FIRST FRIDAYS

GHANGE MANAGEMENT IN THE
SALESFORGE EGOSYSTEM



SEASON T QUOTES

This is what Technology
takes your isn’t difficult;
38 Y project the change is.
laSt mile, - Melissa Hill Dees
PROJECT f .
LEADERSHIP - Darren Paladino

Turn victims
into participants.

Becca Morgan
EXEGUTIVE LEADERSHIP

Prevent a
kindergarten

shitshow

Mark Brandwein

Let’s systematically
improve you and your
organization’s work life

- The First Friday Team



BEST TIME TO NEGOTIATE WITH SALESFORGE

End of 04 and EQY: Jan 31
This Is the best time for discounts!

End of Q1: April 31
End of Q2: July 31
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ANC . OVERVIEW OF CHANGE

A MANAGEMENT
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FIRST FRIDAY: SEASON 2
B Change Management for ROI
98 (PEOPLE + TECHNOLOGY)




FIRST FRIDAY SEASON 2

e Friday Dec. 5: Planning & Discovery
e Friday Feb. 6: Req Gathering

e Friday March 6: Demo - Prototypes
e Friday April 3: UAT _
o Friday May 1- Go-live NEGISTER HERE & INVITE OTHERS
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Episode 1
STEADY STATE




WHAT DOES “STEADY STATE™ MEAN?

AS SALESFORCE PROFESSIONALS, ALL OUR WORK 13 TO IMPROVE OTHER
PEOPLE’S BUSINESS PROGESSES.

\SNHEN THE SYSTEM IS IN A STEADY STATE, EVERYONE ELSE'S PROCESSES ARE
TABLE.

BEING IN A STEADY STATE GIVES US A CHANGE T0 WORK ON YOUR OWN
PROGESSES.
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EXAMPLE PROJECT THAT CAN PROVIDE
LONG-TERM WINS!

PER SEASON 1 EPISODE
b, PROJEGTS RARELY GEI
10 REINFORGEMENT




WHAT ARE THE UNIOUE OPPORTUNITIES
OF BEING IN THE STEADY STATE?

WE GAN BUILD THE PLANE
WHILE IT°S ON THE GROUND




DEFINING GHANGE MANAGEMENT RO

_ Expected Project Benerits -
Project ROI =
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WHERE DOES CHANGE T IN TRE GALGUALTION?

Independent of adoption & usage

EXpected Project

Benefits

Dependent on adoption & usage




WHERE DOES CHANGE T IN THE GALGULATION?

How different project have different A&U dependent Benefits

$14
$12 — A&U Dependent S
$10 — Dependent
on Adoption
08 ——  Expected and Usage
Project Independent
06 +— Benefits of Adoption T
and Usage
$04 +— —
$02 +—— Independent
of A&U
3-
Both Project A Project B

Term: A&U = Adoption and Usage. A&U is
the result of change management.




etting Adoption & Usage




BUILDING TRUST & PARTIGIPATION:
HOW DO WE GET THERE?




BUILDING TRUST & PARTIGIPATION:
RO STATISTICS & RESULTS

ORGANIZATIONS WITH GONTINUQUS GOACHING AND REINFORGEMENT REPORT
99-10%0 FASTER PROFIGIENGY DEVELOPMENT WITH NEW PROGESSES

THE BOTTOM LINE: QUALITY GHANGE MANAGEMENT PROVIDES $3-$7 FOR
EVERY §1 SPENT
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COMMUNIGATION IN A SIMPLE & ORGANIZED WAY: &
HOW DO WE GET TO ThIS RESULI?

Step # Iltem

Description Status

Figure out ho
Pick a names
-1 Data Model
1.1 Make adatar
1.2 Project_c
1.3 Resource_c
1.4 Project Time

1.5 Financial Sur

2 Project Recor

3 Validation Rul

Quick Question

Joe (cablehill.com)
Quick Question

Hi Joe -
Just need this big decision made
over email

Thanks,
Michael Brandwein

DISGOVERY PROCESS GAPTURE

Oregon Plumbing and Heating: Customer Service
Own:

b

jt I'u' Business Overview

: ___________________________________________________________________________________________________|]
jt w Oregon Plumbing and Heating does plum P

[ sized HVAC company in 2023 and are wo E| ﬁ ? ¢ .‘_ |jb
jl N Project Overview -

jt N The company is currently on ZenDesk for Setup Menu X

to better interact with customers, and crem=

jt NV Business Goals $ Setup EIH

. ¢ Case throughput: how many case:
jt N e Case touches: how many ‘activitie

. ¢ Mean case open time $ Service Setup

jt Michael Brandwein
jt Michael Brandwein https 5 X% salesforce Go
jl Michael Brandwein htips @

- -

Your Account

Agentforce Vibes

fiew All




COMMUNIGATION IN A SIMPLE & ORGANIZED WAY:
HOW DO WE GET TO ThIS RESULI?

DISCOVERY PROGESS GAPTURE

: Customer Service

Today ~ h % % % %

Step # Iltem

Figure . " N
. 2 Michael Brandwein 8:21 p™
ick a b ﬁ'
=1 Data | JK - can you make that decision over slack now, % 5t
1.1 Mak . -
12| Pro even though you were doing something else a
1.3 Resou few seconds ago n
1.4 Projec -t I
1.5 Finang E 1 @ 1 (T:,.-I ice Setup
2 Proj sforce Go

¥ Michael Brandweln

Thanks,
Michael Brandwein

il
DHpRs @E Your Account



TAKING AGTION:
HOW DO WE GET TO ThIS RESULI?

e GONTINUE TO REFER BACK TO PREVIOUS DELIVERABLES T0
BUILD FAMILIARITY [ZONE OF PROXIMAL DEVELOPMENT,
SEASON 1EP 9]

o |EVERAGE A SHARED STORY, PEOPLE LOVE HEARING THERE
WORDS BACK TO THEM [SEASON 1 EP 2]

o LEAVE TIME TO BREATHE TO MAKE MISTAKES AND REGOVER
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FIRST FRIDAY SEASON 2

e Friday Dec. 5: Planning & Discovery
e Friday Feb. 6: Req Gathering

e Friday March 6: Demo - Prototypes
e Friday April 3: UAT _
o Friday May 1- Go-live NEGISTER HERE & INVITE OTHERS

T TG
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