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Who are we and what’s our deal?

Victor Zapanta
Principal User Researcher
Skylight

victor@skylight.digital

Liz Fox
Design Studio Delivery Manager
BESPIN Software Factory, USAF

elizabeth.fox@teambespin.us



Agenda

What is Service Design?

Overview
Case Study: Simple Report

Toolkits & Frameworks

Q&A, Break
Stakeholder Mapping

Overview
Activity
Share & Reflect

30 min

10 min
35 min



Content warning:
We will be talking about the
COVID-19 pandemic



What is Service Design?
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What is Service Design?
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Service Design

Service design is a subset of human-centered design. Service design
enables organizations to create high quality experiences for both
customers and providers of the services they interact with.

When you focus only on improving customer service or using new
technology, without improving the supporting systems, those
Improvements will actually create frustrating experiences.
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How we used service design as a
part of the COVID-19 response



Q ',,// €he New York Times

-

The Coronaviruss Rampage Through a
Suburban Nursing Home

Two-thirds of Life Care Center’s residents and 47 of its workers fell ill.
Thirty-five people died. We investigated what went wrong.
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“WE ARE HAVING A
RESPIRATORY OUTBREAK”



Long-term care facilities were
ground zero for the pandemic.



— @ MARKETS BUSINESS INVESTING TECH POLITICS CNBC TV INVESTING CLUB 8 PRO#& Q
C©NBC

POLITICS

The US economy can’t reopen without
widespread coronavirus testing. Getting there
will take a lot of work and money

PUBLISHED THU, APR 16 2020-3:17 PM EDT | UPDATED THU, APR 16 2020-5:12 PM EDT

Dan Mangan WATCH LIVE
#_DANMANGAN

KEY POINTS ® As the United States reels from the massive economic fallout of the coronavirus
outbreak, there are growing calls by President Trump and others to start to reopen
businesses, schools and other public spaces.

But health experts and several top business leaders warn that the country should not
reopen on a broad scale unless there is a huge increase in the number of tests currently
being done for Covid-19 infection.

Some experts say America needs to perform 20 million to 30 million tests a day to begin
getting the economy back to normal.

g HAVE NJ 1D AND
| INSURANCE CARD

§| NUMBER READY
10 DISPLAY
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For MO DHSS Use Only

O priority 10 Priority 2
cc2019ncovip:l_— ] Form Approved: OMB: 0920-1011 Exp. 4/23/2020
s PATIENT IDENTIFIER INFORMATION IS NOT TED TO CDC
Patient first name Patient last name Date of birth (MM/DD/YYYY):
[os— N () INF ISNOT TED TO CDC.

Human Infection with 2019 Novel Coronavirus
Person Under Investigation (PUl) and Case Report Form

Reporting juri c 10:

Reporting health department: CDC 2019-nCoV ID:

Contact ID *: NNDSS loc. rec. ID/Case ID
CA2034567 01 «

Interviewer information

Name of Last First,
\ffiliation /( Telephone Email
Basic information
‘What is the current status of this person? Ethnicity: Date of first positive specimen Was the patient hospitalized?
O Ppatient under investigation (PUI) O Hispanic/Latino collection (MM/DD/YYYY): Oves ONo [Junkaown
Laboratory-confirmed case O Non-Hispanic/
Latino O unknown [0 nA If yes, admission date 1
Report date of PUI to CDC (MM/DD/YYYY): [ Not specified (MM/DD/YYYY) If
Did the patient develop pneumonia? yes, discharge date 1
Sex: Oves [ unknown (MM/DDAYYYY)
Report date of case to CDC (MM/DD/YYYY): O male No
O female Was the patient admitted to an
Unknown Did the patient have acute intensive care unit (ICU)?
County of residence: O other respiratory distress syndrome? Oves Ono O unknown
State of residence: Oves  [Junknown
‘Race (check all that apply): Ono Did the patient receive mechanical
ventilation (MV)/intubation?
O asian (03 American indian/Alaska Native Did the patient have another Oves ([ONo [Junknown
[ slack ] Native Hawailan/Other Pacific Islander | diagnosis/etiology for their iliness? If yes, total days with MV (days)
[ White ) Unknown Oves  [Junkaown
(Jother,specify: Ono
om ‘of birth (MM/DO/YYYY). Did the patient receive ECMO?
Did the patient have an abnormal Oves [Ono [Junknown
ey ror chest X-ray?
‘“ um(wm/d"' I Oves  [Junknown Did the patient die as a result of this
Ono illness?
OvYes [ONo [Junknown
Symptoms present If symptomatic, onset | If symptomatic, date of symptom resolution (MM/DD/YYYY):
during course of liness: | date (MM/DD/YYYY): Date of death (MM/DD/YYYY):
a sl O unknown
O Asymptomatic O Unknown O symptoms resolved, unknown date T Unknown date of death
[0 unknown
Isthe patient a health care worker in the United States? (] Yes []No [ Unknown
history of being ina y (as a patient, worker or visitor) in China? [J Yes [JNo [J Unknown
n the 16 days prior to liness onset,did the patient have any of the following exposures {check allthat appi):
[ Travel to Wuhan [0 community contact with another Exposure to a cluster of patients with severe acute lower
O Travel to Hubel lab-confirmed COVID-19 pati pi v etiok
O Travel to mainland China [0 Any healthcare contact with another O other, specify:.
[ Travel to other non-US country lab-confirmed COVID-19 case-patient [ unknown
o ”“""—w w- O D patient [ visior [ How Travel Departure Date:
confirmed COVID-19 case-patient Travel Return Date:
f the patient had contact with another COVID-19 case, was this person a U.S. case? [] Yes, nCoV ID of source case: No_[] Unknown (] N/A
Under PUlor case (check all that apply): [J Ci leading to PUI

[ Contact tracing of case patient [] Routine surveillance [J EpiX notification of travelers; if checked, DGMQID_

[ Unknown [ Other, specify:

30 mi respanse, including
] . " ¢ 5 &

g this burden to 1600 Cliton Road NE, MS D-74 Atlanta, Geargia 30333; ATTN: PRA (0920-1011).

cc2019ncovi:l——— ]

Human Infection with 2019 Novel Coronavirus
Person Under Investigation (PUI) and Case Report Form

Symptoms, clinical course, past medical history and social history
Collected from (check all that apply): (] Patientinterview (] Medical record review

Form Approved: OMB: 0920-1011 Exp. 4/23/2020

During thi ess, did the patient nce any of the followin ? Present?
Fever >100.4F (38C)¢ ves [INo junk
Subjective fever (felt feverish) [Yes INo JUnk
Chills Yes [ _INo jUnk
Muscle aches (myalgia) Yes INo JUnk
Runny nose (rhi Yes No Unk
Sore throat Yes [ _INo jUnk
Cough (new onset or worsening of chronic cough) [lves No [_Junk
Shortness of breath (dyspnea) Yes [ _INo jUnk
Nausea or vomiting Yes INo lUnk
Headache Yes _INo Unk
pain Yes [ INo |unk
Diarrhea (23 loose/looser than normal stools/24hr period) Yes No lUnk
Other, specify:
Pre-existing medical conditions? [ ves [[] No (] unknown
Chronic Lung Disease (asthma/emphysema/COPD) _:Ves No Unknown
Diabetes Mellitus es No Unknown
disease es |[INo | [Junknown
Chronic Renal disease Yes No Unknown
Chronic Liver disease es |[No Unknown
Immunocompromised Condition ves |[(INo | [Junknown
es |[Ino Unknown (1f YES, specify)
Other chronic diseases Ives |(CINo Unknown | (If YES, specify)
f female, currently pregnant Oves [Ono | Clunknown
Current smoker Cves |[CINo Humm
Former smoker Cves [Cno Unknown
Respiratory Diagnostic Testing for COVID-19 Testing
Test Pos Neg Pend. Not done Specimen Specimen Date Sent to State Lab
Type [} Collected coc Tested
Influenza rapid Ag OACIB O L L NP Swab [m]
InfluenzaPCR OAO 8 L] L ] L] OP Swab OJ
RSV L] L) L] L] Sputum [m]
H. O O O O Other, a
(1-4) L L L L Specify:
Adenovirus UJ UJ LJ LJ
Rhinovirus/enterovirus L L L L
Coronavirus (OC43, 229E, HKU1, NL63) UJ UJ LJ LJ
M. UJ UJ LJ LJ
C U UJ LJ LJ
Other, Specify:. U U L L
Additional Specimen IDs:
Public i average 30, response,
: i son of i spansor, and a person toa
Send %
g NE, M5 D-74 Atlanta, Georgia 30333; ATTN: PRA (0920-1011]
2
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i SimpleReport

Dis Organization

Conduct tests

Dashboard Conduct tests

| Search T¢

Test, Amanda

Test questionnaire

Date of birth: 06/06/1994

Test date and time

Results

Patients

COMPLETED Current date/time
Device @ Swab type
Abbott BinaxNow pos Swab of internal nose %

Vermont Mountain Health & Reha e ¢

m COVID-19 results
(O Positive (+)
O Negative (-)

O Inconclusive

How can we improve SimpleReport?

27



Case study: Expanding
SimpleReport to prepare for the
2021 school year



Chalkbeat f Facesook W TWITTER

CHICAGO
THE COMEBACK ~ CHICAGO PUBLIC SCHOOLS

Chicago schools are fully reopening for the first time in more than
500 days. Here's what to know.

By Cassie Walker Burke and Mila Koumpilova | Aug 27, 2021, 2:39pm EDT

f W (eerususu

“AB AR ATRBAARNTIRAN AN SAAEARAEENw

Chicago schools are fully reopening for the first time in 533 days after a scaled-back spring reopening when only a fraction of students returned to campuses. | Max Herman for Chalkbeat

The A new school year begins in Chicago Monday. There will be
COMEBACK familiar rites of passage — new backpacks, teachers, and
— classmates — and some unfamiliar ones as schools navigate
. evolving rules amid a pandemic that is constantly changing
shape itself. Here’s what to know.

The fight to rebuild school ies after years of pande

1. Some familiar COVID mitigations will be back — masks, abundant hand sanitizer — but there will be notable 30



Service blueprint:
SimpleReport onboarding (March 2021)

Land on weicome
screen
Invites additional
— users from Manage

Frontstage .
o e @
T om S
. I ‘SmpleReport gov
Hear about us Watches youtude
through word of goes to Avaltab ttoriah and reads
Users mouth, news, their _.s'“"":'nmw”_’mn-‘: . S
PHD contact, etc b Receives Okta
Fills out account ~ Identity verification -
1 Signs DocuSign ~ —————— account creation —————s  Creates account —> Logs In
\vd fequest form email Users page

Backstage

= w | EmE

. When do PHDs become aware of a new
facility reporting in their jurisdiction?

Inform testing sites.

Local PHD
about SR, evangelize

31



Count

8,000

7,000

6,000

5,000

4,000

3,000

2,000

1,000

January, 2021

New sign-up
experience released

April, 2021

July, 2021

October, 2021

January, 2022

33



Toolkits & Frameworks



Audience Frontstage Backstage Behind the Scenes



Look out for...

A really big problem.
e Lack of knowledge about the customers you serve

e Siloed communication, processes, and systems

e (QOutdated, fragmented, and insufficient technology systems

e Glacier buzzwords: “Lift and shift, “Single pane of glass,

Wi

Digital transformation”

36



About | Subscribe = Write forus = Contact

Q Digital.gov E

News Events Resources Communities Tools

< All Resources

Checklist of Requirements for Federal Websites
and Digital Services
The relevant laws, policies, and regulations for federal agencies.

On this page
A Note

I Overarching Policies
You should regularly review your agency's websites and other digital products

and services to ensure they comply with all relevant laws, policies, and
regulations.

Accessibility and Section
508

Analytics

Coordination During
Incidents of National

. - Significance
Overarching Policies ¢
Copyright
These high-level policies cover basic requirements for all websites and digital Customer Experience
services. Use this handy Requirements and Go-Live Checklist for Federal Public Design
Websites and Digital Services (Excel spreadsheet, 69 KB, 14 tabs) = to ensure
Domains

you've addressed all critical requirements.

Freedom of Information Act
21st Century Integrated Digital Experience Act (21st Century IDEA), including (FOIA)

the required website standards, December 2018
OMB M-17-06, Policies for Federal Agency Public Websites and Digital Services
(PDF, 1.2 MB, 18 pages, November 2016)

Governance

Information Quality

. . y . Mandatory Content
e OMB Circular A-130, Managing Information as a Strategic Resource (July 28,
2016) Mobile
« Digital Government Strategy (May 2012) Multilingual Websites
e E-Government Act of 2002, Section 207 Open Government, Data, and
Content

See a full list of policies and regulations »
Paperwork Reduction

See our list of Required Web Content and Links »
Performance Measurement
More on 21st Century IDEA @ and Reporting

37



Skylight Service Design

Initiate Discover Strategize Experiment

Implement

38



Initiate

What do you need to start a
successful project?

Align on the problem space,
including goals, vision,
constraints, and
environmental factors.




Q ',,// €he New York Times

-

The Coronaviruss Rampage Through a
Suburban Nursing Home

Two-thirds of Life Care Center’s residents and 47 of its workers fell ill.
Thirty-five people died. We investigated what went wrong.
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The Problem
A1's technology portfolio lacks visual and interaction consistency
apps. This and users:

« designers can't design and hand off designs efficiently
« developers don't know which design system to use (may not know
what a design system even is)

« end-users struggle to tasks, ing in negative brand
perception (mobile ially a
Constraints:

« Al has multiple SaaS platforms, and users may move between several
apps built on different systems to complete a single task
« Security

é Power

The Power-Interest Matrix

@ AT* (3 lettors) /\\
K 4 (A1 leader] End-users
PN

Keep Manage
satisfied closely

Informed

41



Discover

How do you know what to
work on?

Develop a deep
understanding of the
systems, people, and
activities that make up a
service.




Service blueprint:
SimpleReport onboarding (March 2021)

Land on weicome
screen
Invites additional
— users from Manage

Frontstage .
o e @
T om S
. I ‘SmpleReport gov
Hear about us Watches youtude
through word of goes to Avaltab ttoriah and reads
Users mouth, news, their _.s'“"":'nmw”_’mn-‘: . S
PHD contact, etc b Receives Okta
Fills out account ~ Identity verification -
1 Signs DocuSign ~ —————— account creation —————s  Creates account —> Logs In
\vd fequest form email Users page

Backstage

= w | EmE

. When do PHDs become aware of a new
facility reporting in their jurisdiction?

Inform testing sites.

Local PHD
about SR, evangelize

43



SERVICE BLUEPRINT Example

TIME 525 mins b 2050 mins 5-12 35 20-32 mins
days seconds
EVIDENCE Website Retail location Employee’s name tag Credit card Appliance
Store signage Product description Store reciept Delivery reciept
Appliance signage  Price tag
CUSTOMER Visits website 3 Visitsstore, 3 Discusses features, 3 = Makes purchase Notified of Appliance
JOURNEY browses price, availability, del 7
: 2 elivery ETA delivered
appliances + with salesperson
sales
LINE OF —— —— e e - e e e e —————— -
INTERACTION
FRONTSTAGE
Welcomes to Checks inventory Provides
EMPLOYEE store and delivery times delivery time
ACTIONS
Automated
TECHNOLOGY  Support chat call with date
of delivery
LINE OF
VISIBILITY
Your Guide to
BACKSTAGE
ACTIONS  Respondsto Inventory manage- s Point of sale Fullfillment Accounting 4 °
et ment system o e uepr|nt|ng e
H by Erik Flowers &
LINE OF The Pr ¥
INTERNAL = o= o o o o o e e e e = = = m e mmm e e e m e e e e o aCthGIWay Megan Erin Miller
INTERACTION
Analytics logs Foot traffic Payment Appliance 3rd party
SUPPORT g scanner process distributor delivery service
PROCESSES

GR( NN/g

Nielsen Norman Group Practical by Design



Strategize

How do you know where to
start?

Brainstorming a range of
solution ideas before you
narrow in on which ones to
prioritize for
experimentation.




Chalkbeat f Facesook W TWITTER

CHICAGO
THE COMEBACK ~ CHICAGO PUBLIC SCHOOLS

Chicago schools are fully reopening for the first time in more than
500 days. Here's what to know.

By Cassie Walker Burke and Mila Koumpilova | Aug 27, 2021, 2:39pm EDT

f W (eerususu

“AB AR ATRBAARNTIRAN AN SAAEARAEENw

Chicago schools are fully reopening for the first time in 533 days after a scaled-back spring reopening when only a fraction of students returned to campuses. | Max Herman for Chalkbeat

The A new school year begins in Chicago Monday. There will be
COMEBACK familiar rites of passage — new backpacks, teachers, and
— classmates — and some unfamiliar ones as schools navigate
. evolving rules amid a pandemic that is constantly changing
shape itself. Here’s what to know.

The fight to rebuild school ies after years of pande

1. Some familiar COVID mitigations will be back — masks, abundant hand sanitizer — but there will be notable 48



Experiment

How do you know what to
build first?

Through prototyping and
testing, evaluate and reshape
ideas before you implement
solutions.




Service blueprint:
SimpleReport onboarding (March 2021)

Land on weicome
screen
Invites additional
— users from Manage

Frontstage
S — F‘M':mmll Reads about next
® =
Hear about us Watches youtioe
goes to ttoriah and reads
Users e oy — SimpleReportgovto — yeees” = s

momi“ learn more e \dentity Hon Receives Okta
| out account " = Paitics " accountcreation ————  Creates account —* Logs In
"r, fequest form Shre g email Users page

Backstage

+
s = ww —= |
5
doa: Longer-term. can
we empower PHDS 10

s Instoas HHS?

. When do PHDs become aware of a new
facility reporting in their jurisdiction?

Local PHD Inform testing sites
about SR, evangelize

51



Implement

How do you make it happen?

Plan for any changes that
your solutions require and
begin to roll them out. Set up
metrics to measure and
improve the service.




Count

8,000

7,000

6,000

5,000

4,000

3,000

2,000

1,000

January, 2021

New sign-up
experience released

April, 2021

July, 2021

October, 2021

January, 2022
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What can you do now
that you couldn’t do before?



Summary:

Phases of
Service Design

Initiate

Align on the problem space, including goals, vision, constraints,
and environmental factors

Discover

Plan. Research, analyze, and synthesize. Socialize findings and
artifacts

Strategize

Generate solutions; prioritize and plan; future visioning

Experiment

Create prototypes and tests to select the best solution, and
iterate with user feedback

Implement

Actualize solutions and continue to measure, test, and refine

58



Skylight©

Service design overview

The Skylight Service
Design Framework

Phase 1:

Phase 2:

Phase 3:

Phase 4:

Phase 5:

Initiate
Discover
Strategize
Experiment

Implement

Appendix A: Methods

Appendix B: Templates

Appendix C: Glossary

Company Work Careers Thoughts Connect

Service Design Framework

Practices and tools for delivering optimal user
experience journeys.

Service design overview

When the U.S. Air Force’'s Weather Systems Program Office (WxPO) asked Skylight to
help them upgrade their services to the cloud, it had a simple brief: Ensure a great
initial customer experience for service members and application development teams
onboarding onto the new cloud platform.

As Skylight began to examine the pieces that made up customer experience —
specifically, how service members and application teams interacted with the cloud
platform — we discovered it wasn't so simple to build a great customer experience.
Beyond onboarding, there were many factors at play in the successes and failures of
the WxPQ'’s technology migration, including how roles were structured, work
processes, communication materials, and more.

Enter service design.

What service design is

Service design enables organizations to create sustainable and high-quality
experiences for both customers and the providers of the services they interact with.
Using a set of principles, activities, and methods, the discipline takes a holistic look
across a service ecosystem. This includes the “frontstage” (what a customer sees)
and the “backstage” (behind-the-scenes organizational structures).
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Questions?



Break!

Back at XX:XX



Stakeholder Mapping

Get a worksheet packet from Victor while Liz gives an overview



Workshop
Goals

Shift our perspective from “product” to
“service” by:

e Building an understanding of stakeholder mapping
and analysis

e [earning techniques that will help us better consider
who should be at the table

e Participating in a simple activity to practice what
we've learned

63



Part 1: Warmup
~5 min

Packet page 1l

Think about a project you're working on.

o Inanutshell, what’s the project about?

Quickly jot down all the stakeholders you
think are or should be involved in your
project.

o Consider: Team members, project partners,

communities, subject matter experts, other
decision makers or influencers, etc.

64



What is stakeholder mapping?



Definition Breakdown

2 2 2 Q
2 2 A %

Stakeholders

Stakeholders are individuals or a
group who are involved in or affected
by the development, design, and/or
outcome of a project.

9 gm%

\

Stakeholder Mapping

Stakeholder mapping is the activity of
visually articulating an analysis of the
individuals or groups involved in a
project.

66



N

Analyzing Mapping » Managing

Analyzing: Mapping: Managing:

Identifying and understanding your Visually representing Building, engaging with,
stakeholders, their relationship to one your stakeholder analysis ina and taking care of your
another, and their power and influence digestible way stakeholder relationships

on the project



Why do it?



Why do it?

Stakeholder mapping and analysis...

Allows you to better assess the scope of your project early on in the process
Gives us a quick and comprehensive view of who is involved in our project
Helps us better assess stakeholders who might be missing

Serves as a tool for transparency

Enables us to start considering the larger systems and dependencies that may
influence the project

Enables buy-in from key decision-makers (leadership)

Helps build trust and ownership with the end user / communities

69



Partnerships and relationships are strengthened through
ongoing and meaningful engagement. Investing in these
relationships respectfully and with honesty is crucial to
building successful and sustainable programs, services,
and products for our communities.

-Mari Nakano



When should we do it?



Skylight’s Service Desigh Framework

Source: https://skylight.digital/work/toolkits/service-design-framework/the-skylight-service-design-framework/



Who should participate in
creating a stakeholder map?



It depends!



Who should participate?

Some questions to consider:

What are your project’s values?

How involved or uninvolved do you want your
stakeholders to be? Why?

Do you and your team believe participationis
an ingredient for success?

Are you willing and ready to take on the
responsibilities of managing multi-stakeholder
relationships?

Do you have a diverse range of mindsets,
perspectives, and experiences in the room?

Common Participants

Balanced project team
(researchers and designers,
engineers, product managers, etc)

Architects or senior subject
matter experts

Customer Support/Success
Marketers
Relevant leadership

End-users or others who will use
what you build

Customers

75



Who should be included in
our stakeholder maps?



It depends!



Audience Frontstage Backstage Behind the Scenes

Source: https://skylight.digital/work/toolkits/service-design-framework/



Backstage / Behind the Scenes

Those who support the delivery
of the product or service (and
who are not usually visible to the
frontstage)

For example:

Operations + Administrative teams
Data scientists, engineers

IT teams

Legal

Communication teams

Funders
Policy makers
Subject matter experts

Backstage Behind the Scenes




Audience

Frontstage

Frontstage / Audience

Those who will receive, use
and/or deliver the service

For example:

Program administrators / frontline staff
Facility staff (for location-based
services)

Customers / clients / users / community
members

Customers / clients / users / community
members’ support networks (eg. family,
friends, social service orgs, community
navigators, etc.)

The broader public audience



DON’'T FORGET TO ASK YOURSELVES

Who is not at the table?
Who's missing?

(and why?)



Consider who is involved in the frontstage and backstage.

|
I n c I u S Ive Aim for equitable representation and diversity.

E h t - Zoom out and think about your end to end process
x a u S Ive and the larger systems at play.

S p e C ifi c Get beyond types and identify actual people.

Content adapted from Service Design Studio, NYC Mayor’s Office for Economic Opportunity



Part 2: _ 1. Review the list of stakeholders you made
Revise Your List during our warm-up.

~5 i
min 2. Add to or edit your list of stakeholders.
Packet page 2

a. Who is missing from the table? Why?

b. Isyour list inclusive, exhaustive, and
specific?

c. Who would you want to ask for help
fleshing out your list?

83



Ways to Map



Part 3:
Let’'s Map!

~10 min

Packet page 2, 4-10

Add stakeholders to one of the map
templates on pages 4-10 of the handout.

IT you need help deciding, pick a template
using the first letter of your LAST NAME:
A-D: Use template A, List

E-I: Use template B, Influence/Interest Matrix
J-M: Use template C, Power/Influence Matrix
N-R: Use template D, Stakeholder Types

S-V: Use template E, Awareness/Support matrix

W-Z: Use template F, Aim for the Bullseye

L T R I

Wildcard/“Not a rules-follower” option: Try template
G, FOMO Scale

85
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Sources:
1. https://www.ibm.com/design/thinking/page/toolkit/activity/stakeholder-map
2. Naude, David | https://medium.com/dawidnaude/problem-solving-methods-i-use-stakeholder-mapping-5e9dbcbc7079



HIGH POWER & NOT INTERESTED o Map your Stakeholders HIGH POWER & INTERESTED
KEEP SATISFIED MANAGE CLOSELY

p‘ Director

7 Nathan Maclanachan
DIRECT b Program Director

3 James Cade
amp Regional Director

.. Sophia Parsons
2 Solution Sales S

"l <B} \\\
) i » D365 Consultant

- JakeGill

&4 Tester & Trainer

LOW POWER & NOT INTERESTED LOW POWER & INTERESTED
MONITOR KEEP INFORMED

Source: Kahil, Dani | https://danikahil.com/2021/03/stakeholder-mapping-for-dynamics-365-or-power-platform.html/




Q Search

Eliza Datta, Consultant |

Bob Haas, DSKII, Upham's
\Wes(side Neighborhood
| Association, Upham's
\ Corner Main Street

| ag

Kitt Binns;Jones Hill
Neighborhood Association

Joan Tighe, Eastman/Elder
Street Neighborhood Association

Neighborhood Associations

Businesses Owners

Legend Hancock Str&8t Association
[ ] Facilitation Team
Working Advisory Group

Working Adviosry Group (Past Members)
o Stakeholders
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Part 4:
Reflect & Share

~5 min

Packet page 3

1. What impressions or observations can
you share about how your exercises
evolved today?

2. What's one takeaway you have from

today?

3. Do you have any general impressions or

questions of today’s session?
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Thank you!

Victor Zapanta
Principal User Researcher
Skylight

victor@skylight.digital

Liz Fox
Design Studio Delivery Manager
BESPIN Software Factory, USAF

elizabeth.fox@teambespin.us
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