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Craving for Certainty  
in Uncertain World 

1. When will this pandemic be 
over? 

2. How do we secure future of 
businesses?  

3. How do we build resilient and 
agile businesses? 

4. What are new emerging 
customer needs ?  

5. And…and….and… 

Yearning to know  
the  unknown 
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            Role of leaders in securing future  
                   in uncertain & complex world 

1. What customers need & why? 

2. External business environment  

3. People and culture  

4. Producing and delivering with excellence 

(easy, fast, low cost, consistently etc. ) 
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                    1. Listen to Customers. Redesign  
                    Offering & Customer Experience 

1. What “job” are they trying to 
accomplish in the given 
circumstances?  

2. What “problem” are they trying to 
solve in the given circumstances? 

3. What causes What (Why customers 
buy our products and services in the 
given circumstances?) 

4. What are the major drivers of 
customer satisfaction and customer 
experience?   

Prof. Clayton M. Christensen,  
Harvard Business School.  
“Jobs To Be Done” theory  
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2. Sense the Environment  
Connect the Dots. 

 

1. Traditional “Forecast-
Plan- Implement-Grow” 
model cannot be relied 
on  
 

2. Anticipate Changes. 
Connect the dots 
 

3. Use Scenario planning  
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3. People & Culture 
 

a. Create culture to learn 
to work in an 
environment of 
ambiguity and 
uncertainty 

 

b. Encouraging dissent 

 

c. Build People 
capabilities for future 
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4. Operational Excellence 
 

1. Manage with agility & 
speed 
 

2. Go / Accelerate 
digitization 
 

3. Innovate & redefine 
industry  
 

4. Identify emerging risks 
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Concluding Thoughts 
 

Leaders need to ensure 
organization is well 

prepared to deal with 
uncertainties. 
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