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A COST ESTIMATE 
CONTAINS MANY 

STORIES
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POLL QUESTION

• What type of data visualization would 
be most effective for telling this story?

• Table

• Bar chart

• Pie chart

• Heat map
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COST DRIVER STORY – USING A TABLE

5

Bid Item 1 - Replace Pit Toilets with New Comfort Station $301,503 70% $281,286 76% $81,719 86%
Site Mechanical $86,213 29% $32,582 12% $44,452 54%

Exterior Enclosure $35,992 12% $29,477 10% $0 0%
Standard General Conditions $31,900 11% $101,200 36% $18,610 23%

Foundations $30,028 10% $33,082 12% $7,293 9%
Plumbing Systems $26,655 9% $16,121 6% $0 0%

Bid Item 2 - Construct New Parking Lot & Site Utilities $171,159 92% $70,628 88% $74,187 91%
Site Improvements $143,581 84% $36,335 51% $43,670 59%

Site Preparation $2,500 1% $11,711 17% $19,776 27%
Site Mechanical $12,153 7% $14,232 20% $4,241 6%

Bid Item 3 - Picnic Area & Trailhead Improvements $67,348 88% $47,645 54% $19,945 62%
Site Improvements $59,448 88% $25,960 54% $12,270 62%

Materials Labor Equipment
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		THE VISUAL DISPLAYS I USE MOST - FIG0201

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

																		Invisible Series		Visible Series

						DATA TO GRAPH												0		100

								A		B		C		D				100		30
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		EXAMPLE #1 AFTER - FIG0003

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.
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				DATA TO GRAPH



						Ticket Volume Over Time		January		February		March		April		May		June		July		August		September		October		November		December

								Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

						Ticket Volume Received		160		184		241		149		180		161		132		202		160		139		149		177

						Ticket Volume Processed		160		184		237		148		181		150		123		156		126		104		124		140





				VISUALS



				FIG0003



						Please approve the hire of 2 FTE

						to backfill those who quit in the past year



						Ticket volume over time









































						Data source: XYZ Dashboard, as of 12/31/2014  |  A detailed analysis on tickets processed per person and time to resolve issues was undertaken to inform this request and can be provided if needed.





						Source: Knaflic, Cole. Storytelling with Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015.







Received

Processed

Ticket Volume Received	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	2014



Number of tickets





2 employees quit in May. We nearly kept up with incoming volume in the following two months, but fell behind with the increase in Aug and haven't been able to catch up since.
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		BEFORE & AFTER #2 - FIG0004 & FIG0005

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH

								BEFORE		AFTER

						Bored		11%		12%

						Not great		5%		6%

						OK		40%		14%

						Kind of interested		25%		30%

						Excited		19%		38%

						Some interest		44%		68%

				VISUALS
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						Survey Results
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						Pilot program was a success																				Back to Table of Contents





						How do you feel about science?







































						Based on survey of 100 students conducted before and after pilot program (100% response rate on both surveys).









BEFORE	



Bored	Not great	OK	Kind of interested	Excited	0.11	0.05	0.4	0.25	0.19	AFTER	

38%



Bored	Not great	OK	Kind of interested	Excited	0.12	0.06	0.14000000000000001	0.3	0.38	



PRE: How do you feel about doing science?

Bored	Not great	OK	Kind of interested	Excited	0.11	0.05	0.4	0.25	0.19	

POST: How do you feel about doing science?

Bored	Not great	OK	Kind of interested	Excited	0.12	0.06	0.14000000000000001	0.3	0.38	

BEFORE program, the majority of children felt just OK about science

AFTER program, more children were Kind of interested & Excited about science.
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		BEFORE & AFTER #3 - FIG0006 & FIG0007

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH



								(first column intentionally blank)

										2008		2009		2010		2011		2012		2013		2014

						Product A				$395		$420		$425		$390		$300		$270		$260

						Product B				$360		$400		$410		$375		$290		$260		$250

						Product C								$100		$180		$198		$240		$180

						Product D										$160		$260		$220		$215

						Product E														$98		$210

																				2014 Avg		$223

				VISUALS
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				FIG0007



						To be competitive, we recommend introducing our product below the $223 average price point in the $150-$200 range
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Average Retail Product Price Per Year

2008	Product A	Product B	Product C	Product D	Product E	395	360	2009	Product A	Product B	Product C	Product D	Product E	420	400	2010	Product A	Product B	Product C	Product D	Product E	425	410	100	2011	Product A	Product B	Product C	Product D	Product E	390	375	180	160	2012	Product A	Product B	Product C	Product D	Product E	300	290	198	260	2013	Product A	Product B	Product C	Product D	Product E	270	260	240	220	98	2014	Product A	Product B	Product C	Product D	Product E	260	250	180	215	210	

Retail price over time by product

Product A	2008	2009	2010	2011	2012	2013	2014	395	420	425	390	300	270	260	Product B	2008	2009	2010	2011	2012	2013	2014	360	400	410	375	290	260	250	Product C	2008	2009	2010	2011	2012	2013	2014	100	180	198	240	180	Product D	2008	2009	2010	2011	2012	2013	2014	160	260	220	215	Product E	2008	2009	2010	2011	2012	2013	2014	98	210	Year



Average price





A

B

C

D

E

Recommended range

$200

$150

AVG
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		SIMPLE TEXT - FIG0202 & FIG0203

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH

				1970		41

				2012		20
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1970	2012	41	20	

Children with a
"Traditional" Stay-at-
Home Mother

% of children with a married
stay-at-home mother with a
working husband

Note: Based on children younger than 18. Their mothers are categorized based on employment status in 1970 and 2012.

Source: Pew Research Center analysis of March Current Population Surveys Integrated Public Use MIcrodata Series (IPUMS-CPS), 1971 and 2013

Adapted from PEW RESEARCH CENTER

20%

of children had a 
traditional stay-at-home mom
in 2012, compared to 41% in 1970



FIG0205

		HEATMAP- FIG0205

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.



				FIG0205



						Table										Heatmap

																LOW-HIGH												Back to Table of Contents

								A		B		C						A		B		C

						Category 1 		15%		22%		42%				Category 1		15%		22%		42%

						Category 2		40%		36%		20%				Category 2		40%		36%		20%

						Category 3		35%		17%		34%				Category 3		35%		17%		34%

						Category 4		30%		29%		26%				Category 4		30%		29%		26%

						Category 5		55%		30%		58%				Category 5		55%		30%		58%

						Category 6		11%		25%		49%				Category 6		11%		25%		49%
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		SCATTERPLOT - FIG0206 & FIG0207

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH						VISUALS



				Miles Driven		Cost Per Mile				FIG0206

				1,100		$2.40

				1,177		$2.80						Cost per mile by miles driven																						Back to Table of Contents

				1,239		$2.20

				1,294		$2.50

				1,378		$1.90

				1,481		$2.00

				1,540		$2.20

				1,712		$1.35

				1,650		$2.00

				1,817		$1.30

				1,971		$1.20

				1,984		$1.10

				2,135		$1.35

				2,211		$1.30

				2,225		$1.30

				2,200		$1.20

				2,256		$1.10

				2,311		$1.20

				2,180		$1.20

				2,463		$1.40

				2,465		$1.20

				1,850		$1.20

				2,581		$1.10

				2,618		$0.80

				2,627		$1.10

				2,750		$1.00

				2,837		$1.32

				3,061		$1.25

				3111		1.12				FIG0207

				3,001		$1.00

				3201		1.34						Cost per mile by miles driven

				3395		$1.65

				3456		$2.20

				3,498		$1.80

				3564		$1.90

				3757		$1.70

		AVG		2,336		1.5













































1100	1177	1239	1294	1378	1481	1540	1712	1650	1817	1971	1984	2135	2211	2225	2200	2256	2311	2180	2463	2465	1850	2581	2618	2627	2750	2837	3061	3111	3001	3201	3395	3456	3498	3564	3757	2336	2.4	2.8	2.2000000000000002	2.5	1.9	2	2.2000000000000002	1.35	2	1.3	1.2	1.1000000000000001	1.35	1.3	1.3	1.2	1.1000000000000001	1.2	1.2	1.4	1.2	1.2	1.1000000000000001	0.8	1.1000000000000001	1	1.32	1.25	1.1200000000000001	1	1.34	1.65	2.2000000000000002	1.8	1.9	1.7	1.5188888888888892	Miles driven per month



Cost per mile





1100	1177	1239	1294	1378	1481	1540	1712	1650	1817	1971	1984	2135	2211	2225	2200	2256	2311	2180	2463	2465	1850	2581	2618	2627	2750	2837	3061	3111	3001	3201	3395	3456	3498	3564	3757	2336	2.4	2.8	2.2000000000000002	2.5	1.9	2	2.2000000000000002	1.35	2	1.3	1.2	1.1000000000000001	1.35	1.3	1.3	1.2	1.1000000000000001	1.2	1.2	1.4	1.2	1.2	1.1000000000000001	0.8	1.1000000000000001	1	1.32	1.25	1.1200000000000001	1	1.34	1.65	2.2000000000000002	1.8	1.9	1.7	1.5188888888888892	Miles driven per month



Cost per mile





AVG

AVG



FIG0209

		SHOWING AVERAGE WITHIN RANGE IN LINE GRAPH - FIG0209

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

						DATA TO GRAPH

						Peak period wait times (minutes)

										Min		Avg		Max		Max to graph

						2014		Sep		9		18		27		18

								Oct		6		12		17		11

								Nov		7		13		17		10

								Dec		12		18		26		14

						2015		Jan		12		17		24		12

								Feb		7		13		20		13

								Mar		7		12		18		11

								Apr		9		14		21		12

								May		8		13		21		13

								Jun		12		18		28		16

								Jul		13		19		26		13

								Aug		17		24		36		19

								Sep		14		21		32		18

				VISUAL



				FIG0209



						Passport control wait time

						Past 13 months
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Min	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	2014	2015	9	6	7	12	12	7	7	9	8	12	13	17	14	Max	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	2014	2015	18	11	10	14	12	13	11	12	13	16	13	19	18	Avg	

Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	18	12	13	18	17	13	12	14	13	18	19	24	21	

Wait time (minutes)





MAX

AVG


MIN
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		SLOPEGRAPHS - FIG0210 & FIG0211

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH

								2014		2015

						Culture		80%		96%

						Peers		85%		91%

						Work environment		76%		75%

						Leadership		59%		62%

						Rewards & recognition		41%		45%

						Perf management		33%		42%

						Career development		49%		33%



				VISUALS



				FIG0210																FIG0211



						Employee feedback over time																Employee feedback over time



						                   Survey category | Percent favorable																                   Survey category | Percent favorable
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				ITERATIONS BELOW - NOT FOR BOOK



						Customer feedback over time																Customer feedback over time



						                   Survey category | Percent favorable																                   Survey category | Percent favorable



















































Culture	2014	2015	0.80263157894736847	0.96	Peers	2014	2015	0.85	0.91	Work environment	2014	2015	0.75657894736842102	0.75	Leadership	2014	2015	0.59210526315789469	0.62	Rewards 	&	 recognition	2014	2015	0.41447368421052633	0.45	Perf management	2014	2015	0.32894736842105265	0.42	Career development	2014	2015	0.49342105263157893	0.33	Survey Year





Culture	

2014	2015	0.80263157894736847	0.96	Peers	

2014	2015	0.85	0.91	Work environment	

2014	2015	0.75657894736842102	0.75	Leadership	

2014	2015	0.59210526315789469	0.62	Rewards 	&	 recognition	

2014	2015	0.41447368421052633	0.45	Perf management	

2014	2015	0.32894736842105265	0.42	Career development	

2014	2015	0.49342105263157893	0.33	Survey Year





Culture	2014	2015	0.80263157894736847	0.96	Peers	2014	2015	0.85	0.91	Work environment	2014	2015	0.75657894736842102	0.75	Leadership	2014	2015	0.59210526315789469	0.62	Perf management	2014	2015	0.32894736842105265	0.42	Career development	2014	2015	0.49342105263157893	0.33	Survey Year





Culture	

2014	2015	0.80263157894736847	0.96	Peers	

2014	2015	0.85	0.91	Work environment	

2014	2015	0.75657894736842102	0.75	Leadership	

2014	2015	0.59210526315789469	0.62	Perf management	

2014	2015	0.32894736842105265	0.42	Career development	

2014	2015	0.49342105263157893	0.33	Survey Year





Peers
Culture
Work environment

Survey item F

Career development

Rewards & recognition

Perf management

Leadership

Survey item F

Survey item F

Peers
Culture
Work environment

Survey item F

Career development

Rewards & recognition

Perf management

Leadership

Price
Convenience
Brand

Survey item F

Customer service

Relationship

Selection

Survey item F

Survey item F

Price
Convenience
Brand

Survey item F

Customer service

Relationship

Selection



FIG0213

		FOX NEWS BARCHART MAKEOVER - FIG0213

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH

				NOW		35%

				JAN. 1, 2013		39.6%

				VISUAL



				FIG0213



						Non-zero baseline: as originally graphed												Zero baseline: as it should be graphed



						IF BUSH TAX CUTS EXPIRE												IF BUSH TAX CUTS EXPIRE

						TOP TAX RATE												TOP TAX RATE
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NOW	JAN. 1, 2013	0.35	0.39600000000000002	







NOW	JAN. 1, 2013	0.35	0.39600000000000002	







FIG0216

		STACKED VERTICAL BARS - FIG0216

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

						DATA TO GRAPH

								A		B		C		D

						Cat 1		4		3		1		1

						Cat 2		5		6		3		1

						Cat 3		4		5		1		2

						Cat 4		4		5		3		2

						Cat 5		7		6		5		3

				VISUAL



				FIG0216
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Comparing these is hard

Cat 1	Cat 2	Cat 3	Cat 4	Cat 5	4	5	4	4	7	3	6	5	5	6	1	3	1	3	5	





Comparing these is easy

Cat 1	Cat 2	Cat 3	Cat 4	Cat 5	4	5	4	4	7	3	6	5	5	6	1	3	1	3	5	







FIG0217

		WATERFALL CHART - FIG0217

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

						DATA TO GRAPH

						Label 1		Label 2		Invisible Series		Visible Series

						Beginning HC		1/1/2014		0		100

						Additions		Hires		100		30

								Transfers In		130		8

						Deductions		Transfers Out		126		12

								Exits		116		10

						Ending HC		12/31/2014		0		116

				VISUAL



				FIG0217



						2014 Headcount math

						Though more employees transferred out of the team than transferred in, 
aggressive hiring means overall headcount (HC) increased 16% over the course of the year.
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Invisible Series	1/1/2014	Hires	Transfers In	Transfers Out	Exits	12/31/2014	Beginning HC	Additions	Deductions	Ending HC	0	100	130	126	116	0	Visible Series	+30

+8

-12

-10



1/1/2014	Hires	Transfers In	Transfers Out	Exits	12/31/2014	Beginning HC	Additions	Deductions	Ending HC	100	30	8	12	10	116	



FIG0219

		HORIZONTAL STACKED BAR CHART - FIG0219

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

						DATA TO GRAPH

								Strongly Disagree		Disagree		Neutral		Agree		Strongly Agree		Total

						Survey item E		5%		5%		30%		27%		33%		100%

						Survey item D		6%		11%		35%		28%		20%		100%

						Survey item C		6%		14%		45%		15%		20%		100%

						Survey item B		8%		32%		20%		23%		17%		100%

						Survey item A		16%		25%		32%		18%		9%		100%



				VISUAL



				FIG0219



						Survey results



								 Strongly Disagree | Disagree | Neutral | Agree | Strongly Agree







						Survey item A																Back to Table of Contents

						Survey item B

						Survey item C

						Survey item D

						Survey item E







Strongly Disagree	Survey item E	Survey item D	Survey item C	Survey item B	Survey item A	0.05	0.06	0.06	8.4000000000000005E-2	0.16	Disagree	0.05	0.11	0.14000000000000001	0.32	0.25	Neutral	Survey item E	Survey item D	Survey item C	Survey item B	Survey item A	0.3	0.35	0.45	0.2	0.32	Agree	0.27	0.28000000000000003	0.15	0.23	0.18	Strongly Agree	Survey item E	Survey item D	Survey item C	Survey item B	Survey item A	0.33200000000000002	0.2	0.2	0.17	0.09	Percent of total







FIG0220

		AREA GRAPH - FIG0220
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				VISUAL



				FIG0220



						Interview breakdown
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Out of every 100 phone screens...




we bring 25 candidates onsite for interviews...

and
extend 9 offers.



FIG0221-23

		PIE CHART - FIG0221, FIG0222, FIG0223

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH								VISUALS



				Supplier A		34		34				FIG0221																						Materials				Labor				Equipment

				Supplier B		31		31																				60%		$664,508		Bid Item 1 - Replace Pit Toilets with New Comfort Station		$301,503		70%		$281,286		76%		$81,719		86%

				Supplier C		9		26																								Site Mechanical		$86,213		29%		$32,582		12%		$44,452		54%

				Supplier D		26		9																								Exterior Enclosure		$35,992		12%		$29,477		10%		$0		0%

						100																										Standard General Conditions		$31,900		11%		$101,200		36%		$18,610		23%

																																Foundations		$30,028		10%		$33,082		12%		$7,293		9%

																																Plumbing Systems		$26,655		9%		$16,121		6%		$0		0%

				Materials		48%																						28%		$315,974		Bid Item 2 - Construct New Parking Lot & Site Utilities		$171,159		92%		$70,628		88%		$74,187		91%

				Labor		36%																										Site Improvements		$143,581		84%		$36,335		51%		$43,670		59%

				Equipment		16%																										Site Preparation		$2,500		1%		$11,711		17%		$19,776		27%

				Supplier C		9%																										Site Mechanical		$12,153		7%		$14,232		20%		$4,241		6%

																												12%		$134,938		Bid Item 3 - Picnic Area & Trailhead Improvements		$67,348				$47,645				$19,945

																																Site Improvements		$59,448		88%		$25,960		54%		$12,270		62%



																												100%		$1,115,420				0.5356234144

																																		$540,010				$399,559				$175,851		$1,115,420

																																		48%				36%				16%		100%
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												FIG0223



												                                             Site Improvement Materials for New Parking Lot and Utilities Drive Overall Cost
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Supplier Market Share

Supplier A	Supplier B	Supplier C	Supplier D	34	31	9	26	

Supplier Market Share

Supplier A	Supplier B	Supplier C	Supplier D	34	31	9	26	



Materials	Labor	Equipment	Supplier C	0.48413153789603913	0.35821394631618581	0.15765451578777501	



34%

31%

9%

26%

54%

of material costs are driven by site improvements or mechanical upgrades
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		SECONDARY Y-AXIS - FIG0226 & FIG0227

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

						DATA TO GRAPH

										Revenue		Size of Salesforce

						2013		Q1		$563,000		82

								Q2		$498,000		91

								Q3		$682,000		105

								Q4		$875,000		112

						2014		Q1		$634,000		111

								Q2		$618,000		109

								Q3		$813,000		110

								Q4		$956,000		110

				VISUALS



				FIG0226																FIG0227
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Secondary y-axis 

Revenue	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	2013	2014	563000	498000	682000	875000	634000	618000	813000	956000	Size of Salesforce	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	82	91	105	112	111	109	110	110	



Revenue (Millions)

# of Sales Employees









Alternative 1: label directly

Revenue	

Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	2013	2014	563000	498000	682000	875000	634000	618000	813000	956000	Size of Salesforce	

Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	82	91	105	112	111	109	110	110	







Alternative 2: pull apart vertically

Revenue	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	2013	2014	563000	498000	682000	875000	634000	618000	813000	956000	



Revenue (Millions)



Size of Salesforce	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	82	91	105	112	111	109	110	110	

# of Sales Employees





# of Sales Employees

Revenue (Millions)
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		GESTALT PRINCIPLES OF VISUAL PERCEPTION - FIG0301 - FIG0312

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				VISUALS																		DATA FOR GRAPHS



				FIG0301 - PROXIMITY principle								FIG0302 - PROXIMITY application										Scatterplot & line graph				Horizontal Bar

																						1		3		A		6

																						3		2		B		4

																						4		2		C		3

																						2		1		D		3

																						4		4		E		2

																						5		5

																						7.5		4

																						8		7
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				FIG0303 - SIMILARITY principle								FIG0304 - SIMILARITY application























				FIG0305 - ENCLOSURE principle								FIG0306 - ENCLOSURE application























				FIG0307 CLOSURE principle								FIG0308 CLOSURE application























				FIG0309 - CONTINUITY principle								FIG0310 - CONTINUITY application























				FIG0311 - CONNECTION principle								FIG0312 - CONNECTION application
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		LACK OF VISUAL ORDER - FIG0313 & FIG0314

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH



				Colleague recommendation		4%

				Previous work together		17%

				Affordability of services		19%

				National reputation		21%

				Local knowledge		42%

				Content expertise		53%

				Demonstration of results		72%





				VISUALS



				FIG0313
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In general, what attributes are the most important 
to you in selecting a service provider?

(Choose up to 3)

Colleague recommendation	Previous work together	Affordability of services	National reputation	Local knowledge	Content expertise	Demonstration of results	0.04	0.17	0.19	0.21000000000000002	0.42	0.53	0.72	% selecting given attribute





Colleague recommendation	Previous work together	Affordability of services	National reputation	Local knowledge	Content expertise	Demonstration of results	0.04	0.17	0.19	0.21000000000000002	0.42	0.53	0.72	% selecting given attribute





In general, what attributes are the most important to you in selecting a service provider?
(Choose up to 3)

Demonstrating effectiveness is most important consideration when selecting a provider

Data source: xyz; includes N number of survey respondents. Note that respondents were able to choose up to 3 options.

Survey shows that demonstration of results is the single most important dimension when choosing a service provider. 

Affordability and experience working together previously, which were hypothesized to be very important in the decision making process, were both cited less frequently as important attributes.

Demonstrating effectiveness is most important consideration 
when selecting a provider

Data source: xyz; includes N number of survey respondents. 
Note that respondents were able to choose up to 3 options.

Survey shows that demonstration of results is the single most important dimension when choosing a service provider. 

Affordability and experience working together previously, which were hypothesized to be very important in the decision making process, were both cited less frequently as important attributes.



FIG0315-16

		CONTRAST - FIG0315 & FIG0316

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH



				Original Data

						Our Business		Competitor A		Competitor B		Competitor C		Competitor D		Competitor E

				Selection		-0.84		-0.83		-0.23		-0.67		0.5		1.3

				Convenience		0.6		1.08		-0.38		-0.28		0.54		-1.05

				Service		-0.79		-0.6		0.13		-0.41		0.01		0.96

				Relationship		-0.4		0.88		-0.48		-0.43		0		0.1

				Price		0.71		0.49		-0.84		-0.08		0.5		-0.34



				Rescaled to positive scale

						Our business		Competitor A		Competitor B		Competitor C		Competitor D		Competitor E		Rank

				Price		1.81		1.59		0.26		1.02		1.60		0.76		1 of 6

				Convenience		1.70		2.18		0.72		0.82		1.64		0.05		2 of 6

				Relationship		0.70		1.98		0.62		0.67		1.10		1.20		4 of 6

				Service		0.31		0.50		1.23		0.69		1.11		2.06		6 of 6

				Selection		0.26		0.27		0.87		0.43		1.60		2.40		6 of 6



				VISUALS



				FIG0315
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				FIG0316







										Weighted performance index | relative rank

















































Weighted Performance Index

Our Business	Selection	Convenience	Service	Relationship	Price	-0.84	0.6	-0.79	-0.4	0.71	Competitor A	Selection	Convenience	Service	Relationship	Price	-0.83000000000000007	1.08	-0.6	0.88	0.49	Competitor B	Selection	Convenience	Service	Relationship	Price	-0.22999999999999998	-0.38	0.13	-0.48000000000000004	-0.84	Competitor C	Selection	Convenience	Service	Relationship	Price	-0.67	-0.28000000000000003	-0.41000000000000003	-0.43	-0.08	Competitor D	Selection	Convenience	Service	Relationship	Price	0.5	0.54	9.9999999999999985E-3	0	0.5	Competitor E	Selection	Convenience	Service	Relationship	Price	1.3	-1.05	0.96	0.1	-0.34	





Performance overview

Our business	1 of 6

2 of 6

4 of 6

6 of 6

6 of 6

6 of 6



Price	Convenience	Relationship	Service	Selection	1.81	1.7000000000000002	0.70000000000000007	0.31000000000000005	0.26000000000000012	Competitor A	Price	Convenience	Relationship	Service	Selection	1.59	2.1800000000000002	1.98	0.50000000000000011	0.27	Competitor B	Price	Convenience	Relationship	Service	Selection	0.26000000000000012	0.72000000000000008	0.62000000000000011	1.23	0.87000000000000011	Competitor C	Price	Convenience	Relationship	Service	Selection	1.02	0.82000000000000006	0.67000000000000015	0.69000000000000006	0.43000000000000005	Competitor D	Price	Convenience	Relationship	Service	Selection	1.6	1.6400000000000001	1.1000000000000001	1.1100000000000001	1.6	Competitor E	Price	Convenience	Relationship	Service	Selection	0.76	5.0000000000000044E-2	1.2000000000000002	2.06	2.4000000000000004	

















 Selection       Convenience         Service          Relationship            Price



FIG0317-24

		DECLUTTER STEP-BY-STEP - FIG0317 - FIG0324

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH



						Ticket Volume Over Time		January		February		March		April		May		June		July		August		September		October		November		December

								Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

						Ticket Volume Received		160		184		241		149		180		161		132		202		160		139		149		177

						Ticket Volume Processed		160		184		237		148		181		150		123		156		126		104		124		140





				VISUALS



				FIG0317																				Back to Table of Contents

















































				FIG0318																				Remove Chart Border
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				FIG0320

																								Remove data markers















































				FIG0321

																								Clean Up Axis Labels















































				FIG0322

																								Label data directly















































				FIG0323









																								Leverage consistent color





































				FIG0324



						BEFORE																AFTER



















































Ticket Volume Received	January	February	March	April	May	June	July	August	September	October	November	December	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	January	February	March	April	May	June	July	August	September	October	November	December	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	January	February	March	April	May	June	July	August	September	October	November	December	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	January	February	March	April	May	June	July	August	September	October	November	December	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	January	February	March	April	May	June	July	August	September	October	November	December	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	January	February	March	April	May	June	July	August	September	October	November	December	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	January	February	March	April	May	June	July	August	September	October	November	December	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	January	February	March	April	May	June	July	August	September	October	November	December	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	January	February	March	April	May	June	July	August	September	October	November	December	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	January	February	March	April	May	June	July	August	September	October	November	December	160	184	237	148	181	150	123	156	126	104	124	140	

Received

Processed

Received

Processed

Received

Processed



FIG0407-09

		DRAWING ATTENTION WITH COLOR - FIG0407, FIG0408, FIG0409

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

						DATA TO GRAPH																								Materials				Labor				Equipment

								concerns per 1,000																Back to Table of Contents				Bid Item 1 - Replace Pit Toilets with New Comfort Station		$301,503		70%		$281,286		76%		$81,719		86%

						Engine power is less than expected		12.9																				Site Mechanical		$86,213		29%		$32,582		12%		$44,452		54%

						Tires make excessive noise while driving		12.3																				Exterior Enclosure		$35,992		12%		$29,477		10%		$0		0%

						Engine makes abnormal/excessive noise		11.6																				Standard General Conditions		$31,900		11%		$101,200		36%		$18,610		23%

						Seat material concerns		11.6																				Foundations		$30,028		10%		$33,082		12%		$7,293		9%

						Excessive wind noise		11.0																				Plumbing Systems		$26,655		9%		$16,121		6%		$0		0%

						Hesitation or delay when shifting		10.3																				Bid Item 2 - Construct New Parking Lot & Site Utilities		$171,159		92%		$70,628		88%		$74,187		91%

						Bluetooth system has poor sound quality		10.0																				Site Improvements		$143,581		84%		$36,335		51%		$43,670		59%

						Steering system/wheel has too much play		8.8																				Site Preparation		$2,500		1%		$11,711		17%		$19,776		27%

						Bluetooth system is difficult to use		8.6																				Site Mechanical		$12,153		7%		$14,232		20%		$4,241		6%

						Front seat audio/entertainment/navigation controls		8.2																				Bid Item 3 - Picnic Area & Trailhead Improvements		$67,348		88%		$47,645		54%		$19,945		62%

																												Site Improvements		$59,448		88%		$25,960		54%		$12,270		62%

				VISUALS



				FIG0407



						Top 10 design concerns

										                           concerns per 1,000





























																																								0.7076088539







				FIG0408













						Top 10 design concerns

										                           concerns per 1,000







































				FIG0409











						Top 10 design concerns

										                           concerns per 1,000









































Engine power is less than expected	Tires make excessive noise while driving	Engine makes abnormal/excessive noise	Seat material concerns	Excessive wind noise	Hesitation or delay when shifting	Bluetooth system has poor sound quality	Steering system/wheel has too much play	Bluetooth system is difficult to use	Front seat audio/entertainment/navigation controls	12.87	12.25	11.57	11.56	10.97	10.26	9.9499999999999993	8.8000000000000007	8.64	8.18	





Engine power is less than expected	Tires make excessive noise while driving	Engine makes abnormal/excessive noise	Seat material concerns	Excessive wind noise	Hesitation or delay when shifting	Bluetooth system has poor sound quality	Steering system/wheel has too much play	Bluetooth system is difficult to use	Front seat audio/entertainment/navigation controls	12.87	12.25	11.57	11.56	10.97	10.26	9.9499999999999993	8.8000000000000007	8.64	8.18	





Engine power is less than expected	Tires make excessive noise while driving	Engine makes abnormal/excessive noise	Seat material concerns	Excessive wind noise	Hesitation or delay when shifting	Bluetooth system has poor sound quality	Steering system/wheel has too much play	Bluetooth system is difficult to use	Front seat audio/entertainment/navigation controls	12.87	12.25	11.57	11.56	10.97	10.26	9.9499999999999993	8.8000000000000007	8.64	8.18	

7 of the top 10 design concerns have 10 or more concerns per 1,000. Discussion: is this an acceptable default rate?

Of the top design concerns, three are noise-related.

Comments indicate that noisy tire issues are most apparent in the rain.

Complaints about engine noise commonly cited after the car had not been driven for a while.

Excessive wind noise is noted primarily in freeway driving at high speeds.
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		TICKET EXAMPLE - FIG0410, FIG0411, FIG0412, FIG0413, FIG0414

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.

				DATA TO GRAPH																														Back to Table of Contents



						Ticket Volume Over Time		January		February		March		April		May		June		July		August		September		October		November		December

								Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

						Ticket Volume Received		160		184		241		149		180		161		132		202		160		139		149		177

						Ticket Volume Processed		160		184		237		148		181		150		123		156		126		104		124		140





				VISUALS



				FIG0410
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				FIG0413















































				FIG0414

















































Received

Processed

Ticket Volume Received	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	

Ticket Volume Received	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	





Ticket Volume Received	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	





Ticket Volume Received	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	





Ticket Volume Received	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	
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Received
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				FIG0415																																MISC DATA

																																																Back to Table of Contents

						Country Level Sales Rank Top 5 Drugs														Top 5 drugs: country-level sales rank																Note: leave this data here so colors at left remain as they are



						Rainbow distribution in color indicates sales rank in given country from #1 (red) to #10 or higher (dark purple)														RANK		1		2		3		4		5+						20		8		11		13		20



																				COUNTRY |		   DRUG

						Country		A		B		C		D		E						A		B		C		D		E						a		b		c		d		e

						AUS		1		2		3		6		7				Australia		1		2		3		6		7						3				4				12

						BRA		1		3		4		5		6				Brazil		1		3		4		5		6								13		4		7

						CAN		2		3		6		12		8				Canada		2		3		6		12		8										6				4

						CHI		1		2		8		4		7				China		1		2		8		4		7												3		6

						FRA		3		2		4		8		10				France		3		2		4		8		10						5				7		12		13

						GER		3		1		6		5		4				Germany		3		1		6		5		4						5		9		8

						IND		4		1		8		10		5				India		4		1		8		10		5						2

						ITA		2		4		10		9		8				Italy		2		4		10		9		8						7		8		12		3

						MEX		1		5		4		6		3				Mexico		1		5		4		6		3								6		11		8

						RUS		4		3		7		9		12				Russia		4		3		7		9		12						8		2		9		14		5

						SPA		2		3		4		5		11				Spain		2		3		4		5		11						8		5		13

						TUR		7		2		3		4		8				Turkey		7		2		3		4		8						14		4		9

						UK		1		2		3		6		7				United Kingdom		1		2		3		6		7						11				2				10

						US		1		2		4		3		5				United States		1		2		4		3		5								9		3				5
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						DATA TO GRAPH																												Back to Table of Contents

								A

						Category 1		7

						Category 2		5

						Category 3		4

						Category 4		4

						Category 5		3

				VISUAL



				FIG0416



						Leverage brand color								Draw attention with black								Use complimentary color



































Category 1	Category 2	Category 3	Category 4	Category 5	7	5	4	4	3	





Category 1	Category 2	Category 3	Category 4	Category 5	7	5	4	4	3	





Category 1	Category 2	Category 3	Category 4	Category 5	7	5	4	4	3	



ClientLogo

ClientLogo

ClientLogo
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				DATA TO GRAPH

				Note: non-labeled values visually estimated																								Back to Table of Contents



						2008		2009		2010		2011		2012

				All		41.4		40.0		38.0		37.0		36.7

				Less than 
high 
school		26.8		25.0		23.0		23.2		23.4

				High 
school 
graduate		35.9		34.0		31.0		30.5		30.1

				Some 
college		42.5		41.0		37.0		36.7		36.5

				Bachelor's 
degree or 
more		61.5		61.0		59.0		55.0		56.7





				VISUALS



				FIG0502



						New Marriage Rate by Education



						Number of newly married adults per 1,000 marriage eligible adults









































						Note: Marriage eligible includes the newly married plus those widowed, divorced 
or never married at interview.



						Source: US Census

						Adapted from PEW RESEARCH CENTER







				FIG0503



						New Marriage Rate by Education



						Number of newly married adults per 1,000 marriage eligible adults









































						Note: Marriage eligible includes the newly married plus those widowed, divorced 
or never married at interview.



						Source: US Census

						Adapted from PEW RESEARCH CENTER







				FIG0504



						New marriage rate by education

						Number of newly married adults per 1,000 marriage eligible adults









































						Note: Marriage eligible includes the newly married plus those widowed, divorced 
or never married at interview.



						Source: US Census

						Adapted from PEW RESEARCH CENTER





				FIG0505



						New Marriage Rate by Education														New marriage rate by education

																				Number of newly married adults per 1,000 marriage eligible adults

						Number of newly married adults per 1,000 marriage eligible adults







































						Note: Marriage eligible includes the newly married plus those widowed, divorced 
or never married at interview.														Note: Marriage eligible includes the newly married plus those widowed, divorced 
or never married at interview.



						Source: US Census														Source: US Census

						Adapted from PEW RESEARCH CENTER														Adapted from PEW RESEARCH CENTER









Less than 
high 	
school	

2008	2009	2010	2011	2012	26.8	25	23	23.2	23.4	High 
school 	
graduate	

2008	2009	2010	2011	2012	35.9	34	31	30.5	30.1	Some 
college	

2008	2009	2010	2011	2012	42.5	41	37	36.700000000000003	36.5	Bachelor's 
degree or 	
more	

2008	2009	2010	2011	2012	61.5	61	59	55	56.7	



'08	

All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	41.4	26.8	35.9	42.5	61.5	'09	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	40	25	34	41	61	'10	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	38	23	31	37	59	'11	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	37	23.2	30.5	36.700000000000003	55	'12	

All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	36.700000000000003	23.4	30.1	36.5	56.7	



'08	



All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	41.4	26.8	35.9	42.5	61.5	'09	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	40	25	34	41	61	'10	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	38	23	31	37	59	'11	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	37	23.2	30.5	36.700000000000003	55	'12	



All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	36.700000000000003	23.4	30.1	36.5	56.7	



'08	

All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	41.4	26.8	35.9	42.5	61.5	'09	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	40	25	34	41	61	'10	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	38	23	31	37	59	'11	All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	37	23.2	30.5	36.700000000000003	55	'12	

All	Less than 
high 	
school	High 
school 	
graduate	Some 
college	Bachelor's 
degree or 	
more	36.700000000000003	23.4	30.1	36.5	56.7	



Less than 
high 	
school	

2008	2009	2010	2011	2012	26.8	25	23	23.2	23.4	High 
school 	
graduate	

2008	2009	2010	2011	2012	35.9	34	31	30.5	30.1	Some 
college	

2008	2009	2010	2011	2012	42.5	41	37	36.700000000000003	36.5	Bachelor's 
degree or 	
more	

2008	2009	2010	2011	2012	61.5	61	59	55	56.7	



Bachelor's degree or more

Some college

High school grad

Less than high school

'08  '09  '10  '11  '12

2008......2012

'08  '09  '10  '11  '12

Bachelor's degree or more

Some college

High school grad

Less than high school
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						DATA TO GRAPH

								Satisfaction		Issues per 1,000																Back to Table of Contents

						Prior Year Avg		72%		895

						Model A		73%		487

						Model B		76%		1253

						Model C		74%		958

						Model D		78%		1009

						Model E		84%		720

						Model F		78%		942

						Model G		75%		800



				VISUAL



				FIG0506



						Issues vs. Satisfaction by Model



								        Satisfaction



						Things Gone		       LOW												HIGH    

						Wrong



						FEW





























						MANY















Issues per 1,000	0.72	0.73	0.76	0.74	0.78	0.84	0.77500000000000002	0.75	895	487	1253	958	1009	720	942	800	% satisfied or highly satisfied



Number of Issues per 1,000





Prior Year Avg.
(all models)

High Satisfaction, Few Issues

High Satisfaction, Many Issues

Model A

Model G

Model E

Model B

Model D

Model F

Model C
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				DATA TO GRAPH

																																		Back to Table of Contents

						Ticket Volume Over Time		January		February		March		April		May		June		July		August		September		October		November		December

								Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

						Ticket Volume Received		160		184		241		149		180		161		132		202		160		139		149		177

						Ticket Volume Processed		160		184		237		148		181		150		123		156		126		104		124		140





				VISUALS



				FIG0508















































				FIG0509



						Ticket volume over time









































						Data source: XYZ Dashboard, as of 12/31/2014





				FIG0510



						Please approve the hire of 2 FTE

						to backfill those who quit in the past year



						Ticket volume over time









































						Data source: XYZ Dashboard, as of 12/31/2014  |  A detailed analysis on tickets processed per person and time to resolve issues was undertaken to inform this request and can be provided if needed.







Received

Processed

Ticket Volume Received	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	





Ticket Volume Received	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	2014



Number of tickets





Ticket Volume Received	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	241	149	180	161	132	202	160	139	149	177	Ticket Volume Processed	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	160	184	237	148	181	150	123	156	126	104	124	140	2014



Number of tickets





Received

Processed

2 employees quit in May. We nearly kept up with incoming volume in the following two months, but fell behind with the increase in Aug and haven't been able to catch up since.

Received

Processed
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				DATA TO GRAPH

								US Population		Our Customers																				Back to Table of Contents

						Segment 7		15%		11%

						Segment 6		32%		20%

						Segment 5		10%		17%

						Segment 4		10%		18%

						Segment 3		10%		15%

						Segment 2		7%		10%

						Segment 1		16%		9%

						Total		100%		100%

						Seg 3-5		30%		50%

				VISUALS



				FIG0512



						Distribution by customer segment

















































				FIG0513



						Distribution by customer segment



















































Segment 1	

US Population	Our Customers	0.16	0.09	Segment 2	US Population	Our Customers	7.0000000000000007E-2	0.1	Segment 3	

US Population	Our Customers	0.1	0.15	Segment 4	US Population	Our Customers	0.1	0.18	Segment 5	US Population	Our Customers	0.1	0.17	Segment 6	US Population	Our Customers	0.32	0.2	Segment 7	US Population	Our Customers	0.15	0.11	

Segment 1	

US Population	Our Customers	0.16	0.09	Segment 2	

US Population	Our Customers	7.0000000000000007E-2	0.1	Segment 3	

US Population	Our Customers	0.1	0.15	Segment 4	

US Population	Our Customers	0.1	0.18	Segment 5	

US Population	Our Customers	0.1	0.17	Segment 6	

US Population	Our Customers	0.32	0.2	Segment 7	

US Population	Our Customers	0.15	0.11	



 Segment 7



  Segment 6


 Segment 5

Segment 4

Segment 3

 Segment 2

 Segment 1

50%

Segment 7



Segment 6



Segment 5

Segment 4

Segment 3

Segment 2

Segment 1

30%

50%
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						DATA TO GRAPH

						Days since launch		Last year		Progress to date

						0		$0		$0

						1		$3,867		$4,962

						2		$5,736		$8,163

						3		$8,352		$12,746

						4		$10,784		$15,736

						5		$11,573		$23,658

						6		$13,756		$25,735

						7		$14,112		$27,562

						8		$15,836		$28,563

						9		$17,836		$31,967

						10		$19,710		$33,967

						11		$20,174

						12		$24,967

						13		$26,937

						14		$27,947

						15		$29,753

						16		$32,957

						17		$34,027

						18		$34,532

						19		$36,345

						20		$39,271

						21		$43,287

						22		$43,900

						23		$44,783

						24		$45,937

						25		$46,735

						26		$47,110

						27		$48,037

						28		$49,736

						29		$50,123

						30		$51,400

				VISUAL



				FIG0601



						Annual giving campaign progress























































Last year	

0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	17	18	19	20	21	22	23	24	25	26	27	28	29	30	0	3867	5736	8352	10784	11573	13756	14112	15836	17836	19710	20174	24967	26937	27947	29753	32957	34027	34532	36345	39271	43287	43900	44783	45937	46735	47110	48037	49736	50123	51400	Progress to date	

0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	17	18	19	20	21	22	23	24	25	26	27	28	29	30	0	4962	8163	12746	15736	23658	25735	27562	28563	31967	33967	Days since campaign launch



Money raised





Progress to date

Last year

GOAL
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						DATA TO GRAPH

										Sales		% increase		Avg

						ACTUAL		2006		$52

								2007		$54		4%		7.2%

								2008		$60		11%

								2009		$64		7%

								2010		$78		22%

								2011		$86		10%		8.5%

								2012		$91		6%

								2013		$100		10%

								2014		$108		8%

						FORECAST		2015		$119		10%

								2016		$131		10%

								2017		$144		10%

								2018		$158		10%

				VISUAL



				FIG0602



						Sales over time













































						Data source: Sales Dashboard; annual figures are as of 12/31 of the given year.

						*Use this footnote to explain what is driving the 10% annual growth forecast assumption.





						Source: Knaflic, Cole. Storytelling with Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015.







Sales	



2006	2007	2008	2009	2010	2011	2012	2013	2014	2015	2016	2017	2018	ACTUAL	FORECAST	52	54	60	64	78	86	91	100	108	119	131	144	158.29007633587787	

Sales ($BIllion)





2006-09: annual sales growth of 7-8%

2010: more marked increase of 22% sales year over year, driven by a, b, and c

2011-14: another period of steady growth of 8-9% annually

2015 & beyond: assumed 10% year over year 
increase in sales*
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				DATA TO GRAPH

										Miss		Meet		Exceed		Total

						2013		Q1		5%		53%		42%		100%

								Q2		3%		62%		35%		100%

								Q3		6%		68%		26%		100%

								Q4		5%		70%		25%		100%

						2014		Q1		6%		75%		19%		100%

								Q2		6%		59%		35%		100%

								Q3		12%		61%		27%		100%

								Q4		15%		62%		23%		100%

						2015		Q1		20%		68%		12%		100%

								Q2		33%		62%		5%		100%

								Q3		42%		47%		11%		100%





				VISUAL



				FIG0603



						Goal attainment over time















































						Data source: XYZ Dashboard







Miss	

Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2013	2014	2015	0.05	0.03	0.06	0.05	0.06	0.06	0.12	0.15	0.2	0.33	0.42	Meet	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2013	2014	2015	0.53	0.62	0.68	0.7	0.75	0.59000000000000008	0.61	0.62	0.67999999999999994	0.61999999999999988	0.47000000000000003	Exceed	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2013	2014	2015	0.41999999999999993	0.35	0.26	0.25	0.18999999999999995	0.34999999999999987	0.27	0.22999999999999998	0.12000000000000011	5.0000000000000044E-2	0.10999999999999999	

% of total projects













As of Q3 2015, more than 1/3 of projects are missing goals
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				DATA TO GRAPH

								Today 9/30/15		FY16		FY17		FY18		FY19		FY20

						Unmet need		0		28		50		68		91		112

						Directors from acquisitions				3		3		3		3		3

						Promotions to director				7		10		13		17		21

						Today's directors		191		165		148		129		111		91

						Attrition		-		-26		-43		-62		-80		-100

						Total		191		203		210		213		222		227



				VISUAL



				FIG0604



						Expected director population over time

















































						    A footnote explaining relevant forecast assumptions and methodology would go here.







Attrition	Today 9/30/15	FY16	FY17	FY18	FY19	FY20	0	-26	-43	-62	-80	-100	Today's directors	Today 9/30/15	FY16	FY17	FY18	FY19	FY20	191	165.4	147.69999999999999	129.4	110.6	91.1	Promotions to director	Today 9/30/15	FY16	FY17	FY18	FY19	FY20	7	10	13	17	21	Directors from acquisitions	Today 9/30/15	FY16	FY17	FY18	FY19	FY20	3	3	3	3	3	Unmet need	

Today 9/30/15	FY16	FY17	FY18	FY19	FY20	0	28	49.699999999999989	68	91	112	

# of directors





Unmet need (gap)




Directors from acquisitions
Promotions to director
Today's directors








Attrition
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				DATA TO GRAPH

								Most important		2nd Most Important		3rd Most Important		Overall

						Education		24%		14%		7%		45%

						Agriculture & rural development		17%		12%		8%		37%

						Poverty reduction		15%		10%		7%		32%

						Reconstruction		9%		5%		4%		18%

						Economic growth		7%		5%		5%		17%

						Health		3%		7%		6%		16%

						Job creation		4%		6%		5%		15%

						Governanace		5%		5%		4%		14%

						Anti-corruption		4%		4%		6%		14%

						Transport		4%		4%		4%		12%

						Energy		3%		4%		4%		11%

						Law & Justice		2%		3%		4%		9%

						Basic infrastructure		2%		3%		3%		8%

						Public sector reform		2%		3%		3%		8%

						Public financial management		2%		3%		3%		8%

				VISUAL



				FIG0605



						Top 15 development priorities, according to survey

						PRIORITY		TOTAL %		    Most important  |  2nd Most Important  |  3rd Most Important



						Education		45%

						Agriculture & rural development		37%

						Poverty reduction		32%

						Reconstruction		18%

						Economic growth		17%

						Health		16%

						Job creation		15%

						Governanace		14%

						Anti-corruption		14%

						Transport		12%

						Energy		11%

						Law & Justice		9%

						Basic infrastructure		8%

						Public sector reform		8%

						Public financial management		8%



						N = 4,392. Based on responses to item, When considering development priorities, which one development priority is the most important? Which one is the second most important priority? Which one is the third most important priority? Respondents chose from a list. Top 15 shown.









Most important	







0.24	0.17	0.15	0.09	7.0000000000000007E-2	0.03	0.04	0.05	0.04	0.04	0.03	0.02	0.02	0.02	0.02	2nd Most Important	







0.14000000000000001	0.12	0.1	0.05	0.05	7.0000000000000007E-2	0.06	0.05	0.04	0.04	0.04	0.03	0.03	0.03	0.03	3rd Most Important	







7.0000000000000007E-2	0.08	7.0000000000000007E-2	0.04	0.05	0.06	0.05	0.04	0.06	0.04	0.04	0.04	0.03	0.03	0.03	
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				DATA TO GRAPH



								(first column intentionally blank)

										2008		2009		2010		2011		2012		2013		2014

						Product A				$395		$420		$425		$390		$300		$270		$260

						Product B				$360		$400		$410		$375		$290		$260		$250

						Product C								$100		$180		$198		$240		$180

						Product D										$160		$260		$220		$215

						Product E														$98		$210

																				2014 Avg		$223

				VISUALS



				FIG0801



						Price has declined for all products on the market
since the launch of Product C in 2010
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				FIG0812



						Products A and B were launched in 2008 at price points of $360+





























































				FIG0813



						They have been priced similarly over time, with B consistently slightly lower than A





























































				FIG0814



						In 2014, Products A and B were priced at $260 and $250, respectively





























































				FIG0815



						Products C, D, and E were each introduced later 
at much lower price points...





























































				FIG0816



						…but all have increased in price since their respective launches





























































				FIG0817



						In fact, with the launch of a new product in this space, we tend to see an initial price increase, followed by a decrease over time





























































				FIG0818



						As of 2014, retail prices have converged, with an average retail price of $223, ranging from a low of $180 (C) to a high of $260 (A)





























































				FIG0819



						To be competitive, we recommend introducing our product below the $223 average price point in the $150-$200 range





























































				FIG0820



						BEFORE																				AFTER



						Price has declined for all products on the market
since the launch of Product C in 2010																				To be competitive, we recommend introducing our product below the $223 average price point in the $150-$200 range
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In the next 5 minutes...

OUR GOAL:

	Understand how prices have changed 
	over time in the competitive landscape. 

	Use this knowledge to inform the pricing 
	of our product.

We will end with a specific recommendation.
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		FIGURES 0902, 0903

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.
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				DATA TO GRAPH

								Bottom box		Middle		Top box

						Survey item A		1%		66%		33%

						Survey item B		5%		83%		12%

						Survey item C		8%		83%		9%

						Survey item D		11%		80%		9%



				VISUALS



				FIG0902



























				FIG0903





























Bottom box	

5%



Survey item A	Survey item B	Survey item C	Survey item D	1.2999999999999999E-2	0.05	8.4000000000000005E-2	0.105	Middle	Survey item A	Survey item B	Survey item C	Survey item D	0.65500000000000003	0.83000000000000007	0.82600000000000007	0.8	Top box	

Survey item A	Survey item B	Survey item C	Survey item D	0.33200000000000002	0.12	0.09	0.09	Percent of Total





Bottom box	5%



Survey item A	Survey item B	Survey item C	Survey item D	1.2999999999999999E-2	0.05	8.4000000000000005E-2	0.105	Middle	Survey item A	Survey item B	Survey item C	Survey item D	0.65500000000000003	0.83000000000000007	0.82600000000000007	0.8	Top box	

Survey item A	Survey item B	Survey item C	Survey item D	0.33200000000000002	0.12	0.09	0.09	Percent of Total





Survey item A ranked highest for team X







Dissatisfaction was greatest for Survey item D

Strongly Disagree | Disagree | Neutral | Agree | Strongly Agree
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Survey item D

Survey Results: Team X

Survey item A ranked highest for team X







Dissatisfaction was greatest for Survey item D
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Survey Results: Team X
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		FIGURES 0904, 0905, 0906, 0907, 0908, 0910, 0911

		DISCLAIMER: there may be minor differences between the following figures and those in the book due to changes made during editing.
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				DATA TO GRAPH

										Active Users		% increase

						2013		Sep		5,680		-

								Oct		7,097		25%

								Nov		9,247		30%

								Dec		10,931		18%

						2014		Jan		20,542		88%

								Feb		25,842		26%

								Mar		28,746		11%

								Apr		29,947		4%

								May		32,369		8%

								Jun		30,782		-5%

								Jul		30,420		-1%

								Aug		32,642		7%

								Sep		33,739		3%

								Oct		36,070		7%

								Nov		38,401		6%

								Dec		39,214		2%

						2015		Jan		50,609		29%

								Feb		61,553		22%

								Mar		82,287		34%

								Apr		89,135		8%

								May		94,260		6%

								Jun expected				100,892





				VISUALS



				FIG0904



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.





				FIG0905



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.





				FIG0906



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.





				FIG0907



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.





				FIG0908



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.





				FIG0909



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.





				FIG0910



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.





				FIG0911



						Moonville: active users over time











































						Data source: ABC Report. For purpose of analysis "active user" is defined as the number of unique users in the past 30 days.
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Active users





Sep-Dec 2013
Moonville launched with 5K active users in Sep. Early feedback was mixed; still, the number of active users nearly doubled in the first four months.

Jan-Mar 2014 The number of active users increased with steeper trajectory as a result of friends and family promotions.

Mar-Dec 2014
Growth was marginal through the rest of 2014 as we halted marketing efforts to focus on quality improvements.

YTD 2015
The revamped game plus partnerships 
with social 
media channels
have been very successful.

Given recent 
growth rate, we anticipate we will surpass 100K active users in June.
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				DATA TO GRAPH

						Ordered by Very + Completely Satisfied

								Have not used		Not satisfied at all		Not very satisfied		Somewhat satisfied		Very satisfied		Completely satisfied		very + completely

						Feature A		0%		1%		1%		11%		40%		47%		87%

						Feature B		0%		2%		2%		13%		36%		47%		83%

						Feature C		2%		2%		5%		24%		34%		33%		67%

						Feature D		8%		1%		4%		21%		37%		29%		66%

						Feature E		6%		1%		6%		23%		36%		28%		64%

						Feature F		14%		1%		5%		20%		35%		25%		60%

						Feature G		19%		2%		5%		15%		26%		33%		59%

						Feature H		13%		1%		6%		23%		32%		25%		57%

						Feature I		22%		2%		5%		17%		27%		27%		54%

						Feature J		2%		8%		14%		24%		27%		25%		52%

						Feature K		29%		1%		4%		17%		28%		21%		49%

						Feature L		29%		1%		4%		23%		27%		16%		43%

						Feature M		33%		3%		8%		25%		18%		13%		31%

						Feature N		26%		9%		14%		24%		17%		10%		27%

						Feature O		51%		1%		6%		15%		16%		11%		27%



						Ordered by Not + Not Very Satisfied

								Have not used		Not satisfied at all		Not very satisfied		Somewhat satisfied		Very satisfied		Completely satisfied		not + not very

						Feature N		26%		9%		14%		24%		17%		10%		23%

						Feature J		2%		8%		14%		24%		27%		25%		22%

						Feature M		33%		3%		8%		25%		18%		13%		11%

						Feature C		2%		2%		5%		24%		34%		33%		7%

						Feature G		19%		2%		5%		15%		26%		33%		7%

						Feature I		22%		2%		5%		17%		27%		27%		7%

						Feature E		6%		1%		6%		23%		36%		28%		7%

						Feature H		13%		1%		6%		23%		32%		25%		7%

						Feature O		51%		1%		6%		15%		16%		11%		7%

						Feature F		14%		1%		5%		20%		35%		25%		6%

						Feature D		8%		1%		4%		21%		37%		29%		5%

						Feature K		29%		1%		4%		17%		28%		21%		5%

						Feature L		29%		1%		4%		23%		27%		16%		5%

						Feature B		0%		2%		2%		13%		36%		47%		4%

						Feature A		0%		1%		1%		11%		40%		47%		2%



						Ordered by Have Not Used

								Have not used		Not satisfied at all		Not very satisfied		Somewhat satisfied		Very satisfied		Completely satisfied

						Feature O		51%		1%		6%		15%		16%		11%

						Feature M		33%		3%		8%		25%		18%		13%

						Feature K		29%		1%		4%		17%		28%		21%

						Feature L		29%		1%		4%		23%		27%		16%

						Feature N		26%		9%		14%		24%		17%		10%

						Feature I		22%		2%		5%		17%		27%		27%

						Feature G		19%		2%		5%		15%		26%		33%

						Feature F		14%		1%		5%		20%		35%		25%

						Feature H		13%		1%		6%		23%		32%		25%

						Feature D		8%		1%		4%		21%		37%		29%

						Feature E		6%		1%		6%		23%		36%		28%

						Feature C		2%		2%		5%		24%		34%		33%

						Feature J		2%		8%		14%		24%		27%		25%

						Feature A		0%		1%		1%		11%		40%		47%

						Feature B		0%		2%		2%		13%		36%		47%



				VISUALS



				FIG0912





















































				FIG0913



						Features A & B top user satisfaction



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?









				FIG0914



						Users least satisfied with Features N and J



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?









				FIG0915



						Feature O is least used



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?









				FIG0916



						User satisfaction varies greatly by feature



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?
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						User satisfaction varies greatly by feature



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?









				FIG0918



						User satisfaction varies greatly by feature



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?
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						User satisfaction varies greatly by feature



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?
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						User satisfaction varies greatly by feature



						Product X User Satisfaction: Features













































						Responses based on survey question "How satisfied have you been with each of these features?". 
Need more details here to help put this data into context: How many people completed survey? What proportion of users does this represent? 
Do those who completed survey look like the overall population, demographic-wise? When was the survey conducted?



































Completely satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.47	0.47	0.33	0.28999999999999998	0.28000000000000003	0.25	0.33	0.25	0.27	0.25	0.21	0.16	0.13	0.1	0.11	Very satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.4	0.36	0.34	0.37	0.36	0.35	0.26	0.32	0.27	0.27	0.28000000000000003	0.27	0.18	0.17	0.16	Somewhat satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.11	0.13	0.24	0.21	0.23	0.2	0.15	0.23	0.17	0.24	0.17	0.23	0.25	0.24	0.15	Not very satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.05	0.04	0.06	0.05	0.05	0.06	0.05	0.14000000000000001	0.04	0.04	0.08	0.14000000000000001	0.06	Not satisfied at all	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.02	0.01	0.01	0.01	0.02	0.01	0.02	0.08	0.01	0.01	0.03	0.09	0.01	Have not used	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0	0	2.0000000000000018E-2	8.0000000000000071E-2	6.0000000000000053E-2	0.14000000000000001	0.18999999999999995	0.13	0.21999999999999997	2.0000000000000018E-2	0.29000000000000004	0.28999999999999992	0.32999999999999996	0.26	0.51	















Not satisfied at all	

Feature N	Feature J	Feature M	Feature C	Feature G	Feature I	Feature E	Feature H	Feature O	Feature F	Feature D	Feature K	Feature L	Feature B	Feature A	0.09	0.08	0.03	0.02	0.02	0.02	0.01	0.01	0.01	0.01	0.01	0.01	0.01	0.02	0.01	Not very satisfied	

Feature N	Feature J	Feature M	Feature C	Feature G	Feature I	Feature E	Feature H	Feature O	Feature F	Feature D	Feature K	Feature L	Feature B	Feature A	0.14000000000000001	0.14000000000000001	0.08	0.05	0.05	0.05	0.06	0.06	0.06	0.05	0.04	0.04	0.04	0.02	0.01	Somewhat satisfied	Feature N	Feature J	Feature M	Feature C	Feature G	Feature I	Feature E	Feature H	Feature O	Feature F	Feature D	Feature K	Feature L	Feature B	Feature A	0.24	0.24	0.25	0.24	0.15	0.17	0.23	0.23	0.15	0.2	0.21	0.17	0.23	0.13	0.11	Very satisfied	Feature N	Feature J	Feature M	Feature C	Feature G	Feature I	Feature E	Feature H	Feature O	Feature F	Feature D	Feature K	Feature L	Feature B	Feature A	0.17	0.27	0.18	0.34	0.26	0.27	0.36	0.32	0.16	0.35	0.37	0.28000000000000003	0.27	0.36	0.4	Completely satisfied	Feature N	Feature J	Feature M	Feature C	Feature G	Feature I	Feature E	Feature H	Feature O	Feature F	Feature D	Feature K	Feature L	Feature B	Feature A	0.1	0.25	0.13	0.33	0.33	0.27	0.28000000000000003	0.25	0.11	0.25	0.28999999999999998	0.21	0.16	0.47	0.47	Have not used	Feature N	Feature J	Feature M	Feature C	Feature G	Feature I	Feature E	Feature H	Feature O	Feature F	Feature D	Feature K	Feature L	Feature B	Feature A	0.26	2.0000000000000018E-2	0.32999999999999996	2.0000000000000018E-2	0.18999999999999995	0.21999999999999997	6.0000000000000053E-2	0.13	0.51	0.14000000000000001	8.0000000000000071E-2	0.29000000000000004	0.28999999999999992	0	0	















Have not used	





Feature O	Feature M	Feature K	Feature L	Feature N	Feature I	Feature G	Feature F	Feature H	Feature D	Feature E	Feature C	Feature J	Feature A	Feature B	0.51	0.32999999999999996	0.29000000000000004	0.28999999999999992	0.26	0.21999999999999997	0.18999999999999995	0.14000000000000001	0.13	8.0000000000000071E-2	6.0000000000000053E-2	2.0000000000000018E-2	2.0000000000000018E-2	0	0	Not satisfied at all	Feature O	Feature M	Feature K	Feature L	Feature N	Feature I	Feature G	Feature F	Feature H	Feature D	Feature E	Feature C	Feature J	Feature A	Feature B	0.01	0.03	0.01	0.01	0.09	0.02	0.02	0.01	0.01	0.01	0.01	0.02	0.08	0.01	0.02	Not very satisfied	Feature O	Feature M	Feature K	Feature L	Feature N	Feature I	Feature G	Feature F	Feature H	Feature D	Feature E	Feature C	Feature J	Feature A	Feature B	0.06	0.08	0.04	0.04	0.14000000000000001	0.05	0.05	0.05	0.06	0.04	0.06	0.05	0.14000000000000001	0.01	0.02	Somewhat satisfied	Feature O	Feature M	Feature K	Feature L	Feature N	Feature I	Feature G	Feature F	Feature H	Feature D	Feature E	Feature C	Feature J	Feature A	Feature B	0.15	0.25	0.17	0.23	0.24	0.17	0.15	0.2	0.23	0.21	0.23	0.24	0.24	0.11	0.13	Very satisfied	Feature O	Feature M	Feature K	Feature L	Feature N	Feature I	Feature G	Feature F	Feature H	Feature D	Feature E	Feature C	Feature J	Feature A	Feature B	0.16	0.18	0.28000000000000003	0.27	0.17	0.27	0.26	0.35	0.32	0.37	0.36	0.34	0.27	0.4	0.36	Completely satisfied	Feature O	Feature M	Feature K	Feature L	Feature N	Feature I	Feature G	Feature F	Feature H	Feature D	Feature E	Feature C	Feature J	Feature A	Feature B	0.11	0.13	0.21	0.16	0.1	0.27	0.33	0.25	0.25	0.28999999999999998	0.28000000000000003	0.33	0.25	0.47	0.47	















Have not used	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0	0	2.0000000000000018E-2	8.0000000000000071E-2	6.0000000000000053E-2	0.14000000000000001	0.18999999999999995	0.13	0.21999999999999997	2.0000000000000018E-2	0.29000000000000004	0.28999999999999992	0.32999999999999996	0.26	0.51	Not satisfied at all	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.02	0.01	0.01	0.01	0.02	0.01	0.02	0.08	0.01	0.01	0.03	0.09	0.01	Not very satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.05	0.04	0.06	0.05	0.05	0.06	0.05	0.14000000000000001	0.04	0.04	0.08	0.14000000000000001	0.06	Somewhat satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.11	0.13	0.24	0.21	0.23	0.2	0.15	0.23	0.17	0.24	0.17	0.23	0.25	0.24	0.15	Very satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.4	0.36	0.34	0.37	0.36	0.35	0.26	0.32	0.27	0.27	0.28000000000000003	0.27	0.18	0.17	0.16	Completely satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.47	0.47	0.33	0.28999999999999998	0.28000000000000003	0.25	0.33	0.25	0.27	0.25	0.21	0.16	0.13	0.1	0.11	

















Have not used	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0	0	2.0000000000000018E-2	8.0000000000000071E-2	6.0000000000000053E-2	0.14000000000000001	0.18999999999999995	0.13	0.21999999999999997	2.0000000000000018E-2	0.29000000000000004	0.28999999999999992	0.32999999999999996	0.26	0.51	Not satisfied at all	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.02	0.01	0.01	0.01	0.02	0.01	0.02	0.08	0.01	0.01	0.03	0.09	0.01	Not very satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.05	0.04	0.06	0.05	0.05	0.06	0.05	0.14000000000000001	0.04	0.04	0.08	0.14000000000000001	0.06	Somewhat satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.11	0.13	0.24	0.21	0.23	0.2	0.15	0.23	0.17	0.24	0.17	0.23	0.25	0.24	0.15	Very satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.4	0.36	0.34	0.37	0.36	0.35	0.26	0.32	0.27	0.27	0.28000000000000003	0.27	0.18	0.17	0.16	Completely satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.47	0.47	0.33	0.28999999999999998	0.28000000000000003	0.25	0.33	0.25	0.27	0.25	0.21	0.16	0.13	0.1	0.11	

















Have not used	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0	0	2.0000000000000018E-2	8.0000000000000071E-2	6.0000000000000053E-2	0.14000000000000001	0.18999999999999995	0.13	0.21999999999999997	2.0000000000000018E-2	0.29000000000000004	0.28999999999999992	0.32999999999999996	0.26	0.51	Not satisfied at all	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.02	0.01	0.01	0.01	0.02	0.01	0.02	0.08	0.01	0.01	0.03	0.09	0.01	Not very satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.05	0.04	0.06	0.05	0.05	0.06	0.05	0.14000000000000001	0.04	0.04	0.08	0.14000000000000001	0.06	Somewhat satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.11	0.13	0.24	0.21	0.23	0.2	0.15	0.23	0.17	0.24	0.17	0.23	0.25	0.24	0.15	Very satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.4	0.36	0.34	0.37	0.36	0.35	0.26	0.32	0.27	0.27	0.28000000000000003	0.27	0.18	0.17	0.16	Completely satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.47	0.47	0.33	0.28999999999999998	0.28000000000000003	0.25	0.33	0.25	0.27	0.25	0.21	0.16	0.13	0.1	0.11	

















Have not used	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0	0	2.0000000000000018E-2	8.0000000000000071E-2	6.0000000000000053E-2	0.14000000000000001	0.18999999999999995	0.13	0.21999999999999997	2.0000000000000018E-2	0.29000000000000004	0.28999999999999992	0.32999999999999996	0.26	0.51	Not satisfied at all	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.02	0.01	0.01	0.01	0.02	0.01	0.02	0.08	0.01	0.01	0.03	0.09	0.01	Not very satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.05	0.04	0.06	0.05	0.05	0.06	0.05	0.14000000000000001	0.04	0.04	0.08	0.14000000000000001	0.06	Somewhat satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.11	0.13	0.24	0.21	0.23	0.2	0.15	0.23	0.17	0.24	0.17	0.23	0.25	0.24	0.15	Very satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.4	0.36	0.34	0.37	0.36	0.35	0.26	0.32	0.27	0.27	0.28000000000000003	0.27	0.18	0.17	0.16	Completely satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.47	0.47	0.33	0.28999999999999998	0.28000000000000003	0.25	0.33	0.25	0.27	0.25	0.21	0.16	0.13	0.1	0.11	

















How satisfied have you been with each of these features?

Have not used	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0	0	2.0000000000000018E-2	8.0000000000000071E-2	6.0000000000000053E-2	0.14000000000000001	0.18999999999999995	0.13	0.21999999999999997	2.0000000000000018E-2	0.29000000000000004	0.28999999999999992	0.32999999999999996	0.26	0.51	Not satisfied at all	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.02	0.01	0.01	0.01	0.02	0.01	0.02	0.08	0.01	0.01	0.03	0.09	0.01	Not very satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.05	0.04	0.06	0.05	0.05	0.06	0.05	0.14000000000000001	0.04	0.04	0.08	0.14000000000000001	0.06	Somewhat satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.11	0.13	0.24	0.21	0.23	0.2	0.15	0.23	0.17	0.24	0.17	0.23	0.25	0.24	0.15	Very satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.4	0.36	0.34	0.37	0.36	0.35	0.26	0.32	0.27	0.27	0.28000000000000003	0.27	0.18	0.17	0.16	Completely satisfied	

Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.47	0.47	0.33	0.28999999999999998	0.28000000000000003	0.25	0.33	0.25	0.27	0.25	0.21	0.16	0.13	0.1	0.11	





Have not used	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0	0	2.0000000000000018E-2	8.0000000000000071E-2	6.0000000000000053E-2	0.14000000000000001	0.18999999999999995	0.13	0.21999999999999997	2.0000000000000018E-2	0.29000000000000004	0.28999999999999992	0.32999999999999996	0.26	0.51	Not satisfied at all	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.02	0.01	0.01	0.01	0.02	0.01	0.02	0.08	0.01	0.01	0.03	0.09	0.01	Not very satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.01	0.02	0.05	0.04	0.06	0.05	0.05	0.06	0.05	0.14000000000000001	0.04	0.04	0.08	0.14000000000000001	0.06	Somewhat satisfied	Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.11	0.13	0.24	0.21	0.23	0.2	0.15	0.23	0.17	0.24	0.17	0.23	0.25	0.24	0.15	Very satisfied	





Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.4	0.36	0.34	0.37	0.36	0.35	0.26	0.32	0.27	0.27	0.28000000000000003	0.27	0.18	0.17	0.16	Completely satisfied	





Feature A	Feature B	Feature C	Feature D	Feature E	Feature F	Feature G	Feature H	Feature I	Feature J	Feature K	Feature L	Feature M	Feature N	Feature O	0.47	0.47	0.33	0.28999999999999998	0.28000000000000003	0.25	0.33	0.25	0.27	0.25	0.21	0.16	0.13	0.1	0.11	















Features A and B continue to top user satisfaction

Users are least satisfied with Features J and N; what improvements can we make here for a better user experience?

Feature O is least used. What steps can we proactively take with existing users to increase utilization?

Features A and B continue to top user satisfaction

Users are least satisfied with Features J and N; what improvements can we make here for a better user experience?

Feature O is least used. What steps can we proactively take with existing users to increase utilization?
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								2010		2011		2012		2013		2014		2015				'10		'11		'12		'13		'14		'15		'10		'11		'12		'13		'14		'15		'10		'11		'12		'13		'14		'15		'10		'11		'12		'13		'14		'15		'10		'11		'12		'13		'14		'15

						Arts & culture		20%		25%		28%		42%		30%		43%				67%		53%		61%		65%		70%		75%		73%		80%		74%		70%		63%		60%		60%		85%		78%		60%		58%		55%		20%		25%		28%		42%		30%		43%		53%		30%		45%		30%		45%		30%

						Education		73%		80%		74%		70%		63%		60%

						Health		67%		53%		61%		65%		70%		75%

						Human services		60%		85%		78%		60%		58%		55%																Back to Table of Contents

						Other		53%		30%		45%		30%		45%		30%



						Total		273%		273%		286%		267%		266%		263%





				VISUALS



				FIG0921



						Types of non-profits supported by area funders







































						Data is self-reported by funders; percents sum to greater than 100 because respondents can make multiple selections.







				FIG0922



						Types of non-profits supported by area funders







































						Data is self-reported by funders; percents sum to greater than 100 because respondents can make multiple selections.
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						Types of non-profits supported by area funders







































						Data is self-reported by funders; percents sum to greater than 100 because respondents can make multiple selections.
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						Types of non-profits supported by area funders
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						Education











						Human services











						Arts & culture
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						Data is self-reported by funders; percents sum to greater than 100 because respondents can make multiple selections.
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						Types of non-profits supported by area funders









































						Data is self-reported by funders; percents sum to greater than 100 because respondents can make multiple selections.
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						Types of non-profits supported by area funders
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						Education











						Human services











						Arts & culture
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						Data is self-reported by funders; percents sum to greater than 100 because respondents can make multiple selections.
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						Types of non-profits supported by area funders



































						Data is self-reported by funders; percents sum to greater than 100 because respondents can make multiple selections.
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Percent of funders
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				DATA TO GRAPH

								BEFORE		AFTER

						Bored		11%		12%

						Not great		5%		6%

						OK		40%		14%

						Kind of interested		25%		30%

						Excited		19%		38%

						Some interest		44%		68%

				VISUALS
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						Survey results: summer learning program on science
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						Pilot program was a success
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						Pilot program was a success





						How do you feel about science?







































						Based on survey of 100 students conducted before and after pilot program (100% response rate on both surveys).
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						Pilot program was a success





						How do you feel about science?









































						Based on survey of 100 students conducted before and after pilot program (100% response rate on both surveys).
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						Pilot program was a success





						How do you feel about science?









































						Based on survey of 100 students conducted before and after pilot program (100% response rate on both surveys).











BEFORE	



Bored	Not great	OK	Kind of interested	Excited	0.11	0.05	0.4	0.25	0.19	AFTER	

38%



Bored	Not great	OK	Kind of interested	Excited	0.12	0.06	0.14000000000000001	0.3	0.38	



Bored	BEFORE	AFTER	0.11	0.12	Not great	BEFORE	AFTER	0.05	0.06	OK	BEFORE	AFTER	0.4	0.14000000000000001	Kind of interested	BEFORE	AFTER	0.25	0.3	Excited	BEFORE	AFTER	0.19	0.38	

% of total





PRE: How do you feel about doing science?

Bored	Not great	OK	Kind of interested	Excited	0.11	0.05	0.4	0.25	0.19	

POST: How do you feel about doing science?

Bored	Not great	OK	Kind of interested	Excited	0.12	0.06	0.14000000000000001	0.3	0.38	

Bored	

BEFORE	AFTER	0.11	0.12	Not great	

BEFORE	AFTER	0.05	0.06	OK	

BEFORE	AFTER	0.4	0.14000000000000001	Kind of interested	

BEFORE	AFTER	0.25	0.3	Excited	

BEFORE	AFTER	0.19	0.38	



BEFORE program, the majority of children felt just OK about science

AFTER program, more children were Kind of interested & Excited about science.

After the pilot program,






of kids expressed interest towards science,
compared to 44% going into the program.

Based on survey of 100 students conducted before and after pilot program (100% response rate on both surveys).

68%

Bored      |      Not great      |      OK      |      Kind of interested      |      Excited

BEFORE program, the majority of children (40%) felt just OK about science.

AFTER program, more children were Kind of interested (30%) & Excited (38%) about science.

Excited

Kind of interested

OK
Bored

Not great

BEFORE program, the majority of children felt just OK about science

AFTER program, more children were Kind of interested & Excited about science.
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				Tier		% Accounts		% Revenue

				A+		2%		21%

				A		7%		25%

				B		31%		32%

				C		39%		15%

				D		2%		2%

				All other		19%		5%

				FIG 2.1a

				New client tier share



				Tier		# of Accounts		% Accounts		Revenue ($M)		% Revenue

				A		77		7.08%		$4.68		25%

				A+		19		1.75%		$3.93		21%

				B		338		31.07%		$5.98		32%

				C		425		39.06%		$2.81		15%

				D		24		2.21%		$0.37		2%



				All other		205		18.84%		$0.93		5%

				Total		1,088		100.00%		$18.70		100.00%

				FIG 2.1b												FIG2.1c												FIG2.1d

				New client tier share												New client tier share												New client tier share



				Tier		# of Accounts		% Accounts		Revenue ($M)		% Revenue				TIER  		ACCOUNTS				REVENUE						TIER  		ACCOUNTS				REVENUE

				A+		19		2%		$3.9		21%						#		% OF TOT		$M		% OF TOT						#		% OF TOT		$M		% OF TOT

				A		77		7%		$4.7		25%				A+		19		2%		$3.9		21%				A+		19		2%		$3.9		21%

				B		338		31%		$6.0		32%				A  		77		7%		$4.7		25%				A  		77		7%		$4.7		25%

				C		425		39%		$2.8		15%				B  		338		31%		$6.0		32%				B  		338		31%		$6.0		32%

				D		24		2%		$0.4		2%				C  		425		39%		$2.8		15%				C  		425		39%		$2.8		15%

				All other		205		19%		$0.9		5%				D  		24		2%		$0.4		2%				D  		24		2%		$0.4		2%

				TOTAL		1,088		100%		$18.7		100%				All other  		205		19%		$0.9		5%				All other  		205		19%		$0.9		5%

																TOTAL  		1,088		100%		$18.7		100%				TOTAL  		1,088		100%		$18.7		100%
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																								 																																																																				% OF TOTAL				% OF TOTAL

																																																																																												ACCOUNTS				REVENUE





						Back to Table of Contents



% of Total Accounts



% Accounts	





A+	A	B	C	D	All other	1.7463235294117647E-2	7.077205882352941E-2	0.31066176470588236	0.390625	2.2058823529411766E-2	0.18841911764705882	% Revenue	A+	A	B	C	D	All other	0.21	0.25	0.32	0.15	0.02	4.9999999999999933E-2	

% of Total Revenue



% Revenue	
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A+	

% Accounts	% Revenue	1.7463235294117647E-2	0.21	A	

% Accounts	% Revenue	7.077205882352941E-2	0.25	B	

% Accounts	% Revenue	0.31066176470588236	0.32	C	

% Accounts	% Revenue	0.390625	0.15	D	
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All other
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				FIG 2.2a

				Meals served over time



				Campaign Year		Meals Served																Back to Table of Contents

				2010		40,139

				2011		127,020

				2012		168,193

				2013		153,115

				2014		202,102

				2015		232,897

				2016		277,912

				2017		205,350

				2018		233,389

				2019		232,797



				FIG 2.2b

				Meals served over time



				Campaign Year		Meals Served

				2010		40,139

				2011		127,020

				2012		168,193

				2013		153,115

				2014		202,102

				2015		232,897

				2016		277,912

				2017		205,350

				2018		233,389

				2019		232,797

				FIG 2.2c

				Meals served over time













































				FIG 2.2d

				Meals served over time

				# OF MEALS SERVED
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		SOLUTION 2.4

				DATA TO GRAPH



				YEAR		MONTH		DEMAND		CAPACITY		Unmet demand

				2019		APR		46,193		29,263		16,930

						MAY		49,131		28,037		21,094

						JUN		50,124		21,596		28,528

						JUL		48,850		25,895		22,955																												Back to Table of Contents

						AUG		47,602		25,813		21,789

						SEP		43,697		22,427		21,270

						OCT		41,058		23,605		17,453

						NOV		37,364		24,263		13,101

						DEC		34,364		24,243		10,121





				FIG 2.4a																		FIG 2.4b



				Demand vs capacity over time																		Demand vs capacity over time
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				FIG 2.4c																		FIG 2.4d

				Demand vs capacity over time

				DEMAND  |  CAPACITY







































				FIG 2.4e																		FIG 2.4f

				Demand vs capacity over time																		Unmet demand over time
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				DATA TO GRAPH



				Year		Attrition Rate				AVG

				2019		9.1%				7.5%										Back to Table of Contents

				2018		8.2%				7.5%

				2017		4.5%				7.5%

				2016		12.3%				7.5%

				2015		5.6%				7.5%

				2014		15.1%				7.5%

				2013		7.0%				7.5%

				2012		1.0%				7.5%

				2011		2.0%				7.5%

				2010		9.7%				7.5%

				AVG		7.5%

				FIG 2.5b

				Attrition rate over time

































				FIG 2.5c

				Attrition rate over time

































				FIG 2.5d

				Attrition rate over time

































				FIG 2.5e

				Attrition rate over time

































				FIG 2.5f

				Attrition rate over time
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		SOLUTION 2.7

				DATA

																								Back to Table of Contents

						2012		2013		2014		2015		2016		2017		2018		2019

				Bank 1		825		846		846		847		865		862		850		868

				Bank 2		810		829		845		845		853		848		846		872

				Bank 3		834		822		836		833		850		856		844		854

				Bank 4		797		808		825		789		820		823		832		853

				Bank 5		849		851		851		851		858		862		842		861

				Bank 6		838		841		825		840		845		848		829		853

				Bank 7		787		803		798		828		845		843		840		849

				Bank 8		792		800		815		821		835		834		832		849

				Bank 9		795		807		820		825		843		834		839		855

				Bank 10		834		837		826		842		839		853		838		868

				Bank 11		810		833		837		838		852		858		849		871

				Bank 12		807		820		807		815		845		837		848		846

				Bank 13		811		800		804		805		831		831		827		847

				Bank 14		804		827		829		829		837		836		823		854

				Bank 15		784		798		798		790		830		828		818		852

				Bank 16		818		811		824		815		848		837		833		851

				Bank 17		795		786		794		803		817		817		819		856

				Bank 18		823		829		811		831		837		850		827		866

				Bank 19		775		775		769		783		806		813		800		832

				Bank 20		757		771		789		804		813		822		809		852

				Bank 21		767		759		757		704		751		768		771		811

				Bank 22		772		761		755		758		791		792		787		826

				Industry Average		795		800		804		812		830		832		824		846

				Financial Savings		774		785		805		833		839		843		827		836



				FIG 2.7b



				BRANCH SATISFACTION

				Financial Savings below industry for first time in 5 years





















































Industry Average	2012	2013	2014	2015	2016	2017	2018	2019	794.88577568999995	800.40692211800001	804.36000530399997	812.167306156	829.776195712	832.09668760800002	824	846	Financial Savings	2012	2013	2014	2015	2016	2017	2018	2019	774.19858070400005	785.41466930900003	805.219372851	832.61005816700003	838.91474135700003	842.94071033600005	827	836	SURVEY YEAR
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SOLUTION 2.8

		SOLUTION 2.8

				DATA TO GRAPH

						Loan Loss Reserves		NPLs		Loan Loss Reserves %		NPL Rate						Loan Loss Reserves		NPLs		Loan Loss reserves percent		NPL rate				Back to Table of Contents														Back to Table of Contents

				2014		$1.24		$0.89		6.6%		4.3%				2014		$1.24		$0.89		6.6%		4.3%

				2015		$1.31		$0.82		6.6%		3.7%				2015		$1.31		$0.82		6.6%		3.7%

				2016		$1.55		$1.21		7.0%		5.0%				2016		$1.55		$1.21		7.0%		5.0%

				2017		$1.61		$1.27		6.7%		4.8%				2017		$1.61		$1.27		6.7%		4.8%

				2018		$1.65		$1.50		7.5%		5.9%				2018		$1.65		$1.50		7.5%		5.9%

				2019 Q1		$1.71		$1.66		7.5%		6.2%				2019		$1.41		$1.43		6.5%		5.2%

				2019 Q2		$1.63		$1.51		7.5%		6.2%				Q1		$1.71		$1.66

				2019 Q3		$1.49		$1.61		7.3%		5.6%				Q2		$1.63		$1.51

				2019 Q4		$1.41		$1.44		6.5%		5.8%				Q3		$1.49		$1.61

				Dec-19		$1.41		$1.43		6.5%		5.2%				Q4		$1.41		$1.43





				FIG 2.8a																FIG 2.8b

																				Annual Loan Loss Reserves & Non-Performing Loans (NPLs)																   2019 quarterly view

																				BILLIONS																     BILLIONS

















































Q1	Q2	Q3	Q4	1.71	1.6339999999999999	1.4915	1.4059999999999999	

Q1	Q2	Q3	Q4	1.6624999999999999	1.5105	1.6054999999999999	1.43	



NPLs and Loan Loss Reserves



Loan Loss Reserves	2014	2015	2016	2017	2018	2019 Q1	2019 Q2	2019 Q3	2019 Q4	Dec-19	1.2444999999999999	1.3109999999999999	1.5484999999999998	1.6054999999999999	1.653	1.71	1.6339999999999999	1.4915	1.4059999999999999	1.4059999999999999	NPLs	2014	2015	2016	2017	2018	2019 Q1	2019 Q2	2019 Q3	2019 Q4	Dec-19	0.8929999999999999	0.81699999999999995	1.2064999999999999	1.2729999999999999	1.5009999999999999	1.6624999999999999	1.5105	1.6054999999999999	1.444	1.4249999999999998	Loan Loss Reserves %	2014	2015	2016	2017	2018	2019 Q1	2019 Q2	2019 Q3	2019 Q4	Dec-19	6.5549999999999997E-2	6.5549999999999997E-2	7.0300000000000001E-2	6.7449999999999996E-2	7.5049999999999992E-2	7.5049999999999992E-2	7.5049999999999992E-2	7.3149999999999993E-2	6.4600000000000005E-2	6.4600000000000005E-2	NPL Rate	2014	2015	2016	2017	2018	2019 Q1	2019 Q2	2019 Q3	2019 Q4	Dec-19	4.2749999999999996E-2	3.705E-2	5.0349999999999999E-2	4.8449999999999993E-2	5.8899999999999994E-2	6.1749999999999999E-2	6.1749999999999999E-2	5.6050000000000003E-2	5.7949999999999995E-2	5.2249999999999998E-2	

$ billion











Loan Loss Reserves	



2014	2015	2016	2017	2018	2019	1.2444999999999999	1.3109999999999999	1.5484999999999998	1.6054999999999999	1.653	1.4059999999999999	NPLs	



2014	2015	2016	2017	2018	2019	0.8929999999999999	0.81699999999999995	1.2064999999999999	1.2729999999999999	1.5009999999999999	1.4249999999999998	FISCAL YEAR







2019

Reserves


NPLs
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				DATA TO GRAPH

						ACTUAL																																		FORECAST

						2018																								2019

						J		F		M		A		M		J		J		A		S		O		N		D		J		F		M		A		M		J		J		A		S		O		N		D

				SALES		1.61		1.63		1.74		1.69		1.80		1.87		1.54		1.56		1.61		1.57		1.59		1.61		1.58		1.80		1.89		1.91		1.97		2.01		2.07		2.11		2.17		2.24		2.31		2.37



				FIGURE 3.1



				Market size over time																										Back to Table of Contents



























































$1.6B

$1.9B

$1.5B

$1.8B

$2.0B

[VALUE]B

J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	2018	2019	1.61	1.6259999999999999	1.742	1.6859999999999999	1.798	1.871	1.54	1.56	1.61	1.57	1.59	1.61	1.58	1.8	1.8939999999999999	1.9139999999999999	1.9670000000000001	2.008	2.0682399999999999	2.1096549999999996	2.1729446499999998	2.2381329894999999	2.3052769791849999	2.3744352885605498	
SALES ($USD BILLIONS)


2018: Jan-Jun was a period of stability, with fairly steady growth (averaging +3% per month). There was a nearly 20% decrease in July, when Product X was recalled and pulled from the market. Total sales remained at reduced volume for the rest of the year.

2019: The year started at less than $1.6B, but increased markedly in February, when a new study was released. Total sales have increased steadily since then and this is projected to continue. The latest forecast is for $2.4B in monthly sales by the end of the year.

2019 FORECAST 
This is provided by ABC consultants and based on market data through June. The forecast assumes no major market changes.
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				DATA TO GRAPH

				2019		Rate		# exits

				JAN		0.40%		120																Back to Table of Contents

				FEB		0.10%		30

				MAR		0.15%		45

				APR		0.80%		240

				MAY		0.30%		90

				JUN		0.14%		42

				JUL		0.44%		132

				AUG		0.50%		150

				SEP		0.22%		66

				OCT		0.15%		45

				NOV		0.05%		15

				DEC		0.10%		30

								30000				 



				FIG 3.2a

				2019 monthly voluntary attrition rate









































				FIG 3.2b																		FIG 3.2c

				2019 monthly voluntary attrition rate																		2019 monthly voluntary attrition rate









































				FIG 3.2d

				2019 monthly voluntary attrition rate









































				FIG 3.2e																		FIG 3.2f																		FIG 3.2g

				2019 monthly voluntary attrition rate																		2019 monthly voluntary attrition rate																		2019 monthly voluntary attrition rate







































				FIG 3.2h																		FIG 3.2i

				2019 monthly voluntary attrition rate																		2019 monthly voluntary attrition rate
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Highlights:

In April there was a reorganization. No jobs were eliminated, but many people chose to leave.

Attrition rates tend to be higher in the Summer months when it is common for associates to leave to go back to school.

Attrition is typically low in November & December due to the holidays.
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								Repeat writers
92K		New writers
45K

						Promo A		59%		45%

						Promo B		28%		33%

						Promo C		13%		22%

				FIG 3.3b



						There were 45K new writers in the past year. 
The distribution across promo types looks different than repeat writers.



						Product X writers by promo type

						% OF TOTAL





										 



































Promo A	

Repeat writers
92K	New writers
45K	0.59	0.45	Promo B	

Repeat writers
92K	New writers
45K	0.28000000000000003	0.33	Promo C	

Repeat writers
92K	New writers
45K	0.13	0.22	



Though Promo A makes up the biggest segment overall, it contributes less to new writers than to repeat writers.

Both Promo B and Promo C brought in higher proportions of new writers compared to repeat writers. 

How should we use this 
data for our future promotion 
strategy?

PROMO A

PROMO B

PROMO C


92K                                             45K



SOLUTION 3.4

		SOLUTION 3.4

				DATA TO GRAPH

										Direct Sales		Indirect Sales		Goal										Back to Table of Contents

				2019		Jan		Jan-19		88		82		90

						Feb		Feb-19		76		71		90

						Mar		Mar-19		48		89		90

						Apr		Apr-19		76		81		90

						May		May-19		71		88		90

						Jun		Jun-19		59		120		90

						Jul		Jul-19		80		84		90

						Aug		Aug-19		69		74		90

						Sep		Sep-19		54		98		90

						Oct		Oct-19		81		85		90

						Nov		Nov-19		74		94		90

						Dec		Dec-19		46		65		90

				FIG 3.4a

				Time to Close Deal

				Goal = 90 days











































				FIG 3.4b

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4c

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4d

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4e

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4f

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4g

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4h

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4i

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4j

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4k

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4l

				Time to Close Deal

				Goal = 90 days









































				FIG 3.4m

				Time to close deal

				Goal = 90 days









































				FIG 3.4n																		FIG 3.4o



				Time to close deal																		Iterating on goal line

																						    SOLID								    DASHED								   THIN & DASHED								    THIN, DASHED & CAPITALIZED 











































				FIG 3.4p



				Time to close deal









																						 



































				FIG 3.4q

				Time to close deal











































				FIG 3.4r

				Time to close deal: indirect varies over time











































				FIG 3.4s

				Time to close deal: indirect sales missed goal 3 times











































				FIG 3.4t

				Time to close deal: indirect sales missed goal 3 times











































				FIG 3.4u

				Time to fill: beating goal the majority of time
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				Wallet share by growth type



				Growth Type		# of 
Accounts		Gain Share Opportunity ($M)		Keep Share Opportunity ($M)

				Growing Fast		407		$1.20		$16.50

				Growing		1,275		$8.10		$101.20

				Stable		3,785		$34.40		$306.30

				Dropping		1,467		$6.50		$107.20

				Dropping Fast		623		$0.40		$27.70

				Total		7,557		$50.60		$558.90



				Stable and Dropping 
represent:		69%		81%		74%

						of total accounts		of gain share opportunity		of keep share opportunity
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Brands in the Lifestyle line all decreased year-over-year, mainly due to a marketing shift away from these products. Classic Lifestyle had the biggest decrease in sales, down 10% year-over-year, while Lifestyle Plus had the smallest decrease (4%).

Most brands in the Feline line increased in sales year-over-year, largely due to the partnership with PetFriends retailers that we entered into mid-year. We anticipate continued momentum in the coming year.

Eight key cat food brands declined in sales year-over-year, with five brands decreasing 7%+. This was expected in some cases due to focus shift toward higher margin brands. Fran's Recipe and Wholesome Goodness each declined by more than 13%, which was more than expected.

On the positive side, five brands increased 8%+ year-over-year, with marked 16%+ increases for NutriBalance and Farm Fresh Basics.

What can we learn from increasing brands that we can apply elsewhere? Let's discuss next steps.
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						CONVERSION RATE

				YEAR		Total		Organic		Referral

				2005		8.7%		3.3%		5.4%

				2006		8.3%		3.5%		4.8%

				2007		8.6%		3.7%		4.9%

				2008		8.9%		3.6%		5.3%

				2009		8.4%		3.4%		5.0%

				2010		8.6%		3.1%		5.5%

				2011		7.5%		3.2%		4.3%

				2012		7.2%		3.5%		3.7%

				2013		6.9%		3.2%		3.7%

				2014		7.4%		3.8%		3.6%

				2015		6.6%		3.5%		3.1%

				2016		8.0%		4.5%		3.5%

				2017		7.3%		4.1%		3.2%

				2018		7.0%		4.2%		2.8%

				2019		6.3%		3.8%		2.5%

				FIG 4.3a

				Conversion rate over time

















































				FIG 4.3b

				Conversion rate over time

















































				FIG 4.3c

				Conversion rate over time

















































				FIG 4.3d

				Conversion rate over time

















































				FIG 4.3e

				Conversion rate over time

















































				FIG 4.3f

				Conversion rate over time

















































				FIG 4.3g

				Conversion rate over time

















































				FIG 4.3h

				Conversion rate over time

















































				FIG 4.3i

				Conversion rate over time

















































				FIG 4.3j

				Conversion rate over time

















































				FIG 4.3k

				Conversion rate over time: referral decreasing markedly since 2010

















































				FIG 4.3l

				Conversion rate over time

















































				FIG 4.3m

				Conversion rate over time

















































				FIG 4.3n

				Conversion rate over time

















































				FIG 4.3o

				Conversion rate over time

















































				FIG 4.3p

				Conversion rate over time: referral decreasing markedly since 2010























































TOTAL



ORGANIC 

REFERRAL
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2.5% REFERRAL

2010: all-time referral conversion high 
(5.5%). Strong partnerships historically meant steady conversions. Entry of competitor ABC has markedly impacted referral quality: fewer are buying.

2016: new campaigns
led to brief uptick; steady decrease since then.
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SOLUTION 4.4

		SOLUTION 4.4

				DATA
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						2012		2013		2014		2015		2016		2017		2018		2019		Increase

				Bank 1		825		846		846		847		865		862		850		868		2%

				Bank 2		810		829		845		845		853		848		846		872		3%

				Bank 3		834		822		836		833		850		856		844		854		1%

				Bank 4		797		808		825		789		820		823		832		854		3%

				Bank 5		849		851		851		851		858		862		842		861		2%

				Bank 6		838		841		825		840		845		848		829		853		3%

				Bank 7		787		803		798		828		845		843		840		849		1%

				Bank 8		792		800		815		821		835		834		832		849		2%

				Bank 9		795		807		820		825		843		834		839		855		2%

				Bank 10		834		837		826		842		839		853		838		868		4%

				Bank 11		810		833		837		838		852		858		849		871		3%

				Bank 12		807		820		807		815		845		837		848		846		-0%

				Bank 13		811		800		804		805		831		831		827		847		2%

				Bank 14		804		827		829		829		837		836		823		854		4%

				Bank 15		784		798		798		790		830		828		818		852		4%

				Bank 16		818		811		824		815		848		837		833		851		2%

				Bank 17		795		786		794		803		817		817		819		856		5%

				Bank 18		823		829		811		831		837		850		827		866		5%

				Bank 19		775		775		769		783		806		813		800		832		4%

				Bank 20		757		771		789		804		813		822		809		852		5%

				Bank 21		767		759		757		704		751		768		771		811		5%

				Bank 22		772		761		755		758		791		792		787		826		5%

				Peer Group Average		795		800		804		812		830		832		824		846		3%

				Financial Savings		774		785		805		833		839		843		827		836		1%



				FIG 4.4b



				 BRANCH SATISFACTION

				Financial Savings below industry for first time in 5 years















































				FIG 4.4c



				 BRANCH SATISFACTION

				Financial Savings below industry for first time in 5 years																				 





















































Bank 1	2012	2013	2014	2015	2016	2017	2018	2019	824.52670107599999	846.194064078	845.59686078000004	846.75790899699996	865.30843306199995	861.92728033799995	850	868	Bank 2	2012	2013	2014	2015	2016	2017	2018	2019	810.11223946799998	828.66149344400003	845.24968964300001	845.24736559400003	852.795149262	847.83520895699996	846	872	Bank 3	2012	2013	2014	2015	2016	2017	2018	2019	834.28197231800004	822.166893501	835.62783070499995	832.96995076999997	850.05833712599997	855.70866966899996	844	854	Bank 4	2012	2013	2014	2015	2016	2017	2018	2019	797.26717666399998	807.67754610899999	825.15085692000002	789.06828916699999	819.87136456099995	822.96501428399995	832	854	Bank 5	2012	2013	2014	2015	2016	2017	2018	2019	848.86565740799995	851.42563181699995	851.13902085200004	851.19075153799997	857.74886805100004	861.94237875199997	842	861	Bank 6	2012	2013	2014	2015	2016	2017	2018	2019	837.54599777099997	841.44144985399998	824.64856199300004	839.55952995099994	845.42037114799996	848.457313613	829	853	Bank 7	2012	2013	2014	2015	2016	2017	2018	2019	787.32404953000002	802.671000832	797.88286705099995	827.68636847400001	844.70705073700003	843.38456924699994	840	849	Bank 8	2012	2013	2014	2015	2016	2017	2018	2019	792.48129643899995	800.39229249599998	815.39231303099996	820.67287960399995	834.55644164800003	834.00506562099997	832	849	Bank 9	2012	2013	2014	2015	2016	2017	2018	2019	794.78113046299995	806.97809466800004	819.85777098599999	824.51634153700002	843.09831715999997	834.36556100300004	839	855	Bank 10	2012	2013	2014	2015	2016	2017	2018	2019	834.13298016700003	837.04700358699995	825.86585577799997	842.02305744600005	838.59109814299995	853.223384968	838	868	Bank 11	2012	2013	2014	2015	2016	2017	2018	2019	809.72280251300003	832.786791967	836.83277185600002	838.028483123	851.93637100399997	857.68031594499996	849	871	Bank 12	2012	2013	2014	2015	2016	2017	2018	2019	807.39950834599995	819.81039473999999	806.84298640999998	814.72318952700005	844.59665080399998	836.968863586	848	846	Bank 13	2012	2013	2014	2015	2016	2017	2018	2019	811.14021168600004	800.08543384500001	804.42411619999996	805.44204175499999	830.97131133899995	830.54633555199996	827	847	Bank 14	2012	2013	2014	2015	2016	2017	2018	2019	803.91576055600001	827.08577382299995	828.99744991900002	829.40664535099995	836.62954812099997	836.06763513999999	823	854	Bank 15	2012	2013	2014	2015	2016	2017	2018	2019	784.29919515300003	798.19990355699997	797.67693670899996	789.62796922999996	830.10304057600001	828.20357491699997	818	852	Bank 16	2012	2013	2014	2015	2016	2017	2018	2019	817.85989264199998	811.15066426199996	823.737021916	815.40350851999995	847.740516146	837.23956286700002	833	851	Bank 17	2012	2013	2014	2015	2016	2017	2018	2019	794.74017863899996	785.84914433799997	793.881538729	803.44877774199995	816.87255747699999	816.72826793499996	819	856	Bank 18	2012	2013	2014	2015	2016	2017	2018	2019	823.19299648799995	829.230336835	810.97355368399997	830.99184729299998	837.26002829200002	850.31004663900001	827	866	Bank 19	2012	2013	2014	2015	2016	2017	2018	2019	775.04933753900002	774.82387681800003	768.59516657400002	783.39745336600004	806.00032608000004	812.73491091300002	800	832	Bank 20	2012	2013	2014	2015	2016	2017	2018	2019	756.86645455099995	770.58692778800003	789.12155378499995	803.76423877000002	812.74396989100001	821.61039152900003	809	852	Bank 21	2012	2013	2014	2015	2016	2017	2018	2019	766.51854965400003	759.35005620899994	756.86521860799996	703.80967465900005	751.17797096799995	767.89059530099996	771	811	Bank 22	2012	2013	2014	2015	2016	2017	2018	2019	771.66612655100005	760.786320875	754.78981194400001	758.45845118700004	791.29603921299997	792.05048712500002	787	826	Peer Group Average	2012	2013	2014	2015	2016	2017	2018	2019	794.88577568999995	800.40692211800001	804.36000530399997	812.167306156	829.776195712	832.09668760800002	824	846	Financial Savings	2012	2013	2014	2015	2016	2017	2018	2019	774.19858070400005	785.41466930900003	805.219372851	832.61005816700003	838.91474135700003	842.94071033600005	827	836	SURVEY YEAR
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Financial Savings increased 1% in satisfaction score in the past year, whereas the industry increased an average of 3% 
(1-5% each).
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						Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec

				Cleantastic		23.0		20.0		29.0		32.0		31.3		33.4		35.5		36.3		37.8		35.4		37.1		40.0

				FreshClean		51.4		56.0		57.3		44.7		49.4		52.6		57.2		52.6		55.6		60.3		60.8		60.3

				Soapy Suds		40.1		42.4		46.4		55.8		58.2		63.6		62.8		59.6		54.3		53.2		52.8		51.6

				Gleam		98.2		95.4		101.0		93.1		88.2		93.6		102.4		90.1		98.4		89.2		87.5		84.2



				FIGURE 5.1b																FIGURE 5.1c

				  Corner Market laundry detergent sales														 		  2019 worldwide laundry detergent sales: top 4 brands



















































Cleantastic	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	ACTUAL	FORECAST	23	20	29	31.980299999999996	31.3	33.4	35.5	36.299999999999997	37.799999999999997	35.4	37.1	40	FreshClean	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	ACTUAL	FORECAST	51.425399999999996	56.018999999999998	57.314400000000006	44.657400000000003	49.4	52.6	57.2	52.6	55.6	60.3	60.8	60.3	Soapy Suds	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	ACTUAL	FORECAST	40.1	42.4	46.4	55.785599999999995	58.2	63.6	62.8	59.6	54.3	53.2	52.8	51.6	Gleam	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	ACTUAL	FORECAST	98.2	95.4	100.96640000000001	93.073299999999989	88.2	93.6	102.4	90.1	98.4	89.2	87.5	84.2	

 SALES (BILLIONS)





Cleantastic	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	23	20	29	31.980299999999996	31.3	33.4	35.5	36.299999999999997	37.799999999999997	35.4	37.1	40	FreshClean	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	51.425399999999996	56.018999999999998	57.314400000000006	44.657400000000003	49.4	52.6	57.2	52.6	55.6	60.3	60.8	60.3	Soapy Suds	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	40.1	42.4	46.4	55.785599999999995	58.2	63.6	62.8	59.6	54.3	53.2	52.8	51.6	Gleam	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	98.2	95.4	100.96640000000001	93.073299999999989	88.2	93.6	102.4	90.1	98.4	89.2	87.5	84.2	2019



UNITS SOLD





Gleam


FreshClean

Soapy Suds

Cleantastic

Gleam


FreshClean

Soapy Suds

Cleantastic



SOLUTION 5.2

		SOLUTION 5.2

				FIG 5.2a																		DATA TO GRAPH



																						Year		Quarter				BEACON		DRAPER		FILMORE		LAKESIDE		MARE VALLEY		NORTH		OAKLEY		ORLY		PIERCE		ROSEDALE		SEALY		SOUTHLAKE		WESTLAKE		WILDLAND		REGIONAL AVG		Total		sorted		Q3 2019

																						2017		Q1		2016 Q1		69		130		85		117		16		74		61		51		35		65		93		72		83		83		74		1034		LAKESIDE		105

																								Q2		2016 Q2		77		86		97		107		17		71		55		61		32		55		89		64		73		79		69		963		DRAPER		103

																								Q3		2016 Q3		63		90		92		127		18		68		55		67		32		59		79		58		73		81		69		962		FILMORE		88

																								Q4		2016 Q4		61		100		95		132		21		72		72		51		49		53		82		77		85		75		73		1025		WILDLAND		69

																						2018		Q1		2017 Q1		67		106		92		145		21		69		79		51		49		59		94		87		87		79		78		1085		SEALY		66

																								Q2		2017 Q2		67		91		83		112		17		71		60		66		42		52		83		70		54		72		67		940		NORTH		66

																								Q3		2017 Q3		57		89		103		107		17		56		42		52		23		41		84		66		59		51		61		847		ORLY		63

																								Q4		2017 Q4		62		87		109		95		17		66		44		60		48		37		81		59		64		46		63		875		REGIONAL AVG		61

																						2019		Q1		2019 Q1		68		93		94		126		21		83		65		66		38		63		89		66		59		66		71		997		SOUTHLAKE		55

																								Q2		2019 Q2		61		96		104		133		13		79		80		47		24		49		70		65		68		57		68		946		BEACON		54

																								Q3		2019 Q3		54		103		88		105		22		66		37		63		26		52		66		55		51		69		61		857		ROSEDALE		52

																																																										-17%		WESTLAKE		51

																																																												OAKLEY		37

																						Back to Table of Contents																																						PIERCE		26

																																																												MARE VALLEY		22

















				FIG 5.2b																		GRAPH FOR FIG 5.2c (final is side image)













































																																 







																																				 		 





Breast Cancer Screening

DOWNEY 	7.6	7.6	7.3	7.4	7.3	7.3	7.5	7.2	7.7	7.6	8	7.7	7.7	7.4	7.3	7.3	7.5	7.5	7.4	7.4	7.4	7.4	7.4	7.4	7.6	7.6	End of Rolling Time Period



Percent Eligible







LAKESIDE	DRAPER	FILMORE	WILDLAND	SEALY	NORTH	ORLY	REGIONAL AVG	SOUTHLAKE	BEACON	ROSEDALE	WESTLAKE	OAKLEY	PIERCE	MARE VALLEY	105	103	88	69	66	66	63	61.214285714285715	55	54	52	51	37	26	22	

DEALERSHIP | # OF CARS SOLD







BEACON	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	69	77	63	61	67	67	57	62	68	61	54	DRAPER	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	130	86	90	100	106	91	89	87	93	96	103	FILMORE	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	85	97	92	95	92	83	103	109	94	104	88	LAKESIDE	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	117	107	127	132	145	112	107	95	126	133	105	MARE VALLEY	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	16	17	18	21	21	17	17	17	21	13	22	NORTH	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	74	71	68	72	69	71	56	66	83	79	66	OAKLEY	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	61	55	55	72	79	60	42	44	65	80	37	ORLY	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	51	61	67	51	51	66	52	60	66	47	63	PIERCE	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	35	32	32	49	49	42	23	48	38	24	26	ROSEDALE	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	65	55	59	53	59	52	41	37	63	49	52	SEALY	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	93	89	79	82	94	83	84	81	89	70	66	SOUTHLAKE	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	72	64	58	77	87	70	66	59	66	65	55	WESTLAKE	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	83	73	73	85	87	54	59	64	59	68	51	WILDLAND	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	83	79	81	75	79	72	51	46	66	57	69	REGIONAL AVG	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	2017	2018	2019	73.857142857142861	68.785714285714292	68.714285714285708	73.214285714285708	77.5	67.142857142857139	60.5	62.5	71.214285714285708	67.571428571428569	61.214285714285715	

# OF CARS SOLD







Quarterly Cars Sold by Dealership



BEACON	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	69	77	63	61	67	67	57	62	68	61	54	DRAPER	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	130	86	90	100	106	91	89	87	93	96	103	FILMORE	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	85	97	92	95	92	83	103	109	94	104	88	LAKESIDE	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	117	107	127	132	145	112	107	95	126	133	105	MARE VALLEY	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	16	17	18	21	21	17	17	17	21	13	22	NORTH	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	74	71	68	72	69	71	56	66	83	79	66	OAKLEY	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	61	55	55	72	79	60	42	44	65	80	37	ORLY	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	51	61	67	51	51	66	52	60	66	47	63	PIERCE	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	35	32	32	49	49	42	23	48	38	24	26	ROSEDALE	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	65	55	59	53	59	52	41	37	63	49	52	SEALY	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	93	89	79	82	94	83	84	81	89	70	66	SOUTHLAKE	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	72	64	58	77	87	70	66	59	66	65	55	WESTLAKE	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	83	73	73	85	87	54	59	64	59	68	51	WILDLAND	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	83	79	81	75	79	72	51	46	66	57	69	REGIONAL AVG	2016 Q1	2016 Q2	2016 Q3	2016 Q4	2017 Q1	2017 Q2	2017 Q3	2017 Q4	2019 Q1	2019 Q2	2019 Q3	73.857142857142861	68.785714285714292	68.714285714285708	73.214285714285708	77.5	67.142857142857139	60.5	62.5	71.214285714285708	67.571428571428569	61.214285714285715	Quarter





Number of Cars Sold
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Car sales by dealership: Q3 2019
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				FIG 5.3a																DATA TO GRAPH

																				Date		YEAR		Month abb		MONTH		Phone Touchpoints		Chat Touchpoints		Email Touchpoints		Total

																				2018-01		2018		J		JAN		0.43		0.13		0.55		1.11

																								F		FEB		0.35		0.11		0.38		0.84

																								M		MAR		0.34		0.11		0.38		0.83

																								A		APR		0.24		0.18		0.30		0.72

																				2018-05				M		MAY		0.23		0.17		0.28		0.68

																								J		JUN		0.29		0.17		0.29		0.75

																								J		JUL		0.28		0.14		0.30		0.72

																								A		AUG		0.30		0.14		0.35		0.79

																								S		SEP		0.30		0.11		0.32		0.73

																				2018-10				O		OCT		0.29		0.12		0.31		0.72

																								N		NOV		0.29		0.11		0.41		0.81

																								D		DEC		0.38		0.15		0.54		1.07

																						2019		J		JAN		0.45		0.16		0.58		1.19

																								F		FEB		0.32		0.13		0.38		0.83

																				2019-03				M		MAR		0.31		0.13		0.38		0.82

																								A		APR		0.25		0.15		0.34		0.74

																								M		MAY		0.26		0.20		0.34		0.80

																								J		JUN		0.26		0.20		0.34		0.80

																								J		JUL		0.25		0.15		0.34		0.74

																				2018-08				A		AUG		0.28		0.16		0.33		0.77

																								S		SEP		0.24		0.17		0.32		0.73

																								O		OCT		0.24		0.17		0.34		0.75

																								N		NOV		0.25		0.18		0.36		0.79

																								D		DEC		0.33		0.18		0.53		1.04

																				2020-01		2020		J		JAN		0.34		0.26		0.50		1.10

				FIG 5.3b

				Touchpoints per customer over time











































				FIG 5.3c

				Touchpoints per customer over time











































				FIG 5.4d																FIG 5.4e																Graph for FIG 5.3f (see PPT/image files for complete figure)

																																		  

				Touchpoints per customer over time																Touchpoints per customer over time

















































Email Touchpoints	J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	J	2018	2019	2020	0.55000000000000004	0.38	0.38	0.30000000000000004	0.28000000000000003	0.29000000000000004	0.30000000000000004	0.35	0.31999999999999995	0.31000000000000005	0.41000000000000003	0.54	0.58000000000000007	0.38	0.38	0.33999999999999997	0.33999999999999997	0.33999999999999997	0.33999999999999997	0.32999999999999996	0.31999999999999995	0.33999999999999997	0.36	0.53	0.5	Chat Touchpoints	J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	J	2018	2019	2020	0.13	0.11	0.11	0.18	0.17	0.17	0.14000000000000001	0.14000000000000001	0.11	0.12	0.11	0.15	0.16	0.13	0.13	0.15	0.2	0.2	0.15	0.16	0.17	0.17	0.18	0.18	0.26	Phone Touchpoints	J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	J	2018	2019	2020	0.43000000000000005	0.35	0.33999999999999997	0.24	0.23	0.29000000000000004	0.28000000000000003	0.30000000000000004	0.30000000000000004	0.29000000000000004	0.29000000000000004	0.38	0.44999999999999996	0.31999999999999995	0.31000000000000005	0.25	0.26	0.26	0.25	0.28000000000000003	0.24	0.24	0.25	0.32999999999999996	0.34	

TOUCHPOINTS PER CUSTOMER







Email Touchpoints	J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	J	2018	2019	2020	0.55000000000000004	0.38	0.38	0.30000000000000004	0.28000000000000003	0.29000000000000004	0.30000000000000004	0.35	0.31999999999999995	0.31000000000000005	0.41000000000000003	0.54	0.58000000000000007	0.38	0.38	0.33999999999999997	0.33999999999999997	0.33999999999999997	0.33999999999999997	0.32999999999999996	0.31999999999999995	0.33999999999999997	0.36	0.53	0.5	Chat Touchpoints	J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	J	2018	2019	2020	0.13	0.11	0.11	0.18	0.17	0.17	0.14000000000000001	0.14000000000000001	0.11	0.12	0.11	0.15	0.16	0.13	0.13	0.15	0.2	0.2	0.15	0.16	0.17	0.17	0.18	0.18	0.26	Phone Touchpoints	J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	J	2018	2019	2020	0.43000000000000005	0.35	0.33999999999999997	0.24	0.23	0.29000000000000004	0.28000000000000003	0.30000000000000004	0.30000000000000004	0.29000000000000004	0.29000000000000004	0.38	0.44999999999999996	0.31999999999999995	0.31000000000000005	0.25	0.26	0.26	0.25	0.28000000000000003	0.24	0.24	0.25	0.32999999999999996	0.34	Total	J	F	M	A	M	J	J	A	S	O	N	D	J	F	M	A	M	J	J	A	S	O	N	D	J	2018	2019	2020	1.1100000000000001	0.84	0.83	0.72	0.68	0.75000000000000011	0.72000000000000008	0.79	0.73	0.72000000000000008	0.81	1.07	1.19	0.83	0.82000000000000006	0.74	0.8	0.8	0.74	0.77	0.73	0.75	0.79	1.04	1.1000000000000001	

TOUCHPOINTS PER CUSTOMER







2016 TOTAL	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	1.1100000000000001	0.84	0.83	0.72	0.68	0.75000000000000011	0.72000000000000008	0.79	0.73	0.72000000000000008	0.81	1.07	2017 TOTAL	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	1.19	0.83	0.82000000000000006	0.74	0.8	0.8	0.74	0.77	0.73	0.75	0.79	1.04	2018 TOTAL	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	1.1000000000000001	2016 EMAIL	0.55000000000000004	0.38	0.38	0.30000000000000004	0.28000000000000003	0.29000000000000004	0.30000000000000004	0.35	0.31999999999999995	0.31000000000000005	0.41000000000000003	0.54	2017 EMAIL	0.58000000000000007	0.38	0.38	0.33999999999999997	0.33999999999999997	0.33999999999999997	0.33999999999999997	0.32999999999999996	0.31999999999999995	0.33999999999999997	0.36	0.53	2018 EMAIL	0.5	2016 PHONE	0.43000000000000005	0.35	0.33999999999999997	0.24	0.23	0.29000000000000004	0.28000000000000003	0.30000000000000004	0.30000000000000004	0.29000000000000004	0.29000000000000004	0.38	2017 PHONE	0.44999999999999996	0.31999999999999995	0.31000000000000005	0.25	0.26	0.26	0.25	0.28000000000000003	0.24	0.24	0.25	0.32999999999999996	2018 PHONE	0.34	2016 CHAT	0.13	0.11	0.11	0.18	0.17	0.17	0.14000000000000001	0.14000000000000001	0.11	0.12	0.11	0.15	2017 CHAT	0.16	0.13	0.13	0.15	0.2	0.2	0.15	0.16	0.17	0.17	0.18	0.18	2018 CHAT	0.26	

TOUCHPOINTS PER CUSTOMER





JUL	AUG	SEP	OCT	NOV	DEC	JAN	FEB	MAR	APR	MAY	JUN	0.72000000000000008	0.79	0.73	0.72000000000000008	0.81	1.07	1.19	0.83	0.82000000000000006	0.74	0.8	0.8	

JUL	AUG	SEP	OCT	NOV	DEC	JAN	FEB	MAR	APR	MAY	JUN	0.74	0.77	0.73	0.75	0.79	1.04	1.1000000000000001	JUL	AUG	SEP	OCT	NOV	DEC	JAN	FEB	MAR	APR	MAY	JUN	0.30000000000000004	0.35	0.31999999999999995	0.31000000000000005	0.41000000000000003	0.54	0.58000000000000007	0.38	0.38	0.33999999999999997	0.33999999999999997	0.33999999999999997	



JUL	AUG	SEP	OCT	NOV	DEC	JAN	FEB	MAR	APR	MAY	JUN	0.33999999999999997	0.32999999999999996	0.31999999999999995	0.33999999999999997	0.36	0.53	0.5	

JUL	AUG	SEP	OCT	NOV	DEC	JAN	FEB	MAR	APR	MAY	JUN	0.15	0.16	0.17	0.17	0.18	0.18	0.26	JUL	AUG	SEP	OCT	NOV	DEC	JAN	FEB	MAR	APR	MAY	JUN	0.14000000000000001	0.14000000000000001	0.11	0.12	0.11	0.15	0.16	0.13	0.13	0.15	0.2	0.2	JUL	AUG	SEP	OCT	NOV	DEC	JAN	FEB	MAR	APR	MAY	JUN	0.28000000000000003	0.30000000000000004	0.30000000000000004	0.29000000000000004	0.29000000000000004	0.38	0.44999999999999996	0.31999999999999995	0.31000000000000005	0.25	0.26	0.26	
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2018: Jan-Jun was a period of stability, with fairly steady growth (averaging +3% per month). There was a nearly 20% decrease in July, when Product X was recalled and pulled from the market. Total sales remained at reduced volume for the rest of the year.

2019: The year started at less than $1.6B, but increased markedly in February, when a new study was released. Total sales have increased steadily since then and this is projected to continue. The latest forecast is for $2.4B in monthly sales by the end of the year.

2019 FORECAST 
This is provided by ABC consultants and based on market data through June. The forecast assumes no major market changes.
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2018
Jan-Jun was a period of stability, with fairly steady growth (averaging +3% per month). There was a nearly 20% decrease in July, when Product X was recalled and pulled from the market. Total sales remained at reduced volume for the rest of the year.

2019
The year started at less than $1.6B, but increased markedly in February, when a new study was released. Total sales have increased steadily since then and this is projected to continue. The latest forecast is for $2.4B in monthly sales by the end of the year.

2019 forecast provided by ABC consultants and based on market data through June. 
The forecast assumes no major market changes.
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																																																																																																																																																																																																																																														LET'S DISCUSS: Should we put stricter guidelines around maximum number of interviews? How can we keep vacation schedules from impacting time to hire? What can we do to improve efficiency of internal transfer process in order to better handle higher volumes?













60	60	60	60	60	60	60	60	60	60	60	60	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	2019



TIME TO FILL (DAYS)





60	60	60	60	60	60	60	60	60	60	60	60	External	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	44.800000000000004	48.5	49.5	55.2	56.5	60.7	44.2	29	61.2	44.900000000000006	76.600000000000009	34.700000000000003	Internal	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	47.6	37.9	17.600000000000001	18.600000000000001	40.6	28.8	27.1	36.9	37.1	25.900000000000002	51.2	40.6	2019



TIME TO FILL (DAYS)





GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

GOAL

Internal

External

External time to fill increased steadily in the first half of the year, rising above goal in June at more than 60 days. This was largely the result of increasing number of interviews per candidate.

External time to fill varied markedly in the second half of the year, above goal in Sep & Nov. Months with lower time to fill had fewer number of interviews per candidate, while longer time to fill months had more                      interviews. Interviewer vacation schedules likely also                  played a part.

Internal time to fill consistently beat goal, with general increase in recent months. Months having lower internal time to fill coincide with those having fewer internal candidates placed. Time delays are experienced when there are more internal applicants. Further research is needed to better understand and remedy.
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						PERIOD: April 1 2019 - December 31, 2019   METRIC:  Project Hours																										REGION		CAPACITY		DEMAND				ROLE		CAPACITY		DEMAND

																														Back to Table of Contents		North		42,274		85,284				Developer		61,264		175,317

						TOTAL DEMAND						TOTAL CAPACITY						By Role														West		51,704		92,384				Business Analyst		51,072		98,083

						398,383						224,142																				East		58,134		99,339				Manager		48,554		53,322

								 																								South		73,030		121,376				Support Analyst		41,188		45,353
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Developer	Business Analyst	Manager	Support Analyst	Project Manager	61264	51072	48554	41188	23064	DEMAND	

Developer	Business Analyst	Manager	Support Analyst	Project Manager	175317	98083	53322	45353	26308	





DEMAND	(Empty)	Supply Chain Logistics	Growth 	&	 Innovation	US Retail Sales	Information Services	Internal ET	Human Resources	193987	48135	47243	38245	37245	28456	5072	



Developer	



CAPACITY	DEMAND	61264	175317	Manager	

CAPACITY	DEMAND	48554	53322	Business Analyst	



CAPACITY	DEMAND	51072	98083	Support Analyst	



CAPACITY	DEMAND	41188	45353	Project Manager	

CAPACITY	DEMAND	23064	26308	



Developer







Business Analyst




Manager

Support Analyst

Project Manager

Demand vs capacity: breakdown by role

NUMBER OF PROJECT HOURS
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		6.2 SOLUTION

				FIG 6.2a																DATA TO GRAPH

																																Back to Table of Contents

				Call breakdown over time																2019		Dials Made		Accounts Worked		Not Worked		Penetration Rate

																				JAN		450,000		225,000		225,000		50%

																				FEB		390,000		185,000		205,000		47%

																				MAR		330,000		138,000		192,000		42%

																				APR		320,000		137,000		183,000		43%

																				MAY		365,000		150,000		215,000		41%

																				JUN		335,000		115,000		220,000		34%

																				JUL		275,000		100,000		175,000		36%

																				AUG		270,000		108,000		162,000		40%

																				SEP		250,000		90,000		160,000		36%

																				OCT		255,000		95,000		160,000		37%

																				NOV		250,000		80,000		170,000		32%

																				DEC		240,000		65,000		175,000		27%















																																																				FIG 6.2e

				………...….2019

																																																				Total accounts dialed decreased 47% from January to December to 250K. 
During the same time period, penetration rate has declined markedly.



				FIG 6.2b																FIG 6.2c																FIG 6.2d



				Call breakdown over time																Call breakdown over time																Call breakdown over time																Call breakdown over time

				WORKED  |  NOT REACHED																WORKED  |  NOT REACHED																WORKED  |  NOT REACHED																WORKED  |  NOT REACHED







































				…….……...2019																……………...2019																……………...2019																……………...2019







																				 



Accounts Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	185000	138000	137000	150000	115000	100000	108000	90000	95000	80000	65000	Not Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	205000	192000	183000	215000	220000	175000	162000	160000	160000	170000	175000	

% OF TOTAL DIALED





Accounts Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	185000	138000	137000	150000	115000	100000	108000	90000	95000	80000	65000	Dials Made	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	450000	390000	330000	320000	365000	335000	275000	270000	250000	255000	250000	240000	Penetration Rate	0.5	0.47435897435897434	0.41818181818181815	0.42812499999999998	0.41095890410958902	0.34328358208955223	0.36363636363636365	0.4	0.36	0.37254901960784315	0.32	0.27083333333333331	

# OF ACCOUNTS (THOUSANDS)



PENETRATION RATE







Accounts Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	185000	138000	137000	150000	115000	100000	108000	90000	95000	80000	65000	Not Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	205000	192000	183000	215000	220000	175000	162000	160000	160000	170000	175000	

% OF TOTAL DIALED





Accounts Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	185000	138000	137000	150000	115000	100000	108000	90000	95000	80000	65000	Not Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	205000	192000	183000	215000	220000	175000	162000	160000	160000	170000	175000	

% OF TOTAL DIALED





Accounts Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	185000	138000	137000	150000	115000	100000	108000	90000	95000	80000	65000	Not Worked	JAN	FEB	MAR	APR	MAY	JUN	JUL	AUG	SEP	OCT	NOV	DEC	225000	205000	192000	183000	215000	220000	175000	162000	160000	160000	170000	175000	

# OF ACCOUNTS (THOUSANDS)





PENETRATION RATE  27%
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				DATA TO GRAPH

						Quarter of first ad create																																						Annualized % of revenue

				Advertiser age (qtrs)		2015								2016								2017								2018								2019				Age		Year of first ad create

						Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1						2015		2016		2017		201		2019

						2015Q1		2015Q2		2015Q3		2015Q4		2016Q1		2016Q2		2016Q3		2016Q4		2017Q1		2017Q2		2017Q3		2017Q4		2018Q1		2018Q2		2018Q3		2018Q4		2019Q1				0		15%		18%		23%		25%		28%

				0		13%		17%		14%		17%		16%		18%		17%		19%		21%		22%		24%		23%		24%		25%		26%		25%		28%				1		18%		20%		25%		30%

				1		21%		18%		18%		18%		19%		21%		22%		23%		23%		25%		26%		23%		26%		31%		30%		33%						2		20%		22%		24%		31%

				2		20%		20%		20%		19%		20%		22%		24%		25%		22%		22%		23%		25%		29%		31%		32%								3		24%		23%		26%		33%

				3		20%		27%		26%		23%		23%		24%		23%		23%		24%		24%		27%		27%		33%		34%										4		25%		24%		28%		34%

				4		21%		26%		27%		26%		25%		24%		25%		23%		26%		28%		29%		30%		34%												5		28%		25%		30%

				5		25%		33%		30%		26%		27%		25%		25%		23%		29%		29%		33%		32%														6		29%		27%		33%

				6		28%		35%		31%		27%		28%		25%		29%		27%		31%		31%		34%																7		31%		30%		35%

				7		29%		35%		32%		30%		28%		30%		33%		28%		35%		33%																		8		33%		32%		39%

				8		30%		37%		32%		33%		28%		32%		35%		32%		39%																				9		33%		34%

				9		30%		38%		30%		35%		33%		32%		39%		34%																						10		34%		37%

				10		31%		38%		33%		35%		37%		35%		41%																								11		36%		39%

				11		35%		41%		37%		35%		39%		40%																										12		40%		42%

				12		38%		43%		40%		39%		42%																												13		44%

				13		42%		46%		43%		43%																														14		46%

				14		44%		47%		43%																																15		48%

				15		47%		49%																																		16		50%

				16		50%



				FIG 7.1b





































				GRAPH FOR FIG 7.1c (see PPT slide)

























































0	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.13	0.16999999999999998	0.13999999999999999	0.16999999999999998	0.16	0.18	0.16999999999999998	0.19	0.21	0.22	0.24	0.23	0.24	0.25	0.26	0.25	0.28000000000000003	1	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.21	0.18	0.18	0.18	0.19	0.21	0.22	0.22999999999999998	0.22999999999999998	0.25	0.26	0.22999999999999998	0.26	0.31	0.30000000000000004	0.33	2	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.19999999999999998	0.19999999999999998	0.19999999999999998	0.19	0.19999999999999998	0.22	0.24	0.25	0.22	0.22	0.22999999999999998	0.25	0.29000000000000004	0.31	0.32	3	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.19999999999999998	0.27	0.26	0.22999999999999998	0.22999999999999998	0.24	0.22999999999999998	0.22999999999999998	0.24	0.24	0.27	0.27	0.33	0.34	4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.21	0.26	0.27	0.26	0.25	0.24	0.25	0.22999999999999998	0.26	0.28000000000000003	0.29000000000000004	0.30000000000000004	0.34	5	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.25	0.33	0.30000000000000004	0.26	0.27	0.25	0.25	0.22999999999999998	0.29000000000000004	0.29000000000000004	0.33	0.32	6	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.28000000000000003	0.35000000000000003	0.31	0.27	0.28000000000000003	0.25	0.29000000000000004	0.27	0.31	0.31	0.34	7	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.29000000000000004	0.35000000000000003	0.32	0.30000000000000004	0.28000000000000003	0.30000000000000004	0.33	0.28000000000000003	0.35000000000000003	0.33	8	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.30000000000000004	0.37	0.32	0.33	0.28000000000000003	0.32	0.35000000000000003	0.32	0.39	9	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.30000000000000004	0.38	0.30000000000000004	0.35000000000000003	0.33	0.32	0.39	0.34	10	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.31	0.38	0.33	0.35000000000000003	0.37	0.35000000000000003	0.41000000000000003	11	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.35000000000000003	0.41000000000000003	0.37	0.35000000000000003	0.39	0.4	12	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.38	0.43	0.4	0.39	0.42000000000000004	13	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.42000000000000004	0.46	0.43	0.43	14	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.44	0.47000000000000003	0.43	15	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.47000000000000003	0.49	16	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	Q2	Q3	Q4	Q1	2015	2016	2017	2018	2019	0.5	2015Q1	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.13	0.21	0.19999999999999998	0.19999999999999998	0.21	0.25	0.28000000000000003	0.29000000000000004	0.30000000000000004	0.30000000000000004	0.31	0.35000000000000003	0.38	0.42000000000000004	0.44	0.47000000000000003	0.5	2015Q2	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.16999999999999998	0.18	0.19999999999999998	0.27	0.26	0.33	0.35000000000000003	0.35000000000000003	0.37	0.38	0.38	0.41000000000000003	0.43	0.46	0.47000000000000003	0.49	2015Q3	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.13999999999999999	0.18	0.19999999999999998	0.26	0.27	0.30000000000000004	0.31	0.32	0.32	0.30000000000000004	0.33	0.37	0.4	0.43	0.43	2015Q4	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.16999999999999998	0.18	0.19	0.22999999999999998	0.26	0.26	0.27	0.30000000000000004	0.33	0.35000000000000003	0.35000000000000003	0.35000000000000003	0.39	0.43	2016Q1	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.16	0.19	0.19999999999999998	0.22999999999999998	0.25	0.27	0.28000000000000003	0.28000000000000003	0.28000000000000003	0.33	0.37	0.39	0.42000000000000004	2016Q2	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.18	0.21	0.22	0.24	0.24	0.25	0.25	0.30000000000000004	0.32	0.32	0.35000000000000003	0.4	2016Q3	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.16999999999999998	0.22	0.24	0.22999999999999998	0.25	0.25	0.29000000000000004	0.33	0.35000000000000003	0.39	0.41000000000000003	2016Q4	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.19	0.22999999999999998	0.25	0.22999999999999998	0.22999999999999998	0.22999999999999998	0.27	0.28000000000000003	0.32	0.34	2017Q1	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.21	0.22999999999999998	0.22	0.24	0.26	0.29000000000000004	0.31	0.35000000000000003	0.39	2017Q2	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.22	0.25	0.22	0.24	0.28000000000000003	0.29000000000000004	0.31	0.33	2017Q3	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.24	0.26	0.22999999999999998	0.27	0.29000000000000004	0.33	0.34	2017Q4	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.23	0.22999999999999998	0.25	0.27	0.30000000000000004	0.32	2018Q1	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.24	0.26	0.29000000000000004	0.33	0.34	2018Q2	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.25	0.31	0.31	0.34	2018Q3	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.26	0.30000000000000004	0.32	2018Q4	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.25	0.33	2019Q1	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.28000000000000003	2015	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.15	0.18	0.2	0.24	0.25	0.28000000000000003	0.28999999999999998	0.31	0.33	0.33	0.34	0.36	0.4	0.44	0.46	0.48	0.5	2016	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.18	0.2	0.22	0.23	0.24	0.25	0.27	0.3	0.32	0.34	0.37	0.39	0.42	2017	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.23	0.25	0.24	0.26	0.28000000000000003	0.3	0.33	0.35	0.39	201	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.25	0.30000000000000004	0.31	0.33	0.34	2019	0	1	2	3	4	5	6	7	8	9	10	11	12	13	14	15	16	0.28000000000000003	ADVERTISER AGE (QTRS)
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				DATA TO GRAPH

				UNITS SOLD																		PROJECTED

						2012		2013		2014		2015		2016		2017		2018		2019		2020		Growth

				Retail		13,490		13,350		10,463		13,910		14,360		14,630		11,490		10,200		9,500		-30%

				Ecommerce		5,010		5,560		4,249		6,040		6,690		7,110		7,380		7,932		8,000		60%

				Partner		3,500		3,780		2,946		3,520		3,770		4,540		5,230		7,893		9,500		171%

				Direct Marketing		460		447		424		410		411		483		532		509		500		9%

				Total		22,460		23,137		18,082		23,880		25,231		26,763		24,632		26,534		27,500



				% OF TOTAL UNITS SOLD																		PROJECTED

						2012		2013		2014		2015		2016		2017		2018		2019		2020

				Retail		60%		58%		58%		58%		57%		55%		47%		38%		35%

				Ecommerce		22%		24%		23%		25%		27%		27%		30%		30%		29%

				Partner		16%		16%		16%		15%		15%		17%		21%		30%		35%

				Direct Marketing		2%		2%		2%		2%		2%		2%		2%		2%		2%

				Total		100%		100%		100%		100%		100%		100%		100%		100%		100%



				FIG 7.2b														FIG 7.2c														FIG 7.2d														FIG 7.2e														FIG 7.2f														FIG 7.2g														FIG 7.2h														FIG 7.2i														FIG 7.2j														FIG 7.2k														FIG 7.2l														FOR FINAL IMAGE (7.2s)

				Total units sold														Total units sold														Total units sold														Total units sold														Total units sold														Total units sold														Total units sold														Total units sold														Total units sold														Total units sold														Total units sold														Total units sold









































				FIG 7.2m														FIG 7.2n														FIG 7.2o														FIG 7.2p														FIG 7.2q														FIG 7.2r

				Units sold by channel														Units sold by channel														Units sold by channel														Units sold by channel														Units sold by channel														Units sold by channel





























																																																																																								 

																 														 														 														 														 														 













Retail	2012	2013	2014	2015	2016	2017	2018	2019	2020	0.60062333036509352	0.57699788218005787	0.57864174317000328	0.5824958123953099	0.56914113590424475	0.54665022605836411	0.46646638518999678	0.38441245194844348	0.34545454545454546	Ecommerce	2012	2013	2014	2015	2016	2017	2018	2019	2020	0.22306322350845947	0.24030773220382937	0.23498506802344873	0.2529313232830821	0.26515001387182435	0.26566528416096852	0.29961026307242611	0.29893721263284845	0.29090909090909089	Direct Marketing	2012	2013	2014	2015	2016	2017	2018	2019	2020	2.0480854853072127E-2	1.9319704369624411E-2	2.3448733547173986E-2	1.7169179229480736E-2	1.6289485157147954E-2	1.8047304113888579E-2	2.1597921403052941E-2	1.9182935102133113E-2	1.8181818181818181E-2	Partner	2012	2013	2014	2015	2016	2017	2018	2019	2020	0.1558325912733749	0.1633746812464883	0.16292445525937396	0.14740368509212731	0.14941936506678294	0.16963718566677877	0.2123254303345242	0.29746740031657498	0.34545454545454546	FISCAL YEAR
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				FIG 7.3a																DATA TO GRAPH

				FIGURE A: Model Performance by LTV																ltv_bin		UPB		actual		model

																				0

				V3.7 FIX3ED0 TRACKING ON ONBS DATA AS OF 31AUG19.																0.05		$924		8.41%		21.10%

				out_of_time=y																0.1		$8,364		9.75%		19.60%

																				0.15		$18,838		11.76%		14.92%

																				0.2		$58,226		11.15%		14.48%

																				0.25		$285,670		9.47%		13.48%

																				0.3		$619,053		10.49%		10.59%

																				0.35		$1,741,930		11.50%		11.40%

																				0.4		$18,330,233		12.01%		12.13%

																				0.45		$91,260,000		10.75%		10.85%

																				0.5		$294,255,000		10.58%		10.69%

																				0.55		$842,400,000		9.70%		9.80%

																				0.6		$512,460,000		9.11%		9.20%

																				0.65		$290,648,642		9.50%		9.30%

																				0.7		$84,215,264		9.55%		7.45%

																				0.75		$71,525,847		9.10%		6.92%

																				0.8		$41,776,345		8.85%		6.93%

																				0.85		$15,421,076		9.15%		7.20%

																				0.9

																				0.95

																				1



								out_of_time=y IF eff_date >= '31Aug17'.
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				FIG 7.4j

				Back-to-school shopping: consumer sentiment
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				FIG 7.4n

				Back-to-school shopping: consumer sentiment
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				FIG 7.4o

				Back-to-school shopping: consumer sentiment
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				Back-to-school shopping: consumer sentiment
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				FIG 7.4q

				Back-to-school shopping: consumer sentiment
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				FIG 7.4r

				Back-to-school shopping: consumer sentiment
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				FIG 7.4s

				Back-to-school shopping: consumer sentiment
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				FIG 7.4t

				Back-to-school shopping: consumer sentiment
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				FIG 7.4u

				Back-to-school shopping: consumer sentiment
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				FIG 7.4v

				Back-to-school shopping: consumer sentiment





								STORE OFFERS…









































				FIG 7.4w

				Back-to-school shopping: consumer sentiment
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				FIG 7.4x

				Back-to-school shopping: consumer sentiment
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				Back-to-school shopping: consumer sentiment
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				DATA TO GRAPH



				Diabetes rate (% of patients)

						ACTUAL										FORECAST

				Medical center		2015		2016		2017		2018		2019		2020		2021		2022		2023

				ALL		7.2%		7.6%		8.0%		8.1%		8.6%		9.0%		9.3%		9.7%		10.0%

				A		2.6%		3.1%		3.5%		3.8%		4.5%

				B		10.7%		11.4%		11.9%		12.0%		12.5%

				C		9.2%		9.7%		10.2%		10.4%		10.9%

				D		8.3%		8.6%		9.0%		9.1%		9.5%

				E		7.9%		8.2%		8.5%		10.1%		11.3%

				F		8.7%		9.1%		9.6%		9.6%		10.1%

				G		3.8%		4.1%		4.4%		4.6%		5.1%

				H		8.4%		8.8%		9.2%		9.5%		10.0%

				I		5.1%		5.6%		6.0%		6.2%		6.7%

				J		6.4%		6.8%		7.1%		7.2%		7.6%

				K		9.2%		9.7%		10.1%		10.2%		10.5%

				L		9.9%		10.2%		11.0%		11.1%		11.6%

				M		5.6%		6.0%		6.2%		6.3%		6.7%





				For Separate lnes view (OPTION B)
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				FIG 7.5a



				Diabetes rates by medical center: 4 views of the same data



				OPTION A: Bars										OPTION B: Separate lines





														                 2019





														           2015























				OPTION C: Standard line graph 										OPTION D: Slopegraph

































				FIG 7.5d



				Diabetes rates have increased 

				Do we need additional staff to remain within standards?









































				FIG 7.5e



				A question to ponder…







































				FIG 7.5f



				Let's set the stage





				Diabetes rates by medical center













































				FIG 7.5g



				Across all medical centers: 7.2% in 2015





				Diabetes rates by medical center













































				FIG 7.5h



				8 centers: above overall rate





				Diabetes rates by medical center













































				FIG 7.5i



				5 centers: below overall rate





				Diabetes rates by medical center















































				FIG 7.5j



				Across all medical centers: now 8.6%





				Diabetes rates by medical center













































				FIG 7.5k



				Increase: high centers





				Diabetes rates by medical center













































				FIG 7.5l



				Increase: low centers





				Diabetes rates by medical center













































				FIG 7.5m



				Consistent increase of 0.5 points per year





				Diabetes rates by medical center













































				FIG 7.5n



				Projected to be 10% by 2023





				Diabetes rates by medical center













































				FIG 7.5o



				Implications: +14,000 patients per year





				Diabetes rates by medical center













































				FIG 7.5p



				Rising diabetes rates: do we need additional staff?
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% OF PATIENTS 







M	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	K	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	ALL	



2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	8.9794192442723797E-2	9.3256295965646163E-2	9.6718399488568529E-2	0.1001805030114909	A	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	F	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	L	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	H	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	E	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	

% OF PATIENTS 







M	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	K	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	ALL	



2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	8.9794192442723797E-2	9.3256295965646163E-2	9.6718399488568529E-2	0.1001805030114909	A	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	F	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	L	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	H	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	E	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	

% OF PATIENTS 







M	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	K	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	ALL	



2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	8.9794192442723797E-2	9.3256295965646163E-2	9.6718399488568529E-2	0.1001805030114909	A	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	F	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	L	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	H	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	E	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	

% OF PATIENTS 







ALL	2015	2019	7.17627779091803E-2	8.6332088919801417E-2	A	2015	2019	2.617952605284846E-2	4.4623921520193371E-2	B	2015	2019	0.10722538144872464	0.12545874648770405	C	2015	2019	9.1999999999999998E-2	0.10859038571719001	D	2015	2019	8.3014075713718147E-2	9.5100256179595777E-2	E	2015	2019	7.9397679891012679E-2	0.11300000000000002	F	2015	2019	8.6898692893817214E-2	0.1010114011912845	G	2015	2019	3.7806944147159363E-2	5.1033115858226591E-2	H	2015	2019	8.4324867522053759E-2	0.10000257915867844	I	2015	2019	5.1111545953446184E-2	6.7138748979448451E-2	J	2015	2019	6.3555505940140311E-2	7.6276441266633271E-2	K	2015	2019	9.1668505954494425E-2	0.1054583148958487	L	2015	2019	9.8927187567779865E-2	0.1158370583393246	M	2015	2019	5.6136310223266747E-2	6.6772768185909492E-2	







K	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	ALL	



2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	8.9794192442723797E-2	9.3256295965646163E-2	9.6718399488568529E-2	0.1001805030114909	A	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	F	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	L	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	H	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	M	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	E	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	

% OF PATIENTS 







M	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	K	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	ALL	



2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	8.9794192442723797E-2	9.3256295965646163E-2	9.6718399488568529E-2	0.1001805030114909	A	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	F	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	L	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	H	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	E	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	

% OF PATIENTS 







ALL	



2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	8.9794192442723797E-2	9.3256295965646163E-2	9.6718399488568529E-2	0.1001805030114909	A	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	E	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	F	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	H	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	K	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	L	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	M	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	

% OF PATIENTS







K	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	ALL	



2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	8.9794192442723797E-2	9.3256295965646163E-2	9.6718399488568529E-2	0.1001805030114909	A	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	E	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	F	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	H	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	L	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	M	2015	2016	2017	2018	2019	2020	2021	2022	2023	ACTUAL	FORECAST	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	

% OF PATIENTS 







2015	ALL	A	B	C	D	E	F	G	H	I	J	K	L	M	7.17627779091803E-2	2.617952605284846E-2	0.10722538144872464	9.1999999999999998E-2	8.3014075713718147E-2	7.9397679891012679E-2	8.6898692893817214E-2	3.7806944147159363E-2	8.4324867522053759E-2	5.1111545953446184E-2	6.3555505940140311E-2	9.1668505954494425E-2	9.8927187567779865E-2	5.6136310223266747E-2	2016	ALL	A	B	C	D	E	F	G	H	I	J	K	L	M	7.5801781761140108E-2	3.0924564407291771E-2	0.11350396616491036	9.7412047582890404E-2	8.6363458317108413E-2	8.2000000000000003E-2	9.0569052677589357E-2	4.0969718763897434E-2	8.7650619276212968E-2	5.5759308959185766E-2	6.7881942073378929E-2	9.6507313945759426E-2	0.10222680616907177	5.9680414597279206E-2	2017	ALL	A	B	C	D	E	F	G	H	I	J	K	L	M	7.9748946216121441E-2	3.5351352918998866E-2	0.11914785410391647	0.10216691058916579	8.9677181148640039E-2	8.5000000000000006E-2	9.5833656551694957E-2	4.4435289275540094E-2	9.2404448545481035E-2	5.99760675597419E-2	7.0768240659017365E-2	0.10050735137148385	0.11022404276465403	6.2102882172894461E-2	2018	ALL	A	B	C	D	E	F	G	H	I	J	K	L	M	8.1284194969121606E-2	3.8269760090113819E-2	0.11958777768866789	0.10357780043328661	9.0928811162686071E-2	0.10100000000000002	9.6074451531829086E-2	4.5917551238651808E-2	9.4606077772832115E-2	6.1622100753434772E-2	7.16218971967124E-2	0.1019213455819292	0.11091801776361708	6.2844206644246309E-2	2019	ALL	A	B	C	D	E	F	G	H	I	J	K	L	M	8.6332088919801417E-2	4.4623921520193371E-2	0.12545874648770405	0.10859038571719001	9.5100256179595777E-2	0.11300000000000002	0.1010114011912845	5.1033115858226591E-2	0.10000257915867844	6.7138748979448451E-2	7.6276441266633271E-2	0.1054583148958487	0.1158370583393246	6.6772768185909492E-2	







ALL	2015	2016	2017	2018	2019	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	A	2015	2016	2017	2018	2019	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	F	2015	2016	2017	2018	2019	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	H	2015	2016	2017	2018	2019	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	K	2015	2016	2017	2018	2019	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	E	2015	2016	2017	2018	2019	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	L	2015	2016	2017	2018	2019	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	M	2015	2016	2017	2018	2019	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	







A	B	C	D	E	F	G	H	I	J	K	L	M	ALL	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	9.2648669084891097E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	





ALL	2015	2016	2017	2018	2019	7.17627779091803E-2	7.5801781761140108E-2	7.9748946216121441E-2	8.1284194969121606E-2	8.6332088919801417E-2	A	2015	2016	2017	2018	2019	2.617952605284846E-2	3.0924564407291771E-2	3.5351352918998866E-2	3.8269760090113819E-2	4.4623921520193371E-2	B	2015	2016	2017	2018	2019	0.10722538144872464	0.11350396616491036	0.11914785410391647	0.11958777768866789	0.12545874648770405	C	2015	2016	2017	2018	2019	9.1999999999999998E-2	9.7412047582890404E-2	0.10216691058916579	0.10357780043328661	0.10859038571719001	D	2015	2016	2017	2018	2019	8.3014075713718147E-2	8.6363458317108413E-2	8.9677181148640039E-2	9.0928811162686071E-2	9.5100256179595777E-2	F	2015	2016	2017	2018	2019	8.6898692893817214E-2	9.0569052677589357E-2	9.5833656551694957E-2	9.6074451531829086E-2	0.1010114011912845	G	2015	2016	2017	2018	2019	3.7806944147159363E-2	4.0969718763897434E-2	4.4435289275540094E-2	4.5917551238651808E-2	5.1033115858226591E-2	H	2015	2016	2017	2018	2019	8.4324867522053759E-2	8.7650619276212968E-2	9.2404448545481035E-2	9.4606077772832115E-2	0.10000257915867844	I	2015	2016	2017	2018	2019	5.1111545953446184E-2	5.5759308959185766E-2	5.99760675597419E-2	6.1622100753434772E-2	6.7138748979448451E-2	J	2015	2016	2017	2018	2019	6.3555505940140311E-2	6.7881942073378929E-2	7.0768240659017365E-2	7.16218971967124E-2	7.6276441266633271E-2	K	2015	2016	2017	2018	2019	9.1668505954494425E-2	9.6507313945759426E-2	0.10050735137148385	0.1019213455819292	0.1054583148958487	E	2015	2016	2017	2018	2019	7.9397679891012679E-2	8.2000000000000003E-2	8.5000000000000006E-2	0.10100000000000002	0.11300000000000002	L	2015	2016	2017	2018	2019	9.8927187567779865E-2	0.10222680616907177	0.11022404276465403	0.11091801776361708	0.1158370583393246	M	2015	2016	2017	2018	2019	5.6136310223266747E-2	5.9680414597279206E-2	6.2102882172894461E-2	6.2844206644246309E-2	6.6772768185909492E-2	MEDICAL CENTER:
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CENTERS OF CONCERN: Center B has the highest rate (12.5%); Center E has increased the most in the past four years. Next steps: further investigate specifics through demographic analysis at the medical center level and create action plans.

OVERALL: The diabetes rate across our medical centers has increased steadily to 8.6% in 2019. If this pace continues, we estimate an additional 14,000 diabetic patients per year for the next four years. 

THE GOOD NEWS: Diabetes rate among our patients remains lowest in Center A. Next steps: further analysis to understand relative level of care and what we might make use of in other areas.

Can our current staffing levels handle an
additional 14,000 diabetic patients 
per year for the next four years?  
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Center B has the highest rate (12.5%) and Center E has seen a marked increase between 2017 (8.5%) and today (11.3%). What factors are influencing these levels?

The diabetes rate across all centers has increased from 7.2% in 2015 to 8.6% in 2019. At the current pace, this will increase to 10% by 2023. This implies an additional 14,000 patients per year for the next four years. 

The good news is that we have an opportunity to learn what factors are influencing Center A, which has the lowest rate and top patient care. Next steps: Let's determine if these factors can be applied broadly.
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7.6 SOLUTION

		7.6 SOLUTION

																				Back to Table of Contents

				DATA TO GRAPH

				NPS OVER TIME: TOP COMPETITORS														INDUSTRY COMPARISON						NPS BREAKDOWN																		COMMENT BREAKDOWN

																				NPS (FEB 2020)								% of total																Comment		No Comments		Total

						OUR BUSINESS		Competitor A		Competitor B		Competitor C		Competitor D				Competitor A		47								Detractor		Passive		Promoter		Total		NPS		# of ratings				Promoters		348		3127		3475

				January 2019		29		49		38		36		25				Competitor B		44				2019		Jan		10%		51%		39%		100%		29		586				Passives		420		2217		2637

				February 2019		29		48		39		37		25				Competitor C		40						Feb		11%		49%		40%		100%		29		492				Detractors		312		771		1083

				March 2019		31		48		39		38		26				OUR BUSINESS		37						Mar		12%		45%		43%		100%		31		499				TOTAL		1080		6115		7195

				April 2019		34		47		38		37		24				Competitor D		32						Apr		10%		46%		44%		100%		34		551

				May 2019		34		45		40		38		25				Competitor E		30						May		11%		44%		45%		100%		34		593

				June 2019		34		46		40		39		26				Competitor F		29						Jun		12%		42%		46%		100%		34		527				REORDER COMMENT BREAKDOWN

				July 2019		32		45		40		38		27				Competitor G		28						Jul		14%		40%		46%		100%		32		550						Comment		No Comment

				August 2019		34		45		39		37		26				Competitor H		28						Aug		13%		40%		47%		100%		34		491				Total		15%		85%

				September 2019		35		44		38		40		26				Competitor I		28						Sep		15%		35%		50%		100%		35		482				Promoters		10%		90%

				October 2019		35		43		39		38		28				Competitor J		27						Oct		17%		31%		52%		100%		35		427				Passives		16%		84%

				November 2019		33		42		39		36		28				Competitor K		24						Nov		20%		27%		53%		100%		33		440				Detractors		29%		71%

				December 2019		34		42		40		37		29				Competitor L		21						Dec		21%		24%		55%		100%		34		502

				January 2020		35		44		41		38		32				Competitor M		21				2020		Jan		22%		21%		57%		100%		35		537

				February 2020		37		47		44		40		32				Competitor N		20						Feb		25%		13%		62%		100%		37		518

																		Competitor O		18																TOTAL		7195

				FIG 7.6a



				Analysis



























































































				Graph for FIG 7.6e																		Graph for FIG 7.6f

				NPS over time																		NPS by company - February 2020

																						            COMPANY  |  NPS





































				Graph for FIG 7.6g																		Graph for FIG 7.6h																		Graph for FIG 7.6i																		Graph for FIG 7.6j																		Graph for FIG 7.6k

				NPS component breakdown over time																		NPS component breakdown over time																		NPS component breakdown over time																		NPS component breakdown over time																		NPS component breakdown over time







































				Graph for FIG 7.6l

				Comments by NPS component

						  % OF TOTAL

				                            % OF TOTAL

				                       COMMENT  |  NO COMMENT                                                 # OF RATINGS



























# of ratings	

Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	586	492	499	551	593	527	550	491	482	427	440	502	537	518	NPS	



Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	29.000000000000004	29.000000000000004	31	34	34	34	32	34	35	35	33	34.000000000000007	35	37	

NPS





Detractor	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.1	0.11	0.12	0.1	0.11	0.12	0.14000000000000001	0.13	0.15	0.17	0.2	0.21	0.22	0.25	Passive	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.51	0.49	0.44999999999999996	0.45999999999999996	0.43999999999999995	0.41999999999999993	0.39999999999999991	0.4	0.35	0.30999999999999994	0.27	0.24	0.21000000000000008	0.13	Promoter	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.39	0.4	0.43	0.44	0.45	0.46	0.46	0.47	0.5	0.52	0.53	0.55000000000000004	0.56999999999999995	0.62	

% OF TOTAL
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Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.1	0.11	0.12	0.1	0.11	0.12	0.14000000000000001	0.13	0.15	0.17	0.2	0.21	0.22	0.25	Passive	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.51	0.49	0.44999999999999996	0.45999999999999996	0.43999999999999995	0.41999999999999993	0.39999999999999991	0.4	0.35	0.30999999999999994	0.27	0.24	0.21000000000000008	0.13	Promoter	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.39	0.4	0.43	0.44	0.45	0.46	0.46	0.47	0.5	0.52	0.53	0.55000000000000004	0.56999999999999995	0.62	
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NPS (FEB 2020)	

Competitor A	Competitor B	Competitor C	OUR BUSINESS	Competitor D	Competitor E	Competitor F	Competitor G	Competitor H	Competitor I	Competitor J	Competitor K	Competitor L	Competitor M	Competitor N	Competitor O	47	44	40	37	32	30	29	28	28	28	27	24	21	21	20	18	



Detractor	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.1	0.11	0.12	0.1	0.11	0.12	0.14000000000000001	0.13	0.15	0.17	0.2	0.21	0.22	0.25	Passive	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.51	0.49	0.44999999999999996	0.45999999999999996	0.43999999999999995	0.41999999999999993	0.39999999999999991	0.4	0.35	0.30999999999999994	0.27	0.24	0.21000000000000008	0.13	Promoter	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.39	0.4	0.43	0.44	0.45	0.46	0.46	0.47	0.5	0.52	0.53	0.55000000000000004	0.56999999999999995	0.62	

% OF TOTAL













Comment	

Total	Promoters	Passives	Detractors	0.15010423905489922	0.1001444612630864	0.15926767207544737	0.28810194376471682	No Comment	Total	Promoters	Passives	Detractors	0.84989576094510078	0.8998555387369136	0.84073232792455266	0.71189805623528324	



NPS Over Time



OUR BUSINESS	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	29	29.000000000000004	31	34	34	34	32	34	35	35	33	34	35	37	Competitor A	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	49	48	48	47	45	46	45	45	44	43	42	42	44	47	Competitor B	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	38	39	39	38	40	40	40	39	38	39	39	40	41	44	Competitor C	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	36	37	38	37	38	39	38	37	40	38	36	37	38	40	Competitor D	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	25	25	26	24	25	26	27	26	26	28	28	29	32	32	







NPS by Company - February 2020



Competitor A	Competitor B	Competitor C	OUR BUSINESS	Competitor D	Competitor E	Competitor F	Competitor G	Competitor H	Competitor I	Competitor J	Competitor K	Competitor L	Competitor M	Competitor N	Competitor O	47	44	40	37	32	30	29	28	28	28	27	24	21	21	20	18	





NPS Component Breakdown



Detractor	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	0.1	0.11	0.12	0.1	0.11	0.12	0.14000000000000001	0.13	0.15	0.17	0.2	0.21	0.22	0.25	Passive	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	0.51	0.49	0.44999999999999996	0.45999999999999996	0.43999999999999995	0.41999999999999993	0.39999999999999991	0.4	0.35	0.30999999999999994	0.27	0.24	0.21000000000000008	0.13	Promoter	January 2019	February 2019	March 2019	April 2019	May 2019	June 2019	July 2019	August 2019	September 2019	October 2019	November 2019	December 2019	January 2020	February 2020	0.39	0.4	0.43	0.44	0.45	0.46	0.46	0.47	0.5	0.52	0.53	0.55000000000000004	0.56999999999999995	0.62	







Comments by NPS Component



Comment	

Promoters	Passives	Detractors	348	420	312	No Comments	

Promoters	Passives	Detractors	3126.98	2217.0700000000002	770.94999999999982	







Detractor	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.1	0.11	0.12	0.1	0.11	0.12	0.14000000000000001	0.13	0.15	0.17	0.2	0.21	0.22	0.25	Passive	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.51	0.49	0.44999999999999996	0.45999999999999996	0.43999999999999995	0.41999999999999993	0.39999999999999991	0.4	0.35	0.30999999999999994	0.27	0.24	0.21000000000000008	0.13	Promoter	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	2019	2020	0.39	0.4	0.43	0.44	0.45	0.46	0.46	0.47	0.5	0.52	0.53	0.55000000000000004	0.56999999999999995	0.62	

% OF TOTAL













# of ratings

7,195

3,482

2,624

1,089

PROMOTER COMMENTS

Not very actionable, promoter comments are often short notes like "awesome product," "it's great," and "I love it!"

DETRACTOR COMMENTS

Detractor comments are mainly on the topic of latency and speed. Should we take this feedback into account in our feature release prioritization?
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TOP WBS COST DRIVER STORY – USING A 
HORIZONTAL BAR CHART

6
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DIFFERENT STORY – SAME DATA! 

7
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SAME STORY, DIFFERENT VISUAL – USING SIMPLE TEXT
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POLL QUESTION

• What data visualization tools are you 
using?

• Tableau

• Power BI

• Google charts

• Excel

9
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STORYTELLING WITH DATA

10
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INTRODUCTION

The Storytelling with Data and Let’s 
Practice books were written for anyone 
who plans to use data to communicate  
something to others with the goals of  

• Creating effective data visuals,

• Keeping your audience’s attention on 
your presentation, and

• Influencing decisions using your data 
story

11

https://infographicworld.com/data-visualization-data-storytelling/
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THE IMPORTANCE OF STORYTELLING

• People love to hear stories!

• They are useful for both entertaining as well as 
educating by providing a fun way to share 
knowledge and experiences 

• Storytelling helps your audience to connect with 
your data and care about your message

• https://www.youtube.com/watch?v=mSi0kmqOBu4

• The world is getting inundated with information

• Data is the new “oil”

• Determining meaningful ways to sift the gold 
nuggets from all the dirt requires new skills

12
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STORYTELLING WITH DATA OVERVIEW

• Understand the context

• Know with whom you will be communicating 
to, what they need to know, and how you will 
deliver your message

• Employ the 3-minute story, the Big Idea, and 
storyboarding to articulate your findings

• Choose an appropriate visual display

• When highlighting a number or two, simple 
text is best

• Line charts work well with continuous data

• Bar charts are perfect for showing categorical 
data, but must have a zero baseline

• Avoid 3D, pie charts, and secondary axes

13

Use a simple bar graph 
when comparing two 
things

• Keep them close 
together 

• Align them to a 
common baseline

Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015

Show the numbers 
directly
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STORYTELLING TECHNIQUES

Eliminate clutter!
• Anything that does not 

support your message should 
be excluded

• Leverage Gestalt principles for 
how people see things and
use contrast strategically

• Align all elements and 
maintain adequate white 
space

14Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015
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STORYTELLING TECHNIQUES

Focus attention where you want it
• Rely on the power of preattentive 

attributes to signal where to look

Think like a designer
• Include visual affordances that tell the 

audience how to read your graphic 

• Use highlighting and text to label and explain 
the story

15Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015
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PACK LOTS OF 
DATA INTO A 

STACKED 
HORIZONTAL BAR 

GRAPH

16Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015
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SIMPLIFY THE DATA

17
Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015
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CREATE A VISUAL 
HIERARCHY

18

Use color, create super categories to bucket data, and apply shading to highlight forecasts

Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015
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TELL A STORY USING ANIMATION

• Have a plot, some twists, and a call to action in order to create tension 

• Live presentations allow you to “walk” the audience through the story of the visual

• You build up to the overall results and conclusions over a series of slides or animation

• However, a standalone annotated version is necessary

• Tells the story without the voiceover

• Ignoring these different needs can result in “slideument”

• Challenge is when you provide too much data at once, you lose your audience’s attention

• Leveraging animation to walk the audience through the story is better

• First step is to start with just a view of the blank graphic

• Audience will have to listen to you to understand the finer details of what they are seeing
19
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STORY 
PROGRESSION

20

Build anticipation and retain audience’s attention

Blue dot is starting point for the story

Despite no marketing, # of users doubled

Users increased due to friends and family promotion

Growth flattened during time when game was updated

Revamped game and social media partnerships 
helped game to go viral  

Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015
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DETAILED 
ANNOTATED 

VERSION

21

Annotated version captures salient points made during live story telling

Knaflic, Cole. Storytelling With Data: A Data Visualization Guide for Business Professionals, Wiley, © 2015

Presented for the ICEAA 2021 Online Workshop - www.iceaaonline.com



TIPS FOR FINDING THE STORY IN YOUR DATA

22

Data storytelling is part science and part art (like cost estimating!)
• There are several best practices and guidelines to follow 

including
• Knowing your audience and composing your story to meet their 

needs

• Leveraging Gestalt design principles, using preattentive
attributes, etc. to create a visual hierarchy of information

Rely on your artistic side to be creative and embrace diversity
• There are multiple ways to communicate with data and have fun

• Exploring alternate visuals can help you discover your data story

• Declutter your visuals so that you draw attention to what matters most 

• Push data to the back so it does not compete for the main message

• Include only what you need to tell the story so it is easy to understand

• Iterate and seek feedback from others about your graphics
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SEEK INSPIRATION THROUGH GOOD EXAMPLES

23

• Use these websites to inspire you as you create your presentations

• Chart Chooser http://labs.juiceanalytics.com/chartchooser/index.html

• Download as Excel or PowerPoint templates and insert your own data

• Chartmaker Directory http://chartmaker.visualisingdata.com/

• Explore the matrix of chart type by tool and click the circles to see solutions and examples

• Graphic Continuum https://policyviz.com/?s=graphic+continuum

• The poster includes more than 90 graphic types grouped into six categories

• Also, check out the related Match It Game and Cards as well as three ways to annotate your graphs

• Interactive Chart Chooser https://depictdatastudio.com/charts/

• Explore the interactive chart chooser using filters

Presented for the ICEAA 2021 Online Workshop - www.iceaaonline.com
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EXPLORE ADDITIONAL RESOURCES

24

• With Datawrapper, you can create visualizations like the one below from Let’s Practice in 
minutes instead of hours! 

• https://www.datawrapper.de/_/FqaTB/

• It's free to use and no sign-in is needed to try it out yourself

• With Flourish, explore and explain your data with stunning visualizations and stories 

• https://flourish.studio/features/ 

• Publish, present or download a free public version (No need to code or install software)

• With Google Data Studio, unlock the power of your data with interactive dashboards and 
beautiful reports that inspire smarter business decisions

• https://datastudio.google.com/overview

• It is easy and free!
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