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Why is innovation important?

A smart business is open enough to be self-critical,
and challenge current ways of working.

Truly exceptional businesses are brave enough to
try new ideas, experiment with new offers, build new
business models and value propositions to ensure
they remain successful.

By completing this workshop we believe it will help you to
think about your customer experience in a different light.

What's in the toolkit

Workshop leader guide: A helpful guide to help you run
the workshop smoothly and get the best out of your
team. It contains a checklist for setting up, including
what to purchase prior.

Workshop presentation: The primary reference point
for the workshop, it outlines and explains all exercises
and activities.

Templates: For the participants to use throughout the
workshop — print these prior.

Pre-reading articles: To help the team get into the
right frame of mind for the workshop.

The workshops

Part A: Investigation

The aim of Part A is to identify the most important
areas of your customer experience that can

be enhanced.

It will help map your customer touchpoints and find
pain points at each stage of your customer journey.

Part B: Innovation

The aim of Part B is to help you find solutions to the
pain points identified in Part A.

This workshop involves the team generating ideas.

These are then refined by the whole team and the best
innovation voted by the team should be implemented
by the business.

Disclaimer: This information has been prepared and issued by Netwealth Investments
Limited (Netwealth), ABN 85090 569 109, AFSL 230975. It contains factual information
and general financial product advice only and has been prepared without taking into
account the objectives, financial situation or needs of any individual. The information
provided is not intended to be a substitute for professional financial product advice and
you should determine its appropriateness having regard to you or your client's particular
circumstances. The relevant disclosure document should be obtained from Netwealth
and considered before deciding whether to acquire, dispose of, or to continue to hold,
an investment in any Netwealth product. While all care has been taken inthe
preparation of this document (using sources believed to be reliable and accurate), no
person, including Netwealth, or any other member of the Netwealth group of
companies, accepts responsibility for any loss suffered by any person arising from
reliance on this information.

What to do next?

1. Decide on the timings and participants. Think about
if you wish to do Part A and B on the same day or
space it out.

2. Send calendar invites for you and your team.
The more people you invite the greater the number
and diversity of ideas.

3. Decide on a workshop leader, if this is not you.
Their role is to make sure the workshop runs smoothly.

4. When selecting a workshop leader we recommend
you take into consideration the following traits.

Openness: Great workshop leaders need to be open
to the many ideas, opinions and ways of working of
their team. They need to be able to hold judgement
and be patient.

Great listeners: He or she must be able to actively
listen, to and remember the many different
perspectives in the room. They will need to repeat,
sum up, or respond directly to what a speaker said
to ensure the speaker's meaning was correctly
understood by the group.

Tact: Sometimes the workshop leader must take
uncomfortable actions or say awkward things for
the good of the group. The ability to do so carefully
and diplomatically is critical.

Sensitivity: Innovation workshops can be
uncomfortable for many. The workshop leader
needs to engender the trust and respect of the
room quickly to build an atmosphere of bravery,
broad-mindedness and collaboration.

Resourcefulness: A great workshop leader needs
to be able to think on their feet and flex the activity
based on the feeling in the room. They need

to be able to re-frame an activity to help drive
understanding and engagement.

A sense of humour: As in most human endeavours,
even the most serious, a workshop leader’s
appreciation of life's ironies, ability to laugh at
themselves, and to share the laughter of others
enhances the experience for everyone.

5. Send the workshop leader the Workshop leader
guide to read 7 days before the workshop. There may
be things the workshop leader needs to purchase.

6. Send pre-reading to the team at least 3 days before
the workshop.

7. Start the workshop and begin innovating!




