
CLAP!
Lahti Venture Program 2022



- Working since 1996
- Lived in 6 countries
- Lead project teams & businesses in +10 countries 
- Founder & CEO of Innovategy Oy in Lahti, Finland
- Board member of PMI Finland Chapter

I enjoy travelling, museums & anthropogeography

Sina Ghazi



Who wants to help me?
Notify me every 10 mins



What will be covered today?
please Clap on the topic you like



Topics of the day

Why end-to-end service matters? 

Why great communication is such a gamechanger? 

What is consistency and why is important? 

Why talking and listening to users is so crucial?

How to deal with free riders in your team? 
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food



food





A pleasant 
dining service

1. Parking

2. Reception desk

3. Waiter/Waitress

4. Take order

5. Food delivery

6. Food

7. Feedback

8. Billing

9. Farewell



What makes you call?
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1. Don’t Understand

2. Misunderstand

3. Different from Expectation

Difficult to seize 
the main point

Boring
Contents are       
too difficult  

Understand some

Understand 
differently

Different topic from 
which I expect



Delivery Method

10%

90%
Eloquent Speaking

Good Design

Logic???

ü Focus on Format

ü Presenter-oriented



20%

80%

• Speaking 
• Verbiage

• Information Visibility
• Frame
• Logical Flow 

ü Focus on Content

ü Listener-oriented
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ConclusionReason 2

Reason 3

Reason 1



Conclusion Why? Reason 2

Reason 3

Reason 1 Why?

Why?

Why?

E 1-1

E 1-2

E 2-1

E 2-2

E 3-1

E 3-2

Fact

Fact

Fact

Fact

Fact

Fact
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• The process of working 
collaboratively with a group of 
people in order to achieve a goal. 

• Teamwork is often a crucial part of 
a business, as it is often necessary 
for colleagues to work well 
together, trying their best in any 
circumstance.

• Teamwork means that people will 
try to cooperate, using their 
individual skills and providing 
constructive feedback, despite any 
personal conflict between 
individuals. 

The Meaning of Teamwork

Teamwork

VS
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80%
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Ambiguity + Clarity + Organization

+ Emphasis+ Emphasis



Information 
Visibility

Frame

Logical Flow

Simplicity

Well-organized
Interesting
Storytelling

“The real competitiveness of 
communication is below the 

surface”
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Eteenpäin, sanoi mummo lumessa!



One Fail Story



Website project
$2,000,000



Howard Schultz 
Talked to 242

Potential 
Investors



Colonel Harland 
Sanders Failed 

1009 Times Before 
Succeeding



2000 tries on lightbulb



Consistency 101

DEDICATE YOURSELF TO YOUR 
GOALS 

LONG COMMITMENT TAKE ACTION REPEAT & MAKE IT A HABIT
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When talking to users

1. Keep the communication focused on the 
problem and not your idea or solution

2. Extract context around how they arrived at 
their problem

3. Focus on the user as a human being and 
learn about themselves first

4. Listen actively!! 
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1. Build a team culture together

CANDIDATE SERVICE 
PROVIDER 
MINDSET 

COMMUNICATION CONSISTENCY LISTEN



2. clarity

Make sure everyone understands 
why they are part of the team, 
don’t settle until everyone really 

knows and ask each other what is 
the interesting part for them



3. Weekly peer feedback

Ask from your peers to say if you are 
creating value and what can you do to 
improve their experience in the team. 

Repeat this every week and make sure you 
listen carefully with all means and spend 

time reflecting on the comments. 
There is no point to argue, debate or prove 

anything to anyone.



Topics COVERED 
TODAY

Why end-to-end service matters? 

Why great communication is such a gamechanger? 

What is consistency and why is important? 

Why talking and listening to users is so crucial?

How to deal with free riders in your team? 



Enjoy the 
challenges!

Feedback: sina@innovategy.fi


