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Sales Success Requires a Tracking Process  
“Tracking your follow-up determines your success”  

 
by George Tyler, Chief Alliance Officer, 3rd Eagle, LLC 

 

The world’s oldest profession is selling. Before anyone can purchase or use any 
service or product, they must be sold. Everyone in your company should be 
selling, as they are an ambassador for the company, no matter where they are. 
This is very evident in today’s social media world, where employees need to heed 
what they post on a public web site. 

When we talk with presidents, CEO’s and owners of a company, we tell them that 
they must be selling all the time, or they are just overhead. The head of a company 
must constantly sell to customers, partners, suppliers, bankers, investors and 
employees.   

Today’s companies need a tool to track their successes, failures and interactions 
with their customers. Creating a process with a sales tool will increase your 
success, plus improve the efficiency of your sales force. This article describes a 
series of steps to take as you evaluate different sales tools.     

Selling is perceived to be difficult. Selling is just a process that you establish, 
follow and track. Michael Gerber, author of The E-Myth, has shown that everyday 
people create wildly successful companies with processes. One of the most 
important processes in sales is the follow up. Follow up should occur any time you 
and your customer interact. An interaction happens when you are either listening 
to them, or reaching out to touch them. Success comes from making sure that the 
right information flows to your customer at the right time.  

Your customers go through a buying cycle. This buying process may vary, but the 
primary steps are need, information gathering and desire. Throughout the whole 
buying decision process, emotions direct the customer. People buy with their 
heart and then justify the decision using the gray matter between their ears. 
Therefore, all information that flows to your prospects and customers must guide 
their emotions at that particular point in time. Follow up is critical at each step. 

As you provide information to potential buyers, you must focus on them. You 
need to please their requirements and wants. As Winston Churchill said: “If you 
want to profit, you must first learn to please.” The sales cycle will focus on your 
customer and their buying cycle. You must identify their process, and find the 
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steps your customer goes through. Then get the right information and right people 
involved to please your customer. 

Most of us provide more than one product to a customer, as we can usually sell 
ancillary products and on-going services. Every customer should be looked upon 
as a future referral. The result is that we must focus on all customers for the long 
haul.   

From the owner’s or boss’ point of view, critical indicators to track include sales 
increases, number of customers, sales efficiency, and sales per customer (or better 
yet, profit per customer). Sales managers want metrics to measure their sales 
force efficiency – calls per day, close ratio, new calls, etc. Your customer only has 
so much money to spend, and you want as large a share of his wallet as possible. 
Systems should be put into place to track these vital indicators, plus others that 
you deem important.  

Increased efficiencies for sales people usually mean more sales per day or week. 
The more that you can automate the tasks of the sales force, the more time they 
spent pleasing the customer, and more time in front of them. All sales tools must 
be easy to update from any wireless devices. Sales people want efficiency in their 
lives and they will spend as little time as possible entering data.   

Maybe the future sales tracking tools will allow voice entry and then be 
automatically transcribed for the database. Then the sales people would just speak 
into their phone for 1-2 minutes after a call. All future actions would be scheduled 
and the call report finished.   

Part of the tracking process is capturing information about the customer. 
Customer information includes customer dynamics, demographics, history of 
interactions between your companies, customer needs, buying habits and how 
often the customer is touched. Touching a customer or prospect includes face-to-
face discussions, phone calls, emails, ordinary mail, your website, blog postings, 
tweets, and other information your customer can find out about you. Do you know 
what your customer is posting on their blogs, websites or in tweets? 

The focus of your selling cycle is to match the buying cycle of your customer. The 
first step the customer goes through is identifying that they have a need to solve a 
problem. Your sales force must identify the customer’s problems before they can 
start their selling. Listening is an important attribute at this stage. By listening to 
what the customer says, types in an email, posts on a blog or a tweet, or places in 
printed material, you can learn plenty about your customers.  

Once the customer has found that they have a problem, they gather information. 
During this stage of the buying cycle, specific information must be fed to the 
prospect. Too much irrelevant information forces the prospect to look elsewhere 
for a solution. The whole company can be involved in providing the right 
information such as product benefits and features, demonstrations, trials, 
customer support, referrals, etc. During this gathering stage, the desire for a 
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solution builds within your prospects, as they want a solution. Experienced sales 
people will build upon that desire and direct it towards their solutions. Tracking 
the interaction with an automated tool will increase the efficiency of your sales 
process.   

Knowing the buying cycle is paramount for success and you need to map this cycle 
to your unique customer. Some significant points to know about your ideal 
customers are: 
 

 Industry 

 Geographic coverage 

 Size (revenue & employees) 

 Company history 

 Lifestyle 

 Psychographic (Values) 

 How do they buy? 

 What problems do you solve for them? 

 Who are their ideal customers? 

 What are their key products? 

 Who else sells to them? 

 Why would they buy you over your competitors? 

 

The more you know about your customers, the more you can please them during 
the buying cycle and after they have purchased your product. Knowing the correct 
information, you can follow up with them with the right information at the right 
time. Your touches to your customers will determine the relationship with them. 

As you touch your customers, you need to understand who else touches them 
(departments and other employees in your company). In addition, it is important 
to know how and where the touches take place, and how these touches correspond 
to the buying cycle (need, information gathering and desire). Tracking this 
process is helpful for success, and today’s automated tools can do just that. 

You know your customer, you know their buying cycle, and you know what your 
company strategy is. The interaction between you and your customers is a series 
of touching and listening. Listening to your customers and prospects is getting 
more complex every day, as you must track what they are saying verbally as well 
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as electronically (websites, blogs, Facebook, Twitter, etc.). Do you have a process 
in place to listen to your customers? The more listening you do, the better you can 
touch the prospect and provide what they need and want. The goal is to create a 
great flow of the appropriate information to capture a larger share of your 
customers’ wallets.  

Today’s automated sales tools assist in expanding upon your success and 
improving the efficiency of your sales process. Tools for small one-person 
companies can be drastically different from those used by 100+ person sales 
forces. Before you implement any sales tracking and customer information 
systems, you need to understand what we have just covered.    

Having started several companies, I have found for a one or two person company, 
the simpler the tool the better. For one business, I started with Outlook and the 
business contact information. As we became more sophisticated and had to share 
knowledge, we used a free online CRM (Customer Relationship Management) 
tool. This allowed multiple people to track customer information, as well as 
tracking input from our hired telemarketing team. I know other startup 
companies have used Wiki’s, or shared spreadsheets. The more customers you 
have and larger your company, the more sophisticated the tools must become to 
increase the efficiency of your sales efforts.       

Automated tools are wonderful to track the success of marketing and/or sales 
campaigns. Maybe you start with an electronic newsletter (using tools such as 
Constant Contact and SwiftPage). This is followed up with a special offer on your 
blog. Then you send out an updated offer announced on Twitter. Tracking the 
success of this campaign can be tied to your automated sales tool and help you 
retool the program to better focus and achieve grander results. 

To start using a CRM tool, start with the simplest and easiest tools first. Then, find 
out what you like and do not like.  

In your review of your own sales process, you have uncovered what your 
minimum requirements are, and you can eliminate some tools as being too 
simplistic for your needs. Have every department and/or person who touches 
your customer provide input, as they will be using the tool. Use a small segment of 
your sales force, if you can segment them, to test one solution for a short period. 
Then you can add a couple other departments to the testing phase. Eventually, 
you can find a tool everyone can use and accept. The usefulness of the tools will 
only be as good as the information kept, and everyone has to participate.   

With the proper tools, you can listen very carefully to what your customer says 
and touch them when needed. You can provide them with the appropriate 
information when they want it and create a desire for your product. Automated 
tools can facilitate the sales follow up and keep your company name at the top of 
the customers’ mind. The result is more sales, and a more efficient sales effort.  

References for further study and assistance.
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Good information sites: 
www.CRMGuru.com  (goes to www.customerthink.com) 
www.crmbuyer.com 
www.comparecrm.com 
www.bnet.com  (good general business information) 
www.business-software.com  (comparison/ranking of vendors) 
www.alimetergroup.com  (consulting firm focusing on Social CRM) 
www.forrester.com  (good research firm, search for CRM on their site) 

Search on web for terms: “CRM”, “Social CRM” 

Search on FlickR for term: “Social CRM” and find numerous diagrams of CRM 
systems 

  

George Tyler is Chief Alliance Officer and founder of 3rd 
Eagle, LLC. George is an executive-level market developer with 
in-depth experience marketing new products and establishing 
strategic alliance programs that significantly increase revenue 
and capture greater market share. He is a serial entrepreneur 
with extensive marketing and sales experience for technology 
companies. George has presented to audiences around the 
globe, and written articles that have been translated into other 
languages. Besides building and launching start up firms, 
George has developed global strategic alliance programs and 
successfully launched new OEM technologies, hardware 
components, and software products for leading Fortune 500 

enterprises to increase revenue. Can he help you grow your company? Please call. 

Contact information: George@3rdEagle.com, LinkedIn.com/GeorgeTyler, Twitter@GeorgeTyler, 
303.482.7583 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (None)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /sRGB
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
    /Arial-Black
    /Arial-BlackItalic
    /Arial-BoldItalicMT
    /Arial-BoldMT
    /Arial-ItalicMT
    /ArialMT
    /ArialNarrow
    /ArialNarrow-Bold
    /ArialNarrow-BoldItalic
    /ArialNarrow-Italic
    /ArialUnicodeMS
    /CenturyGothic
    /CenturyGothic-Bold
    /CenturyGothic-BoldItalic
    /CenturyGothic-Italic
    /CourierNewPS-BoldItalicMT
    /CourierNewPS-BoldMT
    /CourierNewPS-ItalicMT
    /CourierNewPSMT
    /Georgia
    /Georgia-Bold
    /Georgia-BoldItalic
    /Georgia-Italic
    /Impact
    /LucidaConsole
    /Tahoma
    /Tahoma-Bold
    /TimesNewRomanMT-ExtraBold
    /TimesNewRomanPS-BoldItalicMT
    /TimesNewRomanPS-BoldMT
    /TimesNewRomanPS-ItalicMT
    /TimesNewRomanPSMT
    /Trebuchet-BoldItalic
    /TrebuchetMS
    /TrebuchetMS-Bold
    /TrebuchetMS-Italic
    /Verdana
    /Verdana-Bold
    /Verdana-BoldItalic
    /Verdana-Italic
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 150
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /ColorImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 150
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /GrayImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 300
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f300130d330b830cd30b9658766f8306e8868793a304a3088307353705237306b90693057305f00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /FRA <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [600 600]
  /PageSize [612.000 792.000]
>> setpagedevice


