
  

 



  

Critical acclaim for Melvin Greer’s 
 

21st Century Leadership 
 

Harnessing Innovation, Accelerating Business Success  
 

 

“An outstanding thesis on leadership and the importance of innovation in the era of the 

new technology.  Melvin Greer provides practical examples with scholarly references on 

what leaders need to know and do in our highly technical, social-media focused, human 

capital dependent global economy while highlighting the importance of fostering and 

managing innovation in this new environment.  His book is a “Must Read” for every 

executive and manager for a roadmap for integrating leadership with current 

technological trends to create a successful organization.  A “B-School” Masters-level 

course in a few, well-written pages!” 

Art Chantker 
President 

Potomac Forum 

 

"Again, Melvin Greer's theories on Leadership and Innovation challenge the status quo. 

 He systematically chronicles the evolution of leadership and identifies unique and 

duplicative paradigms in innovative thought, as well as pinpoints strategies of next-level 

thinking in the magical processes required for successful leadership." 

Kevin Manuel-Scott 
Chairman and CEO 

RONIN IT Services, LLC 

 

“For the Greer Institute this book is a great accomplishment that not just technology 

leaders across the National Capital Region can use but a global tool that all leaders who 

run companies or government agencies can embrace to help guide them as they identify 



  

inflection points in their business where innovation can exponentially expand capacity 

and opportunity for citizen services.”  

Ken Tolson 
Presidential Appointee 

White House HBCU STEM and Innovation Committee 

 

“This book is the answer to how we maintain economies, business and the leadership of 

business globally. Mr. Greer has masterfully defined for the world what it means to 

merge effective leadership with impactful disruptive innovation that not only provides 

new insight, but also really changes the way we live.”  

Rahman A. Parker 
Chief Executive Officer 

MAHN Healthcare 

 

"Melvin Greer captures the essence of the latest and greatest in leadership; inspiring 

readers to grasp forward-thinking approaches and insights to accelerate personal growth". 

Janelle Moore 
Chief Executive Officer 

Federal Concierge, LLC 

 

"Mr. Greer’s insights inspire leaders into taking control, drive new ways of thinking 

about disruptive innovation that take their companies to the next level. This book has the 

tools to redefine entire industries! 

Sheyla Alfau Jimenez 
Mechanical Engineer 

University of Central Florida 

 



  

 “Melvin Greer unveils the freshest perspective on leadership paradigm shifts essential 

for meeting the business and workforce challenges of small and large businesses in his 

new work, “Leadership and Innovation: Harnessing the New Forces Used by Business to 

Succeed”.  Survivability is unlikely for those business leaders who fail to shift 

accordingly.” 

Rubin Cuffee 
Co-Founder RuVal Enterprises 

 

“Melvin Greer has answered the call of CEOs around the globe by offering a unique 

blend of theory and practice, both in leadership and business solutions, making it a 

refreshing read for decision makers with P&L responsibility.”   

John Gattasse 
Aerospace Practice Leader 

Appleby & Associates 
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As history has shown, no business model is 

safe from the results of an impactful 

technology. 

- Melvin Greer 
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Forward 

Leading Innovation's Magic Is In the Turn, Not the Prestige 

I recently attended a conference where the keynote was entitled "Innovation is Analogous 

to Magic". It reminded me of the opening dialogue of Christopher Nolan’s 2006 film, 

The Prestige: 

 

Every great magic trick consists of three parts or acts.  The first part is called 

“The Pledge”.  The magician shows you something ordinary: a deck of cards, a 

bird or a man.  He shows you this object.  Perhaps he asks you to inspect it to see 

if it is indeed real, unaltered, and normal. But of course…it probably isn’t.  The 

second act is called “The Turn”. The magician takes an ordinary object and makes 

it do something extraordinary.  Now you’re looking for the secret… but you 

won’t find it, because of course you’re not really looking.  You don’t really want 

to know. You want to be fooled.  But you wont clap yet.  Because making 

something disappear isn’t enough; you have to bring it back.  That’s why every 

magic trick has a third act, the hardest part, the part we call “The Prestige. 

 

It made me think that leading innovators take something ordinary, do some extraordinary 

things to it, and then make it re-appear in grandiose fashion.  It’s a great trick.  It’s so 

good, in fact, that I think it’s fair to call it true magic. But modern leadership and 

innovation remains focused on The Turn, the process by which they make the ordinary 

extraordinary. Like a magic trick the leadership and innovation model I’m advocating 

also includes three parts, the adaptation of today’s workforce and talent management, the 

enabling role of advanced technologies and the maturation of STEM and STEAM into a 

leadership and innovation engine. But unlike many other innovators, I focus on all three 

parts. 

 

While it lacks the pomp and circumstance of a prestige on stage at some big event, this 

leadership and innovation model is much more intimate, and as such, much more 

powerful.  You may not perceive it directly, but the care and craft of The Turn percolates 
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through your hands and eyes.  Within minutes or even seconds, you just know this is 

something different.  Something far beyond what others are doing with their false magic.  

You want this.  You need this. 

 

As an innovative leader are you focused on The Turn or The Prestige?



Leadership and Innovation                             Harnessing the New Forces Used by Business to Succeed 

 Greer Institute for Leadership and Innovation Page 13  

 

Preface 
 
Melvin Greer, Senior Fellow, Chief Strategist Lockheed Martin and Managing Director, 

Greer Institute, has just released an amazing new book focused on maturing new leaders 

and inspiring future innovators. It’s called “21st Century Leadership: Harnessing 

Innovation, Accelerating Business Success”. 

 

“What an outstanding thesis on leadership and the importance of innovation in the era of 

the new technology.  Melvin Greer provides practical examples with scholarly references 

on what leaders need to know and do in our highly technical, social-media focused, 

human capital dependent global economy while highlighting the importance of fostering 

and managing innovation in this new environment.  His book is a “Must Read” for every 

executive and manager for a roadmap for integrating leadership with current 

technological trends to create a successful organization.  This is A “B-School” Masters-

level course in a few, well-written pages!” 

- Art Chantker, CEO Potomac Forum 

 

Innovative leaders need to understand the behavioral, economic and social shifts that the 

new technology drivers are creating.  Melvin translates these key fundamental shifts of 

workforce and talent management, disruptive innovation and creation of an innovation 

culture via STEM, into business impacts at the industry, organizational and individual 

level that ultimately drives a successful business strategy. Whether you are an executive, 

senior manger, millennial, teacher or student understanding the 21st Century Leadership 

and Innovation Model™ is critical for your success. 

 

21st Century Leadership captures the essence of the latest and greatest in leadership, 

inspiring readers to grasp forward-thinking approaches and insights to accelerate personal 

growth.  
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Melvin Greer is Senior Fellow and Chief Strategist in the Lockheed Martin Chief 

Technology Office. With over twenty-five years of systems and software engineering 

experience, he is a recognized expert in service oriented architecture (SOA) and Cloud 

Computing. He functions as a principal investigator in advanced research studies. He 

significantly advances the body of knowledge in basic research and critical, highly 

advanced engineering and scientific disciplines. Mr. Greer has held numerous senior 

leadership positions, helping global enterprises based in Germany, U.K., and Brazil with 

their reengineering and transformational initiatives. He is the Founder and Chief 

Executive Officer of the Greer Institute for Leadership and Innovation, formed to apply 

Greer’s research and to help find solutions to some of the most important global 

leadership and innovation challenges. 

 

Mr. Greer has been awarded the BEYA 2012 Technologist of the Year Award, which 

recognizes his outstanding technical contribution and technical products that have a broad 

impact and high value to society as a whole. Melvin has been recognized for his 

outstanding technical contributions to cloud computing and service-oriented architecture. 

Mr. Greer is a Certified Enterprise Architect, Certified Gamification Designer, the Vice-

chair of the Network Centric Operations Industry Consortium (NCOIC), Cloud 

Computing Working Group and an Advisory Council member of the Cloud Security 

Alliance. 

 

In addition to his professional and investment roles, he is Fellow and Adjunct Faculty at 

the FEAC Institute and the University of Puerto Rico at Mayaguez, College of 

Engineering. He is also a member of the International Monetary Fund / World Bank, 

Bretton Woods Committee. Mr. Greer is a frequent speaker at conferences and 

universities and is an accomplished author; “The Web Services and Service Oriented 

Architecture Revolution” and “Software as a Service Inflection Point, Using Cloud 

Computing to Achieve Business Agility” are his most recently published books. 

 

Greer received his Bachelor of Science degree in Computer Information Systems and 

Technology and his Master of Science in Information Systems from American 
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University, Wash. D.C. He also completed the Executive Leadership Program at the 

Cornell University, Johnson Graduate School. 

Greer Institute for Leadership and Innovation 
 
 

The Greer Institute for Leadership and Innovation is a nonprofit, nonpartisan think tank 

dedicated to improving the world through a modern perspective on the relationship 

between leadership and innovation. Founded on the theories of Senior Fellow and Chief 

Strategist Melvin Greer, the Institute offers a unique framework for understanding many 

of society’s most pressing problems. Our mission is ambitious but clear: work to shape 

and elevate the conversation surrounding these issues through rigorous research and 

public outreach. 

 

With an initial focus on workforce and talent adaptation, disruptive technologies and the 

maturation of STEM and STEAM, the Greer Institute is redefining the way policymakers, 

business and Government leaders, and innovators address the problems of our day by 

distilling and promoting the transformational power of modern leadership and innovation. 

 

In 2005, Senior Fellow and Chief Strategist Melvin Greer authored his most recent book 

on the disruptive technologies associated with cloud computing. After working for nearly 

a year, Greer recognized that the book would be an initial foray into an ongoing 

conversation on leadership and innovation and that having a vehicle to conduct and 

promote ongoing research would be essential. As a result, in July of this year Mr. Greer 

founded the nonprofit think tank Greer Institute for Leadership and Innovation.  

 

The Greer Institute is based in the Washington, D.C. Metropolitan Area. 
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Introduction 
 
It is more important than ever for leaders to re-examine the current leadership models that 

take a fresh look at their contribution to innovation. Melvin Greer, Senior Fellow, Chief 

Strategist Lockheed Martin, is an advocate for a new leadership and innovation model 

where leaders can incorporate cutting edge innovative technologies, mature new leaders 

and inspire future innovators. Melvin will show you how to become an innovative leader 

in his new book “21st Century Leadership: Harnessing Innovation, Accelerating Business 

Success”. 

 

Traditionally Information Technology (IT) knowledge has been confined to the IT 

department, but not any more. In the same way any leader should be able to read a Profit 

& Loss or interpret and operate a balance sheet, they should be able to understand how 

technology will impact business strategy of the organization. A 21st Century leader needs 

to understand the behavioral, economic and social shift that the new technology drivers 

are creating, translate these key fundamental shifts of workforce and talent management, 

disruptive innovation and creation of a innovation culture via STEM, into business 

impacts at the industry, organizational and individual level and ultimately be able to 

devise a successful business strategy. Melvin’s global experience illuminates what it 

takes to mature new leaders and inspire future innovators. 

 

Webster’s defines leadership as the office or position of a Leader; the capacity to lead; 

the act or an instance of leading.  While the fundamental meaning of leadership has not 

changed much since the beginning of recorded history, this book will focus on the new 

21st Century definitions of leadership and innovation.  It will detail the key challenges 

that leaders face today including:  

• Knowledge Driven Age  

• Rapid Change  

• Impactful Technology 

• The new Consumer 
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• Organizations without boundaries  

• Inter-Group Leadership  

• Impact of Knowledge Workers  

Leadership in the 21st century is no longer a fixed role.  Today’s leadership operates in a 

fluid, dynamic environment where innovation rules and leadership can come from any 

direction including outside the group.  

 

I like to differentiate innovation from invention. While invention is the development of 

great ideas, innovation is the monetization of great ideas.  Innovation is an important 

topic in the study of economics, business, entrepreneurship, design, technology, 

sociology, and engineering.  While innovation is usually associated with the output of the 

process, this book will tend to focus on the process itself, from the origination of an idea 

to its transformation into something useful, to its implementation and its impact on the 

system within which the process of innovation unfolds.  

 

Innovative leaders get out and proactively seek insight from their people about customer 

feedback, trend patterns and other critical organizational topics.  They also have to allow 

a sense of autonomy within the ranks in order to encourage ownership of job 

responsibilities.  This kind of autonomy allows for, among other benefits, a full-picture 

perspective of customer sentiment and loyalty to emerge. 

 

The current leadership crisis requires an examination of 21st leadership and how 

innovation drives the continual evolution of what it means to be a leader. 

 

Innovation Quiz 

How up to speed are you on the innovative ways of companies and high-profile leaders 

present and past?  Take this quiz and find out.  

 

Q: Which food industry leader taps upon its employees to gain an uncanny and nearly 

telepathic edge on customer service? 
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A: Wegmans, the supermarket chain intensely trains workers to gauge customer needs 

while on the retail floor and provide input to management. 

 

Q: Which entertainment giant is known for giving employees the freedom to manage 

their work? 

 

A: Netflix, the company uses this technique to demonstrate respect for staffers’ ability to 

self-direct and take ownership of their roles. 

 

Q: Which company is legendary for its “walk-around” leadership style? 

 

A: Marriott, Founder Bill Marriott always walked around his properties to connect with 

employees and ensure that hotels performed up to his standards. 

 

Are you implementing any of these innovative approaches? What other innovative ways 

work for you?  
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Part 1: Workforce Adaptation Requires Modern 
Leadership 

 
 
I suppose leadership at one time meant muscles; but today 
it means getting along with people. 
 

-Mahatma Gandhi 
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Chapter One 

A New Leadership Innovation Model 
 

 
There is nothing more difficult to take in hand, more 
perilous to conduct, or more uncertain in its success, than 
to take the lead in the introduction of a new order of things. 
 

-Niccolo Machiavelli 
 

 

About 50 years ago, President John F. Kennedy presented the nation with a historic 

challenge:  to land a man on the moon and return him safely to earth.  That challenge was 

met within a decade.  This bold challenge, coupled by the pressures of the cold war, 

ushered the United States into an area of unprecedented technological innovation to 

master the complexities of a manned moon landing and confirmed America’s status 

as the world's industrial leader.  

 

Everyone today comes in contact with the vast array of technologies and products 

spawned by innovations in the space program. These space inventions have helped to 

make our lives easier, safer, and more comfortable.  Examples include research that led to 

the development of sunglasses that block damaging blue and ultraviolet light (Space 

technology spinoffs ultraviolet sunglasses) to imaging technologies that are the basis for 

all cell phone cameras and sophisticated medical HD (high definition) imaging devices 

(Space technology spinoffs cellphone camera) 

 

Today’s leaders need to challenge themselves to open new vistas of knowledge, spark 

innovation, and fuel economic growth.  Although the concept of leadership has been 

around for many centuries, in the 1930s, more significant studies began to attempt to 

define what allows an authentic leader to stand apart from the rest.  Simply stated, a 
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leadership model is literally a theory on how to influence and govern individuals toward 

the attainment of a goal.  Numerous leadership models currently exist and some of the 

models that would have been adequate several years ago are no longer appropriate for 

these changing times.  Looking at the global stage, there are signs of geopolitical and 

geo-economic shifts in the world order that can have a significant impact on leadership.  

It takes, vision, communications, collaboration and persuasion to deal with the new 

realities.  Leaders need to be out of the box thinkers adept at collaboration, vision, 

strategy, and value creation.  In order to compete in the new global economy, we need a 

new leadership model that was exemplified by President Kennedy that will help us 

prepare with the prerequisite skills needed to succeed. 

Business Drivers 
Business drivers are the resources, processes or conditions that are vital for the continued 

success and growth of a business and the achievement of business goals.  Business 

drivers are also based on the type of products or services offered by the organization.  A 

key business driver is something that has a major impact on the performance of your 

specific business.  At a high level, the generally recognized key business drivers are the 

financials (e.g., cash flow & liquidity, profit), assets (e.g., equipment, facilities, 

inventory, and patents), growth, and people.  Each driver is totally dependent on all of the 

other drivers.  

 

Other business drivers can be either internal (e.g., strategies, goals) or external (e.g., 

regulations, weather factors, economic conditions) to a business.  An example of a 

strategic business driver might be dealing with cyber threats on the organization.  As the 

number of attacks and intrusions on organizations networks has grown exponentially, so 

has the cost of cyber-security and support staff.   A quandary is to create systems that are 

safe as well as usable especially with the many Bring Your Own Device (BYOD) mobile 

devices and applications that being brought onto the network.   The cyber-security 

approach selected must be balanced between ease of installation and the ability to meet 

business and societal needs of the user community. 
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There will always be outside business drivers that a company cannot influence, but 

through good leadership, it will be prepared to handle them.  A company must identify its 

business drivers and attempt to maximize the response to any that it can control.  The 

rules of business have changed and demands leadership at the speed of thought and the 

capacity to establish decisive and inventive teams.  

 

As American scientist, inventor, printer, philosopher, statesman, and businessman, 

Benjamin Franklin once stated, “Drive thy business or it will drive thee”. 

 

Every day, a business is exposed to risks and challenges that a leader must deal with. 

Constant change is a reality in today’s business environment, and innovation and growth 

are two ways to handle it.   Failure to adequately and timely respond to business drivers 

can put a company at a disadvantage.  As organizations increase in size and scope, 

identifying business drivers becomes more difficult.  Leaders have to look at these key 

drivers and need to know about generating cash as well as how to leverage it wisely to 

spur growth. 

 

Although American industrialist Thomas J. Watson Sr. was not the founder of the 

Industrial Business Machines Corporation (IBM), he was the inspirational driving force 

that catapulted the company from a nondescript manufacturer of business equipment and 

furnishings to the world’s dominant computer company.  Upon becoming CEO of the 

Computing-Tabulating-Recording (CTR) Company, Watson’s first act was to change the 

company name to IBM. He was known for his motivational and organization skills and 

posted the now famous slogan “Think” in company offices. While pursuing an aggressive 

research and development program, in 1937, Watson made the risky decision for the 

building of the Mark I – an Automatic Sequence Controlled Calculator, which gave the 

company the grounding and reputation as a leader in this new industry.  According to 

Watson, “To be successful, you have to have your heart in your business, and your 

business in your heart.”  
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Technology innovation is another key business driver and is one of the trends shaping the 

business world of tomorrow.  Expect new business models to emerge based upon 

technology advances and the respective changes that will need to be made to 

organizational structures. Businesses that fail to keep pace with these changes will lose 

their competitive edge.  The use of IT is leading the way with technology-led innovation. 

The four forces within Information Technology that are considered to be both innovative 

and disruptive are: Cloud Computing, Big Data, Social Media, and the Internet of Things.  

Technology disruption will continue and likely accelerate. 

 

Consider some of the definitions of disruption: 

1) to throw into turmoil or disorder  

2) to interrupt the progress of 

3) to break or split (something) apart  

 

With our fast paced society, disruption is happening at a faster rate and having far more 

impact.  Disruption can be based on both Business and or Technologies. These new 

forces are destroying old business models and markets while creating new ones. Consider 

the new business models that have been formed through the digital inter-convergence of 

the traditional broadcasting and print media with the Internet or that of the financial 

services industry between banking and insurance.  Do you believe that your business will 

not be disrupted within this decade? 

 

The concept of “disruptive technology” refers to drastic innovations in current practices 

such that they have the potential to completely transform a currently existing area, as it 

currently exists — ultimately overtaking the incumbent technologies in the marketplace 

(Christensen, 2011). This term is sometimes used congruently with “disruptive 

innovation” which describes innovations that improve a product or service in ways that 

the market does not expect such as by designing for a different set of consumers in the 

new market. 

 

Examples of this would include: 
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The innovation of the telephone disrupted the Western Union telegraph company when 

they did not see the significance of purchasing the patents to Alexander Graham Bell’s 

telephone technology. Another more recent example being digital cameras has disrupted 

film-based cameras along with such iconic brands as Kodak. These are cases of new 

technologies replacing existing ones. 

 

The same disruptive technological change can also be seen in alternative energy sources 

that replace oil, synthetic biology and gene therapies that advance medicine, and “smart” 

software and systems that automate routine jobs. 

 

Other forms of disruptive innovation are based on existing technologies merging into new 

forms.  Examples of this technical convergence include the cell phone, whose beginnings 

were for simple voice communications, and now evolving to a communications ‘Swiss 

army knife’ with voice and text communications, multimedia player, Internet browser, 

digital camera, and software applications platform. 

 

Disruptive technologies may sometimes be difficult to recognize and may take a long 

time before they are significantly disruptive to established companies or organizations.  

Sometimes business leaders do not want to recognize that the light at the end of the 

tunnel is actually from the headlight of a train speeding toward them. 

 

Disruption is something that keeps business and technology leaders up at night. Consider 

Risk of Innovation quadrant in Figure 1.  Ever business model comes inherent with their 

own risks.  It is difficult to manage innovation and growth in a traditionally risk-averse 

climate.  Safe incremental innovation hinders competitive opportunity. Incremental 

innovation is defined as “a series of small improvements to an existing product or product 

line that usually helps maintain or improve its competitive position over time. 

Incremental innovation is regularly used within the high technology business by 

companies that need to continue to improve their products to include new features 

increasingly desired by consumers”.  (incremental innovation, n.d.) 
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The core mentality of many organizations is the resistance to change.  Maintaining status 

quo and sustaining your current business model may be the most cost effective in the 

short term but to the ultimate peril of the business.  Organizations can expand their 

current base by leveraging what they already do well through the incorporation of new 

technologies or uses.  In moving out of their comfort zones, many companies may not act 

prudently and take on more innovation risk than they can handle.  Disruptive and 

transformational innovation occurs with breakthroughs or completely new offerings.  

Innovation is all about change that can be driven from many sources.  Without true risk, 

there can be no innovation and with highest risk comes the highest reward. 

 

 
Figure 1 – The Risk of Innovation 

 

 

These are forces that leaders face if they fail to adapt to strategic technological change as 

well as reach for leading edge opportunities.  As the technology life cycle shortens, it 

requires rapid and decisive leadership to remain at the forefront of disruptive innovation. 

 

An understanding of information technology is now considered a core competency 

among leadership. It is easy for leaders to make bad choices when lured with promising 

technology that could result in wasted time and money, all the while causing undue 
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frustration to the organization. The foremost key business drivers of course are the staff 

and their related talents that drive the execution of critical decisions and constant 

innovation to move the business forward. Today, a working knowledge of computer 

hardware and software, a basic understanding of scientific and mathematical principles 

and the problem-solving skills are necessary for most good paying jobs. 

 

In the United States, there is a broad consensus that the long-term key to continued U.S. 

competitiveness in an increasingly global economic environment is the adequacy of 

supply and the quality of the workforce. While a whole range of internal and external 

factors affects the performance of every business, a good leader needs to focus on a 

handful of key drivers that: 

 

• Reflect the performance and progress of your business. 

• Are measurable. 

• Can be compared to a standard 

• Can be acted upon. 

 

Turbulent change is the new norm in the business climate of the 21st century.  Even 

though the book is dated, the concepts in Michael Porter’ Competitive Strategy, remain 

strong.  Leaders need to be constantly aware of the changing dynamics of potential 

competition that can be summarized in the five forces: 

 

 1) Threat of new entrants 

 2) Intensity of rivalry among existing competitors 

 3) Pressure from substitute products 

 4) Bargaining power of buyers 

 5) Bargaining power of suppliers 

(Porter M. , 1998) 

 

Today’s cutting-edge innovations can become next week’s technological white elephants. 

Gone are the days when a business could maintain a competitive advantage for a long 
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period of time without changing their business strategy.  Businesses that represent 

established technology may be the least likely to perceive the threat represented by 

radical innovation.  Consider Kodak and its myopic focus on film.  

  

Sometimes innovation is accidental by stumbling onto a solution to a problem that the 

business didn’t realize that they had or a totally new approach to something. Although 

numerous accidental innovations exist, consider the most notable one that we probably 

use daily.  The microwave oven was invented by accident by Raytheon engineer, Percy 

Spencer.  While working on a radar research project, he was testing vacuum tubes known 

as magnetrons, when he noticed that a chocolate bar in his pocket had melted.  Raytheon 

filed a patent in 1945 for the microwave oven and named it the Radarange.  However, it 

was over twenty years later that Raytheon manufactured the first countertop microwave 

ovens, which forever changed how we cook.   

 

Companies that can identify new and innovative opportunities for growth and rapidly 

adapt to new situations and rapidly capitalize on them will prosper.  This needs to be a 

key business driver for 21st century organizations and leaders.  This innovative spirit must 

be coupled by having a talented, imaginative, and experienced workforce that can drive 

the most innovative companies. 

 

Innovation is not exclusive to only some of the large companies or brands that make up 

the FORTUNE list.  Each year, FastCompany also ranks what it considers as the most 

innovative companies. (The world's 50 most innovative companies, 2013)  While some of 

the companies are the same, FastCompany looks across the board at many smaller 

companies and some of the innovation that they have brought to the table.  Looking at a 

portion of the list: 

 

#5 Square cuts through the complexities of the credit card payments industry. For small 

businesses that are too small to justify the monthly fees and confusing rules and rates of a 

traditional credit card swipe machine, Square provides a tiny swipe reader that plugs into 
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the headphone jack of an iPhone or iPad.  Square mails this free device to anyone who 

requests it and collects a flat 2.75-percent fee from all transactions. 

 

#9 Life Technologies is a global biotechnology tools company dedicated to improving the 

human condition.  An example of this is its innovative system for speeding up genetic 

sequencing that showed its value during the latest flu outbreak. This $3.6 billion 

company has introduced 2,000 products since 2009. 

 

#10 Solar City – According to SolarCity CEO Lyndon Rive, “of the more than 5,000 

solar companies in the U.S., many of these companies will go out of business."  But last 

year, while high visibility companies like Solyndra went bankrupt, SolarCity expanded 

and added 12,000 projects, all without a dollar of government funding.  The key was 

being in tune with customers that are not familiar with the technology.  Rather than just 

make the panels, Solar City is a full-service operation--designing, installing, financing, 

and maintaining every system. 

 

#13 Tesla Motors is an innovative car company that emerged from nowhere.  Consumer 

Reports is calling the Tesla Model S the best car it has ever tested. The Model S, an all-

electric plug-in car, earned a score of 99 out of a possible 100 in the magazine's tests and 

was also named Motor Trends 2013 Car of the Year. 

 

#26 – Legal Zoom makes a law firms’ most lucrative work wills, uncontested divorces, 

and incorporations easily available by simply filling out a few on-line forms. Its new 

offering is online consulting that further disrupts the $200 billion legal market 

 

#30 LinkedIn for continued new initiatives in the transformation of the professional 

career network into a must-visit hub of professional information sharing, even when 

people are not looking for their next job. 
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#38 UPS for listening to the customer and making missed deliveries a thing of the past by 

giving consumers a day’s notice on a package’s impending arrival with its free My 

Choice service. 

 

#40 Chobani Greek-style yogurt has significantly muscled in on its larger, well-

established powerhouse competitors (Dannon, and Yoplait) in less than five years from 

its inception.  Entrepreneur founder and CEO Hamdi Ulukaya, a Turkish immigrant, 

entered the food business when he bought an old Kraft dairy plant that was being 

shuttered and the rest is history.  He credits his success to "not knowing the old way of 

doing business." 

 

Can you find some of the common denominators? 

Change is coming 
 

Steven Van Belleghem, one of Europe's thought leaders in the field of social media, 

conversations and digital marketing, believes that companies need to get ready for a new 

form of marketing to deal with the new breed of consumer.  The new Consumer is 

smarter, more empowered, more demanding than any other previous generation and is 

redefining the marketplace.  Technology is transforming their interactions with and 

expectations through the use of on-line tools and social media.  Through social media, 

opinions are not only shared with friends, but on a larger scale.  This form of 

communication can negate paid advertising or established good-will that an organization 

has.  Now positive or negative experiences can be shared and passed on numerous times 

via tools like Facebook.  How many Facebook friends or Twitter followers do you have? 

 

Change is a significant business driver that all leaders need to contend with and is 

consistent across all businesses.  In his Getting Ready for Marketing 2020 presentation, 

he identifies the areas of Extreme Customer Centricity, Technology as a Facilitator, and 

Selling without Selling as this new form of marketing. 

These concepts are depicted below in Figure 2. 
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Figure 2 - Belleghem's Marketing 2020 Concept 

 

 
Extreme Customer Centricity 

In today’s highly competitive global marketplace, regardless of your business area, 

strongly connecting with your customers is the key to success and long-term growth.  

Leaders must embrace business models that are customer-centric that encourage 

connection and collaboration.  Customer collaboration is an essential component in 

innovation. 

 

Peter Morton of IBM characterized the following five strategies to leverage a customer-

centric approach across their organizations. (Morton, 2013) 

1) Drive flawless customer service across all interactions by anticipating their 

behavior, then taking targeted action to keep them loyal. 

2) Anticipate and deliver in a social and mobile environment, so your customers can 

buy, exchange information, and collaborate in the ways and channels that they prefer. 

3) Apply deep insights and take action in real-time by gathering information and 

understanding customer behavior—both offline and online—in order to deliver timely 

and personalized interactions. 

4) Optimize sourcing and merchandizing based on customer demand, to deliver the 

perfect order and drive top-line growth. 
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5) Integrate and extend core processes and systems to synchronize your value chain 

and take advantage of the investments you already have in place. 

 
Further elaborating on these strategies: Customers should be excited in doing business 

with you and connected with you on a more personal basis.  There are many stages of a 

customer’ interaction with your company (i.e., discover, assess, purchase, receive, use, 

require support).  These interactions must be examined and understood to create what has 

been deemed the overall Customer Experience (CX), which is the sum of all experiences 

a customer has with a supplier of goods and services.  With the rapid growth of social 

media and mobile technologies, companies must adopt new approaches to interact with 

their customers.  Opportunities now exist for companies to collect data from user 

interactions and from social media to gain new insights about their customers.  This data 

helps create customer intelligence from the mountains of disconnected customer data the 

company collects on a daily basis to offer a big picture view. The voice of the consumer 

carries weight and influence, which is self-evident in the age of social media. 

 

Businesses must understand the difference between customer loyalty and satisfaction.  

Customer loyalty is fragile and like any other relationship takes hard work to maintain 

and grow. If loyalty is based on price and convenience it becomes even more so.  Despite 

the good reputation that it had with its customer base, online move rental/ streaming 

video company Netflix learned the hard way about the fragility of customer loyalty.  It 

had taken on competitive Blockbuster video based on its ease of use and good customer 

communication.  But when Netflix announced a new pricing structure, they were not 

transparent in their communications resulting in both a loss in customers and a drop in 

the value of the stock price.  Customers also used social media as a forum to complain. 

(Evangelista, 2011) 

 

Today’s organization needs to focus on the customer and how to appropriately leverage 

the technologies to optimize customer engagement.  “The goal as a company is to have 

customer service that is not just the best but legendary“. - Sam Walton (1918-1992), 

legendary founder of Wal-Mart. 
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According to his book, The Loyalty Leap, author Bryan Pearson states that “Companies 

must not mistake one for the other. If customer satisfaction is viewed as true loyalty, then 

the company tricks itself into believing all is well and right between it and its customers. 

The scary truth, however, is that many satisfied customers are simply tolerating a 

company’s services until they can find a competitor that offers a better price, service or 

location”. (Pearson, 2012) 

 

A case in point is Apple, where customer experience is the central theme.  With their 

marketing strategy, they have created strong brand loyalty and have succeeded in making 

Apple products inspirational.  They focus on their corporate stores where prospects 

receive undivided attention that includes personalized product setup upon purchase.  

Through Apple exercising control over the sales process, the staff is trained not to sell but 

rather provide solutions to customer’s “pain points.”  Apple has expanded on its central 

theme by offering a harmonized, synchronized, and integrated user experience across all 

of its primary devices (iPad, iPhone, and Mac), using iCloud as the hub.  

 
Technology as a Facilitator 

General Electric is utilizing data visualization to realize benefits from social media data 

that gathers and analyses data in real time from many sources.  In a specific case, they are 

using this Business Intelligence to help electric utilities identify and locate power outages 

through their Grid IQ Insight software.  According to the Electric Research Power 

Institute, those outages and related disturbances cost utilities and consumers in the U.S. 

more than $150 billion annually.  

 

"Today, utilities by and large rely on customer calls to find power outages," said Jonathan 

Garrity, product manager at GE Digital Energy. “We can interface with Twitter to 

complement customers calling in. For example, we can identify all tweets from a given 

geographic area that have key phrases like 'power outage.'"  (General Electric to realize 

benefits from social media data visualization software, 2013)  GE plans to roll out nine 

different Internet product platforms across their other business segments. 
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Since in 1995, Amazon.com has steadily grown from a “dot-com” corporation into a 

multinational domain of Internet retail.  Amazon.com’s vision “is to be earth's most 

customer centric company; to build a place where people can come to find and discover 

anything they might want to buy online.”   Originally focusing on selling books, some 

had predicted that the fledgling online bookseller would soon be crushed by Barnes & 

Noble (B&N), a book-retailing giant which had just launched its own site.  Amazon’s 

strategy of low product and shipping prices combined with a superior customer 

experience are the major underpinning in their success.  Through its advanced IT 

infrastructure, it utilizes automated intelligent agents or “bots” continuously surf the web 

looking for competing prices to ensure that their customer gets the lowest price.  Online 

shoppers are accustomed to comparing prices across the Web, but they may not realize 

that e-commerce sites, such as Amazon, also change their prices periodically over the 

course of a week. 

 
Selling without Selling 

The concept of Selling without Selling, which is otherwise known as Content Marketing, 

is the art of communicating with your customers and prospects without directly selling 

them a product or service.   It is defined as “a marketing technique of creating and 

distributing relevant and valuable content to attract, acquire, and engage a clearly defined 

and understood target audience – with the objective of driving profitable customer 

action”.  (What is Content Marketing?) The goal is to deliver information that educates or 

entertains your target market in order to build up goodwill toward your brand that will 

ultimately be rewarded with their business and loyalty.  

 

GE has long been known as a respected innovator and has mastered Content Marketing.  

Through the creation of the “Healthymagination” and “Ecomagination” marketing 

campaigns, they have aligned themselves with two movements that are widely supported 

- improved healthcare and environmentally responsible energy production.  This is 

complemented with their “Imagination at Work” advertising campaign.  Through these 

messages, they have established sites where people go to look for information. 
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In 2012, GE Healthcare has launched a new global awareness campaign that uses 

gamification and the power of collective wisdom propelled by social media to promote 

cancer prevention through healthier lifestyles.  The goal was to encourage people to share 

their own health and fitness activities and what they are doing to help reduce their 

likelihood of developing cancer.  During a six-week challenge, participants competed 

against one another while accumulating 'healthy' points and badges with the potential of 

being crowned Get Fit champions. 

 

According to John Dineen, President and CEO, GE Healthcare, “Prevention and active 

participation in our own better health are the first steps in improving health outcomes.  

Leveraging the power of gaming and social networks to encourage lifestyles that can help 

prevent cancer isn’t just a good idea – it’s part of our original Healthymagination 

commitment to bring actionable health content to consumers and our employees”. (GE 

Healthcare Launches Social Media Driven Cancer Awareness and Prevention Campaign , 

2012) 

 

One component to Content Management is drawing the customer to your site.  One 

potential approach is through the use of Gamification.  This new gamer generation 

expects fast-paced action and continuous incremental reinforcement.  To capture their 

attention, either as users or employees, gamification is required.  While the word 

gamification has only recently emerged, the underlying concepts are based on Human 

Computer Interaction (HCI).  Gamification is the process of taking the engagement 

mechanisms and tactics we find in games and incorporating them into ordinary activities 

to provoke a deeper user experience, engagement and dedication.  People that are 

entering the workforce have been raised with computerized games as a form of 

entertainment.  Note that applying gamification to an application does not result in a 

game.  The intent is for users not to realize that they are playing a game. 

 

As gamification extends beyond basic incentives and rewards programs through its 

utilization of Big Data generated by your customers as they constantly interact online, 
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combining it with an understanding of human motivation, and using the data-driven 

motivational techniques of gamification, you can motivate, engage and create true 

loyalty. 

Globalization and Workforce Diversity 

Unlike never before, social forces are shaping the work environment, that includes 

workforce diversity, changing employee expectations, an aging workforce, and dealing 

with a boundary less global environment.  The congruence of globalization, diversity and 

technology in the workplace encompasses a number of factors, ranging from familiarity 

with technology solutions to age and generation to gender to socioeconomic status and 

income. 

A globalized world needs new leadership skills due to new challenges that differ from a 

bounded world to one that has become much more interconnected.  The very word 

“global” intrinsically also connotes diversity which itself offers numerous challenges. 

 

Globalization is the movement toward an interconnected world through integrated 

communications, culture, economics, finances, information, policies, politics, production, 

R&D, and trade that has become a business imperative for survival and growth.  

Globalization has resulted in opening of economies, global competition and 

interdependency of business.  Business today gets done in a global marketplace. 

Globalization makes the economy of one country dependent on the economy of the other 

country.  Any change in economy one country will affect the other. As a result of having 

a much more connected economy, we need a much more connected workforce. 

  

Advances in technology have been a major player in advancing globalization.  

Improvements in telecommunications and transportation have increased both the 

efficiency of how people and things communicate and move.  It’s only in the last 150 

years that advanced electrical signals could be sent over longer distances with the 

invention of the electrical telegraph that ultimately permitted people and commerce to 

almost instantly transmit messages across both continents and oceans, with widespread 
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social and economic impacts.  Further technological advancements such as the telephone, 

radio and television, satellite and fiber optic communications continued improving on the 

ability for people to communicate more easily and on a more cost-effective global basis. 

Cornell University, INSEAD and the United Nations - World Intellectual Property 

Organization (WIPO) co-publish The Global Innovation Index (GII), (global innovation 

index, 2013), which highlights the global nature of innovation and the increasing 

competitiveness of nations.  Can you guess which country was ranked first? 

 

With the continued proliferation of the Internet, e-commerce, and social media, many 

new leadership challenges and opportunities are rapidly evolving on all fronts.  It’s been 

less than 25 years since Tim Berners-Lee and Robert Cailliau introduced a prototype 

system that later became known as the World Wide Web (WWW).  The Internet is 

simply a product of the technological revolution that started in the middle of the last 

century.  Before that, we had the industrial revolution that was itself preceded by a social 

revolution, when people populated and formed the urban areas. 

 

The concept of friction of distance is based on the notion that distance usually requires 

some amount of effort, money, and/or energy to overcome.  As the "friction of distance" 

is lessened, the world begins to metaphorically shrink.  Globalization also opens up the 

field of telework, alternative workplace strategies, and workplace flexibility.  That said, 

the availability of the Internet and computer technology does vary according to 

socioeconomic status, which creates what's referred to as the digital divide, which 

separates the haves from the have-nots. 

 

Advances in transportation technology allows for people to move about the world in 

search of a new job opportunity or a new home in order to improve their lives.  Many 

migrations occur because lower standards of living and lower wages push individuals to 

places with a greater chance for economic success. 

 

Developing countries are a popular place for investors to place their capital because of 

the enormous room for growth.  The movement of capital can result in the expanding 
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production or operations can often result in new job positions being created.  Capital 

(money) can be moved globally with the ease of Electronic Funds Transfers (EFT) and a 

rise in perceived investment opportunities.  

 

Operating globally opens up the business to new sources of cheaper labor, which results 

in existing employees losing jobs due to outsourcing.  A prime example of this has been 

establishment of customer service call centers. 

 

Today’s labor pool is dramatically different than in the past.  Greater income disparities 

are seen due to increased globalization and technology.  Technology often leads to fewer 

lower skilled blue-collar jobs or production workers because machines and automated 

procedures are able to replace employees at a fraction of the cost.  A brain drain is the 

migration of skilled workers from poorer countries to richer countries.  Those that are 

more educated and have the skills and background to be competitive in the global 

marketplace will potentially earn higher wages.  Generally brain drain results in poorer 

and developing countries lose of potential income that could be gained if these workers 

remained in their own country.  No company can afford to unnecessarily restrict its 

ability to attract and retain the most talented employees available.  

 

Science and technology are becoming ubiquitous features of many developing countries, 

as they integrate into the global economy.  The ease of communications and economic 

globalization and partnerships between multinational organizations has made science a 

more global affair. 

 

Globalization goes beyond just providing the option of operating in different countries 

and diverse markets.  Global corporations not only sell products and services on a 

worldwide basis, they may also manufacture products and the underlying components in 

a number of different countries. 

Multiculturalism 
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We all live and work in a multicultural world.  In the 21st  century, workforce diversity 

has become an essential business concern.  People now represent workplace talent from a 

vast array of backgrounds and life experiences. Leaders have to judiciously adjust actions 

and policies to take into account such factors as culture, ethnicity, gender, language, and 

physical ability to the management puzzle.   Competitive companies cannot allow 

discriminatory preferences and practices to impede them from attracting the best 

available talent within that pool.  

 

To ensure that their products and services are designed to appeal to the ever-diversifying 

customer base, companies need to hire people, from all walks of life for their specialized 

regional or cultural knowledge and insight.  This is especially true for companies that 

have direct interactions with the public, as the makeup of their workforce should reflect 

the makeup of their customer base.  Diversity leads to creative solutions through the 

application of diverse heuristics, insights and perspectives that may not be available in a 

single homogeneous group of individuals. 

 

The world's increasing globalization requires more interaction among people from 

diverse cultures, beliefs, and backgrounds than ever before. People no longer live and 

work in an inward-looking marketplace. People are now part of a worldwide economy 

and no longer live and work in an insular marketplace.  Maximizing and capitalizing on 

workplace diversity has become an important issue for management today. 

 

Diversity is generally defined as acknowledging, understanding, accepting, valuing, and 

celebrating differences among people with respect to age, class, ethnicity, gender, 

physical and mental ability, race, sexual orientation, spiritual practice, and public 

assistance status.   (Esty, 1997)   

 

Workforce Diversity refers to policies and practices that seek to include people within a 

workforce who are considered to be, in some way, different from those in the prevailing 

constituency.  In addition to their job-specific abilities, employees are increasingly valued 

for the unique qualities and perspectives that they can also offer to the business. The 
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emergence of diversity in organizations can be traced to the 1960s when legislation was 

enacted in the United States to prohibit discrimination against race, ethnicity, gender, 

religion, and national origin. 

 

Diversity in the workplace can reduce lawsuits and increase marketing opportunities, 

recruitment, creativity, and business image.  Negative attitudes and behaviors can be 

barriers to organizational diversity because they can harm working relationships and 

damage morale and work productivity.    (Esty, 1997)   

 

Managing diversity requires leadership skills need in a multi-cultural work environment.  

It involves recognizing the value of differences, presenting effective strategies, 

combating discrimination, and promoting inclusiveness.  

 

The reduction in the friction of distance increases awareness and opportunity for the 

workforce.   

 

"Diversity was the right thing to do in 1967, but in 2013 it's the sophisticated business 

thing to do," according to Shirley Engelmeier, the author of Inclusion: The New Business 

Advantage.  There are many reasons why it is important to look at the broader business 

benefits of inclusion and diversity. She states that making inclusion part of a company's 

business strategy "helps to drive employee engagement, productivity, innovation and 

retention." (Engelmeier, 2012)    

 

There is the possibility that the leadership and managerial skills within an organization 

that are practiced today might not be feasible in a global scale.  Globalization and 

diversity complicate the process that the diverse environments and cultures must be taken 

into account. 

 

Researchers conducted studies at MIT's Center for Collective Intelligence and Carnegie 

Mellon, MIT and Carnegie Mellon, (CMU Collective Intelligence Study, 2010) that 

showed that when it comes to intelligence, the whole can indeed be greater than the sum 
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of its parts as individual intelligence was less important for successful projects than 

collective intelligence. That collective intelligence, the researchers believe, stems from 

how well the group works together. It was also noted that in groups that were dominated 

by one individual, the group was less collectively intelligent than in groups where the 

conversations were more evenly distributed.  In terms of diversity, the study also found 

that the group performance improved when the proportion of women increased 

potentially based on their perceived increased predictive powers. 

 

According to the latest edition of the National Science Foundation's biennial report, 

“Women, Minorities, and Persons with Disabilities in Science and Engineering.”, while 

the U.S. population is becoming more diverse, this is not reflected in STEM profession 

participation.  Among its findings:   

 

• 51% of the scientists and engineers working in the U.S. are white males, even though 

they only represent 31.3% of the U.S. population 

• Although women represent 50.9% of the total U.S. population, they only account for 

28% of the science and engineering workforce 

• The number of underrepresented minorities studying engineering and the physical 

sciences has stayed relatively flat since the year 2000 

• The percentage of women working in computer science and engineering is not just 

low, it is declining 

• Unemployment rates are significantly higher for minority scientists and engineers 

• More black doctorate recipients go into agriculture and physical sciences than 

engineering or computer sciences 

 

Companies that diversify their workforces in the global economy will have a distinct 

competitive advantage over those that don’t.  How are you equipped to manage the 

complexity and challenges of a rapidly evolving global business environment? 

Reaching out to the Crowd 
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American journalist Henry Mencken once stated that “no one in this world, so far as I 

known, has ever lost money by underestimating the intelligence of the great masses of the 

plain people”.   Technology-enabled 21st collaboration can reach out to those masses of 

people to draw our diverse and global community closer together.  These masses or 

crowds of people can do amazing things.  Through the aggregation of thousands of 

contributions made by virtual crowds have been shown to innovate through their 

collective wisdom.  

 

Consider the development of Linux - the free and open source Unix-like operating system 

that was traced to Linus Torvalds. Although Torvalds was the chief architect of the 

Linux, he couldn't have succeeded without the power of the crowd. It’s been estimated 

that he only wrote approximately 2% of the operating system's code. 

 

In 2006, the term "Crowd sourcing" was coined by Jeff Howe of Wired magazine to 

describe how the Internet has enabled large, distributed teams of amateurs to do work that 

was previously the domain of isolated experts or corporations.    

 

The applicability of Crowd sourcing is virtually endless and has been applied to the 

following business areas: 

• Advertising and Marketing 

• New Product Development 

• Software Development 

• Generating Content 

• Fundraising 

• Skilled Labor 

• Research 

 

A representative set of the many dozens of successful Crowd sourcing initiatives: 

 

• The Frito Lay’s “Do Us A Flavor” contest asked customers to come up with a new 

potato-chip flavor. 
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• The not-for-profit Wikipedia Foundation offers a free, web-based, collaborative 

encyclopedia.  This has become the most popular reference site on the Internet as it 

contains over 10 million articles in over 200 languages that were written 

collaboratively by the global community. 

• Amazon’s Mechanical Turk is termed ‘a marketplace for work’ that offers businesses 

and developers access to an on-demand scalable workforce.  These Internet-based 

technology tasks are organized and performed by a ‘crowd’ with people who wish to 

be part of the ‘crowd’ performing those tasks. Tasks or projects are organized into 

HITs (Human Intelligence Tasks) and performed by workers who choose them from a 

list. 

• Source Forge is a web-based source code repository that offers a centralized location 

for software developers to control and manage free and open source software 

development activities. 

• Luxury automaker BMW through their Customer Innovation Lab 1045 lets 

participants share their ideas with regard to innovative telematics and online services 

as well as driver assistance systems of the future. In this crowd sourced environment, 

participants made suggestions in a structured multimedia environment, which enabled 

them to view, evaluate and build upon proposals made by other participants.  Through 

such previous Customer Innovation Labs, captured ideas were realized by BMW and 

introduced into new products. 

 

Foldit is a unique computer game that actually enables anyone to contribute to 

scientific research into the way proteins are formed.  This in turn can help in research 

to find cures for serious illnesses such as Alzheimer's and AIDS.  In Foldit, players 

around the world compete to design proteins. In the next step, real scientists actually 

test the proteins designed by the game's players to see if they make viable candidate 

compounds for new drugs. 

 

NASA has announced its Asteroid Grand Challenge, which according to NASA 

Deputy Administrator Lori Garver is "focused on detecting and characterizing 

asteroids and learning how to deal with potential threats. We will also harness public 
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engagement, open innovation and citizen science to help solve this global problem." 

(NASA news releases, 2013) 

 

An open question to any leader is how crowd sourcing impacts your strategy and business 

plans.  There are numerous possibilities for crowd sourcing your business.  Crowd 

sourcing has both benefits and risks to extend your enterprise that must be weighted. 

 

Benefits 

• R&D and problem-solving at minimal or no cost  

• Draw more attention and exposure to your organization 

• Its utilization as an on-demand virtual workforce that will easily allow the purchase 

cheap labor on a global scale 

• Reduced unit labor costs 

• Companies gain consumer insights  

• Harness the global talent pool 

• Discover new and competent talent and energy outside of the organization  

• Full rights are gained to the materials 

• Motivate your internal workforce 

 

Risks 

• Not at projects are appropriate for crowd sourcing 

• The impact of ‘outsourcing’ innovation outside of the organization with its impact on 

the internal workforce. 

• The costs required to sort through each submission 

• The additional hidden costs required to reach satisfactory results 

• No confidentiality – showing your competitors what your organization is up to and 

providing them your ideas. 

• Too few participants and potentially coming up empty 

• Trust in the results 

• Poor quality entries 

• Not reaching the proper talent 
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Another form of reaching out to the crowd is through Crowd funding.  Crowd funding is 

“the practice of funding a project or venture by raising many small amounts of money 

from a large number of people, typically via the Internet.  Any individual or group can 

propose an innovative, entrepreneurial ideas and ventures that require funding allowing 

other interested parties to contribute funds in its support.   This Internet-based funding 

portal sometimes goes by different names such as crowd capital, crowd raising, or crowd 

financing and other similar terms. Crowd funding is recognized as a legalized entity per 

the Crowd fund Act of 2012 (part of the JOBS Act).  Crowd funding is not only useful 

funding opportunity for small businesses or startups as it also provides a great outlet for 

more established companies who are looking for additional capital to expand their 

product range. 

 

Social media successfully dovetails with Crowd sourcing to allow organizations to reach 

a wider audience faster, cheaper and more efficiently than ever before.  Both the wisdom 

and capital of clouds can change your business.  Can you see where this may be 

applicable? 

Diverse Teams Improve Innovation 

Why is it that our star performers do not necessarily create star teams? Is it even possible 

to improve the collective intelligence of a team and make them more innovative? That’s 

the question that a team of academics set for themselves. 

 

Being a team themselves, of course they believed in collective intelligence but the harder 

question was: can it be measured? Is there a group equivalent of IQ? Can the collective 

intelligence of the group as a whole go above and beyond the abilities of the individual 

group members? And, if it can, what factors contribute to making a team smarter? 

 

In two studies with 699 people, teams were set tasks that involved solving visual puzzles, 

brainstorming, making collective moral judgments, and negotiating over limited 

resources. The same tasks were given to individuals and then to teams. The collective 
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intelligence of the group (which they called “c”) far out-performed the average 

intelligence of individual participants. That makes sense; it’s why we do team work in the 

first place. But what the researchers most wanted to know was: what predicted “c”? What 

was it that might give any particular group greater collective intelligence? 

 

Their findings are intriguing, provocative and profound. Collective intelligence is not 

strongly correlated with the average or the maximum individual intelligence of group 

members. Packing your teams with one, or a few, super smart people may not help you. 

Furthermore, group cohesion, motivation and satisfaction also did not determine group 

performance. What did make a difference were: 

 

• Social sensitivity of group members: Teams in which members understood each 

other’s mood did better than teams that lacked that sensitivity. 

• Equality in distribution of conversational turn taking: The groups where a few people 

dominated the conversation were less collectively intelligent than those where 

participants more equally shared the floor. 

• The proportion of women in the group: The researchers thought that this finding 

might be connected to the other two, since women tended to do better on sensitivity 

tests and be good at taking turns. 

 

These findings are important to everyone who isn’t a hermit.  They have powerful 

implication for the skills we seek when hiring and for the tools we use for collaboration.  

It means that the colleague who does all the talking isn’t just annoying - he may, quite 

literally, be lowering the tone of the conversation.  More importantly, the researchers 

argue it may be easier to raise the collective intelligence -”c”- of a group than the IQ of 

an individual because how smart a group is depends on its membership. 

 

But most important of all, it reinforces everything everyone has ever said about the case 

for greater gender diversity at all levels of an organization: namely, diversity makes 

companies smarter.  And this work wasn’t published in a magazine for managers, HR 

professionals or women.  It appeared in SCIENCE. In other words, it isn’t wishful 
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thinking.  It is peer reviewed, analyzed and tested as stringently as possible.  It’s based on 

real experiments and hard data. There isn’t a manager in the world that doesn’t need to 

read it. 

 

Are you part of a diverse team, and how does it impact your ability to innovate?  

Speed and Impact of Business Change 
Constant change is the new dynamic for business.  Never in our history have leaders 

experienced the scale and complexity of change that they now face.  Consider the 

competition that business face in the global economy.  New unforeseen factors, such as 

terrorism or pandemic outbreaks can have major impacts.  Disruptive innovations and 

rapid technological advancements are influencing all aspects of the business world, from 

marketing and networking to research and development.  And all of these are being 

played out at the same time.  Your success as a leader is measured by the speed of 

producing results and bringing new realities into existence. 

 

An IBM ad in 2011 noted that of the top 25 industrial corporations in the America of 

1900, only two survived to the 1960s.  Of the top 25 on the Fortune 500 list today, only 

several remain.   These sobering statistics show just how tough it is to keep a business on 

course.  Every company must recognize the need to evolve in order to adopt new 

technologies, products and business strategies as the market changes to ensure continued 

growth.  This has become a game of survival where successful leaders need to 

demonstrate the ability to create new opportunities rather than wait for them to appear.  

 

In this fast paced environment, business leaders are held more accountable for the 

immediate impact of their actions.  BusinessDictionary.com defines accountability as 

“the obligation of an individual or organization to account for its activities, accept 

responsibility for them, and to disclose the results in a transparent manner”.  (Definitions 

/ Accountability) 

 

In her book Fearless Leadership, Loretta Malandro, states that, for a business to evolve 

and change, there must be a strong culture of 100 percent accountability where everyone 
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must share and accept that commitment, regardless of their position within the 

organization.  She defines this as “being personally accountable for business results and 

your impact on people, even when others accept zero accountability.”  Accountability is 

about standing tall and acting decisively, even in the face of adversity and your 

willingness to accept the consequences – either good or bad.  This form of personal 

leadership can reduce the obstacles in dealing with your team.  (Malandro, 2009) 

 

Another view of speed is that is a cultural rather than technical issue.  It’s convincing 

everyone in the organization that his or her survival depends on moving as fast as 

possible.  Companies don’t survive unless they’re agile and innovative.  As aptly stated 

by Norm Augustine: “Every morning in Africa a gazelle wakes up”.  It knows it must 

outrun the fastest lion or it will be killed.  Every morning in Africa a lion wakes up.  It 

knows it must outrun the gazelle or it will starve.  It doesn't matter whether you're a lion 

or a gazelle---When the sun comes up, you'd better be running” 

 

In his book, The Agenda, business process guru, Dr. Michael Hammer focuses on 

showing how companies can prosper in today’s turbulent business 

climate. "Globalization led to more companies pursuing the same customers. At the same 

time, customers have become more sophisticated and informed buyers. Information 

technology enabled them to find and analyze competing products and to make intelligent 

choices. Customers discovered they had options and the power to exploit them. 

Customers now aggressively seek alternatives, compare offers, and hold out for the best 

option." (Hammer, 2003) 

Communication Technology Impact on Business 

Communications technologies such as the Internet, and Wi-Fi in concert with handheld 

portable electronic devices (i.e., cell phones and tablets) are potent communication tools, 

offers global reach, unprecedented speed and business change.  They have become a 

major game changer, just as the telegraph, the telephone eventually did to facilitate 

communications practices in years past. 
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As technology is evolving so rapidly, organizations need to focus beyond today’s or 

yesterday’s technology and look toward the future.  

 

The rapidity in which we are able to communicate spurred the catchphrase “Internet 

time” that was developed during the 1990's Internet boom.  People who used the Internet 

had come to believe that "everything moved faster on the 'net’", because the Internet 

made the dissemination of information far more efficient and less expensive.  Time and 

distance continue to become less and less relevant thanks in significant part due to the 

explosive growth of technology and the Internet. 

 

In Internet Time, news, information, business data, policies and all of their respective 

consequences travel the world at the speed of light. 

 

All businesses depend on effective and timely communication.  In the past, it would take 

costly measures to overcome the distance barrier.  Email has had a major impact on 

business and society by creating almost instant communications by offering greater 

convenience than the old methods of “snail mail”, telephone calls or face-to-face 

meetings. 

 

Some basic email usage facts (email usage) are: 

• 144.8 Billion emails are sent worldwide per day, 89 Billion in business and 55.8B in 

personal.  

• 3.3 Billion registered email accounts as of 2012 and 75% consumer accounts and 

25% business accounts. 

• 90 Million of Americans access emails through a mobile device and 82% access from 

Smartphone and send email on their phones.  

• 65% of all emails sent are spam, but filters catch most of it.  

• 11.2 Hours average time spent reading and answering emails per week with 28% of a 

40-hour work (email usage) 
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Emails are just one form of communication that is dominating our society and became the 

precursor for a new wave of Internet-based interaction.  Social media refers to the means 

of interactions among people in which they create, share, discuss, and exchange 

information in virtual communities with user-generated content.  This introduces 

substantial and pervasive changes to communication businesses, communities and 

individuals. 

Social Media Impact on Business 

Businesses are now beginning to recognize the benefit of social media as a 

communication platform that facilitates two-way communication between an 

organization and its stakeholders or end user clients.  Conventional product and 

marketing models would assemble focus groups and perform surveys to solicit consumer 

feedback.  This approach can be expensive, time-consuming, and difficult to measure in 

real time.  Today, two-thirds of large businesses surveyed now use advanced Web 2.0 

tools such as social networks or blogs, with use of internal social networks up 50% since 

2008, according to a survey by McKinsey & Co.  Nearly 90% said they have reaped at 

least one measurable business benefit, though most say the improvements have been 

modest. (The Rise of the Networked Enterprised - Web 2.0 finds its Payday, 2010) 

 

Forrester Research says the sales of software to run corporate social networks will grow 

61% a year and be a $6.4 billion business by 2016. (Social Media is reinvesnting how 

business is done, 2012) 

 

According to Nielsen, Internet users continue to spend more time with social media sites 

than any other type of site. At the same time, the total time spent on social media in the 

U.S. across PC and mobile devices increased by 37 percent to 121 billion minutes in July 

2012 compared to 88 billion minutes in July 2011. (Social Media Report 2012, 2012) 

 

This supports company processes and objectives including Customer Relationship 

Management (CRM), product marketing, market research, customer base expansion 

retention, CX metrics, connecting with employees, supplier coordination, and recruiting.  
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Heavy use of social tools has a statistically significant correlation to profitability, said 

Michael Chui, senior fellow at the McKinsey Global Institute. 

 

Another important factor is the dissemination of news and information.  In pre-Internet 

times, there was the day-by-day pace of the news cycle of printed daily newspapers.  As 

technology progressed, radio and then television became the primary communication 

media.  Today, news sources on the World Wide Web (including Blogs) and the advent 

of 24-hour cable and satellite television news channels have considerably shortened this 

process. 

 

Even corporate leadership can be impacted by Social Media.   By collaborating 

on Glassdoor, the employees of thousands of companies can share salary information and 

express their opinions about the organization and its leadership through anonymous 

postings. Services such as StockTwits use social media data to gauge how passionate 

investors feel about a company. 

 

The contrast between social media and your more traditional news source media differs 

in many aspects such as quality, usability, frequency, immediacy and permanence.  The 

normal human reaction to such a rapid pace of change is to be overwhelmed, stressed out, 

anxious and fearful. 

Cloud Computing Impact on Business 

A storm is brewing and the business forecast is Cloudy.  Cloud computing is the latest 

major evolution in computing.  Cloud computing isn’t a new set of technologies or 

architectures, it’s a new 21st century business model with on-demand business 

innovation.  According to GE CTO, Gregory Simpson, “The Cloud is nothing more than 

the platform upon which to build better businesses”.  This new IT delivery model lets the 

business leader better focus on core business matters rather than worry about which new 

technology should be purchased.  Simply defined, it is a paradigm where computing 

resources are available when needed, and you pay for their use in much the same way as 
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for household utilities.  Cloud computing shifts focus from IT-based products, to business 

oriented services. 

 

Clouds offer a full range of computing services that are generally offered by a Cloud 

Service Provider (CSP).  Here are examples of cloud computing impact on business: 

• Ultimate Flexibility – Massive scalability and elasticity with organizations paying 

only for what they use; IT costs are directly proportional to usage requirements, 

growing and shrinking as needs change.  

• Ease of Procurement and Installation - The conventional IT model for requesting IT 

resources (e.g., servers) was to wait for weeks or months for the request to wind its 

way through the procurement, cycle, delivery, installation and the final establishment 

of the required IT environment.  With the cloud computing paradigm, developers can 

now unilaterally provision compute and network storage in real-time without having 

to go to the operations team. Developers can now bypass Operations by setting up 

their own cloud-based development, test and production environments.  This results 

in businesses not losing unnecessary time and speeding up ultimate time to product or 

service delivery. 

• Reduced Operational Expenses – Due to a high degree of automation, businesses do 

not need to set up a team to handle system updates, maintenance, and back-ups.  IT 

departments will discover that cloud deployments allow for a renewed focus on core 

competencies. 

• On-Demand Business Services - A growing number of organizations are investing in 

Software-as-a-Service (SaaS).  This deployment model is changing the way cloud-

based services are consumed by the lines of business.  A prime example of this is 

Microsoft Office.  In the past, Office would be installed and maintained on every PC 

within an organization.  Today, with Office 365, an organization has access to the 

latest software version through the cloud. 

• Self-Service – Businesses will be able to have less direct involvement with the IT 

department in adopting cloud solutions.   

• Innovation Initiatives – Startup expenses for innovation initiatives can be reduced 

through the use of the cloud to test out new ideas and nurture them. 
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• Cloud computing helps businesses become mobile – Business wants to make 

employees productive, especially in an increasingly real time world.  A new term 

Mobile Cloud Computing has been devised for the synergistic combination of cloud 

computing and mobile applications.  In mobile cloud computing, data processing and 

storage occurs outside the mobile device in the cloud and results are displayed on the 

mobile device.  Business users are able to share resources and applications without a 

high level of capital expenditure on hardware and software resources. 

• An On-ramp to new computing advances – new technical innovations such as non-

relational databases, social networking tools, and big data frameworks are now 

available on-line. 

 

Cloud computing is attractive to many business leaders due to its scalability, ease of 

management and low costs. Cloud migration, sometimes referred to as Business Process 

outsourcing (BPO), is the process of partially or completely deploying an organization's 

digital assets, services, IT resources or applications to the cloud.  The migrated assets are 

accessible behind the cloud's firewall.  

 

Cloud computing can be provided within an existing enterprise datacenter or it can be 

delivered as a service through a Cloud Service Provider.  To facilitate organization lack 

of experience with cloud computing, Cloud service aggregators, or brokers, are beginning 

to emerge to help those organizations.  This can be especially helpful in multi-cloud 

environments.  The Service brokers sit between the cloud and the client to actually 

package all of the services based on the needs (service levels and governance) of the 

organization.  

21st Century Innovation Brings Speed to Knowledge 

When we think about innovation, we typically think about the result, not the process, as if 

the idea sprang out of the ground fully formed.  Innovation is not getting something to 

market; it's getting the right product or service to market.  This requires a commitment to 

the consumer, not solely to your company's internal capabilities.  It is speed to knowledge 
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of what your customers want that matters, not just speed to deployment.  True innovation 

takes a bit of planning. 

 

We're all familiar with famous innovators such as Steve Jobs and Howard Schultz, but 

the truth is we're all innovators.  It's behavior more than it is a gift.  Fundamentally, it's 

about problem solving, understanding how to ask the right questions, and seeing patterns 

before facts. 

 

There are four principles necessary to hold to in order to preserve what's essential about a 

brand without closing minds to the innovative opportunities a new product presents. 

 

1) Define what you're bringing to market, starting with the brand purpose.  How do you 

interpret your brand based on the role it already plays in people's lives?  How do you 

create a new proposition that extends and reinterprets your brand?  The first step is asking 

the right questions. Identify which trends are indicative of changing consumer needs, 

How can you affect both consumer behavior and the bottom line? Why are you going to 

be relevant in consumers' daily lives? 

 

2) Once you've identified the idea, how do you build consensus, create believers, and 

drive momentum?  Place these new ideas in the parameters of your brand from the start.  

While this shouldn't be restricting, you need to be sure your innovative ideas will not 

erode your brand. 

 

3) The key battle to differentiating is balancing your intuition with certainty.  It's not just 

about what makes you competitively distinct. It's what you stand for in people's lives. 

 

4) Great brands think about the entire engagement of the innovation and improve every 

aspect, not solely the product. Remember that packaging is not an afterthought, and it's 

not just an execution: It's the most tangible touch point the consumer has with your 

brand. 
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As innovators we need to trust in our gut but then ask the right questions.  We need to 

identify the opportunities in front of us and recognize the right way to tap the brand 

equities we have in hand. Sometimes innovation is about reinterpreting—not reinventing 

the way we talk to consumers. 

 

As innovators, how do you bring speed to knowledge?  

Rapid technology change impacting innovation 

It's safe to say that at no point in history has technology changed so rapidly and created 

so many opportunities and risks.  What's particularly unsettling about today's post-PC 

environment is that the rules and wisdom of the past often don't apply. 

 

Nowhere is this more apparent than in managing the various sales and marketing 

channels that now exist.  Once upon a time, enterprises communicated with customers in 

person, using the phone and via snail mail.  Marketers placed ads in print, TV and radio, 

and used direct mail to interact with consumers. 

 

Today, mobile technology is changing everything. It's not so much that social media; 

geolocation information, big data and other tools exist and require their own set of 

applications and strategies.  It's that they create a three-dimensional chess game that's 

infinitely more complex and unpredictable.  Brands and reputations soar or stumble in a 

matter of minutes in a world where consumers suddenly wield as much power as 

corporations. 

 

That much you probably know.  But what many business and IT leaders don't fully grasp 

is that channel integration must be approached from the customer's perspective rather 

than that of the enterprise.  In this brave new world, the technology and devices used to 

access a company or an account are irrelevant for consumers.  It's simply a matter of 

having a ubiquitous view of purchases, loyalty points, coupons and social media ties.  

Essentially, consumers want their favorite brands to follow them around everywhere, all 

the time. 
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In a business and IT world mired in legacy systems and cost controls, making the 

technology invisible aren’t easily done.  Success requires more than building out robust 

channels or tossing out mobile apps.  It requires more than achieving goals for metrics.  

High click rates and hugely successful viral campaigns don't necessarily lead to bottom-

line results. 

 

Today, the most innovative leaders crumple silos.  They put big data to use in new and 

inventive ways.  They create micro-incubators for innovation and find people who can 

serve as “intrapreneurs”.  They use big data, crowd sourcing and bottoms-up methods to 

identify new products and services that customers didn't know they wanted—and the 

business never thought of providing.  They create marketing and sales channels that work 

so well that they're there, but they're not apparent to the consumer. 

Agile and Flexible Organization Structures 
Due to the speed and impact of business change, agility is even more necessary than at 

any point in business history.  Agility is the catalyst for business results.  The need for 

transformation from today's inflexible business environment to an agile enterprise that 

can change direction rapidly has never been greater.  Yet in many cases, the structures, 

processes and systems that are in place today are inflexible: they are incapable of rapid 

change. 

 

Agility can be defined as the power of moving quickly, easily and nimbly.  Within 

Information Technology, agility is reflected in the Agile Programming paradigm which 

promotes processes that accommodate changing business requirements, stakeholder 

collaboration, high-performing software development teams, and software delivery in 

short iterations.  Leadership agility is now also becoming a word increasingly heard in 

business domain based on market forces such as globalization, information technology, 

and deregulation.  From a business perspective, agility is the ability of a business to adapt 

rapidly in response to a dynamic business environment by providing goods and services 

that meet ever-changing customer demands. 
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We live in an incredible era of possibility where change is everywhere and constant for 

all leaders.  “It's not the strongest nor most intelligent of the species that survive; it is the 

one most adaptable to change." ~ Charles Darwin.  The use of an organizations most 

crucial asset – its employee knowledge, can play a role in problem solving. 

According to a recent study by the Leadership Workshop Profile Report, “Flexibility, 

agility, and innovation are qualities most leaders and organizations want to acquire or 

amplify.”  This report cites a 2010 IBM CEO study, which showed two primary themes 

emerging based on interviews of over 1,500 CEO’s worldwide.  The first theme was 

managing complexity and the second was developing the creative capacity in the 

organization to innovate in response to the shifting marketplace demands. (Report, 2010) 

The alignment between business objectives of an organization and the Information 

Technology (IT) requirements of an enterprise is crucial to the overall success of an 

enterprise.  An organization must be flexible to new technologies that are creating a new 

wave of innovation.  These technological innovations need to drive your business 

outcomes to help influence new strategies and engagements.  An organization often 

doesn’t change until its leaders do. 

 

In his book, “Straight from the Gut, Change before you have to” Jack Welch says in his 

20 years at the helm, he took GE with a market capitalization of about $12 billion to a 

market value of about $500 billion.  He has utilized a very human process to drive change 

through GE's vast organization.  Welch was an advocate of flat organizational structures, 

operating without command and control hierarchies, to be more responsive and agile to 

the new complex, fast-paced, global environment.  

 

Leadership is a necessary workplace variable as it builds structure within an organization.  

Every business structure, bureaucracy and control mechanisms will differ just as each 

business has unique needs. What must be considered first is the building of a structure 

and who will be involved in the structure. 
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An organizational structure can be rigid, flexible or something in between.  Rigid 

organizations employ the functional structure, which typically features many 

management layers.  This form of structure can hamper agility. The moral is to be fast 

and decisive in making business decisions without being encumbered by the bureaucracy 

of the organization.  Most people want ‘elbow room’, whereby they are provided a degree 

of responsibility as well as  ‘headroom’, where they can make decisions on their own, 

without having to go through layers of bureaucracy. 

 

An agile enterprise changes these relationships by breaking down departmental silos into 

sharable service units.  The participation and relationships of people continue to be 

important in the agile enterprise, but the focus has shifted from performing production 

tasks to more flexibly address business challenges and opportunities.  According to 

Norman Augustine, “If sufficient numbers of management layers are superimposed on 

top of each other, it can be assured that disaster is not left to chance”.  To further 

accentuate the need for agility in business, the founder of Electronic Data Systems and 

later Perot Systems, H Ross Perot, once noted, “If you see a snake, just kill it. Don’t 

appoint a committee on snakes.”   

Companies that never saw it coming 

There is a difference between having a recognizable icon brand name and having a solid 

and agile business to back it up.  There are numerous companies that have foundered, 

shrunk, grown obsolete, or been acquired by rivals that grew stronger.  A reason that why 

companies cannot afford to fall behind in maintaining their flexibility is demonstrated in 

the following list 

 

Pan Am, whose slogan was the “World’s Most Experienced Airline,” was once the 

largest international air carrier in the United States.  As an industry innovator, it was the 

first airline to implement a computerized reservation systems, realize the importance of 

well-trained crews, worldwide flights, and the of use jet planes.  Numerous management 

missteps and external events lead to their ultimate demise. 
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Research in Motion (RIM) is known for its development of the Blackberry Smartphone.  

While once the leader in the entire corporate market, they failed to adapt their technology 

for consumer use along with having dated technology.  This once innovative company 

lost its edge to the Apple iPhone and other Smartphone offerings. 

 

Legendary camera and filmmaker, Kodak continues to face a fuzzy future.  

Unfortunately, the company was not agile or visionary enough to jump on the digital 

bandwagon, despite inventing the first solid-state image sensors that converted light into 

digital pictures.  This undermined the fundamental business model of Kodak, which 

meant cannibalizing its then very profitable film business.  When Kodak did enter the 

market, its rivals kept innovating over the years with features like face detection and in-

camera red-eye fixes.  While Kodak offered competent products, they were was always 

following feature trends, never leading them and were not as appealing to the consumer. 

 

The once powerful Internet company that helped usher in the age of the Internet and 

“You’ve Got Mail”, America Online (AOL) still exists but as a shadow of its former self. 

 

Successful companies tend to fall into three traps that make the glory days fleeting, says 

Vijay Govindarajan, professor at Dartmouth's Tuck School of Business and co-author of 

The Other Side of Innovation, These are the physical trap (e.g., continued investments in 

legacy systems and processes which hamper more relevant investments); the 

psychological trap (e.g., a preoccupation on their current successful product and ignoring 

new areas that may displace it); and the strategic trap (e.g., failing to anticipate the 

future). (Vijay Govindarajan, 2010)  

 

If a company keeps offering the same product, a rival can easily leap forward with one 

that is incrementally better.  But yet another competitor can blow them both out of the 

water when they invent something innovative.  Companies must consider how to find and 

retain visionary leaders and how to foster innovation and creativity in their employees in 

order to remain competitive.  These basic lessons apply to small as well as large 

companies. 
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You’ll find that the list of companies that have faltered over the past 50 years is 

extensive.  How many former household name companies can you remember?   

The Knowledge Worker 

The industrial age with its automation of factories and farms has freed large parts of the 

workforce from having to perform physical labor.  The advent of the computer and 

information age has created a demand for those people that had new skills.  These events 

have resulted in the emergence of a new type of worker referred to as the Knowledge 

worker as coined by Peter Drucker in 1955.  Drucker intended the term to describe a 

successor class to factory workers, but now we can define knowledge workers as 

participants in the knowledge economy.  This successor class of knowledge workers has 

become the knowledge organization, which requires new leadership approaches. 

 

“The great challenge to management today is to make productive the tremendous new 

resource, the knowledge worker. This, rather than the productivity of the manual worker, 

is the key to economic growth and economic performance in today’s society.”  (Drucker, 

1993) 

 

A knowledge worker’s main asset is the knowledge and skills that they bring to an 

organization. Typical examples may include engineers, scientists, software programmers, 

healthcare practitioners, and analysts because they "think for a living".  (Davenport, 2005)  

 

As businesses increase their dependence on information technology, the number of 

knowledge workers required in an organization has increased dramatically.  The 

knowledge worker is a growing sector in the workforce.  The comprehensive nature of a 

knowledge work in today's workplace requires virtually all workers to obtain some higher 

degree of training or education.  

 

An organization’s ability to retain knowledge workers is a critical component in 

determining its present and future success.  If the knowledge can be retained, a 
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knowledge worker’s contributions will serve to expand the knowledge assets of an 

organization.  Additionally, if an organization’s culture and practices do not adequately 

reward competitive behavior, key knowledge workers may simply elect not to share their 

experiences.  Workplace policies that improve employee retention can help companies 

reduce their turnover costs. And while most companies recognize, the high costs of 

turnover, they don't necessarily believe that top leadership or management make a 

difference.  Upon asking employees what it would take to improve employee retention, 

leader-related behaviors are typically cited.  A common theme with Human Resources 

personnel is that employees leave their bosses, not their jobs. (Schyns, 2010).  Today’s 

workers want more involvement in decision-making, greater appreciation, improved 

communication, flexible work conditions, and greater autonomy.  However, the failure to 

retain of key talent who leave without their knowledge being acquired can be a major loss 

that is growing in significance.  Further leadership challenges in dealing with increasing 

job mobility coupled with baby boomer retirements. 

 

A game changer today is the confluence of business, technology, innovation, and 

leadership in the way that we work.   Many knowledge workers now have more options 

on how and when they work, and can access to more tools to meet their work needs than 

ever before.  Gone are the days of a 9-to-5 job, thanks to the ubiquitous Internet, laptops, 

tablets, Smartphone’s and Wi-Fi.  As long as you have Internet connectivity, a knowledge 

worker can telecommute, communicate with co-workers, hold video teleconferences, and 

perform work tasks remotely. Furthermore, teams are increasingly becoming 

geographically dispersed and multi-cultural.  Aside from the enterprise IT issues, this 

places additional challenges on leadership to manage their virtual and mobile teams in 

keeping them focused and dedicated while keeping organizational data secure.  Today’s 

new knowledge worker can be characterized as requiring the skills shown in Figure 3. 



Leadership and Innovation                             Harnessing the New Forces Used by Business to Succeed 

 Greer Institute for Leadership and Innovation Page 62  

 
Figure 3 – The Knowledge Worker Skill Set 

 

Every employee within an organization should be considered a knowledge worker and 

should not be stifled by the management structure.  Any employee might have input that 

can help develop better products or services and improve business performance and 

execution.  According to Malcolm Gladwell, “Insight is not a light bulb that goes off 

inside of our heads.  It is a flickering candle that can easily be snuffed out.”  (Gladwell, 

2007) 

 

The real value of a knowledge worker goes beyond their expected output.  It’s passing 

along the ideas and inspiration that drove those outcomes.  Those ideas can be innovative 

and transformative to the business. 

 

Knowledge workers are performing well below their potential because companies still 

don't know how to manage them, according to Thomas Davenport, professor of 

information technology and management at Babson College. "Knowledge workers are 

going to be the primary force determining which economies are successful and which 

aren't.  They are the key source of growth in most organizations. New products and 

services, new approaches to marketing, new business models—all these come from 

knowledge workers. So if you want your economy to grow, your knowledge workers had 

better be doing a good job."  (Alter, 2005) 
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A true leader needs to take steps to ensure that their knowledge workers can be utilized 

optimally and to maintain high levels of performance with the following steps: 

• Ensure that a culture of knowledge sharing is part of the organization’s mission 

statement. 

• Regardless of their tasking, don’t leave your people alone.  Some organizations 

believe in recruiting and hiring smart people and then ultimately leaving them in a 

vacuum and in a perceived rut.  In the industrial age, the primary value of a worker 

was “to do” with everyone conforming to the same standard and potentially mindless 

or “by rote” way of doing something.  Today, in the postindustrial age, a knowledge 

worker’s greatest value is from their mental ability “to think”.   As this new form of 

worker’s value is intellectual, conforming to rigid work standards and structures, 

doesn’t work well.  Just as with manual labor, knowledge work can also become 

mundane and unfulfilling.   Therefore, all too frequently, there are workers that are 

frustrated, unfulfilled and not passionate about their work.  All workers require some 

form of continuing nurturing from and collaboration with their leadership chain. 

• Provide continuous learning and performance improvement opportunities.  Ensure 

that the right level of training is in place through a variety of options from Just In 

Time learning through After Hours on-line training courses, that workers can take at 

their own pace and own self-designated time.  Also offer the ability for knowledge 

workers to learn as an integral part of their normal job workflow. 

• Provide access to the same data and information to all employees. This form of 

information equality encourages sharing and sparks collaboration across the 

organization.  The culture of “openness” of the organization is seen as a crucial 

factor. 

• Break down existing barriers within the organization.   

- The physical barriers of globally dispersed organizations due to geographic distance 

and time zones can’t be changed. 

- Leveraging information technology to enable spontaneous collaboration through the 

utilization of social media tools can break down the technical barriers.   The role of 

tools is central in accessing and sharing information in a 21st century organization and 

make sure that your knowledge workers have the appropriate technology available to 
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them.  The advent of the mobile workforce accentuates the need for these tools.  By 

supplementing these tools with video conferencing and virtual collaboration, 

organizations can bridge physical distances and build relationships. 

- The cultural, working norms, or social barriers, such as rigid hierarchy, don’t spur a 

knowledge worker to effectively engage.  To alleviate these barriers, solutions such as 

incorporating “knowledge sharing” as a metric within performance reviews, is a 

simple option.  Other recommendations would be to enlighten workers about the 

workings of the organizational structure and the importance of collaborative problem 

solving. 

- The contextual barrier represents a misunderstanding of the roles and capabilities of 

people within different aspects of the organization.  This disparity can be based on 

different vocabularies and knowledge.  The use of business forums or short videos 

that highlight different aspects of the organization and how they work can benefit. 

- The structural barrier is based on traditional organizations that are based on a tiered 

hierarchy with uni-directional flow of operational commands emanating from the top 

down.  This also represents a knowledge hierarchy that inhibits the flow of 

operational knowledge and strategies to the knowledge workers.  Knowledge workers 

need to be provided “the big picture” view.  Through the deeper insight provided by a 

leader, there is an increase in “connectedness” an buy-in to the work at hand. 

- The bureaucracy barrier is dealing with the rigid formalized structures that are a part 

of many organizations.  The formalities of the organizational structure must be 

ignored for information to be provided to the correct individuals.  

• Note multiculturalism and diversity in your dealings.  In this brave new world, don’t 

use the same template in dealing with every knowledge worker.  Treating everyone 

the same way may miss opportunities in garnering innovation or enhanced 

productivity from them. 

• Utilize the appropriate workflow and decision-making approach to facilitate overall 

knowledge worker effectiveness.  Dependent on the tasking and personnel location, 

workers and tasks may be geographically dispersed and require different leadership 

and coordination techniques.   
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• Provide a degree of control to the knowledge worker.  Allowing knowledge workers 

to override automated or semi-automated decisions can provide a degree of autonomy 

and self-worth to the knowledge worker.   Such measures can lead to better and more 

rapid decisions without running them “up the flagpole”. 

• Insure that all levels in the organization are involved and act in a timely fashion.   

Information should flow freely and rapidly through the organization.   Everyone 

should have open access to everyone else within the organization.  

• Recognize and reward knowledge worker input.  It’s generally been recognized that 

monetary reward is not the most important. 

• Measure knowledge worker productivity.  While knowledge work is difficult to 

measure, it must be identified and captured through a set of some key performance 

indicators. 

 

According the Mark McDonald of the Gartner Group, business leaders need to look at the 

evolution of the knowledge worker to a new type of worker – the judgment worker.  “A 

judgment worker is someone who creates value through making decisions based on their 

experience, contextual awareness and subject matter expertise.”  According to Mark, a 

judgment worker makes unstructured decisions based on continually evolving 

information as opposed to knowledge workers who deal in a more structured framework 

and processes.  (McDonald, 2011) 

Finding Key Talent 

True innovation and competitive advantage stems from a company's workforce.  Hiring 

good and talented people can help make or break your business.  Competition for top-

level talent is always fierce.  Talent is defined as the “natural ability to excel at a duty or 

action”.  (definition/talent)  

However, the word ‘talent’ is sometimes loosely used and difficult to define when 

referring to a workforce.   Given different perspectives within and across organizations, 

educational levels and skills, workforce and cultural diversity, different attributes are 

emphasized when defining key talent.  
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Most people use talent and skill interchangeably but they are not the same.  Skill is the 

ability to do something well that is usually gained and improved upon through training or 

experience over a period of time.  People can be skilled but not particularly talented.  

Everybody has an opportunity to learn and earn a particular skill whereas a talent is the 

inherent or inborn ability to do something without prior experience or training. An 

individual can be driven to success in life through use of both skill and talent.  However, 

skill is not a substitute for talent.  

 

Today, the most differentiating and desirable attributes in a talent search include 

innovation, thought leadership, and the ability to lead teams.  Larry Bossidy, CEO of 

AlliedSignal noted, "At the end of the day, we bet on people, not strategies." 

 

Through the ubiquitous Internet and strong connected on social media, organization can 

increasingly leverage technology, via video interviews, online assessments and social 

referral recruiting tools, to source and assess key talent. .  Social media can significantly 

expand the applicant pool and shed valuable light on job candidates. Organizations also 

need to utilize other approaches to fill their talent pipeline.  Some organizations send 

representatives to conferences and community events for speaking engagements or to act 

as ‘company ambassadors’.  Supporting groups and events that specifically cater to the 

search for diverse potential job candidates should not be ignored.  Additionally, 

relationships with local colleges and university can be beneficial for tapping into talent. 

 

In considering the challenges involved in finding the right talent, think of what Capital 

One CEO Richard Fairback once said: “At most companies, people spend two percent of 

their time recruiting and 75 percent managing their recruiting mistakes.” 

 

It’s really about finding the right people for your organization.  According to Gallup 

Chairman and CEO Jim Clifton, four types of people drive innovation: inventors, 

entrepreneurs, extreme individual achievers in their fields (such as the arts, entertainment, 

or sports), and super mentors. "The theory is that where these people settle is where new 
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economic empires will be built," Clifton said. "And they go where there is other talent 

like them." 

 

Gallup studies have also noted that there are three types of employees within an 

organization: Engaged (e.g., work with passion and drive innovation); Not Engaged (e.g., 

put in time at work but are effectively “checked-out”); and those that are Actively 

Disengaged (e.g. displeased and actively undermine business activity).  A true leader that 

can create and nurture an environment where employees are engaged will ultimately yield 

a higher crop of creativity and innovation. 

 

According to a 2012 IBM CEO Study, CEOs consistently highlight four personal 

characteristics most critical for employees’ future success are being collaborative, having 

strong communication skills, exhibit creativity, and be flexible.  (Leading Through 

Connections CEO Case Study, 2012)  The flexibility characteristic reflects the need for 

finding employees with the ability to constantly reinvent themselves.  Businesses are 

constantly evolving and new technologies are making an impact, new skills and processes 

are required to cope. Associated with flexibility is the ability for employees to be 

comfortable with change. 

 

As numerous studies throughout the years have shown, CEOs have difficulties finding 

people with the appropriate skill levels.  This has resulted in a war for talent, which refers 

to an increasingly competitive landscape for not only recruiting talented employees but 

retaining them as well.  In our highly competitive global economy, ideas are developed 

quickly and cheaply, and people are more willing to look for other job opportunities more 

often.  For the most part, gone are the days of working for one company for your entire 

career.  This leads us to what is required to manage and develop our existing talent. 

Talent Management and Development 

Organizations are now paying more attention on retaining talented employees and 

keeping them actively engaged in their work.  An organization is only as strong as the 

people that it employees. Talented employees should feel that their employers consider 
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them a prize worth fighting for.  Talent Management is the science of using human 

resources to improve business value and make it possible for organizations to reach their 

goals. This incorporates everything that ranges from recruitment, retain, development, 

rewarding as well as strategic workforce planning. Unfortunately, too many organizations 

dismiss talent management as a short-term, tactical problem rather than being coupled to 

their long-term business strategy.  

 

Companies need to make a concerted effort to proactively identify and satisfy the needs 

of their most critical talent.  According to a survey by HR services provider Northgate 

Arinso (NGA), a majority of business leaders polled said they believe that identifying the 

right talent is critical to success, but more than half of respondents said there is a shortage 

of talent in their industry.  “There is a real worry that there is a lack of readily available 

talent and that, potentially, this will impact on a business’s ability to deliver its strategic 

vision," said NGA Vice President of Strategic Marketing Michael Custers in a statement 

about the results. (HR Disciplines, 2013) 

 

Many organizations are still dealing with outmoded talent management models that did 

not deal with the new age of workforce diversity, multiculturalism, globalization, and 

rapid business change.  This has resulted in a talent expectations gap which is the 

disparity between what companies expect from their workforce and the skills that are 

available in the marketplace.  

 

Several key aspects of talent management include: 

Key talent retention - Make sure that their most valuable employees are engaged 

and satisfied with their environment (work/life balance, compensation, benefits).  

The goal is to reduce turnover, which is the unplanned loss of workers who 

voluntarily leave and whom employers would prefer to keep.  Provide reasons for 

employees to stay within the organization and ensure that they are aligned with 

the culture, values, and goals of the organization.  Loyalty, engagement, and 

employee retention are strongly intertwined. While loyalty itself does not 
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guarantee engagement and employee retention, it certainly is an influencing 

factor.  Provide growth opportunities by filling positions with promising internal 

candidates instead of hiring from outside the organization.  Understand the global 

workforce and diversity aspects in talent management practices as one set of 

policies will not apply world-wide.  Note that the military is considered by many 

to be a good proving ground for leaders. 

Leadership Succession – The process of identifying and developing individuals 

with the potential to replace key leadership positions to account for people that 

are retiring or transitioning to other roles outside of the organization.  Few events 

in the life of an organization are as visible, critical, or stressful as when the leader 

leaves and is replaced by someone new.  Departures may be sudden and occur 

with little or no warning or may be planned to allow for mentoring and a smooth 

transition.  Jim Skinner, former CEO of McDonald's Corp., was known to tell 

managers: "Give me the names of two people who could succeed you."  It was 

just one way the CEO continued the culture of succession planning at 

McDonald's.  In their book, Built to Last: Successful Habits for Visionary 

Companies, (James Collins, 1990) eighteen organizations were identified that 

have been industry leaders for at least fifty years.  It was noted that one of the key 

reasons for their long-term success was because of their strong focus on 

succession planning and leadership development.  And regardless of the 

succession plan, every new leader brings anxiety and potential change to the 

organization that needs to be addressed to insure that business rhythms and 

operations continue normally.  There is always the question about candidate 

selection as to whether hire from within or hire externally for a leadership role.  

Succession planning should begin by hiring and developing top-level talent, but 

external candidates should not be ruled out. A study by Matthew Bidwell at the 

University of Pennsylvania’s Wharton School showed that external hires are 61 

percent more likely to be laid off or get fired, and 21 percent more likely than 

internal hires to leave a job of their own accord. The outside hires also received 

higher pay, but got lower marks in performance reviews during their first two 
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years on the job.  (Bidwell, 2012)  One factor to be considered for leadership 

succession is whether the same type of leader is required.  Sometimes, an 

individual with new skills and capabilities needs to be considered to shake things 

up. 

Career pathing - Align the personal interests, abilities, aspirations, and talents of 

each employee with those of the broader organization.  While there are numerous 

reasons for an employee to leave a company, the lack of career advancement is a 

key factor.  Some organizations have embarked on creating the role of a Chief 

Talent Officer (CTO) as the person responsible for acquiring, developing and 

retaining key individuals.  The CTO must be able to influence management to 

implement the necessary strategies to meet their workforce goals. 

Leadership Identification - While natural leaders stand out and are easy to 

identify, those that have leadership potential is a more difficult process.  Make 

every attempt to identify future leaders earlier in their careers.  Realize that it 

takes time to nurture and develop the next generation of leadership. 

Measure Progress - Provide each employee with a clear job description, 

performance metrics, and a growth and development plan within the organization.  

Measure employees progress quarterly.  Use predictive workforce analytics to 

help identify talent gaps and to better forecast capital resource needs. 

Invest in Learning and Development - Provide employees with customized 

learning capabilities to feed their desire to improve their skills and capabilities.  

Just as with previously mentioned CTO position, another new title is becoming 

more mainstream: Chief Learning Officer or CLO.  A CLO is responsible for 

managing the talent or development programs within an organization. 

Hiring for the Long Term - Consider long term strategic plans and growth 

objectives to drive recruiting strategies and hiring practices. 
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Talent mapping - Link the talent on hand to the talent that will be needed to 

support growth in order to assess shortfalls or gaps.  Just as organizations 

maintain an inventory of supplies (paper, toner, etc.) as a part of their normal 

business practice, they need to maintain back-up and redundant talent to address 

any staffing situations that may arise. 

Trends - According to a Talent study by McKinsey Global Institute, there are 

numerous workforce issues that need to be considered.  The study notes that 

business leaders must develop a finer-grained view of shifting labor dynamics 

throughout the world.   Leaders need to better tune their recruitment, off shoring, 

and investment strategies by considering and anticipating trends in education, 

aging, and incomes.  (Talent Tensions Ahead: A CEO Briefing, 2012) 
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