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Abstract
Disinter — to unearth, to displace; and mediate — to act as
middleman. Combined, they mean to displace the middleman.
Disintermediation signifies major shifts in how we market, sell
and deliver products. In many industries, distributors are
disappearing and being replaced by electronic media. As a result,
direct sales forces are shrinking and their role is changing.

On the other hand, marketing is being forced to become a
revenue-producing part of the organisation. This paper discusses
how field sales is waning in power, marketing is gaining ground,
and the biggest beneficiary is the customer. As a result, there is a
new class of middlemen called infomediaries,

By comparing old and new business-to-business sales and
marketing models, we discover both the beneficiaries and the
potential casualties of disintermediation. This paper discusses
these major trends and recommends what companies must do to
thrive in the emerging marketing landscape.
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Figure 1. Sales process — The old model

Disintermediation
— To displace the
middleman
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The explosive growth of e-commerce
;������������������
����
��������	���������	�
�����������������
��
����������������������
���������
��������	���� ��
�����������
�������������������������
�	������
������<���
�������������������������

 ©Copyright 1999 Saligent Software, Inc. - Do not distribute or reproduce

����,PSOHPHQW����,PSOHPHQW

����&RQWUDFW����&RQWUDFW

����3URSRVDO����3URSRVDO

����4XDOLI\�DQG�5HILQH�����4XDOLI\�DQG�5HILQH�

6ROXWLRQ6ROXWLRQ

����1HHGV�$VVHVVPHQW����1HHGV�$VVHVVPHQW

����(GXFDWH�DQG�6HOI�4XDOLI\����(GXFDWH�DQG�6HOI�4XDOLI\

��������	����������	��


��
��

����

������


���
���

�����	��

Electronic

Inside Sales

Field Sales

Figure 2. Sales process — Tomorrow’s model

Field sales will still
play an important
role in most
organisations, but it
will be different
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Industry analyst
Forrester Research
says that business-
to-business
e-commerce alone
will rocket from
$48bn in 1998 to
$1.3trn in 2003
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The huge impact of infomediaries
������	�
������
����������
��������
�����������	�
���������������
���
��������	��������	���������	�
����������C�������D�*�����	���������
���������	�
�����+

 ‘A trusted person or Web-enabled organization that
specializes in information and knowledge services for,
about and on behalf of a virtual community. The
infomediary facilitates intelligent communication and
interaction among the members of the virtual community.
It administers and cultivates a proprietary knowledge asset
that contains content and hyperlinks that are of specific
interest to the community.’
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How to prosper despite disintermediation
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Over 10,000
infomediaries will be
formed in the next
five years, with
business-to-business
sites outpacing
consumers
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