
 

EXECUTIVE SUMMARY 
Commercial Excellence in 2025 - The impact of AI, Enablers & 
Distractors in Driving Revenue Growth 
 
 
1. Complexity in Sales Cycles 
 
Context: Modern sales cycles are becoming increasingly complex, driven by more 
informed buyers, larger buying centers, and longer decision timelines. This complexity is 
exacerbated in industries dealing with high-value transactions or innovative solutions, 
where multiple stakeholders with varying priorities need alignment. Traditional one-to-
one sales approaches are no longer sufficient to navigate these challenges, especially as 
buyers seek more data and evidence to support decisions. 
 
Discussed Solutions: Participants highlighted the need for deep stakeholder mapping 
to understand the dynamics within buying centers. This includes identifying key decision-
makers, influencers, and their pain points. Emphasis was placed on transitioning from 
purely transactional sales to consultative selling, where the salesperson acts as a trusted 
advisor. Simplifying processes, segmenting buyers based on decision complexity, and 
tailoring engagement strategies were proposed as ways to address these multifaceted 
sales cycles. 
 
 
2. Messaging and Storytelling 
 
Context: Effective messaging and storytelling have emerged as critical tools in sales. The 
challenge lies in crafting narratives that resonate across diverse personas within a buying 
center, which can range from technical experts to financial decision-makers. This is 
further complicated by generational and cultural differences, requiring nuanced and 
flexible communication strategies. 
 
Discussed Solutions: Sales and marketing alignment was frequently discussed as a key 
to consistent messaging. By creating persona-based narratives and leveraging 
storytelling techniques, organizations can better connect with stakeholders in the buying 
center on an emotional and logical level. The idea of “one message for one stakeholder” 
was proposed to focus on precision and clarity. Furthermore, storytelling can be tailored 
to specific contexts, such as addressing regulatory changes or demonstrating ROI, to 
make the narrative more impactful. 
 
 
3. Pain Points and Decision Criteria 
 
Context: Identifying customer pain points and aligning solutions with their decision 
criteria are essential in influencing buyer decisions. However, many organizations 
struggle with understanding and documenting these pain points effectively, particularly 
in complex sales environments where multiple stakeholders have different priorities. 



 

 
Discussed Solutions: Participants emphasized the importance of conducting thorough 
discovery conversations to uncover both explicit and latent pain points. Using customer 
feedback, personas, and historical data, organizations can map decision criteria and 
address them directly through targeted messaging. Leveraging value calculators and 
interactive tools was also suggested to tie solutions to specific pain points, making it 
easier for stakeholders to see tangible benefits. 
 
 
4. Customer-Centricity and Segmentation 
 
Context: Shifting from a product-centric to a customer-centric approach is a priority for 
many organizations. The challenge lies in accurately segmenting customers based on 
their needs, behaviors, and buying complexities. This segmentation becomes even more 
critical when balancing transactional sales with strategic engagements early in the 
buying journey. 
 
Discussed Solutions: Building detailed customer segments and aligning them with 
tailored strategies was a recurring theme. Categorizing customers into segments such as 
exploratory, repeat, and high-value allowed participants to adopt differentiated 
approaches. Participants also emphasized the need for customer-centric cultures within 
organizations, which can be achieved through training and fostering cross-departmental 
alignment. This ensures that all teams prioritize customer impact over internal agendas. 
 
 
5. Cross-Departmental Alignment 
 
Context: Misalignment between sales, marketing, and product teams often leads to 
inconsistent customer experiences and messaging. In complex sales environments, this 
lack of alignment can result in missed opportunities, reduced efficiencies, and an 
inability to address customer needs effectively. 
 
Discussed Solutions: Creating cross-departmental task forces, such as innovation 
boards, was suggested to drive alignment. These boards bring together representatives 
from sales, marketing, and product teams to collaboratively address customer needs. 
Regular joint meetings, shared KPIs, and integrated technology platforms (e.g., CRM 
systems) were also proposed to facilitate better communication and alignment across 
departments. 
 
 
6. Technology and Tools 
 
Context: The role of technology in sales is a topic of debate, with some viewing AI and 
automation as enablers, while others emphasize the irreplaceable value of human 
interactions. Technology is increasingly being used for tasks like analyzing tenders, 
scoring leads, and training sales teams, but its adoption varies widely across industries. 
 



 

Discussed Solutions: AI was recognized as a powerful tool for enhancing efficiency, 
particularly in tasks like tender analysis and sales training. For example, using generative 
AI to draft tender responses was highlighted as a way to manage complexity. However, 
participants agreed that AI should augment, not replace, human interactions. The focus 
should be on blending human insight with AI-driven insights to improve decision-making 
and personalization. 
 
 
7. Breaking the Status Quo 
 
Context: Many customers resist change due to inertia or a lack of urgency. Breaking the 
status quo requires not only identifying customer pain points but also demonstrating the 
risks of inaction and the opportunities for improvement. This is particularly challenging 
in industries where customers are already satisfied with existing solutions. 
 
Discussed Solutions: Participants proposed leveraging data to demonstrate the cost of 
inaction or the potential ROI of a new solution. Case studies, testimonials, and tailored 
storytelling were seen as effective ways to make the case for change. Encouraging 
marketing and sales collaboration to create compelling "why change" narratives was also 
discussed, along with using personalized tools like ROI calculators to quantify potential 
benefits. 
 
 
8. Cultural and Generational Considerations 
 
Context: Sales teams increasingly face the challenge of addressing diverse cultural 
norms, languages, and generational preferences. These differences significantly impact 
how messaging is received and decisions are made, particularly in global or cross-
cultural contexts. 
 
Discussed Solutions: Tailoring messaging to cultural and generational nuances was a 
key takeaway. Participants suggested training sales teams on cultural sensitivity and 
leveraging local insights to adapt strategies. For generational differences, creating 
flexible messaging frameworks that cater to varying values, such as innovation for 
younger stakeholders or reliability for older ones, was recommended. 
 
 
9. Focused Engagement Strategies 
 
Context: In a world of finite resources, focusing sales efforts on high-priority 
opportunities is critical. Many sales teams struggle to balance broad outreach with 
deeper engagement, leading to diluted efforts and reduced ROI. 
 
Discussed Solutions: Segmentation and prioritization were identified as essential 
strategies. By categorizing customers based on value and engagement potential, sales 
teams can allocate resources more effectively. The concept of "choosing battles" was 
discussed, emphasizing the importance of focusing on opportunities where the company 



 

can add the most value. Interactive tools and customer-specific strategies were also 
proposed to enhance engagement. 
 
 
10. Timing as a Critical Success Factor 
 
Context: Timing emerged as a recurring theme, with participants emphasizing the 
importance of delivering the right message at the right moment. Poor timing can lead to 
missed opportunities, even with strong messaging and solutions. 
 
Discussed Solutions: Participants emphasized the need for data-driven approaches to 
track customer and market triggers. For example, tools like CRMs or predictive analytics 
platforms can monitor changes in customer behavior (e.g., budget approvals, new 
regulations, or competitor actions) and alert sales teams to act at the optimal moment. 
Some companies shared success stories of using account-based marketing strategies 
combined with customer journey mapping to identify when prospects are most likely to 
engage. Additionally, aligning sales and marketing teams to focus on nurturing leads over 
time, rather than pushing for immediate conversions, was seen as a critical way to ensure 
timing is right for both parties. 
 
 
11. Evolving Buyer Expectations 
 
Context: Buyers are now more informed and expect personalized, data-driven 
interactions. They also look for sellers to act as consultants who provide insights, not just 
products. 
 
Discussed Solutions: To address evolving buyer expectations, participants suggested 
adopting an approach in which sales is relevant in each stage of the buying journey (cfr. 
“why change”, “why us”, “why stay”). This includes investing in pre-sales initiatives such 
as workshops, assessments, or custom demos that provide value even before a deal is 
closed. Another key strategy is leveraging digital engagement tools, such as video 
conferencing, chatbots, or interactive content, to meet customers where they are and 
offer real-time support. Training sales teams to better understand customer industries 
and personalize interactions based on the buyer’s specific pain points and goals was also 
emphasized. Finally, aligning product and service offerings with measurable customer 
outcomes—such as ROI calculators or predictive analytics tailored to the buyer's 
needs—can create deeper trust and satisfaction. 


