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ABSTRACT 

Firms are increasingly turning to inside sales, salespeople working from a single or virtual 

location versus traveling to customers, because of the significant costs savings and 

improvements in communications technology. As a result, there is growing interaction between 

the inside and outside sales organizations. Through a series of interviews with inside and outside 

sale representatives, this research explores the evolving relationship between the two. The 

results of the interviews show that the sales responsibilities for inside and outside sales vary 

significantly across firms. Additionally, the research finds that personal relationships play a 

critical role in the success of the inside and outside sales relationship while overlapping goals 

and responsibilities can lead to conflict. Finally, the research shows that COVID-19 has 

changed the outside sales role so that it is taking on components of the inside sale function, such 

as virtual versus face-to-face meetings. 
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