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About me slalom

Brian Ladyman

Managing Director
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How does a polished presentation help 1n
engaging audiences and landing messages?

slalom -«



What are some things you struggle with
when creating a PowerPoint presentation?

slalom -«



Presentation
Creation Tips




Why we Focus on Learning & Growth

We ask all members (any title) of our practice to invest in their own professional growth, both for their own benefit and for the
advancement of our practice:

Learning and Growing is part of being a consultant. Our business depends on having folks to staff on cool projects with skills
unique from a client’s internal teams. In other words, they hire us because we have marketable skills needed to execute key
roles and execute on projects.

To ensure consulting, technical and business skills evolve and therefore the variety of roles in which an individual can get
staffed evolves.

Learning something new is one of the ways we can keep ourselves challenged and avoid feeling disengaged or bored.

Learning something new is a way to always be looking forward and avoid complacency. Technology changes several times a
year, new approaches and tools hit the market frequently that are game changers to our clients needs. Our collective
learning can help us all stay ahead of the curve.

Pioneer new capabilities so that we can take on more cool projects in the future.

slalom



.

Why focus on learning?
Stay challenged and bring more

Invest in your own professional growth, both for your benefit
and for the advancement of our practice:

* Our business depends on having people with unique
skills distinct from our client’s internal teams.

 Technical and business skills evolve, and we need to
keep evolving —we need to be on top ofthe game-
changer approaches and tools

* [earning something new 1s a fantastic way to stay
challenged and engaged

 Pioneering new capabilities enables us to continue to
land cool projects
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Think about your goals
Think? Feel? Do?

Example

Think: Slalom really knows our business

Feel: 'm energized and excited to work with these people
Do: Ineed to getbudget for this

Clarity here can help ensure your slides and the

experience are setto accomplish the goals

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.
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And what are you creating?

* Is this a leave-behind’resource document or
something you’re presenting onscreen?

Don’t present to the leave-behind!
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Think about the experience
Not enough people think about this

How much time do you spend on each?

« Talking at them

Listening to them

Pausing

Engaging back and forth

Co-creating

Connecting on a personal level

How should they feel at the
end of your time together?
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Intentionally sequence your start
There are so many ways to start

* Intros,opening slide

* Opening slide,agenda, intros

* Opening slide, intros,agenda

« Opening slide, intros, straight into storytelling without an agenda

« Have everyone close their eyes and verbally paint a picture ofthe future
 Aska question and have everyone answer

 Break outinto groups and work on something

You want to start strong!

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential. 12



Decide on your story arc

2 approaches

1. Flipitand bang: state your position at the
beginning and use the rest of the presentation to
support why this is your position

2. Reveal: unveil your approach, findings, analysis
which leads you to your position

SIGIOI Nn ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.




Convey your message clearly in the titles
[and the message you want heard

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confid 14
g I Y



Bad news, we are running out of water
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Great news, our water 1s halfway replenished!
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Mo

re examples....

Recap of our conversation — pain points

The current customer service feedback process is disconnected and causes delayed fixes

Solutions are housed on different platforms which creates a disconnected response to customer needs and duplicative
ticketing

There is a lack of clarity on the biggest issues faced by customers seeking assistance in-store.

Engineeringis disconnected from customerfeedback and operations

Lack of communication and transparency between Field Services Representatives, the Customer Service Team, and
Engineering

Ambiguous and non-up-to-date operating procedures,

Increased employee turnover

Customer satisfactionis dipping — from extremely positive (85% +) to as low as 65%

Slalom Team

Reles Duration A

s

+ Day-to-day engagement with the elient. Responsible for all deliverables
for the project and conducting any best in class and customer research,

Sr. Experience Strategist Full-Time Co-facilitates working sessions and workshops.

+ Brings strategic expertise in customer experience and research to
support project activities.

+ Brings experience in digital technologies, particularly web technolagies
and earresponding back-end imegrations. Providestechnslagy

Business Analyst FullTime assessment and recommendations

+ Co-facilitates any workshops and/or werking sessions.

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.

Imagine a world where disjointed processes become
unified and transparent

Currentlssues Transforminto...

* There is a disconnected customer

-

experience, where obtaining feedback from
customers is often delayed and
disorganized. This negatively impacts
customer satisfaction metrics,

Engineering Teams don‘t have visibility t

Optimal Qutcomes

. ined and P
service feedback dashboard that captures
a 360-degree view of the customer's current
systems, on-geing issues, and any relevant
feedback.

where Field Operations are spending most
of their troubleshooting time and lack
access to real-time customer feedback.

Disjointed processes and systems are
adding undue strain to employees, causing
significant employee turnover.

Customer feedback is accessed in real
time by Engineering Teams so code fixes
can begin quickly — reducing overall
turnaround times.

Aunified and transparent approach that
improves customer metrics and boost
employee morale/reduce employee tumover.

We'll partner with you on an iterative approach with a
budget of $300k - $350k

Business Analyst

Primary point of contact for engagement level

Experience Strategist discussions (including updates ta timeline,

duration, budget, etc) and developingan
optimal user experience strategy.

Primary point of contact for day-to-day
project management - including managing
the project plan, risks, and ad hoc tactical
items.

Subject Matter Expert (SME) in analyzing and

Technical Architect evaluating the current technical landscape.

Can also create an MVP with input from the
Experience Strategist and Business Analyst.

15 - 18 weeks $300k - $350k

‘We have proven Technical, Project Management
and User Experience Design capabilities for this
exact type of program, allowing Slalom to partner
with you to forge a team that is tailored to the
challenge ahead.

To ensurea smooth and outcome-oriented
collaboration, we will ask you to facilitate the
following:

* Provide a point of contact for the overall project

«  Availability and access to key stakeholders

If there are specific budget parameters we need ta
align to, let's chat on the specifics of our approach
to best meet your requirements.




Pause

e Is your audience tracking?
* Do they like the pace?
 Any questions?

Sldlom ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.




Start on paper!
Not in PPT

Do NOT
 Getcaught-up on the design at first

« Spend time formatting in PPT before you've
landed on the flow, wording, and layout

SIGIOI 1] ©2024 Slalom. AllRights Reserved. Proprietary and Confidential.
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Use whitespace

Service Design is a tool to drive more effective execution

Different from a workflow or process diogram, Service Desion is grounded in user-needs, and provide: o comprehensive view
thot captures the cross-functional experience and supporting people, process, tools, data, and technology nesced to deliver.
& Service Design Blusprint serves as the source of truth cind guide to prieritize work bosec on user identifisd pain points,
cutlining handcffs, ond dependencies to optimize and accelerate delivery,

*The key KB of service design is reducing risk ar backlash, becouse it takes o holistic view™ Dr. Manhaes, Professor SCAD
Sample cutzomes achieved by levaraging o service design oppraoch

Reduced call center volume by 64% Decrease in Agent Identified and built 62 user

over 40%. In partnership with a Global onboarding time. Slalom supported a stories within four months o

Health Services company, Slalom supported Morth American financizal services company to improve employee experience to

work to address root customer experience simplify and improve their contact center processes, address patient needs.

lzzues that made it challenging for patients to streamlining and implementing new technaology

access services. leveraging a user-centric approach and blueprint to Partnered with a non-prefit, academic
support the build, change management, and medical center to develop and

Starting with user research the team identified learning and development,

paln polnts and the root cause for user calls. L = s 2l e 2

Experience, leveraging a service

map our key objectives into tang

Leveraging this information and a service
bluaprint, enhancemeants were identifled te
impreve information gaps, bulld trust, and
reduce administrative burden.

slalom

The WP of the project was quoted on the day of go-
live saying "it's the smoothest rollout
I've ever seen.”

Blueprint to identify recommendations
ta improve both employee and patient
expearience.

"By emgaging with Sialom as a stratagicconsuiting partner, we were able to combine many of our enterprise-wide initiatives into focused and executable projects which
align directly to our corporate strategies. By leveraging many of their domain-specific experts and their deep vnderstanding of our business, we were able to efficiently
2 outcames.”- VP Customer Success Global Operations

Sldlom ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.
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Flow content out

After

Service Design drives
more effective
execution

“The key KP! of service design is reducing risk or
backlash, because it takes a holistic view” Dr.
Manhaes, Professor SCAD

v or process diagram, Service
a
functicnal

Different from a workdl
Desian & grounded in user-needs, ond pron
comprehensive view that copturaes the or
experience and supporting people, process, tools, data,
and technology nead'ad todelivar, & /|
Blueprint serves s the source of truth on
prioritize work bosed on user i

itlining hand offs, and depend
1te celivery

cies to optimize and

Sample outcomes achieved by leveraging a Service

Design approach

Reduced call center volume
by over 40%.

In partnership with a Global
Health Services company, Slalom
supported work to address root
customer experience issues that
rmade it challenging for patients
to access services.

Starting with user research the
team identified pain points and
the root cause for user calls
Leveraging this information and
a service blueprint,
enhancaments were identified to
imprave information gaps, build
trust, and reduce administrative
burden.

slalom

64% Decrease in Agent
onboardingtime.

Slalem supperted a Nerth
American financial services
company to simplify and improve
their contact center processes,
streamlining and implementing
new technology leveraging a
user-centric approach and
blueprint to suppont the build,
change management, and
learning and develapment

The VP of the project was quoted
on the day of go-live saying "it's
the smoothest rollout I've ever
seen.

Identified and built 62 user
stories within four months.

The goal? To improve employes
experience to address patient
needs.

Partnered with a non-profit,
academic medical center to
develop and implement their
revamped Patient Experience,
everaging a service blueprint to
dentify recommendations to
mprove both employee and
patient experience.

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.

“By engaging with Slalom as a strategic consulting
partner, we were able to combine many of our enterprise-
wide initiatives into focused and executable projects
which align directly to our corporate strategies. By
leveraging many of their domain-specific experts and
their deep understanding of our business, we were able

to efficiently map our key objectives into tangible
outcomes.”

- VP Customer Success Global Operations
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Think about and use imagery

Do the images bring energy and passion?

Do the images set up the next section’s content?

Do mmages ofpeople reflect gender and racial diversity?

Do the images work together as a general vibe?

Nature images are easy to work with as a

default —and evoke emotion and energy

5|d|°m ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.




Two great options for free imagery

-
Bull & Searchnigh-resolution mages

| I l l SD la S I l ‘ :0 l l l Editorial Wallpapers 3D Renders  Nature  Travel ~ Architecture & Interiors  Street Photography ~ Textures & Patterns ~ Film ~ Experimental ~ Animals ~ Fashion & Beauty ~ Business & Work ~ F
o
=x

pexels.com g o

slalom

Unsplash

The internet’s source for visuals.
Powered by creators everywhere.

Q_ Search high-resolution images

Trending: flower, wallpapers, backgrounds, happy, love

Explore ~ License Upload

Thebest free stock photos, royalty free
images &videos shared by creators.

=) Photos Search for free photos

Trending: mountain, moon, eid mubarak, nature, beautiful (¢

©2024 Slalom. All Rights Reserved. Proprietary and Confidential.

Kris Meklebust

o

Explore  Advertise  Unsplash+ Login | Submitaphoto | =

Screen snips are usually
high enough res —right
click and replace



https://www.pexels.com/
https://unsplash.com/

[Look holistically at the deck

This works as a consistent and energetic vibe

S Table of Contents

Modernizing the
| Customer Experience

Appendix A:
Our Consultants

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential. 25



[Look holistically at the deck

This one looks zzzzzz —and multiple fonts at play

Customer Experience

Transformation

s, ke

service Deslgn Ie a tool to drive more effective sxscution

Lewerage an outzide-In approach, starting with the end

uger

Recap of our conversation - pain paints

Recap of our conversation - current state

5|d|°m ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.

Service Design

“1rC

Recap of our conversation - pain paints

Proposed

Desired outcomes Approach

£lalom understands Vandelay is eager to strengthen
this partnership

Slalom Team
- el e
T Appendix

|

W
In order to build better, faster - ——
organizations must focus on customer needs e ia SRR — .—!— ]
Enwlalon the joumey, Ho one knows ussr nesds better &
map capabiities, and than your usera —
design the futurs =
[ T — © Mo i LR e
=== i —
i e e ]
e —_— =
L e L - -
= =] B e—— it
===
LI 2 77 a0
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Nail the opening!
The first 5 minutes sets the tone

Show up with energy

Engage with people

Think about being a bright spot in your audience’s day

Validate your purpose before launching in

If you practice anything, practice your opening!

Sldlom ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.







Use the toolbar for speed and ease
Alignment and equal-space columns are super handy

4

AutoSave @D . © - O ©©

How do | get my quick access toolbar back?

To get it back, right-click the Ribbon and select the Show Quick Access Toolbar below
the Ribbon option. Then the QAT will re-emerge just below the Ribbon as shown in the

snapshot directly below. Apr5,2019

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.
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Never put copy boxes over shapes
Just type right into the shape

Type right into the shape

Sldlom ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.

Then the type
casily wraps

as the shape
adjusts

30



Right click for margins —format shape / text options
Think again about space for your content

This does not look good
This looks pretty good

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.
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Make sure your bullets have space between
Right click and then find “paragraph”

Wrong Right

* Bullet one lorem ipsum dolor sit
amet, consectetur

* Bullet one lorem ipsum dolor sit
amet, consectetu

* Bullet one lorem ipsum dolor sit . .
amet, consectetu * Bullet one lorem ipsum dolor sit

amet, consectetu

* Bullet one lorem ipsum dolor sit
amet, consectetur

* Bullet one lorem ipsum dolor sit
amet, consectetu

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.



Redesign your content if you find yourselfrepeating

Assumptions

+ Vandelay will provide current state process documentation

» Vandelay will identify internal and external stakeholders for discovery interviews

» Vandelay will own the scheduling of external stakeholder (i.e., customer) interviews
» Vandelay will ensure internal resources will prioritize time for this engagement

+ Slalom is not responsible for executing the technology platform integration

slalom  =2003 stalom. all Bights Rezarved. Propristary and Confidential.

Emerging assumptions for discussion

Vandelay will:
+ Provide current state process documentation

+ Identify internal and external stakeholders for discovery interviews
+ Own the scheduling of external stakeholder (i.e., customer) interviews

+ Ensure internal resources will prioritize time for this engagement

Slalom will:
» Not be responsible for executing the technology platform integration

slalom 2003 sistom. Al Rights Raserved. Propristsry and Confidatal 15
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Also spruced up the header and adjusted

line spacing to group the content visually
with the sub-heads




Another nice option i1s boxes
Be sure to finesse the bullets, spacing, and margin

Emerging assumptions for discussion

» Provide current state process * Not be responsible for executing
documentation the technology platform integration

* Identify internal and external
stakeholders for discovery
interviews

* Own the scheduling of external
stakeholder (i.e., customer)
interviews

* Ensure internal resources will
pricritize time for this engagement

slalom #2023 Sialorm. A1l Rights Raserved. Proprictary and Confidarial. 18
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Here 1s another example of removing repetition

What other changes do you see?

Before

Our Approach to Enabling A Frictionless CX

Discovery
~4 Weeks

* Review and analyze
customer feedback

* Conduct interviews with
internal team members

+ Host focus groups with
external customers

+ Synthesize pain points and
research findings

Outcome: The pain points
of internal and external
stakeholders are validated.

Define Current State
~3 Weeks

Create current state process
map to outline workflows

Identify process bottlenecks
and "moments that matter”

Develop personas to
summarize stakeholder
desires and needs

Outcome: The process
bottlenecks are accurately
identified and priontized.

SlAloMm  ©2021 Sl Al Bights Rasered Propristary and Confidents

Design Future State
~3 Weeks

= Conduct competitive
benchmarking exercise to
understand industry best
practices

* Co-create the future state
processes and workflows

* Document shifts to team
roles and respaonsibilities

Qutcome: The future state
customer experience,

supporting processes, and
internal teams are aligned.

Qutline quick wins to
implement independent of
technology integration

Perform technelegy
assessment

Provide technology
integration roadmap

Develop business case to
support recommendations

Qutcome: The technology
roadmap to enable the future
state customer experience is
defined.

Our approach to enabling a frictionless customer experience

Qutcomes

Discovery
~4 Weeks

Activities + Review and analyze

customer feadback

Conduct interviews with
internal team members

Host focus groups with
external customers

Synthesize pain points
and research findings

Pain points of internal and
external stakeholders are
validated.

~3 Weeks

Create current state
process map to outline
workflows

Identify process
bettlenacks and
“moments that matter”

Develop personas to
summarize stakeholder
desires and needs

Process bottlenecks are
accurately identified and
prioritized.

SlAloM  ©2023 Stalom. Al Rights Reserved. Propritary and Confidontial,

Define Current State

~3 Weeks

Conduct competitive
benchmarking exercise
to understand industry
best practices

Co-create the future
state processes and
workflows

Document shifts to team
roles and
responsibilities

Future state customer
experience, supporting
processes, and internal
teams are aligned.

Design Future State

Develop Roadmap
~2 Weeks

Qutline quick wins to
implement independent of
technology integration

Perform technology
assessment

Provide technology
integration roadmap

Develop business case to
support recommendations

Technology roadmap to
enable the future state
customer experience is defined.

slalom
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Conduct consistency QA

e Header fonts all the same?

« Headers allsame font size, or different sizes used
intentionally?

« Headers allin same location?
 Opportunities for increased white space?
 Things lined up —e.g.,top, middle, etc.?

* Oh,and check out your slides in presentation mode
to ensure the transitions are the same

QA is extra important when slides have

come from multiple decks

5|d|om ©2024 Slalom. All Rights Reserved. Proprietary and Confidential.




Practice

Activity




Exercise m...
Storyboarding

1. Pick a prompt from the list

2. Take a position and draft an outline ofa presentation on a
piece of paper (focus on headers and high-level content)

3. Share with a partner

Sample Prompts
 What came first, the chicken or the egg?
* Is it ok to ask the genie for multiple wishes?

e Does social media make us more connected or
disconnected?

* Are hotdogs sandwiches?

SIGIOI 1] ©2024 Slalom. AllRights Reserved. Proprietary and Confidential.
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