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Advanced communication 
Engaging customers in efficient solution building 

 
 

The newest concept of this training session is, without a doubt, the follow-up 
material and support. I think this is a crucial point in order to practice what we 
learned, which in turn has the advantage of time and budget optimization for the 
whole organization.  

Training manager at IMS 

 

OVERVIEW 

In this era of syncopated communication, people often remain at superficial levels 
of dialogue with others individuals when in fact, more in depth discussions are 
necessary to fully understand specific situations and elaborate adapted solutions.  
You may feel that your team or organization is a victim of this current state of 
affairs and consequently, is not obtaining the expectable results or establishing 
deep seated rapport and trust with both internal and external customers.  We 
propose to help you understand the reasons behind this, clarify how important 
changes are for your success and create healthy habits that will help you overcome 
such situations and ensure you are able to make a difference with all customers. 

KEY  
BENEFITS 

• Understand why we tend to limit our discussions 
• Discover the incredible value of listening 
• Adapt your approach to various communication preferences 
• Learn and practice a sequence of engaging questions 
• Build a well structured and adapted communication plan 
• Enhance your ability to perceive and verbalize needs 
• Develop efficient solutions in collaboration with customers 
• Increase efficiency from continued coaching 

WHO SHOULD 
PARTICIPATE 

The program is designed for people whose responsibilities include convincing 
others (internally or externally) to approach situations differently, help them 
elaborate solutions and guide them through the implementation of such solutions.  
Advanced sales positions, leaders, business development people, managers, 
influencers, negotiators and cross functional team members will benefit. 

PROGRAM 
DETAILS 

The learning environment is highly interactive.  Participants will need to share 
specific customer situations, adapt the methodologies covered to their situation, 
elaborate a plan of action and present to the group.  The program also involves 
some preparation work with a 60-minute remote session 1 week prior to the on-site 
seminar.  Participants will also benefit from a series of 4-6 follow-up sessions of 1 
hour conducted remotely and structured in a manner that each participant will 
share their application of methods and concepts in their daily activities and with the 
specific customer situation they brought to the seminar.  Participants can also opt 
to receive one-on-one coaching. 

DURATION Seminar can be 2-3 days depending on client needs 

 
  



 

 
TOPICS AND CONCEPTS 
Preparation 
• Review of key methodologies 
• Identification of communication preferences 
• Choosing a customer situation 
• Anticipate seminar discussions 

 

Seminar day-1 Seminar day-2 
Introduction 
• Define advanced communications 
• Identify reasons for lack of in-depth discussions 

 

Intent 
• Clearly define and express intent 
• Examine how intent and trust work together 
• Clarify and practice purposeful listening 

 

Communication Styles 
• Understand style differences and communication 

adaptability 
• Define what influences each style 
• Build strategic approaches for various combinations 

Advanced question sequencing 
• Learn the process for strategic interview 
• Apply the process to participant’s current situation 
• Practice in a controlled environment 

 

Planning 
• Better understand the communication process 
• Adapt the process to your reality 
• Build a communication plan for specific customer 

situations 
• Present and critique plans 

 

Optimal action for growth 
• Working with a team 
• Agree on a follow-up structure 
• Commit to a behavior change 
 

Follow-up program 
• Pre-defined structure of discussion topics 
• Application of methodologies in current situation 
• Efforts to reach Optimal situation 
• Address reasons for success or challenges 
• Share and discuss value and best practices 
• Re-orient efforts  
• Change habits 

 

One-on-one coaching 
• Continue competency development 
• Share situations in a safe environment 
• Orient efforts on solutions 
 
 
 

 

  


