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YOU MAY NOT BE INTERESTED IN CHAOS, BUT 
CHAOS IS CERTAINLY INTERESTED IN YOU!!

What will it take not only to RESPOND, not 
only to RECOVER and SURVIVE, but to… 

THRIVE?

•Be Inspired
•Innovate
•Inspire others

A brief history of my (always 
cheerful) grandfather’s life
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“Radical acceptance 
doesn’t mean you don’t try 

to change things ... You 
can’t change anything if 

you don’t accept it, 
because if you don’t accept 

it, you’ll try to change 
something else that you 

think is reality.”
(Marsha Linehan)

33% of adults globally feel 
lonely, while 41% report 
becoming lonelier over 
the past 6 months.

Ipsos,
2021

You want bad news? IT’S EVERYWHERE!

Fair share of political 
stupidity from various 

leaders across the world, 
many of whom are using 

the pandemic as a weapon.

The trust deficit

We don’t even trust the news anymore…

And all in a world more connected than ever 
before in human history
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The amount of money raised by 
companies related to the 
metaverse increased to USD 
10.3 billion, up from USD 5.9 
billion in 2020.

Crunchbase,
2021

This is how most citizens & 
customers feel today!

77% of consumers 
worldwide expect brands 
to show support to people 
in times of crisis.

Havas,
2021

Life has  
just become 

far too 
complicated

for us!

What got us here 
won’t get us there

Mr Beast – a YouTuber who generously gives it all away and has created an 
amazing online fan community/tribe. (15m trees planted in one challenge)
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LONELI-LESS

Krakow's new 
park benches 
connect 
strangers

Anxiety rules pre-
pandemic…

Fun* as the ultimate 
antidote for FEAR

*…and thrills… and new skills… and more indulgences… and self-care… and…

“This moment is actually kind of special for us,” he said. 
“Being a chef, our busiest times are Friday, Saturday, 

Sunday, so I’m normally at work on those days. Getting to 
sit down and watch a movie with the family on a Saturday 

is pretty cool.” (Chef)

“Before COVID, we only used to order the ready-made 
cake, but this time he made it himself,” she said. “He found 

a recipe on YouTube and tried his best. It really felt nice 
that he took this initiative, even during these tough times. 

These small things really matter right now.” (Wife and 
mother)
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Delight in the 
possible!

But who are the people in your life who…
Taught you some really important stuff?

Helped you through tough times?

You would trust with your life?

Make you laugh a lot?
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“SOLACE AS A SERVICE"

*Source: Trendwatching.com

For many conflicted consumers, there’s a 
growing tension between purchase and 

purpose. Your call to action? Soothe their 
struggle and offer convenience without the 

culpability

Use Value Innovation to create new 
market spaces, and make 
competitors irrelevant

Move to Blue Oceans

Add Value and Surprise Them
Constantly find innovative and creative 
ways to give unbelievable, personal and 
memorable experiences

Put Relationships First!
Give customers evidence that 
you truly care, not just 
platitudes. Touch their hearts.

Make it Easy and Effortless

At all levels: Physical, Conceptual, 
Emotional and Time Effort

Get the Basics Right
Get rid of “dumb things,” keep 
promises, focus on little details, 
listen to customers

Sustainable Customer Loyalty

156 Innovative          
Ways to Make 

Customers Fall in Love 
With You, Come Back 

for More - and Tell 
Everyone

SECOND SOULS

Jeans come with 
‘yoyo guarantee’ as 
each pair can be 
exchanged a larger or 
smaller size within a 
year

CAMAIEU
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51% of consumers across 22 countries 
agreed that they were actively doing 
more to support local independent 
businesses and buying more from 
local independent retailers.

PWC,
2021

62% of people globally 
trust the people in their 
local community over 
CEOs and government 
leaders.

Edelman Trust Barometer,
2021
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If a man is called to be a street 
sweeper, he should 

sweep streets even as a 
Michelangelo painted, or 

Beethoven composed music or 
Shakespeare wrote poetry. 
He should sweep streets so 

well that all the hosts of 
heaven and earth will pause to 
say, “Here lived a great street 
sweeper who did his job well”

Ships don’t sink 
because of the 
water around 

them…

Ships sink 
because of the 
water that gets 

in them

We can’t let what’s happening around           
us get inside us and weigh us down!

-

What will it take to RECOVER, not to 
RESPOND and SURVIVE, but to… 

THRIVE?

•Be Inspired
•Innovate
•Inspire others
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