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Enabling you to affect 
change, amplify confidence 
and advance your goals

Mastering 
Matrixed 
Organizations
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Introduction

A team is not a group 
of people who work 
together. A team is 
people who trust 
each other. 

– Simon Sinek

“

Developer Note

Animate bubbles to fly in 
from the bottom as the 
quote appears on screen.



Introduction

Developer Note

Animate bubbles to fly in 
from the bottom as the 
quote appears on screen.

Welcome!

This course will show you how to strengthen 
your stakeholder relationships across the 
organization by leveraging the skills you 
already have.

In addition, we will help you create and 
implement a stakeholder analysis. The 
analysis will reveal areas of opportunity 
where you can begin to make an impact 
throughout the business.

Let’s get started!



We have created a resource 
guide that will show you how to 
analyze your stakeholder 
relationships, design and 
implement a stakeholder action 
plan and enable coaching 
conversations with your 
manager and peers.

Please download the 
Mastering Matrixed 
Organizations workbook 
before moving forward.

Developer Note

Hyperlink the workbook.

Introduction

https://knowledge.verizon.com/vzknowledge/documentUrl.portal?docName=VZK_CM_1516038
https://knowledge.verizon.com/vzknowledge/documentUrl.portal?docName=VZK_CM_1516038
https://knowledge.verizon.com/vzknowledge/documentUrl.portal?docName=VZK_CM_1516038


Take a few minutes and 
review the workbook. 

There are several activities 
that you will be asked to 
complete as you move 
through this course. Each 
one focuses on a specific 
stakeholder relationship skill.

How are you leveraging 
these skills today?

Developer Note

Hyperlink the workbook.

Introduction

https://knowledge.verizon.com/vzknowledge/documentUrl.portal?docName=VZK_CM_1516038


Developer Note

Hyperlink the workbook.

Introduction

Now that you’ve had a chance to review the workbook, 
we want you to identify one specific stakeholder that 
you engage with on a regular basis.

Consider the following questions:

• What is the current status of the relationship?

• What level of support do you need from the
stakeholder?

• What are the stakeholder’s key motivations or
priorities?

Reflect on  this stakeholder regularly as you work 
through the workbook activities.
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Business 
Models
 In this section, we will:

● identify and explore
various types of business
decision-making models

● define a matrixed
organization and illustrate
its advantages



Introduction

So, what exactly is a matrixed organization?

That’s a great question. Before we answer it, let’s 
take a look at other decision-making models used 
in organizations around the world.

Think about how your organization may or may 
not reflect each of these models.



Introduction

Click each card below to learn more about various decision-making models.

Do you recognize any of these models? If so, how do you use them?

Top Down Bottom Up Autonomous

Consensus Hub & Spoke Hub & Small Groups

Developer Note

Animate cards so they flip 
and magnify for learners to 
read.



Top-down decision making occurs 
when goals, projects and tasks are 
determined among the company's 
senior leaders – usually independently 
of their teams. 

These goals, projects and tasks are then 
communicated to the rest of the 
organization.

Bottom-up decision making occurs 
when goals, projects and tasks are 
informed largely by employee feedback. 

Employees are invited to participate in 
goal setting – sometimes simply with 
feedback, sometimes with a stake in the 
decision. These goals, projects and 
tasks are then communicated by each 
team to senior leadership.

Autonomous decision making refers 
to an organizational system in which 
governance is decentralized, unlike 
conventional hierarchical organizations.

These types of organizations are 
characterized by their ability to make 
optimal decisions and actions based on 
the judgment of teams, individuals and 
other sites because the rules for 
decision making are clear.

Introduction

Developer Note

Animate cards so they flip 
and magnify for learners to 
read.

Consensus decision making is highly 
democratic and inclusive. 

Under this kind of structure, managers 
will bring in stakeholders from different 
departments in order to get multiple 
points of view before tackling a decision.

Hub and spoke decision making 
creates a hierarchy of control where 
centralized commands can be issued. 
From there, the decisions filter through 
the spokes so that a maximum level of 
efficiency can be maintained.

Because everything is centralized, the 
policies and procedures of an 
organization can be implemented with 
greater accuracy.

Hub and small group decision making 
is similar to the hub and spoke model but 
with nodes grouped together. 

Each node represents a team within the 
larger organization. Within each node 
are individual team members. There may 
be several teams in each group. For 
example a customer service team, a 
technology team and an HR team.



As you can see, there are a lot of ways a 
business can organize its teams to handle 
day-to-day operations. 

Many organizations use a combination of 
decision-making models. This is known as a 
matrixed organization. 

Introduction



A matrixed organization is one in which 
there are multiple direct and indirect (solid 
and dotted) lines of accountability and 
responsibility across teams. 

The decision-making process across 
different teams may vary with some 
aligning to a hierarchical model, while 
others may be consensus oriented.

Knowing this information will equip you 
with the best tools to strengthen your 
stakeholder relationships and effectively 
manage complex projects.

Introduction



We use a matrixed model for its 
many advantages, including:

● operational productivity, flexibility,
and efficiency

● free flow of project funding
● consistency and collaboration
● streamlined communication
● greater opportunities for

employee development

Introduction



What skills do you need to 
confidently navigate a 
matrixed organization?

Introduction



We have identified three key areas 
that will help you analyze your 
ecosystem, enhance your 
relationships and amplify your voice.

Click on each word to learn more.

Introduction



● Identify your strengths,
opportunities and
emotional intelligence skills

● Understand and navigate
the org structure

● Assess stakeholder needs
utilizing effective
questioning strategies

We have identified three key areas 
that will help you analyze your 
ecosystem, enhance your 
relationships and amplify your voice.

Click on each word to learn more.

Introduction



● Define shared goals and
confirm mutual agreement

● Position value and evaluate
outcome(s)

● Foster relationships
through effective
communication,
negotiation, collaboration
and conflict resolution

We have identified three key areas 
that will help you analyze your 
ecosystem, enhance your 
relationships and amplify your voice.

Click on each word to learn more.

Introduction



● Apply storytelling skills to
communicate goals and
strategy

● Prepare to influence others
using data that supports
shared goals

● Lead others by consistently
offering your voice and point
of view

We have identified three key areas 
that will help you analyze your 
ecosystem, enhance your 
relationships and amplify your voice.

Click on each word to learn more.

Introduction
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SPC
Empowerment
2025
Develop globally. 

Delivery locally.



Agenda

➢ SPC Empowerment 2023

➢ Program Design Team

➢ Q&A



The Challenge

In the last few years, we have increasingly shifted 

the learner role to SPC employee with no 

significant evolution in training, curricula, 

technology, or strategy.  This has resulted in a 

misaligned, high-cost support model.



Current Drivers

• Outsourcing increasing by 15% in 2023, growing 

SPC volumes to 70%

• Movement of work from vendor to vendor requiring 
L&D to be experts on our IP

• Efficiency in outsourcing (collapsing and combining 
roles/super agents)

• Hiring profiles misaligned to the work to be done

• Churn in expertise/employees (support resources 

are shrinking)



Initial Solutions

• Digital learning experiences (push, pull, in-the-moment)

• Platforms enabled with learning capabilities

• IT Infrastructure (Citrix; practice tools; content management)

• Design for the SPC persona (ESL; culture; hiring profile;

support ecosystem; technology limitations for hybrid)



Measurement

• Cost savings (travel)

• Speed to proficiency (learning in the flow of work vs. 
time in classroom)

• Cost savings (reduced training time; increased 
training capacity)

• Customer satisfaction (NPS 45, 51, 60)



Our Goal

Define a low cost structure that 

increases speed to proficiency and 

powers digital learning experiences.



Solve for one. Solve for many.

Solutions that care for multiple, high-impact SPC functions 

across BGCO, Connect, GSM, and Delivery.

Solutions generate an SPC Digital Learning use case.
• Day 1/Day 2 support for Private 5G/MEC

• Reskilling an embedded base of technical employees

• Global L&D digital transformation

Solutions scale to other critical needs.
• New hire speed to proficiency (possible alignment with VCG SPC)

• Systems, Tools and Technology shifts

• Partner solutions – Sales



Learner 

Landscape

Ecosystem

➔ Knowledge based 

curriculum takes 

time.

➔ The great 

resignation, 

learners are not 

looking for long 

term commitments. 

➔ High attrition in the 

SPC space.

Learner 

Experience

➔ New to role 

curriculums focus 

on application of 

knowledge to 

quickly prepare the 

learner for the job at 

hand.

➔ Job immersion -

how can we get you 

as close to what 

you will be doing?

Learning 

Experience

Journey

➔ 0-30 days

➔ 30-60 days

➔ 60-120 days

Learn, Apply, Refine

Comprehensive 

evaluation  

New to 

Role

Knowledge 

➔ InfoManager &

VzKnowledge

Curriculum 

➔ Scenario 

application 

Impact

➔ Data driven 

performance 

results

Why we need it? What needs to be true?

Multi-year project  | Prioritize programs with high participation and forecast

Leadership

Performance coach

➔ Coach to 

reinforce 

behavior 

standards 

Transition to a Skills Culture



Basecamps for 2025
Agile. Effective. Replicable. Scalable.
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Eight Basecamps for 2025
Agile. Effective. Replicable. Scalable.

Makalu
ETA: February 28, 2023

Design and implement 
streamlined onboarding 
and new hire 
experiences.

Mount Kilimanjaro
ETA: TBD

Design and implement 
sandboxes and 
improved training 
environments.

Matterhorn
ETA: TBD

Design and implement 
hands-on opportunities 
throughout training.

Denali
ETA: TBD

Design and implement 
streamlined 
performance support 
tools for more efficient 
search and use.
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Eight Basecamps for 2025
Agile. Effective. Replicable. Scalable.

Mount Kenya
ETA: TBD

Design and implement 
support to minimize 
employee anxiety, stress 
and pressure.

Grand Teton
ETA: TBD

Design and implement 
curriculum that is 
culturally inclusive and 
acknowledges diverse 
global needs.

Mount Everest
ETA: TBD

Design and implement 
processes that enable 
more integration into 
Verizon culture.

5

Mount Fuji
ETA: TBD

Design and implement 
systems that are robust 
enough for all 
transactions.



Makalu: Streamline New Hire

6

Select 
the new hire 
environment

Analyze 
enhancement 
opportunities

Collaborate 
with the right 

teams

Execute 
most viable 

product (MVP)

Scale 
the final 
solution

Iterate 
the MVP
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Next Steps

Plan
1 - 2 hour weekly 

meetings (TBD)

Research
Collect information 

and document 

regarding initiatives 

across Verizon

Design
Determine 

“basecamps” and 

design scalable 

solutions

Launch
Execute solutions 

in partnership with 

other teams
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ANALYZE, DESIGN, DEVELOP, IMPLEMENT AND EVALUATE ELEARNING 

COURSES FOR MARKETPLACES OPERATIONS. ONLINE TRAINING REQUIRES A 

WORKING KNOWLEDGE OF YOUR AUDIENCE AND EXPERTISE IN VARIOUS 

LEARNING MANAGEMENT SYSTEMS. 
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CREATE A GLOBAL LOOK AND FEEL FOR THE RESPONSIVE BUSINESS TEAM. 

CUSTOMIZE THE LOOK AND FEEL OF AN OUT-OF-BOX SHAREPOINT SITE 

USING CSS, HTML AND GRAPHIC DESIGN.  
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CREATE A GLOBAL LOOK AND FEEL FOR THE NOW4U FUNCTIONAL DEVELOPMENT 

PROGRAM. CUSTOMIZE THE LOOK AND FEEL OF AN OUT-OF-BOX SHAREPOINT 

SITE USING CSS, HTML AND GRAPHIC DESIGN. 
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VARIOUS TEAM

S 

CREATE POWERPOINT, WORD, EMAIL AND OTHER MEDIA TEMPLATES FOR 

USE BY VARIOUS TEAMS. CUSTOMIZE LOOK AND FEEL FOR 

PRESENTATIONS, PROCESSES, DATA COMMUNICATION AND MORE. 
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CREATE A GLOBAL LOOK AND FEEL FOR MARKETPLACE OPERATIONS’ AND 

OTHER PROGRAM TEAMS’ COMMUNICATIONS. CUSTOMIZE THE LOOK AND 

FEEL OF CAMPAIGN MONITOR USING CSS, HTML AND GRAPHIC DESIGN.  
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GLOBAL OPERATIONS TEAM
 ONBOARDING 

UTILIZE NIKE BRAND IMAGES TO 

DESIGN COMPELLING MARKETING, 

COMMUNICATION AND DIGITAL 

CONTENT. APPLICABLE TO 

DEVELOPMENT PLAYBOOKS, BANNERS, 

WEBSITES, INFOGRAPHICS, 

ELECTRONIC MAIL AND MORE. 
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CREATE A GLOBAL 

BRAND LOOK AND FEEL 

FOR MARKETPLACE 

OPERATIONS AND 

OTHER PROGRAM 

TEAMS. ASSETS 

INCLUDE LOGOS, 

ICONS, COLOR 

SWATCHES, FONTS, 

IMAGES, TEMPLATES, 

DATA VISUALIZATION 

AND MORE.  

MPO GRADIENT 1 

COLOR BREAKDOWN: 
C0 M72 Y99 K1 
R253 G71 B3 

COLOR BREAKDOWN: 
C82 M27 Y0 K12 
R41 G164 B225 
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VARIOUS PROGRAM

 TEAM
S 

VISUALIZE DATA, PROCESSES AND STORIES  IN AN EASY TO 

DIGEST GRAPHIC MAP. 
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VARIOUS PROGRAM
 TEAM

S 

CREATE VISUAL MAPS FOR EMPLOYEES TO UNDERSTAND 

COMPETENCIES, CAREER PATH, DEVELOPMENT AND MORE. 
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QRDC Site Uplift



QRDC Sub-Department Uplifts



CQN Direction



CQN Innovation



World Quality Month 2013



College of Quality Home Page



CQN Talent Development



INL SharePoint 2010 Dev Pages



QRDC Internal Communications



QRDC DUM Ice Breaker



CQN ILN Web Statistics



QRDC Org Chart Update/Facelift



Intel Quality Systems Handbook



OpX APQC SharePoint Site



OpX Benchmarking Portal SharePoint Site
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