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The Definitive Guide for Road Warriors 
Turned Home Warriors 

When the history of business in the 21st Century is written, the 
year 2020 is likely to be remembered as the year working from 
home became commonplace. That is, it will have become 
standard operating procedure for any profession where 
remote work is practical – including sales.

Patterns are also changing for the buyers in 
business-to-business (B2B) sales.

McKinsey researchers found that sales leaders were initially 
skeptical of how well salespeople would perform when 
working from home. However, that opinion is changing 
rapidly. Between April and May 2020, the number of 
participants in McKinsey’s survey saying the new sales 
model was as effective or more effective rose from 54% to 
64%. Also, as of May 2020, 32% said they were “very likely” to 
sustain these shifts for another 12 months or more after the 
COVID-19 crisis passes, and another 48% are “somewhat 
likely” to do so. That’s 80% leaning toward sticking with 
selling from home for a long time to come. And if they can 
make selling from home productive for that long, they will 
think twice about undoing those changes.

Another reason change is likely: money.

54%
as effective or 

more so compared 
to prior to COVID-19

How opinions of the sell from home model 
improved between April and May 2020

Effectieness of new sales model in reaching and serving customers
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Source: Survey: Global B2B decision-maker response to 
COVID-19 crisis, McKinsey, May 2020.
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https://www.mckinsey.com/business-functions/marketing-and-sales/our-insights/survey-global-b2b-decision-maker-response-to-covid-19-crisis
https://www.mckinsey.com/business-functions/marketing-and-sales/our-insights/survey-global-b2b-decision-maker-response-to-covid-19-crisis
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A March 2020 Gartner Inc. survey of CFOs found 75% plan to 
move at least 5% of their previously on-site workers to remote 
work permanently. Another quarter of CFOs expect to make 
that change permanent for at least 20% of those workers. The 
potential savings from running smaller, leaner offices is a big 
reason. Telework could save firms up to $11,000 per worker 
annually, according to a report from the Cognizant Center for 
the Future of Work.

Salespeople are among those likely to find themselves going 
into the office a few times a week, a few times a month, or a 
few times a year — only for important meetings best done in 
person. Visiting customers at their offices won’t happen as 
much if customer contacts aren’t there, or not there regularly. 
In-person meetings will be treasured more than ever, when 
sellers can get them, but they will be harder to come by.

How will reps sell successfully in this new world? Salespeople 
are getting a crash course on how to do it right now. Here is 
what some smart ones are telling us.

https://www.gartner.com/en/newsroom/press-releases/2020-04-03-gartner-cfo-surey-reveals-74-percent-of-organizations-to-shift-some-employees-to-remote-work-permanently2
https://link.axios.com/click/20365693.37/aHR0cHM6Ly93d3cuY29nbml6YW50LmNvbS9wb3N0LWNvdmlkLWZ1dHVyZS1vZi13b3JrP3V0bV9zb3VyY2U9bmV3c2xldHRlciZ1dG1fbWVkaXVtPWVtYWlsJnV0bV9jYW1wYWlnbj1zZW5kdG9fbmV3c2xldHRlcnRlc3Qmc3RyZWFtPXRvcA/5cee9cc47e55544e860fbf4eBe8c639b3
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Welcome to the New World of Sales

Getting in front of customers face to face has long been a major success factor 
for enterprise salespeople. The “road warriors” were the ones getting it done! 
Hotels, transportation, meals & entertainment was the cost of doing business. At 
the moment, the cost of a potentially life-threatening illness has now been 
added to the equation. No deal is worth paying that price. 

Doing business virtually is now the necessary norm for everyone.  Suddenly, 
being a top seller is no longer determined by how well a sales professional per-
forms while navigating a busy life in the field. Now it’s determined by how well 
they manage their time and territories from the hustle and bustle of home sweet 
home, despite all the distractions and household demands that come along with 
it. 

Top performers will now be those who are able to stay productive and on track. 
They will be the ones who are most capable of keeping their customer’s atten-
tion despite being far away vs. face to face. 

The home, or home office, is not just where planning between customer visits 
takes place. It’s where the execution needs to take place now, too. This is a whole 
new format for most, and the ones who are able adapt quickly will be the ones 
who come out on top. 

Truth is, when we stop and think about it, even from the field, so much of what 
top sellers rely on to be successful, are the tools that give them access to what 
they need from anywhere, at any time. 

In the new world of sales, what fills the gap of no longer having face to face 
meetings, is having the right data at the right time to connect and collaborate 
with customers in whatever way is easiest and most appropriate for them.
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Remote Selling Works. And It’s Not Really New

When you can’t meet customers in person, you must get really good with communicating 
and otherwise interacting with them remotely. You also want to improve your ability to 
collaborate within your company, maximize your own productivity, and automate tasks that 
don’t require manual effort. 

The sell-from-anywhere pattern we expect to become more standard is an acceleration of a 
trend that was already in motion. 

Honeywell Vice President of Global Sales Charles Forsgard, who first championed the use 
of Tact when he was at GE, says that even before COVID-19 in-person sales visits were 
becoming less frequent. At the same time, all the other “touches” via phone, email, chat 
and online meetings were becoming more important. “I remember when it wasn’t all that 
big of a deal to make 20 visits a week – even with Bay Area traffic,” he says. That changed 
long before COVID-19. In recent years, even the best representatives were lucky to get 
eight visits a week. As a result, all the other “touches” via phone, email, chat, and online 
meetings became more important. “What COVID has done is say that it all has to be 
virtual.”

Online meetings with video, chat, and screen sharing provide some of the face-to-face con-
nection we get in-person, but the nature of the interaction changes. “You don’t tend to want 
to do hour-long sales visits because that’s kind of painful over video chat,” Forsgard says.

These compressed meetings force salespeople to be more disciplined about knowing exact-
ly what they need to accomplish during that limited time. This is one of the ways Tact helps. 
It serves as a sales planning tool and proactively provides relevant insights from previous 
interactions to make meetings more effective. Much like a coach does from the sidelines. 

Forsgard says sales leaders he works with at other companies agree this discipline pays off: 
“We’re getting better responses, and better outcomes from 15-minute visits, than we’ve 
gotten from hour-long visits.”
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Leverage sales productivity and collaboration 
technologies

Take advantage of sales collaboration and productivity tools. Many of the best 
CRM products, including Tact’s, include tools for team chat, file sharing, video 
meetings, and other modern communication and collaboration methods. The 
key is, they must be simple, intuitive, and enjoyable to use. Otherwise, they will not 
be used, and nobody will get any value out of them.  

Collaboration is important. Sellers often need peers in commercial excellence, 
finance, marketing, customer success and other departments to respond quickly 
and respond. 

Most workplaces today have collaboration technologies available to employees. 
Often people have to stray from their preferred methods and adopt what’s been 
provided and even required for them to use. There is an advantage when 
collaboration tools operate within a CRM system. This allows deal relevant 
information to stay attached to the opportunity in the system. The best ones go 
beyond internal communication by actually providing a direct connection with 
the customer or partner, despite them being from outside of the organization. 

Not everything can be automated, nor should it be. Collaboration is a 
human activity. Good technology should facilitate, and complement, not 
replace. Top performers know what technology to leverage and when to do so 
when it comes to the human/machine mix. 

contact sales@tact.ai to schedule a demo
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No busy seller would turn down the chance to have their own assistant. Hiring 
a personal assistant is seldom an available option for sellers. This is where 
tremendous value is found in effective virtual assistants -- like the one built on 
the Tact.ai platform. The Tact Assistant prepares you for sales meetings 
proactively without you having to ask it to. It knows your calendar! It reminds 
you of commitments and action items you took the last time you met with this 
customer. It’s CRM friendly, so it even keeps track of your progress made, and the 
essential steps you must complete to close your deals and find new ones. 

You can use your voice to communicate with your assistant just like you would 
with a human assistant. You might ask for CRM reports or deal status. Your 
answers come to you via, text, voice, or email, however you prefer.

When it’s this simple, salespeople record everything that’s supposed to be in the 
CRM. Why? Because what they put in, they get back – their virtual assistant 
surfaces relevant data to the seller at the right time in the sales process. This 
provides immediate value for the seller.

At the same time, sales managers get better data from CRM reports and use it to 
coach sellers. They can deliver guidance and suggestions via the sales assistant. 
Sellers get the help they need during the sales workflow, rather than as a lesson 
for next time, after it’s too late.
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Traditionally, sales managers aimed to build a predictable pipeline of sales by me-
thodically defining forecasts, with quotas for each salesperson. This was always a 
black art, driven as much by gut instinct as real numbers, but during the COVID-19 
outbreak it proved unreliable. Buyers became extremely cautious in the face of 
uncertainty, and pipelines dried up.

The best salespeople are still finding ways of closing deals. There is always opportu-
nity, even if it is found in different places now. 

Salespeople must operate with a spirit of being a good steward to their customers 
now more than ever. Customers are trying to find growth of their own. A salesper-
son’s job is to help their customers become more successful regardless of current 
conditions. They do this by analyzing, planning, and nudging, consistently with 
helpful customer interactions. 

Management guru Peter Drucker said, “Management is doing things right; leader-
ship is doing the right things.” Drucker was a believer in measuring what matters 
most. In today’s new world of sales, that means not relying on quarterly perfor-
mance metrics but focusing on ongoing activity. Activity is the closest proxy for 
what it takes to achieve success.

Are representatives making calls? Are they recording meeting notes? Are they 
adding contacts? How have conversations with prospects advanced? Are oppor-
tunities to demo or dramatize the value of the product being won? These activi-
ties are what today’s modern sales leaders need to track to achieve long-term 
success and overcome short-term distractions. 

In the absence of sales, activity becomes the true indicator of long-term success. 
Without that, managers can’t help sellers succeed. 

Switch From Managing Pipeline to Managing Activity
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Master Connecting Over Video

Online video is powerful -- 80% of marketers say video has directly helped increase 
sales. In addition to real-time video meetings over Zoom and similar platforms, you 
can take advantage of asynchronous video message tools like Vidyard to put yourself 
in front of clients.

Camera shy? Get over it. People who are considering buying from you want to look 
you in the eye, even if your “face to face” meeting is taking place remotely – we can’t 
forget the human element in sales because enterprise buyers don’t buy from bots. 
There may be times when you truly are not ready for your closeup and turning your 
webcam off is the right thing to do. Whenever possible, however, you want to smile for 
the camera.

Encourage the people you are meeting with to turn their cameras on as well. Don’t 
push too hard – corporate culture in many organizations that have had access to video 
meetings for years still leans toward keeping cameras turned off. Webcams aren’t 
even standard equipment for all desktop computers, although they’re almost 
universal on laptops, and every phone includes a camera. In years gone by, bandwidth 
constraints dictated a pattern of online webinar presentations based on an unseen 
presenter talking over slides, and some people may still think that by keeping their 
cameras off they’re helping an online meeting proceed more effectively. But in most 
scenarios where participants are on an enterprise or consumer broadband network, 
that justifications no longer holds.

A bigger reason people keep their camera off is that other people in the meeting have 
their cameras off. If you and others have your cameras on, peer pressure tilts the other 
way.

See this article for tips on creating a stronger connection in online meetings.

 

https://www.wyzowl.com/video-marketing-statistics-2020/
https://enterprisersproject.com/article/2019/11/online-meeting-tips-6-best-practices
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Work the phones

Video calling has its virtues, but to sell from home you also have to be really 
good at getting people on the phone and holding their attention once you do.

“Now I understand that many businesses are shuttered down and are neither 
buying nor selling,” sales strategy advisor Tibor Shanto wrote in a blog post, at 
the peak of the pandemic shutdown of many workplaces. “But many others 
going full thrust, having just shifted their base of operations. This is why, when 
some people say there is no one to call, I have to call bullshit.”

You say your customer contact is working from home, and you don’t have 
their home or mobile number? You can still reach them if you know how to 
leave effective voicemail, sales strategy advisor, Shanto says. Just because 
people aren’t at their regular desk doesn’t mean they aren’t checking their 
voicemail. In fact, even when you have the right number for them, people 
often don’t pick up if they don’t recognize your number.

Smart salespeople master the art of asynchronous selling, Tibor says. Leave 
messages the recipients will actually listen to because they include inter-
esting information (not just “please call me back”) and end with an irresist-
ible call to action (“I know things are crazy, but I’ve got some new pricing 
that might work even within your tight budget.”)

https://www.tiborshanto.com/bullshit-you-have-no-one-to-call/
https://www.tiborshanto.com/the-telephone-in-the-age-of-asynchronous-prospecting/
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Nurture customers for the long term

While it’s great to have a strong flow of inbound leads, that funnel tends 
to dry up during tough times when budgets are tight and the future is 
uncertain. When people, companies, and entire economies are under 
pressure, salespeople and sales teams can’t stop reaching out to custom-
ers – but they need to do so gently.

When you get a meeting, don’t be too quick to get down to business. 
Take time to ask about the person across the desk or on the other side of 
the video call. If they are working from home, they may be dealing with 
interruptions from kids or worries about a sick parent in the other room. 
If they don’t want to talk about personal things, they can let you know – 
but make it clear up front that you see them as a person, not just a buyer.

Empathize with their business problems and constraints, making your 
conversation about possible solutions. If you ask enough questions to 
understand their priorities, the way to make your company and its 
products part of the solution is more likely to become clear. On the 
other hand, if you are fully engaged in the conversation, you ought to 
be making suggestions that go beyond your own offerings.

On the other hand, when business-as-usual is on hold, other possibilities 
open up. Changes in the economy and society are causing some compa-
nies to accelerate what were formerly long-term plans. For example, the 
COVID-19 crisis propelled hospitality companies to speed up the imple-
mentation of automated check in and customer service technologies so 
they could provide no-contact service. What can you sell that aligns with 
new priorities?
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As part of the Habits of Highly Effective Salespeople interview series we have been 
sharing on YouTube and LinkedIn, we spoke with many sales professionals who 
have been selling from home, including some who have been doing at least part of 
their selling that way for years. One of the things we heard repeatedly from them 
was how important it is to structure your time to make the most of every day.

“One of the things I always do before I close the computer for the day is make sure 
I know exactly what I'm going to be doing next day,” says Kelsey Collins, an Account 
Executive at Netsuite who works with customers in the technology industry. “It 
helps to do that the night before. Or at the beginning of the week, planning my 
week. You have to stay organized, for me it helps to do that the night before.”

To be productive, you should “wake up every day like it’s on purpose,” agrees Donald 
Carpenter, director of strategic accounts at Tact.ai. “Add some structure to your day, 
even though you are working from home.”

Develop or improve productive habits

https://www.youtube.com/playlist?list=PLkrjQADSM0_0c38NEGSHVIqStpo5Y5ov8
https://www.linkedin.com/company/tact.ai/
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Use the Pomodoro Technique to make the best use of your time, without 
exhausting yourself. The Pomodoro Technique is a time management 
method developed by German productivity coach Francesco Cirillo in the 
late 1980s. The technique uses a timer to break down work into intervals, 
traditionally 25 minutes in length, separated by short breaks.

Including breaks promotes balance and helps you improve your focus 
when you are focusing on work. Take a lunch break. Get some exercise. 
Even when working from home, Tact.ai’s Carpenter says he tries to get 
out of the house at least once a day. “I think those kinds of things are criti-
cal as well,” he says.

The best salespeople can sell from anywhere, in any circumstance.

Selling from home can be more productive than working out of an 
office, but it takes discipline. Knowing when to get out of the house 
and on the road will be important, as will knowing when to come into 
the office and get face time with colleagues. Reps need to develop an 
instinct for when to push for an in-person meeting and how to contin-
ue to sell effectively when they can’t get it.

They deserve to be armed with the best available software to help them 
achieve that ideal. Still, it’s the person who needs to become more pro-
ductive, not the productivity tool.

That means developing productive habits and top performing behavior. 
If you already have some, develop more or be more consistent about 
them.

We can do this, together.

https://en.wikipedia.org/wiki/Pomodoro_Technique
https://francescocirillo.com/
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The future of sales is digital

Sales reps and leaders now know the benefit of virtual selling:
 The best utilization of time for buyer and seller alike
 The opportunity to gather all relevant data and documents in one   place
 Reduced overall cost of sales, with the need for business travel eliminated,      
 minimized, or optimized for when it makes a difference

Achieving the full potential of virtual sales will require digital tools with three key 
qualities: 

Frictionless: Salespeople can work from any device, in any location. The sales team can 
plan and execute its work across any channel in a methodical fashion, will better call 
planning and diligent follow-ups. 
. 
Connected: Within the company sales teams can get their work done without 
switching between multiple systems. Also connecting externally so they can adapt and 
work with their customer on the customer’s terms. An intelligent digital workspace - 
which lets people to call, chat, collaborate on documents – delivers the connected 
experience. 

Prescriptive: Requires salespeople to perform simple yet powerful actions, propelled by 
nudges from the CRM. Instead of being shown redundant data, they get relevant 
insights that help them achieve their goals. For example, a smart system can alert a 
salesperson to a new decision maker joining a company where a deal is pending.

With more focus on activity management and a process-driven sales, the CRM acts as 
a single pane of glass across sales, marketing, commercial excellence and customer 
success teams. To truly increase adoption, CRM should be seller-first and not manage-
ment focused. A human-friendly CRM will act as a leading force for sales transforma-
tion in post-pandemic era.


	McKinsey’s survey



