
Beyond CRM: Delivering the Right Data 
for Effective Sales Coaching
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Introduction Does this sound familiar? Sally finally gets a 
face-to-face meeting with the top account on 
her target list. All the most important players 
will be there. She informs her manager of the 
big meeting, and he immediately makes plans 
to join her. (Now she not only has to wow the 
prospective customer, she’ll have to do it in 
front of her boss, demonstrating that she has 
the necessary knowledge and skills to engage 
and close a critical client!)

Now the real work begins. Sally starts 
researching the company to understand more 
about their business goals and objectives for 
the year. She begins to map the account 
structure, and the associated business 
relationships, to understand who will be in the 
room, where they report, and how they can 
help—or potentially hurt—her chances of 
closing the deal. 

She also composes a list of critical questions 
she’ll need answered to move the deal forward, 
keeping in mind that others will come up 
unexpectedly and that she will need to do 
some careful listening as well. And she 
updates her presentation to ensure she’s 
addressing the prospective buyer’s top needs 
and concerns, while successfully convincing 
them that hers is the best solution on the 
market.

Now let’s consider this scenario from 
Sally’s manager’s point of view. When he 
arrives to accompany Sally to the meeting 
he sees someone who has done her 
homework and is well prepared. They 
might discuss some additional tactics, but 
in general, he appreciates Sally’s effort, 
and after witnessing her handling of the 
meeting in-person, gives her high marks for 
performance.

Like a lot of front-line managers who 
observe their sales reps on an occasional 
ride-along, Sally’s boss might jump to the 
conclusion that she’s doing everything 
right. And who could blame him? We’d like 
to think that every sales rep goes through 
this exercise every time, for every
prospective customer, but we know that’s 
just not the case.

Managers surveyed 
by the Sales 
Management 
Association rated 
coaching as the #1 
most important 
activity based on 
its impact to sales 
effectiveness –
ranking it higher 
than lead gen, 
compensation, and 
sales process.  
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For front-line sales 
managers to really 

understand what 
their reps are 
ready to bring to 
every client 
interaction, and 
where coaching 
can make an 
impact, they need 
good data.  But CRM 
systems tell only part of 
the story.

Why All Sales Data Is Not 
Created Equal 

The reality is that most sales managers, 
particularly those responsible for large, 
dispersed teams, have only limited 
opportunity to observe their reps “in the 
wild.”  And considering that many sales 
managers will see an individual member 
of their team once a quarter or less, 
even observations alone can be 
deceiving. 

Given the complexity of today’s sales 
cycles, what you see on a single ride-
along is not always what you get. For 
front-line sales managers to really 
understand what their reps are ready to 
bring to every client interaction, and 
where coaching can make an impact, 
they need good data.



When it comes to data collection and 
analysis, sales managers will most 
often turn to their CRM system.  Yet 
CRM systems tell only part of the 
story, and are generally limited to 
process and productivity metrics such 
as number of calls and meetings, or 
number of new opportunities created.  

To get a complete picture of their 
team’s capabilities, as well as their 
future capacity to meet their goals, 
today’s sales coaches need a rich 
data set that also takes into account 
the individualized knowledge, skills 
and behaviors of their team.

This is where the performance 
insights Qstream delivers are adding 
significant value for sales coaches. 
Here are just a few of the data points 
your sales managers might be 
missing when it comes to coaching.
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Firms that provide 
optimal coaching to 
salespeople realize 
annual revenue 
growth rates 
16.7% greater 
than firms that do not 
provide any coaching 
to their salespeople.

Competitive Positioning – Your reps 
must not only understand your products’ 
value, they must be able to convey them 
in a compelling, highly differentiated way. 
The reality is that competitive threats can 
arise with little warning. Whether it’s the 
hot start-up with millions in new venture 
capital, or the established player with a 
leap-frogging new product, sales 
enablement pros must respond fast to 
prevent erosion of critical market and 
mindshare. 

With Qstream, new scenario-based 
challenges can be deployed quickly, 
often in just a few hours once content is 
approved, ensuring that competitive 
messaging – even promotional pricing or 
service package changes – are swiftly 
and effectively reinforced with field 
reps. Real-time analytics then help 
measure critical recall and understanding 
of competitive kill points, and alert 
managers to reps that might benefit from 
additional coaching. 

Product Proficiency – It’s not 
uncommon for B2B sales reps to 
represent multiple products, or a larger 
solution platform with multiple 
applications. This diversity, not to 
mention the complexity of many B2B 
products, requires reps to master a 
tremendous amount of feature and 
function information as well as the 
ultimate benefits to customers. Qstream 
helps strengthen key product and brand 
messages by engaging reps in a series 
of brief scenario-based challenges, 
delivered directly to their mobile device 
or desktop.

The data resulting from our clinically 
proven approach gives sales leadership 
unprecedented visibility into what reps 
truly understand about their products, 
and where the gaps are, while helping to 
make the skills that matter most stick for 
the long-term. This type of visibility also 
enables managers to take action 
immediately against a set of highly 
targeted coaching opportunities – in real-
time – not just at the end of the quarter 
when it might be too late.

Sales Management Association; “Research Report: Supporting Sales Coaching,” November 2015



5Qstream  |

Since managers often don’t know where 
to begin to coach their reps, Qstream 
delivers insights via an easy-to-read, 
graphical dashboard delivered via email 
on a weekly basis. This approach 
supplements ride-alongs and other in-
person observations by giving sales 
managers a real-time understanding of 
what their reps know, and how 
confidently they can apply that 
knowledge in a client environment.

Unlike a generic checklist, this approach 
shows managers a level of detail against 
a specific set of performance, 
engagement and proficiency metrics with 
recommendations for specific actions. 

The most critical part of this approach is 
that it effectively engages time-
constrained sales managers in the 
process of coaching – consistently, and 
with the data they need to drive 
sustainable improvement.  
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Sales Process & Selling Skills –
Different phases of the sales cycle 
require different skills and behaviors. 
Back to our earlier example, Sally’s 
goals and resulting behavior for a first 
meeting will be quite different from later 
interactions when the deal must be 
negotiated and closed. Every rep is 
unique, and it’s not unusual for reps that 
have the personality and temperament 
to be great openers, to struggle when it 
comes to asking for the deal.

Reinforcement of key selling skills, even 
the adoption of a new sales 
methodology, is a common and highly 
successful use case for Qstream. Our 
management reporting can help identify 
reps that are struggling with core selling 
skills such as closing and negotiation, 
supported by flexible content tags that 
pinpoint specific gaps and provide 
coaching guidance to managers before 
revenue is at risk.

While it’s not uncommon for sales 
managers to focus the majority of 
their coaching time on specific, near-
term opportunities, it can be 
shortsighted. The best coaching 
sessions have a development focus, 
and address skills, knowledge and 
the use of specific strategies that will 
improve sales results. Add to this a 
layer of data that gives sales 
managers real-time, highly 
individualized insights into their team, 
and now you can develop your reps’ 
full arsenal of skills and capabilities 
for dividends that pay over the long-
term.
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But Why Stop at Sales Managers?

Professionals throughout your organization can and do 
benefit from the data insights Qstream delivers. Our 
flexible reporting engine allows customers to slice and 
dice their respondent data in unlimited ways, or map to 
any business KPI whether department-specific or 
company-wide.

• Sales Enablement/Sales Effectiveness – the data and 
coaching insights generated by Qstream helps sales 
enablement professionals understand the baseline 
competencies of their team, implement and measure a 
continuous development plan that goes beyond event-
based training, and build confidence enterprise-wide 
that their sales team has what it takes to achieve their 
goals.  

• Training & Development – One of the biggest 
challenges for training and development pros is 
answering the question, “Are my training programs 
effective?” Qstream ends the debate with detailed 
data on engagement, performance and proficiency, as 
well as individualized insights on skills and knowledge 
gaps that can be proactively addressed via coaching or 
remedial education. Perhaps most importantly, 
Qstream can inform ROI analysis that helps training 
prove – in a data-driven way – that their training 
programs are delivering business results.
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About Qstream
Qstream combines performance analytics, coaching 
optimization and knowledge reinforcement in one 
powerfully simple, mobile enterprise solution. By 
letting reps respond to Q&A-based challenges for 
just minutes a day, Qstream delivers insights that 
help sales leaders align behaviors for growth, and 
identify targeted coaching opportunities to 
strengthen the capabilities that matter most.  

Whether delivering information to new hires or 
reinforcing product messages and selling skills from 
a recent sales meeting, Qstream is being used daily 
by leaders in life sciences, technology and financial 
services to improve sales team performance at-
scale, with direct impact to the bottom line.

Learn More
Web: Qstream.com
Blog: https://Qstream.com/blog/ 
Twitter: @Qstream 
Facebook: facebook.com/Qstream
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