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I would recommend 
Shipley to organisations 
wishing to stay at 
the cutting edge of 
customer needs and an 
understanding of what 
they really want!” 

 
88% Win Rate

Learn how to win 88% of the 
bids you respond to - that’s our 
win rate over a 3-year period, as 
audited by Ernst & Young 

Customer-Focused 
Conversations1 Day

A day of experiential learning to start you on the track to more valuable customer interactions

Do your customer Learn how to: 

conversations:

X Focus on what you do, 
rather than what the 
customer needs?

W Demonstrate customer 
focus in every 
conversation

X Feel like a frustrating 
competition to be heard 
without interruption?

W Apply active listening 
techniques to improve the 
customer’s experience

X End up unsatisfying as 
you walk away without 
answers?

W Ask the questions that 
will give you insight into 
the customer's issues and 
requirements

X Cover the same ground, 
without real progress?

W Prepare for conversations 
that will advance the 
customer relationship

X Seem to confirm 
information that is later 
contradicted?

W Play information back for 
validation

Use conversations 
to build “trusted 
advisor” status with 
your customers
Become the preferred vendor by listening to, 
questioning and engaging customers in  
productive conversations.



 

The value of customer-focused 
conversations

 ■ Understand how customers buy 
 ■ Exercise: Foreseeing the outcome 
 ■ What makes them trust you? 
 ■ Exercise: Identifying factors that can 
build customer trust 

 ■ Step up in the hierarchy of trust 
 ■ Exercise: Understanding customer 
attitudes 

 ■ Make the transition from vendor to 
trusted advisor 

 ■ The four steps of customer-focused 
conversations 

Active listening
 ■ Be aware of the barriers to listening 
 ■ Exercise: Identifying your own barriers 
to listening 

 ■ Apply active listening skills 
 ■ Note and use the customer’s language 
 ■ Exercise: Listening to each other 
 ■ Align your non-verbal communication 
 ■ Consciously manage your body 
language 

 ■ Exercise: Listening and observing non-
verbal communication 

 ■ Exercise: Assessing your 
conversational style

Adaptive questioning 
 ■ Keep it simple 
 ■ Exercise: Understanding the 
importance of knowing your customer 

 ■ Recognise different questioning styles
 ■ The three types of questions required 
for Customer-Focused Conversations 

 ■ Communicate your good intent 
 ■ Use the three types of questions to 
direct conversation 

 ■ Help customers discover potential 
benefits 

 ■ Answer questions with positive intent 
 ■ Exercise: Identifying the source of 
customer questions 

 ■ Six reasons why a customer might 
question you 

 ■ Keep the focus on the customer 
 ■ Answer questions thoughtfully  

Practical preparation
 ■ Research the customer’s vision, 
motivators, and hot button issues. 

 ■ Define your next realistically 
achievable objective. 

 ■ Remember that people buy from people 
 ■ Exercise: Researching new people 
 ■ Prepare using practical steps and tools 
 ■ Use a Customer Meeting Planner 
 ■ Plan for success 
 ■ Exercise: Using the strategy template 
 ■ Exercise: Drafting a Meeting Plan 

Collaborative validation 
 ■ Confirm any new understandings with 
the customer 

 ■ Incorporate learnings in follow-up 
activities 

Detailed workshop outline

As a valuable
addition to your
library, you will
also receive a copy
of the Shipley
Capture Guide,
documenting best
practice in planning
and implementing
effective campaigns
to win business.

Recommendations from previous participants

“The information was novel compared to what I have received previously. Felt like  
a fresh approach.” 

"Now I can have more difficult conversations and be confident in them.” 

A day of experiential learning to start you on the track to more valuable customer interactions

Shipley provides 
consulting and 
training services 
focused on winning 
business in highly 
competitive 
environments. 

We are a 40-year-old 
global organisation 
with offices 
throughout North 
America, Europe 
and Asia Pacific that 
support over $300Bn 
in bids each year. 
We have trained 
over 45,000 BD 
professionals in  
33 countries.

Customer-Focused 
Conversations1 Day
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Key valuable 
competencies 
delivered 
 

 Analyse gaps in your 
customer and 
opportunity knowledge 
and plan to fill them 

 Learn simple 
approaches to create 
and build strong 
customer relationships 

 Shape your capability 
and solution to meet 
customer needs 

 Monitor and measure 
progress in improving 
your position with the 
customer 

 
“Winning Capture Strategies” 2-day workshop - Detailed 
Workshop Outline 
 
The Capture context Capture management in effective business 
development • Start early to align with customer procurement process 
The business development process • Follow business development 
phases • Assess each opportunity 
Building a baseline Establish a baseline  
Understand the opportunity and the customer • Match each 
opportunity to your market strategy • Gather and organise customer 
information • Stakeholder mapping • Identify decision makers and 
influencers •Analyse the hot buttons • Calculate a power rating 
Prepare a Bidder Comparison Matrix  
Develop a capture strategy • Highlight discriminators • Focus capture 
strategies on action • The four forms of strategy • Focus on your 
competitive position • Progress teaming strategies 
Identify and fill knowledge gaps • Prepare an intelligence collection 
plan 
Advancing your position Developing customer contacts • Shipley 
Information Collection Method • Use the Contact Planning Worksheet 
• Create valuable relationships • Ask questions to understand 
business issues • Use a Customer Meeting Planner • Note the 
customer’s language 
Collaborate with Marketing and Communications 
Shape the solution with strategy • Use the Integrated Solution 
Worksheet • Solution elements • Influence the customer’s thinking 
Maintain competitive focus • Predict competitor direction using Black 
Hat reviews 
Include price in your solution strategy • Baseline solution and price • 
The Winning Price Window • Customer buying trends and the price to 
compete • Establishing the Price to Win 
Use an effective value proposition • Assess value • Determine value 
collaboratively 
Managing progress Establish accountability through action planning 
• Measure progress at key milestones • Identify quantifiable measures 
• Support effective Track the moving target • Use PESTLE to assess 
the industry environment 
Following through Follow through with the proposal team • Focus on 
customer needs • Translate capture strategy into proposal strategy • 
Contribute to the kickoff meeting • Participate in reviews
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You win
 
www.shipleywins.com.au 
1300 WIN WORK 
+61 2 9232 2030 

About us: Shipley provides consulting and training services focused 
on winning business in highly competitive environments. We are a 
40-year- old global organisation with 17 offices worldwide. In Apac 
alone during the past 3 years, we've supported over $31.1Bn in bids 
with a win rate of 88%. We support over $300Bn in bids worldwide 
each year. 

 
As a valuable addition to 
your library, you will also 
receive a copy of our award-
winning Capture Guide, 
which has all of the detail 
your organisation needs to 
implement the insights that 
you will learn about on the 
day. 


