workfront

WELCOME!

We’ll get started shortly.

Virtual User Group:
Onboarding & Adoption x e

muted.

]
Best Practices
if possible.
Tuesday, July 21, 2020 — Use the chat function
:“Q if you have any
questions.
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Today’s Host

Mike Plunkett

Sr. Customer Success Manager
Workfront

workfront



Agenda

11:00 a.m.

11:10 a.m.

11:40 a.m.

12:25 p.m.

12:30 p.m.

Welcome and Agenda

Onboarding & Adoption Best Practices
Erica Foisy, Integrate

Group Discussion

Wrap-up Next Steps

Event Ends




Onboarding &
Adoption User
Group
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SESSION SPEAKER

Erica Foisy

Senior Customer Operations Manager
Workfront Admin
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We are Integrate. For the past ten years, we’ve been working closely with B2B marketers to solve the
inefficiencies and challenges with connected marketing solutions and innovative technologies.

As a result, we can generate more than $1 trillion in pipeline for our customers, every year.

o Integrate Demand Cloud

Where Business Starts

INTEGRATED DEMAND GENERATION

7% ABM {5 Lead Gen 5""-( Content A‘.'A Event Lead -=— Lead Webinar == Social
W# Advertising <A~ Marketplace “,¢ Syndicati Yo' M ==~ Forms Integrations = Integrations

A

CLEAN, COMPLIANT AND INTELLIGENT DATA

F9 :
%.. 2 Data Acceleration Platform
ws

Compliance Validation Insights Profiles Standardization Enrichment

SALES SYSTEMS

MA CRM CDP

® I NTEG RATE Where Business Starts © 2020 Integrate, Inc. 10



Life Before Workfront
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‘INTEGRATE—WORKFRONTIMPLEMENTATION

Requirement Gathering

Offshore Partners

+ Task Management
Time Tracking
Queue Management

Team Size: 18

Executives

Resource Management
* Account/Customer Management
Services Tracking

I N T EG RATE Where Business Starts

Technical Account
Manager

Workload Visibility
Time Tracking

Team Size: 2

Campaign Services
(Professions Services)

Contract Management
Time Tracking/Resource Management
Queue Management

Team Size: 35

Customer Success
Manager

+ Time Tracking/Resource
Management

« Customer Visibility
Team Size: 13

Customer Onboarding

+ Contract Management/Visibility
+ Time Tracking/Resource Management

Team Size: 6

© 2020 Integrate, Inc. 12
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INTEGRATE WORKFRONT MPLEMENTAT ON

Requirement Gathering

Executives v Professional Services
Professional Services v Customer Onboarding
Offshore Team

Technical Account Manager

Customer Onboarding

Customer Success Managers

® I NTEG RATE Where Business Starts

AN

Professional Services
Offshore Team

AN N N N N

Executives

Professional Services
Technical Account Manager
Customer Onboarding
Customer Success Managers

© 2020 Integrate, Inc. 13




INTEGRATE -~ WORKFRONT IMPLEMENTATION

Integrate users can have option to select:
(this includes both Phase 1 and Phase 2 items. Items in Blue are for Phase 1)

Where do you start?

4. Send task to Integrate Specialist Team (Internal)

V P | ann | n g 5. Send task to Integrate Digital Team (Internal)

H Priority Descriptions:
V Team Slze * None = Request in planning stages/ongoing, no due date

e Low = Recurring request/request due in greater than 5 business days
e Normal = Recurring request/request due within 5 business days

e High = Due within two business days, end date cannot be adjusted
V Team NeedS e Urgent = Due within 24 hours, end date cannot be adjusted
. . OFFSHORE TASK FLOW:
v/ Business Impact/Benefit
Integrate
submits
task

Integrate gets notified of any changes to status/task

e Integrate will need access to see the offshore team's queue

b I NTEGRATE Where Business Starts © 2020 Integrate, Inc. 14




Start with the end - what
reporting do your teams need?

Build FOR End Users
Get Feedback

Document
process/decisions/feedback

Include all parties
* Needs vs. Wants

® I NTEG RATE Where Business Starts

 Thinsg we are trying to achieve:

Determine if codeshasks/project configurations that we have
outined work for all delivery teams

Determine if all the reporting makes sense (by product, by project,
by customer, by task)

In addition to project-based tasks, can teams also easily account for
recurring tasks (non-customer related work)

s it easy to adjustaddichange based on unexpected needs

Feedback Date

11/13/19

11/13/19

11/13/19

11/13/19

12/2/19

12/2/19

12/2/19

12/4/19

12/5/19

Your Name

What role s the feedback
coming from?
[ =

)=

Feedback/Issues/Learning Moment

1 (as the CSM) should not see all the subtasks related to internal
optimizations. Those are solely managed by the campaign
managers.

It gets confusing to mix our CSM and CM tasks into one view on
the project; Proposed solution would be to have the CSM submit
a request and the Internal Advertising Team creates the
project/or adds the task to the existing project (10)

on the marketplace side- who assigns tasks to a CM?

For joint Integrate Advertising and Marketplace 10's- do we
share a project or separate?

If an RFP needs to be requested, the account name does not
exist in WF since they are not a customer yet. How do we track
this?

Doesn't appear we are able to bulk download attachments in
the "Documents" tal
When completing a task, we have found it beneficial to write an
update tagging the requester and our internal team so that
everyone is notified
What should we do with a single task that applies to multiple
SOH's/same client? For example-2 client wants to make a
change across all active campaigns/all contracts
On the Project Auburn Update call today it was decided that the process
of submitting requests/issues, and then the Internal
Advertising team wrapping those up into Projects (10's) was clunky and
left a lot of room for human error. The new proposed workflow is that
have Project Templates that consist solely of the items
they request out to Ops. When submilting a task to Ops with this
workflow, they would simply choose the task, Ioad all documents, fill out
any custom forms, due dates, etc and MOVE the task to the correlating
Ops Project. This allows the 1o only se the tasks that are
applicable to them/allows them to quickly assign out the appropriate

Erica Feedback

11/14 - lets talk this through.. a lttle confused on what this

means/how this

jould be setup

11/14 - are you suggesting that all tasks are sent to you (internal team)|
from the CSM and your team converts that request into a project?
11/14 - CMis are the one assigning the tasks.. the CSM does not own
CMs sometimes do the work, and sometimes send

any of this process
the work to the internal specliast team and sometimes to Lister, but

11/14 - excellent question. Might need to brainstorm this

1. Leave the current lookup field for Account Name and add an option
that says “RFP - See Details”

2. Ifthey select RFP from the drop down - allow an additional field to
show “RFP Account Name” and it will be open text

3. Ifit turns into a real customer, you will be able to change the “RFP -]
See Details” to the actual account name once its added to WF

4. Ifit doesn't turn into a real customer, you willsill have an account|
name field to show for reporting

This has been resolved.. There is a download all button




ONT MPLEMENTAT ON

Training and Roll Out

“ustomer Operations

Workfront Knowledge

PUGS

Rolled out in Phases
* Task Queue
« Project from Templates
« Time Tracking

The PUGS (Power User Group) consists of front-line team members
from OCMs, CMs, CS and other support functions to grow our overall
knowledge base of Workfront, increase our internal support network,
and provide direct user feedback to CS Operations.

User Guide

Responsibilities (~2-4 hr/month)

needs.
« Provide peer-to-peer guidance how to use Workfront
* Submit User Support Requests on behalf of peers

Knowledge Base

« Distribute and cascade information or communications

« Volunteer to testing/feedback of product enhancements

Off' v d you want to be co
ice Hours + Gai ekt
« Enhance your leadership skils as a trusted advocate for your team

« Help shape product enhancements

Interested in becoming a PUG?
Enter your name here

PUGS

« Develop more Subject Matter Experts to support peer groups with basic questions
« Improve direct communication with trusted team members to cascade key information
« Increase first-hand user testing of updates and enhancements prior to release

« Attend monthly 1 hour meeting to discuss key issues, enhancement schedule and communication

Who do | go to for questions?

* General Questions on Workfront Issues inside Workfront regarding setup, view,

Projects something is not working as expected

* Questions on Time Tracking My view is not correct/not seeing something | should

® I NTEG RATE Where Business Starts

+ Feedback/Process Improvements Product related questions/issues

Questions should be sent in the Slack Channel #Workfront Issues/Admin Questions should

Please be as descriptive as possible
This helps any of out PUGS help answer but also allows and provide screenshots where necessary. The more
other users to leamn incase they have similar questions. If descriptive you are, the quicker the issue can be

resolved.

you do not see the slack channel, let myself or any of the
PUGS know.
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WORKFRONT IMPLEMENTAT ON

Knowledge Base

&%

Customer Operations

Overview

{3 Space Settings

SPACE SHORTCUTS

-+ Add shortcut

PAGES

PSO Enrichment

<

Workfront Knowledge Base
+ Did You Know

How To's

PUGS

Campaign Services

Onboarding Team

Customer Success Managers

> Knowledge Base

B Archived pages BeTA

Customer Operations

Workfront Knowledge Base

Welcome to the Workfront Knowledge Base. You will find general Workfront knowledge below, along with

links to your teams Workfront page, how to, and did you know tips

% Click here to see tutorials on some "Did You Know" facts
B Click here to see tutorial on some easy "How To" tips

) PUGS (Power User Group)

Campalgn Services - Workfront Team Pagc
Customer Success Managers - Workfront Team Page

Onboarding Team - Workfront Team Page

Workfront Vocabulary

Term Definition

7% I NTEG RATE Where Business Starts

Customer Operations Workfront Knowledge Base

Did You Know

Workfront has many functions and capabilities. Browse this page for some “did you know” facts and tips.

Have a fun tip that you think others would benefit from? Share it here.

Browse Did you Know Topics:

« You can “Favorite” items in Workfront
» Workfront has an outlook plugin
« You can reduce your view in the “updates” tab

* You can customize your email notification settings
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User Guide

"D INTEGRATE where

V1.0 - February 2020

Workfront User Guide

Table of Contents

BASIC NAVIGATION

VOCABULARY

CAMPAIGN MANAGER/OCM VIEW

CAMPAIGN SPECIALIST VIEW

CREATING A PROJECT

WHEN DO | CREATE A PROJECT?

HOW DO | CREATE A PROJECT?

VIEWING AND SETTING THE PROJECT UP

HOW DO | MAKE THE PROJECT SMALLER? THERE ARE A LOT OF LINE ITEMS.
WHAT IF | NEED TO ASSIGN A TASK AND IT DOESN'T EXIST?

CAN | DELETE TASKS FROM MY PROJECT?.

| DELETED TASKS BY MISTAKE, HOW CAN | ADD THEM BACK IN?

WHAT IF THE TASK THAT | DELETED HAD INFORMATION/DOCUMENTS/HOURS TIED TO IT?.....
ASSIGNING A TASK

WHAT ARE THE DIFFERENT TEAMS IN WORKFRONT?

A TASK TO MYSELF,

SENDING A REQUEST

WHEN DO | SEND A REQUEST VS ATASK?

How DO | SEND A REQUEST?

CAMPAIGN SPECIALISTS - CLAIMING A TASK

UPDATING THE TASK/REQUEST.

| STARTED TO WORK ON MY TASK/REQUEST, HOW DO | UPDATE THiIS?.

Workfront User Guide

Assigning a Task

(D INTEGRATE

1. Toassign a task, click on the task name. There is a description for each task to help you identify
the purpose of the task.
Note: Parent Task should not be assigned. Parent tasks are shown in bold and have a note

in the description outlining that the task is a parent task.

2. Once you open a task, you will update the Overview and the Custom Form. Every task has a
Custom Form that MUST be filled out. To get started, navigate to the Task Details tab.

a. Overview: Click on “Edit Overview” and update the following fields.

fii.

Priority: Update the Priority for the
task using the P1— PS5 levels. All tasks
will default to a P4 rating.

Planned Hours: Update how long it
should take for the assigned user to
complete the task. You can enter either
the decimal version of 1 hour or you
can type it in minutes and Workfront
will convert it for you.

Planned Completion Date: Update this
date and time to the date that the task
is due. Be sure that you are updating
the time as well
If the task is recurring, this date
should be the date that the task
should no longer be completed.

Click Save

PRO TIP: If the planned completion
date is grayed out, change the “Task
Constraint” to “Must Finish On”.

Campalgn Setup Tavks - Lot Creation

Most il out CUSTOM FORM b

for crasng ary kind

05 Hours

"

Plarred Completon Dute

203720 6:00 P
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INTEGRATE - WORKFRONT ADOPTION

User Adoption

Workfront

Time tracking and task management are critical components to Operational Excellence

v State the goal of using
Workfront o Task Roumes

Management Management iEime Tracking

Time Tracking

Why is it important? Why does it matter to me?
v Remind the users what

they will get out of it

Operational Excellence Customer Offerings Product Improvement

Having an overview of where our Tracking time spent on customer Time tracking helps provide context
teams are spending time will tasks help us analyze cost for to the product/engineer teams where
help leadership to make decisions services and exposes areas where enhancements can be made to
about what to prioritize regarding to we could be offering additional improve product features/decrease
process improvements services at a cost manual work

D INTEGRATE winere susiness strts
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INTEGRATE - WORKFRONT ADOPTION

User Adoption

ont Pulse Check

Creating Project from
Templates

Hi Erica, when you submit this form, the owner will be able to see your name and email address.

* Required
Assigning Tasks from
within a Project

1. What team are you on? *

Filling out the Custom
_) Integrate Advertising Forms (including the

: Additional Task Details)
(O Operational Campaign Manager

2 » Updates T
() Campaign Manager Using the Updates Tab

Assigning work from
the Request Tab

(O Campaign Specialist

(O Management (Manager, Director, VP)
Changing the
Task/Request Status

Time Tracking on the
Task/Request

~

. From your perspective, did you feel supported during the launch of Workfront? *

did not feel supported during the | felt supported and comfortable as]

Time Tracking using the
Timesheet

rollout questions or for help

Updating Task Details
{including new due
date, priority,
instructions)

Re-Opening a Task after
it has been
closed/Completed

Completing a Project

How ta check when

your tasks are In
Progress or Completed

% I NTEGRATE Where Business Starts

N/A to my role

3. Please rate the below on your comfort level: *

omewhat
table but
would benefit
from more help

c

ould like more
help/training

Moderately
Comfortable

Very comfortable

4.1s there anything that has already been taught that you would like to learn more on/reviewed?

5. Have you learned anything or are you doing anything that others would benefit from learning?

Enter your answer

6. What would you like to learn more about?

Enter your answer

7.1s there anything else that you would like to share?




INTEGRATE - WORKFRONT

Newsletters/Personalization

v/ Celebrate small wins

v Communication and

ADOPTION

swag

February 5, 2020

Workfront SharePoint Site

We are excited to announce that we have launched Workfront for our Campaign Serv

see so many users already active

The implementation for this has been time consuming and has truly been a team effo

to extend a special thank you to everyone who helped during the implementation pro

m
~ HEDGEHOG CATALOG

v’ Involve the teams, make it fun

D INTEGRATE where usiness sars

February 20, 2020
Workfront SharePoint Site

You are al doing so great and its been amazing to see the progress and everyone start to
get comfortable in the Hedgehog Catalogue.

Next week, I will be sending out a pulse survey to see how everyone is feeling and help
identify areas where additional training can be offered. Please be on the lookout and be
ready to complete the quick pulse survey.

As a recap of your hard work, look at the number of projects you have created in the past 3
weeks!! 1 truly appreciate everyones hard work and patience s you learn this new tool. T am
confident that it wil continue to get easier and you will all be experts before you know it

’

I hope the previous winners received their swag and are enjoying them. You never know

.

when swag will be given away so continue to kick butt and ask questions.

« Congrats to the Campaign Manager team!! They were the first team to include notes
for all "Misc." time tracking entries

Shout out to for being the first person to "complete” projects!

« Shout out and congrats on your swag to _ for being proactive and
asking for a way to double check her work to ensure she has all of her custom forms filled
out. Mariana - you will be receiving a Wine stopper and Wine Aerator (HAND DELIVERED
with a smile) next week

Shout out to my two Q2 PUG volunteers, and . You will both
be receiving an Integrate shirt. There is still time to volunteer to be a Q2 PUG. Being
a PUG will help improve your Workfront knowledge/skills while getting first hand Workfront
training, new feature testing, and help shape new product features in Workfront.

Also, as an FYI - I am reviewing the time tracking hour types periodically and the first
team to have all time tracking hour types correct may or may not receive something special.
You never know when I will be checking, so help your team win that special
treat!! A few teams have been very close.




What would | have done differently?

] Hands on quickly with some example or practice work
[l There’s a lot of buttons, options, dropdowns and selections in WF that are easy to nod your head in a training and think you
understand, but until you jump in to make something you realize just how little you retained

] Kickoff with a physical overview of Workfront and examples of how people are using (so many ppl are visual)
] Different training sessions per team instead of everyone together
1 A few different sessions — spread out instead of doing everything at once

] Prioritizing the fundamentals first and then sprinkling in best practices or preferences later, there would be a
greater chance for full retention down the road

® I NTEG RATE Where Business Starts © 2020 Integrate, Inc. 23
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Do

Build processes to match business needs
Start with the end first

Develop change management plan
change champions

communication, learning modules
Reinforce Knowledge over time
celebrate small wins
did you know?
Keep the training materials digestible

Know your audience and implement based
on

P

Do Not

Underestimate user input or assume what is
best for the users

Make immediate changes without
consideration of changes to all
stakeholders/users/teams (technical and
process)

Own process problems that are best resolved
between other stakeholders

Ignore maintenance of your support
documentation and sandbox environment

Be afraid to contact Workfront Support

Be afraid to speak up with ideas

© 2020 Integrate, Inc. 24
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“Birds of a Feather”
Group Discussions

* Share the highlights of your onboarding
process. How do new users get access to
Workfront? How are they trained?




“Birds of a Feather”
Group Discussions

« How do you ensure ongoing adoption of your
users? Where are you seeing the best success,
where are your biggest challenges?
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Wrap-up and Next Steps
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workfront Searcn 2 @ e~
one | .

Home  GettingStarted  Resources ~  New Workiront Experience  Coflaboration v+  Events  Support My Experience  Call Customer Support: 844-306-4357

Welcome Workfront Customers and Partners!

Explore the tabs below to: check out our featured content to help you do
your best work, find what's popular with other users, read the latest news,

Continue the
Conversation on
Workfront One .

. . . . The Workfront Join the Community Network with Workfront
» Collaborate with others in a similar esunigeok il puionce | Ao oo gy

Leap xpierience comectons o o Workrons one Usars
. ot hn 75 sesions sk e R — Sl R ————
indust ry or de partment s o i AWt expenence s ut of bt see e Goups foryou toeam and connect
Tesoaces v v o ou e Waktons s e week
etion Totoing Vet o

* Harness the power of your peers to == =
crowdsource inspiration and solutions

Community Discussions

Product updates

« Learn about upcoming events e

‘ [ | “ 2020.2 release overview (new in Production)

2020.3 release overview (new in Preview)

S0 b What's new in Workfront Library
Workiront Library release actvity
2 Forthe Love of Pets Discover the new features in the new
Workboidly - Kristin Farwed - June 8, 2020 at 7:50 AM 10 42 @en v experience
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Virtual User Groups - Summer 2020

one.workfront.com/events

°  July 28: Advanced: API & Integrations

*  Aug 11: Creative Agencies & Marketing: Workfront Proof
*  Aug 18: Workfront in Healthcare

*  Aug 25: Change Management

Coming soon!

*  Sept 15: Agile in Marketing

34 CONFIDENTIAL
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Dive deeper into Leap!

* Over the coming weeks many of our fantastic Leap
speakers will be starting a thread on the Community
where you can ask them any questions about their
sessions.

* Visit the “All Discussions” group regularly over the coming
weeks to see that latest conversations!

workfront




Thank you.
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