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TMSA Marketing & Sales Metrics Study

Annual study to help understand: L
* Key metrics in marketing, sales, business strategy

* How they change over time

* Best practices for success in the industry

Confidential & Proprietary #TMSAZOZO 3



. : FITMSA 2020
2020 Marketing & Sales Metrics Study. meruTORESNOVY
|

 Demographics of Participants \
* CRM, Automation, Technology Use 1,1
e Staff, Budget Sizes |
e Cost Per Sale (FTE) T'}‘;A»-
 Sales Contribution by Source '
e Reasons for Business Loss

 Allocation of Marketing Budget

* Digital Averages: Email Open Rates,
Click Rates, etc.

* Marketing Activity Outsourcing
e How Metrics and ROl are Tracked
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Roles & Responsibilities weruroRE s NOVY

Demographics of Respondents

Marketing Operations
Corporate Communications 23%
Sales Operations 20%

HR/Talent Management 5%

Other EIA

0% 10% 20% 30% 40% 50% 60%
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Company Type (multiple select option) meruurEs NOW

Demographics of Respondents
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Size of Enterprise

tHE FUTURE Is N ©O VY

Demographics of Respondents

m Micro (<50)

m Small (50-99) m
m SMB (50-499)
Medium (500-1,000)

® Large (1,000-4,999)

= Major (5,000-9,999) 19%

m Giant (10,000+)
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Tip 1: Leverage Technology -

5 Tips to Improve Your Marketing and Sales Strategy

* CRM Systems

 Sales Automation

* Marketing Automation

* Emerging Technologies in Al
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Tip 1: Leverage Technology rerouesNOWY

5 Tips to Improve Your Marketing and Sales Strategy

ILLUSTRATION | 5 | CRM/MARK

87,5% e
i act,
» M= Microsoft

2010

1]) Marketo
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Tip 1: Leverage Technology reronesNOW

5 Tips to Improve Your Marketing and Sales Strategy
* Analytics: Performance of channels,
technologies, ads, offers, etc.
e Conversion Optimization: Get them to ‘ 5 @
your website and engage O @ @ Y _
* SEO: Google AdWords, Bing, Yahoo, etc. T

* Remarketing: Once a visitor comes to the
website, ads and content are retargeted ’
* Mobile: 50%++ emails, 70%++ websites,

etc.
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Tip 2: Listen to the Voice of the Customer

tHE FUTURE Is N ©O VY

5 Tips to Improve Your Marketing and Sales Strategy

* Set upfront measurable goals and
objectives

* Ensure proper collaboration within the
relationship

* Perform regular, meaningful customer
reviews

* Implement appropriate Customer
Experience (CX) strategy

Confidential & Proprietary #TMSAZOZO
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Tip 2: Listen to the Voice of the Customer weFUTUREIs N @ VY

5 Tips to Improve Your Marketing and Sales Strategy
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Tip 2: Listen to the Voice of the Customer meruTUREIs N@ WY

5 Tips to Improve Your Marketing and Sales Strategy

 Greater retention

WHY IMPROVE CX?

The top three reasons why businesses

o I m p roved m a rgi n S proactively manage and invest in

customer experience are to:

 Additional sales -

1 cusToMeER o
RETENTION

IMPROVE
2 CUSTOMER
SATISFACTION

3 INCREASE
CROSS-SELLING ©
AND UP-SELLING

Addressing each of these
reasons can positively impact
bottom line revenue.

S Genesys
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Tip 3: Look at Your Sales Strategically meruuRE's NOVV

0
e Structure of your sales team @Zéﬁ
infrastructure

38.59% terriTory

97%  INDUSTRYNVERTICAL

2[*% ACCOUNT SIZE

DON'T KNOW/DECLINED
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Tip 3: Look at Your Sales Strategically

5 Tips to Improve Your Marketing and Sales Strategy

* Create effective sales channels and results

ILLUSTRATION | 19 |
SALES CONTRIBUTION BY SOURCE

519 ourTsIDE SALES

4]% INSIDE SALES
OPERATIONS/
35% EXECUTIVE TEAM

3RD PARTY
CHANNEL PARTNERS

[|||

OUTSIDE SALES

CONTRACTORS | | Average Contribution

109 E-COMMERCE/OTHER Inside Sales Remains Signicant Contributor to Revenue
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Tip 3: Look at Your Sales Strategically

5 Tips to Improve Your Marketing and Sales Strategy et S e

REASONS FOR LOSS OF BUSINESS

* Align Behavior with Incentive
(compensation, benefits, bonuses,
recognition, other programs)

* Measure and Monitor Successes and
Failures

. l.\. -

9% 41% 15% 13%

PRICE  MERGER&  SERVICES INABILTYTO CUSTOMER
ACQUISITION MEET NEEDS  LOYALTY
9% L% 1%

CLAIMS INABILITY ~ DNK/  QUALITY OF
TO GROW  DECLINE EQUIPMENT
SALES TO
ANSWER
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Tip 4: Look at Your Marketing Strategically

5 Tips to Improve Your Marketing and Sales Strategy W \ |

Align marketing strategy
and operations with

. o N
business goals, objectives 148

L

\
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Marketing Budget (Pre-COVID) rersNOW

Source: 2020 TMSA Marketing & Sales Metrics Study

Q+070%

CUSTOMER BRAND CUSTOMER DEMAND CUSTOMER OTHER/
ACQUISITION AWARENESS RETENTION GENERATION EXPERIENCE MISC

33% 14% 13% 8% 8%
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Marketing Budget (Post-COVID) s

tHE FUTURE Is N ©O VY

Source: TMSA COVID-19 Town Hall Meeting Poll (73 participants in month of April)

0+07®

CUSTOMER BRAND CUSTOMER DEMAND CUSTOMER OTHER/
ACQUISITION AWARENESS RETENTION GENERATION EXPERIENCE MISC

30% 0% 40% 70% 18%

< 5
2\
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Tip 4: Look at Your Marketing Strategically meruTUREIS N @O W

5 Tips to Improve Your Marketing and Sales Strategy

* Establish SMART goals (Specific,
Measurable, Achievable,
Relevant, Time-Based

 Reflect all marketing with the
Buyer’s Journey
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Tip 4: Look at Your Marketing Strategically o=\ o\

5 Tips to Improve Your Marketing and Sales Strategy

THE BUYER'S JOURNEY

Attract Convert Close Retain

A o e % o i |
Industry Events Calls to Action Live Interactions Measurement
Advertising/PR Sales Efforts Sales Presentations Loyalty Strategies

Digital Media/SEO Digital Media Lead Scoring Pm"_"@'ﬂfégﬁtv
Outbound Calls Web/Social Media CRM Integrations Customer Service

TMSA

Transportation Marketing
& Sales Association
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Tip 4: Look at Your Marketing Strategically reronesNOW

5 Tips to Improve Your Marketing and Sales Strategy

Always be seeking to
“build a case” for marketing
based upon results



Ability to Track ROl by Channel

TMSA

Transportation Marketing

pd 22 12020
THE FUTURE IS N@W

Source: 2020 TMSA Marketing & Sales Metrics Study

PRINT ADVERTISING

DIRECT MAIL

PUBLIC RELATIONS

RESEARCH
TRADESHOWS/EVENTS

CONTENT CREATION/MARKETING
CRM/MARKETING AUTOMATION
TELEMARKETING (LEAD GENERATION)
WEBSITE/SEO

EMAIL MARKETING

DIGITAL ADVERTISING

OTHER

Confidential & Proprietary

3%[1% 30%

55% 10%

B BASIC
m VERY GOOD
m BEST-IN-CLASS
1% 27% 9% 15% m DNK/DECLINE TO
ANSWER
17% 83%
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Tip 5: Ensure Proper Alignment

tHE FUTURE Is N ©O VY

5 Tips to Improve Your Marketing and Sales Strategy

STRATEGY

® saies MR i

ContentinContext  Forecasting

Messaging Buyer Personas

@ MARKETING Content Lead Generation

Metrics & ROI Product Development

Execution Customer Voice

(=) OPERATIONS st~

Account Mgmt. Incentives

ALIGNAGROWTH TMSA

& Sales Assoclation
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5 Tips to Improve Sales, Marketing Success ..o\ ow

Here they are!

Leverage technology

Listen to the Voice of the Customer
Look at your Sales strategically
Look at your Marketing strategically

A S

Ensure proper alignment between Sales, Marketing, Operations
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