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We’ve been polishing up our crystal ball, and by the 
looks of it, 2018 isn’t going to be any less exciting. 
Ready or not, here are our top five sales predictions 
for the new year.

From the infiltration of artificial 
intelligence to the explosion of 
account-based selling, 2017 was 
quite a year for sales.
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Did you know that customer experience is poised to overtake both product 
and price as the number one competitive differentiator by the year 2020? 
That’s right - providing customers with a cohesive and pleasant experience at 
every touchpoint is more critical than ever.

Unfortunately, companies are discovering that the very 
tool that is supposed to make this possible for them is 
actually hindering the customer experience. That tool, of 
course, is CRM.

Because many popular CRMs were built long before 
the eras of big data and automation, they require end-
users to focus on administrative tasks like logging calls, instead of satisfying 
customers. What’s more, these CRMs tend to fill functionality gaps with add-
ons that create disjointed workflows and data siloes - and nobody likes those. 

“It is more important than ever that the 
modern business look holistically at the 
entire customer journey.” 

— Mikkel Svane, CEO
Zendesk

NO. 1

1/5 of enterprise companies 
evaluating CRM will choose an 
integrated customer experience 
stack instead

http://www.getbase.com
https://www.walkerinfo.com/customers2020/
https://www.zendesk.com/
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In contrast, there is a newer generation 
of tools that were built with usability 
in mind. By providing features like 
native email tracking and automated 
data collection, these tools enable 
end-users to be more productive 
and devote their time and attention 
to prospects and customers. Where 
legacy CRM vendors impose API 
restrictions, these next-generation 
solutions offer robust and flexible APIs 
for data sharing across platforms. 

Rather than seeking one CRM to 
rule them all, companies will begin 
purchasing department-specific, next-
generation solutions and integrating 
them to build a fully connected 
customer experience stack.

1/5 of enterprise companies 
evaluating CRM will choose an 
integrated customer experience 
stack instead
NO. 1 CONTINUED
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Millennials have heard it all: they’re lazy. They’re entitled. They’re overly 
emotional. Well, guess what? Their buying power now outweighs that of 
Baby Boomers and Gen Xers. That’s right, more than 50% of these whipper-
snappers’ identify themselves as decision-makers when it comes to 
purchasing business technology. 

In lieu of this shift, we believe that frontline 
employees will be next to find their voice during the 
B2B software purchase process. And by frontline 
employees, we mean those outside of management 
who are doing the day-to-day dirty work, whether 
that means cold-calling, tweeting up a storm or 
answering support tickets. 

15% of new software purchases 
will include frontline employees 
as decision makers

One-third of Millennials report having budget 
and/or sign-off on enterprise technology 
purchases of $10,000+. By comparison, 23% of 
Baby Boomers and 27% of Gen X report having 
the same authority.

NO. 2

http://www.getbase.com
http://www.businesswire.com/news/home/20160511005263/en/Survey-Shows-Millennials%E2%80%99-Enterprise-Technology-Buying-Power
http://www.businesswire.com/news/home/20160511005263/en/Survey-Shows-Millennials%E2%80%99-Enterprise-Technology-Buying-Power
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15% of new software purchases 
will include frontline employees 
as decision makers
NO. 2 CONTINUED

It is well-known that CRM is a multi-billion 
dollar industry, yet it has been stated that 
74% of sales teams using CRM report poor 
adoption rates. Poor technology adoption 
results in failed processes, wasted time, 
lost data and so many other dangerous 
side effects.

Coupled with next-generation technology 
vendors’ focus on end-user experience, 
this is sure to drive many companies to 
make a greater effort to ensure adoption 
by involving those who actually use these 
solutions on a daily basis in the decision-
making process.

“The days of the top down, CIO-only purchase 
are dying. We need to provide products that 
users love.”

— Kevin Egan  
Head of North American Sales, Slack

http://www.getbase.com
http://www.qotient.com/qblog-crm-activation/2016/5/25/improving-crm-adoption-accuracy-with-qotient
https://slack.com/
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New metrics will arise to reflect 
the consumerization of B2B sales
NO. 3

While consumer brands have moved to an 
increasingly on-demand sales model, B2B 
companies still expect prospects to fill out 
forms, answer cold calls and jump through 
hoops to make contact with sales. #Rude.

This explains the growing popularity of more 
direct forms of sales communication, like 
live chat. According to recent research from 
Zendesk, customers feel most satisfied during 
their buyer’s journey when using live chat. 
And with the rise of new channels and this 
consumerized sales approach, new metrics 
and KPIs are also beginning to emerge.

Take, for example, the CQL, or conversation 
qualified lead. Pioneered by David Cancel 
and his team over 
at Drift, CQLs refer 
to people who have 
expressed purchase 
intent during live 
conversations, either 
with a human or a 
chatbot. According to David, the CQL model 
develops more instant prospect connections 
and can shorten the sales cycle from weeks 
and months to days or mere hours.

Another way that this new on-demand 
approach may manifest itself is through 
the measurement of conversations had, as 
opposed to emails sent or calls made. Rather 
than being evaluated based on activity 
metrics, rep performance may soon be 
measured simply by the ability to transform 
dialog into dollars. 

Conversation 
Qualified Lead

WHAT’S A CQL?

http://www.getbase.com
https://www.zendesk.com/company/press/zendesk-benchmark-live-chat-drives-highest-customer-satisfaction/
https://www.zendesk.com/company/press/zendesk-benchmark-live-chat-drives-highest-customer-satisfaction/
https://blog.drift.com/introducing-the-cql/
https://blog.drift.com/introducing-the-cql/
https://www.drift.com/
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60% of CRM data will be  
generated by machine
NO. 4

Real talk: prospecting is painful. Trying to 
find a lead with the right responsibilities, 
need and intent to convert into a paying 
customer can feel a lot like looking for a 
needle in a haystack. 

Lucky for today’s reps, prospecting 
as we’ve come to know and dread is 
not long for this world. That’s because 
companies are now able to generate key 
prospect data and pass it directly to your 
CRM for reps to more easily identify hot 
leads and create target lists. 

Take, for example, Bombora. Bombora 
identifies companies that have signaled 
purchase intent by actively researching 
specific products and services. Similarly, 
HGData alerts reps of the software 
companies are already using. Whether 
they spot a competitor, a partner or 
greenfield, knowing this information 
helps reps pitch more appropriately.

Clearbit data enrichment is able to 
transform a single email address into fully 
developed person and company profiles, 
complete with industry, title, location, 
revenue and so much more. It also turns 
anonymous site traffic into known visitors. 

Finally, Clearbit powers Base’s new Reach 
experience, which enables reps to build 
targeted lead lists directly in Base, as well 
as recommends high-value prospects 
based on past successes and untapped 
opportunities.

Clearbit
Bombora
ZoomInfo

Datanyze
HGData
RainKing

COMPANIES TAKING THE PAIN 
OUT OF PROSPECTING

http://www.getbase.com
https://bombora.com/
https://www.hgdata.com/
https://clearbit.com/
https://getbase.com/products/reach/
https://getbase.com/products/reach/
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Ever since email hit the scene in the early 90s, traditional mail - now somewhat 
affectionately known as “snail mail” - has seen a steady decline in consumption, 
especially in business. 

Now the primary means of business communication, the number of emails 
sent and received per day is expected to reach 246 billion by 
the end of 2019, with the average office employee currently 
receiving 122 emails each day.

Unsurprisingly, this digital inundation has resulted in lower 
email open and click-through rates for companies. And in a 
rather ironic turn of events, it has also given the less common 
occasion of receiving a hand-delivered note or package a 
certain je ne sais quoi. 

In fact, Forbes recently penned a piece about an unnamed company that 
accidentally sent empty UPS envelopes to prospects and serendipitously 
received a 15% response rate, proving that “snail mail” isn’t dead and just might 
make a comeback after all.

Direct mail will make a comeback
NO. 5

The average buyer gets 100+ 
emails a day, opens 23% and 

clicks on just 2%! 

DID YOU KNOW?

http://www.getbase.com
https://www.radicati.com/wp/wp-content/uploads/2015/02/Email-Statistics-Report-2015-2019-Executive-Summary.pdf
https://www.radicati.com/wp/wp-content/uploads/2015/02/Email-Statistics-Report-2015-2019-Executive-Summary.pdf
https://www.forbes.com/sites/johngreathouse/2017/10/21/holy-zeigarnik-an-empty-ups-envelope-doubled-this-companys-sales/#4a21b3aa266e
https://www.archerconsolidated.com/insights/107-mind-blowing-sales-statistics
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Buckle Up!
There’s no doubt about it - even if just one of these five predictions 
comes true, sales folks are in for a wild ride in 2018. Does your sales 
team have the tools and tactics in place that it needs to succeed?

To learn more about how Base 
is helping drive tomorrow’s 
sales trends and providing the 
tools that forward-thinking sales 
teams use, visit getbase.com  
or call us at (844) 840-8976.

Contact Us

850 N. Shoreline Blvd Mountain View, CA 94043          (844) 840–8976          www.getbase.com
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