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Documents to Review:
Document
FH Blog - printout of comment threads or online x]
FH Portal Overview E
Thank You Notes - log [x]
Minutes / Notes - team member forums [x]
Notes / Minutes - Supplier Meetings [x]
Notes / minutes - Advisory Board interactions [x]
Social Media - logs / printouts [x]
\ J
r 2
Walk-Around Questions:
Question
How does the leadership team tell you about important stuff happening at FH? E
How does the leadership team encourage you to either do your job better, make the customer's experience better, or E
improve the business?
What do senior leaders do that make you feel motivated as a team member? E
Tell me about a time when you were either personally recognized by a leader, or witnessed a team member being E
recognized for something positive - What was it for and how did it happen?
Do you know of any team members that have received a personal thank you card from one of the leaders? If so, do
you know what it was for and what kind of impact did it have on them? (If it was you that received one, tell me about E
that experience)
How often do you check out the FH Blog, or FH Portal, and what kind of information do you get from it? E
Add Walk-Around Question |
\ v,
f Observations to Make: ]
Observation
\ J
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~
Not evaluated at consensus: ||

Verify/Clarify: |A & D - Verify defined communication mechanisms with team members and key suppliers are 2-way and communicate
key decisions.

A - Verify if communication approaches from the LT with team members reinforce high performance.

| - Verify integration of CC1 - Relationships between the LT and Team members.

L - Verify defined evolution of defined communication mechanisms

A - Clarify if defined LT communication mechanisms for customers and other key partners, such as the Advisory Board,
are 2-way and leverage social media when appropriate.

D - Clarify deployment of communication across customer and partner segments.

| - Clarify integration of CC1-Relationships with customers and key partners.

\ J

e ~
Comments Affected:

Item Comment Key Theme Evaluation Factors
11 STR-3 A KD KL X! [x]
11 OFI-1 A o [t ! (X]
KTa4 A [Op [OJv [ x]
| Add Comments Affected |
\ J
r 2

Analysis Required: What questions must be answered in order to draw conclusions about the accuracy of the comments affected?

Analysis Question: |What are the main ways you communicate with your team members? Are you able to get feedback via
these mechanisms?

Evaluation Factors: A D v [

Evidence: |Documents :

Reviewed Thank you note log from LT - consistent with commentsin app.
FH Portal reinforces use of tool for communication.

Team Forum notes verify mechanisms & 2-way interactions

Interview Responses:

LT discussed tools used to talk to team members, and mentioned many in Fig 1.1-2. 2-way communication
was evident. Leaders like writing the Thank You notes and will keep that going. Team Member Forums are
a great way to connect and answer questions in a group setting because things they don't necessarily
emphasize in the emails and on the portal are brought up and can be reinforced.

Conclusions / [Verified Communication with Team Members is consistent with Fig 1.1-2, is communicating key decisions,

Impact on |is recognizing and motivating team members, and building relationships.
Comments:

2

Analysis Question: |How have your communication methods with team members, customers, suppliers, or partners changed
over time? What drove these changes?

Evaluation Factors: [ J|A []D L
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Evidence:

Conclusions /
Impact on
Comments:

Interviews:

The meeting with LT discussed changes in how they communicate with the different groups. Many of the
changes were by listening to what the team members, partners, and customers wanted / needed. Utilizing
existing technology seems to be a focus, as their team recognizes they are and should be driven in that
direction by the nature or their business.

Meetings with team members, partners, and suppliers confirmed these.

~

Verified that communication methods have evolved and are currently focused on leveraging technology to
be even more effective.

3

Analysis Question:

Evaluation Factors:

Evidence:

Conclusions /
Impact on
Comments:

How does the LT leverage social media to interact with customers or partners? Do these methods allow for
2-way communication?

Xa Ko Kt [
Documents:

Reviewed FH Blog, FH Portal, HowlLookBook and Witter feeds - interactions are tracked and 2-way
communication is evident with team members, suppliers, partners, and customers.

Interview Meetings:

See comments on evolving communication methods. Social Media is become more widely utilized and
relevant.

Clarified that social media is an effective tool for communication with all groups. The Advisory Board and
customers are interacting with the LT via 2-way discussions and posts. Also verified this occurs with team
members and suppliers.

Overarching conclusion - This information supports removing OFI-1 and supporting STR-3 with full

deployment.

4

Analysis Question:

Evaluation Factors:

Evidence:

Conclusions /
Impact on
Comments:

How does the LT use communication to help strengthen relationships with team members, suppliers,
customers, or partners?
How do relationships with these groups help improve communication?

Oa Ob X X

Interviews:

LT discussion confirmed that the mechanisms create a better relationship with all groups.

Customers / Partners - The changes in communication methods have given them more opportunities to
connect to customers and partnersin ways & at times that are convenient to them, thus building stronger
relationships.

Team Members - Communication methods are encouraging stronger customer service and reinforcing
high performance.

Suppliers - Communication methods help build stronger bonds withing the supply chain.

Team member, Supplier, Partner, and Customer discussions confirmed relationships are strengthening via
communication, especially with new convenient methods.

Verified and clarified that relationships are strengthened via communication, and better relationships
encourage more open communication, which has a flywheel effect.

Supports removing OFI-1 and including as part of the STR-3 & Key Theme a4.

Y

d
Al
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Analysis Question: |How do communication methods encourage team members to perform at high levels? How do they
reinforce doing things better for the customer?

Evaluation Factors: A [p [t |

Evidence: |Documents:

Reviewed All Team Forum notes
Reviewed Thank You note logs
Reviewed FH Blog

Interview Meetings:

LT - Leaders believe they are encouraging team members to delight customers - always via forums and
thank you notes for customer-focused actions. These methods are also reinforcing high performance and
improving business results.

Team Members - They believe that the LT are helping them connect the dots between actions and
outcomes via thank you cards and recognition in the forums. They also believe this makes them want to
do things better. Recognition is important to team members and communication mechanisms help.

Conclusions / |Verified that these mechanisms and approaches reinforce high performance. Supports STR-3
Impact on

Comments:
. 7

Add Analysis Question

Information Needed: What information will be needed through interviews, document review, observations, and walk-arounds in order to verify/clarify?

Interviews:
Leadership Team
Advisory Board
Frontline team members
\ J
r 2

Questions to Ask:
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=
Name or Group: |Leadership Team E

Questions

How do communication methods encourage team members to perform at high levels? How do they reinforce doing
things better for the customer?

What are the main ways you communicate with your team members? Are you able to get feedback via these
mechanisms?

How have your communication methods with team members, customers, suppliers, or partners changed over time?
What drove these changes?

How does the LT leverage social media to interact with customers or partners? Do these methods allow for 2-way
communication?

BRI

How does the LT use communication to help strengthen relationships with team members, suppliers, customers, or

B

partners? How do relationships with these groups help improve communication?
Add Question to Ask

<
Name or Group: |Advisory Board E

Questions

How do you interact with the FH Leadership Team?

Does the LT connect with you via social media? If so, how does that work?

How do you know about important changes (or key decisions) happening at FH?

What are some of the ways the leaders of FH build a relationship with you as the Advisory Board? How does
communication affect that relationship?

Have the ways that leaders at FH interact with you changed over time, and if so, how?

ERENEHENE

Add Question to Ask

N
Name or Group: |Frontline team members EI

Questions

How do the senior leaders of FH communicate with you?

Do communication methods encourage you to do things differently at work,? If so, how?

When interacting with senior leaders, do they talk about making things better for the customer? If so, how?

ENEREHE

Have the ways that leaders at FH interact with you changed over time, and if so, how?

Add Question to Ask

Name or Group:

Questions

Add Question to Ask

X]

IA

Add Interview
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