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• Mindset to Pivot
• Business Resilience
• Dimensions of Pivoting
• Becoming a Customer Futurist
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Mindset to Pivot

Dr. Paul Stoltz



7/7/2020 4

Financial Resilience
Need for cash
Access to cash
Profit margins
Cost structure
Low Debt
Access to credit

How Resilient is Your Business?

Business Model Resilience
Customer loyalty
Financial strength of customer base
Essential service or product
Reliance on physical proximity
Digital, digitizable
Sources of supply

StrongWeak

Strong

Pivot to
Thrive

Pivot to
Survive
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John Stackhouse,
RBC, Thought Leadership
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Customers

Segments

Markets

Products

Services

Distribution
Channels

NOW
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NOW NEW

Dimensions of Pivoting
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Same Customers. New Service.
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New Customer. Same Product or Service.
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Short term pivots create opportunities for future pivots.
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Clarity over Certainty

Becoming a Customer Futurist



What am I learning?

What am I observing?

What matters most?

What enhances my energy?

What drains my energy?
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Work

Shifting behaviours: How we will…

Shop
Watch

Heal
Travel

Learn
Trade

Share
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How will customers’ needs change?
How will these changes impact our 
business?

What CAN I do?
What else CAN I do…and what else?

What are the possible outcomes?
Worst, Better, Best Scenarios

IMPACT

OPTIONS

OUTCOMES



Third Box Thinking™
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You Your  Customer

Sell Buy

How do I get 
them to buy?

What I sell?

Traditional Thinking

Traditional selling will not work.



Third Box Thinking™
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You Your Customer

Your
Customer’s 
Customer

Bring? Care About? Seek?

Third Box ThinkingTM

How has their life 
changed?

What matters
most now?

What can I offer
that is relevant 
now?

You have to think like your customer…and their customer.



"When we are no longer able to change 
a situation, we are challenged to 
change ourselves.”

— Viktor Frankl



7/7/2020 OceanBlue Strategic - Insulet 17

“When you change the way 
you look at things, the things 
you look at change.”

Wayne Dyer


