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The Roles and Responsibilities of the Inside Sales Force:  
A Strategic Framework
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Figure 1: Roles of Responsibilities of the Inside Sales Force 
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Table 1: Inside Salesperson Activity Definitions 

Inside Salesperson Activity The inside salesperson…. 
Customization Support & Service Offers customized support and service tailored to the account in support of the 

outside sales force.  
Gaining Commitment & 
Implementation 

Seeks to secure commitment and leads the solution implementation process. 

Implementation Support & 
Execution 

Provides service in support of the solution implementation process. 

Needs Assessment & Information 
Provision 

Assesses leads/prospects and provides information where warranted. 

Ongoing Account Management Leads all efforts aimed at ensuring the continuation of the relationship. 
Ongoing Service (Hub Management) Serves as the primary point-of-contact for all individuals and organizations involved 

in the solution implementation process. 
Opportunity Evaluation & 
Prioritizing 

Prioritizes leads/prospects in support of the outside sales force.  

Project Management Oversight Coordinates ongoing project management activities tailored to the account in support 
of the outside sales force.  

Relationship Maintenance & Service 
Execution 

Supports the outside sales force with ongoing service to ensure the continuation of 
the relationship. 

Relationship Post Mortem Analysis Analyzes relevant data to identify factors contributing to relationship dissolution 
(where warranted). 

Retention Management & Re-
Engagement 

Leads retention efforts aimed at re-engaging the customer. 

Retention Support & Re-
Engagement 

Supports the outside sales force in retention efforts aimed at re-engaging the 
customer. 

Scanning Scans the environment for opportunities in support of the outside sales force. 
Scanning & Solicitation Scans the environment for opportunities and solicits leads/prospects. 
Service (Disposal/Reverse 
Logistics) 

Leads efforts associated with the solution removal process. 
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