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Outdated System
Magellan Used by
ABC ISRs

- ABC's Inside Sales representatives (ISRs) have been using an

outdated system, Magellan, for quoting and various other functions

Launching Jupiter to

improve efficiency &
faster quotes

- To improve efficiency, especially for large line item quotes, the

company introduced a new system called Jupiter, designed to
process quotes faster by allowing bulk uploads through Excel files

After Launch effect,
usage of Jupiter
declines drastically

- However, despite initial enthusiasm and a significant adoption rate

at launch, the usage of Jupiter has drastically declined
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1. Initial Jupiter Training
was provided but
ongoing support for new
hires & absentees
appears to be
inadequate.

2. Lack of continued
education/

reinforcement training
contributes to lack of
Jupiter adoption rates.
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1. Jupiter does not
integrate with
Magellan, causing
ISRs to duplicate
efforts, esp. when
moving data for
order booking, which
only occurs in
Magellan.

2. This redundancy
undermines Jupiter's
efficiency benefits.

1. ISRs report that
Jupiter is slow and
the process to
prepare and upload
Excel files is
tedious/ time-
consuming,
discouraging its
use.

1. Significant
cultural resistance
among ISRs, many
of whom have long

tenures & are
accustomed to the

old system.

2. Lack of
perceived benefits
in switching to
Jupiter adds to the
problem.




Interviews:

1. Feedback collected
from sales managers

2. Concerns highlighted

on underutilization of

Jupiter and insufficient
training.

Observations:

1. Initial usage of Jupiter
was high (85%) but
dropped significantly to
35%

2. Above stats indicate
initial interest but
subsequent
dissatisfaction or
disengagement.

Metrics Analyzed:

1. Data points include
system downtime,
latency rate, file load
time, etc,,

2. Survey results indicate

user dissatisfaction (e.g.,
45% find the system
slow, 60% find the
process tedious), and
training anomalies




Fishbone RCA for Low Jupiter Utilization

Technology People

1.Resistance to cha
among IS

.Inefficient data transfer
between system

2. Redundant data
entry

1. Jupiter's system performanc
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2. Lack of motivationito
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. Manual entry for or
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Assume that ISRs are tech-savy at a fundamental

level & their skills can be built upon, with effective
training.

Presume that the technical issues with Jupiter
(e.g., system speed and downtime) can be resolved
or mitigated with targeted development efforts.




Phase 1: Planning & Analysis

Phase 2: Technical Development

Phase 3: Implementation and Training

Phase 4: Monitoring and Optimization

Focus on ensuring seamless data flow, user-friendly interfaces
& minimal disruption to current processes




Phase 1: Planning and Analysis

1. Requirements
Gathering/

Stakeholder

Engagement

2. Integration Scope

3. Risk Assessment

4. Resource
Allocation

- Collaborate with stakeholders from sales,

IT, operations to identify integration needs

- ldentify specific data points /processes

that need to be integrated bet. Jupiter
/Magellan.

- Define Integration scope detailing which

functionalities will be integrated & how
they will interact.

- Determine the data flow bet. systems &

establish necessary data mappings.

- ldentify potential risks associated with the

integration & develop mitigation
strategies.

- Assign a dedicated team for the

integration project, including IT
specialists, developers, project managers



Phase 2: Technical Development

5. Integration
Architecture Design

6. Development

7. Testing

- Design the integration architecture,

choosing the appropriate integration
patterns /technologies (APIs, middleware).

- Ensure the design supports real-time data

exchange and is scalable.

- Develop integration solutions based on

design, ensuring secure efficient/data
transfer.

- Implement necessary changes in both

systems to accommodate the integration.

- Conduct thorough testing : unit,

integration, & system testing, to ensure
the integration works as intended.

- Involve end-users in testing to validate

the functionality from user perspective.



Phase 3: Implementation & Training

8. Deployment

9. Learning Solution

Design
[Slide 14]

- Develop a deployment plan that

minimizes downtime and disruption.

- Execute the integration deploymentin a

controlled environment, potentially using
a phased approach.

- By following the Learning solution

design [Slide 14] & Action plan[Slide 17] ,
ABC can facilitate a smooth transition to
the integrated system

- Follow a clear cut Change Management

and Communication Plan for regular
communication, a clear outline of the
benefits of the new system & forums for
employees to ask questions/provide
feedback highlighting the
personal/organizational benefits



Phase 4: Monitoring and Optimization

- Establish monitoring tools and protocols
to ensure the integrated system operates
smoothly.

- Monitor system performance, data
integrity, and user feedback.

10. Monitoring and
Feedback

. Create channels for ISRs/Stakeholders to

11. Feedback and provide integration feedback
Improvement - Use feedback to identify areas for
improvement & implement necessary
enhancements.

- Provide ongoing support to address any
integrated system issues /questions

- Ensure there are clear procedures for
reporting and resolving issue

12. Continuous

Support




bjective: Ensure ISRs are proficient in IM Integration to enhance efficiency

1.  Conduct a comprehensive assessment to identify the

1. Learning Needs specific learning needs related to the integrated
system.
Assessment 2. Evaluate the current skill levels of the ISRs and
identify knowledge gaps.

3. Gatherinput from ISRs, sales managers, and IT staff to
tailor the training content.

1.  Develop a modular training curriculum that covers all
critical aspects of the integrated system.
2. Curriculum 2. Include introductory modules for new users and
Development advanced modules for experienced users.
3. Ensure the curriculum addresses the end-to-end
processes that ISRs will encounter in their daily tasks.

. L. 1.  Create a variety of training materials to
3. Diverse Training accommodate different learning preferences,
Materials including interactive e-learning modules, video
tutorials, step-by-step guides, and FAQs.
2. Design engaging and interactive content that
encourages active learning and retention




4. Interactive 1.  Organize interactive workshops and webinars that
Workshops and allow ISRs to explore the integrated system's features
Webinars in a guided environment.
2. Facilitate hands-on exercises and simulations that
mirror real-life scenarios, enabling ISRs to practice
and build confidence.

1. Utilize an e-learning platform where ISRs can access
training materials at their convenience, allowing for
5. E-Learning Platform self-paced learning.
2. Incorporate quizzes, assessments, and interactive
scenarios to reinforce learning and gauge progress.

1.  Encourage peer learning by setting up discussion
6. Peer Learning & forums or chat groups where ISRs can share
Support experiences, ask questions, and offer tips.
2. Establish a mentorship program where more
experienced ISRs can guide newcomers in using the
integrated system.




1.  Provide continuous support through a helpdesk or
dedicated support team to address any questions or
. issues ISRs encounter
7. 0ngoing Supportand 2  Keep the training materials up-to-date and readily
Coaching available for ISRs to reference as needed
3. Offer NLP Coaching sessions for ISRs who require
additional assistance or wish to deepen their
understanding of the system.

1.  Regularly collect feedback from ISRs on the training

8. Feedback and effectiveness and areas for improvement
Continuous 2. Use the feedback to refine the training program and
Improvement develop advanced modules or refresher courses as
needed

1.  Evaluate the training program's effectiveness through
surveys, assessments, & observing ISR performance.
9. Training Evaluation 2. Monitor key metrics related to system usage/

and Impact Assessment productivity to assess training's impact & identify areas
where additional support may be needed
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- By implementing detailed recommendations, ABC can ensure a successful
integration of Jupiter/Magellan, leading to improved efficiency, enhanced user

satisfaction, and a solid foundation for future technological advancements.
J

- By following the comprehensive integration strategy, ABC can enhance the
efficiency and effectiveness of its sales operations, reduce manual data entry,

and improve overall data accuracy and accessibility for the ISRs.
J

- By implementing the comprehensive learning solution, ABC can ensure that
ISRs are well-equipped to leverage the integrated system's capabilities,
leading to improved efficiency, better data management, and enhanced
overall performance. )y

9.LEARNING

- By following the action plan, ABC can ensure a smooth and effective
integration of the Jupiter and Magellan systems, enhancing operational

efficiency and user satisfaction. )

O.ACTION PLAL

N
- By ensuring these resources are in place, ABC can effectively implement the

learning solution, fostering a smooth transition to the integrated Jupiter and
Magellan systems and enhancing overall productivity and efficiency.

J




THANK YOU!!!



