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Question

How effectively can we improve, and act on 
Trust-building actions across relationships?

#thetrustparadignbook
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Welcome
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Todays discussion

The Executive Thought Leadership Forum has been in our sights for 
some  time, businesses, particularly in leadership need to navigate a 
different course and see the global economy through a different lens, 
change is speeding up, change is not a phase, change is constant.

This event is going to take trust across thought leadership in everything  
we do. Covering: Business Design Thinking Innovation, Trust and the 
Importance of Culture, we all need to arm ourselves with over the next 
10 years to survive, to co-create a  more sustainable future.

Itinerary 
2.30-3.30pm: Thought leadership 
3.30-4.00pm: Fireside chat with the speakers 
4.00-4.30pm: Freeths LLP discusses increased scrutiny 
over business risk 
4.30-5.30pm: Drinks, canapes and networking
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Dan Ilett
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Douglas Lines



DOUGLAS LINES – DESIGN THINKING LED BUSINESS MODEL INNOVATION AND 
HOW CULTURE UNDERPINNED BY TRUST IS THE KEY DIFFERENTIATOR



THE 3 HORIZONS OF GROWTH AND WHY THEY MATTER

The 3 Horizons of Growth

1 – IMPROVE
an existing business

2 – TR ANSFORM
an existing business

3 – INNOVATE
a new business (model)

DIGITIZATION DIGITAL

TRANSFORMATION

INNOVATION



20%
Make a step-change to
TRANSFORM an existing 
Business Model 
(HORIZON 2)

Incrementally IMPROVE
an existing business

10%
Radically INNOVATE
a new Business Model 
(HORIZON 3)

COO CMO CFO

70%
Incrementally IMPROVE
an existing business 
(HORIZON 1)

Existing business
Purpose: Execute & improve (H1)

New business
Purpose: Innovate a new Business Model (H3)

Transform the existing business (Joint Responsibility)
Purpose: Transforming & making a step-change improvement to an existing business (Horizon 2)

CHIEF NEW BUSINESS (CNB)

HOW MUCH TIME DO YOU AND YOUR EXECUTIVE TEAM SPEND ACROSS THESE THREE HORIZONS?  RECENT 
GLOBAL SURVEYS INDICATE NEARLY 90% IS IN HORIZON 1



THE BUSINESS MODEL ENVIRONMENT CANVAS HELPS US APPRECIATE THE CONTEXTIAL OPERATING ENVIRONMENT 
THAT SURROUNDS US AND ALLOWS FOR  IDENTIFYING OPPORTUNITY SPACES



The work you do matters. But if you do not share this work 
with C-Suite, how do you expect your team’s to be 
prioritized? 

First, you need to get a seat at the table by strategically 
communicating how your team provides the assurance that 
ensures the organisation’s success.

The next 5 years is about how to deliver that message at the 
right time, in the right way, to the right people

Today’s discussion



© 2020 International Business and Executive Management Limited 

Mission statement
• Geoff is a serial business advisor, CSuite Executive and Digital Non-

Executive Director to growth-phase tech companies. Rated by 
Agilience as a Top 250 Harvard Business School authority covering; 
‘Strategic Management’ and ‘Management Consulting’

• Geoff has over 30 years of experience in the business and 
management arena, he is author of 5 books ‘Freedom after the Sharks’, 
‘Meaningful Conversations’, ‘Journeys to Success Volume 9’, GOD in 
Business and his latest best selling book ‘Purposeful Discussions’. He 
lectures at business forums, conferences and universities and has been 
the focus of TEDx and RT Europe’s business documentary across various 
thought leadership topics and his authorisms.

• A member and fellow of the Institute of Directors, associate of The 
International Business Management Institute, a co-founder and board 
member of the Neustar International Security Council (NISC) and a 
distinguished member of the Advisory Council for The Global Cyber 
Academy. He holds a Master’s degree in Business Administration.

• Third level
• Fourth level

• Fifth level

Experience at a Glance
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The new ‘Normal’era

Leaders facing the unprecedented times and are also looking to their 
organisation’s core, its communal culture and values, to inspire resilience, 
unleash agility, and help employees to thrive, not simply survive.

Setting a regular cadence with a clear voice is critical. Incomplete or 
conflicting communications can slow the organisation’s response.  In a 
time of crisis, trust is paramount:

Trust =Transparency +Relationship +Experience +Purpose



© 2020 International Business and Executive Management Limited 

Karen Jones



The way we do things around here?

What we do when no one else is looking?
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tsA combination of visible and invisible 

elements that make up 

the personality of the organisation.

What is ‘culture’?

Culture is reflected by the worst behaviour 
that you are ready to accept
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Creating a Common & Inclusive Language to Drive Open Dialogue
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Adaptability
• High performing organisations go 

beyond ‘responsiveness’ and 
proactively look for new and 
improved ways to do work.  

• A psychologically safe environment 
means that successes and failures 
are considered learning 
opportunities.

• Customer needs and expectations 
are both understood and considered 
as decisions are made.

Today’s leaders are not just responsible for culture, they are accountable for the culture they create. 
What is your best guess for the culture you have created today?

Involvement
• The workforce must have the 

skills, information and 
encouragement to execute
against strategies and goals. 

• Involved employees feel valued, 
believe they can make a 
difference and act with a sense of 
ownership.

Mission
• Employees need to know what 

they are expected to do AND 
why. 

• When Mission is clear and aligned 
there is visible line-of-sight 
between near-term and long-
term priorities.

• Employees have a sense of 
purpose combined with a results 
orientation.

Consistency
• To maximize execution in the workplace 

it is important to be able to coordinate
work across various boundaries and 
eliminate silos.  

• An environment of respect allows for 
constructive conflict so that problems 
can be solved and agreement reached. 

• The Core Values set clear behavioral 
expectations and supports consistent 
decision making.

Today’s leaders are not just responsible for culture, they are accountable for the culture they create. What is your best guess for 
the culture you have created today?
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Does Culture Really Matter ?

20

Case Study
Your culture can change. That change can have an incredible impact on your business. Denison helped this retail organisation transform its
culture, and in turn its performance. Over four years, Denison helped the management team champion an uncompromising and relentless
focus on putting the customer first. In addition, the brand was refreshed with a better in-store customer experience, improved products,
innovative marketing campaigns, a revised Company logo, and a fleet of new delivery vehicles. The results can be seen in their survey
participation, culture scores, and profitability (as measured by EBITA).

Does Culture Really Matter ?



Mission

Strategic Direction & Intent
There is a long-term purpose and direction.

Our strategy leads other organizations to change the way they compete in the industry.

There is a clear mission that gives meaning and direction to our work.

There is a clear strategy for the future.

Goals & Objectives
There is widespread agreement about goals.

Leaders set goals that are ambitious, but realistic.

The leadership has clearly stated the objectives we are trying to meet.

We continuously track our progress against our stated goals.

Vision
We have a shared vision of what the organization will be like in the future.

Leaders have a long-term viewpoint.

Our vision creates excitement and motivation for our employees.

We are able to meet short-term demands without compromising our long-term vision.

PERCENTILE
0 25th 50th 75th 100th

1st 2nd 3rd 4thQUARTILE

32

40

25

31

35

32

65

60

25

28

10

8

In this organisation...

Comments:
 Your overall strength appears in setting objectives for the short term and tracking progress against these.
 Are these objectives considered realistic? How much involvement is there in such business planning and are people aligned on the goals?
 Would you create more meaning for people if they were more involved and understood the longer-term purpose and difference you are trying 

to make?



Involvement

Empowerment
Decisions are usually made at the level where the best information is available.

Information is widely shared so that everyone can get the information he or she needs when it's needed.

Everyone believes that he or she can have a positive impact.

Business planning is ongoing and involves everyone in the process to some degree.

Team Orientation
Cooperation across different parts of the organization is actively encouraged.

People work like they are part of a team.

Teamwork is used to get work done, rather than hierarchy.

Work is organized so that each person can see the relationship between his or her job and the goals of the organization.

Capability Development
Authority is delegated so that people can act on their own.

The "bench strength" (capability of people) is constantly improving.

There is continuous investment in the skills of employees.

The capabilities of people are viewed as an important source of competitive advantage.

PERCENTILE
0 25th 50th 75th 100th

1st 2nd 3rd 4thQUARTILE

26

46

22

41

29

8

39

34

35

25

54

53

In this organisation...

Comments:
 What decisions could be made further into the business, is there a connection to how authority is delegated and to 

whom?
 What influence might a stronger short-term view have on people’s belief that they can have a positive impact, how 

might team focus connect to this and a more inspiring longer-term purpose?  
 How could your strength in tracking progress create more individual/team motivation and energy? 
 What type of information might be harder to share and why?
 What is working well in skill development, and why might this not automatically lead to a sense of enhanced 

capability?



Adaptability

Creating Change
The way things are done is very flexible and easy to change.

We respond well to competitors and other changes in the business environment.

New and improved ways to do work are continually adopted.

Different parts of the organization often cooperate to create change.

Customer Focus
Customer comments and recommendations often lead to changes.

Customer input directly influences our decisions.

All members have a deep understanding of customer wants and needs.

We encourage direct contact with customers by our people.

Organizational Learning
We view failure as an opportunity for learning and improvement.

Innovation and risk taking are encouraged and rewarded.

Learning is an important objective in our day-to-day work.

We make certain that everyone is informed about what is going on across the organization.

PERCENTILE
0 25th 50th 75th 100th

1st 2nd 3rd 4thQUARTILE

64

19

37

25

50

60

44

8

31

70

35

50

In this organisation...

Comments:
• How does this flexibility work well for you? When might it be more of a challenge? How does your ability to flex align to co-ordination and 

strategic priorities?
• Would a stronger vision enable greater motivation to cooperate across the business, to achieve for the customer?
• What might change if you understood your customers more?
• What happens if the innovation and risk does not work, how does this drive adoption of change?



Consistency

Core Values
The leaders and managers "practice what they preach."

There is a clear and consistent set of values that governs the way we do business.

When people ignore core values, they are held accountable.

There is an ethical code that guides our behavior and tells us right from wrong.

Agreement
When disagreements occur, we work hard to achieve "win-win" solutions.

There is a clearly defined culture.

It is easy to reach consensus, even on difficult issues.

There is a clear agreement about the right way and the wrong way to do things.

Coordination & Integration
Our approach to doing business is very consistent and predictable.

People from different parts of the organization share a common perspective.

It is easy to coordinate projects across different parts of the organization.

There is good alignment of goals across levels.

PERCENTILE
0 25th 50th 75th 100th

1st 2nd 3rd 4thQUARTILE

40

23

20

16

18

16

20

36

25

25

13

17

In this organisation...

Comments:
 Could the leadership declare the corporate core values, the guiding principles upon which decisions are made and evaluated?
 Would greater clarity on your values enhance how agreements are made and accounted for?
 Does your comfort in flexibility create pain in being more predictable and consistent?
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Changing Culture – Changing Rituals, Routines & Habits
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Changing Culture – Changing Rituals, Routines & Habits
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Cultural Drivers of Organisational Trust
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Mark F. Herbert
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Co-author



The State of Corporate 
Culture Today
• Toxic workplace culture costs businesses billions in employee turnover: $223 billion over the last five 

years.

• Trust in leadership is at an all-time low, according to research by multiple sources. Yet, employees 
attribute them with a high amount of power. The vast majority – 76% – say that their leaders set the 
culture of their workplace.

• Leaders are the reason 60% of employees want to leave their organization.

“While Taylor's theories are viewed as harsh and impractical today, his work was still cited in every class I 
attended that discussed the roots of modern management science. What's not often discussed is how little 
Taylor thought of the people who actually produced products in the factories he studied.”

Dustin McKisson, Founder and CEO of McKisson and Company. The Rotten Core of Every MBA Program, INC. 
Magazine



The Problem Isn’t 
New!
• In 2015 the US Department of Labor estimated that 

employee turnover costs the US economy $5 trillion annually

• They further estimate that “employee disengagement”, 
which we now refer to as “quiet quitting” costs an additional 
$200 billion per year.

These numbers are pre-pandemic.

Our leadership models are severely flawed. Studies reflect that 
60% of aspiring leaders pursue those roles with the primary goal 
of increasing their income.



Understanding “Job 
Misery”
• A recent study from the UK concluded that age 35 is the 

point when employees feel disappointed and potentially 
disengaged from their work. This is deeply concerning both 
from a productivity and human cost considering the average 
person will spend another 30 years in the workplace!

Patrick Lencioni in his book The Truth About Employee 
Engagement identified three (3) primary causes of “job misery”-

• Anonymity

• Irrelevance

• Immeasurement

He also identified three (3) primary impediments to change

• Employee obstacles

• Organizational obstacles

• Emotional obstacles



Time for A New Leadership 
model
Our leadership model is based on five (5) key attributes-

• Technical competence

• Understanding trust and congruency

• Emotional and social intelligence

• Emotional awareness

• Emotional balance

Two challenges-

Aside from technical competence are we incorporating these 
competencies into our recruitment, selection and leadership training?

Are we creating thick versus thin relationships in our organizations?



The ROI of Investing in an Integrated Strategy

In his book The Employee Experience Advantage Jacob Morgan tracked the 
performance of 250 companies. The organizations that utilized a model 
incorporating consideration for technology, physical environment, and 
organizational culture experienced the following compared to the others-

• Average profitability of 4.2 times the others

• Profit per employee of 4.0 times the others

• Revenue per employee of 2.8 times the others

• Average revenue of 2.1 times the others

These organizations also outperformed the S&P, Nasdaq, Fortune 100 Best 
Companies, and Glassdoor’s top 100!

They enjoyed what Stephen MR Covey refers to as a “Trust dividend”
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Luke Dixon
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Fireside chat
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Questions and answers
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Mission statement
• Edit Master text style

• Third level
• Fourth level

• Fifth level

Drinks, canapes and networking


