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About The EMEA Exchange 

The EMEA Exchange gives senior executives at leading firms 
the knowledge, network, and the know-how to succeed in 
today’s tough business challenges. This community of 
accomplished business leaders, thought leaders, academics 
and researchers share ideas and experiences related to 
growth, innovation, and technology. We host these meetings 
in the US, and in the Europe/Middle East (EMEA).  

‘Firms must focus on putting the right 
person, with the right attitude, in the right 
job, with the right skills, at the right time.’ 

John Hinshaw, HP 
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Welcome to  
The EMEA Exchange 

Global megatrends 
create opportunities 
for innovative business models. 

Which global trends will transform your 
business most over the next five years? 

Source: PwC, 17th Annual Global CEO Survey, 2014. 

5 years 

81% 
Technological 
advances 

60% 
Demographic 
shifts 

59% 
Shifts in 
global 
economic 
power 

46% 
Resource 
scarcity 
and climate 
change 

40% 
Urbanisation 



Understanding  
The EMEA Exchange 

Is your business in danger of being 
disrupted? Profound trends are 
changing markets at an accelerating 
rate, with big implications for how 
companies compete now, and in the 
future. Our first EMEA Exchange 
brought together a community of 
business and technology leaders 
from different industries throughout 
Europe and the Middle East to share 
approaches and ideas for how to 
“future proof” their businesses.  

The threat of disruption has 
shortened the expected longevity 
of many established firms. The 
EMEA Exchange is a 2 day event 
where we explored the trends 
shaping the future to enhance our 
collective understanding, and to 
figure out how we can prepare our 
organisations to compete in the 
years ahead.  

Why should an executive care?  
When industries are disrupted, 
the customer, market power, and 

profitability of organisations 
radically change. 

How bad can the disruption be? 
Level 1 disruption is a change in the 
customer experience, as we have 
seen in the redefined customer 
interface created by mobile and 
digital. Level 2 is when the customer 
and the operating model change 
through outsourcing, technology or 
other operating model changes. 
Level 3 disruption is when the entire 
business model in the industry 
changes. In a more disrupted world, 
you need to worry more about future 
proofing your business. 

We have summarised the 
conversation over the two days 
under the categories of 
Emerging trends, the 
Reinvention of work, New 
models for engagement and 
innovation, and The 
leadership challenge. 

Future proofing your business 

Learning  

from leaders 

Redesigning  

work 

Building  

future  

organisations 

Engaging  

employees 

Opportunities 

Seeing the  

future 

Building  

resilience 

Evolving  

customers 

Regulation 

Sustainability 

Megatrends 

Tech 

innovation 

Surviving in dynamic markets 
A focus on pressures 

Thriving in dynamic markets 
A focus on management techniques 
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Executives need to keep on the 
lookout for several early warning 
signs that indicate their business is 
in danger of disruption. The 
following questions should be asked 
to gauge your level of risk: 

• Is the core product my customer 
buys changing (e.g. movies in 
video format to online 
streaming)? 

• Are the core technologies of 
production changing (e.g. 3-D 
printing)? 

• Is the nature of my competition 
changing (e.g. new entrants 
stealing market share)? 

• Is my relationship with the 
customer being disintermediated 
(e.g. search engines)? 

• Is my industry undergoing 
regulation, deregulation, or re-
regulation? 

If the answer to any of these 
questions is ‘yes’, your industry 
could be going from ‘mature’ to ‘de-
mature’ and is at risk of disruption. 



In order to prepare for the future, 
we must first understand what it 
may look like so we can respond 
to emerging opportunities and 
drive long term growth. We 
examined emerging trends 
through several lenses and 
explored how executives can think 
about adapting, taking charge and 
building resilient organisations. 

Blair Sheppard, Global Leader, 
Strategy and Leadership, PwC US 
led a discussion with participants 
around five megatrends that are 
dramatically shaping the future.  

Demographic shifts – the 
developed world is getting older, 
and the developing world is 
getting younger. Fewer people will 
be supporting more people with 
fewer resources.  

Shift in economic power – 
economic and political models 
must shift as they become more 
interdependent and multiple 
ideologies have global influence.  

Accelerating urbanisation – the 
continued movement of people to 
cities renders them an 
increasingly important economic 
and political force, and leads to 
the rise of megacities. 

Resource scarcity and climate 
change – there is an increased 
need for water, food and energy 
and a challenge to balance the 
interdependence of all three. 

Technological breakthroughs – 
cited by 81% of CEOs in PwC’s 
annual CEO Survey as the number 
one trend affecting most 
businesses over the next 5 years.  

While these trends are developing 
quickly, they also create huge 
opportunity for companies that 
are ready and willing to act – but 
most of us aren’t moving fast 
enough. Sheppard advised 
business leaders to explore these 
issues further, and consider how 
well equipped they are to tackle 
them: 

• Know your purpose – we live 
in complex times: your 
purpose is an anchor that can 
keep you true to your core;  

• Have an honest conversation 
with your leadership team, 
ask them “do we know how to 
lead through this disruptive 
change?”;  

• Determine how you can 
evolve at a pace to meet 
market needs, which requires 
evolving on many dimensions 
simultaneously. 

Simply keeping up with the pace 
of advances has become a 
challenge. Noreena Hertz, 
renowned economist and 
professor at University College 
London, highlighted several 
specific challenges facing 
leadership, including 
technological disruption, 
transparency, and the modern 
deluge of information.  

“We’re living in a time in which 
the urgent crowds out the 
important.” Hertz warned. We 
need to become smarter 
information hunter gathers, 
establishing mechanisms to 
understand our customers and 
seek out diverging points of view.  

In order to cope with the 
emerging threats, Hertz 
recommended using the mindset 
of “accept, adapt and innovate” to 
overcome our natural tendency to 
adjust more quickly to good news 
compared to bad news. Most 
importantly, leaders must 
establish the time and space to 
think. This will give us a clearer 
view of the challenges we face and 
enable us to prioritise the 
important over the urgent.  

Adapting to trends 

Because of the magnitude and the 
speed of change, we need to 
develop new models for how we 
live and work in a more complex 
environment. Take urban living as 
an example.  

 “By 2030, there's going to be 4.9 
billion people in African and 
Asian megacities alone,” stated 
Leo Johnson, Sustainability and 
Strategy Partner, PwC UK. 
Johnson noted that just as our 
companies have become more 
complex, so too has our socio-
economic environment.  

 

 

 

‘By 2030, there’s going to 
be 4.9 billion people in 
African and Asian 
megacities alone.’  

Leo Johnson, PwC 
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Emerging trends 



Increasingly, people are flocking to 
cities for the lifestyle, jobs and 
opportunities they offer – but not 
always by choice. Johnson proposes 
that these megacities can be 
dystopian cities of squalor, poverty 
and pollution, but they have the 
potential to become something much 
more. 

Johnson introduced the concept of 
the distributed city – where 
“technology isn’t the answer, but an 
amplifier of intent” – a city that 
creates growth opportunities and 
jobs by addressing the problems of 
the megacity. He cited an example of 
“innovation hubs” that have sprung 
up in the city of Nairobi that are 
seeking this goal. He offered that we 
have the potential for co-producing 
and co-creating connected 
ecosystems that enable us to engage 
in the tasks that are meaningful to 
us. Our challenge is to ensure they 
prevail.  

Taking charge 

Eighty percent of our Exchange 
audience indicated that they saw a 
lot of regulation in their industries. 
Julie Coates, UK FS Risk and 
Regulatory Leader, PwC UK 
explored some of the pressures 
pushing governments toward and 
away from regulation, engaging in 
dialogue with attendees. She 
stressed that regulation isn’t going 
away because of the near ubiquitous 
dependence on a stable national, 
regional, and global banking system. 
In many countries, banks are 
literally too big relative to the size of 
the economy to allow them to fail.  

This means leaders across industries 
must take a more proactive approach. 
She posed the challenge “How can you 
adapt, analyse, embrace – or exit 
certain markets – in advance of the 
regulations taking hold to make sure 
you are delivering profitable and 
compliant business outcomes?” The 
most important thing, noted Coates, is 
culture - establishing a firm that can 
analyse the impact, respond quickly 
and embrace the behaviours required 
to be customer centric.  

The resilience matrix 

‘Risk Responsive’ 

Ready to successfully 
respond to a crisis, but 
protection of resources and 
assets inadequate  

‘Roads to Resilience’ 

Robust precautions to 
protect resources and 
assets and rehearsed plans 
to respond to a crisis 

‘Roads to Ruin’ 

Poorly prepared for 
foreseeable adverse events 
and unable to cope with a 
crisis 

‘Risk Compliant’ 

Prepared only for those 
adverse circumstances 
identified and evaluated in 
the risk register 

Increasing standard of control to prevent, protect and prepare for 
expected risks In
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Building resilience 

Building resilience into your 
organisation is also important for 
addressing risks beyond regulations. 
Richard Sykes, UK Leader of 
Governance Risk and Compliance, 
PwC UK highlighted some key 
principles for companies seeking to 
improve their resilience. (These are 
available in the “Roads to 
Resilience” report available through 
Airmic). 

• Maintaining a risk radar to 
detect early changes in the 
environment,  

• Diversifying resources and 
assets,  

• Building strong internal and 
external relationships and 
networks, 

• Responding rapidly to crises, 
and  

• Reviewing and adapting based 
on experience and changing 
circumstances. 

Bringing these principles to life 
requires strong cultural values 
demonstrated at the very top of the 
company. John Ludlow, Senior 
Vice President of Global Risk 
Management, InterContinental 
Hotels Group commented that today 
an incident in one part of the world 
can quickly escalate globally. He’s 
found that culture makes all the 
difference in responding. He shared 
that resilient organisations maintain 
a no-blame culture, reward and 
encourage well executed crisis 
management, and use near misses 
as learning opportunities. Resilience 
isn't a single end goal, but a set of 
behaviours that enable businesses to 
conduct themselves responsibly. 

http://openphotography.photoshelter.com/gallery-image/PwC-EMEA-Exchange-2014/G0000YtT291_h6EI/I0000aOkr_WM3MDY
http://openphotography.photoshelter.com/gallery-image/PwC-EMEA-Exchange-2014/G0000YtT291_h6EI/I0000aOkr_WM3MDY


Maintaining resilience with these 
pervasive trends creates huge 
pressures on executives to drive 
their organisations hard to keep up, 
but the workforce, and the very 
organisation itself, is also 
undergoing tumultuous change. 
While technology enables 
automation, monitoring and 
depersonalisation, business leaders, 
more than ever, need to counteract 
these effects by relying on empathy 
and the quality of human interaction 
to ensure success.  

Automation of work 
Work has become more complex, 
and technology is both a challenge, 
and a solution. “47% of jobs could 
become automated in the next two 
decades,” quotes Lynda Gratton, 
Professor of Management Practice at 
London Business School. Those jobs 
most likely to persist are those 
requiring human intuition and 
interaction.  

To remain effective in an 
increasingly automated world, 
workers will need mechanisms to 
collaborate across global boundaries 
and across five generations 
simultaneously. Gratton challenged 
that we need to reimagine 
leadership to compensate for some 
of the changes technology has 
wrought, such as increased 
transparency, declining trust and 
short-termism.  

Gratton also discussed the power of 
connections, and the value that 
different spheres of social 
connections can provide to an 
organisation, let alone the 
rejuvenating effects they can have on 
the individual. 

The posse, she described, are those 
colleagues we know and with whom 
we’ve established deep trust. This is 
the set to turn to when you need 
answers fast, although it isn’t 
necessarily the most innovative 
group.  

The big ideas crowd operates like a 
center for open innovation, creating 
a forum for collaboration, 
discussion, insight and research.  

Finally, there is the regenerative 
community – people who can 
support you emotionally – generally 
those within physical proximity. To 
maintain an edge on the evolving 
workplace, we all need to ensure a 
balance of the three spheres. 

Engaging the workforce 
The evolving workplace is 
complimented by the evolving 
workforce. As demographics shift, 
the nature of work changes, and 
technological changes demand new 
skills. Leaders have to figure out 
how to attract, retain, and motivate 
the “right” talent. 

 

David MacLeod, co-chair of the 
Employee Engagement Task Force, 
and co-author of "Engaging for 
Success" quoted a recent report: 
“62% of American employees would 
prefer a new boss to a pay raise.”  

Managers need to not only treat 
people as more than “human 
resources,” but to enable them to 
grow and contribute beyond their 
current capabilities. Increasingly, 
this means giving employees the 
latitude to bring their creativity to 
work, giving them a greater sense of 
purpose they can relate to, and 
empowering them to have voice. 

He advised that employees can be 
the cheapest smoke alarm in your 
organisation if communication is 
open and honest. Properly engaging 
your workforce can have a 
transformative effect on your 
business by aligning everyone in the 
organisation toward the shared goal 
of success.  

 

 

 

 

‘47% of jobs could 
become automated in 
the next two years.’ 

Lynda Gratton, London 
Business School 
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The reinvention 
of work 



As the world changes, so too do 
customer needs. The only way to 
remain relevant as industries 
become disrupted is to innovate and 
become part of the new economy. 
Firms need to engage all of their 
stakeholders – customers, partners 
and employees to stay at the 
forefront.  

Engaging the customer 

Technology creates opportunities 
for broader engagement with our 
customers, business partners and 
employees, even as it heightens the 
risk of disrupting our businesses. 
Engaging with the customer has 
become more important than ever.  

Media distribution, for example, 
used to be broadcast – one-to-many 
– but today requires more 
individual and personal 
engagement with your target 
audience. “The role of technology 
has been to make stories more 
immersive and pervasive,” said 
Ralph Rivera, Director of Future 
Media at the BBC.  

Consumers have become 
empowered to tell their own 
multimedia stories and share them 
online. Media has evolved from 
being digital, to connected, and will 
become increasingly converged, so 
that there is one seamless media 
ecosystem that consumers can 
access constantly . Companies that 
understand and embrace this 
convergence will continue to 
capture the attention of the 
customer of the future. 

Engaging the Start-Up 

As more businesses become 
digitised, the risk of new entrants 
and disruption increases – and the 
competitive landscape changes. 

Simon McNamara, Group Chief 
Administrative Officer of the RBS 
Group, and a former entrepreneur, 
talked about what we can learn 
from start-ups. He noted that their 
mentality and their attitude toward 
risk taking differs because they have 
little to lose. Start ups typically 
iterate until they get the model 
right, and with today’s low market 
entry cost, they only have to get it 
right once to reap big payoffs.  

The challenge for an established 
company trying to compete with 
start ups is how to encourage this 
entrepreneurialism internally, while 
still maintaining the core business 
which would prefer to do things 
differently. As new competitors 
emerge and begin to chip away at 
the core business, McNamara 
advised that “the biggest risk to most 
organisations is inaction.” 

He uses an “engage and see” model, 
working with some start-up firms – 
in some cases as a collaborator, in 
other cases as a banking partner – 
to keep an eye on the evolving 
market, and potential new 
capabilities. 

 

 

 

Engaging the Ecosystem 

Employees represent a huge 
untapped resource for many 
companies if those who have the 
passion and skill to innovate can be 
identified and encouraged.  

Chris Curran, Chief Technologist, 
Advisory, PwC US explored what he 
termed the ‘Digital Road Less 
Travelled’ for identifying and 
supporting new models for 
innovation. He noted that 
companies can do a lot to support 
“makers” in their own firms. 

We also need to look beyond our 
four walls for new ideas – look to 
competitors, new entrants and 
across sectors for innovation.  

We need to experiment with 
sharing ideas with new partners – 
sponsoring labs, hosting hack-a-
thons and leveraging crowd 
sourcing – as alternative 
mechanisms to develop and 
generate profitable new ideas.  

The open platforms and new 
technologies available today provide 
the environment to capitalise on and 
deliver these ideas in exciting new 
ways.  

 

 
‘The biggest risk is 
inaction.’ 

Simon McNamara, RBS 
Group 
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New models for engagement 
and innovation 



Developing a culture of 
continuous innovation isn’t easy 
– particularly inside a large 
organisation. John Hinshaw, 
Executive Vice President of 
Technology and Operations at 
Hewlett-Packard (and formerly of 
Boeing and Verizon) shared 
insights on what it takes to 
promote firm-wide innovation.  

Promoting innovation 

HP has adopted a multi-pronged 
approach to promoting 
innovation, including soliciting 
ideas from employees and 
sponsoring an annual Innovation 
Week. In the end, however, it all 
comes down to people.  

Hinshaw described the firm’s focus, 
starting from the CEO, on putting 
the right person, with the right 
attitude, in the right job, with the 
right skills, at the right time. This 
focus has improved employee 
engagement, and the bottom line.  

Hinshaw made it clear that we 
must build innovation into the 
ethos of our companies and be 
prepared to take big risks. Leading 
with empathy and imagination 
will turn risks into returns. 

The Habits of Mind of Self-
Made Billionaires  

What type of leaders do you need 
to future proof your business? 
John Sviokla, Head of Global 
Thought Leadership and 
Innovation, PwC US, shared his 
and Mitch Cohen's research into 
self-made billionaires who have 
clearly navigated the world of 
change with great success.  

Sviokla shared that over 4 in 5 of 
the billionaires created massive 
new value in highly competitive 
markets. These individuals 
created a business strategy of an 
interlocking set of differentiated 
capabilities which made them 
win in otherwise crowded 
markets. They also exhibited five 
habits of mind:  

• Empathetic Imagination, 

• Inventive Execution, 

• Rational Risk Taking, 

• Time Focus,  

• and Producer/Performer 
pairing.  

Sviokla introduced the notion of 
"producers and performers“, 
based on his new research. 
Producers are not those who think 
inside the box, or outside the box, 
they create new boxes. Performers 
do a superb job of operating 
within the new frame. Both are 
thinker/doers who work 
symbiotically together to create 
the new.  

 

 

 

 

 

 

 

 

 

 

Executives need to ask themselves 
if they know which tasks demand a 
producer versus a performer? Do 
they have the right mix of 
producers and performers in their 
organisations to future proof their 
business? Or, are they dominated 
with only performers - which can 
lead the organisation to be blind 
sided by other, more producer-lead 
competitors? In order to stay 
ahead of their competition, leaders 
must constantly weigh these 
questions and be prepared to make 
the necessary changes. 

Bringing together business 
leaders through the EMEA 
Exchange gives them a 
community – a big ideas crowd 
in the words of Lynda Gratton – 
to equip leaders with the 
knowledge, the network, and the 
know-how to succeed with 
whatever the future may present.  

If you would like to discuss any of 
the content highlighted in this 
document or learn more about 
The EMEA Exchange events, 
please refer to the contacts on the 
following page. 

John Sviokla 
explores the 
characteristics of 
Billionaires and 
successful leaders. 
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The leadership 
challenge 
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