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The start of my thinking



Are we asking the right questions?
A few to consider

What is the aim if this 
meeting / event / 

conference? 

Goal

What does this connect  
into?

Bigger picture

What are the 
expectations of the 
client / participants?

Expectations

What constraints may 
we face? 
> Technology 
> Experience 
> Time 
etc

Constraints
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Some considerations or questions

Complete experience
Planning from the beginning to the end

Mind the gap(s)
What we plan and deliver can be different from 
perceptions

The goal
Which? Whose? Timeline of goal

Are we consulting effectively?
Are we rushing through the phases of consulting 
too quickly and have we clarified our roll?
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Entry / 
Contracting

Discovery

Feedback / 
decision making

Implementation 
 

(Delivery)

Evaluation / 
Termination

Agreement

Clear picture

Decision to act

Change happens

Consulting model - Peter Block
End / recycle

What role are we playing? 

• Expert 

• Collaborator 

• Pair of hands

Are we  rushing 
through the phases 
of  consulting?

CC BY  NC ND  Andi Roberts



Goals to consider
Big picture
What is the overall goal that this intervention 
is connected with?

Stakeholders
What are the different stakeholders aiming to 
achieve?

Session
What is the exact goal of the session?

Your goals
What  are you looking to achieve?  
Session. relationship, tech learn etc

Are ALL goals crystal 
clear?
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Complete experience

Initial Comms Session run-in Delivery
Short-term 

follow up
Long term 
follow up
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email

Videos

Posters

Social

live call

Tech check-in

email

meet & greet

Joining info

waiting room

breakouts
presentations
moderation

sound / video quality

email
forums

supporting events

materials

information updates

feedback process

Are we considering the complete experience 
(for ALL stakeholders)?
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Quality gaps - Parasuraman et al
Stakeholder 
expectations

Stakeholder 
experience

Delivery 
specification

Your / your orgs 
perception of  stakeholder 

expectations

Comms to 
stakeholders

GAP 1

GAP 2

GAP 3

GAP 5

GAP 4

LOE vs LOR

Moments of Truth

Are we aligning 
experience with 

expectations?
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Thanks for playing

Andi Roberts
AndiRoberts.com 

Twitter - @andi_roberts 
 


