
A Perfect Burrito  
with a Side of Awesome 
Strategies for Building Credibility and High-Impact 
Learning Solutions within Your Organization 



“Seat at the Table” 

Time 

“Would you like fries with that?” 

A Familiar Metaphorical Framework 

http://freedesignfile.com/upload/2015/12/Tableware-with-empty-plate-vector-13.jpg
http://freedesignfile.com/upload/2015/12/Tableware-with-empty-plate-vector-13.jpg


Let’s Talk about 

"My team needs to be re-trained on a process that is 
used very rarely. When the process is triggered, it must 
be executed perfectly. Training is needed because an 
employee got it wrong last week, and there were big 
losses for the organization; we can't let that happen 
again. I've told the leadership team and the staff that 
there will be required classroom training for everyone 
within the next 30 days." 
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Let’s Talk about 

“A child fell out a wheelchair because her therapist 
failed to secure one of six seatbelts before stepping out 
of the room. To demonstrate our commitment to 
patient safety, all rehabilitation therapists will complete 
a practice lab and be required to demonstrate 
competency via observation.” 
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What is your position 
on the credibility curve 

with the requester?  
Why? 

 
 
 

Uncertainty 

•Response 
•Reliability 

Skepticism 

• Information 
•Problem Mgnt 
•Policies 

Acceptance 

•Competency  
•Business Savvy 
• SLAs 
•Priorities 

Trust 

• Leadership 
•Relationship 

Mgnt 
• Sourcing 
• Service Pricing 

Respect 

•Alliances 
•Partnerships 
•Consultation 
• Innovation 

Modified from the Gartner IT Credibility Curve 
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How will you respond 
to move the 

relationship and your 
credibility forward? 

 
 
 
 

1 

2 

3 

4 

Start from a position of “yes” 

Ramp up your curiosity 

Double down on giving more than 
expected: a perfect burrito 

Delight them with a “Side of Awesome” 
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The  
Burrito  
Order 

"My team needs to be re-trained on a process that is 
used very rarely. When the process is triggered, it must 
be executed perfectly. Training is needed because an 
employee got it wrong last week, and there were big 
losses for the organization; we can't let that happen 
again. I've told the leadership team and the staff that 
there will be required classroom training for everyone 
within the next 30 days." 

http://www.cbs8.com/story/16449427/freebirds-building-a-better-burrito


The  
Burrito  
Order 

"My team needs to be re-trained on a process that is used 
very rarely. When the process is triggered, it must be executed 
perfectly. Training is needed because an employee got it 
wrong last week, and there were big losses for the 
organization; we can't let that happen again. I've told the 
leadership team and the staff that there will be required 
classroom training for everyone within the next 30 days." 

1. Start from a position of “yes” 

“Let’s get something on the calendar and work  
 toward that date” 
 
“We will make sure you deliver on that  
 commitment” 
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The  
Burrito  
Order 

"My team needs to be re-trained on a process that is used 
very rarely. When the process is triggered, it must be executed 
perfectly. Training is needed because an employee got it 
wrong last week, and there were big losses for the 
organization; we can't let that happen again. I've told the 
leadership team and the staff that there will be required 
classroom training for everyone within the next 30 days." 

2. Ramp up your curiosity 

“Who do you consider your experts?” 

“How can I learn more about the error that    
 occurred?” 

“Tell me about the organizational impact” 
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The  
Burrito  
Order 

"My team needs to be re-trained on a process that is used 
very rarely. When the process is triggered, it must be executed 
perfectly. Training is needed because an employee got it 
wrong last week, and there were big losses for the 
organization; we can't let that happen again. I've told the 
leadership team and the staff that there will be required 
classroom training for everyone within the next 30 days." 

3. A perfect burrito 

Make it highly interactive, address all learning 
styles 

Respect the learner: Heighten business knowledge 
and build commitment to the organization by 
treating learners as investors 

Focus on the broader workflow, complicating 
factors, options for support 
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The  
Burrito  
Order 

"My team needs to be re-trained on a process that is used 
very rarely. When the process is triggered, it must be executed 
perfectly. Training is needed because an employee got it 
wrong last week, and there were big losses for the 
organization; we can't let that happen again. I've told the 
leadership team and the staff that there will be required 
classroom training for everyone within the next 30 days." 

4. Delight with a Side of Awesome 

Measure and summarize impact in an Executive 
Briefing 

Include performance support resources and focus 
on usage 

Build a robust follow-up strategy: manager toolkit, 
30-day check-up, feature story on intranet, 
contests and giveaways, “potty training” 
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Executive Briefing 



Performance Support 



Follow-up Initiative 



Follow-up Initiative 



Then What? 
 
 
 

 
 Uncertainty 

•Response 
•Reliability 

Skepticism 

• Information 
•Problem Mgnt 
•Policies 

Acceptance 

•Competency  
•Business Savvy 
• SLAs 
•Priorities 

Trust 

• Leadership 
•Relationship 

Mgnt 
• Sourcing 
• Service Pricing 

Respect 

•Alliances 
•Partnerships 
•Consultation 
• Innovation 

Modified from the Gartner IT Credibility Curve 



 
 
 

 
 

A Perfect Burrito  
with a Side of Awesome 



Thank you! 
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