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The Inherent Friction of Divergent Mandates

The Organizational Dichotomy Sales Team
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Technical Team

¥ S )
Generating revenue and | . Developing, implementing,

Primary Responsibility

identifying needs and maintaining specs
Key Interaction Point o> Front-line client engagement ¢ Back-gnd develapn:nent
and implementation
Bofltinas lecass s Closing deals and | Meeting promised specifications
9 " building relationships || and quality standards
: Adapting to ‘ Standardizing for
Natural Bias - customer demands ; feasibility and scale
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Moving from Structural Friction

e

to Intentional Design

Pillar 1:
Strategic
Foundations
Aligning goals, incentives,
and expectations to point

both teams in the exact
same direction.

Pillar 2:
Operational
Architecture

Deploying the tools and

rapid feedback loops

necessary for real-time
collaboration.

Pillar 3:
Cultural
Infrastructure
Building the psychological
safety, training, and confiict

resolution protocols to
sustain the system.



Strategic Foundations Demand Shared Metrics

Shared SMART Goals

Align targets to foster
collaboration. E.g,, Sales aims
for a 20% quarterly revenue
increase while Tech targets a
15% reduction in product
development time.

Unified Incentives

Replace competitive
compensation with team-based
rewards. Implement bonus
systems that pay out for joint
successes, like a frictionless
new product rollout.

Quarterly Calibrations

Establish periodic reviews to adjust shared
objectives based on shifting market
conditions and real-time data.
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Architecting the Daily
Feedback Loop

] E
Customer CRM o Project g Product
Interaction 4 Systems | Management < 71| |lteration
[ | +
Real-Time Visibility I | Asynchronous Collaboration f'{ Structured Post-Mortems
| Leverage CRMs to provide Tech | Utilize communication tools for | | Track joint initiatives in project tools,
| with live visibility into customer { rapid, informal check-ins, allowing | culminating in structured post-
| interactions, preferences, and | issues to be flagged without waiting | mortem analyses to feed insights
frontiine feedback. | for meetings. back into the next cycle.
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Stabilizing the Expectation Triangle

Receives the product

The Bypass Valve -

The Tactic: Involve technical representatives
5 | directly in critical sales presentations.

The Impact: Technical experts provide
immediate reality checks on unavailable
features, explain feasibility, and offer viable
timelines—preventing downstream dissatisfaction.

Technical

Sets initial vision Defines feasibility
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Processing Friction Through
Cultural Infrastructure

Unmet
Timelines

Filter 1: Joint Training

Cross-training sessions and hands-on demos
ensure Sales understands technical constraints
and Tech grasps market trends.

Filter 1: Joint Training

-Conflict Filter 2: Clear Protocols
; : . Direct, open dialogue protocols prevent
Resolution Fllter 2: Clear Protocols resentment from festering when promises are
Funnel > missed.

Filter 3: Mediated Alignment

Filter 3: Mediated Alignment

Leadership facilitates safe mediation where
mistakes are framed explicitly as learning

O Continuous opportunities, not failures.

Improvement
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The Continuous Alignment Flywheel

| 1. Joint Strategy

Shared goals and incentives } -
| initiate collaboration.

AN NN

| 4. Managed Failure at any single 2. Operational
| Expectations node breaks the Transparency
momentum of the entire Shared tools (CRMs, PM

revenue engine. software) and daily feedback
loops are utilized.

| Techin sales meetings
| aligns the customer reality.

feeds back into...

3. Mutual Trust

Joint training and conflict
protocols create
psychological safety.

_|_ A Notebc:o‘(lfm



Alignmentis an
Engineered Necessity

Leaving Sales and Technical teams to operate
in silos is a choice that degrades the customer

experience and caps revenue potential.

A

Alignment is not a cultural byproduct; it
requires deliberate structural engineering of
your goals, your tools, and your conflict

resolution pathways.

V

Design the system, stabilize expectations,
and accelerate the flywheel.
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