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How does AI help humans?

AI
What has 
mankind 
learned 

about this 
topic?

AI

Summarize 
insights and 

create a 
report on 
this topic

Hmm (I’m thinking)



A surprising benefit of AI...

AI
What has 
mankind 
learned 

about this 
topic?

I’m thinking better

Practice probing skills 
with an AI “Customer”



Using AI to understand customer needs

Gather INSIGHTS 
before customer call

Role-play to improve 
probing SKILLS

Create REPORT after 
customer call

VOC for Innovation
(Front-end-innovation)

VOC for all visits
(Everyday VOC®)

Blueprinter® AI SalesPrep® AI

SalesPrep® AI

SalesPrep® AI

First, what are best practices for humans?



Discovery Interviews
Qualitative

Preference Interviews

IMP

SAT

Uncover Customer 
Outcomes

Hiding Power
Scrub Resistance
Crayon Removal

Quantitative

Stops errors of 

omission
Stops errors of 

commission

© The AIM Institute

Diverge Converge

Prioritizing is the most important!

Market Satisfaction Gap
= Avg IMP x (10 – Avg SAT)
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PRIORITIZING customer needs = strongest correlation to success
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Prioritizing
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Discovery Interviews
Qualitative

Preference Interviews

IMP

SAT

Uncover Customer 
Outcomes

Hiding Power
Scrub Resistance
Crayon Removal

Quantitative

Diverge Converge

How many of these desired 
outcomes could AI generate?
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Number of Interviews
Source: “Voice of the Customer”, Griffin and Hauser, Marketing Science, Winter 1993

% of Needs 
Uncovered

In our research, AI uncovers 60-80% of 
the needs found in human interviews.*

AI is changing our 3-decade-old view 
of how many interviews are needed.

This allows New Product Blueprinting teams 
to conduct ~ half as many human interviews.

* Both human and AI interviews were done using Discovery methodology from New Product Blueprinting, Dec, 2023.



Let’s try this together.

Who has a product we can ask AI about?



Using AI to understand customer needs

Gather INSIGHTS 
before customer call

Role-play to improve 
probing SKILLS

Create REPORT after 
customer call

VOC for Innovation
(Front-end-innovation)

VOC for all visits
(Everyday VOC®)

Blueprinter® AI SalesPrep® AI

SalesPrep® AI

SalesPrep® AI



1. Prepare

Research the customer 
and their potential issues.

2. Probe

Ask questions to deeply 
explore customer problems

3. Publish

Add insights to CRM for 
market & competitive intel

• 60 sec AI report: customer news, 
trends, problems & process steps
• 2-page in-depth problem briefs
• Suggested opening questions

• Master What-Why-Clarify probing
• Role-playing with an AI customer 

and your AI guide (Claire)
• Specific to your offering & application

• AI Ghostwriter (Paige) interviews 
you after your customer visit
• Paige drafts internal call report
• Paige drafts customer recap email

AI tools such as SalesPrep® can help.

Most customer visits need to improve the 3 P’s...



Sales professionals

Technical support

Marketing, PM, R&D

Customer service

Executives

Increase sales

Analyze problems

Understand needs

Satisfy customers

Build relations

This applies to ALL customer calls...

Also  
helps

© The AIM Institute 



Your World Customer’s World

Your product line

Enter customer’s world

Understanding 
Their Needs

Your features
Your service levels
Your case stories
Your reputation
Your specifications
Your sales literature
Your benefits

Less time

More time

© The AIM Institute 



Understanding 
Their Needs

Your World Customer’s World

1910 1920 1930 1940 1950 1960 1970 1980 1990 2000 2010 2020 2030

The 
Psychology
of Selling

1925 1988 2013

• 35,000 sales calls studied
• Questions about customer’s  

Situation, Problems, 
Implications, and Needs

• Skill that could be learned
• Features & benefits
• Closing
• Handling objections

• 6,000 sales professionals
• Not relationship builders
• Know customer’s business
• Challenge with fresh ideas



Your World Customer’s World

1910 1920 1930 1940 1950 1960 1970 1980 1990 2000 2010 2020 2030
2024

Probing skills correlate with success

Experience improves probing skills

Traditional sales training does not

www.VOCforSales.com 

http://www.vocforsales.com/


Unprepared*

* Why Don’t Buyers Want To Meet With Your Salespeople, Forrester Research 

Business
Issues

Valuable 
time to get
Prepared

75% of executive 
buyers say 
salespeople are...Only 25% of 

salespeople are 
invited back.



< 60
seconds

Preparation Probing

Company News
Market Trends

Company Overview

Common Problems
Process Steps

SalesPrep®

Start conversations
Ask about trends

Challenge norms
Show interest

Questions

Explore problems

WHAT WHY CLARIFY

AI helps you master 2 types of PREPARATION...

INSIGHTS SKILLS
Learn and role-play with AI...



You can download a sample report at www.SalesPrep.com 

http://www.salesprep.com/


COMMON PROBLEMS

PROBLEM BRIEF        ROLE-PLAY

Problem Summary

Causes & Conditions of Problem

Relevant Metrics & KPIs

Impact of Solving Problem

Possible Solutions

This report helps with INSIGHTS What about                          ?SKILLS



Your World Customer’s WorldStep 1. Preparation Step 2. Probing

WHAT

When do you see this problem?

WHY CLARIFY

How often does this happen?

How does this impact you?Are you saying you want to...?

Step 1. Preparation Step 2. Probing



Repeat for next problem.

These skills require practice... but not necessarily with humans.



Can you tell me what problems you're facing today? You

Role-play with Claire — your AI Guide
For corrugated boxes to package and ship merchandise

Yes, we've been having issues with the durability of our corrugated boxes. They often 
get damaged during shipping, which leads to product returns and unhappy customers.

Great start. You've identified a problem related to the durability of corrugated boxes 
during shipping. Now, dive deeper with WHAT questions to understand the specifics 
of the durability issues. Ask about the conditions under which the damage occurs, the 
frequency of these incidents, and any feedback they've received from end customers.

AI
Cust



Helps 
business 

with 
market 

scouting

Helps
you 

crystallize 
what you 
learned

Helps
you 

remember 
at next 

meeting

Email recap 
to customer

Helps
you 

confirm & 
impress 

them

How does entering notes in your CRM help?



Customer
need

You make glass
for

phone displays
for

Crack
Resistance

I’m solving the problem

I don’t have 
a problem

I have a 
problem!

I anticipate 
a problem

I don’t have 
a problem

Time
Too Early Too Late

Sweet Spot

Market Scouting

What if your sales force was also a
learning force to spot rising needs?



Probing Data
Entry

Data
Mining

Hear Weak 
Signals First

Market Scouting

1 2 3

SalesPrep
(“Claire” AI)

SalesPrep
(“Paige” AI)

Easy with AI
(All CRMs)

in 3 steps

Customer’s
Brain

Salesperson’s
Brain

CRM
Database

Market
Foresight



1. Prepare

Research the customer 
and their potential issues.

2. Probe

Ask questions to deeply 
explore customer problems

3. Publish

Add insights to CRM for 
market & competitive intel

• 60 sec AI report: customer news, 
trends, problems & process steps
• 2-page in-depth problem briefs
• Suggested opening questions

• Master What-Why-Clarify probing
• Role-playing with an AI customer 

and your AI guide (Claire)
• Specific to your offering & application

• AI Ghostwriter (Paige) interviews 
you after your customer visit
• Paige drafts internal call report
• Paige drafts customer recap email

AI tools such as SalesPrep® can help.

Most customer visits need to improve the 3 P’s...

Let’s take a tour 

of SalesPrep



Questions?

New Product Blueprinting: www.newproductblueprinting.com
Everyday VOC: www.everydayvoctraining.com 
Contact Dan: dan.adams@theaiminstitute.com 

For 60-day free trial: www.SalesPrep.com > Start Trial > Promo code 60

http://www.newproductblueprinting.com/
http://www.everydayvoctraining.com/
mailto:dan.adams@theaiminstitute.com
http://www.salesprep.com/

