
 

Tailoring the Course 

Client Call - Example Questions 

 

 

 

 

 

 

 

 

 

 

● To take place after the course has been booked; usually via Zoom or in person. This discussion can 

also be undertaken over the phone, but the visual support of the slides is helpful. 

 

● Ensure you already have the skeleton course ready or the first version of information you plan to use 

to develop a course for them. 

 

● Start by welcoming and Introducing yourself as the facilitator – outline your skills and experience. 

 

● Explain the reason for this communication - that tailoring the course is a key part of the Training 4 

Influence methodology and, in particular. the difference that tailoring a course can make. 

 

● Explain the current position – dates booked, price, method of delivery, number of delegates, etc. 

 

● Talk through the slides with them, as it will help frame and lead the conversation. Some customers 

will want to know the exact detail of the course, others will only want a brief summary to highlight 

you have understood the subject. 

 

Example questions to help you tailor the course further are below. 

 

To do - organisation Response/notes 

 

Reflect to them the information you have found 

on the website and included about the 

organisation and what services they deliver.  

 

 

Ask if there is anything they would like to add?  

For example, the detail behind the 

mission, vision, values, aims, objectives and 

whole organization challenges. 

 

 

 

 



 

Ask questions like: 

 

● What is its current operating context?  

(i.e. lots of new staff, high turnover) 

 

● What organisational policies or processes do 

you have that are relevant to the subject? 

      Ask for these to be sent after the call 

 

● Do you have any commissions, quality 

assurance standards or monitoring 

expectations internally or externally connected 

to this subject? If yes, which and can they 

send you anything specific? 

 

● Are there any services or geographic specific 

information you need to be aware of? 

If yes, what and can they send you anything 

outlining this? 

 

To do - sector Response/notes 

 

● Is there anything specific to the sector you 

would like including/considering? 

 

 

To do – personalised Response/notes 

 

Why have you booked this training? 

 

For example: 

 

● they have a policy but recognise that it’s not 

well understood throughout the organisation;  

● they currently have or have had issues in the 

recent past;  

● someone has raised a concern; 

● some “boxes” need to be ticked;  

● it is a requirement of their insurance company 

that certain staff are trained; and/or  

● it’s a new organisation and they are at the 

beginning of their journey.  

 

Write some notes and/or ask them to send some 

specific examples to be used in the training 

activities. 

 

 

  



To do - team Response/notes 

 

Please tell me about the team and/or practitioner 

roles of delegates. 

 

For example: 

 

● what are their job roles? 

● how does the subject connect? 

● is it a knowledge gap?  

● has there been an issue that has highlighted 

a need for training?  

● how will they use the learning?  

● what is their current knowledge? 

● are they experienced practitioners who need 

a reminder because of issues that have 

occurred or are they new to their role; and/or 

● are there any team or individual needs it 

would be beneficial for me to be aware of? 

 

 

To do – customers/service users Response/notes 

 

Ask them to tell you about their customers/ 

service users. For example: 

 

● who they are; 

● why they work with them; 

● what their approach to customer care is;  

● what sort of subject concerns/issues are being 

reported; 

● are there any complexities that exist? 

● where are the knowledge gaps and where are 

there the greatest opportunities to really 

deliver value?  

● what sort of complex needs are they working 

with? and/or 

● how does this subject connect to the services 

they deliver? 

 

Write some notes and/or ask them to send some 

specific examples/case studies to be used in the 

training activities. 

 

 

 

 

 

 

 


