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[bookmark: _cg2p527cobvc]SEPs streamline sales workflows into a single interface

SEPs are Software-as-a-Service (SaaS) tools that specialize in specific stages of the sales journey, or combine elements of standalone sales tools under one suite of applications. They help sales departments plan, optimize, and execute interactions with prospective customers, and subsequently deliver services throughout the customer lifecycle. SEPs distinguish themselves from previous generations of sales technologies by focusing on improving the overall quality of sales interactions and the actions taken to convert prospective customers and retain permanent customers. Further, SEPs sit on top of existing customer relationship management (CRM) software, coordinating communication across various channels in one space. 
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SEPs’ functionality can be broken down to five components 1) integrated communication offers a suite of tools to automate sales campaigns and provide personalized sales and marketing content, 2) customer data and analytics–an automated database of customer interactions to assess the quality of sales interactions, 3) guided selling–automated and data-driven “next best step” recommendations to sales reps, 4) sales team training and  management–streamlining and automating routing processes, and providing continuous and personalized training at scale, and 5) after-sales service, focusing on enhancing the customer experience.  
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	Functionality
 
	Features

 
	 

	 
	Standard Sales tools
	SEPs
	 Key Solutions

	Integrated communication
 
	
 
●  Manual operation of customer touchpoints on single applications
 
●  Generic marketing materials for all customers
 
 
 
	
●  Omnichannel touchpoints across social media, video conferencing, and  email

●  Email scheduling and automated replies
 
●  Customized content on the fly - personalized email templates or presentation decks and website optimization (A/B testing)
 
	Sales Campaign automation: Tools for preparing & automating sales campaigns via email, SMS & other channels

	Customer data & analytics
	●  Manual entry of customer data and activity
●  Overall view of engagement across platform unavailable
● Surface-level assessments of conversations based on speech or text
 
●  Manual routing and recordings of sales inquiries
  and activity
 
 
	●  Automated database of customer interactions (connect to third-party CRM tools)

●  Customer engagement with sales reps and marketing campaigns can be tracked 
●
  Real-time analysis of speech or text to gather insights
 
 
● Automated routing and updating customer profiles in real-time
 
	Conversational intelligence: Tools for recording & analyzing live sales calls over voice & video
 
Lead generation:
Tools for discovering & building customer and company databases to generate sales leads

 
 
 

	Guided Selling
 
	●  Possibility of mistimed customer outreach
  leading to lost opportunities
 
	●  Recommendations based on the stage of customer
  prospecting
	Sales intelligence: Tools for discovering & analyzing customer interactions for improving customer success.

	Sales team training &  management
	● Sales, Marketing and customer success teams working in siloed functions
 
●  Annual sales training programs
	● Teams collaborating on a single platform, providing a unified view of the customer sales journey
● Continuous sales training and coaching tools powered by AI 
	Sales workflow automation: Tools used for automating routine sales functions to improve the efficiency of sales teams 

Sales coaching: Tools for preparing sales content & coaching sales teams to improve performance

	After-sales service
	· Manual ticketing system to keep track of customer feedback, requests, and complaints 

· Provides customer service, focusing on warranty and repairs
· Limited channels for communication with customers

	· Automated ticketing system that displays multichannel communication on a unified interface 
· Focuses on the buyers’ journey with the product
· Multichannel capabilities  
	After-sales service: Tools used to continuously  improve the product experience by understanding customer pain points


Source: SPEEDA Edge research

In addition, a number of firms also combine the above functions and have a single Integrated offering, providing an end-to-end solution covering the entire sales lifecycle.

The application of AI and ML can be identified as the key catalysts across the sales process. Particularly, in the case of SEPs, the use of AI and ML in the ‘Act’ and ‘Convert’ stages of discovering prospects’ buying preferences through positive or negative email responses provide key insights into prospect intentions. This is followed by next-best actions which can increase the chances of lead conversion. A recent survey of business CMO’s shows that content personalization and predictive analytics for customer insights are the top reasons for the use of AI in marketing.
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Comprehensive sales and marketing all-in-one solutions powered by AI and ML methods are driving the demand for SEPs. Traditional sales tools are unable to provide efficient personalized solutions at scale, and the loss in productivity that comes from moving and maneuvering between different marketing technologies are, similarly, drivers of this growing market. As such, improving return on investment through increased conversion rates and elevated customer lifetime value is a key value proposition for SEP adoption. In addition, building loyalty through direct and personalized marketing can help expedite business growth.
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By combining previously disparate systems, SEPs drive efficiency in the sales process through personalized content creation and AI-based guided selling tools trained on customer insights. These tools enhance the number of pipelines, improve lead quality, and increase conversion rates. For example, corporate lodging firm Hotel Engine reported a 2.5x increase in closing rates using ZoomInfo, a leading disruptor in the space.[footnoteRef:0] Additionally, Mediafly's sales coaching, intelligence, and workflow automation solutions claim to improve sales representatives' productivity by 25% on average.[footnoteRef:1] Meanwhile, the use of Groove’s SEP allowed the influencer collaboration platform PopularPays to increase meeting bookings by 54%. [0:  https://www.zoominfo.com/pricing]  [1:  https://www.mediafly.com] 
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SEPs also help address key pain points in sales departments. According to a survey, 72% of companies prioritize improving pipeline creation. Email emerged as the primary lead nurturing channel for 51% of companies, proving to be 40x[footnoteRef:2] more effective than social media channels such as Facebook and Twitter. Despite this, 70%[footnoteRef:3] of sales reps fail to follow up after just one email. SEPs can automate follow-up, increasing response rates by up to 25%, and help create personalized emails that achieve an impressive 29% open rate and a 41% click rate. [2:  https://www.close.com/blog/39-shocking-stats-that-will-change-the-way-you-sell]  [3:  https://www.peaksalesrecruiting.com/blog/sales-follow-up-statistics/#:~:text=70%25%20of%20reps%20only%20send,clients%20they've%20left%20behind.] 


In addition to pipeline creation, SEPs also address the sales coaching challenge, providing a structured approach and regular coaching that enables salespeople to achieve a high quota attainment rate of 73%.

​​Pipeline creation and key account program building in the sales funnel are top priorities for sales teams
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Sales reps spend more time on average executing tasks which are not related to selling products relative to industry best practices—taking precious time away from customer interaction and management. 
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As of 2021, only 35% of all business-to-business (B2B) firms could track the effectiveness of their marketing content on closed leads. This exposes the biggest drawback of traditional sales and CRM software, namely the amount of time reps have to spend manually inputting and updating data on campaign effectiveness, customer preferences, and customizing sales content; instead of allowing representatives to reach prospects and sell products.

The automation and integration features available in SEPs significantly reduce time spent on manual data entry and repetitive daily tasks. This gives salespeople more time to act as consultants and advisors to customers and offer personalized services using the insights obtained from these AI platforms. For instance, the e-signature software provider DocuSign revealed that it saved 30 minutes per rep per day by automating their account-based and outbound campaigns using the company’s Outreach product. Similarly, US hospitality agency HotelsByDay saves seven hours a week per rep using Reply.io’s SEP software.

[bookmark: _95h7lm6dp1l6]3. Leverage GenAI for improved sales engagement strategies
Generative AI (GenAI) has emerged as a critical driver of sales engagement across various industries, revolutionizing traditional sales processes by automating tasks and enhancing customer interactions. According to a 2024 survey, 40% of sales representatives find sales prospecting to be the most challenging part of the sales process.
To address this challenge, companies like Salesforce and Cognism leverage GenAI to improve sales efficiency. Salesforce uses GenAI through Einstein Lead Scoring to predict lead quality by analyzing historical data and identifying patterns, enabling sales teams to focus on leads with the highest conversion potential. Similarly, Cognism employs GenAI for lead generation, enhancing the way companies identify and engage with prospects.
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The CRM automation tools embedded in SEPs fill customer records by pulling data from email, social media etc. This data may not be completely accurate and therefore require human double-checking. Errors such as duplication of data and incomplete company profiles may also occur. As such, some level of human verification is often required to ensure the accuracy of sales engagement software. In addition, with the use of third-party software in SEPs to sync communication (e.g. email) and customer information, the businesses data is only as secure as the third-party software.
[bookmark: _o2co1ua2n1ht]Automation of sales engagement could lead to reduced human interaction desired by some consumers
Over-use of email, SMS, and social media interaction could lead to a breakdown in the human relationship between salespeople and customers. Further, recommendations made by these AI algorithms need to be analyzed by a human to decide on the best course of action, since qualitative factors such as the personality and professional and personal history of each customer should be taken into account.
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