SALES FORCE EFFECTIVENESS MEASURES





Sales Process�
Measures�
�
Sales Planning�
Demand Estimation Measures


Timeliness of forecast completion


Timeliness of plan review and completion


Accuracy of forecast (% variance from plan)


Performance of action plans supporting sales objectives


Compliance to standard plan format�Sales Planning Measures


% sales from markets developed within last 3�5 years


% sales from each territory, segment, product/service line


% share of total market


% growth of total market


% future business expected from new markets


% time spent planning


Average training hours per year per salesperson


Method of training


% of time engaged in market, competitive, industry research


staff to management ratio


sales force organizational structure�
�
Account Development/Opportunity Management�
Cost per lead


Revenue generated per lead


# of total leads


% of leads for existing customers vs. non�customers


% of leads converted to sales


% of leads converted to proposals


Cycle time of lead development


% of leads within predetermined target category


% of customer information accurately input into the opportunity database


% of accounts input into the opportunity database in allocated timeframe


Receivables performance metrics (e.g., bad debt expense)�
�
�
Customer Sales


�
Sales Measures


Total sales volume � net sales dollars (all products and services)


Strategic sales volume � net sales dollars (selected products and services)


% of sales volume from targeted key customers


New account sales volume � net sales dollars (new customers)


Total market share


% growth in existing markets


% change in market share


% existing customers business


% of new business from existing customers


% revenue growth


% of revenue growth from new customers


% of revenue growth from new products


% of new customers in the past year�Profitability Measures


Profitability of sales (rate of return, ROI, etc.)


Profitability of territories/segments, products/services, accounts/customers


Profitability per salesperson


% income from top 20% of customers


% profitable territories/segments, products/services, accounts/customers


% margin from new customers


% margin from existing customers


# of free giveaways


% of products/services sold at list vs. discount


sales returns as a % of sales


sales allowances as a % of sales


advertising and promotion expense as a % of sales


total sales force costs as a % of sales�Sales Activity Measures


Average revenue per sales call


Average revenue per salesperson


Average cost per sales call


% of time spent with prospects


% time the correct resource makes the initial presentation


# of establishments and decisions covered/% of territory coverage


Cycle time from negotiation to close


Assessment of consultative selling behavior (i.e. length and strength of customer relationships, innovative solutions provided, demonstrated understanding of clients’ business issues, how well we identified customer requirements)


% of proposals turned into sales


% of contracts approved by customers the first time


# of contract revisions


% of modified contracts�Customer Satisfaction Measures


Customer satisfaction ratings


# of customer complaints/total # of customers


# of customers terminated


% of customers satisfied with salesperson responsiveness, quality, consultative/proactive approach, availability, longevity, etc.�
�
Customer Account Management�
Retention Measures


% of customers retained 


% of customers lost


% of strategic customers retained/lost


% of time spent with existing customers


Customer Satisfaction Measures


Response time to resolve issues


Number of customer calls/issues


Internal and external customer satisfaction surveys


#/$ of billing errors


# of product errors


% of sales order changes�Account Penetration and Growth Measures


# of add�on sales


Repurchase rate from existing customers


# of follow�up leads generated


Accuracy of profitability analysis


Order to implementation cycle time�
�
Sales Monitoring/Information Management




















�
% of evaluations completed on time


Timely review of performance information


% of P&L reports delivered on time


Timely completion and deliverance of sales reporting documents


% of activity reports submitted on time


% of activity reports meeting call plan requirements


Consistent process for assessing sales effectiveness


Consistent evaluation process for all salespeople


Selling method effectiveness


% of sales force compensation at risk


Sales force turnover %


Average sales force years of service 


Sales force growth %


Average # of accounts per salesperson


% of sales force at or above quota


% of sales force with portable computers


% of sales force with networked portable computers (i.e. linked to home office, each other, intranet, etc.)�
�
Knowledge Management�
Knowledge sharing, i.e. # of documents contributed to database/intranet


Sales assistance provided based on experience�
�
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Process Metric�
�












