/5

klever insight

The One Thing Service Leaders Want The Most
During COVID-19

TSANet EMEA Focus Group
Dec15,2020
Phil Verghis

https://kleverinsight.com/


https://kleverinsight.com/

Our Philosophy

All of us are better than any of us

Small steps lead to Leaps

Pay 1t forward
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‘ Service Leaders Roundtable

» March 2020, Klever Insight invited 28 service
leaders to a Service Leaders Roundtable

p Q » Support group, think tank and master class all in

Service one
c Leaders n
Roundtable

» Asked to think about top topics for Personal,

Q ; a Professional and for Society

» Single biggest topic? Developing the next
generation of up-and-coming leaders.
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The approach

* How to develop up and coming leaders.
» Looked at a HBR article which outlined 7 competencies
1. Results Orientation
2. Strategic Orientation
3. Collaboration and Influence
4. Team Leadership
5. Developing Organizational Capabilities
6. Change Leadership
/. Market Understanding
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‘ Brainstorming

Deep Dive : How to develop up-and-coming leaders

r ] & e ¢

Results
Orientation

| @ oot s estanes Glo)
| © ettesdcs tom satepcisers 10

] alo}

@ setGosis snameics 1©
@ Docs ot s e ok s o}

3 Collaboration and influence. 4 Teamleadership
e

Collaboration
and Influence

=] @

@) Uses et ety oceneeks

) searches sty rescuress o bt pracices

(@ seetztttoundersana DI | @ 1ty snt st s g s arong s
[ —— Q| @ tres s e e rstansive s copeisat toneck
(@) e ens eemmac paances ot 1 mch s ase O | © vsenwsvene iewpoins
@ Harmessthede s [Q | @ wertnanessot e teams sndtees em
| © Acset e o gona snd st e @ | @ v st neny o amasgeemenc
© unternancs

© teverzm e ngneeechnrcgy o coterston

@) hure feacns ac gt rom othr teams

© busrees oty

© committo e sccemsof yur pers
© comitenty omssources team mputta goss anapotey
© Ercowases it cllsborsorstospeskus

e

Developing
Organizational
apabilities

T
®
&)

@ e tasctuncaivanag
|@ tortenis: s expore o et

Q) Bt e, sl and e cams

Q@

@ Assirmentsrequsing colsboraton across xgs
@ Mot them wak o aners shoes.

(@ nend recuring meetings outsideof yor aeparment
(@ Encourags eaming usiness e proces ofother ress n e crgrizsion

EEEEEEEEEEEEEEREE
[ele]eleleleleis]elelelelelelelclelo)

|@ crose csergscrparnnes

7 Market understanding

e

Market
understanding

@

m

]

__6_

{

£

B

i

i

[

£

H

:

s0m

000000000

e e

000000000000

(@ o ook attenn o s end apaaes Compony i)
© routenprrans

o e —

& mescgenn

e

© e sewreus guingnformasonsl imeniews
@ supportformalseamingopportuies

@) iy new maret s rom i exng asomes bse
@ o toconterences

Q) R sty pblesions

© P loca e grups

©) Tike anacive csein aninctusrybased commitee

@ Iy sources andreseoch

@ Impement Cusomer Addsory Bowrdwith o st base
© sotveriroana et 0 e team

© < nsppont ssscitons an conerences

©) ncersanatage markes et ana i custormers nesc
Q) oftrs e mpport plns st s ot maret

[ T e ———

[elclolelololclelslelelolo]

Q
}8 |@ Toeree
Lo

OOOOOOO®

Q
Q
Q
@

©00000000000000000)

Go}
- s e s trchirg moment. 09
1@ orves piee metres ifo)

sl B ations s scroe o ganimtin st departmarty

“Consitingand

Crestecommen sions
Cross companypartersigs nd sollobarstion
Establsh patte of successtu choces ehnce prsand brand
Ensbies nspiraion s oppased o s e recion

ingstogether partes i, tears) ek dontork waltogether

00000000000000

Acceptihe riskthatodrscary.
(R e S y————
et oher peopl’s ess andrequests

() Preroted o edse o eanfortlene-belors they e ey e resdy

O]
Ao 3

|

|

|© rmstoaus o sy <]
|@ conmous successonering ons octen e

| @ e o et nan s @
| sy mgemert n err companiss s i)
|© s msinpans: @

| @ promoteadmeiopmen Q
|6 s ceerree mimetre ot e moverem

|1Q) sstimvemeain gobal tent rosnagervent ot st local see s i[6)
|3 rovstmencromsgenentamesors @

| @ e ousiteyoue sy g e e i iI<]
|@ ousaimsonss s or e @

\

Autor of standards and vcxating i the spses
iy 0 acurat forecas based o Wistrica patrns
A or wrere the masket € ging 1ot wiere e maskets oy

st o st the ncksryhertct 0 pply

1o et ket Bxmpls enerprie va o

H
H

[elalelolslelelslelslelclele)

erarutrates el nshios i rleart nebck

00O0OEEOOO0OD

Parking ot oD ©
@ Frowas: e etk o omers o)
© Cusamer s skey o myors ile]

i ¢ en @

@) shodonig i Conubr ke modets G0

e & CY-TC)

P ¢ PY=ETC)

(@) Importnce of spekingwithcnevice s often et understeod 1 (6] @
@ omsiehssgmens @
@) veatieoman perence =20

Strategic
Orientation

e

Team leadership

- @

@
il
i

ol

EEEEEEEEEEEER

© cbertn hcsy o
© samed Rt
Focmses on Cuture and Vo
© serane s
(©) resxeses the tear eecs s cesires welo e restof tecrmpary
| @ comecs scvons totrevisen
© Tarspareny or s oingan
© Loncuyexarpie
© peseps pepe
© Hoathe et buck
| © Fransies sostrbsinss g e et o st oot
| © e touen s very 2 i iy

[clelololelclclolalelclelclc)

ip
&
Change
leadership

0

©
)|
Q|

@ Gueerpoure o slonina movers

| @ sty

© meonyConstrns rurge

© P coscnig

[Pt p—"

Q) Mo e ime thn youthink s nesded

| @ st s sscine o cnnge mgrepeincsies
Uttt thr s i mpacted by change & e ot

et

cfe|
eleleielelelelc]

BE

@ s assgmeres (
(@) Provite cces to xluncionl mertoring rograms. o]
(© Understand ket s carpany positon i
(©) e s exprimentson n g b i
(@ ke st fcin vt e e, ucesoncing e ®

@ Erabie e voicearaers
@ s Toppetamig ear

© set xpuentons s s prcoss e i

© Cotectans ac en 360 esace

Q) Represenes vice & ioughes o team e et of o crpmatn
@ Mores ot e

EEEEEE|

Q) Resc st prosuc by E[0)
[©) mromtrer mprgs winpeers srsine e wosnion i)
| @ o win connecingorgs e Engering ot sy 6]
| @ mustescompanywioe ewprogroms eg custome aices @

m
)

[} 2
o ) 3
@ e tomous s uctions coloration Q

(@) s theparts e e e eter
@) creers e team on/ coetrats s
Q) Ao tesrmmermbersthe cgportrity ol ey

Slelelolclelsiolelelelels)

o]

i

i

{
£l
s

f

i

OEEEEE

(@ Hesos et merers Lncerstand rele i e team

|
|
|
|
| @ osns s e i, e, ncvabs o ity
I
|
|
I

@

@ esimateoctuckaute o)
© s pungprncipen

@) shwes it cthrs s e ifo}
Q) Fosers s nctena olabrmionfononarsascse @

®|

]
@
@ Leom soyazing-jusepn cambers Mydogy
@) 1have apersonst cange mnagement pan

|@ compettnbetueen emters et eenone ook rwera
[ e ————
| @ encoursges xperimerestion wiminteam

©
i

H

H

§
i
i

i

£

§
oE

©000000000000060)

| @) Rette s comnect it e oty
1@ s s st popi et g i

| @ emtnr e stom o xperiment o -
|@ consstenty it eseeercnge

0000000000000

parking lo. L =1}
@

@ Dt easerev g be et 10 e asgment
@ Frave s desvsiontor thecrg.

Resiorce v g vl corsenty
(oY ———

e

Blc}
@
o)

Parking lat L 2=1elc]
o]

@ cormgtor e b

&

Pariing lot L=l

Q) Maraging e Erctionl Beten (e o ranae
@ rontine mansgers e oy o scess

@) Detons et made nmestings

@ nterstansberehmaesava et pactees
@ essincrosstuncronl paecs (v )

@ Tonoc amgrene

o}
oQ

©000:

Q cresesspceror v e o
@ e peopc o D@ | @ remsaespsrinens errmentey @
[ T —r Y @ srovseramenorto s canges s gt etk
[© conpane e competingison o e o]
(@) Open hscims prosi.conscf chnge,os wei s e o ot cronging B | @ encourogesrsc
©) St th o schievd andinsgivs st o i change
© s berchs sty e pscas ©
8 Extra
2
oy rowws § @ PEG Curtoiy: ¢ epuo
@ Tt ineya) Blo) @ Howdoyougetmpunrrom yaurteam  [5] ©)
© resm whothey dowin 500} ©) How to yasbrasden your tinkingrexpere 5] ®
@ Tecmiaue nowtiy do) o) @ How doyeuresctunen chelenged ifo)
¢ © Tretunentney som B} Q Housoymatemrimng nyor s ©
T ep 0 © vt steps doyautateto s ve (2] @
(@ Aunorsy 20 Criesity seeing et e experiences, knomiedge, feaback nd cpenness o lnaring and ehage =
@ wasery ®

© roree Gto)

Q
Q
Q
]

R T EITE)

e e

e &

Pipsine LY=I8) Mot
achasion
© siytonud i vt gestreams (0] (D) h Fierce Get feedback
: commimenct
Insight <2 ecive | stakeholders

=] @ =]

@ L ©

Engagement ¢ eoio
@ Ofenssmery emerence rutaions () ©
@ ey e s singpeope o (3] D)
© ey comect g ssitae gy ) ()
@) ey oy s rving s o )
They srv andron by mponerog, el 2] @)
© Meyotta presctey s sctans s 5] ()

aE

Confidential Klever Insight

https://kleverinsight.com/


https://kleverinsight.com/

Results Orientation

GOOD: Achieves Goals

 Gather feedback from stakeholders

 Establish clear vision and goals and

continuously reinforces them

» Understand the difference between
goals on activity-based measures
and goals on outcome-based

Mmeasures

 Hold team (and self) accountable for

results

BETTER: Defines multi year
strategy for own area

» Redesigns processes for

breakthrough results

» Looks for opportunities to expand

ocal experiments globally

» Searches industry resources to find

nest practices

Uses metrics to identify bottlenecks

BEST: Transforms business model

* Drives top level metrics

» Tolerate "good failure" Use failure

as teaching moment.

Create bottom-up empowerment for
continuous Improvement: Empower
individual contributors to see / solve

problems

Confidential Klever Insight
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Strategic Orientation

GOOQD: Defines plan within
strateqgy

 Joins in strategic planning sessions

» Tasked with a strategic assignment

but augmented with a sponsor

BETTER: Redesigns processes for
breakthrough results

Accept “stretch” assignments

Gain access to cross-functional

mentoring programs

Understand market and company

position

Make strategic financial investments

over time, understanding tradeoffs

BEST: Changes business strategy
for multiple areas

Read material produced outside

their own organization

Participate in industry conferences

and contribute to the field

Proactively engage with peers across

the support organization

Work with adjacent organizations
(e.g. sales, product management,

engineering team) to define strategy

Initiate company-wide new
programs (e.g. customer success,

knowledge sharing)

Confidential Klever Insight
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Collaboration & Influence

GOOD: Actively engages with
colleagues

o Seek first to understand
» Show empathy in interactions
« Harness the ideas of others

 Actively inclusive of global and

remote team Input

BETTER: : Establishes collaborative
culture

 Understand needs of other teams

and feed them

* Models examples of strong

collaboration for team

 Introduce new relationships to

overcome bottlenecks

* |dentify and align with "change

agents” who are strong influencers

BEST: Forges transformational
partnerships

» Defends other people's ideas and

requests

 Builds network of relationships and

iIntroduce people together

 Establish a pattern of successful

choices

* Cross company partnerships and

collaboration

* Plant Seeds

Confidential Klever Insight
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Team Leadership

GOOD: Explains intent and context

» Connect actions to the vision
* Earn team'’s respect

» Develop people

* Champion the team

» Represent the team needs and
desires well to the rest of the

company

» Translate broader business goals to

department’s own goals

BETTER: : Empowers team to work
Independently

 Build a top-performing team

» Set expectations and clarify process

for collaborators

» Helps each team understand what

"Independent” means for them
» Make others better

» Be willing to openly address hard

topics

BEST: Builds high performance
culture

* Help team members create growth
plans within or outside the

organization

* |nspire autonomous cross-functional

collaboration

» Define and live the organization'’s
mission, culture, and values on a

daily basis
 Create a feedback culture

 Foster cross-functional

collaboration/innovation/success

Confidential Klever Insight
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Developing Organizational Capabilities

GOOD: Supports team member's
growth

* Basic financial training

» Provide horizontal experience across
business (using special projects or

sprints)

 Attend recurring meetings outside

their own department

* Learn to manage beyond just

metrics
 Step outside of comfort zone

» Seek to move laterally prior to

vertically

BETTER: Aids development outside

team

Seek assignments requiring

collaboration across organization

Defines multi year strategy for own

area
Lead a cross-functional team for a
major initiative

Have a near-term succession plan

Serve as mentor to others

BEST: Create culture of talent
mgmt

Develop leadership across the

organization
Hire people better than self

Study talent management in other

companies/industries/teamse

Get experience outside the office,

e.g. non-profit

Get involved in global talent

Mmanagement

Confidential Klever Insight
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Change Leadership

GOOD: S

e Start wi
 Provide

e Learn C

upports change

th the why
coaching

nange management

methoc

ology

 Understand other areas are

Impacted by change and include

others

» Continually explain reasoning and

rational

e to teams about change

BETTER: Makes compelling case
for change

e Focus on the future of success

« Empower continuous change as an

alternative to monolithic strategic

change initiatives that lack bottom-

up ownership

» Openly share struggles to change

oneself/own team

BEST: Mobilizes others to initiate
change

Safe taking risks

Encourage experimentation within

team

Reward experiments even when they
fail

Provide framework to "test" changes

and gather feedback

Encourage risk

Confidential Klever Insight
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Market Understanding

GOOD: Knows market

 Learn how customers benefit

* Visit the customer's location (when

possible)

» Attend industry events and read

iIndustry news

 Build personas and leverage

customer journeys

» Partner with sales and marketing

teams to understand market better

BETTER: Investigates market
dynamics

 |dentify new market ideas within

existing customer base
* Participate in local user groups

» Take an active role in an industry-

based committee

* Implement a customer advisory

board with your customer base

» Offer new support plans to support

changing market needs

BEST: Identify emerging business
opportunities

 Author standards for innovating in the

space

« Aim for where the market is going, not

where it is today

« Use available customer data to identify
trends and make actionable

recommendations

 Seek ideas from outside the

Industry/vertical

« Study patterns/changes in adjacent
markets to identify potential changes to

own market

 Seek out visionaries and elaborate on

their ideas

Confidential Klever Insight

https://kleverinsight.com/ 11


https://kleverinsight.com/

/5

klever insight

A Digital Strategy Coach for Managers


https://kleverinsight.com/

Leaders come up with strategic plans...

@ Things like:

* Improve customer experience
« Reduce employee effort

e Modern measures

aﬂd hand them to * Knowledge/Collaboration
managers to make happen. RS
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It simply doesn’t work.

e They are too busy...

 Putting out fires
* Chasing metrics that don't matter

* Meeting after meeting after meeting

Managers have less than
10 minutes a day to think
about strategic issues.
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But even it managers could free up time...

& Introducing Klever Insight:

A data-driven solution with input from your teams
 Easy-to-follow playbook

« Small but impactful changes that take just

minutes a day

they are often unsure of
what steps to take next.
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We believe:

It isn’t enough to follow a process.
It's more impactful to continually improve the process.

Simply. Joyfully. In the workflow.
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‘ How It works

@

Data-driven diagnostic Accelerator Transition to subscription

1. Define pain point

1a. Know your pain point? Get
started immediately 2. Coach and co-create solution

~1b. Want a data-driven with small internal team
diagnostic? Take a 5-minute
employee survey

Software

3. Proven results in 30-120 days
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Questions?

Phil Verghis

www.linkedin.com/in/philverghis

phil@getklever.com

www.kleverinsight.com
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