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One could say sales reps handle selling, but that would be oversimplifying it. In reality, 
the sales process involves persistent effort across multiple activities and interactions, from 
qualifying leads and conducting demos to handling objections, closing deals, and even 
identifying cross-sell or upsell opportunities, post-sale.

Furthermore, sales processes tend to differ across organizations and industries based on 
a variety of factors, like business model, target market, product complexity, organizational 
size and structure, and more. For a basic understanding, let’s look at the following 
illustration to see a general list of tasks that the average sales rep performs:

Navigating the ocean of sales

The Sales Journey
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Left unaddressed, these challenges can lead to missed opportunities, deal slippage, 
ineffective customer conversations, and a poor understanding of customer needs and 
sentiment. Over time, these issues can diminish customer experience and hinder sales 
performance.

While these challenges may never disappear entirely, they can be significantly reduced 
with the right guidance at the right time. It’s not just about equipping sales reps with 
more tools—it’s about giving them the knowledge, context, and confidence to make 
better decisions throughout the sales journey.

That’s where effective sales coaching makes all the difference. By providing timely 
guidance and actionable insights, it empowers sales reps to navigate everyday 
challenges, improve customer interactions, and consistently achieve better outcomes.

Lack of Guidance
No instant access to expert 
advice when senior reps are 

unavailable.

Chaotic Data
Keeping records accurate, 
up to date, and properly 

organized takes time.

Time Constraints
Too many activities across 

leads, meetings, follow-ups, 
and deals to manage.

Unclear Priorities
Deciding which tasks and 

opportunities deserve 
immediate attention.

Tough Conversations
Handling conversations, 

answering questions, and 
overcoming objections.

Misguided Decisions
Avoiding mistakes, learning 

from past ones, and 
improving future outcomes.

The Sales Rep Challenge

Given the complexity of the sales process, it’s clear that selling is no easy feat. When han-
dling so many tasks, there are certain challenges that reps might face:

When sales reps start to drift
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AI sales coaching uses AI to equip your sales reps with the knowledge, resources, and 
insights they need to perform all their sales activities efficiently and accurately. What does 
Zoho offer with respect to AI sales coaching? And what benefits do sales reps gain from 
Zoho’s sales coaching offerings? Let’s take a look. 

Zoho CRM has many pre-built AI capabilities, powered by Zia, Zoho’s AI assistant. Your 
reps can gather valuable insights from these capabilities that help them better under-
stand leads and customers. Check out the table to get an idea of how Zia can help coach 
your reps:

Let’s explore these Zia capabilities in detail.

Mastering the ropes with AI sales 
coaching

Built-in AI solutions for your straightforward needs

Prepare for customer 
conversations

Know the right time 
and next action

Understand the 
customer faster

Recommend the 
right solution

Learn from every 
interaction

Spend more time 
selling

Email & call intelligence, voice 
of the customer

Best time to contact, 
next best action

Record 
assistance

Record 
assistance

Recommendations, 
similarity recommender

Email & call intelligence, 
record assistance
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Zia can transcribe call recordings and provide useful insights, such as the sentiment, 
intent, and summary of each call. Similarly, it can provide these sorts of insights when 
leads or customers reach out via email. 

This knowledge will help your sales reps understand how interactions with a certain lead 
or a customer went, understand their pain points, learn from past deals, and make deci-
sions before reaching out to them. 

Email and call intelligence

Call transcription
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Call intelligence

Email intelligence
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While it’s important to educate your sales reps on the intricacies of their interactions with 
leads and customers, it’s equally important for them to know when to interact. Contact-
ing a lead or a customer at an inappropriate time might end up annoying them, damag-
ing your relationship, and—worst case scenario—causing them to leave. 

Zia identifies the best time to contact each lead or customer based on their actions, such 
as when they answer a sales rep’s call or reply to an email, as well as how long they take 
to respond to emails, the time of day they most often reply to emails or take calls. With 
these insights, sales reps can identify the optimal times to interact with leads and cus-
tomers.

Best time to contact

Email summary
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In order to understand leads or customers better, it is important that your sales reps 
know the context of that particular record in Zoho CRM. Rather than digging through 
the record and reviewing every detail, Zia can summarize your records, notes, and 
conversations to make your reps understand the overall gist and engage with leads and 
customers instantly.

Record assistance

Conversation summary
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Zia can analyze past data and customer behavior and suggest relevant products 
to recommend to them—information that can help enhance cross-sell or upsell 
opportunities.

Zia can also compare one record with other records present in the module, identify 
similarities between them, and display the five most similar records as recommendations. 
Zia also indicates which factors are similar across records, such as revenue, geographical 
location, or industry. Your sales reps can use this information to understand how a similar 
sale progressed in the past through various stages and implement appropriate measures 
to ensure the current sale is successfully made.

Recommendation

Notes summary
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Zia recommendation

Similarity recommender
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It’s important to gather customer feedback, analyze the data collected, and incorporate 
appropriate business measures systematically. Zia analyzes customer conversations and 
deduces what exactly the customers intend to communicate with you. 

Zia combines customers’ feedback with their profiles and segments them 
demographically so that reps understand which types of customers have which types 
of needs. Using these insights, reps can implement appropriate strategies to provide 
personalized solutions to your customers.

Successful sales and retention boils down to the actions that your reps take to address 
customers’ needs. Because every business scenario is unique, it may not always be clear 
to reps what action they should take to produce a desirable outcome. 

Voice of the customer

Next best action

Voice of the customer
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This is where Zia’s next best action suggestions are helpful. Zia monitors all of your 
organization’s open and active deals, analyzes their deal stages, suggests the next best 
experience that you can provide, and prompts you to take action. This means your sales 
reps receive immediate guidance toward what they can do next and proceed with their 
operations swiftly.

Zia’s built-in AI capabilities in Zoho CRM provide your sales reps with timely insights, 
recommendations, and contextual guidance throughout their day-to-day work. Whether 
it’s understanding customer interactions, identifying the best time to reach out, or 
recommending the next course of action, these capabilities help reps make informed 
decisions with confidence.

While these built-in capabilities address many common sales scenarios, some situations 
demand deeper reasoning, personalized guidance, or business-specific expertise. 
That’s where AI agents come in. Designed to tackle more complex and personalized 
requirements, they can be tailored to your unique sales processes and coaching needs. 
And when it comes to agentic AI, Zoho has you covered.

Next best action

SIGN UP FOR ZOHO CRM

https://www.zoho.com/crm/signup.html?source_from=ai-for-sales-coaching-playbook
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Zoho provides you with its robust agentic AI platform, Zia Agents, to enable you to build 
and deploy AI agents to Zoho CRM. How can you do this? You can either build your own 
custom AI agent or choose from pre-built ones available in the Zia Agents platform. Once 
you’re done, you can then deploy and use the agent in your Zoho CRM account. 

The sales coach agent is available as a pre-built agent in the Zia Agents platform that you 
can directly hire and deploy to Zoho CRM.

Enter your very own sales coach AI 
agent	

Introduction

How does it help your sales reps?

For the purpose of sales coaching, Zia Agents has a pre-built sales coach agent that can 
provide various insights and train your sales reps to handle leads and customers more 
effectively.

Zia Agents Deploy Agents to Zoho CRM
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In this case, after deploying to Zoho CRM, when the sales coach agent is initiated, it will 
provide comprehensive insights on how your sales reps can best handle a particular deal. 
The sales coach agent analyzes this deal and the lead or customer related to the deal, 
and provides these insights accordingly.
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Your sales reps can also chat with the sales coach agent and ask for specific insights they 
need on an individual level; the sales coach agent responds with solutions accordingly. 
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TRY ZIA AGENTS

https://www.zoho.com/agents/signup.html?source_from=ai-for-sales-coaching-playbook


Sales will continue to evolve, bringing new processes, challenges, and nuances that vary 
across every lead and customer. Some of these processes can be complex, but they are 
essential for delivering a seamless buying experience while ensuring every opportunity 
is handled thoughtfully. Although the scale and complexity of sales operations can seem 
overwhelming, the difference often lies in how well your sales reps are guided through 
each stage of the journey.

With sales coaching, your reps gain the confidence, context, and clarity they need to 
make better decisions. With Zia Agents and Zoho CRM’s built-in AI capabilities, you can 
ensure that sales coaching becomes faster, more accessible, and available exactly when 
your reps need it.

Ultimately, you have more confident reps, stronger customer conversations, cleaner CRM 
data, and a sales process that feels less intimidating and more purposeful. Your sales reps 
are now ready to weather any storm that comes their way!

Charting a smarter course for your sales reps

 Contact us at sales@zohocorp.com.

Looking to empower your sales reps and 
optimize your sales processes?

Look no further than Zoho’s extensive 
AI-powered solutions.
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