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Please Read

About This Presentation

This presentation is provided as a draft example of one way in which you may choose to present similar
information. The data contained herein is generic and not representative of any particular organization. If
you wish to use a similar format or content, feel free, but please drop me a note (via
www.lichtenwalner.net/contact ) so | know the example was useful.

Thank you,

- Benjamin Lichtenwalner
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Technology

Mission Statement

The Technology Department provides leadership towards the innovation, implementation and advancement
of (our c 0 mp a ntgchnelggy platform. Divided into three main areas: infrastructure, development and
project management, we are dedicated to the delivery of technology solutions that advance the tactical and
strategic objectives of (our company) at both the enterprise and functional levels via a reliable, modular
infrastructure and customer-centric technical support.
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AGENDA
TIME

TOPIC

11:00

12:30

1:00

2:00

2:30

3:30

3:45

4:30

5:00

(90 Minutes)
(30 Minutes)
(60 Minutes)
(30 Minutes)
(60 Minutes)
(15 Minutes)
(45 Minutes)

(30 Minutes)

Scavenger Hunt Exercise

Lunch / Introduction to Afternoon
Company Values Exercise
Technology Update

Organization Wide Update
BREAK

Working Session

Recognition

Have a Great Weekend!

© 2007



Introduction to the Afternoon

Company Values Tech Update Organization Update Workgroup Recognition

Plan for the Afternoon: This afternoon is a chance for the us to meet together as a team to review, discuss
and align ourselves on a number of topics. The afternoon is intended to be very interactive. We want to get
feedback from all of you and insight into the challenges we may face. Therefore, please speak up with any
questions you may have. If we ' moteable to address specific questions on-site given our time constraints, we
will capture them for follow up discussion in Development, Infrastructure or other future team meetings.

Logistics
1. We are aiming for a 5:00 PM (or earlier) completion
2. Restrooms are |l ocatedeé

Basic Ground Rules for Discussion

1. Speak up!

2 No question is a bad question

3 Be respectful to others

4. Maintain a solutions-oriented approach
5 Remember, we succeed or fail as a team
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Company Values Session

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Company Values: Our company values form the foundation of how we work at (our company). Yet sometimes
they may seem in conflict to one another or difficult to follow in our daily activities. Today we want to take a step
back and review (our values), generate discussion around any concerns or confusion and hopefully provide
some clarity and ideas for how we can all ensure (our values) are pursued in our roles.

Company Value 1: Description of company value 1.

Company Value 2: Description of company value 2.

Company Value 3: Description of company value 3.

Company Value 4: Description of company value 4.
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Lunch Company Values Tech Update Organization Update Workgroup Recognition

Technology Team Update
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Technology Update Overview

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Technology Update: There has been a tremendous amount of change across the organization and within the
Technology team in past 6 months to a year. The following is a chance to briefly capture what we have
achieved in this time, opportunities for improvement and the challenges we face ahead. Therefore, we will
briefly review highlights from our December 200X update as a lead in to a discussion around our 200Y strategic
initiatives and our operational status. Then we will look at the 200Z strategic initiatives and briefly reflect on
how all these pieces from the 200X strategic initiatives and staffing to our 200Z high level plans fit together.

Topics Will Include:

1. December Update Highlights

2 200Y Strategic Initiatives Update
3 Operational Status Overview

4. 200Z Strategic Initiatives

5 Tying it All Together
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Lunch Company Values Tech Update Organization Update Workgroup Recognition

Tech Update: December Update Highlights
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Tech Update: December Update Highlights

Lunch Company Values Tech Update Organization Update Workgroup Recognition

200X Strategic Initiatives: In 200X we introduced 4 Strategic Initiatives. Each Strategic Initiative was
supported by a number of projects. Every project completed was aligned with one of these initiatives as
highlights below emphasize. In December we reviewed the status of most major projects and our plans for
completion.

1. Position Tech Team For Growth
A Increased staffing by 5 FTEs

A Restructured team for clarity of roles and specializations

2. Position Organization for Growth

A Primary Application Enhancements for FY0Y
A  Sales Application Enhancements for FY0Y

A Regional System Database Introduced

A Back Office Applications Enhanced

3. Stabilize Technology Infrastructure

A Replaced:
A Data Storage
A Blackberry Services

A Upgraded Exchange

A Network Overhauled

A Upgraded Field Office Bandwidth

A Replaced 50% of Field Office Servers

4. Provide Excellent Customer Service
A Began Professional Development course for every FTE staff

A Initiated formalized SLA with Organization
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Tech Update: December Update Highlights

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Support Tickets: In 200X, Tech Support tickets remained the bulk of inquiries from Technology. In addition,
the comparison of Entering (New Hire) and Exiting tickets exemplified the growth in technology needs for the
company — especially surrounding operational infrastructure.

1200
1000
B TechSuppoart
mTecy | 30
H Techlraining 600
O TechCther
M Entering 400
Bl Bdting
B Aydications | 200

W May
H Jue

H Juy

O Augst

W Septerrber
W Qctober
B Novermber

August was a peak time, as (cyclical sales staff) began traveling during the month. However, overall, the
support volume generally continued to grow throughout the year until November. Although September volumes
seemed low, the chart does not reflect Entering queries which comprised a large volume in that month.
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Tech Update: December Update Highlights

Tech Update Organization Update

Lunch

Company Values

Workgroup

Recognition

Staffing: In December we also introduced the plan for increased staffing, though we were confident the overall
structure would persist in a similar manner. At the same time, we introduced the first Managing Director role as
a technical leader within the Development team. We also planned to foster strategic relationships with
contractors and consultants where FTE staff were not available or workloads exceeded capacity.

OPERATIONS

Technical Support

Specialist,
Technical Support

System Administration

Specialist,
Technical Support

Director, Systems
Administration

Manager,
Technical Support

Director, Systems
Administration

Manager,
Technical Support

VP, Technology
Infrastructure &
Support

SOFTWARE
DEVELOPMENT

To Be Hired
Web
Developer

To Be Hired
Software
Developer

| | Director Systems |

& Software
Development

| | Director, Systems |

& Software
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DEVELOPMENT
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To Be Hired
Database
Specialist
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Lunch Company Values Tech Update Organization Update Workgroup Recognition

Tech Update: 200Y Strategic Initiatives
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Tech Update: 200Y Strategic Initiatives

Lunch Company Values Tech Update Organization Update Workgroup Recognition

200Y Strategic Initiatives: Following on the successes of 200X, we captured our Strategic Initiatives into 4
similar categories that reflected the improvements we made and the opportunities to further enhance our
services. The projects delivered under each initiative reflect the changing requirements as the organization
progresses through a transitional year in which staff growth exceeded original expectations and Technology
deliverables adjusted to reflect the support necessary.

1. Position Tech Team For Growth

Entering 200Y, we still needed to increase staffing to scale. As we increased the number
of requisitions to scale the team appropriately with the rest of the organization, we also
recognized the necessity for improved processes. In addition, we planned for an
increased focus on Administration tool development and duplicate technology reductions.

2. Maintain Infrastructure Stability

Ensuring the continued reliability and performance of our infrastructure, we set about to
continuously maintain or enhance operational equipment. Critical projects under this
initiative include the completion of upgrades to workstations and regional bandwidth
improvements.

3. Accelerate Organizational Growth

Recognizing the critical role Technology plays in supporting the continued growth of the
organization, we plan to deliver a number of solutions that improve the effectiveness of
our staff. Projects in this category ranged from Contact Management, the Extranet and
improvements to our financial and Human Resources systems to cyclical enhancements to
Sales and Training tools.

4. Provide Excellent Customer Service

Underlying all other initiatives is the necessity of our communications and performance to
always relay a sense of excellent customer service to our customers and users. As a
result, we continue to track our feedback on support ticket surveys and user interactions.
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Tech Update: 200Y Strategic Initiatives

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Position Technology For Growth: Staffing efforts to scale the team continued from 200X into 200Y. In
addition, projects under this initiative emphasized reductions in manual processes and rework across the team.
While substantial improvements were made, the emphasis on supporting the organization for growth drew
resources from plans within this initiative. As a result, some of these projects are expected to continue into
FYOZ.

Prioritized Goals 1Q 2Q 3Q 4Q Commentary
Internal initiative targeted to realize capacity and capital
efficiencies. Some improvements have been made (such as

server consolidation) but are balanced by grow th support. The
result is a need for continued improvement

Consolidate Technologies PIPI|P

Limited improvements w ere made this year as resources w ere
Administrative Systems for Internal Apps focused on initiatives supporting organization grow th. Emphasis
w ill be placed here again in FY0Z.

Aging developer w orkstations w ere insufficient to support the
Replace Dated Developer Tools new platform for (our w eb portal solution), resulting in the need
to expedite the replacement of these systems

With the grow th of user base, increased emphasis w as placed
Deliver Improved Testing Facilities on testing facilities and systems that lacked QA environments,
such as (our contact management solution).

Legend: [C]= Completed |D]= Delayedi]= In Progress [N]J= New Project [P ]= Planned ]
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Tech Update: 200Y Strategic Initiatives

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Maintain Infrastructure Stability: 200Y has already seen the completion of several larger infrastructure
stability projects started in FYOX. In addition, there are a number of new enhancements around technology

infrastructure that will improve our stability moving forward.

Prioritized Goals 1Q 2Q 3Q 4Q Commentary

Complete Desktop Upgrades P Although stragglers remain, they constitute less than 1%.

Regional Server Upgrades (Remaining) Completed as planned.

Increase Organizational Bandwidth Remaining regions are pending office moves.

Partner with Marketing to ensure there is a continuous evolution that

Levarage New Fe e ts Investmont will incrementally increase the ROI on the new website investment

Contact Management system upgrade necessary to maintain

Sales System Upgrade viability.

Data Integration Utility Upgrade Data integration technology upgrade necessary to maintain viability.

Database infrastructure upgrade necessary to maintain viability and

Data Warehouse Infrastructure Upgrade :
leverage enhancement potential.

Legend: [C]= Completed |D |= Delayed |I]= In Progress |[N]= New Project |P |= Planned |
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Tech Update: 200Y Strategic Initiatives

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Accelerate Organizational Growth: Although many new projects (or scope growth of existing projects) and
requests have come along throughout the year to date, we responded by pulling resources from lower urgency
projects and leveraging strategic contractor relationships.

Prioritized Goals 1Q 2Q 3Q 4Q Commentary

Completed many enhancements to operational systems within these

Sales and Training Systems Cyclical Enhancements - TP
teams, while other enhancements remain in progress.

Although significant strides have been made, we need to foucs more
energies on communication strategies and clarity of expectations
within the team and across the organization.

Institutionalize Technology Project Request/Management
Process

[mplement Financial Gompliance Managemant System P c Comlpllance solution provided, more improvements necessary and
requirements are under development.
Intranet X Merged with Extranet to incude Staff Site functionality.

Proprietary database initiated outside of Tech's infrastructure is

IncorporatipgErrojectjintosiechiinirastrucgre problematic and must be absorbed into standard framework.

Implementation of organization-wide contact management system
reduced duplicate data and provided progress toward Data
Warehouse. However, resources were allocated to higher priority
projects and more effort is necessary in FY0Z.

The necessity for significantly improved contact management
services that support staff growth resulted in a rapid implmentation
plan. Approximately 60% of organization included. Effort will
continue into FYOZ.

Legend: [C]= Completed |D|= Delayed |I]= In Progress |N]= New Project |P |= Planned |

Central Data Warehouse / Consolidated Data Mgmnt

Relationship (Contact) Management System
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Tech Update: 200Y Strategic Initiatives

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Accelerate Organizational Growth: Continued from Previous Slide.

Prioritized Goals

Extranet Replacement

1Q 2Q 3Q 4Q Commentary

Although tremendous progress was achieved, substantial scope
growth and increased complexity have this project now targeting Q2
FYO0Z.

Web Reporting Upgrade

Enhanced reporting features for the public website.

Training and Sales Team Time & Attendance Processing

To support organizational growth and strengthen compliance, sales
and training staff now implemented in time tracking and reporting
solution.

(Spin-Off Organization) Website

Implementation of public website in support of department spun off
into separate entity.

Data Warehouse Revisions For Improved Data and
Reporting

Data infrastructure changes necessary to support new
categorizations of contacts that increases clarity and reporting.

Travel Management System

Necessary to improve tracking, reporting and processing of travel
expenses.

Web Campaign Tracking

Implementation of tracking services that to report effectiveness of
online (Facebook) campaings

Legend: [C]= Completed |D |= Delayed |I]= In Progress |[N]= New Project |P |= Planned |
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Tech Update: 200Y Strategic Initiatives

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Provide Excellent Customer Service: Last but certainly not least, incorporated within all we do is the strategic
initiative to continuously Provide Excellent Customer Service.

Prioritized Goals 1Q 2Q 3Q 4Q Commentary

Ongoing efforts with quarterly performance reports and constant

Improved Engagement, Resolution Times, Training, and

Recumiito s analysis of Helpdesk Response surveys which continue to average

6.7/7.0

Legend: [C]= Completed [D]= Delayed Ji]= In Progress [N]= New Project [P |= Planned |
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Lunch Company Values Tech Update Organization Update Workgroup Recognition

Tech Update: Operational Status
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Tech Update: Operational Status

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Current Environment: With the rapid expansion of our staff, we have kept pace and seen some noteworthy
expansion in our operational metrics as we now encompass 30 regional offices, 900 users, and over 1,500
workstations.

Connectivity: All available offices (not relocating) now on T1 connection
Staff Supported: Nearly 900 FTEs and about 65 PTEs including Institute
Workstations Supported: Estimated 1,500 workstations supported total
Email Volume: 400,000 / monthly = 4,800,000 annually

Data Storage: 3 terabytes
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Tech Update: Operational Status

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Operational Achievements: Our company is broadening throughout the country and Technology Operations
has been keeping the pace through server rollouts, workstation upgrades and technical support.

Remote Office Servers:

A Grew from 20 to 30 between April 200X and April 200Y

A Original 20 replaced to support growth an estimated 3 years

Virus Prevention:

A Anti-virus and Windows Updates standardized with automated updates

A In the past month, 550 of 800,000 incoming email messages had viruses

A All were caught and quarantined

Spam Prevention:

A Monthly an estimated 95,000 Spam messages (out of 400k) are quarantined
Firewall Blocks:

A Approximately 8,000 to 12,000 total attacks per day from external offenders
A Majority are IP spoofs that were dropped.

A Second most common attack is IPSEC Relay.
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Tech Update: Operational Status

Lunch Company Values Tech Update Organization Update Workgroup Recognition
Current Support Volume: This graph shows the rate of tickets that entered the Tech Support queue and the
number resolved. Of the 12,000 tickets that came in from 10/0X to 8/0Y, 10% are Full-time entering requests
and 2% were exiting.

16800
H Qctober
1400 -
B Noverrber
1200 - [ Decermber
1000 — )
E February
s O] March
= W Axil
B May
2 B Jue
W O July
[ August
O 4

Ticketsin TicketsQut
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Tech Update: Operational Status

Tech Update Organization Update

Lunch

Company Values

Workgroup

Recognition

Current Staffing: As the organization recognized the need for additional staff to achieve our 5 year growth
goals, we also became aware of increasing technology requests and needs to support the increased capacity.
As a result, additional requisitions were created. However, filling open requisitions remains one of our greatest
challenges and strategic partnerships are leveraged to execute our plans wherever possible..

Contract Support
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Lunch Company Values Tech Update Organization Update Workgroup Recognition

Tech Update: 200Z Strategic Initiatives
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Tech Update: 200Z Strategic Initiatives

Lunch

Company Values Tech Update Organization Update Workgroup Recognition

200Z Strategic Initiatives: As teams across our company actively refine their 200Z Strategic Initiatives and
project plans, Te ¢ h n o |plarg ill @djust. However, our plans for 200Z include the following strategic
initiatives based on needs of the organization and our status entering Q4 FY200Y:

Deliver Continuous Improvement of Technology Services

Leveraging the enhancements of 200X and 200Y, we will seek to continuously improve our operational
services through proper change management, specialized staff and proactive system maintenance. From a
systems development perspective, we will emphasize attention on administrative tools and enhanced
reporting solutions while continuing to provide cyclical enhancements to our most critical services.

Build Strategic Value Through Technology Platforms

Organization-wide solutions such as (our web-based portal), Contact Management and workflow
improvements will be delivered and enhanced to provide greater strategic value for the organization. In
addition, we will continue to centralize disparate and disconnected applications and information stores, such
as dashboards and staff recruitment tools, to deliver greater integration, unified reporting and reduced
manual intervention for enterprise scope reporting.

Deliver Solutions for Anyone, Anytime, Anywhere

As the company expands our scale and geographical basis, we will provide all solutions with an eye on
remote connectivity, emphasizing reduced effort in locating resources while providing greater workspace
independence. Where possible, we will deliver application architectures in a distributed client / server model,
creating web-based solutions to provide greater mobility and reduce network dependency. In addition, we
will create a unified, formalized Technology training model that is a required attribute of each new technology
deployment, ensuring consistent knowledge and resource access across the organization while reducing
time for new staff to acclimate to our technology environment.

Enhance Technology Accountability

We will initiate and conduct regular internal security audits to ensure continuity of services and environment
performance and reliability. We will also initiate and conduct a disaster recovery test, according to
guidelines and expectations set by the executive committee to prove restoration of services at ascertained
level of disaster interruption In addition, we will develop, maintain and advance thorough testing solutions
that compliment the existing load testing environment to ensure custom application consistent performance
and reliability. Finally, we will deliver on increased Service Level Agreement and Scored Card performance
as expected by Organizational Leadership
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Lunch Company Values Tech Update Organization Update Workgroup Recognition

Tech Update: Tying it All Together
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Tech Update: Tying it All Together

Lunch Company Values
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scale.

Staffing Plans: As we moved from 200X to 200Y, the emphasis was on creating a team structure to deliver the
necessary specialization and focus of staff while creating a platform upon which to build a dynamic team to
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Tech Update: Tying it All Together

Lunch
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contractors.

Staffing Plans:

In 200Y, we created a number of positions to scale the team to an effective level.
continue to face challenges in filling several positions, we leverage strategic relationships with key partners and

As we
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Tech Update: Tying it All Together

Tech Update Organization Update
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Staffing Plans: In 200Z, we will look to have all open requisitions filled, including several growth positions and
new roles including a Vice President of Project Management and a Quality Assurance specialist.
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Tech Update: Tying it All Together

Lunch Company Values

Tech Update Organization Update
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Customer Service.

Strategic Initiatives: As we moved from 200X to 200Y, the strategic initiatives remained very similar as we
focused on building upon the gains from the previous year.
initiatives that are inclusive of the previous years efforts where necessary. So in 200Z, Delivering Continuous
Improvement of Technology Services includes our continuing emphasis on Positioning the Tech Team for
Growth while Enhancing Technology Accountability includes the always present emphasis on Excellent

In 200Z, we see an expansion of the strategic

Stakeholder X

@}};32,435

‘ Stakeholder Y Stakeholder Z

£y
3,911 gﬁ 9,440

‘ Staff Technology

& 404

200X Technology Strategic Initiatives

Stakeholder X

(}3@105,195

‘ Stakeholder Y Stakeholder Z

£y
4,767 &1 0,296
‘ Staff Technology
(Now 726+) )

&

17

Position Tech Team for Growth

200Y Technology Strategic Initiatives

Stakeholder X

&140,000

‘ Stakeholder Y Stakeholder Z

B 5,000+ 12,000

‘ Staff Technology

28

Position Organization for Growth

Position Tech Team for Growth

200Z Technology Strategic Initiatives

Stabilize Technology Infrastructure

Accelerate Organizational Growth

Deliver Continuous Improvement of Technology
Services

Provide Excellent Customer Service

Maintain Infrastructure Stability

Build Strategic Value Through Technology Platforms

Provide Excellent Customer Service

Deliver Solutions for Anyone, Anytime, Anywhere

Enhance Technology Accountability
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Organizational Update
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Tech Update: Organization-Wide Update

Lunch Company Values Tech Update Organization Update Workgroup Recognition

Topics: Our CEO will join us to speak on a range of topics including updates across organization. General
content will include team member introductions, 5 year growth goals update, the role of Technology in
supporting our goals and a question and answer period, as time permits.
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Workgroup Session
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Workgroup Session

Lunch

Company Values
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Challenges and Solutions: We will break into teams of approximately 4 each and discuss some of the
greatest challenges facing us in the coming months and year. Each team is given two questions and asked to
come up with possible solutions or ways in which to tackle these challenges and present them back to the
group. We have 30 minutes to discuss the questions before we regroup to present for 15 minutes.

TEAMS QUESTIONS

Team A
Facilitator:

Team B
Facilitator:

Team C
Facilitator:

Team D
Facilitator:

Team Member 1
Team Member 2
Team Member 3
Team Member 4

Team Member 1
Team Member 2
Team Member 3
Team Member 4

Team Member 1
Team Member 2
Team Member 3
Team Member 4

Team Member 1
Team Member 2
Team Member 3
Team Member 4

All Teams:

Work / Life Balance: It seems we always have plenty
of work to do and not nearly enough time to
complete it in. What does Work / Life balance
mean to you and how do you make it work?
What suggestions would you give someone who
feels they are having difficulties personal and
professional goals?

Teams A & B:

Hiring Challenges: We have a number of open
requisitions to fill before we are appropriately
staffed with regular, full time employees. What
creative ideas do we have for finding the right
people and getting them on board?

Teams C & D:

Improving Communications within Technology: As
the team continues to grow, how do we foster
good communication between different parts of
the team?
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Award: Customer Service

One of the 200Y Initiatives is to "Provide Excellent Customer Service". We
know that when we ourselves are customers, the experience can be either
positive or negative depending on the interaction. For most of our customers,
technology is a strange entity that often crashes at the most inconvenient
moments and without warning. Because of the unsettling circumstances that
surround some technology incidents, we in Technology need to be sensitive
to the waves of emotion that can arise from a computer crisis. Anyone can
help someone with a smile, but excellent customer service is achieved not
only through managing the impressions of a bad experience into a satisfying
one, but also through finding the most efficient and logical manner to engage
with a customer.

The Customer Service Award should go to the Technology team member who
most consistently provided excellent Customer Service over the past 6
months.

A1 Winner every 6 Months, voted on by the team

And the winner o
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Award: Team Support

Another 200Y Initiative is to "Position the Technology Team for Growth".
Supporting the team to work efficiently, mentoring others to understand new
technologies, being approachable for creative ideas, and valuing the ideas of
fellow technologists are qualities that surround a person who supports a team
through change and growth. Supporting the team means supporting the

organization while also growing our skills, knowledge and capacity for the
future.

The Team Support Award should go to the Technology Team Member who

most consistently provided excellent support to the team over the past 6
months.

A1 Winner every 6 Months, voted on by the team

Ani@®st he WwWI nner IF FSrees
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Award: Company Values

We will provide a Company Values Award to an individual selected by (the
Chief Financial Officer and the Vice Presidents in Technology). The
Company Values award will go to the Technology Team Member we feel best
represented all of the Company Values of (our company) over the past year.

A1 Winner every year, chosen by (CFO and VPs of Technology)
Company Value 1
Company Value 2
Company Value 3
Company Value 4

And the winner IS



Praises for Tech

YOUORE
SIMPLY THE
BEST!!

Note: This slide originally presented the praises the team received in the past 6
MORINE 1" STSSERcRS & = 'S e[ 1 e SEON N | mat ed quot es

ﬁSlmpIy t he Best o © 2007



Discussion Documentation
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