
Transcript 
00:00:00 Joe 

The #ShiftShow, captains Log Episode 6 in this episode we put the Y back in why with an overview of our 

pragmatic philosophy to the modern workplace, where we must weigh the good of our many users 

against the needs of the one IT... professional. 

00:00:17 Joe 

So put on your Spock ears, step onto the bridge. 

00:00:20 Joe 

As we drive towards the 22nd century with The #ShiftShow. 

00:00:41 Dewayne 

Hey buddy, how you doing? 

00:00:43 Joe 

Hey Dewayne, I'm doing good. 

00:00:45 Dewayne 

You ready to get 

00:00:48 Dewayne 

A little less technical and a little more philosophical on today's episode. 

00:00:52 Joe 

Yeah, I think we're putting on a. 

00:00:55 Joe 

Pragmatic hat today on philosophy. 

00:00:58 Joe 

I think that's our goal. 

00:01:00 Joe 

Cover a little bit of. 

00:01:00 Joe 

Wow. 

00:01:00 Joe 

 



00:01:02 Joe 

Cover a little bit of the why we do some of these things, why it matters. 

00:01:08 Joe 

Uh, for the people that that we do this stuff for. 

00:01:11 Dewayne 

I mean, you said the you said the keyword there, why it's the? 

00:01:15 Dewayne 

It's the question that your kid asks you over and over and over again. 

00:01:19 Dewayne 

And it's the thing that I feel like we oftentimes ignore. 

00:01:24 Dewayne 

As it relates to IT project management and roll outs and implementation and stuff like that. 

00:01:29 Dewayne 

So today's episode is why, why matters? 

00:01:33 Joe 

Yeah, getting getting technology into people's hands and figuring out how. 

00:01:38 Joe 

How best to do that so? 

00:01:41 Joe 

There's a smooth transition for them when we bring something new to them. 

00:01:45 Joe 

Figuring out how to. 

00:01:47 Joe 

Make that make that easier for them, and that's kind of what we want to cover today. 

00:01:52 Dewayne 

I think maybe a good thing to do would be to kind of clarify what do you think the I mean? 

00:01:58 Dewayne 

Obviously anybody who wants to listen to our podcasts more than welcome to do so, but where do you 

think the audience would be for what are our intended conversations going to be about? 



00:02:10 Joe 

For this is going to be IT pros in a position of some change management and. 

00:02:19 Joe 

I'm trying to help their customers and users through a transition period of bringing in some new 

technology and making sure that that can be as successful as possible. 

00:02:35 Dewayne 

So implementation I think it might be a good word there for that. 

00:02:40 Dewayne 

So we are going to go through a little progression here of of why we think why matters, and I guess first 

we should start off with explaining. 

00:02:49 Dewayne 

You know what do we even mean by that? 

00:02:51 Dewayne 

And so we've been doing some different projects. 

00:02:55 Dewayne 

We talk about teams a lot, but not just teams. 

00:02:58 Dewayne 

We've been doing a lot of different things. 

00:03:00 Dewayne 

And we've kind of tried to change the way we do things, change ourselves a little bit, change our roles, 

and if, if you're you know if you're new, this is our sixth whole episode of this podcast. 

00:03:11 Dewayne 

But if you go back to our very first episode, we talked about implementing change and driving user. 

00:03:16 Dewayne 

Option and so this is kind of I would say version 2 maybe of that like a the next episode. 

00:03:23 Dewayne 

The continuation of that whole thought process and so we wanted to zero in on why it's important to 

explain to your customer why you're doing what you're doing. 

00:03:33 Dewayne 

You know we've been in this role where? 



00:03:37 Dewayne 

You know we push out new versions of things. 

00:03:39 Dewayne 

You know the latest version of Windows 10 came out, so let's push it out and but we need to kind of put 

yourself in the the seat of the users and figure out. 

00:03:48 Dewayne 

What they think about it and explain it to them in a way that they understand. 

00:03:52 Dewayne 

This is why it's important from their perspective, not just from its perspective. 

00:03:58 Joe 

And understanding. 

00:04:01 Joe 

What's going to help them when you roll out that technology is important and to get there is. 

00:04:09 Joe 

Spending time with the customer understanding the business processes they're working through. 

00:04:15 Joe 

Looking at tickets that you might get all the time and seeing where their pain points are and what is this 

new technology? 

00:04:25 Joe 

How can it help them and explain that to them in a way that makes sense? 

00:04:31 Joe 

Often we'll talk about scenarios, reasons why. 

00:04:36 Joe 

Uh, in in their business world of doing work is why this is going to be important and show them a real 

world scenario. 

00:04:44 Joe 

That's going to help them. 

00:04:46 Joe 

And and sometimes demo that and bring that to them. 

00:04:51 Dewayne 



A lot of times too this. 

00:04:54 Dewayne 

You know, this might sound like I don't know. 

00:04:56 Dewayne 

For us this was different. 

00:04:58 Dewayne 

Maybe we were just I don't know. 

00:05:00 Dewayne 

Maybe we just weren't doing it right, but for us this was different. 

00:05:03 Dewayne 

So this mentality was different and new and kind of uncomfortable in some in some ways. 

00:05:08 Dewayne 

But what we've realized is this is the long game for us. 

00:05:14 Dewayne 

And it like we are, we're playing the long game in the sense that taking these extra steps upfront and 

explaining. 

00:05:23 Dewayne 

Why we're doing what we're doing really ultimately makes it easier for us when it comes time to make 

that change, because change is not something that people are super happy about. 

00:05:34 Dewayne 

You know, there's even there's books about moving cheese and stuff, right? 

00:05:38 Dewayne 

So pretty. 

00:05:38 Dewayne 

 

00:05:38 Dewayne 

So pretty pretty. 

00:05:39 Dewayne 

Standard thing to read and in college and management and all that. 



00:05:43 Dewayne 

And you know, if they wrote a book about it, it must. 

00:05:44 Dewayne 

It must matter. 

00:05:45 Dewayne 

And and so yeah, this is the long game for it. 

00:05:50 Dewayne 

This is to make your life easier, not just your users. 

00:05:53 Dewayne 

Life easier, but make it. 

00:05:55 Dewayne 

Life easier because when you go to implement that change you'll have less. 

00:06:00 Dewayne 

Resistance. 

00:06:01 Dewayne 

Less detractors, and there always will be some, but you'll have less of them. 

00:06:06 Dewayne 

I think I mean, what do you? 

00:06:08 Dewayne 

What do you think? 

00:06:08 Dewayne 

About that I think. 

00:06:12 Joe 

Going along with that, the concept around what we're looking at is big in bringing up what are. 

00:06:17 Joe 

What are those business requirements and and finding ways to help drive these changes instead of like 

you said, like just bringing out some new technology. 

00:06:27 Joe 

What's the business decision around these? 



00:06:29 Joe 

Why is it going to help them? 

00:06:31 Joe 

Do their job better, easier. 

00:06:35 Joe 

And like you said, as far as an IT pro. 

00:06:39 Joe 

The easier for us to help them take advantage of this software, help us roll it out faster. 

00:06:46 Joe 

Help us see a quicker return. 

00:06:49 Joe 

Help smooth out the training and help us find maybe some champions along the way to help us when 

when they pick up on the the ability to. 

00:06:59 Joe 

Change their business. 

00:07:00 Joe 

You know the business around what they're doing. 

00:07:03 Joe 

And again, like you said it, what's in it for the user? 

00:07:06 Joe 

What's in it actually for us too? 

00:07:08 Joe 

And like you said, the long game. 

00:07:10 Joe 

Is, uh, instead of just dropping something on somebody's desk? Here's a new icon on their desktop, you 

know. Figure out how to use it. We can do better, and that's kind of like you said. It's been a transition 

for us to to to work towards that direction. 

00:07:28 Dewayne 

Absolutely, there's a saying that we've got on our notes here that I I don't know where it came from. 

00:07:34 Dewayne 



We were searching around. 

00:07:35 Dewayne 

I don't know who to attribute it to, but more or less it basically says business requirements should drive 

technology decisions, not the other way around. 

00:07:47 Dewayne 

We shouldn't. 

00:07:49 Dewayne 

We shouldn't implement or deploy something and then say here's the only thing that you can do with it. 

00:07:54 Dewayne 

You know they should say we want to do this thing and we should be saying, OK, what can we use in the 

technology sphere to make that happen? 

00:08:03 Dewayne 

What can we do to make your dreams come true for your business requirements? 

00:08:07 Dewayne 

And that's I don't know. 

00:08:09 Dewayne 

I mean like I said, maybe we're preaching to the choir here. 

00:08:13 Dewayne 

Maybe this is how everybody else does it, but we felt like we needed to kind of get this off of our chest. 

00:08:18 Dewayne 

I think and do some. 

00:08:20 Dewayne 

A little bit of introspection, you know, so our next bit here will be kind of like what did we do wrong? 

00:08:27 Dewayne 

Joe, like how have we been doing it and why? 

00:08:31 Dewayne 

How could we have done it better? 

00:08:33 Joe 

Uhm? 



00:08:33 Joe 

Yeah. 

00:08:33 Joe 

 

00:08:34 Joe 

Yeah, it's uh, it's fun to look inside and see what what have you done for the last last implementations of 

work and and how did those get rolled out? 

00:08:44 Joe 

And sometimes, as IT pros we we may not have been the people choosing what's happening. 

00:08:50 Joe 

We might have to try to figure out how to turn it off. 

00:08:52 Joe 

Morning. 

00:08:54 Joe 

Come and make it work, but how do you help? 

00:08:57 Joe 

Actually go beyond that is is, you know, like what we've been talking about. 

00:09:01 Joe 

How do we help actually get the users to use it and be successful with it? 

00:09:05 Joe 

You know, I think we've probably all encountered where there's just kind of been. 

00:09:11 Joe 

Somebody who says, hey, this is the new technology we're going to use and we're going to just go turn it 

on on and see what happens. 

00:09:22 Joe 

We kind of. 

00:09:24 Joe 

Encounter that sometimes and there isn't enough training behind that material to help somebody be 

successful. 

00:09:30 Joe 



They don't know. 

00:09:31 Joe 

Like you said, all the different ways you might be using it, or the way that they might need to use it, and 

there's nobody to helping them along the way, and they probably already had some other tools that 

they were using and then they got to figure out how do I. 

00:09:42 Joe 

How do I switch? 

00:09:43 Joe 

Or why would I even bother to switch? 

00:09:45 Joe 

I'm I'm I'm doing OK in this other tool. 

00:09:47 Joe 

It works for me. 

00:09:49 Joe 

But we just turn it on and show him this other thing and again flip an icon around or something like that. 

00:09:55 Joe 

And it's not a really good. 

00:09:58 Joe 

Service to the end user. 

00:10:01 Joe 

To help them see why we want to bring this new tool to them. 

00:10:06 Dewayne 

Well, you said it right there service. 

00:10:06 Joe 

And yes. 

00:10:09 Dewayne 

And, uh, that's something that you and I were discussing the other day. 

00:10:12 Dewayne 

You know, the root word and service would be served, and if we ran IT service. 



00:10:18 Dewayne 

We should be. 

00:10:20 Dewayne 

Serving our customers, we are servants to our customers. 

00:10:24 Dewayne 

And I feel like there's lots of words out there and descriptions of network people that control the 

network, and you know, we don't want to be that. 

00:10:34 Dewayne 

We don't want to be dictators of technology and and that I feel like is uncomfortable, you know. 

00:10:42 Dewayne 

And and I guess I should put an asterisk on this. 

00:10:44 Dewayne 

So obviously. 

00:10:45 Dewayne 

There is security and governance and things like that that have to happen. 

00:10:49 Dewayne 

We are it pros and we don't expect our users to be IT pros and know all the various ends and outs of the 

different products. 

00:10:57 Dewayne 

And we do have to put up guardrails and things like that. 

00:10:59 Dewayne 

I mean I I get that for if anybody is you know listening and rolling their eyes about security. 

00:11:04 Dewayne 

We we get that. 

00:11:05 Dewayne 

But we meant more like you know. 

00:11:09 Dewayne 

It still explain why. 

00:11:10 Dewayne 



I mean, if we have a security policy, we shouldn't just say oh we're doing this for security reasons. 

00:11:16 Dewayne 

Explain to them. 

00:11:17 Dewayne 

OK, we're doing this because this is what could happen, you know, and and don't get carried away with 

it so. 

00:11:23 Dewayne 

But I I felt like that was a good thing to kind of zero in on. 

00:11:27 Dewayne 

Was IT service and serving and servant leadership and those types of things that are really important in 

building a relationship with your customer base and having their support. 

00:11:37 Dewayne 

You know, being a partner, not a dictator is is. 

00:11:41 Dewayne 

Very valuable. 

00:11:43 Joe 

And around. 

00:11:46 Joe 

This change process and you're kind of pushing this this out to them. 

00:11:54 Joe 

Uhm, what were we used to be doing Duane when this was happening? 

00:12:00 Joe 

How how were we kind of what were we doing to our end users? 

00:12:03 Joe 

Basically when this was happening you could say when we were flipping these buttons on and and 

pushing them out to start using this new tool. 

00:12:16 Dewayne 

Well, the way we used to do it is we would turn it on and. 

00:12:19 Dewayne 

Tune it out. 



00:12:21 Dewayne 

So yeah, I mean training is, you know, I don't want to go down that rabbit hole 'cause you and I love 

training. 

00:12:28 Dewayne 

That's one of our. 

00:12:30 Dewayne 

Passions, if you will, to talk about, but we didn't do a whole lot of it before a couple years ago. 

00:12:35 Dewayne 

You know, we we would go around to our various offices and and around the state and and kind of 

explain why we were doing some of the things we're doing. 

00:12:44 Dewayne 

But that was about it. 

00:12:45 Dewayne 

That wasn't very. 

00:12:46 Dewayne 

It wasn't, uh, a focus we didn't even have anybody in our Department. 

00:12:50 Dewayne 

That was a trainer. 

00:12:53 Dewayne 

And I, I mean, we still don't officially, so it's it's. 

00:12:58 Dewayne 

But we've we've recognized that that's very important. 

00:13:02 Dewayne 

You can't just turn it on. 

00:13:05 Dewayne 

Upload a two page PDF of what that change means. 

00:13:10 Dewayne 

And expect the users to number one and click it and read it and #2 absorb it and understand. OK, let me 

think about this from my own perspective and how this benefits me in my work life. You know they're 

not going to do that. Yeah, so turning it on and tuning out was that was that was a mistake. 



00:13:28 Joe 

Yeah, it's uh, we say inflict, inflicting change instead of implementing it on them. 

00:13:36 Joe 

So and and the part about training too is is just think about continue continued training and updated 

training along the way. 

00:13:45 Joe 

Especially with the number of the services we roll out nowadays. 

00:13:49 Joe 

It's cloud, it changes. 

00:13:52 Joe 

Just because you've hit those people when you're first rolling something out, it's good to. 

00:13:59 Joe 

It's good to come back around and, uh, you could say take, take their pulse and figure out is is what 

you've what you've rolled out did they? 

00:14:08 Joe 

Did they pick it up up? 

00:14:10 Joe 

Are they actually taking advantage of the things that you showed them? 

00:14:15 Joe 

Those scenarios you talked about? 

00:14:18 Joe 

Have you really looked deeply in to those pain points that they used to have with the previous tool? 

00:14:24 Joe 

The previous product or service or process? 

00:14:28 Joe 

And you know, are those pain points still there? 

00:14:31 Joe 

Or maybe there's new ones that we we didn't see and missed in training? 

00:14:36 Joe 



And is there a way to, you know, update our training and make sure that we're still communicating and 

talking to our our our users after rollout and really make sure that. 

00:14:48 Joe 

They are taking advantage of of what what we brought. 

00:14:52 Joe 

Then 

00:14:53 Dewayne 

I want to I want to stick on that for one second. 

00:14:56 Dewayne 

Well, well, maybe more than one second. 

00:15:00 Dewayne 

I think it's pretty common to have. 

00:15:03 Dewayne 

One way communication from it, I think it's very common to have an email blast. 

00:15:10 Dewayne 

You know distribution list or bulletin or a website where you post updates and stuff like that. 

00:15:16 Dewayne 

But I think on this point that we're talking about when you said taking the pulse of the users. 

00:15:20 Dewayne 

That requires two way communication that requires you to have a mechanism in place that you're 

actually getting feedback from from the users. 

00:15:31 Dewayne 

You need to understand. 

00:15:34 Dewayne 

What what you did and how they perceived it? 

00:15:38 Dewayne 

And one of the things that you that you kind of touched on there was continual training and updating 

training. 

00:15:44 Dewayne 

And we've we've, you know, referenced things like teams before as an Evergreen service and our. 



00:15:51 Dewayne 

I would say frustration, but just living with the fact that our screenshots are always out of date because 

something moved. 

00:15:57 Dewayne 

That's it's always fun having to update your PowerPoint every time you present it. 

00:16:02 Dewayne 

But it's important to have a way to get that feedback and. 

00:16:09 Dewayne 

You know there's lots of different ways to do it. 

00:16:11 Dewayne 

I would be really interested to hear from other organizations how. 

00:16:16 Dewayne 

How do they do it? 

00:16:17 Dewayne 

I've I've seen and heard things like quote unquote, shared governance, and stuff like that, but what 

about further down? 

00:16:26 Dewayne 

The chain, not just a bunch of executives or IT directors. 

00:16:31 Dewayne 

What about end users? 

00:16:32 Dewayne 

Is there a community there where they give feedback? 

00:16:36 Dewayne 

Do other Orgs have that? 

00:16:38 Dewayne 

I I feel like that would be really valuable information to have. 

00:16:42 Joe 

I think that's, uh. 

00:16:44 Joe 



A great opportunity of building that community, especially around. 

00:16:49 Joe 

Uh, A roll out period. 

00:16:51 Joe 

You get you a lot of times. 

00:16:52 Joe 

You'll say you want to have a, uh, Champions Group and. 

00:16:56 Joe 

A group of people that you ensure understand the tool and train them up on those scenarios and they 

can help disperse that information out. 

00:17:08 Joe 

I think that's really important to. 

00:17:10 Joe 

Uhm, like we don't like to say is kind of meeting your users where they are and talking to them about 

their problems. 

00:17:19 Joe 

And like you said two way communication talking to your users and more than just a trouble ticket ticket 

system. 

00:17:27 Dewayne 

We've we've learned a lot in the past couple of years about different business processes that our users 

have, and I'm going on a tangent again. 

00:17:36 Dewayne 

But hey, you know what? 

00:17:37 Dewayne 

That's fine. 

00:17:38 Dewayne 

This is our our show, right? 

00:17:40 Dewayne 

So we've we sat down and learned. 

00:17:41 Joe 



Yeah. 

00:17:45 Dewayne 

All kinds of things that I never thought I would learn, and I've learned about holy smoke. 

00:17:49 Dewayne 

Some of this stuff. 

00:17:51 Dewayne 

The complexities around it and how many steps it has to go through. 

00:17:55 Dewayne 

How many people have to touch this thing before it becomes official? 

00:17:58 Dewayne 

You know all those various bits and pieces have really helped us understand how to how to build a 

solution. 

00:18:05 Dewayne 

And that goes. 

00:18:06 Dewayne 

You know I'm gonna rewind all the way back to business requirements driving technology decisions. 

00:18:11 Dewayne 

You know, that's that's part of it. 

00:18:13 Dewayne 

Is is sitting down and understanding OK? 

00:18:15 Dewayne 

What are your requirements? 

00:18:17 Dewayne 

What is your end goal? 

00:18:18 Dewayne 

What is it that you want to see happen at the end of this entire lengthy process? 

00:18:24 Dewayne 

What are you going to get from it and how do we rewind and take the technology and and kind of make 

it fit? 



00:18:30 Dewayne 

You know, I'm not going to make you fit into my technology box. 

00:18:34 Dewayne 

I need to make my technology fit into your business box. 

00:18:38 Dewayne 

And I think that's that's. 

00:18:42 Dewayne 

Hard, you know I'm not gonna lie. 

00:18:44 Dewayne 

It's it's not easy but that's what we got to do so. 

00:18:49 Joe 

I think diving into like you said, some of those long business processes. 

00:18:54 Joe 

Yeah. 

00:18:55 Joe 

One you've got to sit down with them and listen to them, and that helps you as an IT pro. 

00:19:02 Joe 

Gain, you know, some support of your users and you do that enough times? 

00:19:08 Joe 

Uh, I think you'll find. 

00:19:10 Joe 

Users that are, you know seeking a better way to run that process. 

00:19:15 Joe 

They're looking, they're looking for change. 

00:19:19 Joe 

We're in the education field. 

00:19:20 Joe 

There is a long history with a number of processes and they can take a while to change. 

00:19:28 Joe 



We know that some of these tools we can bring in, maybe they don't solve the entire. 

00:19:34 Joe 

You know all the steps the entire chain of processes, but sometimes they can pick up a few of them very 

easily, and sometimes we can show the users how they can do that themselves and really empower 

them. 

00:19:47 Joe 

And I like I said this, we like to kind of go where the users are. 

00:19:51 Joe 

Meet them right where they're working and having having that opportunity to sit with their users and 

pick off some of those issues really help you again. 

00:20:01 Joe 

We're playing the long game. 

00:20:04 Joe 

Help you have the support of those users and they might come back to you again. 

00:20:09 Joe 

For some other problems and more things that you can solve and and help present, maybe you need to 

take it up. 

00:20:16 Joe 

Pick it up your chain and figure out if there's something that you you need to purchase or buy or 

whatever. 

00:20:22 Joe 

But at least they're coming coming to you looking for solutions where maybe they just said, yeah, this is 

never going to get done. 

00:20:28 Joe 

I'm just going to keep doing the way it was. 

00:20:32 Dewayne 

Yeah, there's uh, there's a couple things underneath there that I want to. 

00:20:37 Dewayne 

Unpack a little bit. 

00:20:38 Dewayne 

Empowering users is one of our primary focuses. 



00:20:42 Dewayne 

It's something that we. 

00:20:45 Dewayne 

Really try to do and I'm gonna Rob a few lines from our own training material. 

00:20:49 Dewayne 

But we we talk about how in with teams specifically you don't need us to man. 

00:20:56 Dewayne 

****** 

00:20:57 Dewayne 

You know we're taking a back seat now, and a process that we used to have before one of those 

business processes where you hire somebody and the on boarding happens. You know, typically it would 

have required a IT ticket or some hopefully automated process to to actually work that make sure that 

that person's identity. 

00:21:17 Dewayne 

Ends up in all the right places, but now with a manager owning their own team as soon as they know 

that person has an identity in your organization, they add them to the team and they have access to 

their stuff and they did not have to call. 

00:21:30 Dewayne 

An IT nerd somewhere to go into Active Directory and drop a computer into a group they shouldn't even 

have to know what Active Directory is. 

00:21:37 Dewayne 

You know they should just know I added this new employee and now they can talk with us. 

00:21:42 Dewayne 

They can work with us, they can collaborate with us. 

00:21:45 Dewayne 

They can work on documents and they have access to things that they need access to and and that's 

really. 

00:21:50 Dewayne 

Really. 

00:21:51 Dewayne 

I don't know. 



00:21:52 Dewayne 

I can see how a lot of IT folks might have some. 

00:21:56 Dewayne 

Again, it can be uncomfortable, but it really saves us a lot of time. 

00:22:02 Dewayne 

I mean we are, you know, we work a lot. 

00:22:05 Dewayne 

I don't want to. 

00:22:05 Dewayne 

I don't want to complain, but we work a lot and the more the more we can get users. 

00:22:12 Dewayne 

To be able to help themselves and empower them, the more time it frees up so I can make sure that 

things are getting patched appropriately. 

00:22:20 Dewayne 

And you know that new version of Windows 10 has been vetted and is available and can be installed. 

00:22:26 Dewayne 

You know there there's other things that we need to be doing. 

00:22:29 Dewayne 

Uh, not just dropping computer objects and user objects and the security groups so. 

00:22:35 Joe 

And that's you know they say trust as a two way St that that is that empowering the user is is entrusting 

the user. 

00:22:43 Joe 

You're you're when you're training then, but then you're going to if you train them, but don't allow them 

to do something. 

00:22:50 Joe 

What was what was the value in that? 

00:22:51 Joe 

So that empowering that trusting the user? 

00:22:54 Joe 



Can also build the trust back on the IT Pro. 

00:22:59 Joe 

And like we said, we're IT services put that serve back into our side of the work that we that we do. 

00:23:07 Joe 

And like I said, getting out of. 

00:23:08 Joe 

Away. 

00:23:09 Joe 

Uhm, there's a. 

00:23:11 Joe 

There's a saying we kind of toss around here a little bit, and there's a person, Clay Shirky. 

00:23:18 Joe 

A man that coined this phrase institutions will try to preserve the problem to which they are the solution 

and kind of got to think about that a little bit, but that's the part about you know, really getting getting 

out of the way and helping these users. 

00:23:39 Joe 

Solve their problems and like I was saying a little earlier, it it may not. 

00:23:45 Joe 

It may not be something that you're able to solve an entire long process every little piece inside of that 

that solution. 

00:23:53 Joe 

But maybe there's maybe there's chunks of that that you can solve and smooth out for them. 

00:23:58 Joe 

Those kind of middle middle solutions you know those are those can. 

00:24:04 Joe 

Those can grow and sometimes be. 

00:24:08 Joe 

You could say templated out to other solutions and maybe later. 

00:24:11 Joe 

Maybe later on those become really appreciated and can help those users figure out ways to fix. 



00:24:20 Joe 

Those solutions themselves down the road? 

00:24:23 Joe 

Uh, I think that's something again we we we drive to empower them and they they come up with some 

really cool stuff that they do once and and it really feels good as an IT pro to see when they take that on 

and and do some of that stuff themselves and and show it to us. 

00:24:40 Joe 

They they take pride in that. 

00:24:43 Dewayne 

You know I, it's funny as I grow up, I still feel like a kid sometimes, but as I grow up. 

00:24:49 Joe 

Keep keep trying, keep trying. 

00:24:51 Dewayne 

Yeah, you're not a kid. 

00:24:52 Dewayne 

I know that. 

00:24:55 Dewayne 

As as I grow up. 

00:24:58 Dewayne 

I think it's funny 'cause I would do some sort of system automation thing, you know and when I would 

get done with it, I'd be like man, I feel really good about. 

00:25:08 Dewayne 

That 

00:25:09 Dewayne 

And now it's I see somebody come to me and say, hey, I did this thing with forms and I connected it to 

flow and now it does this thing. 

00:25:11 Dewayne 

It's. 

00:25:11 Dewayne 

 



00:25:17 Dewayne 

And now I'm like I feel really good about that. 

00:25:20 Dewayne 

I I get so much more satisfaction out of seeing stuff like that happen, 'cause it kind of validates the 

approach that we've been trying to take. 

00:25:29 Dewayne 

And again, I I keep. 

00:25:31 Dewayne 

I don't want this episode to sound like we're scolding it people. 

00:25:34 Dewayne 

That's not. 

00:25:34 Dewayne 

That's not what we're doing. 

00:25:36 Dewayne 

We're scolding ourselves really yeah, exactly I'm yelling at me and I'm yelling at you. 

00:25:36 Joe 

Scolding ourselves. 

00:25:36 Joe 

 

00:25:39 Dewayne 

Yeah. 

00:25:39 Dewayne 

 

00:25:41 Dewayne 

Nobody really yelling, but you get the idea. 

00:25:43 Dewayne 

We're we're just trying to think about. 

00:25:46 Dewayne 



Like having that uncomfortable conversation with ourselves and trying to figure out how could we do 

this better? 

00:25:52 Dewayne 

What could we? 

00:25:53 Dewayne 

What could we do to make our users more self sufficient and need us less? 

00:25:59 Dewayne 

And you know that Shirky principle, that you know that's going to make a lot of people uncomfortable 

with that statement. 

00:26:03 

Welcome. 

00:26:04 Dewayne 

But you know, it's true, I mean. 

00:26:06 Dewayne 

In some cases it's it's true, and again I'll go back to that aspect of security and governance and we we get 

that that's required. 

00:26:14 Dewayne 

You know, we have to have we have to have those guardrails but. 

00:26:16 Dewayne 

But you don't have to sit there and drop user accounts into security groups. 

00:26:22 Dewayne 

You know, make it easier for yourself. 

00:26:24 Dewayne 

Play that long game with your users and ultimately get their trust. 

00:26:30 Dewayne 

I. 

00:26:30 Dewayne 

I feel like that like you said before, trust is a two way St. 

00:26:34 Dewayne 

You know you have to have two way communication to have a two way St. 



00:26:39 Dewayne 

You have to be accessible. 

00:26:41 Dewayne 

You have to answer emails and instant messages and don't say to everybody did you put in a ticket for 

that. 

00:26:47 Dewayne 

Like be a human talk to. 

00:26:49 Dewayne 

Boom 

00:26:50 Dewayne 

Have some compassion. 

00:26:52 Dewayne 

You know they have a problem. 

00:26:54 Dewayne 

If you have the answer or fix it, don't tell him to put in a ticket for it. 

00:26:58 Dewayne 

I mean I get metrics and dashboards and managements want you know they want to see charts and 

stuff like that. 

00:27:03 Dewayne 

But think about the actual human on the other end of the line. 

00:27:07 Dewayne 

And try to fix their problem. 

00:27:09 Dewayne 

And, uh, yeah. 

00:27:11 Dewayne 

Maybe I don't complete as many tickets as everybody else. 

00:27:13 Dewayne 

I'm sure I don't, but I answer IMS. 

00:27:17 Dewayne 



So. 

00:27:19 Joe 

I think that's that's the obsession with customer service. 

00:27:25 Joe 

I think that's important that has helped help us be. 

00:27:30 Joe 

I would say successful in what we've been doing the last couple of years and driving. 

00:27:36 Joe 

Driving a community come towards using some tools that are really valuable to them and watching 

them, like you said, light up. 

00:27:45 Joe 

Uh, just light up when they when they take advantage of them and do something really cool and and 

they want to come show us and and talk about. 

00:27:55 Joe 

It it helps them, you know. 

00:27:59 Joe 

Feel pride in their work, and especially when there's something new that's even. 

00:28:05 Joe 

You know that's even a better feeling. 

00:28:07 Joe 

Bring something new and and you conquer it. 

00:28:09 Joe 

And like you said, taking time with the customers is is really important. 

00:28:16 Dewayne 

Uhm, the new stuff. 

00:28:18 Dewayne 

You know, one thing that we we didn't talk. 

00:28:19 Dewayne 

About I'm gonna. 



00:28:21 Dewayne 

Rewind to the beginning real quick. 

00:28:23 Dewayne 

Kind of back under the explain. 

00:28:25 Dewayne 

Why does this matter? 

00:28:26 Dewayne 

Why does why matter one of the reasons why why matters is you just were talking about? 

00:28:31 Dewayne 

You know showing them something new? 

00:28:32 Dewayne 

Well we have to be. 

00:28:33 Dewayne 

The. 

00:28:34 Dewayne 

Cognizant of. 

00:28:36 Dewayne 

Change fatigue you know. 

00:28:38 Dewayne 

Like man, we push out a lot of new stuff. 

00:28:41 Dewayne 

You know it's it for technology. 

00:28:43 Dewayne 

There's always a new whatever that just came out. 

00:28:46 Dewayne 

And so we we do need to. 

00:28:49 Dewayne 

Recognize that and own that, and realize that maybe the newest thing isn't exactly what they want, and 

sometimes it is. 



00:28:57 Dewayne 

You know. 

00:28:58 Dewayne 

Obviously, like we said before, teams is Evergreen and always updating, but we have to be. 

00:29:04 Dewayne 

We have to figure out a way to package that up and deliver that in a way that's not going to wear people 

out, you know. 

00:29:09 Dewayne 

They are. 

00:29:11 Dewayne 

They do get tired. 

00:29:12 Joe 

But 

00:29:13 Dewayne 

So it's I just wanted to. 

00:29:14 Joe 

This. 

00:29:15 Dewayne 

Rewind to that real quick. 

00:29:17 Joe 

Right I I on again on changing things like we used to roll out. 

00:29:23 Joe 

Office, like every three years and talk about who moved my cheese every three years. We've been 

rolling out Office 365 desktop for a couple years. 

00:29:33 Joe 

Now I'm sure when that rolled out there was a bit of a change, but now it has potential to change every 

month. 

00:29:42 Joe 

And I don't think I've heard. 

00:29:44 Joe 



Uh, blip about you know this thing moved over here or this is this is different. 

00:29:50 Joe 

This is updated, it's helped. 

00:29:54 Joe 

Our users also get get used to change. 

00:29:57 Joe 

And if you're doing and making the right decisions with respect to. 

00:30:02 Joe 

Technology and you're making technology changes. 

00:30:07 Joe 

They can get comfortable with change and again the long game. 

00:30:12 Joe 

Is it pros if you can help them get comfortable with things are going to, things are just going to change 

from now on. 

00:30:19 Joe 

But we're going to help you understand why. 

00:30:22 Joe 

Again, it's going to be valuable to them and valuable to us and what's what's in it for them? 

00:30:27 Joe 

What's in it for us? 

00:30:28 Joe 

And it can two way, two way St. 

00:30:31 Joe 

Even in that aspect too. 

00:30:34 Joe 

And make it a positive positive thing for for for both sides of of that kind of business change. 

00:30:43 Dewayne 

One thing I've really enjoyed is you know you bring up the new office monthly build unlocks something 

new, right or? 



00:30:53 Dewayne 

The teams got 3 updates last week or you know, sometimes it doesn't even need to get an update or 

today. 

00:30:57 Joe 

Or today. 

00:30:59 Dewayne 

Yeah, but one of the things that I've started to notice as there's actually some excitement generated 

around that now. 

00:30:59 

Thanks. 

00:31:07 Dewayne 

Not, you know, it's the opposite of fatigue. 

00:31:09 Dewayne 

They're actually hungry. 

00:31:11 Dewayne 

For it 

00:31:12 Dewayne 

And that's really good. 

00:31:14 Dewayne 

That's a good position to be in a. 

00:31:17 Dewayne 

You know I am getting a little weary of the coming soon, always attached to every single road map and 

message center ID and stuff like that. 

00:31:27 Dewayne 

But from users perspective it is nice to see that they are excited. 

00:31:33 Dewayne 

See here for that new thing that came out. 

00:31:35 Dewayne 

Or maybe we mentioned something several months ago when Microsoft no just released it. 

00:31:41 Dewayne 



They're hungry for it and excited to see that coming and having that two way communication platform 

established, I think, is really the key. 

00:31:50 Dewayne 

To making that you know, to to, to changing that perspective on. 

00:31:55 Dewayne 

It's not just like well now that button that used to be there is now over here and I'm aggravated by it. 

00:32:01 Dewayne 

They're actually expecting it. 

00:32:04 Dewayne 

In it and understand why it moved and why it's better and they're excited for it. 

00:32:09 Dewayne 

And I'm not saying that every single change that Microsoft makes is great. 

00:32:12 Dewayne 

'cause it ain't, but there are some. 

00:32:14 Dewayne 

You know, we tried to take the one, Oh yeah, yeah, so we, we try to take the the things that are good 

and and explain them in the way that we feel like our users. 

00:32:15 Joe 

We get feedback on that. 

00:32:18 

Yeah. 

00:32:24 Dewayne 

Relate to it and understand that it's good. 

00:32:27 Dewayne 

And uh, and yeah, so that can really help combat that. 

00:32:31 Dewayne 

That change fatigue, especially when you get to this world we live in with cloud services that are our 

living breathing services that are are going to be changing sometimes from one day to the next. 

00:32:44 Joe 

Yeah, So what do you think are? 



00:32:44 Joe 

Yeah. 

00:32:44 Joe 

 

00:32:47 Joe 

What are some good key takeaways? 

00:32:49 Joe 

Kind of succinctly. 

00:32:51 Joe 

Think about what we've been, what we've been talking about. 

00:32:55 Joe 

I think one of the first ones is kind of. 

00:32:57 Joe 

We want to be a. 

00:32:59 Joe 

We want to turn ourselves into providers of solutions. 

00:33:04 Joe 

And and some services rather than just providers of technology. And I think we're talking. We've been 

talking about how again this long game of an IT pro, not just someone who run some PowerShell and 

clicks next and proof there's some new app on somebody's desktop, but but. 

00:33:23 Joe 

What are they going to do with that? 

00:33:24 Joe 

What's that? 

00:33:25 Joe 

What's in it for that end user, and how can they take advantage of that and engaged with them around? 

00:33:33 Joe 

The training and communication to help make sure that that that is you know that is successful for the. 

00:33:41 Dewayne 



Well, I'll go back to that. 

00:33:42 Dewayne 

You know that whole English lesson? 

00:33:45 Dewayne 

What's the root word there serve? 

00:33:48 Dewayne 

And, uh. 

00:33:50 Dewayne 

I don't know internalizing that. 

00:33:52 Dewayne 

Maybe and trying to remember that's the position that you're in, 'cause a lot of times we get a position 

that says systems administrator and all you concentrated is on admin, not. 

00:34:02 Dewayne 

Man no. 

00:34:02 Dewayne 

 

00:34:03 Dewayne 

I'm providing a service. 

00:34:05 Dewayne 

I'm a servant. 

00:34:06 Dewayne 

Then I feel like that's. 

00:34:09 Dewayne 

Again, it's uncomfortable, uh, you know, but it's necessary and so yeah, provide solutions and services 

and be a servant. 

00:34:18 Dewayne 

Don't just dictate. 

00:34:20 Dewayne 

Change. 



00:34:22 Dewayne 

So like what was it you said earlier? 

00:34:22 Joe 

And I. 

00:34:24 Dewayne 

Implement wait, no. 

00:34:26 Dewayne 

What was it you said earlier? 

00:34:27 Joe 

Uh, it was don't, uh instant no, not instigate inflict. 

00:34:32 Dewayne 

Inflict, inflict. 

00:34:32 Dewayne 

Inflict 

00:34:34 Joe 

Yeah that's it. 

00:34:34 Joe 

A lot of I words and we had it came with a lot of a lot of a lot of P words today too so. 

00:34:40 Joe 

Lot of purpose and procedure and policies, uh? 

00:34:45 Dewayne 

We're big fans of alliteration, apparently. 

00:34:46 Joe 

But 

00:34:47 Joe 

Yes. 

00:34:50 Joe 

Uhm, what is it? 

00:34:52 Joe 



People before purpose. 

00:34:53 Dewayne 

And flick don't implement people before purpose yeah, so in some you know I can see I could reverse 

that sometimes you have to understand the purpose before you add the people but you know you get 

the idea. 

00:34:55 Joe 

Yeah yeah yeah yeah. 

00:34:55 Joe 

Yeah yeah, yeah. 

00:34:58 Joe 

Lot of those things. 

00:35:00 Joe 

Yeah, yeah. 

00:35:03 Joe 

Yeah. 

00:35:06 Dewayne 

So it makes you more dumb. 

00:35:06 

But 

00:35:09 Dewayne 

Makes it more valuable, right? 

00:35:13 Joe 

Often we're just a cost center. 

00:35:15 Joe 

You're just, you know, there's a there's a figure on on the value of that. 

00:35:20 Joe 

Uh, that unit. 

00:35:23 Joe 

And if you can elevate it to providing these, it's hard. 



00:35:29 Joe 

How do you put, uh, how do you put a value on improving users ability to use a product versus just turn 

it on for them? 

00:35:37 Joe 

But I think that's important to. 

00:35:39 Joe 

It's important to work on that if. 

00:35:42 Joe 

If you're in a position to do that, try you know. 

00:35:45 Joe 

Try really hard to make that happen, and I know there's. 

00:35:51 Joe 

Often the inability to feel like you're in a leadership position, as in IT pros, but I think we found that. 

00:36:00 Joe 

You really can take on a leadership role. 

00:36:05 Joe 

There was a conference we helped kind of run just this week where one of the presenters talked about. 

00:36:14 Joe 

That middle tier of of staff that middle tier of workers. 

00:36:19 Joe 

Susan Hanley talked about this and she's a big office Microsoft 365. That kind of services, governance 

and adoption. Definitely the person you want to read up on and and go through her blogs. But talking 

about she mentioned sort of this. Do you call that a T shape and scale? 

00:36:40 Joe 

Out, scale out across your users and for us across our IT pros we like to we like to train our our peers. 

00:36:52 Joe 

So and help them help their, their local staff and faculty. 

00:36:57 Joe 

In our case, take advantage of these two and it doesn't. 

00:37:02 Joe 



It doesn't have to go, doesn't have to go up to leadership and leadership positions and management 

positions. 

00:37:08 Joe 

That's what these services that were most of us are starting to roll out now. 

00:37:12 Joe 

That are, you know, in the cloud they really can't empower the. 

00:37:16 Joe 

User to help themselves or help other users and that that she kind of described it as a T shaped scaling 

against scaling out across that lower echelons of your users and IT pros and take advantage of them and 

help grow that whole that whole line of people. 

00:37:38 Joe 

Your business. 

00:37:39 Dewayne 

I think that's a great way to kind of envision it. 

00:37:42 Dewayne 

Go up a little bit and then go out in all directions you know as far as you can go. 

00:37:49 Dewayne 

Yeah, that's a really good way to think about it. 

00:37:51 Dewayne 

So yeah, that was a good conference. 

00:37:53 Dewayne 

I enjoyed that. 

00:37:55 Dewayne 

Uh, so I'm going to completely rip off Microsoft and our I guess our last takeaway here is. 

00:38:04 Dewayne 

You you know, I think it was ignite. 

00:38:07 Dewayne 

2019 that. 

00:38:10 Dewayne 

The Microsoft CEO said let's become customer obsessed. 



00:38:16 Dewayne 

And you know that's the that's the extreme version of what we're talking about, but I think that's the 

that's that's the that's the goal. 

00:38:23 Dewayne 

That's the light at the end of the tunnel. 

00:38:25 Dewayne 

That's the. 

00:38:26 Dewayne 

That's the finish line. 

00:38:27 Dewayne 

That's where we want to get to. 

00:38:29 Dewayne 

We want to get to a point where what is it that I can do to make all of my users? 

00:38:35 Dewayne 

That I'm serving. 

00:38:36 Dewayne 

What is it that I can do to make them successful? 

00:38:40 Dewayne 

What is it that I can do to make their lives ultimately easier? 

00:38:43 Dewayne 

Their business lives, you know which, which bleeds over into personal lives. 

00:38:47 Dewayne 

You know, if you had a great day at work, you're going to have a great day when you get home. 

00:38:50 Dewayne 

And sometimes when you have a bad day at work, it carries over, so you know it can have a real effect 

on you know everything very. 

00:39:00 Dewayne 

Very wide spectrum, so try to become customer obsessed and internalize that. 

00:39:06 Dewayne 



And again we're not trying to scold it. 

00:39:10 Dewayne 

People. 

00:39:10 Dewayne 

That's not our goal at all. 

00:39:11 Dewayne 

We're just trying to talk about. 

00:39:14 Dewayne 

You know what did we do? 

00:39:16 Dewayne 

How did we used to do it? 

00:39:17 Dewayne 

How could we do it better? 

00:39:19 Dewayne 

And just like software, every single version becomes better, right? 

00:39:22 Dewayne 

Hopefully so how can we upgrade ourselves and become better with each year with each new version of 

the Shift Show? 

00:39:30 Dewayne 

How can we do things a little bit better the next time around? 

00:39:35 Joe 

That's great Dwayne, I think. 

00:39:37 Joe 

Hopefully our listeners have. 

00:39:40 Joe 

Figured out that we've tried to help you put the Y back in the Y and get to get something out of this. 

00:39:49 Joe 

It's it's definitely something that we think about. 

00:39:53 Joe 



You know every day when we're when we're working with our users and it's just a really different 

change mindset and. 

00:40:01 Joe 

And it it's. 

00:40:03 Joe 

It's really been. 

00:40:04 Joe 

It's been enjoyable to to kind of change this way and think this way and we hope that this is helpful and 

hopefully helps you think a little differently. 

00:40:15 Joe 

If there's a need to and take something away from this this podcast today. 

00:40:20 Dewayne 

You know the thing that you said that I love the most is it's just been so enjoyable. 

00:40:26 Dewayne 

I have really. 

00:40:27 Dewayne 

Been happy you know I'm gonna get all emotional and you know, whatever I've been happy to do this 

with you so I've had a good time. 

00:40:36 Dewayne 

Empowering people and trying to help. 

00:40:39 Dewayne 

So thanks for being my buddy. 

00:40:40 Dewayne 

That's great. 

00:40:40 Dewayne 

 

00:40:41 Joe 

Value bet. 

00:40:43 Dewayne 

So you want to talk about it. 



00:40:45 Dewayne 

We had a win. 

00:40:46 Dewayne 

I mean, we do this at the end of every episode we talk about something positive. 

00:40:46 Joe 

It was great. 

00:40:48 Joe 

I know. 

00:40:49 

Yeah. 

00:40:50 Dewayne 

We try to build each other, and anybody who might want to listen. 

00:40:55 Dewayne 

And and think about like in a non positive note and I feel like that's important, but we had a shared win 

so sometimes we talk about personal wins. 

00:41:03 Dewayne 

I have a win. 

00:41:04 Dewayne 

You have a win today we did a thing together not today last two. 

00:41:06 

Yeah. 

00:41:07 Dewayne 

Days what did we do? 

00:41:07 Joe 

Last two days last leading up to that too is definitely a bit of a bit of work, so it was a few months ago we 

we had a we had a really unique opportunity to participate as presenters in a teams day online. 

00:41:12 Dewayne 

Yeah. 

00:41:13 Joe 



To. 

00:41:13 Joe 

 

00:41:24 Joe 

In short, sum it up and we presented on kind of how we do teams and events and some things like that. 

00:41:33 Joe 

And I'd like to say no good deed goes unpunished. 

00:41:36 Joe 

I think Dwayne was waiting for me to say that I can see him smirking. 

00:41:40 Joe 

We, uh, took uh, took on the role of helping organize the next teams day online, which occurred just the 

last two days. 

00:41:52 Joe 

That was the third, yeah, the third one, and it was a. 

00:41:57 Joe 

A lot of work, a lot of organization around that, and I think from what we've seen it, you know, ran off 

really smoothly. 

00:42:06 Joe 

It was really cool to. 

00:42:08 Joe 

To work with some of the moderators and see where people were coming from, it was a it was a good 

couple days. 

00:42:16 Dewayne 

Wanna give Russ a shout out the organizer of Teams Day online and. 

00:42:22 Dewayne 

You know, kind of the whole point of our episode. 

00:42:26 Dewayne 

He, I mean he did that with this last implementation of Teams Day online. 

00:42:32 Dewayne 

And you know, it's really easy as an IT pro to get really carried away with like oh, we could do. 



00:42:37 Dewayne 

We could do guests and we can invite him to teams and we could do live events so we could do all these 

complicated things. 

00:42:43 Dewayne 

But then he stopped himself and said, wait a minute, how can I make? 

00:42:47 Dewayne 

Experience the simplest, most easily accessible conference possible and did that, and I feel like it 

worked. 

00:42:55 Dewayne 

You know, we we set up a. 

00:42:58 Dewayne 

There you set up a support form and I think we had like 3 requests on it now either that means 

everything worked or nobody knew where the form was, but. 

00:43:03 Joe 

Yeah. 

00:43:07 Joe 

You know about it, but. 

00:43:07 Joe 

Some people 

00:43:07 Joe 

 

00:43:09 Joe 

Yeah. 

00:43:10 Dewayne 

And I think all the questions we were able to answer, and so the attendance was good. 

00:43:14 

Yeah. 

00:43:16 Dewayne 

So a big shout out to Russ for for putting that on. 

00:43:20 Dewayne 



It's a good. 

00:43:21 Dewayne 

It's a good thing I. 

00:43:22 Dewayne 

I think he was telling us that he tries to do it twice a year so. 

00:43:25 Joe 

That the big the big summit or the big the big conference, Yep. 

00:43:28 Dewayne 

Yeah, so stay tuned for the next one. 

00:43:30 Dewayne 

Hopefully we'll we'll come back for a little bit more punishment and be able to help. 

00:43:36 Dewayne 

That one, but yeah, that was a win man. 

00:43:38 Dewayne 

And oh, there's some great. 

00:43:40 Dewayne 

There was some great sessions and there was, you know there was some ones that I watched that 

talked about trade. 

00:43:48 Dewayne 

You know, training we get really excited about training 'cause you know, we like training and and there 

was some that it was really really cool and. 

00:43:57 Dewayne 

Interesting to see other approaches on training 'cause we literally kind of made it up as we went along. 

00:44:04 Dewayne 

And, uh, it's it's really enlightening to see how other people made it up as they went along and. 

00:44:10 Dewayne 

And. 

00:44:11 Dewayne 

I really want to figure out a way to kind of blend all that together and come up with like I don't know the 

vultron of training. 



00:44:22 Dewayne 

You know, I don't know. 

00:44:24 Joe 

I I like to, you know, having as sort of the organizers and facilitators to kind of basically jumping around 

and making sure each of the session tracks are going going well and helping out the moderators as we 

need to, so definitely peeked in on a number of of sessions. 

00:44:41 Joe 

And some of the deep dives in into the some of the newer stuff like dataverse and some things like that 

was I can't. 

00:44:49 Joe 

Can't wait to go back to. 

00:44:50 Joe 

Look at the recordings and actually get a chance to participate and watch watch it. So 11 disadvantage 

of helping running one of these, but we got him all recorded I. I think they'll all be up on YouTube at 

some point, so I'll go back and get a chance to. 

00:45:00 Joe 

Yeah. 

00:45:00 Joe 

 

00:45:06 Joe 

Watch him 'cause it was so cool to. 

00:45:07 Dewayne 

Yeah, I got a lot of things to add to my watch list. 

00:45:08 Joe 

Have yeah. 

00:45:10 Joe 

Yeah, but. 

00:45:13 Joe 

Some of the moderators were really, really fun. 

00:45:16 Joe 



Gentleman from Lithuania. 

00:45:19 Joe 

Been a little DJ in between sessions for us, so yeah. 

00:45:22 Dewayne 

Yeah, shout out to audrius. 

00:45:23 Dewayne 

That was awesome. 

00:45:26 Joe 

Very cool, so good win. 

00:45:29 Dewayne 

Awesome, well this was this was our episode on on why. 

00:45:30 Joe 

Yeah. 

00:45:34 Dewayne 

Why matters and not just when your kid asks you why, but why you should explain to your users why 

and we hope that you enjoyed listening to our. 

00:45:45 Dewayne 

You know we tried like I said in the beginning. 

00:45:46 Dewayne 

We tried to put on our philosophy hats and take a different approach to this episode and be a little less 

technical and a little more people centric. 

00:45:54 Dewayne 

Customer obsessed even and hopefully we were able. 

00:45:58 Dewayne 

We were able to achieve that. 

00:46:00 Dewayne 

Thanks for hanging out with me Joe, I appreciate it. 

00:46:02 Joe 

Thank you, thanks listeners. 



00:46:07 Dewayne 

We hope you enjoyed this episode of the Shift Show. If you found our content useful, please consider 

subscribing and leaving us a Five star review. This will help others find our show. If you'd like to connect 

with us, you can find us on LinkedIn or on our homepage at AKA Dot MY Forward Slash Shift Show. We'll 

be back. 


