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The pandemic of 2020 and its corollary, the 
shutdown of the vast majority of the US economy, 
have had a major impact on how we live, how we 
work, and even how we sell. 

One of the hottest parts of the US economy for some time has 

been the technology sector, with SaaS (software-as-a-service) be-

ing a major contributor. Studying the health of SaaS sales during 

and after the “COVID shutdown” gives us some insight as to how 

the US will come out of this unprecedented downturn.

To study this, we surveyed 755 B2B SaaS professionals who are 

part of the sales process at their companies in the second half of 

May and early June 2020. We also conducted 25 interviews with 

B2B SaaS sales leaders to go into greater detail and get a better 

understanding of what they are experiencing within their own 

ăĖÓ§úÝŇ§ĦÝăúĝƚ�rÄ§½�ăú�ÒăĖ�ăĬĖ�Ōú½ÝúÓĝƚ
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WHAT PERCENTAGE 
OF YOUR SALES TEAM 

HAS STARTED WORKING 
REMOTELY FOR THE 

FIRST TIME?

THE STATE 
OF REMOTE 

Sales is often thought of as a hands-on, highly 
mobile sort of work that requires its practitioners to 
ĝēÄú½�§�ÓĖÄ§Ħ�½Ä§ò�ăÒ�ĦÝùÄ�ăĬĦĝÝ½Ä�ăÒ�ĦÙÄ�ăÒŌ·Äƚ

;ú�ĦÙÝĝ�ĺÝÄĻƕ�ĝ§òÄĝ�ĦÄ§ùĝ�§ĖÄ�òÄĝĝ�ĦÄĦÙÄĖÄ½�Ħă�§�ĝēÄ·ÝŌ·�òă·§ĦÝăúƕ�§ú½�

ĦÙÄĖÄÒăĖÄ�§ĖÄ�¶ÄĦĦÄĖ�ÄĕĬÝēēÄ½�Ħă�ĻăĖï�ÒĖăù�ēò§·Äĝ�ăĦÙÄĖ�ĦÙ§ú�ĦÙÄ�ăÒŌ·Ä�ƪ�

and, consequently, better able to work remotely from home. 

To test this hypothesis out, we asked our respondents what percentage 

ăÒ�ĦÙÄÝĖ�ĝ§òÄĝ�ĦÄ§ù�Ù§½�ĝĦ§ĖĦÄ½�Ħă�ĻăĖï�ĖÄùăĦÄòŁ�ÒăĖ�ĦÙÄ�ŌĖĝĦ�ĦÝùÄƚ�_ĺÄĖ�

ŗŔǖ�ĖÄēăĖĦÄ½�ĦÙ§Ħ�ŖŚƪřŔǖ�ăÒ�ĦÙÄÝĖ�ĝ§òÄĝ�ĻăĖïÒăĖ·Ä�Ù§½�¶ÄÓĬú�Ħă�ĻăĖï�

remotely, the most popular response, while nearly another 30% said that 

ĦÙÝĝ�Ļ§ĝ�ĦÙÄ�·§ĝÄ�ÒăĖ�řŕƪśřǖ�ăÒ�ĦÙÄÝĖ�ĦÄ§ùƚ�0ăĖ�§úăĦÙÄĖ�ŗŔƚŗǖƕ�śřǖ�ăĖ�

ùăĖÄ�ăÒ�ĦÙÄÝĖ�ĦÄ§ù�Ļ§ĝ�ĻăĖïÝúÓ�ĖÄùăĦÄòŁ�ÒăĖ�ĦÙÄ�ŌĖĝĦ�ĦÝùÄƚ�

To put it in other terms: over 60% of respondents said that over half their 

ÄúĦÝĖÄ�ĝ§òÄĝ�ĦÄ§ù�Ļ§ĝ�ĻăĖïÝúÓ�ÒĖăù�ÙăùÄ�ÒăĖ�ĦÙÄ�ŌĖĝĦ�ĦÝùÄƚ��ÙÝĝ�ùÝÓÙĦ�

seem surprising, given the increase in popularity over the past few years 

of remote work, but there are several possible reasons why remote work 

Ļ§ĝ�úÄĻ�Ħă�ù§úŁ�ĖÄĝēăú½ÄúĦĝƚ�0ăĖ�ÝúĝĦ§ú·Äƕ�ù§úŁ�¶ĬĝÝúÄĝĝÄĝ�Ýú�ēĖÄƪ

�_�;��ĦÝùÄĝ�½Ý½�úăĦ�§òòăĻ�ĦÙÄÝĖ�ÄùēòăŁÄÄĝ�Ħă�ĻăĖï�ÒĖăù�ÙăùÄƕ�ÄÝĦÙÄĖ�

because of the security risks involved or out of fear that it would reduce 

ēĖă½Ĭ·ĦÝĺÝĦŁ�ƪ�ăĖ�ĝÝùēòŁ�¶Ä·§ĬĝÄ�ĦÙÄŁ�ēĖÄÒÄĖĖÄ½�Ħă�ù§ú§ÓÄ�ÄùēòăŁÄÄĝ�Ýú�

person. 
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According to a Gallup poll, prior to COVID, 39% of employees said their 

ÄùēòăŁÄĖĝ�ăÒÒÄĖÄ½�ĦÙÄù�ōÄŀ�ĦÝùÄ�ăĖ�ĦÙÄ�§¶ÝòÝĦŁ�Ħă�ĻăĖï�ĖÄùăĦÄòŁƕ�§�

ēĖăēăĖĦÝăú�ĦÙ§Ħ�ĦĖ§·ïĝ�ĻÝĦÙ�ĦÙÄ�ÄŀēÄĖÝÄú·Äĝ�ăÒ�ăĬĖ�ĖÄĝēăú½ÄúĦĝƚ�_ĺÄĖ�

ĦÙÄ�ē§ĝĦ�ÒÄĻ�ùăúĦÙĝƕ�ĦÙ§Ħ�úĬù¶ÄĖ�Ù§ĝ�ĖÝĝÄúƕ�ĻÝĦÙ�řśǖ�ăÒ�ÄùēòăŁÄÄĝ�

úăĻ�ĝ§ŁÝúÓ�ĦÙ§Ħ�ĦÙÄÝĖ�ÄùēòăŁÄĖĝ�Ù§ĺÄ�ăÒÒÄĖÄ½�ĦÙÄù�ĦÙăĝÄ�ăēĦÝăúĝƚ��ÙÄ�

ĕĬÄĝĦÝăú�úăĻ�§ĖÝĝÄĝƔ�ĻÝòò�ĦÙÄĝÄ�ēăòÝ·ÝÄĝ�¶Ä�ù§½Ä�ēÄĖù§úÄúĦƕ�ăĖ�ĻÝòò�

·ăùē§úÝÄĝ�·ÙăăĝÄ�Ħă�½Ý§ò�ĦÙÄù�¶§·ï�ăú·Ä�ĦÙÄ�ÝùùÄ½Ý§ĦÄ�½§úÓÄĖ�Ù§ĝ�

passed? 

�ÙÄ�ĝ§ùÄ�ēăòò�ĖÄēăĖĦĝ�ĦÙ§Ħ�úÄ§ĖòŁ�ŚŔǖ�ăÒ�ĻăĖïÄĖĝ�Ýú�ĦÙÄ��y�ĻÙă�Ù§ĺÄ�

¶ÄÄú�ĻăĖïÝúÓ�ĖÄùăĦÄòŁ�½ĬĖÝúÓ�ĦÙÄ�ē§ú½ÄùÝ·�ƱĻăĬò½�ēĖÄÒÄĖ�Ħă�·ăúĦÝúĬÄ�

Ħă�ĻăĖï�ĖÄùăĦÄòŁ�§ĝ�ùĬ·Ù�§ĝ�ēăĝĝÝ¶òÄƕ�ăú·Ä�ēĬ¶òÝ·�ÙÄ§òĦÙ�ĖÄĝĦĖÝ·ĦÝăúĝ�

§ĖÄ�òÝùÝĦÄ½ƚƲ�_ĬĖ�ĝĦĬ½Ł�ÒăĬú½�ĦÙ§Ħ�ăĺÄĖ�śśǖ�ăÒ�ĦÙăĝÄ�ÝúĺăòĺÄ½�Ýú�ĦÙÄ�ĝ§òÄĝ�

ēĖă·Äĝĝ�Ýú�ĦÙÄ�y§§y�Ýú½ĬĝĦĖŁ�ÄŀēÄ·ĦÄ½�§Ħ�òÄ§ĝĦ�ăúÄ�ĕĬ§ĖĦÄĖ�ăÒ�ĦÙÄÝĖ�ĝ§òÄĝ�

ĦÄ§ù�Ħă�ĝĦ§Ł�ĖÄùăĦÄ�ēÄĖù§úÄúĦòŁƕ�ĻÝĦÙ�ăĺÄĖ�Řŕǖ�ÄŀēÄ·ĦÝúÓ�§Ħ�òÄ§ĝĦ�Ù§òÒ�Ħă�

·ăúĦÝúĬÄ�Ħă�ĻăĖï�ĖÄùăĦÄòŁ�ÒăĖ�ĦÙÄ�ÒăĖÄĝÄÄ§¶òÄ�ÒĬĦĬĖÄƚ�

Of course, in addition to the current restrictions around the country on 

¶ĬĝÝúÄĝĝÄĝ�½ÄÄùÄ½�úăúƪÄĝĝÄúĦÝ§òƕ�·ăùē§úÝÄĝ�§òĝă�Ù§ĺÄ�Ħă�ĦÙÝúï�§¶ăĬĦ� 
ÙăĻ�ĦÙÄ�ēÙŁĝÝ·§ò�·ăúŌÓĬĖ§ĦÝăúĝ�ăÒ�ĦÙÄÝĖ�ăÒŌ·Ä�ĝē§·Ä�ĻÝòò�·Ù§úÓÄ�Ýú�ăĖ½ÄĖ� 
Ħă�§ĝĝĬ§ÓÄ�·ăú·ÄĖúĝ�ăĺÄĖ�ÄùēòăŁÄÄ�ĝ§ÒÄĦŁƚ��úŁ�ăÒŌ·Äĝ�ĻÝĦÙ�·Ĭ¶Ý·òÄĝ�ăĖ� 
ăēÄú�ĝē§·Ä�ĻÝòò�Ù§ĺÄ�Ħă�¶Ä�ĖÄĦĖăŌĦĦÄ½�Ħă�ù§ïÄ�ĝĬĖÄ�ĦÙ§Ħ�ĻăĖïÄĖĝ�·§ú�ĝĦ§Ł� 
ĝÝŀ�ÒÄÄĦ�§Ļ§Ł�ÒĖăù�ăúÄ�§úăĦÙÄĖ�§Ħ�§òò�ĦÝùÄĝƕ�ĻÙÄĦÙÄĖ�¶Ł�ÝúĝÄĖĦÝúÓ�ēò§ĝĦÝ·� 
ĝÙÝÄò½ĝ�¶ÄĦĻÄÄú�ĻăĖïĝē§·Äĝ�ăĖ�¶Ł�ĖÄĖăĬĦÝúÓ�ÒăăĦ�ĦĖ§ÒŌ·�Ħă�ÄúĝĬĖÄ�ĦĻă� 
ēÄăēòÄ�½ăúƴĦ�·Ėăĝĝ�ē§ĦÙĝ�§··Ý½ÄúĦ§òòŁƚ�VăĦ�§òò�¶ĬĝÝúÄĝĝÄĝ�Ù§ĺÄ�ÄúăĬÓÙ� 
Ėăăù�Ħă�ÝùēòÄùÄúĦ�ĦÙÄĝÄ�ùÄ§ĝĬĖÄĝ�§ú½�ÄúĝĬĖÄ�ĦÙ§Ħ�§òò�ÄùēòăŁÄÄĝ�Ù§ĺÄ�§� 
½Äĝï�Ħă�·§òò�ĦÙÄÝĖ�ăĻú�ƪ�ĻÙÝ·Ùƕ�Ýú�ĦĬĖúƕ�ùÝÓÙĦ�òÄ§½�Ħă�§ú�Ýú·ĖÄ§ĝÄ½�úĬù¶ÄĖ� 
ăÒ�ēÄăēòÄ�ĻăĖïÝúÓ�ÒĖăù�ÙăùÄƚ

WHAT PERCENTAGE 
OF YOUR SALES TEAM 
DO YOU EXPECT 
TO STAY REMOTE 
PERMANENTLY?
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We also asked our respondents whether the mandated work from home COVID shutdown made 

them more or less likely to work remotely in the future, provided they were given the option to do 

so. The vast majority - nearly 93% - said that they were more likely to consider remote work in the 

future, suggesting that the current experience has been largely successful among SaaS sales teams. 

Clearly, whatever inconveniences came out of the initial shift have not been enough to mitigate the 

¶ÄúÄŌĦĝ�ăÒ�ĻăĖïÝúÓ�ÒĖăù�ÙăùÄƕ�§ú½�·ăùē§úÝÄĝ�ĝÙăĬò½�Ħ§ïÄ�úăĦÄ�ăÒ�ĦÙÝĝ�ÄúĦÙĬĝÝ§ĝĦÝ·�ĖÄĝēăúĝÄ�Ħă�

possibly alter their attitudes towards remote work altogether.

ARE YOU MORE OR LESS LIKELY TO 
CONSIDER REMOTE IN THE FUTURE?

YES
NO



INTERVIEW WITH 
BRIAN HANDLY
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How has the shutdown impacted how 

you think about working and selling 

from home?

One of the things that we have 

discovered is that we do a fairly good 

job of working from home. So we will 

likely loosen our work from home 

policies. As long as you’re getting the 

job done, we’re good with that.

How have sales been throughout this 

shutdown, and how has it made you 

think about your expectations for the 

second half of the year?

We’re expecting a good, strong 

ĝÄ·ăú½�Ù§òÒƚ�_ĬĖ�ĝ§òÄĝ�Ù§ĺÄ�¶ÄÄú�ŌúÄ�

throughout this. And so I think that’ll 

just strengthen as we go into the 

second half. It’s revenue retention that’s 

taking a bit of a hit. We’ve had a number 

of customers that have paused.

How much had losing face-to-face 

interactions at trade shows impacted 

you?

We have a couple really big trade 

shows this spring that both got 

canceled; that been a big impact. And 

I’ve now attended a couple of virtual 

conferences; while they’re interesting, 

it’s just not the same. VR and AR will 

get a big push coming out of COVID 

since that tech will enable us to do 

conferences in a way that people will 

spend the time. 

It sounds like 15 years from now, a 

shutdown like this might look very 

different?

Well, think about if this shutdown had 

happened 15 years ago, and there 

wasn’t this good video capability! We 

complain about Slack and we complain 

about Zoom. Well, think about 15 years 

ago. I mean, this would have been 

nearly impossible. 

Has anything else changed for you 

with respect to your sales?

I think we’ve got less inbound leads in 

the top of the funnel. But the ones that 

we do get in the funnel are closing more 

rapidly than before, so our close ratio 

has improved. But the top of the funnel 

has slowed down a bit.

For many, childcare considerations 

have slowed down selling. What have 

you found at Reveal Mobile?

Certainly we’ve got several people that 

have kids and, you know, trying to do 

you know, childcare at home is a not 

ÝúĝÝÓúÝŌ·§úĦ�·Ù§òòÄúÓÄƚ�UŁ�ïÝ½ĝ�§ĖÄ�ăò½�

§ú½�ēĖÄĦĦŁ�ĝÄòÒ�ĝĬÒŌ·ÝÄúĦƟ�;ƴù�ăúÄ�ăÒ�ĦÙÄ�

fortunate ones! 

Brian is the Founder and CEO of Reveal Mobile, a Data-as-a-Service and 

ùă¶ÝòÄ�ÝúĦÄòòÝÓÄú·Ä�ŌĖù�ĦÙ§Ħ�¶ĬÝò½ĝ�òă·§ĦÝăúƪ¶§ĝÄ½�§Ĭ½ÝÄú·Äĝ�ÒĖăù�¶ÝòòÝăúĝ�

of data signals from opted-in mobile devices.
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In fact, over one in four respondents (25.7%) reported 

a very positive outlook, with another 36.8% having a 

positive outlook. In fact, the ratio of those reporting a very 

positive or positive outlook to those with a very negative 

or negative outlook is nearly 4:1. There are a number of 

ēăĦÄúĦÝ§ò�Ò§·ĦăĖĝ�ĦÙ§Ħ�·ăĬò½�Äŀēò§Ýú�ĦÙÄĝÄ�ŌÓĬĖÄĝƚ�_úÄ�Ýĝ�

ĝÝùēòŁ�ĦÙÄ�ēăĝÝĦÝĺÄ�§ú½�·ăúŌ½ÄúĦ�ú§ĦĬĖÄ�ăÒ�ù§úŁ�ĻÝĦÙÝú�

the sales profession. Another is the relative health of SaaS 

companies in relation to other industries: they were hot going 

into the pandemic, so anticipation of a rebound, for many 

professionals, is relatively logical. Finally, many SaaS products 

support digital transformation and facilitate remote work, 

which buyers seem to agree is a necessary expense in the                           

post-COVID world.

When asked how the crisis has affected their pipeline, the 

results were interesting. For the average respondent, deal 

size did go up more than it went down, but the margin was 

small (three percentage points). The most common answer 

was that deal size remained neutral despite the COVID 

crisis. As to how the crisis impacted the pipeline overall, the 

difference between “gone up” and “went down” is less than 

one percent. That said, we observed a major difference in the 

number of opportunities that the typical SaaS professional is 

experiencing. 26.4% have seen their number of opportunities 

go up, but 36.6% have seen their number of opportunities    

go down.

When asked about their outlook for sales for the second 
half of 2020, the SaaS professionals in our study were 
largely positive.

SALES 
OUTLOOK

WHAT IS YOUR OUTLOOK 
FOR SALES FOR THE 
SECOND HALF OF 2020?



HOW HAS THE CRISIS 
AFFECTED YOUR PIPELINE?

It’s not exclusively a 
SaaS thing; it’s a ‘Who 
do you target?’ thing.
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“It all depends on who you’re targeting,” explains Darryl Praill, Chief 

U§ĖïÄĦÝúÓ�_ÒŌ·ÄĖ�ăÒ��§úÝòò§yăÒĦƕ�§�òÄ§½ÝúÓ�ĝ§òÄĝ�ÄúÓ§ÓÄùÄúĦ�ēò§ĦÒăĖùƚ�

For many SaaS vendors, explains Praill, if they have a solution that targets 

travel or hospitality, they’re devastated. Many SaaS vendors target the 

high tech industry, which continues to buy and invest to wait out the bad 

economy. “High tech is only about 15% of our own install base, but where 

we are big in other industries like insurance, or healthcare, you know, it’s 

a banner year for us,” explains Praill, given COVID and concerns about 

property damage relating to civil unrest. “So for us, we can’t keep up with 

demand. So it’s not exclusively a SaaS thing; it’s a ‘who do you  

target?’ thing.” 

When asked which of the following affected their ability to sell, 

respondents had some answers which may be surprising. Despite 

many respondents implying that working remotely was a net positive, 

49.3% indicated that working remotely has impacted their ability to sell. 

Prospect budget cuts were cited most frequently as a factor in affecting 

respondents’ ability to sell, at 56%. Next came working remotely, followed 

by internal budget cuts (43.2%), internal layoffs across respondents’ 

organization (29.7%), and internal layoffs in respondents’ department 

(28.6%). Perhaps surprisingly, only 16.6% of respondents cited childcare/

homeschooling as a factor affecting their ability to sell. 



IN WHAT WAYS HAS 
THE SHUTDOWN 
IMPACTED HOW YOU 
GO ABOUT SELLING? 

WHICH OF THE 
FOLLOWING HAVE 
AFFECTED YOUR 
ABILITY TO SELL? 

With that said, only a certain percentage of all sales 

professionals have younger children for whom 

homeschooling might be an issue, making the disruption 

noteworthy nonetheless. In addition, while our study is 

ÓÄú½ÄĖ¶òÝú½ƕ�ĦÙÄĖÄ�Ýĝ�§�ĝÝÓúÝŌ·§úĦ�ÓÄú½ÄĖ�Ó§ē�ĻÝĦÙÝú�ĦÙÄ�

y§§y�ĝ§òÄĝ�ĻăĖïÒăĖ·Äƕ�ĻÝĦÙ�§�ŖŔŕŝ��K�ĝĦĬ½Ł�Ōú½ÝúÓ�ĦÙ§Ħ�

only 27% of SaaS salespeople are women. It has also been 

shown that the current childcare and homeschooling burden 

has fallen more heavily upon women. Taken together, these 

facts suggest that the relative lack of impact that both 

tasks have had on the ability of SaaS salespeople to sell has 

more to do with the gender imbalance in the workforce than 

ĦÙÄ��½ÝÒŌ·ĬòĦŁ�ăÒ�·ÙÝò½·§ĖÄƚ�;Ħ�§òĝă�ĖÄÝúÒăĖ·Äĝ�ĦÙÄ�Ò§·Ħ�ĦÙ§Ħ�

measures need to be taken to ensure greater gender equality 

within the workforce. 

When asked in what ways the shutdown had impacted how 

they go about selling, 51% of respondents indicated they 

had changed their channels of communication (more social, 

more email, less phone, etc.). 32.6% had shifted some of 

their schedule to the weekend hours to accommodate for 

childcare, and similar considerations, with 31.8% shifting their 

schedules towards early mornings and/or evenings. 29.8% 

have added more selling hours, perhaps spurred on by the 

uncertainty of the times. While 18.3% reported not changing 

the way in which they sell, 20% reported that they had 

actually subtracted selling hours, with 4.6% no longer selling 

in any capacity.



INTERVIEW WITH 
RUTH SUN

 Selling SaaS in the COVID Economy 11

How did the COVID shutdown impact 

how you went about selling?

The majority of our sales team was 

remote already, but our demand 

generation team, which is really part 

of the sales process, we did have them 

colocated all together physically. When 

COVID hit, they went remote, so that 

was a big change.

Will that make you rethink your remote 

work policies?

It does fundamentally change our 

thinking towards remote work 

especially because we have seen that 

productivity has not taken a dip at all. 

But you know, there have been a couple 

of corollary actions that we’ve taken to 

help ensure a lot of that togetherness 

ĦÙ§Ħ�ŁăĬ�ÓÄĦ�Ýú�§ú�ăÒŌ·Ä�ĝÄĦĦÝúÓƔ�ĻÄ�½ă�

weekly wine time, trivia time, exercise 

time, things like that. The stuff that you 

would have done together, we’ve just 

recreated those virtual opportunities. 

What has it been like selling in this kind 

of environment?

We’ve been blessed that in this 

economy, we’ve scored several clients 

In the past 60 days. It fundamentally 

boils down to the space that we 

operate in - virtual care patient 

engagement platforms. We are very 

much becoming considered a need-

to-have, not a nice-to-have. During 

this crisis, despite losing hundreds of 

millions of dollars a day, hospitals were 

still buying from us. That only validated 

that our solution is a need-to-have. 

Did sales productivity change at all as 

a result of that change?

There was an incredible amount of fear, 

worrying about whether productivity 

would go down. We actually saw zero 

impact on productivity, which is great.

Have you shifted the way you sell your 

solution at all?

Actually, we’ve seen an uptick in 

prospect and client engagement on 

the weekends. Some of the hospital 

administrators we might want to speak 

to are really, really busy during the day 

during the week. And so we’ve been 

able to get initial connections on the 

weekends. Our sales team actually did 

§�úÝ·Ä�ìă¶�ăÒ�ĝÙĬÒōÝúÓ�ĦÙÄÝĖ�½§Łƕ�ù§Ł¶Ä�

take a little bit more time off during the 

week, but using some of their time on 

the weekend as appropriate, to help 

drive those connections, and that’s 

worked well for us.

rĬĦÙ�Ýĝ�ĦÙÄ��ÙÝÄÒ�_ēÄĖ§ĦÝúÓ�_ÒŌ·ÄĖ�ăÒ�0ăĖ·Ä��ÙÄĖ§ēÄĬĦÝ·ĝƕ�§�òÄ§½ÄĖ�Ýú�

ÄēÝĝă½Äƪ¶§ĝÄ½�½ÝÓÝĦ§ò�·§ĖÄ�½ÄòÝĺÄĖŁƚ
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PRIOR TO THE CRISIS, 
WHAT HAD BEEN YOUR 

MOST EFFECTIVE  
SALES CHANNEL?

SALES CHANNEL 
EFFECTIVENESS

In addition to thinking about the ways in which the 
market for SaaS products may have changed, we 
also wanted to know about how the sales process 
itself has been transformed by this experience, 
particularly with regard to sales channels.

Considering that most sales activity has, for the time being, moved to 

½ÝÓÝĦ§òƕ�ÝĦ�Ýĝ�§òĝă�ÝúÒăĖù§ĦÝĺÄ�Ħă�ĝÄÄ�§Ƨ�ĻÙÝ·Ù�·Ù§úúÄòĝ�ēÄăēòÄ�§ĖÄ�Ōú½ÝúÓ�Ħă�

be worth their time and effort and b) how this answer may have changed 

as a result of working remotely. 

We asked our respondents which sales channel, prior to the crisis, had 

been their most effective. Nearly two-thirds of our respondents said 

that digital methods, such as email (31.3%), social media (27.5%), and 

webinars (13.1%), had been most effective for them. At the same time, 

§�ĝÝÓúÝŌ·§úĦ�ēĖăēăĖĦÝăú�ƪ�ŖŖƚŘǖ�ƪ�ĝ§Ý½�ĦÙÄŁ�·ăúĝÝ½ÄĖÄ½�ĖÄ§·ÙÝúÓ�ăĬĦ�Ħă�

people by phone to be the most useful. In fact, SalesRoads’ own internal 

metrics indicate that phone consistently performs better with respect to 

generating appointments.



 Selling SaaS in the COVID Economy 13

�ÙÄĝÄ�Ōú½ÝúÓĝ�½ÄùăúĝĦĖ§ĦÄ�ĦÙÄ�ĺ§òĬÄ�ĦÙ§Ħ�ÙĬù§úƪĦăƪÙĬù§ú�·ăúĦ§·Ħ�

ēò§Łĝ�Ýú�ĦÙÄ�ăĺÄĖ§òò�ĝ§òÄĝ�ēĖă·Äĝĝƚ��ÒĦÄĖ�§òòƕ�·§òòÝúÓ�ĝăùÄăúÄ�Ĭē�ăĖ�ĝÄú½ÝúÓ�

ĦÙÄù�§ú�Äù§Ýò�ƦăĖ�·ăùùĬúÝ·§ĦÝúÓ�ĻÝĦÙ�ĦÙÄù�ĺÝ§�MÝúïÄ½;ú�ùÄĝĝ§ÓÄĝƧ�

§òòăĻĝ�ĝ§òÄĝēÄăēòÄ�Ħă�ēÄĖĝăú§òÝŇÄ�ĦÙÄÝĖ�ēÝĦ·Ù�ĻÙÝòÄ�§òĝă�½ÄùăúĝĦĖ§ĦÝúÓ�

ïúăĻòÄ½ÓÄ�§¶ăĬĦ�ĦÙÄ�¶ĬĝÝúÄĝĝ�ēĖă¶òÄù�ĦÙ§Ħ�úÄÄ½ĝ�Ħă�¶Ä�ĝăòĺÄ½�ĻÝĦÙÝú�

ĦÙÄÝĖ�ăĖÓ§úÝŇ§ĦÝăúƚ��ú½ƕ�¶Ä·§ĬĝÄ�§òò�ŁăĬ�ĖÄ§òòŁ�úÄÄ½�Ýĝ�§�ēÙăúÄ�§ú½�§�

·ăùēĬĦÄĖ�ƪ�§ú½�§�Ò§ĝĦ�ÝúĦÄĖúÄĦ�·ăúúÄ·ĦÝăú�ƪ�Ħă�·§ĖĖŁ�ĦÙÄĝÄ�ĦÙÝúÓĝ�ăĬĦƕ�ĦÙÄ�

½ÝĝĖĬēĦÝăú�·§ĬĝÄ½�¶Ł�ĦÙÄ�·ăĖăú§ĺÝĖĬĝ�ĻăĬò½�¶Äƕ�Ýú�ĦÙÄăĖŁƕ�ùÝúÝù§òƚ�

�ĝ�ÝĦ�Ù§ēēÄúĝƕ�ăĬĖ�½§Ħ§�ò§ĖÓÄòŁ�¶Ä§Ėĝ�ĦÙ§Ħ�ĦÙÄăĖŁ�ăĬĦƚ�_ú�ĦÙÄ�ĻÙăòÄƕ�§�

ĖÄò§ĦÝĺÄòŁ�ĝù§òò�ēÄĖ·ÄúĦ§ÓÄ�ăÒ�ăĬĖ�ĝĬĖĺÄŁÄÄĝ�ĝ§Ý½�ĦÙ§Ħ�ĦÙÄ�·ăĖăú§ĺÝĖĬĝ�

Ù§½�úÄÓ§ĦÝĺÄòŁ�§ÒÒÄ·ĦÄ½�ĦÙÄÝĖ�§¶ÝòÝĦŁ�Ħă�ĬĝÄ�Äù§Ýòƕ�ĦÙÄ�ēÙăúÄƕ�ĝă·Ý§ò�ùÄ½Ý§ƕ�

§ú½�ĻÄ¶Ýú§Ėĝ�Ħă�·ăúĦ§·Ħ�ēĖăĝēÄ·Ħĝƚ��úăĦÙÄĖ�ăúÄ�ĦÙÝĖ½�ĝ§Ý½�ĦÙÄÝĖ�§¶ÝòÝĦŁ�Ħă�

ĖÄ§·Ù�ēĖăĝēÄ·Ħĝ�ăú�ĦÙăĝÄ�·Ù§úúÄòĝ�Ļ§ĝ�§¶ăĬĦ�ĦÙÄ�ĝ§ùÄ�§ĝ�ÝĦ�Ļ§ĝ�¶ÄÒăĖÄƚ�

�ÙÄ�ĖÄĝĦ�ĖÄēăĖĦÄ½�ÝùēĖăĺÄùÄúĦƚ

�Ù§Ħ�Ýĝ�§òĝă�·òÄ§Ė�Ýĝ�ĦÙ§Ħ�ĦÙÄ�½ÝĝĖĬēĦÝăú�·§ĬĝÄ½�Ħă�ĦÙÄ�ĝ§òÄĝ�ēĖă·Äĝĝ�¶Ł�

ĦÙÄ�·ăĖăú§ĺÝĖĬĝ�Ýĝ�úăĦ�ĝă�ùĬ·Ù�§ú�ÝĝĝĬÄ�ăÒ�¶ÄÝúÓ�§¶òÄ�Ħă�Ōú½�ăĖ�ĖÄ§·Ù�úÄĻ�

òÄ§½ĝƟ�Ė§ĦÙÄĖƕ�ÝĦ�Ýĝ�ĦÙÄ�Ä·ăúăùÝ·�½ÝĝĖĬēĦÝăú�ĦÙ§Ħ�Ù§ĝ�ù§½Ä�ÝĦ�ùăĖÄ�½ÝÒŌ·ĬòĦ�

ÒăĖ�½Ä§òĝ�Ħă�¶Ä�Ōú§òÝŇÄ½ƚ�

HOW HAS THE CRISIS 
AFFECTED YOUR 
ABILITY TO CONTACT 
PROSPECTS VIA:
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Even those who have the means to employ help cannot do 

so at the moment, which means that parents end up having 

Ħă�Ōú½�Ļ§Łĝ�Ħă�ù§ú§ÓÄ�ĦÙÄÝĖ�ìă¶ĝ�ĻÝĦÙ�ĦÙÄ�§½½Ä½�ĝĦĖÄĝĝ�ăÒ�

taking care of children 24/7. With this context in mind, we 

asked our survey respondents about the impact, if any, that 

having to accommodate for childcare has had on either their 

ability to sell or how they go about selling. 

�ÙÄú�§ĝïÄ½ƕ�òÄĝĝ�ĦÙ§ú�ăúÄ�ŌÒĦÙ�ƦŕŚƚŚǖƧ�ăÒ�ăĬĖ�ĝĬĖĺÄŁ�

respondents said that childcare or homeschooling had 

affected their ability to sell. By contrast, 49.3% percent 

said that working remotely had affected their sales ability. 

Perhaps unsurprisingly, the vast majority of people cited 

economic factors (budget cuts and internal layoffs) as having 

the greatest effect on their sales. 

However, when we asked them how the shutdown has 

impacted the ways in which they go about selling, over 

one third said they had shifted their sales schedule to 

accommodate for childcare and other tasks. That being said, 

there are many people who don’t have the luxury of working 

ōÄŀÝ¶òÄ�ÙăĬĖĝ�ăĖ�§½ìĬĝĦÝúÓ�ĦÙÄÝĖ�ĝ·ÙÄ½ĬòÄ�§ĝ�úÄÄ½Ä½ƕ�§ú½�ĻÙă�

are therefore likely to be most impacted. 

It is also important to remember that, although sales 

operatives have reported having more conversations with 

potential leads, their ability to close such deals has also 

been affected, thanks to budget cuts and overall economic 

uncertainty. 29% of those surveyed said they had added 

ùăĖÄ�ĝÄòòÝúÓ�ÙăĬĖĝ�Ħă�ĦÙÄÝĖ�ĝ·ÙÄ½ĬòÄƕ�§�ēăĝĝÝ¶òÄ�ĖÄōÄ·ĦÝăú�

of the increased effort required to hit existing sales targets. 

Consequently, the time and effort spent taking care of 

children and other household duties could have a profound 

effect on a person’s ability to sell. 

Even before the coronavirus hit, many people struggled to 

balance childcare and work. A 2018 survey commissioned 

by ReadyNation, an organization that promotes childcare 

policies, found that, on average, parents with children under 

the age of three lost 5% of their work week because of 

problems with childcare, whether from having to leave early 

to take care of children or missing a day in order to care of 

a sick child. The report also found that childcare problems 

could impact a person’s job status, with one in seven having 

their pay or hours reduced, and nearly one in ten reporting 

ÄÝĦÙÄĖ�§�½ÄùăĦÝăúƕ�ĦĖ§úĝÒÄĖƕ�ăĖ�ŌĖÝúÓ�§ĝ�§�ĖÄĝĬòĦƚ�VăĦ�ăúòŁ�½ăÄĝ�

Ýú§½ÄĕĬ§ĦÄ�·ÙÝò½·§ĖÄ�Ýùē§·Ħ�§�ē§ĖÄúĦƴĝ�Ōú§ú·Ý§ò�ēĖăĝēÄ·Ħĝƕ�ÝĦ�

can also drive down overall productivity and thus affect the 

business itself. It’s estimated that this reduced productivity 

costs businesses $12.7 billion every year. 

U§ĖÓ§ĖÄĦ��Ė§ï§Ļ§ƕ�ĦÙÄ�·ÙÝÄÒ�ù§ĖïÄĦÝúÓ�ăÒŌ·ÄĖ�ÒăĖ�ĝ§òÄĝ�

engagement company Outreach, notes that the current 

situation “is unprecedented” in that many people are now 

forced to worry about work, childcare, caring for elderly or 

vulnerable parents, as well as the general threat of infection. 

�ÙÄ�ùÄúĦ§ò�ƪ�§ú½�ēÙŁĝÝ·§ò�ƪ�Ħăòò�ĦÙ§Ħ�ĦÙÝĝ�Ħ§ïÄĝ�Ýĝ�½ÝÒŌ·ĬòĦ�Ħă�

quantify, and of course has a profound effect on a person’s 

ability to carry out what would be, in a normal period, their 

standard day-to-day duties. 

What can companies do to help? By giving those with 

·ÙÝò½ĖÄú�ăĖ�ăĦÙÄĖ�·§ĖÄĦ§ïÝúÓ�½ĬĦÝÄĝ�ĦÙÄ�ăēĦÝăú�Ħă�Ù§ĺÄ�ōÄŀÝ¶òÄ�

hours, when possible, for one thing. Other policies, like 

offering daycare or childcare stipends, might currently be 

Ōú§ú·Ý§òòŁ�ÝùēăĝĝÝ¶òÄ�ÒăĖ�·ăùē§úÝÄĝ�ÒÄÄòÝúÓ�ĦÙÄ�ÄÒÒÄ·Ħĝ�ăÒ�§ú�

economy in crisis - but could also be helpful, in the long run, 

for easing the burden on employees and ensuring increased 

loyalty and productivity.

During quarantine, parents haven’t just been parents. 
They’ve also served as teachers, cooks, babysitters, 
housekeepers, and so much more. 

THE CHILDCARE 
EFFECT
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POST-CRISIS,  HOW 
OFTEN ARE YOU USING 

LIVE VIDEO IN YOUR 
SALES PROCESS?

LIVE VIDEO AS 
A SALES TOOL

Ever since the beginning of the shift to at-home 
work, one of the common threads in many people’s 
experiences is the now-ubiquitous presence of 
video conferences and live video tools in general.

We were particularly interested in seeing how live video has evolved as 

a sales tool in the past several months, the impact it has had, and the 

lessons that sales teams can take away from its use. 

First and foremost, it is clear that live video has become a go-to tool 

in a salesperson’s arsenal. Of the 755 people we spoke to, just 5.2% 

claimed to never use live video in their sales process. 35.2% said they 

used it multiple times a day, and another 26.2% said they utilized live 

video multiple times per week. In the absence of conferences, meetings, 

and other in-person events, live video has become an important way 

for sales teams to maintain or initiate contact with potential leads in a 

more personal manner. To give one example, in the SaaS industry, many 

companies already offer webinars and online product demonstrations as 

a way of explaining how their software works to prospective buyers or 

existing users. 

But, in addition to helping sales teams communicate with clients, live 

video is an important tool for ensuring that teams who work remotely stay 

on the same page with each other and the organization as a whole. 



INTERVIEW WITH 
STEVE RICHARD
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How has the shutdown changed the 

way you work and sell?

�Ä�ĻÄĖÄ�§òò�Ýú�ĦÙÄ�ăÒŌ·Ä�¶ÄÒăĖÄƕ�§·ĦÝúÓ�

as an inside sales team. From time to 

ĦÝùÄ�ĻÄƴ½�ĺÝĝÝĦ�·ĬĝĦăùÄĖĝ�¶ĬĦ�úăĦ�ùĬ·Ùƕ�

and now we are 100% work from home. 

;Ħ�Ù§ĝúƴĦ�¶ÄÄú�ĦÙ§Ħ�Ù§Ė½�ăÒ�§�ĝÙÝÒĦƕ�ĝÝú·Ä�

§òò�ăÒ�ăĬĖ�ĦÄ·ÙúăòăÓÝÄĝ�§ĖÄ�·òăĬ½ƪ¶§ĝÄ½ƚ�

oĖÄĺÝăĬĝòŁ�ĻÄƴ½�¶Ä�ĝÝĦĦÝúÓ�ăú�¢ăăù�Ýú�

§�Ėăăù�ĻÝĦÙ�Ä§·Ù�ăĦÙÄĖƕ�§ú½�úăĻ�ĻÄƴĖÄ�

ĝÝĦĦÝúÓ�ăú�¢ăăù�Ýú�Ėăăùĝ�úăĦ�ĻÝĦÙ�Ä§·Ù�

other.

How quickly do you plan on getting 

ÄĺÄĖŁăúÄ�¶§·ï�Ýú�ĦÙÄ�ăÒŌ·Äƛ

�ĝ�ăÒ�úăĻ�ĻÄƴĖÄ�ĝĦ§ŁÝúÓ�ŕŔŔǖ�ĖÄùăĦÄƚ�

�Ä�ÓăĦ�ĦÙÄ�ÓĬÝ½§ú·Ä�ĝ§ŁÝúÓ�ÝĦ�ĻăĬò½�¶Ä�

_K�ÝÒ�ēÄăēòÄ�·ăĬò½�·ăùÄ�¶§·ï�Ýúƚ��Ä�

ĝĬĖĺÄŁÄ½�ăĬĖ�ēÄăēòÄƕ�§ú½�ŝřǖ�ăÒ�ĦÙÄù�

ĝ§Ý½�ĦÙÄŁƴ½�ēĖÄÒÄĖ�Ħă�ĝĦ§Ł�ĖÄùăĦÄ�ÒăĖ�ĦÙÄ�

ĦÝùÄ�¶ÄÝúÓƚ��ăĖï�ÒĖăù�ÙăùÄ�Ù§ĝ�¶ÄÄú�§�

úÄĦ�ēăĝÝĦÝĺÄ�ÒăĖ�Ĭĝƚ

Have there been any bright spots for 

sales during the COVID shutdown?

Actually, yes. Sales have been up for up-

sell/cross selling. On the whole, existing 

customers are buying more.

How much are you using live video as 

part of your sales process?

Every single sales call we have is on 

video. It’s been a game changer. Every-

body should do it, too. Our close rate is 

2% higher when we use live video. It’s 

not just for sales: we used live video to 

hire a couple more SDRs for ExecVision, 

and some hires for Vorsight as well. I’ve 

never met them in person, but I feel like 

we have a good handle on the people.

Have the ways in which you’ve gone 

about selling changed at all during the 

shutdown?

I would say email has been greatly 

worsened in terms of outreach. We’ve 

had an uptick in success with social me-

dia. Also, we’re getting appointments 

calling cell phones. It’s working.

Steve is the Chief Evangelist and Co-Founder of conversation intelligence 

platform ExecVision.
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WHAT’S NEXT?

It’s an extreme understatement to say that we live 
in uncertain times. 

The pandemic and general economic turmoil mean that the SaaS 

sales arena is a topic worthy of following closely for some time to 

come. While economic growth in a time like this is anything but 

certain, at least for the SaaS industry, the future does look a little 

brighter here than for some. It should not be surprising that SaaS 

companies continue to invest in the sales function to capitalize on 

the relative health of their industry, especially compared to that of 

other sectors.  
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METHODOLOGY

SalesRoads engaged Jeremy Goldman of Goldman 
Intel, a market research and marketing strategy 
ŌĖùƕ�Ħă�òÄ§½�ĦÙÄ�ĖÄĝÄ§Ė·Ù�ÒăĖ�ĦÙÝĝ�ēĖăìÄ·Ħƚ�

1ăò½ù§ú�·ăú½Ĭ·ĦÄ½�§�ŌĺÄƪùÝúĬĦÄ�ăúòÝúÄ�ĝĬĖĺÄŁ�Ýú�U§Ł�§ú½�IĬúÄ�

ŖŔŖŔ�Ħă�¶ÄĦĦÄĖ�Ĭú½ÄĖĝĦ§ú½�ĦÙÄ�ĝĦ§ĦÄ�ăÒ�ĝ§òÄĝ�Ýú�ĦÙÄ�y§§y�Ýú½ĬĝĦĖŁƚ�śřř�

ēĖăÒÄĝĝÝăú§òĝ�ĻÝĦÙÝú�ĦÙÄ�y§§y�Ýú½ĬĝĦĖŁ�§ú½�½ÝĖÄ·ĦòŁ�ÝúĺăòĺÄ½�Ýú�ĦÙÄÝĖ�

·ăùē§úŁƴĝ�ĝ§òÄĝ�ēĖă·Äĝĝ��·ăùēòÄĦÄ½�ĦÙÄ�ĝĬĖĺÄŁƚ�U§ĖÓÝú�ăÒ�ÄĖĖăĖ�Ýĝ�ǘƠƪ�ŗǖƚ�

;ú�§½½ÝĦÝăúƕ�Ŗř�Ýúƪ½ÄēĦÙ�ÝúĦÄĖĺÝÄĻĝ�ĻÄĖÄ�·ăú½Ĭ·ĦÄ½�ĻÝĦÙ�ĝÄúÝăĖ�ÄŀÄ·ĬĦÝĺÄĝ�

ĻÝĦÙÝú�ĦÙÄ�y§§y�Ýú½ĬĝĦĖŁ�Ħă�ēĖăĺÝ½Ä�§½½ÝĦÝăú§ò�ÝúĝÝÓÙĦ�§ú½�ēÄĖĝēÄ·ĦÝĺÄƚ
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