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HOW TO TARGET & POSITION 
STRATEGIC CONVERSATIONS
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WHO TO TARGET (IDEALLY)

• Decision-maker vs. day-to-
day contact or user

• Business/value perspective

• T-skills

• Candid, not necessarily 
super-nice or a big fan

• Include the quiet ones

• Start with your day-to-day 
contact, then move up

• Have request come from 
your exec
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Hi, Christina. 

Just a quick note about this week’s 
call. I’d like to reserve some time at 
the end for a bit of a “step back” 
conversation. This just involves us 
asking a few open-ended questions 
so that we can listen and learn 
about (company)’s top level 
priorities and challenges. The more 
and better we understand, the 
better we can deliver the value you 
need from us.

Let me know if you have any 
questions.

Best,
- Your name

PRE-CALL EMAIL

As we get started, I wanted to see 
if we can grab some time at the 
end of the call – time permitting –
for a bit of a “step back” 
conversation. 

It just involves us asking a few 
open-ended questions so that we 
can listen and learn about 
(company)’s top level priorities and 
challenges. 

I promise it’s painless! And it’ll give 
us a better understanding of how 
we can add value. Sound ok?

IN-CALL TALK TRACK

Before we wrap up, I see we have a 
few minutes left, so I wanted to see 
if we can have a bit of a “step back” 
conversation with you. 

It’s just a few open-ended 
questions so that we can listen and 
learn about (company)’s top level 
priorities and challenges. I promise 
it’s painless! 

Sound ok?

Beginning Towards the end
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85% 
OPEN 
RATE

65% 
CONVERSION 

RATE

Subject: A quick favor if you can.

Dear (first name):

I hope this note finds you well. Knowing how busy you are, I’m 
always sensitive about asking for a bit more of your time. With that 
said, we’re embarking on a concerted effort to raise the bar on how 
well we understand our customers’ challenges and priorities. Not 
just day-to-day, but also the business priorities for the company 
overall. Ultimately, this helps us help you.

Would you be available for a 30-minute, one-on-one phone 
conversation in the next week or two? As I said, it’s different from 
our regular meetings, as we’re basically looking for your candid 
perspective on a few topics—mostly around your company’s high-
level priorities and challenges in the marketplace. 

If so, please reply with a couple dates/times when you’re free, and I’ll 
send you a calendar invitation. Alternatively, feel free to use this 
scheduling link to find a time that works for you.

Your involvement would be greatly appreciated! If you have any 
questions, please don’t hesitate to reach me at (phone) or (email).

Best regards,

- You © 2020, Bob London

CSR/CSM 
Invitation
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Subject: A quick favor if you can.

Dear (first name):

I hope this note finds you well. Knowing how busy you are, I’m always sensitive 
about asking for a bit more of your time. With that said, our customer success 
team is embarking on a concerted effort to raise the bar on how well we 
understand our customers’ challenges and priorities. Not just day-to-day, product-
related, but also the business priorities for your organization and company overall. 

Would you be available for a 30-minute, one-on-one phone conversation in the 
next week or two? As I said, it’s different from our regular meetings; it’s a more 
open-ended conversation to get your candid perspective on your priorities and 
challenges. 

I’ve cc:d (name of CSR/M), so, if you are able to chat, please reply all with a couple 
dates/times when you’re free, and they will send you a calendar invitation. 
Alternatively, feel free to use their scheduling link to find a time that works for 
you.

Your involvement would be greatly appreciated! If you have any questions, please 
don’t hesitate to reach me at (phone) or (email).

Best regards,

VP, Customer Success
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Invitation that 
comes from 
your executive-
level
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