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Competitive trends from the 
2021 report

What to prioritize for your 
revenue teams

Using competitive content to 
support retention

4 Questions & Wrap up

Agenda



What trends do we see with competitive 
enablement?



Who we surveyed

310
business stakeholders

225
CI professionals

18
sectors

Executive/ C-Suite

Senior Management (VP-level)

Middle Management

Senior level individual contributor

Intermediate individual contributor

Entry level individual contributor
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Competitive teams are overwhelmingly 
prioritizing sales



70% of high-growth companies are supporting sales before 
any other department

Q: Which department or team is the first (primary) stakeholder supported by your CI program?

Executives

Sales

Product

Marketing

Other

High-Growth
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Stakeholders
Improved sales 

performance
Improved sales 

performance

Stakeholders and competitive teams agree on the 
importance of supporting revenue
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CI Teams
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Q: What benefits do you expect to see from your company’s investment in competitive intelligence?
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… but teams aren’t entirely aligned on how 
competitive enablement should support the 

business



Stakeholders CI Teams

Improved customer 
retention

Improved customer 
retention

Stakeholders expect (and want) support to help retain 
existing customers
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C-Suite CI Teams
Improved customer 

retention

Improved customer 
retention

The C-Suite think retaining customers is the most 
important benefit of a competitive program
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C-Suite CI Teams

… more important than being supported themselves
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Improved executive 
strategy and/or alignment

Improved executive 
strategy and/or alignment
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Why do stakeholders care so much about 
customer retention?
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Retention is that important to the business.
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Best strategies to support to revenue teams
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The Selling Never Stops
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What to Prioritize for Customer Success teams

I regret to inform you that I 
simply do not know

BUT

I might know how you can know
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Recognize What’s Changed vs. What Hasn’t

What has changed

● Day-to-Day Contacts
● Champion
● Evaluation Criteria
● Timelines
● Connecting to New Teams & New 

People

Long-Term

● Deeper relationships 
● Insight into Customer’s Business

What has stayed the same

● EDM/Executive Sponsor
● ROI/Business Objectives
● Procurement Must-Haves
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Recognize What’s Changed vs. What Hasn’t

What has changed

● Day-to-Day Contacts
● Champion
● Evaluation Criteria
● Timelines
● Incorporating New Teams & New 

People

What has stayed the same

● EDM/Executive Sponsor
● ROI/Business Objectives
● Procurement Must-Haves

What has REALLY stayed the same

● Your competitors haven’t stopped selling 
to your customer just because you won 
the sale
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What to Prioritize for Customer Success teams

What I already know

● Survey your revenue teams to find out:
○ When are competitors being 

evaluated
○ Which stakeholders are exploring 

competitors
○ What are they evaluating

● Deep Dive into Reasons for Churn 
(ie. Product → Integrations? → 
Competitor have integration x?)

What I don’t know

● Roleplay your business against 
competitors:
○ Experiment with competitors at 

different stage of customer life cycle
○ What are the gaps with your 

business today that a competitor 
might set landmines for (ie. 
implementation, integrations)
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Identify the competitor → 

Quick Dismiss → 

Support & Strategy 

The Ugly Details 

Quick Dismiss
Positioning

How to 
Spot

Who am I up against? What do I do to find out?

Knock them out. Brush off like a little gnat.

Where to Prioritize for Customer Success teams

Primary focus 
for CS
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Identify the competitor → 

Quick Dismiss → 

Support & Strategy 

The Ugly Details 

Quick Dismiss
Positioning

How to 
Spot

Who am I up against? What do I do to find out?

Knock them out. Brush off like a little gnat.

Primary focus 
for CS



Quick Dismiss
Positioning

How to 
Spot

Leverage Your Advantage against Competition

Primary focus 
for CS
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What has changed

● Day-to-Day Contacts
● Champion
● Evaluation Criteria
● Timelines
● Connecting to New Teams & New 

People

● Deeper relationships
● Insight into Customer’s Business
● Evaluation Time
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You Don’t Need to Reinvent The Wheel

Focus on What You Have Learned 
Depth ✅ vs. Breadth
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How to Spot Them 

● What it does: Gives clues to your team that a 
competitor is in play

● Goal: to identify the competitor early on so your 
team can deposition them before they can make any 
traction

● Teach your teams what to listen for: 
○ Terminology and language 
○ Common objections 
○ Misconceptions & false claims

● Audience: Prospect and Customer-facing teams 
including Sales, Customer Success, Marketing, 
Product, Support and Execs
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Quick Dismiss
● What it does: Enables the team to answer the 

question “How do you compare to...?” 

● Goal: is quick & early shutdown from consideration 

● 1-3 Quick Dismiss points: 
○ Deposition on vision — before product 
○ Core product features that are key to winning 

deals 

● Link to proof & further detail on each claim:
○ Product facts & specs
○ Win Stories 
○ Customer reviews 
○ Case studies 

● Audience: Prospect and Customer-facing teams 
including Sales, Customer Success, Marketing, 
Product, Support and Execs
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How



1

2

3

Competitive programs are 
expected to impact revenue

The sales cycle is ongoing

Repackage content to enable 
customer success teams

Key 
Takeaways



Questions?



Thank you!


