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DANGER
+

OPPORTUNITY



Volatile
Uncertain
Complex
Ambiguous

“The New Normal"



Vision
Understanding
Clarity
Agility

“The Solution"









TRUST

To believe that someone is 
good and honest and will 
not harm you, or that 
something is safe and reliable



“70% say main job of CEO 
is to build Trust”

Edelman Trust Barometer 2018



Trust Triangle: 
Leader, Talent, Customer

A - Authenticity

E - EmpathyLogic - L 





7 CORE VALUES 
to Boost Innovation

Source: Wired

INNOVATION

Quality

Individually

Trust

Creativity
Leadership

Accountability

Measurement



“Innovation” 



Disruptive Innovation

“Competing Against the Non-Consumer” 
Clayton Christensen        

The KEY



Culture & Wellbeing 

What is your WHY?
…Human Led Innovation…

= Performance







8
DIMENSIONS 

OF 
WELLBEING

INTELLECTUAL EMOTIONAL

PHYSICAL

SOCIAL

OCCUPATIONALFINANCIAL

ENVIROMENTAL

SPIRITUAL



What Skills do you Need to Have to 
be “CX Relevant” in 5 years time?

*Think: 



“Be the Change you Want 
to See in the World”

Gandhi



Soft
skills

Simplicity

New markets

IE
Opinno

Proqualitas
CX

Act

Communication

PURPOSE!

Open 
Culture

Collaboration

Creativity

Trust/ 
Innovation 

Puzzle

Experiment

Engage

Positive 
Values



Gracias! Thanks!
Q & A.

Balvinder Singh Powar:
bspowar@faculty.ie.edu

https://www.linkedin.com/in/balvindersinghpowar/
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