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All states were represented in the respondent sample. The majority were from Victoria, New South Wales and Queensland, with some cov-
erage from all other states and territories as well. 

According to IBISWorld Manufacturing and Construction Industry Sector Reports for Australia - The most populous states include Victoria, New South Wales and Queensland - accounting for the majority of 
industry enterprises and industry revenues, which corresponds with their combined share of Australia’s population. 

This fits with the research study’s participant representation across the key states of Australia.

11%
13%

8%

2%

42%

24%

79% of representation in Victoria, New South Wales 
and Queensland.
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The top 5 requirements to achieve sales and marketing success included:

Forward-thinking industrial companies are continuously adapting to achieve total customer relevance and sustained growth.  
This proves a ‘cookie-cutter’ service will not work in industrial marketing. A unique and well-planned strategy is needed to ensure a 
good customer experience.

Top 5 Requirements For Success

74% 55%68% 49% 44%

1. IMPROVING THE 
CUSTOMER EXPERIENCE

2. ACHIEVING SALES 
EFFECTIVENESS

3. ALIGNING SALES & 
MARKETING 

5. IMPLEMENTING SALES & 
MARKETING TECHNOLOGY               

4. SALES FORECASTING 
& ACCURACY 

74% of survey respondents identified improving the customer experience as a key requirement to achieve sales and marketing success.
This was followed by: 

• achieving sales effectiveness 68%
• aligning sales and marketing 55%
• sales forecasting and accuracy 49%
• implementing sales and marketing technology 44%











Adam Arnold 
General Manager Marketing, 

Loyalty and Retail Innovation  
BP Australia

“We believe we can improve customer 
experience by increasing our direct 
relationship with customers. We can learn 
about their needs and understand how 
best to improve the customer experience. 
We need to build our internal data and 
analytics capacity to do this. To achieve 
an end-to-end experience.”





Jeremy Fox
Chief Technology Officer 

Brickworks

“I’m preparing the business for the 
movement of sales completely away 
from an in-house model to a field-based 
model. This means the person on the 
road will be doing their own sales if they 
input from a mobile device into a very 
agile application that can answer all 
customer queries.”





Nick Jones 
Chief Information Officer 

Konica

“One thing I’ve found around my career is that 
delivering sales and marketing solutions, 
there’s generally a misalignment around 
how you get to the end customer and what 
is important to that end customer. But what I 
think’s interesting is, with the rise of Amazon, 
and all these customer obsessed companies, 
things are starting from the customer, whereas 
when I started in this field 15-20 years ago, 
things started from our internal processes and 
what we need first before our customer.”
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Industrial companies are finally developing capabilities for e-commerce and more sophisticated marketing technology to enhance both communication and distribution efficiencies which in turn may 
significantly improve sales effectiveness and customer experience. While 35% of survey respondents said they found implementing technology challenging, 44% linked technology as a key requirement to 
achieving sales and marketing success.

E-Commerce And Technology

11%

18%

17%

6%

27%

21%

2021

2022

2023

2024

2025+

Never

MAJORITY OF TECHNOLOGY PLATFORMS ON THE CLOUD

65% of survey respondents’ technology platforms are 
already on the cloud.

The vast majority of survey respondents already have the majority of their 
technology platforms on the cloud (65%).  Of the remaining 35%, most will move their 
platforms to the cloud in the next 5 years.  
 
This provides an indication that industrial companies are catching up in e-commerce 
and seem to be making a big move from being “laggards” to the “majority” - in line 
with their customer requirements and market movement. Our depth interviews 
confirmed it is more about industrial companies becoming agile with a ‘fail fast’ 
attitude and tailored market response approach.













Erik Zimmerman
Chief Executive Officer 

Sitetech Solutions

“In industrial selling, you have 8-10 people 
in each meeting. In practical terms, the 
day to day interaction with the customer 
is very complex to maintain as it is with 
people at various levels. Consistent 
communication is very important. If there 
is a new CEO or director you have to build 
relations all over again.”
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Next Steps

1. This research study will be replicated and extended in 2021.

2. We will be focusing on the same key areas and looking at emerging issues in industrial sales and marketing companies.

3. We welcome suggestions and feedback to guide our next research study.



https://www.beyond19.com/
https://www.salesforce.com/au/
https://www.ansell.com/au/en
https://thepointofloyalty.com.au/
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