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5% of time

*Time sloen’c on emadil, IM, pkone, dand video calls
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Collaboration

Cooperation  ~ 7o qin'Y
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Internal Collaboration

"Break all barriers to effective
communication - instant and intuitive

Collaboration wiﬂ'\in the team
Collaboration between teams

L
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Nuice Media @nuicemedia - Oct 25
WhatsApp users marching to Twitter to check if the app is down
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WhatsApp - Collaboration tool?

30% Of time

— Security, compliance and data management
problems (even though its end-to-end encryption)

o No interoperability with other platforms

o No admin-level permissions

o Unsuloerviseo( ISLAND
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Cross-functional Collaboration &

Product managers and teams tend to work in silos, forgetting the
diverse teams behind working towards the same goals,

When product teams fully realize the support available from OTHER TEAMS,
it creates collectively work towards goals faster and more efficiently.

Shared data

Increased innovation
Develo[o d common lo\nguage dnd inclusive culture

Goal Alignmen’c

I Hive mind

Sl Wisdom of the crowd
@ \/ l nPO Vmatlon Vetrleva' yT™m ITNX
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Team collaboration effect
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of enterprise employees have left
or are considering leaving their
jobs due to poor collaboration

tools 3-5 hours of productivity per

of employees claim that poor
collaboration is wasting at least

week

12%

Copyright@STKI_2022 Do not remove source or attribution from any slide, graph or portion of graph

STKI I T Know edge Integrators

Conmpany Confidenti al

Alludo



Page 10

Collaboration Challenges 2

223 Ineffective communication
channels and protocols
22 Doing things more than once
(different software, same data)
22z Misunderstandings and miscommunication
227 Low trust and mutual respect
23 Conflict and differences in culture and values

L
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Collaboration Tools Z

+449% Collaboration Tools o

of employees claim their
company’s leadership could be
doing more to promote
collaboration within the

organization

L
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Overflow of team collaboration tools &

%
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—~. Collaboration Overload -
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Collaboration Fa‘tigue

TheMarker Y
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Bloomberg Savanna Judd
The Marker
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Product-Led Productivity &

Product people, if a meeting H O w Ca n we ove y'c O me ?

doesn’t...

- create alignment o Delega’cing 'tOlSkS in’cernallg

- encourage collaboration to solve .

a problem ¢ AMtO mol'hon

- help to prioritise or make a .

decision * Inhouse Outsourcing tasks

- generate ideas
- unblock the team
- strengthen a relationship

Then don’t go! Use the time
A for a break or deep work.
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Gig Collaboration

Create collaboration when we know

What to look for

And not

Who to look for.

Its not a social tool,
but an option to create interaction and collaborate with employees you
don’t know or familiar with from other teams/departments etc.

L
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Gig Collaboration tools

Recommended Opportunities

iNSPIRE

Details [5)

Broaden Your Experience

Marketing Specialist [Treer

g Recommended Candidates
Job Formatting

@ Nancy Brown ———
New York, NY, US Add as Prospect
Posting oy .
Learn New Skills
Recent Employer Recent Position
Variar Marketing Lead . . s = = < =
Feedback INSPIRE : O oy Q- Qe a
@ David Cambell [Enp——— l
D EAph Add as Prospect
LY  Progress bl v
Recent Employer Recent Position

Kaiser Market
=, = ; ' e :
‘Juha‘TnOrv"‘Son oo e Marketmg IR Assignments () ** Sk R Axrak
Recent Employer Recent Position speCIalISt
UHC Junior Specialist New York, NY United States
Product Manager to lead an innovation
Ny L eciom - Add as Prospect il
R B Retant Posion SAP SuccessFactors
Kaiser Lead Specialist

Job Identification
MGR03484

Job Category
Marketing

Primary Location

New York, NY United States. E
Postina Date

Show All ltems

Industry 4.0 exploration and hands-on

The unknown knowledge
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Types of knowledge

NP Nvavy”
Tmn’”

Explicit

Codified knowledge found
in documents, databases, etc.

Implicit IT is essential for transfer and storage ® Le a r n a n O-t ke r

language
L]
Tacit °Innovation
Intuitive knowledge & know-how, which is: .
Rooted in context, experience, practice & values ® A e S't l"\'e-t ‘ C s e ns e
Hard to communicate - resides in the mind of the practitioner

The best source of long term competitive advantage and innovation °® L e a d e r S ki P

Transferred through socialization, mentoring, etc. IT mainly as support

5
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How can we handle Tacit knowledge?

Proper documentation - presentations,
user guides, case studies...

Going through experiences - trial and error
KIS - Keep It Simple

Capturing data throughout a research
period

5
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25% i
Incredse in ,.,\
- " e
productlvrtg 5 (\(\
450% Emplogee
Retention
% _
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Internal to External

i
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NPD (New Product Development)

Internal collaboration has a significant impact on
time and product performance.

b ALY Y
, xS }fi"

‘Ié
' William H. A. Johnson

H . . . . ili i i
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Touch-looin’cs

¥ Call Center
¥ Sadles
¥ Customer Success

* Social Media/ Advertisement
* Peer Referral
Talk Ratio * Product Catalogs/ Product Reviews
Team Average 51% Recommended 65% or less ° Ecommerce
. Ulosell/Cross-SeH Emails
TeamMember  Talk Ratio BEST PRACTICE . .
. Subscrulo’clon Renewadls
© I - Cvciomer Sepport Channes
* Customer Success Programs
e Customer Onboaro(ing
28.% e Customer Logo\ltg Programs

Vivian Mccoy

* Self-Service Resources
0 8 e o
Openviewpartners
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ENABLING FuUNCT

\' \L S
A B . AR at

Busur\.ess VAwE STREAM Customer

Goolls

30

Q¢°

A Customer Success
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Where dre we heao(ing <

300-800%

Call Volume Increase in enterprises

68% ' 34% 50%

Increase in escalations Increase in hold times Increase in difficult calls

L
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Al Supervisorg
Shift scheduling
Manpower's needs
Workin9 time regula'tions
Emplovee wishes

Biometric Voice Recognition
"Haglasha”

Recording

Analytics

@ Forrester

STKI.INFO Bynet
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Increasing use of Al

ok LICLICE

agent satisfaction operational efficiency agent productivity customer satisfaction

L
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Contact Centers and help desk ;, e O

Amazon Will Close All But One US Customer Call
Center

Bloomberg
By Spencer Soper

- f in © ® t & V)

Amazon.com Inc. will close all but one of its US call centers and shift hundreds of
office employees to remote work in an effort to save on real estate, according to
people familiar with the matter.

The call centers currently planned for shuttering are in Kennewick, Washington;
Lexington, Kentucky and Phoenix, said one of the people, who who asked not to
be named because they weren't authorized to speak about the plans. The call
center that remains open will most likely be in Huntington, West Virginia, or
Houston, the person said, adding that the plans still could change.

L
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Service Emplogee Empowermen’c S

Call center employee can MAKE DECISION-
Give refunds, send dnother item...

STKLINFO Copyright@STKI_2022 Do not remove source or attribution from any slide, graph or portion of graph Blosm/ll)erg | Getty Images
tecntello

STKI I T Know edge Integrators
Conmpany Confidenti al



L

STKI.INFO

Page 32

“way to build
relo\’cnonsk(ps,
not make a
sale”

A Zappos employee recently I Sagm, &
had a customer-service call that | ‘
lasted 10 hours, 43 minutes,
breaking an internal record at
the Amazon-owned online
retailer.

......
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The relationship between Service and Knowledge 3,

Adoption to Advocacy
Customer success and
proo(uc’c management, MUST
document and collect data,

otherwise it will be lost and

not available for other.

Intuitive know!  which is:
Roated in context, experience, practice & values
Hard to communicate - resides in the mind of the proctitioner
The best source of long term competitive advantage and innovation
Transferred through socialization, mentaring, etc. 1T mainly as support
STKILINFO Copyright@STKI_2022 Do not remove source or attribution from any slide, graph or portion of graph

STKI I T Know edge Integrators
Conmpany Confidenti al



Page 34

34

LTV - lifetime Value USAGE

Customer Lifetime Value is the net profit .
contribution of the customer to the firm over time. D eV ( C e

>Features

20% 60% 20% .
Non-Profitable Profitable Very Profitable > S e YV l C e
Customers Customers Customers

>Re|ootirs

b UPGRADES

Eligible Purchased

Acceleration Boost $2,000.00

e Improved 0-60 mph time,
4.8s to 4.3s

Requires software version

!/‘(R 2020.36 installed
a
ULF
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35,
4

In conclusion

Gives customers control and anticipate their needs

Value

The Key to better Customer Experience
s Customer Success and Product Management

Alignmen‘t.
%
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The half-life

of most professional
skills has shrunk to

three vyears.
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THE HUMAN
FACTOR Of
Product-Led

Organizations

Reut Shefer- Bar
VP & Senior Analyst

£ STKI
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Successful Organizations s

WHAT

Every organisation on the planet
knows WHAT they do. The
products they sell or the services.

HOW

Some organisations know HOW
they do it. These are the things
that make them special or set
them apart from the competition.

Very few organisations know WHY they H OW
do what they do. WHY is not about

making money. That's a result. WHY is a

purpose, cause or belief. It's the very WHAT

reason your organisation exists.

5
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WHO?
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The “new” 9o|o(en circle
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(s

WHO

HOW

WHAT

Page 40

WHY - Purpose, belief - when you
understand (and say!) how your
company will change their world.

WHO - are we
empowering the teams
and are they given
autonomy?

HOW - The Differentiator - what
makes you special

WHAT - What is the actual
product/service
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The Product Road Map z
Prioritized list of features, Gantt...

Content Fhase
Write content Dec 15- Jan 1 N | te content | Project B - Company Website a n ( : O n r O -
Review content Jan2-14 - Rev nfert | Project B - Company Website
an 15-19 < g and rewrites | Project B - Compal

Define content hierarchy Nov 27 - Dec 21 - O« content hierarchy | Project C - Restaurant Website S l ' e
Write content Dec22-Jan3 + Y | e content | Project C - Restaurant Webfs
Review content Jan4-28 - N | . <1
Editing and rewrites Jan29-Feb11 - (] ° ’ '
o e a e r S l
Create site map Nov 13-25 | Create site map | Project A - Store Website
Design individual pages Nov 26 - Dec 18 Le cnnchaal pages | Project A - Store Website
— Reuiew desion Nec 2 - Review desan | Prowect A - Store Website
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FISBUET LEASERAEIF REALOML FDSE
TS WOELE S IOF THCH [ OsFLRIES

Empower teams with

problems to solve 'MPAW
rather than features EMPOWERED
to build.

EXTRAQRDINARY
PROBDUCTS

WILEY
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Empowereo( Teams

o e g o ®

» ‘ .,: . ‘ ::. ........ ‘ ......... . A
: - A— A

. = @ ® @
A Q@ o ™ o /. A AA
‘. ‘l.l ‘.‘c\ 2’, ‘II‘ wi\: Y © :

1. JOINT PURPOSE 2. OPEN FLOW OF 3. COLLABORATIVE
OR OBJECTIVE COMMUNICATION AUTONOMY

Ensuring ’chey have the necessary strategic context

to understand the W"\j and make 9000( decisions.

L
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OKR, KPI?
KPT 2023

Keep People INTERESTED
Keep People INFORMED
Keep People INVOLVED
Keep People INSPIRED

Copyright@STKI_2022 Do not remove source or attribution from any slide, graph or portion of graph

STKI I T Know edge Integrators
Conmpany Confidenti al

Page 44

¢

Source: Dr. Marcell Volmer &
Alberto Carbone



2021

Great Resignation
Recruit Difficulties
Remote Work

Work-Life Balance

now edge Integrators
Conmpany Confidenti al
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¢

The #1 thing we need to realize is that

People have
changed.
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Quiet Quitting

#ActYourWage

Some employees who put no more effort
into their jobs than necessary

&

0 WRA PO
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¢

What?
Pyramid of Quiet Quitting

Lack of
Communication

L7 ot
of Belonging

Lack of Feeling —,

valved

Lack of
Consistency

Lack Of Trust

i
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Generdtion Perspective k2

B 18-29 W 30-44 45-64 M 65+

65%

55%

6070 - H1 of career(18-45)

40%
285 3470 - H2 of career (45-65+)

Employees should do the work
they're paid for - no more, no less

L
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Quiet quitting is less about intrinsic
motivation — and more about the
manager's ability to build a
relationship that makes an
employee want to stay.”

Harvard Business Review

L
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Quick Quitting

Bosses catch the ‘quick quitting’ bug

L

STKI.INFO
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Quick Quitting -

Entry-level workers make up the largest share of quick quitters: C h an gl n g j (o bS

those who leave a new job in under a year. But their bosses are

“quick quitting” at brisker rates in 2022 than they did in 2021. Wit h i n le SS t h ana

year Especially in

B9 Entrylevel B Seniorlevel individual contributor #% Managers @ Directors B9 VPs

30% -

20%

10%

0%

YoY change in short tenure rate

-10%

the positions of
Directors and VPs

_ \
—~—  FOMO -

= il

- F f
° ° t
Jul. Oct. Jan. Apr. Jul. Sep. m I ss I n g o u
21 21 ‘22 ‘22 ‘22 ‘22
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Recruiting and training are expensive -
Employees who leaves takes |
Relationships and knowledge.

COST OF REPLACING EMPLOYEES
AT VARKOUS LEVELS.

How much does is cost to replace
employee?

Entry Level - 3-5 Salary Months

Middle Level - 18 Months

Specialized or high-level

é} High Level - 24' 48 MOﬂthS! employees cost up to 400%

of their annual salary to replace.
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Unemployment rateis low,
salaries are (relatively) high

$50...Why?
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Absence of
Engagement

S
/\\\%

A
NIAIIYN /NIATINND [TAIX A4

—
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Emplogee Engagement

14%

Actively
DisEngaged

Counterproductive
Promoting Disharmony
and Disengagement

L
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(8-

31%

Engaged

Loyal and Committed
Higher Productivity
Better Retention

Gallop, Gordon Tredgold
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“Energy Vampires” Y

—— % Engaged —— % Actively disengaged

40

/\,\/\_/—/_/\ “Actively Disengaged
N Employees -aren’t just unhappy
at work, they’re busy acting out

20 \
\/_\/W their unhappiness. Every day

10 - o
these workers undermine
e what their engaged coworkers
2002 2006 2010 2014 2018 2022 . 99
accomplish.
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What makes an employee engaged? -

Hi9M5 Low or no
Engaged engdgement
99% Tl«ev know what is ex[oec’ceo( of them at work 89%
98%  They have opportunities to learn and grow 13%

92%  Someone has talked about their progress 13%
91%  Their opinion count at work 19%

kb
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HR Trust is an issue

The way most HR work doesn’t work for employees

When employee has a problem:
?  First, he/she will turn to their

manager
Then they go to a trusted colleague
Try to handle it by them self
Will approach other leader in the
organization

? lastresort-HR

HBR
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Why does is bother us?

@ Bad ‘“Vibes”
@ Motivation

) @Gaps emerge - -y
=D 7N~
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Whatever is not really defined into the IT
department organizational chart

And does not exist in any of the employee's
position definition.

“Falls through the cracks”

Intuitive knowledge & know-how, which is:

L <

STKLINFO Copyright@STKI_2022 Do not remove source or attribution from any slide, graph or portion of graph

STKI I T Know edge Integrators
Conmpany Confidenti al



Page 61

(2-

GAPS

3 Lack of clear definition
i Knowledge handling shortage
3 Rapidly changing skills

L
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The half-life -
of most professional skills has

shrunk to three years.

8. Strong communicators

@ Cultivated interpersonal skills

@ Good writing skills

@ Emotional intelligence and empathy
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2023... what next? &

People aren't willing to travel to work (and pay for parking etc..).

Daily commute is an issue.
People are RETHINKING.
Micro-Management - doesn’t work anymore.

When you drive 1.5 hours
edch way everyday

720 Hours per year

5
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Under Pressure

Employees work under so much
pressure- most of them needs to
deliver a new feature

every 2 weeks

Everj WEEK?

) ii Chris Bakke @ChrisJBakke - Nov 4

The layoff email from Twitter is the first email in history that should have
been a meeting.

w Q 201 T 4,199 Q 147K X
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|
Trust -

f1V'YN D{71TNXN DA ?0'T11VY7 D7Nwn
1171251 X'7'7 nwniIn

Days off, We TRUST our employees
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DY, ANTT 1200 07370 110w DTV 7Y IPTTYVT D70 Y YT wnin

7V171 wN1N TIINA 0'N717 DTV ' - AIRN NTNAY AT X1 7'0VA0 X7T 'to 'ta k e a b rea k W "\_e n 't kev r'\,e e d

"DNIIL7 XIAY T DTVAY 1D 771NN NX 117 170" :Di71TNX

1@ 0 0 ° amD wowemdpdl still Be resloonsible for their
® Projects/Product.
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Autonomy and Empower =

WHERE physical location really matter?
WHEN o572

WHAT  Freedom within the responsibilities
HOW  Freedom over how to accomplish
WHY  Meaning and motivation

Employee empowerment
£ leads to innovation
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Significant and ongoing innovation

75% of executives
Are concerned of not Only 18% OF

having enough ideas EMP'O}, ees believe their
35% OF IO(QOlS come madnadgers encourdge them to

from outside of the take risks at work that could
lead to important new
team/group

PI’OO(ULC'tS, services, or SO'Ul‘tiOnS

A 82% Don't
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Having o culture that encourdges its emlo|05ees to
innovate, even though success is not gquaranteed
Win-loss mee’cings

nvestigation __CFUCKUP NIGHTS AT WORK

of Failure

l INle help companies drive a cultural change in which
they learn from failure, develop vulnerable leaders

and build safe spaces with authentic people,
~ improving productivity and innovation in teams.

Chaos N\onkej

§

STKI.INFO Copyright@STKI_2022 Do not remove source or attribution from any slide, graph or portion of graph

STKI |I'T Know edge Integrators
Conpany Confi denti al



Leadership and Coaching

An effective manager-as-coach asks ques’(ions

instead of providing answers, supports employees

instead of judging them, and facilitates their

o(evelolomen’c instead of dictating what must be done.
)

|

r~

-

)

L
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Emplogee Success

“What we do matters”  “l quickly find what | need”
“I'm recognized for what | do”  “I know what to do”  “I belong”

“I know what's going on”  “We're rockin’ this together”

L
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