
KPMG Customer First 
Podcast Shownotes

Summary
In an age of continuous disruption, the customer has become a ‘place of business’. In this episode of the Customer First 
podcast, our experts discuss the impact this disruption has had on the Sales space and how, while the future of the function is 
somewhat unclear, organizations can place themselves in good stead to weather the turbulence.

Aditya Rath is a partner at KPMG in India, focused on management consulting and Customer Advisory Lead. He is joined by Tom 
Lurtz, a Partner in KPMG Germany and Walt Becker, Principal Sales Transformation Lead in the US.

The global panel discuss how the most successful organizations have recognized today’s customer is ‘always on’ and how Sales 
functions need to look to their tech and digital selling systems to appease and engage with customers. This is particularly 
important as we transition into the ‘new reality’.

Technology and AI are a crucial focus for Sales functions. The panel discusses the investment that needs to be made and how 
best to manage spend – how can you ensure and define a return on investment?

The panel deep-dive further into technology and the ‘data journey’ and how connecting the data is key. From previous and real 
time interactions through to connecting solutions sold, it’s the importance of interpreting the data and creating meaningful 
connections.

The final topic the panel explore is the future of the Sales Rep and the prevalence of trust within the Sales function. Customers 
look for familiarity, for empathy. They don’t want to be sold to anymore. They discuss the future of the Trust Manager and the 
increasingly cyclical nature of the sales process – as we go forth it won’t be clear when the sales process starts and finishes but 
be more of an ongoing interaction that never ends.

Aditya finishes up the conversation by reverting back to the ‘always on’ customer. The Future of Sales relies on trust and 
proactivity, alongside broader investment in technology and AI to ensuring meaningful data collection is captured to help inform
the sales process. Winning the customer’s trust is key – this is how the Sales function will succeed as we enter into the ‘new 
reality’.

Future of Sales

Discussion of the Future of HR report

The dislocation between organizational 
values and on-the-ground employee 
experience 

Why empathy is the heart of successful 
customer and employee interaction

How to establish a successful ‘mission 
culture’ 

The age of the ‘quantified workforce’ 

The paradox of having lots of data – but 
not using it intelligently

Why it’s important for organizations to 
facilitate enterprise among their 
employees 
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Jump to
• 00.42 min How the connected customer is changing the marketing operating model 

• 03.00 min The ‘always on’ customer 

• 05.27 min Digitization, the multi-channel landscape and solution-focused interactions 

• 08.55 min Driving value through technology and the advent of AI 

• 13.56 min The persona-driven sales process and developing customer relationships 

• 18.25 min Utilising data to create meaningful connections 

• 23.18 min Sales spend management and determining an ROI 

• 27.39 min Spend allocations for sales organizations 

• 29.45 min The future of the Sales Rep 

• 30.22 min The Sales Rep as a Trust Manager and the cyclical sales process 

• 31.29 min Trust based sales and proactively engaging customers

• 32.28 min Closing remarks

Links from this 
episode

• Source for all brands discussed : KPMG 2019 Customer 
Experience Excellence Report: Customer first. Customer 
obsessed

• When a US retailer’s data collection became more creepy 
than cool 

• Find out more about our brains’ negativity bias.
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http://kpmg.com/customerfirst
https://www.forbes.com/sites/kashmirhill/2012/02/16/how-target-figured-out-a-teen-girl-was-pregnant-before-her-father-did/#32886efd6668
https://www.psychologytoday.com/gb/articles/200306/our-brains-negative-bias
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