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The new corporate battleground – Innovation
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The common denominator – Embracing innovation
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According to PwC, 61% generate new ideas 
through open innovation vs. 34% using 
traditional R&D

1. Wider pool of ideas and expertise

2. Reduce the risk of failure by spreading the cost of research and 
development across multiple collaborators

3. Faster innovation cycles since collaborators can often work 
independently on different aspects of a project

Source: PwC, “PwC’s Innovation Benchmark Report,” https://www.pwc.com/sk/en/inovacie/innovation-benchmark-findings.html

https://www.pwc.com/sk/en/inovacie/innovation-benchmark-findings.html
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“Innovation is critical to growth, 
particularly as the speed of business cycles 
continues to increase.” – McKinsey

84%
of CEOs believe innovation 

is critical to growth

80% 6%
of business models are at risk of CEOs are satisfied with 

their innovation performance 

Source: McKinsey, “Growth & Innovation,” https://www.mckinsey.com/capabilities/strategy-and-corporate-finance/how-we-help-clients/growth-and-innovation

https://www.mckinsey.com/capabilities/strategy-and-corporate-finance/how-we-help-clients/growth-and-innovation
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Why do 
innovations 
fail?
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We innovate by starting 
with the customer and  
working backwards. 
That becomes the touchstone
for how we invent.

Jeff Bezos
Founder and Executive Chair, Amazon.com
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Customer experience (CX)
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Types of 
innovation

Business model 
innovation

Product 
innovation

Workplace 
innovation

Customer 

centricity

Product

innovation

Business model 

innovation

Workplace

innovation
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Through workplace innovation, 
you give all the stakeholders of 
the businesses a platform to 
drive creative innovations

1. Workplace innovation
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Empowering our front liners

1. Workplace innovation
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Driven by sets of behaviours 
and belief systems

Culture and values

1. Workplace innovation
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Driven by product features 
and function

2. Product innovation
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3. Business model innovation

Identifying new revenue streams, 
making use of the business’s 
core capabilities

By making changes

1. To an organisation’s value 
proposition to customers

2. To its underlying operating model
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Organise for CX innovation by 
working backwards

• Customer obsession

Customer obsession, support them with a belief system

• Tools and mechanisms

Using Working Backwards tools, processes, and artefacts to facilitate innovation

• Organisation

Small, nimble, and empowered teams that own what they create 
(a single-threaded team)
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Customer obsession

Relentless focus on the customers’ needs and wants and 
working backwards to invent the right product
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The new paradigm shift in CX

Traditional practices often 
require customers to adjust 
according to the brand

CX innovation focuses on 
adjusting the brand and its 
offerings according to 
customers’ changing needs 
and expectations
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Empathise on the customer journeys
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Our mechanism

Listen

Define

IdeateRefine

Test & 
iterate

Single thread

Root cause 

analysis

Problem 

statement 

analysis

34

5 2

1

What works & what didn’t

User/customer 

journeys

Learn and be curious

Ownership
Invent and simplify

Dive deep

Think BIG
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5 customer questions
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Use it to get clarity, not to 
document what you’ve already 
decided to do

Working backwards

Customer

Press 

release
FAQ

Visuals
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Press 
release
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Working backwards artefacts

FAQs Visuals
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Two-pizza teams are fast 
and agile, fostering 
ownership and autonomy

Small, decentralised, 

nimble teams

Own and run 

what you build
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Failure and invention 
are inseparable twins. 

Jeff Bezos in his 2015 letter to 
shareholders

Founder and CEO, Amazon.com

To invent you have to 
experiment, and if you 
know in advance that 
it’s going to work, it’s 
not an experiment.
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Deepen your skills with digital 

learning on demand

Access 500+ free digital courses 

and Learning Plans

Earn an industry-recognised 

credential

AWS Skill Builder AWS Certifications

Explore resources with a variety 

of skill levels and 16+ languages 

to meet your learning needs

Join the AWS Certified community 

and get exclusive benefits

Receive Foundational, 

Associate, Professional, 

and Specialty certifications

Train now
Access new

exam guides
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Learn in-demand AWS Cloud skills



Thank you!
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Francis Goh Aylwin Tan
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Please complete 
the session survey 
in the mobile app

Android iOS


