Developing Leadership Behaviors to Ensure Successful
Merger of Cultures

Andrea Holko

Senior Vice President
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Topics

» Who Is Intervoice and the Global
Consulting Services division?

|

» What did we set out to do in Glo
Consulting Services?

—
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Connecting people and information

Carrier solutions Contact center solutions

MOBILE SERVICES | IP CONTACT CENTERS g

—

intervoice (

SERVICE PORTALS
pr >




Deploying voice s

olutions worldwide

|

B
TIM

(%) TURKCELL
AA

=D
EGHOSTARZ:

—

intervoice

Company Confidential

. |
CELLULARONE 1% ans
FtrstEnetgy i JE g et _“’ﬁ
TUNISIE TELECOM
DOBSONfQ B
e J( L:- Tetra Laval
l: NEW YORK STATE (-_ﬂ : e
& vodafone e

O@u

exa

daagaaull & b | e [

SALIDI TELECOM
T - -Mobile-

@“ Litton Loan Servicing’

A Capg,enmu

EEEEEEEEEEEEEEEEEEEEEEEEEEEEEEE

§88) GO FURTHER i
&/ FEDERAL STUDENT AID

BlueCross. g cm©n.us
of Idaho = fead OF
et permanent tsb

banking only better

goﬂmmdgohwww

June 21, 2007




24 years of expertise, leadership, and innovation

EXPERTISE LEADERSHIP INNOVATION
~750 employees #1 in IVR market share 115 patents
~170 devoted to research with 5,000 customers anarded or pending
and engineering 1.5 million ports shipped VoiceXVLL 2.0 certified
~300 professional and Systens installed Multiple product

sernvices personnel In 75+ countries and solution awards
~30,000 managed ports Gartner Leadership Quadrant
IVR and Contact Centers
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Building the foundation for Global Consulting Services

MANAGE
Qutsource Hexibility

ENGAGE I (\VPLEVENT B SUPPORT I E\VOLVE

Design Collaborative

Assessment

Continuous

Project Execution
Improvement

Education

Technology Practices

Transformation  Scalability Alignment
Solution Selling

Innovation Leadership
4 Rigorous process
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We deploy projects in 36 Countries in 15 languages

. Algeri
Central African o, ,4i Arabia Mg gena

Republic

. Kenya
Gambia Fiji Angola Y

L Oman USA
Lithuania ~ Holland +Turkey
| | Burkina Faso
" Namibia  Venezuela

Thailand - Burundi  zgmpig VoY Coast
K“_"Va't Niger
Madagascar

Greece :Paklstan

Gambia Benin UK |
Belgium Germany Zimbabwe

Gabon Spain Guinea Bissau

Ireland Togo  Sierra Leone
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A merger of 5 different cultures and processes

Five Global Services business processes, nhow One

NITEES

methodology

way to work with customers

process to implement solutions

kind of success for our customers and employees
type of technology growth

—
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What did we set out to do

» Align Individual and team leadership behaviors
with the cultural transformation goals.

» Raise the focus on accountability and results.

» Develop a set of tactics to support the
continuous improvement in the selected areas
where the team wanted improve their skKills.

—
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Profile of GCS team being coached
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Circle of influence for this process was 72 Intervoice
employees at all levels including stakeholders.

Senior
Leadershi

Middle Manag
VP America
management t

» Director of Services Business
Development

» Director of WW Design
Collaborative

» Director of WW Services
Marketing

» Director of Learning Center

» VP of Americas Delivery

(Open during the 6 months coaching process)

» 2 Development Managers (one
senior, one junior

» 2 Sr. Managers of Project
managers

» 1 Operations Senior manager
» 1 Field Service Manager

» 2 Sr. Managers of New
Consulting Practice

Company Confidential
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What process did we follow

» Coach met with each

team member monthly
» 360 feedback survey » Stakeholders were

conducted actively engaged

» Kicked off process with - :
“Manager as a Coach” » Individual After Action » Updates to After Action

workshop Reviews were started at Reviews completed post
the 3 month mark. survey

Step 1 Step 2 Step 3 Step 4 Step 5

Discovery Engagement Action Survey Unikiize

Coaching Process

» ldentified areas to get » At 5 months 1st mini
better at survey completed
» Enrolled stakeholders and
developed Action Plan
» Monthly asked stakeholders
“have you noticed a
difference”

—
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What did the team set out to work on?
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Common themes of Improvement

»

»

»

»

»

»

»

»

»

»

Collaborate

Delegate

Communication

Listen

Prioritize

Accountability

Deal with performance problems
Build cross-functional relationships
Resolve issues quickly

Clarity

Company Confidential
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Individual improvement items: key themes
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Team Building

» Collaborate in a way
that builds on others’
strengths-

Stalff

development

» Provide appropriate
recognition for job
performance

Accountability

» Established an
environment where
we deliver on our
commitments

Alignment to
PUSINESS process

» Matches his
management
approach & style to
individual needs on a
project-by-project
basis in order to
delegate more
effectively

» Delegate
appropriately in order to
utilize each other’s time
and skills effectively-

» Communicate my
point of view more
persuasively-

» Holds others
accountable

» Provides clear and
focused individual
expectations

» Promote more open
communication

» Keep attention
focused on matters at
hand

» Allow individuals to
take responsibility for
deliverables

» Provides employee
recognition that is
commensurate with
expectations

» Encourage
participation by all
individuals

» Match my
leadership style to my
team and
stakeholders’ needs-

» Works to build
cross-functional
communication and
relationships between
GCS and Sales teams
(and SE teams)

Company Confidential
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The results - statistics

Key metrics- indication of success:

» 43%of all Stakeholders +2 or 3 improved effectiveness
OVERALL » 66% of the stakeholders were engaged on an ongoing basis
» 72% some or consistent follow up

v

v

>

v

42% +2 or 3 improved effectiveness
DIRECT REPORTS » 65% of the direct reports felt engaged in the process
» 66% some or consistent follow up

» 5200+2 or 3improved effectiveness
PEERS » 78% of peers felt engaged in the process
» 78% some or consistent follow up

» 76%+2 or 3improved effectiveness
MANAGERS » 50% of managers felt engaged in process
» 82% some or consistent follow up

—
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The results....behaviors
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What specifically has this person done in the past few
months that you want to reinforce and encourage
him/her to continue?

- » Availability and responsiveness to issues.

» Communicates well and often, especially important given the
spread out nature of the team.

» Conducted Team Meetings.

» Continue Ho] seek feedback, whether it be in a meeting setting or
passing in the hallway.

» Continue beingbprc_)active_ In providing trainin? to all [type of] techs
on a continuous basis. This has improved, bu

» Continue grooming your employees by delegating certain
rojects, allowing employees to learn different aspects of the
usiness.

» Continue passing information about installations and company

b policy.

» Continue to have staff meetings

Company Confidential June 21, 2007
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Leadership goal setting example

Your name: Maitt Instructions: Write out the Leadership
Email: skill/behavior you have chosen to improve

' and become more effective at doing.
Phone:

Leadership skill development #1

In the next 12 months | will: (Describe the leadership skill/lbehavior you will improve)

| will work to build cross functional communication and relationships within the GCS teams
and between GCS and Sales teams (and SE teams).

So that: (Describe the benefit to you, your stakeholders, and your team).

When | get better at cross functional communication and relationships, the benefits to me
will be

1. It will be easier to work with other managers/directors/team leads within GCS.

2. It will be easier to work with Sales Directors and people in the field.

3. Ability to work more collaboratively and hopefully more productively within GCS and with
Sales.

Indicators of your progress will be (results evident to others determine success)
1. mini surveys

2. monthly check in with stakeholders

3

—
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Action plan

—
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Stakeholder Action Plan for Matt
December 20, 2006

The action plan and items are below.

8.

1. Constantly evaluate / re-evaluate the talent and skills on my team.
2.

Make time for structured touch points and ad hoc communication with
GCS team leads / management. Do monthly for 3 months and determine
need and adjustments going forward.

Listen more before sizing up an individual or situation. Ask more
guestions to understand the current state and allow others to provide input
and ideas.

Continue to set and review priorities for the presales work within GCS and
related to individual opportunities.

Provide updates to the SOW template, Discovery collateral, and Vincent
(pricing tool) based on feedback from sales and GCS as needed.

Provide weekly updates to the GCS management team on pipeline and
potential projects. Do guest appearances to the management team
meetings so the team is informed about what we are doing.

In preparation for FY08 planning, conduct some “post mortems” or year in
review sessions to get alignment around what worked and what needs
more attention.

Conduct a planning and after action review sessions with the new VP of
Sales (Walt M.) to help drive alignment and key areas that need

Company Confiiiﬁ:iiﬁrovement. June 21, 2007
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Mini-survey results- statistical view

INTERVOICE
Mini-Survey Report for Matt
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Please rate any change in Matt’s behavior over the past few months:
1. Works to build cross-functional communication and
relationships within the GCSteams................cccoevvevennn.... 116 1
2. Works to build cross-functional communication and

relationships between GCS and Sales teams (and SE

o
+
[y

BRAIMIS ) ettt et e e e e aaas L]3]|3 L
Response and Follow-Up
Has Matt talked with you about his stated goals? YES = 8 NO =0

How much follow-up has Matt done with you to seek
your feedback and suggestions (feedforward) on these
specific leadership goals?

0 | He has not asked for Feedback or Feedforward

7 | He has done SOVE Follon-Up

1 | He has done CONSISTENT/PERIODIC Follow-Up

.___...-—I—-.._‘___
I ntE rvoice Company Confidential June 21, 2007




Mini-survey results - behaviors

» Balance between customer focus with sales responsiveness. He
has two customers, end customer & sales. Both he and his team
need to emphasize more with the pressure sales gets on our
responsiveness

» He is well regarded by the GCS mgt team and the sales team
and all his efforts are just reinforcing that he has set the standards
for how to implement change in this organization

» Meatt needs to understand that the sales model has changed
with the new Named Account model. Where as in the past if we
lost a big sales opportunity we had to just go find a new one. Now
in FYO8 we have very finite accounts where we can fish. Our list
of real praspects is getting shorter and shorter. We MUST
develop opportunities with GCS. e have a narrow solution
footprint so we need GCS to expand the box for what we can sell
otherwise our current direct sales model does not make sense.
our successes are tied together.

» Matt sets out the team’'s goals and vision VERY clearly. No
grey area.

» Thank himfor his continued support and leadership

—
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What are we doing next?

» Updated After Action Review of the
past 5 months and reviewed it with
Chris

» Ensure leadership team at the Senior
management and middle management
goal are working the process with their
stakeholders and working team

» Recommitted ourselves to our
leadership goals: Move #s to the right
In Next survey.

» Do next mini survey in October

Company Confidential
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What have we learned:

» Engaging the stakeholders is critical

» Changing perception is harder than
changing behavior

» Process Is simple not easy

» |t takes courage, discipline, and
follow through to change the culture
and behavior of an organization and
It must be woven into the fabric of
what we do everyday

Company Confidential
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