USAA

Enablement Alighment

Background:

Enablement teams lack an understanding of the methods and process of other
enablement teams, which leads to:

1. Team not bringing in relevant cross-functional work when needed.
Partners in business, IT and design are unaware of the full capabilities of
Enablement or how we work together, so

3. Theyare unable to receive the full benefit of our expertise.
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USAA

Enablement Alighment

Desired Outcomes: My Role:

e Lead Research
An easy-to-use <deliverable> that allows

e Facilitate co-design
partners across USAA to learn and

access the offerings each Enablement team has Sessions
for various stages of the design process. e Design & facilitate
workshops

and . )

e Visualize and
Ecosystem and Framework to inform the communicate
Enablement Intake process.

P e Manage stakeholders g%
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Enablement Alignment Project Roadmap
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VALIDATE + TEST MVP

- Teei Use MVP to test and validate research
findings and begin iterative
e e development of next generation
= Z = solution.

GENERATE CONCEPTS

Define how we deliver value and

Aligned on project goals and stakeholders » Extract themes and insights based on patterns generate new concepts that map to an
Facilitated mappi " ; i ; : : ideal state of the experience.

pping session (all but DLS, Quality) to align on a Develop current state journey and refine our understanding of
process map, define program milestones the experience with new data

Coordinated with other Enablement teams to draft and map Prioritize pain points and define areas of opportunity
value statements Develop MVP solution for testing COORDINATE WITH PRODUCT TEAMS

Facilitated mapping sessions with DLS, Quality to complete Share MVP during August Demo Day

process mapping across all teams
Mapped published content against design process phases
Conducting interviews + surveys with product teams

Ideate with owners of adjacent and impacted
teams to gain perspective on opportunity
areas.

EVOLVE EXPERIENCE ROADMAP

CROSS ENABLEMENT PROCESS MAP CURRENT STATE JOURNEY(S) Prioritize validated concepts and define their
CROSS ENABLEMENT CONTENT MAP QUALITATIVE INSIGHTS + measurements of success.
CROSS ENABLEMENT VALUE SUPPORTING DATA

STATEMENTS OPPORTUNITIES FOR IMPROVEMENT
CROSS ENABLEMENT RESEARCH PLAN MVP



Understanding
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Understanding

Identify Game Changers ‘

| How might we effectively direct design teams to the appropriate enablement team
based on problem and desired outcome?
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How might we define what we do and best communicate our value?
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Empathize - Research and Prioritize

Interviewed 23 designers, producers and g | oz o
directors to understand their previous
experiences engaging with enablement e | ot

uuuuuuu [sight” and our partners receive insight directly from experts.

‘oard with partners.

and their perception of what enablement R I

vere but never done one.”

aaaaaaaa

offers.

eing
e e

Led a small group of stakeholders made
up of diverse member of enablement
teams in a low-lift synthesis.

Document and share findings with all
enablement team members.
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Facilitate mapping and prioritizing

Through Journey Mapping our stakeholders realized that one of the biggest
differentiators is whether or not there is an existing relationship with a
member of an enablement team.
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Storyboard

Reiko, a new designer at CDO. Is thinking about they might approach
ing her team and business partners aligned and on board f
scovery research

She truns to slack for help. The slack bot sends her to the CDO Enablement page, where she
for explores services and Iooks at the discovery phase in the framework.

Thanks for Geaching ot
B e S

Feat frue 0 look over 48
fomawors. & s W

o prepare. G o moety

. HEES F‘"""'""ilj

e |

She spent some time in the framework. but thinks she needs 1o hey
sor re customized direction

She finds the button that says "Can we help you?" and clicks it T
completes simple form that outiines her problem area and timeframe.

she has an email with an appointment and some reading that
she can do in the meantime

The reading helps her feel more prepared f
has with Enablem

ve meeting that she  During the meeting the Enablement team follows a conversational
and let's her know what to expect script and adds a user story into Rally, give her the tracking number.
resources and what to expect next

Reiko is glad she was able to get the resource and help she needed
She feels Iike she was given the right tools to help her align her team
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Co-designing

JJU

Hezw [ ) —_—
IE-—-;.:J_ o |
S |7=..g-**f \ = = EEE
* =
sw= =\
Enablement Team o
= & === ®
= s | O B i
= — = = : = l ki) -:-:_l Si=
ey | jem—— ‘ _.‘ ‘7*— l'e T _,"\L =
[ = =

Why Not Both ?
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USAA Project Phases
Method
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Customer Stories - Q4 ~ ¢

List

Board

Timeline  Calendar  Progress

Add cover image

D) % O Setstatus

Forms

Customer Stories - Q4

Customer Stories content that the Team will deliver for the last

quarter of the year

Name *

Email address *

what type of request is this?
OJ Content

() Design

s Content

More...

OBBB: i) Qe O

2 Viewform & Copy link

Questions Settings

Task settings

Select a field for task titles
Bl A rommome

Default assignee
{ Assignee
A Blake Pham

@ Copy all answers to the description

Form settings

Confirmation message

E Show a button to "Add another
submission”

USAA Project Phases

Design Phases

Methods

Deliverables & Artifacts
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