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Recording and slides
The replay and slide deck will be added to the 
event page after the webinar.

03

Live Q&A
Enter questions into the Q&A panel as we go.

Share team tips, practices that worked for 
you, or your own customer research 
examples.

Housekeeping

02

Downloadable resources

All Agent Skills
Customer Insight Workflow
Customer Brief

Everything you see today, including:



Webinar Agenda

1

Case Example
A example RFP Scenario with the Real Research

2

Internal research
How to leverage what already exists in your CRM

3

External research
Diving deeper than the competition into Research

5

From insight to action
Turn the research into reviewed work

6

Q&A + Next Steps
Resources, next webinar, and discussion

4

The Customer Brief
How to Create a detailed account of the Customer



Today’s Case:

Starbucks Coffee RFP



2 Week Deadline

Starbucks going out to Global RFP

Contender 1

Contender 3



Internal Context External Context

The Context Stack

Project Context



The 50 Billion Dollar Question

“How do you Differentiate and Win in Highly 
Competitive Market like HCM Software?”



Win with:

Customer Insight



The Data behind Customer Insight driving Wins

88%
of high-win teams 
run a defined 
customer-insight 
process

Define: Customer Insight

A deep understanding of your 
customers behaviour, data 
and needs.
The teams with the highest win rate not 
only have the highest automation rates but 
they are able to invest the time in Customer 
Research and Tailored Writing.

Most teams today don’t.



What does it take to be Insightful?
The maturity curve goes from Generic to Responsive to Insightful. But what differentiates each?

Foundation

Trustworthy Research
Dependable sources that allow your 
responses to speak directly to their 
real pains, not generic industry trends.

Foundation

Buyer Language
Speak as a peer, already working with 
them, rather than an outsider.

Foundation

Falsifiable Facts and Stats
Share real facts and figures both their 
own and yours. Trust is built in the 
details not in generalities. 

Competitive edge

Knowing this buyer beats a theme template
Many teams define win rates based on “Where they win” 
rather then where the customer is looking to win. 

Win these might as well be Lose themes if they aren’t focused 
on the customers objectives.

Later layer

Win themes stack on this foundation
You can only know how to Win once you know the game your 
playing and how it's scored. Research first, win themes later.



Templated Library Response

How does the system improve scheduling?

Workforce.com improves your scheduling by giving 
managers the leading platform for creating, publishing, 
and adjusting rosters. 

The system uses demand forecasts and availability data 
to generate recommended schedules, supports shift 
swaps, and tracks time and attendance so labour stays 
aligned to store volume.

This helps organisations standardise scheduling, reduce 
last-minute changes, and improve operational efficiency 
across locations.


Buyer language missing
Vendor jargon, not the buyer's nouns, localization


Unverifiable marketing claim
Superlatives with no proof on the page


Generic Slop
Logo swap still works for any competitor


Assumes generic efficiency
Assumes cost cuts when research shows partner retention and shift 
preferences drive the deal

Reviewing the Average Response



Response with Customer Insight

How does the system improve scheduling?

First, AI builds each coffeehouses schedule from partner 
availability, fits it to forecasted volume, and publishes it 
14 days out.

Once it is posted, partners trade leftover shifts on their 
phones. The system blocks a swap that would leave the 
morning peak uncovered, skip a meal break, or create a 
clopen: close tonight, open tomorrow, with under eight 
hours’ rest.

Partners keep the hours they asked for, and the morning 
rush is better staffed while more effectively using 
partner hours.

This approach drove a 3.2% decrease in Labor Cost 
percentage across McCafe and we estimate if deployed 
at Starbucks could drive up to $2 billion in efficiency 
gains while increasing internal NPS.


Buyer language
Public buyer nouns on the page


Falsifiable Fact
Statement tied to a source, specific to them


Verified Insight based on real stats
Account-specific detail a generic vendor cannot copy


Aligns with true strategy
Targets partner satisfaction and preferred-hours coverage, not just 
generic efficiency

Same product, with Insight applied



But, but, but

“How am I supposed to have time to write that?”

Focus your Time

Establish Go/No-Go

Automate the Basics

Achieve High Automation

Work in Parallel

Optimize Workflow

Delegate More

Split the Workload



Establishing the:

Research Workflow



Establishing your Customer Research Workflow
Start by establishing the process manually, so you can run it every proposal from there

1 Set up Ownership of Insight Seller, bid manager, SME, and executive sign-off.

2 Map your Research Sources Internal CRM data, public filings, and buyer evaluators.

3 Establish Access & Process to Collect Info Collect verifiable evidence and separate fact from inference.

4 Establish a Customer Brief Format Standardize narrative, core nouns, facts, flags, and open gaps.



1. Setup Ownership of Insight
Illustrative bid-team roles for this fictional HCM scenario. Before anyone drafts, set 
clear expectations for who owns notes, sources, and buyer language across each 
proposal. That is the process, not a side comment.

Owns on insight

Seller
 Adds verbatim buyer notes

 Captures timeline dates

 Links primary source docs

Bid Manager
 Locks approved nouns

 Validates facts before drafting

 Guards the bid timeline

SME
 Supplies technical method

 Provides concrete exhibits

 Signs off section answers

Exec
 Approves the buyer story

 Reviews commercial terms

 Resolves unmitigated risks

Agents
 Compiles and cites answers

 Applies verified sources

 Routes unsupported claims



Customer record

CRM Notes

Contacts, stage, commitments, 
objections, and open actions.

Buyer conversations

Calls, emails, meetings

Their exact words, stated drivers, and 
contradictions.

Team memory

Kick-Off

Context that never made it into the 
opportunity record.

2.  Map Sources
Illustrative bid-team roles for this fictional HCM scenario. Before anyone drafts, set 
clear expectations for who owns notes, sources, and buyer language across each 
proposal. That is the process, not a side comment.



Customer record

CRM Notes

Contacts, stage, commitments, 
objections, and open actions.

Buyer conversations

Calls, emails, meetings

Their exact words, stated drivers, and 
contradictions.

Team memory

Kick-Off

Context that never made it into the 
opportunity record.

3.  Establish Access
Ensure connectivity to your different systems, whether it's connecting it to your RFP 
software or your chat agent via API or MCP.



Sales Owner
Sales Contribution

Bid Team

Key Statistics
Executive
Relationships

4.  Create a Customer Brief Template 

Existing Relationships

Relevant References

Identified Pain

Competition

Quantifiable Success Metrics

Decision Criteria

Annual Labour Spend

Workforce Growth Trend



Customer Brief Setup
● Fills contacts, language, drivers, gaps, and buyer story from 

authorised facts
● Marks a field blank when the source is missing
● Routes who owns the next gaps before research starts 

Install the Skill

autorfp.ai/skills/customer-brief-setup



Pro Tip: Create a Customer Canvas Manually



Attendee worksheet

Your customer-insight process

1 Customer Insight Process
Label owners, map sources, collect research, fill the brief.

2 Three research movements
Internal research, external research, evaluator review.

3 One controlled handoff
Circulate the filled brief, route gaps, approve response edits.

autorfp.ai/downloads/customer-insight-brief

Downloadable resource

Customer Insight Brief



Doing the:

Internal Research



Unearth Insight only you have access to

You must find and use information your competitors won’t:

● Find what generic Agent search won’t
● Only research what you will use
● Speed up Research time 10x with AI



Internal Research

Deal-contact research from CRM and calls.
Map what your team already knows into four brief fields. The same structure works from CRM exports 
and call notes without an agent.

Contact so far
Who you have spoken to, stage, owner, chronology from CRM 
and call records.

Language they use
“Our district managers lose Mondays reconciling last-minute 
roster changes.” Keep the words, date, and speaker.

Drivers and pain
Good note: stated problem + speaker + meeting date. Weak 
note: “buyer wants better scheduling.”

Gaps
Missing from contact history. Not a score.



Internal Research
● First-party CRM, email, meetings, notes, and call recordings
● Stakeholder map, contact chronology, drivers, language, and 

gaps
● Marks Missing when the records do not cover a field 

Install the Skill

autorfp.ai/skills/internal-research



Doing the:

External Research



External Sources

Investor Center

Annual Reports

Investor Presentations

Statistics

Employment 
Court Cases

Underpayments

Specific Legal Risks

Penalties or Enforcements

Website

Company Values

History

Scale

Job Ads

Objectives

Areas of Focus

Locations of Focus

News

Legal & Financial Issues

Brand Damage

Initiatives 

Wage Equality 
Reporting

Employee Type Breakdown

Headcount Growth

Wage Cost Details

Glassdoor 
Reviews

Key Employee Issues

Opportunities 

What is already working

Employee 
Handbooks

Day to day workflow

Systems & processes

Values, Communication 
Channels

Employment 
Agreements

Applicable processes & laws

Complexities 

Risks

Common Sources

Solution Specific Sources   (sources with Alpha)



External Sources
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Day to day workflow

Systems & processes

Values, Communication 
Channels

Employment 
Agreements

Applicable processes & laws

Complexities 

Risks

Common Sources

Solution Specific Sources   (sources with Alpha)



Public Marketing Website

Company Values



Investor Relations Site Investor Presentations Annual Reports

Investor Center



Investor Presentation

Strategic Vision



Actions Taken to Implement Vision

Investor Annual Report



Business Case & ROI Drivers

Investor Annual Report



Skill: https://autorfp.ai/skills/pdf-insight-finder



Employer Reviews on Glassdoor



Search with Google Dorks



Search with Google Dorks



Search with Google Dorks



Search with Google Dorks

site:ukg.com 

filetype:ppt | filetype:pptx | filetype:pdf | filetype:doc | filetype:docx

"ROI"

Allows exact Keyword Matches on Websites or within Files

Filters down to just certain file formats

Filters to a specific website

Get Gender Equality Reports from UK and AU Government

("Starbucks") ("gender pay gap" OR "gender equality report") 
(site:gov.uk OR site:wgea.gov.au OR site:data.wgea.gov.au) 
(filetype:pdf OR filetype:xlsx OR filetype:csv)

Find any historical underpayments

("Starbucks") (underpayment OR "wage theft" OR "back pay" OR 
"underpaid wages" OR payroll OR remuneration) (site:gov.au OR 
site:fairwork.gov.au OR site:ato.gov.au OR site:gov.uk OR 
site:acas.org.uk) (filetype:pdf OR filetype:doc OR filetype:docx 
OR filetype:xlsx)

AutoRFP Research Skill
/Google Dork



External Research
● Learns high-signal sources for that offering instead of 

assuming a list
● One run produces the full report, not a source catalogue
● Buyer language, falsifiable facts, and strategic priorities 

Install the Skill

autorfp.ai/skills/external-research



Building the:

Customer Brief



Buyer Story

Today → pressure → Back to Starbucks direction. 

Coffeehouse-led workforce, partner experience, smarter 
staffing and scheduling (public language only).

Falsifiable Facts & Sources

● 381,000 partners worldwide (FY 2025 Form 10-K)

● “Smarter staffing & scheduling” (2026 shareholder letter)

Language Rules

Partner not employee. Coffeehouse not site. Evidence labeled 
on the page.

What the Customer Insight brief contains

Evaluator Flags (CEO Lens)

● Turnaround nouns from sourced plan on the page
● Logo swap still works (generic retail HCM)



Customer Brief 
Research

● First-party CRM, notes, and authorised records where supplied
● Public sources across filings, IR, news, and official sites
● Logs Claim IDs, URLs, and gaps labeled Needs evidence



Install the Skill

autorfp.ai/skills/completed-insight-brief



Customer Brief Built



Implementing the:

Insights



Templated Library Response

How does the system improve scheduling?

Workforce.com improves your scheduling by giving 
managers the leading platform for creating, publishing, 
and adjusting rosters. 

The system uses demand forecasts and availability data 
to generate recommended schedules, supports shift 
swaps, and tracks time and attendance so labour stays 
aligned to store volume.

This helps organisations standardise scheduling, reduce 
last-minute changes, and improve operational efficiency 
across locations.


Buyer language missing
Vendor jargon, not the buyer's nouns, localization


Unverifiable marketing claim
Superlatives with no proof on the page


Generic Slop
Logo swap still works for any competitor


Assumes generic efficiency
Assumes cost cuts when research shows partner retention and shift 
preferences drive the deal

Reviewing the Average Response



Response with Customer Insight

How does the system improve scheduling?

First, AI builds each coffeehouses schedule from partner 
availability, fits it to forecasted volume, and publishes it 
14 days out.

Once it is posted, partners trade leftover shifts on their 
phones. The system blocks a swap that would leave the 
morning peak uncovered, skip a meal break, or create a 
clopen: close tonight, open tomorrow, with under eight 
hours’ rest.

Partners keep the hours they asked for, and the morning 
rush is better staffed while more effectively using 
partner hours.

This approach drove a 3.2% decrease in Labor Cost 
percentage across McCafe and we estimate if deployed 
at Starbucks could drive up to $2 billion in efficiency 
gains while increasing internal NPS.


Buyer language
Public buyer nouns on the page


Falsifiable evidence
Claims tied to a source on the page


Verified insight facts
Account-specific detail a generic vendor cannot copy


Aligns with true strategy
Targets partner satisfaction and preferred-hours coverage, not just 
generic efficiency

Same product, with Insight applied



Take it with you:

Resources



Research first, win themes later
You cannot know how to win until you know how it is scored. Themes 
built before research are loose themes.

Run it Manually First, then Automate
Ownership, sources, access, brief format. The process is the asset, not 
any single response.

Use their words, not yours
Partner not employee. Coffeehouse not site. If a logo swap still works, it 
is not an answer, it is a template.

Dedicated Research Brief
Internal research, external research. Everything lands in one customer 
insight brief before anyone drafts, that can be shared wide.

Use Falsifiable Facts, not generalities
Falsifiable facts and their own numbers. Trust is built in the details, not 
in generalities.

Key Takeaways

88% of high-win teams run a defined customer-insight process. 
Presumed relationship strength showed no meaningful correlation with 
win rate.

Insights beat relationships



Continue the series

Skills Library
Live Now: AutoRFP.ai/Skills

Product Release: Skills 

Now Live in AutoRFP.ai

Contribute Skills

Submit your own skills to share with 
the community.



Continue the series

The SME Bottleneck: How to Win 
RFPs Without Chasing Experts

How bid teams eliminate SME delays, capture technical knowledge 
asynchronously, and lock approved exhibits.

Stop chasing SMEs across Teams/Slack and email. Build a repeatable system that 
turns subject-matter expertise into verified, reusable answers.

Registration: autorfp.ai/events/

Save the Date

15
October
Thursday

Later Session



Open Floor

Q&A
Ask about the workflow, prompts, research setup, 
or how this applies to your next bid. Share what 
worked for your team.

Event Hub & Resources

autorfp.ai/events/how-to-win-rfps


