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	Skill Practice
Help A Customer
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Learning Objective
· Identify an opportunity to help an internal customer.

Instructions
· Identify a stakeholder.  This may be because your listening posts (internal sources or external sources) have highlighted that some changes are or will soon be affecting this stakeholder.  Or you may simply be reaching out to identify changes about which you are unaware.
· Set up a meeting with this individual.

· In advance of the meeting:
· In the What I Know table, make a list of what you know, such as changes that are or will soon be affecting this stakeholder
· E.g., such as new technology, increased competition, new product introductions, price pressure, resource constraints, automation, AI, digitization, etc.  
· In the Discovery Questions table, make a list of discovery questions you’ll ask.

· During the meeting, ask the questions, probing and summarizing to the root cause of the issues.  Use the Change/Benefit Matrix and the Other Benefits table to highlight where you believe the SDLE may provide a benefit, adding your own.
· If identified changes and challenges indicate that the SDLE may be able to solve them, introduce that you may have a solution that can assist.  Do not get too far into the weeds.  If they are open to exploring, and they should be, identify a timeframe and action plan for next steps.  

	What I Know

	









	Discovery Questions

	What are your top 3 business goals this year?
	

	What changes are most affecting your ability or your team’s ability to achieve those goals? 
	E.g., new technology, increased competition, new product introductions, price pressure, resource constraints, automation, AI, digitization


	Do you believe that your people have the skills they need to execute optimally today?  If so/no, what data do you have that tells you that?  Do you know?
	

	What skills will be critical to having in the next 2 years?  Do people have them?  Do you know?  What are you doing to ensure they do?
	

	[bookmark: _GoBack]What is the biggest perceived area of strength/weakness?  What data do you have to back it up? What are you doing about it?
	

	If you don’t know people’s capabilities today, how do your managers know how to coach their teams?
	

	How do you manage career planning discussions?  Who is responsible for them?  Employee or manager?
	

	How do you promote professional development?  Is it perceived as a benefit?  Do you talk about it?
	

	Do you have any issues with retention? What is your retention %?
	

	Do you have engagement issues?  What are the results from your last engagement survey?
	

	
	

	
	

	
	

	
	






	Change/Benefit Matrix Examples

	Change
	Potential Value From SDLE

	Increased competition
	Upskill people on your competitive advantages

	Price pressure
	Upskill on negotiation, building the business case, and differentiation

	Resource constraints
	Upskill to be more productive/efficient

	Automation / AI
	Identify and close skill gaps

	Retention / engagement
	Provide ownership over career planning and development

	Management turnover
	Provide structure for new managers to know and coach more effectively

	Growing quickly
	Faster time to proficiency

	
	

	
	

	
	

	
	




	[bookmark: _Hlk533243689]Other Benefits: Employee / Manager / Leadership

	Upskill in some way to address the change

	Identify true capability

	Identify and close skill gaps

	Provide ownership over development

	Communicate job expectations

	Identify best practices

	Make development part of the regular rhythm

	Eliminate wasted effort in role-based training that isn’t needed (long training programs)

	Faster time to proficiency

	Access to career planning opportunities

	Connect employees to corporate strategy / purpose

	Help managers coach more effectively / eliminate guesswork

	Provide a specific coaching action plan for each team member

	Facilitate a data-driven conversation about perceptual differences in performance

	Lower the costs and increase the speed of skill development via task-based mentoring

	Have knowledge about how to assign the right people to the right projects

	Retention: the more the manager talks to employees regularly about development the more likely they are to stay

	Provide insight into appropriate business strategy based upon identified strengths/weaknesses

	Deliver strategic workforce planning data, leveraging those with strong skills to build bench strength

	Enable organizational agility – change skill requirements as strategy changes; communicate required changes as skills themselves change

	Create more engaged employees, which research demonstrates will lead to increased profitability

	Stop the bleeding!  Retain employees who cite "lack of development opportunities" as a leading reason for departure

	Identify what skill gaps may be hindering goal/target/quota achievement



Action Plan

	Who
	What
	When/Due Date
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