KEY METRICSKEY METRICS

Selling 
velocity

Buyer / 
Prospect NPS

Close rates 
over time



Step 2: Ruthlessly prioritize for your buyer

HubSpot Pro Tips



ABM



Conversations



Video



Meetings



STEP 3:  
Create a culture of learning



What does great coaching look like? 

Ability to uncover issues

Hands-on review with reps

Provide actionable feedback

Build trust



Uncovering Issues Hands-on Review Providing Feedback Trust-building

1

2

3

4

5

Coaching Friction Table



Uncovering Issues Hands-on Review Providing Feedback Trust-building

1 No probing  or discovery Rep self-reports recent call Feedback lacks specificity and/or 
clarity 

Seller has little or no access to 
manager

2 Manager asks general/generic  
questions 

Manager probes for info on 
specific customer interactions

Manager sugarcoats feedback and 
prevents seller from understanding 

specific process or behavior 
changes are requested

Manager dominates 
conversations 

during one-to-one meetings

3 Manager uses open ended questions Manager joins or reviews 
specific customer interactions

Manager provides feedback but 
discourages seller from expressing 

a difference of opinion

Manager asks questions 
but might not act on answer 

given

4 Manager uses open ended questions 
and probes (2nd or 3rd layer)

Manager joins / reviews calls and 
provides feedback when asked

Manager provides actionable 
feedback in a tone that 

demonstrates challenges and 
collaboration are encouraged 

Manager actively listens to 
sellers 

and takes action to help

5 Manager uses open ended questions 
and probes while uniting with seller to 

tackle the problem (not the person)

Manager pro-actively joins / 
reviews calls and proactively 
provides recommendations

Manager provides detailed, 
actionable feedback and along with 

it encourages challenges and 
collaboration

Seller views manager as their 
most important internal ally

Coaching Friction Table



How you’ll know it’s working...

KEY METRICS

Higher PPR 
(Productivity 

per Rep)

Employee 
NPS

Lower rep 
attrition



Step 3: Create a culture of learning

HubSpot Pro Tips



Dashboarding (Reactive / Proactive)

Reactive 
o Unworked QL’s 

o Unrated Reconverts  

o Unworked High/Med 

o High/Med w/o Next 

Activity



Dashboarding (Reactive / Proactive)

Proactive 
o Closed Lost 

o Recent Funding 

o Datanyze  

o Engaged portals 

o Recent QL’s



Call Transcription & Recording



Playbooks




