




Changemaker
CHANG E—





Changemaker
CHANG E—

—

JAC Q U E L I N E 
C O R B E L L I

Modern
A ̂  P L AY B O O K  F O R 

Pers�nal 
C R E AT I N G  R E A L  I M PA C T

and 
Transf�rmati�nal Change



Copyright © 2026 by John Wiley & Sons, Inc. All rights reserved, including rights for text and data 
mining and training of artificial intelligence technologies or similar technologies.

Published by John Wiley & Sons, Inc., Hoboken, New Jersey.

No part of this publication may be reproduced, stored in a retrieval system, or transmitted in any 
form or by any means, electronic, mechanical, photocopying, recording, scanning, or otherwise, 
except as permitted under Section 107 or 108 of the 1976 United States Copyright Act, without 
either the prior written permission of the Publisher, or authorization through payment of the 
appropriate per-copy fee to the Copyright Clearance Center, Inc., 222 Rosewood Drive, Danvers, 
MA 01923, (978) 750-8400, fax (978) 750-4470, or on the web at www.copyright.com. Requests 
to the Publisher for permission should be addressed to the Permissions Department, John Wiley & 
Sons, Inc., 111 River Street, Hoboken, NJ 07030, (201) 748-6011, fax (201) 748-6008, or online at 
http://www.wiley.com/go/permission.

The manufacturer’s authorized representative according to the EU General Product Safety 
Regulation is Wiley-VCH GmbH, Boschstr. 12, 69469 Weinheim, Germany, e-mail: Product_
Safety@wiley.com.

Trademarks: Wiley and the Wiley logo are trademarks or registered trademarks of John Wiley & 
Sons, Inc. and/or its affiliates in the United States and other countries and may not be used without 
written permission. All other trademarks are the property of their respective owners. John Wiley & 
Sons, Inc. is not associated with any product or vendor mentioned in this book.

Limit of Liability/Disclaimer of Warranty: While the publisher and author have used their best 
efforts in preparing this book, they make no representations or warranties with respect to the 
accuracy or completeness of the contents of this book and specifically disclaim any implied 
warranties of merchantability or fitness for a particular purpose. No warranty may be created or 
extended by sales representatives or written sales materials. The advice and strategies contained 
herein may not be suitable for your situation. You should consult with a professional where 
appropriate. Further, readers should be aware that websites listed in this work may have changed or 
disappeared between when this work was written and when it is read. Neither the publisher nor 
authors shall be liable for any loss of profit or any other commercial damages, including but not 
limited to special, incidental, consequential, or other damages.

For general information on our other products and services or for technical support, please contact 
our Customer Care Department within the United States at (800) 762-2974, outside the United 
States at (317) 572-3993 or fax (317) 572-4002.

Wiley also publishes its books in a variety of electronic formats. Some content that appears in print 
may not be available in electronic formats. For more information about Wiley products, visit our 
web site at www.wiley.com.

Library of Congress Cataloging-in-Publication Data is Available:

ISBN 9781394305346 (Cloth)
ISBN 9781394305360 (ePub)
ISBN 9781394305377 (ePDF)

Cover Design: Wiley
Cover Image: © weedezign/stock.adobe.com
 Author Photo: © Susan Bowlus 

http://www.copyright.com
http://www.wiley.com/go/permission
http://www.wiley.com


In loving memory of my nana and with deep affection 
and appreciation for my mom.





vii

Foreword	 xi

Introduction	 xiii

PART I  Fundamentals	 1

Chapter 1	 The Path to Creating New Futures	 3

Chapter 2	 Clearing Fatal Roadblocks and Avoiding the Paralysis 
of Complexity	 17

PART II  The Framework	 33

Chapter 3	 The Power of Process in a Changemaker’s Practice	 35

Chapter 4	 Process Part II: The Art of the Pivot	 51

PART III  Transforming with Tech	 63

Chapter 5	 Tech for Good: A Tool and Path to Transformation	 65

Chapter 6	 Ethical AI: Maximum Impact Potential at Top Speed	 91

PART IV  Implementing for Impact	 109

Chapter 7	 Consequential Action Takes Connection	 111

Chapter 8	 Together: The Power and Promise of Unified Action	 127

Contents



Chapter 9	 Acid Test for Success: Social Responsibility  
and Shared Duty	 137

Chapter 10	 Using Social Media for Good	 153

Conclusion: Final Words to Changemakers	 161

Changemaker Workbook	 165

Example 1: Personal Level: Improving Work-Life Balance	 171

Example 2: Community Level: Increasing Access to Healthy Food	 175

Example 3: Business Level: Improving Team Collaboration	 179

Example 4: Global Level: Reducing Local Carbon Footprint	 183

Appendix A: More on the DaVinci ML Design	 187

Glossary	 195

Works Cited	 199

Acknowledgments	 203

About the Author	 207

Index	 209

viii	 Contents



I have been impressed with the urgency of doing.
Knowing is not enough; we must apply.
Being willing is not enough; we must do.

—Leonardo da Vinci
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Foreword

In 1963, at the height of the Cold War, President John F. Kennedy was 
determined to move the world toward peace. In his famous Peace Speech 
on June 10, 1963, he defined an approach to problem-solving: “By defining 
our goal more clearly, by making it seem more manageable and less remote, 
we help all people to see it, to draw hope from it, and to move irresistibly 
toward it.”

In this wonderful guide for today’s entrepreneurs and changemakers, 
Jacqueline Corbelli offers a cutting-edge handbook for defining our goals 
more clearly, making them more manageable and less remote, and thereby 
driving scaled and effective solutions. Her own business leadership at the 
intersection of media and technology, her leadership in fighting extreme 
poverty, and her creation of a powerful global platform for sustainable devel-
opment are inspiring case studies and powerful guides to achieving 
bold goals.

This book describes a systematic methodology for changemaking, 
whether in business, civil society, or the public sphere. Corbelli guides us 
through a step-by-step process.

First, as JFK recommended, define one’s goals more clearly. This is cru-
cial: think ahead, imagine the desired future, and prepare to build a roadmap 
to that future. Second, chart out a pathway to the desired future and the 
likely obstacles that will be encountered along that pathway. Third, create 
an implementation plan, with a special focus on the powerful technologies 
that can be harnessed to reach the goal. Fourth, network with others, since 
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solutions to complex challenges require the integration of diverse areas of 
knowledge, production, and innovation. Corbelli’s highly innovative 
SustainChain offers an AI-empowered, online platform for businesses and 
academia to create the ecosystems they need for success. Fifth, be ready to 
pivot. New technologies emerge, markets shift, and unforeseen obstacles 
arise. Don’t despair but do pivot. As Corbelli’s own experiences show, plans 
are crucial but must continually be updated to achieve success.

Her guidance recalls the wisdom of Dwight D. Eisenhower, who led 
the Allies to victory in World War II. He famously said, “Plans are useless, 
but planning is indispensable.” Plan—but be ready to adapt and pivot along 
the way. Corbelli makes this point powerfully.

I have been the lucky beneficiary of Jacquie Corbelli’s enormous tal-
ents, insight, drive, and commitment to a better world. I have learned from 
her entrepreneurial flair as a business leader in new media, as chair of the 
board of Millennium Promise Alliance during the implementation of the 
Millennium Villages Project, and as the innovator of the SustainChain plat-
form to support the sustainable development goals.

Corbelli is a builder of the future we want and need on our crowded 
planet, and a wonderful guide and coach for today’s changemakers.

Jeffrey D. Sachs
Economics professor, author, and global  

leader in sustainable development
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Introduction

Have you ever dreamed of having the personal ability to help reshape the 
world? To break down the walls that keep us from fixing big problems like 
tackling global poverty, reducing wealth gaps, advancing social equity, 
addressing climate change, and halting global conflict?

Without a doubt, putting our passions, desires, and intentions into 
action is an incredibly fraught road of twists, turns, and steep climbs, where 
the best tools and navigation can still fail, even when they mean the differ-
ence between failure and success. It’s not surprising that our ability to make 
a difference and having enough self-belief and confidence to attempt it are 
often a sea apart. What makes it worse is that the complex nature we observe 
in others’ failures stops most of us in our tracks before we even get off 
the blocks.

At the same time, whether it is global change, business transformation, 
or community or personal well-being, the biggest landmarks on the jour-
ney to consequential action are surprisingly similar, and your awareness of 
them, proactive planning for them, and commitment to flexibly managing 
them can give you the burst of confident energy you need to get started.

In this book, I share an overall framework that will make seemingly 
impossible challenges possible—both within and outside the realms of  
business, in world matters like poverty, sustainability, and in everyday life. It 
begins and ends with a very specific thought process and set of steps that 
have proven over and over to achieve real, lasting impact and change. All are 
rooted in the basic premise that the answers we seek, whether personally or 
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as part of a bigger picture, are often hiding in plain sight; that even the most 
intimidating challenges can frequently be easily broken down into smaller 
pieces and a series of actionable next steps; and that when this approach is 
combined with responsible uses of today’s most advanced technologies, we 
can achieve transformational change, for ourselves and for others.

This book is based on my firsthand experiences and accomplishments 
with the purpose of emboldening all with a desire to wrestle with problems 
that appear too big to conquer, in life and in the world. It puts forth a ready-
set-go playbook for tackling the paralysis that steals our hope and confidence 
to face major challenges by providing proven strategies and a roadmap that 
can guide you toward forging your own personal impact.

It’s my hope that the themes reflected in these pages will allow you to 
easily embrace this framework and replicate it, step by step, in your own 
lives, and for it to serve as an easy reference as you go. If I can inspire you to 
have the confidence not just to make changemaking a hobby, but perhaps 
to also consider yourself capable of having an impact on a world scale, I will 
consider this book a great success.

And with that, let’s get started.
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PART

I Fundamentals

The following chapters provide you with a framework for tapping into your 
inner changemaker and introduce the key ingredients for creating your own 
personal playbook for solving challenges in your life and in the world. Once 
the journey is complete, three major ingredients will come together to put 
the needed capabilities into place:

	▪ The mental model to tap into your own inherent potential to be a 
changemaker

	▪ The process discipline to maintain necessary focus and prioritization 
for your actions

	▪ The significance and versatility of utilizing the most modern tech-
nologies as tools to elevate and supercharge our own natural human 
capabilities
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The book begins the journey by exploring the paths by which we can 
teach ourselves to see with different eyes and free ourselves from the notion 
that complexity will prevent us from reaching our goals. We’ll also observe 
the levels of creativity generated by the simple act of breaking down chal-
lenges into more digestible pieces.

Part I lays the groundwork for the changemaker’s playbook through 
two chapters:

	▪ Chapter 1 provides the foundation by showing how to discover the 
extraordinary in the ordinary, illustrates the hope that springs up 
when you take the first bold step forward, and lays down the myth of 
impossibility.

	▪ Chapter 2 shows the promise of using a structured yet flexible set of 
steps to help frame the way you think about and approach change, 
and how it can arm you to face challenges with clarity and a strate-
gic mindset.
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1
The Path to Creating 
New Futures

The journey begins with this powerful idea: Solutions to even the most  
difficult challenges often hide in plain sight. This may seem hard to believe. 
However, I will give you many reasons to see the truth of this statement in 
the following pages. Through the examples and illustrations I share you will 
not only understand why this is so, but you’ll also have a solid foundation 
for understanding how it applies to solving real-world problems, on a per-
sonal level and a global one as well. You may even find yourself with a new 
desire to play a part. For now, I’ll begin to build that foundation very simply. 
Think about the last time you lost your keys or your phone. You searched 
everywhere, only to find it right on the countertop—or, if you’re like me, 
sometimes right in your own hand. These everyday moments aren’t just a 
function of forgetfulness; they also highlight an important truth: What we 
see—or don’t see—often depends on where we focus our attention.

hiding in plain sight, idiom: Refers to objects or solutions that are easily 
overlooked due to the simple and uncomplicated nature of their  
location.
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As simplistic as it may seem, this same idea also applies to contributing 
to major change as well. As you are about to see from the following exam-
ples, sometimes solutions to problems are around us, but we miss them 
because we’re not looking for them in the right way. Throughout history, 
major shifts often began with someone suddenly recognizing something 
that was there all along. The key both then, and which applies to this day, is 
in learning how to see it—notice the opportunities that others overlook, 
question the assumptions that keep problems locked in place, and most 
importantly act when the moment presents itself.

The pages ahead will help you explore how you can develop this kind of 
awareness and think differently about the true extent of your own capabili-
ties. There are a wide variety illustrations within to show you how I did so, 
and a DIY way to achieve it yourself. You’ll also find a workbook at the end 
to hone your skills. So let’s get started by first considering some real-world 
examples of how seeing differently leads to lasting and even historic change.

Learning to See

One of the greatest and most groundbreaking examples of seeing the same 
thing differently in human history is Sir Isaac Newton’s discovery of gravity. 
For centuries, people experienced gravity firsthand—when you trip over a 
tree root, for instance, you fall straight to the ground. But it took Newton’s 
relentless curiosity and determination to transform part of our everyday 
experience into a scientific law that captured the very essence of gravity. 
Newton’s work proved that the missing piece to understanding this natural 
force observed for thousands of years had been hiding in plain sight all 
along. In his ability to carefully observe, question, and connect the dots 
between seemingly separate phenomena he uncovered one of the most 
fundamental principles of our universe.

Newton’s discovery was much more than just an explanation of why 
things fall—it also revealed gravity as a universal force that not only governs 
the drop of an apple from a tree but the motion of planets around the sun 
(National Geographic,  2022). This particular revelation laid the ground-
work for countless other scientific breakthroughs that we rely on today, 
making possible everything from precise flight path calculations that enable 
us to travel across the globe in mere hours, to the development of space 
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travel, where understanding gravitational pull is crucial to launching rockets 
and exploring beyond our atmosphere.

The implications didn’t stop there. Newton’s work also allowed us to 
solve practical challenges, like reliable access to electricity through innova-
tions such as hydroelectric power, which harnesses gravity-driven water 
flow. Finally his principles also paved the way for futuristic advancements, 
like calculating rocket propulsion trajectories for space exploration (Enel 
Group, 2025). Each of these forms of innovation occurred because Isaac 
Newton saw what others had missed: Gravity wasn’t a new invention; it 
required his unique ability to step back from individual observations and 
view them through a uniquely different lens.

Your ability to master a version of what Newton did, as you’ll note 
throughout these pages, is at the core of becoming a changemaker: Even 
profound discoveries can be within reach if you learn to see differently, 
connect the dots, and act on the new insights this generates. Newton 
displayed the power of combining his simple yet disciplined thought 
process with deep personal curiosity proving out the universal truth—
sometimes the solutions to the world’s biggest challenges are not far off; 
they’re just waiting for someone, anyone, to look closely enough to 
find them.

Another illustration of the groundbreaking solutions that can be dis-
covered in this way happened in the early 1900s, long before the invention 
of refrigerators and modern preservation techniques emerged. Food con-
tamination and spoilage were still life-threatening challenges at the time. 
Without a reliable way to keep food fresh, communities around the world 
faced severe health risks, from bacterial illnesses to widespread starvation. 
For generations, the inability to safely store and preserve food was simply 
accepted as an unavoidable reality. Yet, just like gravity, the solution to this 
global challenge existed right in front of everyone’s eyes: heat.

In this example, it was the relentless curiosity and experimentation of 
Louis Pasteur that uncovered a profound connection between preservation 
and heat. In 1862, he demonstrated that heating wine to temperatures 
between 60 and 100 °C could kill off harmful microorganisms and prevent 
spoilage (Nelson, 2009). This simple yet revolutionary discovery revealed 
that food could be preserved—not just for days, but for months—by target-
ing the same bacteria responsible for its decay. Of course, Pasteur didn’t 
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invent heat, nor did he stumble upon a new technology. Rather, he applied 
the power of a familiar process in a way no one had thought to do previously.

Over the years, like Newton, Pasteur expanded on his insight, refined 
his method, and proved that the heating process could be used for a wide 
range of food products. That breakthrough laid the foundation for what we 
now know as pasteurization—a practice that went on to permanently trans-
form food safety and revolutionize global food storage and transportation. 
Today, pasteurization is so ingrained in our everyday life that it’s easy to 
forget how groundbreaking it once was. Pasteur was able to see a method for 
heating food that solved a problem plaguing humanity for centuries.

This example, like the one with Newton, illustrates how transforma-
tional change can occur by seeing the extraordinary in the ordinary. These 
breakthroughs weren’t hidden in a lab or locked behind complex technol-
ogy. They were outcomes of a simple, observable process waiting for some-
one with the curiosity and persistence to recognize their potential. In this 
way they also serve as real and powerful evidence of the core assumption 
made at the start of this chapter, that the answers to the biggest challenges 
may not be as distant or complicated as they seem, just waiting to be seen 
differently. These next examples aren’t groundbreaking in the same ways 
Newton’s and Pasteur’s are, but of equal significance to this assumption:

A simple invention, used every day without a second thought, yet trans-
formative in its own right, is the zipper. It’s illuminating because the inven-
tion existed long before it was ever perfected. The first hints of the concept 
behind it can be traced back to the inventor of the sewing machine, Elias 
Howe, who first imagined it as a mechanism for fastening fabric. It was an 
enterprising Swede named Gideon Sundback who brought the design to 
life and made it practical (Bellis, 2016).

Like the others, the idea behind the zipper drew from principles that 
had existed for centuries before: The fundamental mechanism—interlocking 
teeth—was a staple of technology as far back as the second century BCE 
(Freeth, 2022). Gears with interlocking teeth were used, for example, to 
turn clock hands, power grain mills, and drive machinery. Howe saw the 
applications in everyday life and tapped their potential for fastening cloth-
ing. The idea was simple, visible, and already well understood—yet it wasn’t 
fully realized until he took the step to reimagine its purpose.
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It’s now hard to imagine life without zippers. They’re in our jackets, 
suitcases, shoes, and even high-tech gear like diving suits and spacesuits. 
What’s more, despite its simplicity, the zipper has remained largely unchanged 
for over a century, demonstrating how effective a straightforward idea can 
be when applied in the right way. Once again, this seemingly small innova-
tion solved a persistent problem with elegance and efficiency by leveraging 
a concept that had existed for hundreds of years.

The zipper is an innovation that grew from reimagining the familiar. 
Like the others, it illustrates that visionary ideas don’t necessarily require 
groundbreaking technology or complex theories; sometimes they emerge 
from looking with fresh eyes. They give you a reason to reflect on your own 
ability to recognize untapped potential in the everyday, a skill that distin-
guishes changemakers.

This final example is one you can easily relate to in that a large and 
growing number of people use it daily without a second thought, and can 
help further stretch your thinking: contactless payment. Like the other 
examples, the technology behind this convenience isn’t new. In fact, the 
foundation of contactless payments—near-field communication (NFC)—
existed for decades before they became mainstream. The earliest form dates 
back to the 1940s, when radio wave frequencies were first harnessed for 
communication (Italy Magazine, 2024). Over time, the technology found 
practical uses in things like transit cards and access control systems, and 
finally made its way into our wallets and phones.

What makes the rise of contactless payment another compelling illus-
tration is that its core technology—radio frequency identification—also 
existed for years, but it wasn’t until the right combination of factors 
emerged—smartphones, upgraded point-of-sale (POS) terminals, and shift-
ing consumer expectations on new ways to transact—that NFC’s potential 
for fast, secure payments was fully realized. It took a unique alignment of 
infrastructure, technology, and demand to turn the long-standing technol-
ogy into a global payment revolution.

The true tipping point that led to the mass use of contactless pay-
ments came with the global pandemic of 2020, which vastly accelerated 
the shift toward touch-free transactions. What had been a convenience 
suddenly became a necessity that’s is now ubiquitous, with an estimated 
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2,372 transactions occurring every second (Radage, 2024). The technol-
ogy’s application now extends far beyond credit cards—we pay with our 
phones, smartwatches, rings, and even fingerprint-enabled biometric 
cards. In sum, what once seemed futuristic is now part of our daily rou-
tines, demonstrating how rapidly innovation can scale when the condi-
tions are right.

The story of contactless payment is another example of reimagining 
existing technology to solve emerging problems. It demonstrates once again 
that changemaking doesn’t necessarily require inventing something entirely 
new, if you can recognize how existing tools can be used in smarter, more 
impactful ways. It further substantiates the power of finding value in what’s 
already around you and reshaping it to the needs of the moment.

Now it’s time for you to take a step back and appreciate the bigger 
picture that these examples taken together reveal. Newton’s discovery of 
gravity, Pasteur’s breakthrough in food preservation, the invention of the 
zipper, and the widespread adoption of contactless payment, are part of a 
pattern: Persistent, creative thinking has the power to uncover new solutions 
by reimagining what exists, and harnessing this power creates the opportu-
nity for you to tackle both big and small challenges. Remember, none of 
these breakthroughs were built from brand-new materials or undiscovered 
technologies; they emerged from an approach common to each of the 
examples provided that proves the potential exists to create impact that leads 
to something transformative.

To take these insights a step further, as you will see in the coming 
chapters this very same mindset may also apply to your personal ability 
to help solve today’s greatest challenges. If rethinking something as sim-
ple as a zipper or harnessing an old technology like NFC can reshape 
industries, it’s quite possible that the path to solving the most complex 
problems we face—climate change, economic justice, global conflict, and 
the like—might also be right in front of us. I recognize this may seem a 
bold leap to you. However, I’ll illustrate that if you can implement the 
proper framework and adhere to the lessons learned, there’s strong reason 
to believe difficult problems like these are not just addressable but poten-
tially solvable.

To begin this part of your journey, there are three key elements for 
creating this capability and potential to effect change: focused attention, 



	 The Path to Creating New Futures	 9

disciplined creativity, and the power of accelerating technology. As you’ve 
seen, having the ability to bring intense focus reveals patterns and opportu-
nities that are easy to miss. In addition, creative and organized thinking 
allows you to connect insights in new ways. Finally, technology can redefine 
what’s possible, and now at an astonishing rate. Taking the case of the enor-
mous challenge we face in managing the changing climate as an example, 
technology has moved us far beyond pure observation to real-time moni-
toring, prediction, and even intervention. It shows that your ability to utilize 
the most advanced forms technology—which now includes AI, quantum 
computing, and other digital applications—has increased the potential for 
rapid innovation unlike anything we have seen before, opening doors that 
were firmly shut just a decade ago.

In fact, perhaps with some irony, you’ll soon see that the biggest obsta-
cles to solving the most challenging issues we face may actually not be 
technological at all. This is true because many of the solutions we need 
already exist. But also because an even tougher challenge is our ability to 
coordinate and collaborate with each other, at scale, collectively. In a world 
where the problems we face are often deeply connected, our ability to work 
together may determine our success more than any single invention. This is 
where the framework of the playbook you’re developing takes on a signifi-
cance and power all its own: Beyond uncovering hidden solutions, the abil-
ity to organize and amplify both individual and collective efforts to maximize 
the impact and change you can achieve.

Fortunately, as you will observe continually in the following chapters, 
the technologies that may actually be accelerating many of the problems we 
face today, like rapid changes in climate, can also help create the infrastruc-
ture that’s essential to fostering global cooperation. Blockchain is a technol-
ogy that is redefining trust and transparency, for example; artificial 
intelligence is optimizing decision-making; and real-time communication 
platforms are linking people across the world like never before. If used 
responsibly and effectively, these tools don’t just help us spot hidden 
solutions—they help us build them together.

The road ahead is littered with challenges, but history shows that even 
the most deeply entrenched problems can often be solved using the right 
lens, the right mindset, and the right tools. And perhaps the most important 
insight that comes from all of these examples is that the solutions may 
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actually already be in front of you—waiting for someone bold enough to 
bring them to light.

To fully set the stage I’ll now share some of the most essential founda-
tional elements of your playbook.

Coordination and Collaboration: The Heart 
of Widespread Change

You may wonder why I’ve placed the elements of coordination and col-
laboration front and center in your journey to become a changemaker. The 
answer is twofold: to understand it as a basic truth, and to recognize how 
crucial they are to accomplishing the most widespread impact and change 
possible. When I refer to coordination and collaboration, I specifically refer 
to the harmonization of efforts, resources, and talents required to achieve a 
shared goal. Like you observed in the previous section, history once again 
offers numerous examples that underscore the role that collective action 
plays in achieving unprecedented outcomes; evidence that when we com-
bine our strengths and work together with a shared purpose, our total 
impact is greater than the sum of our individual efforts.

If you take another moment to think about some of the biggest issues 
we face—climate change, global poverty, food and water security, social 
equity—it’s obvious that they are all complex and interconnected, demand-
ing both innovative solutions and unprecedented collaboration across 
industry sectors, geographic borders, and generations. This makes it quite 
natural to wonder, “What can I do alone?” But history also teaches that the 
greatest progress is achieved when individuals amplify one another’s efforts, 
exchange knowledge, and persevere together through setbacks. Indeed, 
some of the most impactful breakthroughs emerge from collective endeav-
ors made up of diverse perspectives, fostering innovation, resilience, and 
hope. Working as a team leads to the generation of stronger ideas that can 
make our efforts more relentless, and our hope brighter. Every individual 
contribution matters, and every step forward builds momentum and fuels 
progress. In addition, collective action inspires greater confidence that 
change is actually possible if we refuse to give up personally, and keep push-
ing forward together. The following are eye-opening examples to reflect 
upon in this regard.
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Take the eradication of the deadly disease of polio. It had plagued 
humanity for millennia—outbreaks were frequent and devastating, affecting 
children worldwide, leaving many dead or permanently disabled. By the 
mid-20th century, the disease had spread to every region of the globe, kill-
ing or paralyzing hundreds of thousands of children each year (Global Polio 
Eradication Initiative, 2023). In this respect, development of the inactivated 
polio vaccine by Professor Jonas Salk in the 1950s–1960s was a monumental 
breakthrough (Salk Institute for Biological Studies,  2015). However, it 
wasn’t Salk alone who turned back polio—what made the difference was 
the massive mobilization of efforts by thousands of volunteers, health work-
ers, scientists, and governments worldwide. It was a relentless combination 
of research, advocacy, and tireless work, coordinated across nations that rep-
resented the final push that brought polio to the brink of eradication. 
Ultimately, through this combination of efforts, polio cases were reduced by 
over 99 percent (World Health Organization, 2021).

This example of collaboration and extremely well-coordinated action 
is more than just a success story, though—it also shows the power that can 
come when mobilizing many individuals and groups, who each contribute 
their unique talents and perspectives, and how it can produce extraordinary 
results. It underscores the simple yet profound truth in focus: Major change 
very often requires collective effort—and the vital role that each of us can 
play, when working with perseverance and shared purpose. And the lesson 
goes beyond health. When individual activists, communities, organizations, 
and nations unite, it creates an opportunity to overcome seemingly impos-
sible challenges. This is an encouraging reminder that hope is real and 
within our grasp when we join forces, and is fueled by action and cooperation.

There’s also accepting the hard yet undeniable truth: Not trying is akin 
to giving up before the fight even begins. Making an effort offers the chance 
to learn, adapt, and eventually succeed; rather than remain blind to potential 
solutions, trapped by fear or doubt. Continuously trying, collaborating, and 
refining unlocks breakthroughs. The stories I’ve shared so far illustrate that 
breakthroughs aren’t about instant success but about persisting in the face 
of  setbacks. When fueled by hope, guided by resilience, and powered by 
collective effort, we turn daunting problems into opportunities for power-
ful change.
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Notice that visionaries like Salk, Pasteur, and Newton didn’t work 
alone—they relied on the support, ideas, and cooperation of many oth-
ers. Their stories show that persistence and collaboration aren’t just 
helpful—they’re indispensable in turning overwhelming challenges into 
solutions that change lives. If you’re a believer in the strength of working 
together, you also believe that the greatest obstacles are surmountable. 
It’s this unstoppable combination of hope, effort, and unity that turns 
impossible dreams into tangible realities, and your personal playbook 
into a roadmap.

You’ll learn in the chapters ahead how to build the kind of resilience 
and focus covered so far, and how to organize and amplify your efforts 
through a repeatable and flexible framework designed to achieve real impact. 
You’ll also come to understand more clearly how determination and col-
laboration can unlock the full potential of our human ingenuity and per-
sonal intention. The solutions we need are actually not beyond our reach 
but waiting for us to work together and in tandem—doing so opens our 
eyes to new possibilities, and inspires us to keep pushing forward. You’ll 
come to see a path to your own ability to help reimagine the world.

Dispelling the Myth of Impossibility

Laying the best foundation for the framework you’ll use to implement your 
personal playbook starts with addressing perhaps the biggest mental barrier 
that can prevent you from taking action: the idea that “it’s impossible.”

I’ve learned from personal experience that one of the most effective 
ways to overcome feelings of doubt or reluctance is to break complex, 
intimidating problems into smaller, more manageable parts. At first glance, 
this might seem too simple—almost like a trick or an oversimplification. 
But stay with me, because this step is powerful. It helps you see that even the 
most daunting challenges aren’t just one big, unbreakable wall—they are 
collections of smaller challenges, each of which can be tackled one step at a 
time. The truth is that when you break a problem down, it feels less over-
whelming, and more within your reach—it clarifies what truly needs  
your attention, helps prioritize what you do first, and clears the way for 
steady progress. Most importantly, it shifts your mindset—changing your 
perception of the problem from an insurmountable mountain to a series of 
achievable tasks.
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This extraordinary story in space exploration illustrates this mindset 
sharply. On April 17, 1970, NASA faced what seemed like the impossible—
bringing home astronauts safely after a catastrophe on the Apollo 13 mission. 
Just 56 hours into their trip, an oxygen tank exploded, causing a fire and a 
catastrophic loss of power and life-support system. The situation quickly grew 
perilous. The crew was running out of oxygen—experts estimated only about 
an hour or two before it would be too late for them.

NASA’s flight director, Eugene Kranz, didn’t panic. Instead, he and his 
team focused carefully on what was most critical: how to keep the astro-
nauts alive longer and find a way to bring them safely back to Earth. They 
broke the crisis into its core parts—how to fix the oxygen problem, con-
serve power, and manage reentry. They didn’t try to fix everything all at 
once. Instead, they pinpointed the most urgent issues and tackled them one 
by one. Using whatever materials they had on board—plastic covers, duct 
tape, lithium hydroxide capsules—they crafted a makeshift filter for the 
carbon dioxide, which was suffocating the crew. Then they devised a new 
reentry plan, even jettisoning the heavy service module to make the capsule 
lighter and better control their descent into Earth’s atmosphere.

It was an extraordinary challenge, and the lead engineer once admitted 
that their chances of success were “slim to none.” Yet, through calm focus, 
disciplined teamwork, resourcefulness, and relentless perseverance, NASA’s 
engineers and astronauts worked together seamlessly—breaking each prob-
lem into smaller parts, zeroing in on what mattered most, and improvising 
with what they had.

This story is a forceful reminder that focusing on the core issues, and 
handling each one piece by piece, can turn even the most impossible chal-
lenges into successes. It’s about training your mind to stay calm and organ-
ized under pressure, trusting in your skills, and refusing to accept defeat. 
With patience, resilience, and a firm belief that solutions are within your 
reach—no matter how tough the situation—you can accomplish remarka-
ble things. Because almost anything truly is possible if you approach it in 
this way, with determination and a teamwork mindset to guide you forward.

Building Our House: Looking Ahead

The coming chapters draw on inspiring examples, like the Apollo 13 mission, 
to show just how much you can accomplish with a disciplined yet flexible 



14	 Fundamentals

perspective—and you approach even the biggest challenges with a mindset 
that says, “It’s possible.” Seeing these real-world stories will help ease the hesita-
tion or doubt you might feel about taking action yourself. Remember, if oth-
ers can turn the seemingly impossible into success, so can you.

As you walk through these examples, I also introduce practical tools 
designed to help you reimagine the type and amount of impact you’re capa-
ble of achieving. You’ll begin to notice as well, and fairly quickly, that a 
changemaker playbook can’t be complete without acknowledging the  
versatile and all-important role that the most modern technologies play in 
today’s world. Whether it’s used to simplify processes, accelerate action, or 
automate efforts, the constantly evolving tech landscape has become a vital 
partner—an extension of your own drive and vision. It allows you to tackle 
more complex problems than ever before, expanding your reach, increasing 
your speed, and amplifying your impact, every day.

I also dedicate a whole chapter in Part IV to the art and science of 
collaboration. You’ll see how working effectively with others—especially 
across different skills, resources, and networks—has become an ever-more-
exciting and vital skill. You’ll also explore the role and potential of “super 
networks”—expansive webs of people and data that grow stronger with 
every connection—and learn how these networks fuel what’s called a “net-
work effect,” capable of magnifying our collective effort exponentially. The 
internet is constantly fomenting the creation and expansion of these vast, 
rapid-fire “super networks” that connect individuals and organizations 
around the globe, sparking innovation and opening doors to impact that 
were once unimaginable. When knowledge spreads quickly and influence 
multiplies across these networks, it brings a whole new dimension to how 
our combined efforts can stir remarkable change—far more than any single 
person or small group could achieve alone.

I emphasize that the greatest potential for impact lies in uniting our 
efforts—thinking differently about how we mobilize. Achieving the kind 
of coordinated action needed to carry out your plan requires a shift in 
your own mindset—a kind of “retraining” of the way you see yourself 
and your role. Luckily, this shift is already happening around us—social 
media, in particular, is a powerful example. You’ll explore how the evolv-
ing relationship with these platforms is reshaping how we think, 
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communicate, and act. When used thoughtfully and intentionally for 
good, social media can mobilize masses, create momentum, and amplify 
your efforts.

Chapter 10 goes deeper into harnessing the potential of social media—
showing how to combine it with other groundbreaking technologies to 
build impactful momentum, especially when each action is rooted in 
purpose and strategy.  The possibilities for a changemaker to integrate 
seamlessly with the tools at our fingertips, are making our collective impact 
more dynamic and achievable.

Finally, remember that technology alone is not enough. The true power 
lies in our personal commitment—your “will” to push through doubts, set-
backs, and the inevitable obstacles that arise in any change journey. Your 
personal strength will determine how far your efforts go. When you com-
bine this inner resilience with the external tools, networks, and strategies, 
you become unstoppable.

As you approach the final chapters of this journey, a clear and repeatable 
path will emerge—one that shows how individual effort and collective 
action together can drive real, lasting change in many different situations. 
Big change isn’t just a distant dream—it’s a tangible reality you can help 
shape. The tools and strategies are within your grasp, waiting for you to 
harness them with purpose. And with an unrelenting commitment to keep 
moving forward—step by step—you can create a lasting impact that ripples 
far beyond your own efforts.

Now, let’s get started on building your changemaker’s playbook. The 
future is waiting—let’s go create it, one action at a time.
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2
Clearing Fatal 
Roadblocks and 
Avoiding 
the Paralysis 
of Complexity

Welcome to your first—and arguably most essential—step toward creating 
meaningful change: truly believing that it’s possible.

In the previous chapter, I emphasized the importance of recognizing 
opportunities in plain sight and taking that first bold step forward. But 
before you can convert creative thinking into action, you must confront a 
fundamental barrier many of us face: the fear that problems are simply too 
vast, too complex, or too overwhelming to overcome. It’s perfectly natural 
to feel this way. When you stand at the base of a mountain and look up, the 
climb can seem insurmountable, even impossible. It’s easy to doubt whether 
you have what it takes to make a difference, or to dismiss your potential 
entirely before you even begin.
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If this sounds familiar, keep reading. The key isn’t to avoid attempting 
solutions because the problems seems too difficult; as touched upon in the 
first chapter, it’s to learn how to break down large, intimidating problems 
into smaller, more manageable parts. Over time, you find that when you 
focus on each one individually, those daunting mountains become a series 
of achievable milestones.

Chapter 2 grounds this idea with some real examples—stories from my 
own experience to help you adapt toward this mindset, and show how 
breaking problems down clears the path, even when you feel stuck.

Whenever I confront a complex challenge, I start, exactly in this way, by 
deconstructing it. After many years in change management, I’ve repeatedly 
seen that this approach not only leads to a clearer understanding of the core 
issues but also reveals more effective solutions. Just as importantly, I found 
that the changes we succeed in putting into place stoke your momentum 
and self-confidence, creating a ripple effect that sparks even larger break-
throughs over time.

No matter how daunting your challenge might seem, breaking it into 
manageable steps naturally reveals opportunities and reminds you that you 
are capable of making meaningful change, as you go. The more you practice 
breaking problems down, the stronger your confidence and resilience 
become—arming you to face larger challenges with clarity, purpose, and a 
strategic mindset.

First Insights: Breaking It Down

The next section starts with a simple example that’s fairly easy to under-
stand, even if you’re unfamiliar with the business world. A common prob-
lem faced by large consumer-facing companies—banks for instance—is 
how a poor customer experience with one product or service can impact 
the entire company’s performance. Investigating the underlying causes of 
the customer experience is essential in a situation like this, both to pinpoint 
the problem and to determine how best to fix it. The path to doing so con-
sistently involves building a bottom-up understanding, which on the surface 
can feel a little intimidating. Don’t worry, I’ll walk you through how it’s 
applied, one step at a time.
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bottom-up understanding, n.: An understanding achieved by analyzing an 
issue from the ground level—by looking at specific data points, experi-
ences, or root causes—before drawing broader conclusions or develop-
ing solutions.

I begin by giving you a sense of the scope and complexity of solving a 
problem like the one shown in Figure 2.1.The steps to be taken in situations 
like this often translate into building a basic understanding of many hun-
dreds of individual product and service offerings, across dozens of different 
businesses and customer types.

Despite the various considerations, you find over time that there is a 
remarkable consistency to the questions that need to be asked across them, 
that initially seem quite different on the surface (e.g., the customer experi-
ence of a small business versus one pursuing a home mortgage loan). 
Building an understanding of how, where, and why issues arise ironically 

Figure 2.1  Transformation of business infrastructure to enable 
your strategies: comparing current with future state.
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comes down to a relatively common set of questions and considerations. In 
my experiences these three would always sit right at the center of develop-
ing that understanding:

	▪ First, what are the ways that a customer physically or virtually 
encounters your product or service currently—advertising, promo-
tion, in-store purchase, office or branch visit, phone, chat, or online?

	▪ Next, where do each of these encounters begin to break down—
become more difficult, complicated, inconvenient, unpleasant, or 
unreliable for a customer?

	▪ Then, what would the ideal experience be as compared to what cus-
tomers were currently experiencing in each of these types of encounters?

The approach thus is to continually probe further, step by step, to identify 
the practical considerations and adjustments that will lead to a better overall 
experience for the customer. Figure 2.2 provides an illustration of this approach.

1.	 Understand current infrastructure, process, and strategy for retention 
measurement and tracking, cross sales, customer servicing and 
customer information management.

2.	 Evaluate root cause of customer dissatisfaction from exit surveys and 
historical customer information.

3.	 Work in conjunction with marketing to analyze MCIF system, or 
similar database, at the household level (e.g., top decile profitability 
analysis/product mix) or account level, if possible.

4.	 Identify current product offering (including strength and weakness 
analysis) with product management and also provide best-of-breed 
products in market.

5.	 Evaluate current problem resolution protocol from identification to 
resolution response.

6.	 Perform rigorous assumption testing of recommended in overall 
design (with DCT, marketing, legal, etc.).

7.	 Refine model with strategic input from top management.
8.	 Outline detailed implementation plan.

Figure 2.2  Theme validation: customer satisfaction and loyalty.
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The process of breaking problems by asking key questions like these 
makes the effort to understand their causes more manageable, focused, 
and actionable; Figure 2.2 is also useful for demonstrating how compli-
cated challenges like this are tackled—one step at a time, with clarity and 
purpose—zeroing in on the primary issues.

Figure 2.3 is a continuation of the work displayed in the previous figure 
that shows how the thoughts that these questions generate are iteratively 
refined to highlight the differences.

Gaps between operational infrastructure and strategic goals 
established

Identified Gaps
•	 Call center technology does not allow for full integration of phone 

and web-based response to customer inquiries.
•	 Customer surveys reveal inconsistent practices when interacting with 

the branch, phone, and internet to fulfill sales needs leading to higher 
abandonment rates. Branch and customer service center agents have 
access to different customer information.

•	 Some customer service phone calls go to branch staff (as opposed to the 
direct customer service center), leaving branch staff with less time to sell. 
Individual branch phone numbers are currently listed on the website.

Hypotheses
•	 Customer confusion is caused by inconsistent sales and service 

practices across different delivery channels.
•	 Branch staff ’s ability to maximize sales efforts is hampered by routine 

customer service inquiries.

Emerging redesign theme

•	 Upgrade call center technology to more efficiently handle customer 
inquiries through multiple communication channels and focus 
branch platform staff on sales challenges by removing call volume 
and providing improved customer information.
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Moving Forward: Revealing a Path to Action

Figures 2.4 and 2.5 illustrate how the common threads identified in the 
previous section began to inform a completely new operational design for 
delivering the company’s products and services. To review, the first step 
broke down the problem: the negative impact that customers’ poor experi-
ences with products and services were having on the company; a set of 
questions were then asked to build a better understanding of the underlying 
causes of the experiences. Over time, we found that applying this common 
approach (shaped here and there to reflect any truly unique characteristics) 
uncovered the root of the problem across many different products and 

Themes and ideas developed

Approved theme
Create consistent sales and service processes for all delivery channels by 
providing common customer information for branch and customer 
service center agents, rerouting inquiries to an enhanced VRU, and 
integrating voice/web-based sales and service delivery.

Ideas
•	 Consider innovative multimedia contact center solutions that include 

web-based solutions such as text chat and email response in addition 
to the traditional IVR.

•	 Provide branch and multimedia contact center agents with online 
access to common customer information to maximize sales and 
service effectiveness and ensure a positive customer experience.

•	 Consolidate rerouting of calls and migrate customers to web-based 
response units at the customer’s preference.

Benefits
•	 Increase customer satisfaction by handling sales and service, reducing 

wait time, and increasing customer and staff satisfaction.
•	 Enable branch staff to focus on in-person sales and service.

Figure 2.3  Gap analysis leads to future state development.

Source: Branch network/direct distribution channels
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services. This of course has an obvious way of reducing the complexity one 
originally perceives at the outset, and a natural way of revealing how to 
address a shared problem with a common solution. Figure 2.4 represents an 
early output reflecting this process.

It’s helpful to take note that personal experiences like the one shared 
here are just one part of overhauling a company’s overall operating effi-
ciency. I mention this because it helps put the magnitude of these situations 
into perspective—they seem enormous and challenging, and are, but far 
from impossible. It does and always will take time, to be sure; and has to be 
done in a thoughtful and thorough way. However, having personally applied 
the approach in this example many times, I discovered that it consistently 
reveals a similar type of insight and a corresponding route to actions with 
the highest priority; this, as mentioned, despite the unique aspects existing 
within different departments, brands, geographies, and so on. Let me give 
you a better sense of what I mean.

Stepping Back

For further context, when all of the activities, skills, and tools that a business 
requires to achieve optimal performance are both in place and operating in 
a seamless and well-coordinated manner, the business is considered opera-
tionally efficient.
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Figure 2.4  Theme building blocks and evolution of customer 
contact to achieve future state.
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It is no small task for a company to achieve the highest operational 
efficiency possible. Just like our service example, it means gaining a basic yet 
full understanding of the company’s current business activities, and identify-
ing the root cause of any inefficiencies that exist across different areas of the 
company. The issues uncovered by this approach can of course be happen-
ing for a whole host of reasons. Perhaps business roles (or the work processes 
that staff engage in) are being completely duplicated elsewhere in the com-
pany, or there is a redundant use of a particular technical system or tool, 
overly complicated procedures are being used, and so on. The goal is to spot 
these and other major bottlenecks that are affecting the speed, effectiveness, 
and overall coordination of business activities across the entire organization.

In each case, this involves improving the efficiency of an individual 
business or total company by examining the roles and responsibilities in 
each area that touch some part of the customer experience. By breaking 
down activities and workflows, major opportunities begin to present 
themselves—most typically ones that can streamline, standardize, or other-
wise simplify the way these activities are taking place.

Figure 2.6 shows how each area of a business is broken down into the 
particular functions they supply to the company—which, incidentally, also 
tends to be surprisingly consistent not just within but across industries! 
They include general business management, human resources, finance, 
product and service areas, technology and operations, and many more. For 
each line of business, every product or service is further broken down into 
the core activities involved in delivering it to the customer. Every area is 
then reviewed to identify gaps in the skills needed to perform a particular 
business role or activity; where the activities supporting one area might 
depend unnecessarily on the involvement of others in the organization; or 
where insufficient attention is being paid to essential activities, due to limi-
tations in the amount—or type—of resource that is needed, for example.

In parallel, look for the ways it might be possible to simplify and/or 
automate current work steps. These actions were taken across hundreds 
of individual workflows; the insights generated were then compared to 
best practices and standard performance and efficiency benchmarks for 
the industry, always with the goal to spot the major gaps and differences 
between the two.
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Redesign team Process groups

Investments •	 Investments under advice
•	 Investments under administration
•	 Investments under management

Branch division •	 Metropolitan branch network
•	 State and territory branch network

Electronic/direct •	 Operations
•	 Direct banking
•	 Electronic banking

Mortgage/consumer  
lending

•	 Network mortgage lending
•	 Personal consumer lending
•	 Third party mortgage origination
•	 Mortgage operations/securities
•	 Consumer and commercial collections/

recovery
Commercial •	 Treasury

•	 Risk management
•	 Automotive finance
•	 Business banking
•	 Corporate banking

Information technology •	 IT development
•	 IT production

Support services •	 Facilities
•	 Finance
•	 HR
•	 Marketing/Communications

Cross corporate •	 Purchasing
•	 Policy

Figure 2.6  Future state redesign components.
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And from there, we moved on to the following: First, assess the relative 
difficulty of the actions that would need to be taken to address each identi-
fied gap, and prioritize what to attack first; once again assessing the skills, 
resources, and tools required to carry them out effectively. From there, 
develop ways to monitor progress in each area and understand the com-
bined impact of changes implemented across the company in total!

Remarkably, time and time again, I saw the promise of using this same 
set of steps to collect insights and take impactful action across numerous 
areas despite unique variables, in a manageable and highly organized way. 
This is a central theme throughout the book: Regardless of a problem’s size 
or nature, a practical and logical approach will allow you to identify what 
the areas affecting customers have in common, and to generate plenty of 
opportunities to take meaningful action.

Of note, the steps may differ somewhat depending on whether you are 
focused outwardly on the customers’ perception of product or service quality, 
or inwardly on how well a company is actually structured to operate inter-
nally. Where this holds true, the steps are adjusted to account for the truly 
unique differences between the two, but in large part all can be approached 
using the same basic process.

The strength of using a structured, yet flexible, set of steps like this in 
order to frame the way you think about and tackle issues isn’t limited to 
untangling and solving business problems, either. You can also apply them 
to much smaller challenges as well.

Breaking Down the Day-to-Day

The ability to apply this thinking universally can be seen in our business as 
well as personal lives: the good sense of keeping what we spend in line with 
what we earn provides a great example in this regard. Interestingly, a similar 
set of steps to those taken in the banking case can also be used to gain better 
clarity on the ways that we, consciously or otherwise, run our own business 
or personal life, and leads us toward setting better priorities and making bet-
ter, more informed choices on the amount we spend, as well as how/where/
when we decide to spend it.
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You can ask the following set of analogous questions to build perspec-
tive on needed changes, set new goals, prioritize your actions, and ready 
yourself to make the changes needed to balance your budget:

	▪ What are the biggest sources of income received (cash in) in and 
expenditures made (cash out)?

	▪ Where do they come from (i.e., how are they generated)?
	▪ Are there other potential sources of income to collect that you have 
not accounted for?

	▪ Where are the “out-of-pocket” expenses discretionary versus 
unavoidable?

	▪ Can expenditures be reduced or entirely cut by changing what you 
do or how you do them?

	▪ Can you adjust the timing of what you spend to better preserve the 
cash you have on hand?

While reflecting on these questions, take the very same steps as those 
demonstrated in the banking example:

1.	 Decide the basis you will use for prioritizing the actions you will 
take—to adjust your spending and address the gap between what 
you make and what you spend.

2.	 Establish the action steps you will commit to. For example, to find an 
online resource or other tool to help you reduce and generally help 
keep better track of expenditures, and to strengthen your spending 
discipline.

3.	 Finally, take action on what you prioritize and track your progress, 
staying flexible to needed adjustments to your plan along the way.

The pattern among these different examples becomes even clearer 
when you compare them. Each was approached using a similar set of practi-
cal questions in order to better understand the problems to be solved. This 
was accomplished by identifying and reflecting on their main causes, assess-
ing the actions you thought might best address them, and adjusting the plan 
as you observe the effects that result from them.

Now notice that an overall template is beginning to emerge, one that 
you can use broadly and effectively in both simple and complex situations 
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alike, and that yields remarkable consistency in both the success you can 
have in the actions you take as well as the total impact they achieve. Despite 
the simplicity and intuitiveness of the steps you’ve been introduced to in 
this chapter, the next section gives you an even further sense of their broad 
utility by showing how they generally apply to much larger issues—even 
ones with the potential for global impact.

Complex Questions: A First Look

This section illustrates the universal nature of the approach I’ve shared by 
looking at the common threads between the previously reviewed examples 
and ones with the potential impact that stretches far beyond them. Think 
about asking questions like these as baby steps toward building your capac-
ity and confidence to drive personal impact with the potential to help 
change the world. This section outlines a number of examples, that are of 
that scale and pivotal to sustaining life. Note how they follow the playbook 
of breaking them down into their component parts in order to spur ideas 
on how to approach them.

Climate: Reducing Greenhouse Gas Emissions

We can ask:

	▪ What are the major things that cause these emissions and how are 
they generated?

	▪ What are the changes to human behavior that can decrease them?
	▪ What are the alternative and renewable sources that can replace them?
	▪ What are the biggest stumbling blocks for increasing the use of alter-
native and renewable energy sources, both at a personal level and 
commercially?

	▪ How can we become more effective at improving energy efficiency, 
personally and in our businesses?

	▪ What are the main ways we can electrify industries and better pro-
mote sustainable land use?

	▪ What prevents us from doing so on a global level?
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Health: Becoming Better Prepared for a Public Health Crisis

We can begin by asking:

	▪ How can we design better processes and mechanisms for developing 
and distributing effective vaccines?

	▪ What are the main changes that must occur in order to enhance 
public health infrastructure and surveillance?

	▪ What are the main ways to promote global cooperation and infor-
mation sharing?

Food: Achieving Global Food Security

We can start to understand the path by asking:

	▪ What are the main technologies and inventions that can increase 
agricultural productivity and sustainable farming practices on a 
global scale?

	▪ What access to tools, guides, and partnerships already exist, or can be 
created to support small-scale farmers and local food systems?

	▪ What is blocking huge agricultural companies from modifying the 
current system? What parts can be feasibly replaced or modified?

	▪ What are the main factors currently blocking improvement in food 
distribution and waste reduction systems?

Water: Protecting Marine Biodiversity

A thoughtful reflection on how we can individually impact this issue would 
include answering questions like these:

	▪ Where are the threats to biodiversity the biggest?
	▪ What are the major causes of the threat?
	▪ How do they compare in different regions of the world? Are there 
common reasons for them?

	▪ What must be in place to sufficiently protect marine areas and 
sanctuaries?

	▪ What practices and policies exist or do we need to further adopt to 
reduce causes, such as plastic pollution and industrial waste?

	▪ How can we better promote sustainable fishing and aquaculture 
practices?
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Key Takeaways

After walking through the range of different challenges summarized, 
the main insight is this: There are always simple, logical steps you can 
take to think more clearly about the challenges you take on. Whether 
it’s in your personal life, in business, or at a world level—your chances 
of driving impact will increase as you continue to ask questions that 
provide an opportunity to reflect on them at a lower level, and think 
more deeply about the problem at hand. Steps like the ones reviewed 
help you organize your thoughts and prevent you from feeling para-
lyzed by complexity.

Is it too much to believe that breaking down challenges on a 
smaller scale might also help get to the root of solving massive ones, 
like the worrying effects of climate change? Is it truly realistic to think 
that we can discover new pathways and solutions that might be lying 
in plain sight? Or are these possibilities still too hard for you to imagine?

Examples like the ones covered thus far and many others like 
them suggest strongly that attacking long-standing problems in this 
way can be an exciting new source of needed change. That said, these 
outcomes won’t be achieved without something equally essential: 
making a successful transition from deep, creative thinking to disci-
plined, deliberate action. This shift in focus is the critical path for 
changing your perception of the difficulty attached to reaching your 
goal to actually achieving it.

You will feel increasingly well-armed on how to make this shift 
as we progress through subsequent chapters; I will also share a first-
hand experience that illustrates how you can translate your newly 
found confidence into having an impact on gargantuan things like 
global poverty. Indeed, while dramatically and distinctly different on 
the surface, you will begin notice that what they share in common 
represents an exciting gateway to unimagined progress.

Chapter 3 builds on this premise by delving into another essential 
element of your changemaker’s playbook: solving problems and creating 
new realities rests on a well-defined process.
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PART

II The Framework

Part II picks up where Part I left off by building on the foundational think-
ing put forth in the first two chapters. It looks at the remarkable results that 
can occur when you ask a standard set of questions to confront most any 
challenge.

	▪ Chapter 3 speaks to the importance of a consistent and disciplined 
approach, and the confidence we reinforce within by utilizing a 
structured yet versatile “changemaker playbook process” to help 
reimagine the future.

	▪ Chapter 4 illustrates the success that comes from consistently apply-
ing the process laid out in the previous chapter, while also infusing 
flexibility into the plans we implement to account for inevitable 
adjustments that will be needed over time. The essential role of flex-
ibility is also brought to life with a real story of using the process 
both to create a solution and to re-create it when the environment 
completely shifted.
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3
The Power 
of Process in a 
Changemaker’s 
Practice

In the chapter ahead I expand on the fundamental principles of becoming 
a changemaker shared so far, by asking you to reflect on them as you would 
approach building a new home. Part I helps you create the foundation for 
the structure, and Part II will help you build its frame. By the end, using the 
references and illustrations I provide as a guide, you will begin to feel your 
ability to create your own personal playbook begin to take shape—like a 
home complete with insulation, walls, and a roof—and you will have a 
strong and sturdy structure for taking action with impact. You will also 
observe how concepts that at first seem difficult to apply practically at first 
become progressively less so, and, as subsequent chapters get more and more 
specific, you will observe the playbook come together piece by piece.
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process, n.: A deliberate, step-by-step approach to building something 
meaningful—like constructing a house, one piece at a time, with each 
phase depending on the strength and clarity of the last. A series of steps 
with a dedicated goal or desired outcome.

It’s time to get underway, but don’t worry—I guide you through it 
gradually, beginning with a recap of key insights from earlier chapters.

First, as I noted at the very start, really big problems are indeed hard to 
solve, given the numerous individual considerations and pieces that must 
magically come together in order to achieve a planned outcome. It’s not just 
true, its also completely logical, making it far easier to focus on the things 
in life we feel we have the most control over. Simply put, our personal 
world feels more manageable when we stay focused on our day-to-day 
accomplishments. But as the real situations I’ve shared with you thus far also 
show, some of the challenges that seem either too big or too complicated to 
take on (let  alone fix) at the outset are not only solvable, but also 
surmountable—and manageable, too. That truth is the rock I build upon in 
this next chapter.

As you’ll soon see, the impossible can suddenly seem doable, and 
your ability to successfully solve difficult challenges becomes an exciting 
new prospect! Indeed, the inspiration you begin to feel may have you 
recognizing for the first time your own potential to change your business, 
your life, perhaps even the world. Believe it or not, this is exactly what 
happened to me. I’ll share epiphanies I received during my own journey 
in changemaking with you now, and give you an idea of how it can work 
for you, too. So let’s dive back in and have a look at some of the things 
that have been part of my personal practice for years now, and proven 
successful in a wide variety of situations.

Steps for Success

To begin, as reviewed last chapter, asking a series of straightforward ques-
tions is a “go-to” way to organize your thoughts when confronting a com-
plex challenge; in this section, I’ll now cover key steps that help you organize 
your actions.
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As explained in Chapter 2, getting bogged down by a problem’s size or 
complexity is, without a doubt, the arch enemy of creativity and progress. It 
can block you mentally from venturing toward taking any action at all, but 
consider the following to understand why it doesn’t have to. As you saw with 
the pattern that emerged from the examples I’ve shared, there is always an 
opportunity to break down challenges in order to understand them on a 
deeper level. And doing so can also help you to discover the self-confidence to 
forge on. As simple as this may now sound, it was a real revelation for this 
changemaker that has reinforced itself over and over again, and is now a fun-
damental building block of the changemaker’s playbook you will build.

Let’s now turn to something just as crucial to this ready-set-go approach: 
how the steps I outlined in the last chapter come together to form a repeat-
able process you can consistently use to drive real and lasting change. Just as in 
the previous situations, I’ll give you a better idea of how this works in practice. 
There are four main steps to the process, which can be concisely summed up:

	▪ Current versus future state analysis: Assess differences between 
how things are currently occurring and how they would work in an 
ideal scenario.

	▪ Gap analysis: Brainstorm answers to the question “What’s the fix?” 
Identify ways to augment or replace parts of certain workflows, add 
a new tool, a role, or a technical solution.

	▪ Set the plan: Identify actions to implement, order to proceed, based 
on best potential.

	▪ Refinement cycle: Observe, learn, refine, and repeat.

Turning Process into Practice

Here’s what I know about the possibilities for you to take action with impact 
and to deliver change: A well-defined and organized process allows you to 
both navigate the most critical paths for effecting change and to consider 
your potential for impact at every stage. A process helps you prevent impor-
tant pieces of the plans you create from falling through the cracks. Having 
said this, you must keep in mind that it is just as critical that you not confuse 
a well-defined process with one that is inflexible or overly complicated.

The approach NASA took in the Apollo 13 crisis discussed in Chapter 1 
helps to illustrate this important distinction. Believe it or not, you can see 
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evidence of utilizing these steps for finding a solution to the grave circum-
stances faced on board. NASA’s plan for bringing the astronauts back safely 
ultimately worked, in large part, because of the team’s supreme ability to 
rapidly incorporate new information as it surfaced and new events as they 
unfolded. The actions they took to dynamically adjust to the continuously 
changing circumstances onboard the capsule were imperative to the success 
they ultimately had in safely returning the astronauts back to Earth. This 
involved, in part, continuously engaging in a gap analysis, by combining 
careful observation with the question “What’s the fix?” From there they 
were able to set a plan, and then continuously refine it as new factors arose.

Notice, also, in the NASA example that while precision was indeed 
mission-critical in many ways, their decisions by definition could not be, 
given the number of variables and unknowns. It was a situation with zero 
room for error, but also where the ability to be totally accurate was greatly 
obstructed. It’s a wonderful example of one of the cardinal rules of the 
changemaker’s playbook, and in life, regarding the myth of perfection: using 
the 80:20 rule as your guide for deciding what actions to take.

80:20 rule, idiom: A principle stating that 80 percent of the outcome for 
a given event is a result of 20 percent of the input.

Aiming for an 80 versus 100 percent confidence level that a solution will 
be effective can dramatically increase your likelihood for success. Let me 
explain why. It may seem obvious, but a process that is successful in solving a 
problem must have at its core a “working” assumption on what it means to 
solve it—that is, how the situation will differ and what it will look like when 
it is finally solved. In short, developing a set of initial assumptions, or hypoth-
eses, helps you think more clearly about the steps needed to achieve your goals. 
Do so by looking at the specifics of the situation at hand, alongside what an 
ideal outcome might look like. Think of it as a side-by-side comparison: that 
is, things are like this now, but ideally they would be that way—by clearing this 
roadblock, preventing that consequence, and so on. I continually refer to this 
piece of your playbook as the current versus future state comparison, using the fol-
lowing basic definitions:

current state, n.: The present circumstances; the situation as it is now.
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future state, n.: The situation as it would be in an ideal future scenario.

Here’s an example from my personal experience of how this compari-
son becomes central to changemaking. For context, my journey with 
changemaking began right out of school in the financial industry, where 
I spent about 15 years or so—first learning the ropes, then guiding major 
corporations—through a specific process designed to address business prob-
lems that were preventing them from reaching their stated strategic, finan-
cial, operational, technological, and managerial goals.

Each of these situations was without exception highly complex, with 
many difficult issues to address, scattered across different businesses, product 
lines, and operational functions. They all also had conflicting and overlapping 
parts. As a result, improving on an issue in one of these areas would often have 
a negative effect somewhere else in the company, sometimes multiple other 
areas. It is where I first learned (at times the hard way) the importance that the 
process I pass on to you in this chapter carries, and the role that comparing the 
current to the future state plays for ensuring that existing linkages and overlaps 
across different businesses, products, and so on are as clear as possible before 
trying to identify feasible solutions. Let’s return to the customer experience 
example discussed last chapter to get a practical idea of how it was used.

Recall in Chapter 2 that I broke down a broad problem of customers’ 
poor experience with a company’s product in order to understand why it 
existed, as a quick reference I began by answering these questions:

	▪ What are the ways a customer currently encounters your product—
advertising, promotion, in-store, phone, online?

	▪ Where does their experience break down in each of these types of 
encounters?

	▪ What would the experience ideally look and feel like?

After asking these questions, the next step was to explore the differ-
ences more deeply by looking at the ways the customer encounters these 
products and services now:

	▪ Product or service inquiries and customer service—including  
in-person, phone, and virtual online assistant.
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Where the experience they have begins to break down:

	▪ The current customer service experience varies depending on how 
and where it takes place, and the inconsistent quality of service across 
them reflects this.

	▪ The answers received due to a service representatives’ ability to 
resolve issues can vary substantially, when addressed in person versus 
virtual assistant versus online.

	▪ The technical and operating systems supporting each type and loca-
tion of service vary substantially—for example, the virtual assistant 
may be using a combination of existing customer data and  
AI-generated responses, while a live representative may have access 
only to product order information.

The specific details of the situation, of course, increased as I focused on 
how, when, and where the customer’s experience actually begins to 
break down.

Creating a better experience required comparing the details gathered 
on the service customers were receiving in their various encounters (the 
current state) to what they can look forward to once the issues are solved 
(the future state). We considered what the new experience would ide-
ally be like:

	▪ One consistent, seamless experience, regardless of how we choose to 
encounter.

	▪ The systems issues impacting the experience are solved through 
management, technology, or process changes that are needed.

What you might begin to notice is that each of these steps is part of a 
methodical process that allows you to identify the issues at hand, and develop 
a rationale on how to change them. While it will never make a perfect solu-
tion to any problem magically appear, it represents an extremely helpful and 
practical template for evaluating fixes. Time and time again, it demonstrates 
that simply writing your thoughts down on paper, on a sticky note, or on a 
whiteboard can lead you toward sharper working assumptions, and avenues 
for experimentation. Now you might be thinking, “Okay, great—so far.  
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I now know how this process will lead me to ask important questions about 
the problem I want to solve, and how to start creating some initial ideas…but 
where does the action come in, and more importantly, the confidence that 
I can be successful?”

These are the logical and correct questions to ask, as even in a relatively 
simple illustration, the range of considerations needed to move from the 
current to the future state can feel overwhelming at times, especially when 
taking into account the variety of people, roles, work areas, resources, and 
costs. In addition, as previously pointed out and has been consistently true 
in my own experiences, there are often also interdependencies across differ-
ent businesses and product lines, as well as in the operational functions that 
support them, that further add to the complexity.

In every situation, however, I found that most of these factors could be 
meaningfully addressed by delving into the current state of a product or 
business, not just in isolation but across them, from how products are devel-
oped and marketed, all the way through to how they are delivered to the 
customer (for purposes of the playbook I refer to this as building and  
“end-to-end” perspective)—and in almost every instance it was also often 
the case that many of the important things needed to reach the future state 
were not unlike our examples in Chapter 1, right there in plain sight.

end-to-end, adj.: From the very beginning of a process to the very end.

The process I’m sharing reinforces one of the basic truths I touched 
on earlier and bears repeating: Perfection in anything is a myth. If we’re 
being realistic, we know that we can’t expect our experiences in life to 
be perfect. This leads to another cardinal rule of the playbook: In business 
as in life, the goal must be to prioritize the decisions and actions you 
believe can get you as close as possible to reaching your goals. The cus-
tomer experience illustration shows how the process shared with you in 
this chapter is used to align a company’s perception of its product and 
service quality with what can be understood about the customer’s expec-
tations, and to identify actions that can reduce the gaps between the 
two—things like improved responsiveness, increased accuracy, thorough 
answers to questions, and a pleasant exchange were very often chief 
among them.
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Keeping the current versus future state construct at the center of our 
thoughts—and noting the differences between the two that prompt you to 
ask why—leads to identify what’s missing:

	▪ Why is the service different when accessed in a store rather than by 
phone or online?

	▪ Why is the service level of lower quality when we seek it in person 
in one location versus another?

	▪ Why are the answers to questions slower to be received, not com-
plete, or not accurate?

Asking why, then, is what allows us to spot issues lying at the root of the 
problem, and uncover the disconnects that exist between what customers 
may consider ideal and the way things are currently designed.

A clear example of this emerges when you look at the differing sets of 
technical capabilities needed to support the customer’s experience depending 
on where and how they encounter it, such as by phone, virtual assistant, or 
some other form of automated service. For example, customer service repre-
sentatives can be accessing completely different technical platforms that have 
very few capabilities in common. As a result, their access to the customer 
information and tools to address issues also differ. Like previous illustrations, 
the situation at first blush begins to feel too complicated to try and address, 
but in fact many if not most of these issues are solved to customers’ satisfaction 
by simply identifying where systems need to work better together to achieve 
greater consistency, and then to build the appropriate connections across them.

Again, focusing on the differences between the current and future state, 
specifically the gaps between the two, often reveals the most natural paths to 
fixing them. In fact, just like Newton, you’ll discover that the situation has 
never been looked at in that particular way before, causing solutions to simply 
fall between the cracks.

Reframing and Refining

The value of the changemaker playbook process, then, lies in its ability to 
help you reframe your thinking, retrain your focus, and prioritize what’s 
solvable. Whether it leads to implementing a new tool or creating a new 
technical solution or business model, the process strengthens your ability to 
think deeply and completely without getting off track.
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Are there stumbling blocks to using this process effectively? Yes, the 
ability to be a flexible thinker is chief among them and reinforces my earlier 
assertion regarding the myth of perfection: Even the most well-defined pro-
cess cannot identify every issue, or lead you to an effective solution every 
time. On this, it’s key that you remember a basic truth and rule of thumb in 
changemaking—pursue an 80 percent confidence level. This is true for 
many reasons, and highlights the importance of flexible thinking: Getting 
increasingly close to a successful path relies on an ability to observe the 
effects of the steps you take and your ability to continually adjust your plan 
based on what you learn. As you develop a habit of observing and refining 
your plan, you’ll also discover that it has a way of breeding greater and 
greater self-confidence, which in turn creates new openings to solve far 
more than you ever imagined.

You will continually observe throughout the book that the right pro-
cess provides both the freedom to think more creatively and the guardrails 
to help you from becoming overwhelmed by the possibilities. This becomes 
more and more important to your success when using the playbook, because 
only after you overcome the perception that a problem must be fully and 
completely understood can you then hone your natural abilities to spot the 
opportunities to create change, and move on to the true hardest part of 
achieving it: plunging into action itself.

I call it the doing. You’ll soon realize that your ability to execute on an 
action plan is what ultimately separates those who succeed in creating new 
futures from those who don’t. And that the tireless commitment to the 
refinement cycle, continually refining your actions—correcting and adjust-
ing your plan as the circumstances require—is key to your success.

To further prepare yourself, it’s time to revisit the customer service 
example once again, and learn the other steps of this process. Some version 
of them will be needed before you are ready to make the full shift from set-
tling on the goals you pursue, to creating the action plan with the greatest 
potential to achieve them. Continuing with the service example, once we 
had a sufficient understanding of the issues negatively impacting the cus-
tomer experience and identified what must change, we shifted our focus to 
exploring how.
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The following process steps consistently applied to many situations 
aimed to improve business operational issues and are key to the refinement 
cycle you will add to your playbook:

1.	 First, we redefined the steps. Both manual and automated were needed to 
achieve a consistent service—the same or comparable capabilities 
regardless of why, how, and when customers access it.

2.	 We then assessed the new technological capabilities and tools that could be 
used to ensure that new steps are both feasible and achievable.

3.	 We also identified or redefined roles that may be needed for each 
person bearing some responsibility in the success of steps 1 and 2.

4.	 We zeroed in on any activities that could be replaced, improved, or 
perhaps eliminated as a result, and the actions required to do so.

Figures 3.1–3.5 are real examples of this process in action. They illus-
trate the result of a gap analysis that emerged, how it led to an overall theme 
for the actions we identified, and how to think through the various alterna-
tives in order to refine your plan of action.

Remember, while making informed moves that turn your desired 
changes from ideas into concrete actions is your North Star, your initial 
judgment will never be completely accurate. However, you need to reflect 
upon difficulties that might arise along the way so that in addition to being 
a flexible plan, it will also be one that’s fortified against the challenges and 
issues that are most likely to block your progress.

Above all, act: Move with purpose, determination, and persistence to 
execute your plan.

A final key takeaway from this chapter dedicated to process is that when 
it comes to being a changemaker, it’s wise for you to assume that you are 
playing a long game.

long game, n.: An approach that requires patience and foresight, with the 
knowledge that a series of smaller, short-term goals must be met before 
the larger, long-term one can be achieved.

Recognize that successfully addressing a problem with any degree of 
complexity requires that you stay the course, experiment with the solutions 
you choose, and sometimes that you go back to the drawing board altogether.  
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You will find that quick fixes are mostly myth and not appropriate for 
engaging in meaningful efforts that can achieve the real, lasting impact 
you’re trying to effect. If you dive into your effort to manifest change with 
this in mind and integrate it into this process all along the way, it will make 
following it much easier on the whole, and—believe it or not—even fun!

Gaps between operational infrastructure and strategic goals 
established

Identified Gaps
•	 Call center technology does not allow for full integration of phone 

and web-based response to customer inquiries.
•	 Customer surveys reveal inconsistent practices when interacting with 

the branch, phone, and internet to fulfill sales needs leading to higher 
abandonment rates. Branch and customer service center agents have 
access to different customer information.

•	 Some customer service phone calls go to branch staff (as opposed to 
the direct customer service center), leaving branch staff with less time 
to sell. Individual branch phone numbers are currently listed on the 
website.

Hypotheses
•	 Customer confusion is caused by inconsistent sales and service 

practices across different delivery channels.
•	 Branch staff ’s ability to maximize sales efforts is hampered by routine 

customer service inquiries.

Emerging redesign theme
•	 Upgrade call center technology to more efficiently handle customer 

inquiries through multiple communication channels and focus 
branch platform staff on sales challenges by removing call volume 
and providing improved customer information.

Figure 3.1  Gap analysis leads to future state theme 
development.

Source: Branch network/direct distribution channels
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Themes and ideas developed

Approved theme
Create consistent sales and service processes for all delivery channels by 
providing common customer information for branch and customer 
service center agents, rerouting inquiries to an enhanced VRU, and 
integrating voice/web-based sales and service delivery.

Ideas
•	 Consider innovative multimedia contact center solutions that include 

web-based solutions such as text chat and email response in addition 
to the traditional IVR.

•	 Provide branch and multimedia contact center agents with online 
access to common customer information to maximize sales and 
service effectiveness and ensure a positive customer experience.

•	 Consolidate rerouting of calls and migrate customers to web-based 
response units at the customer’s preference.

Benefits
•	 Increase customer satisfaction by handling sales and service, reducing 

wait time, and increasing customer and staff satisfaction.
•	 Enable branch staff to focus on in-person sales and service.

Figure 3.1  Continued
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Customer needs Process stumbling 
blocks

Possible emerging 
redesign theme

•	 Customer-focused, 
consistent marketing 
and sales approach.

•	 Access to specialized 
investment products 
and tailored advice 
for successful 
financial planning 
(including investment 
strategy, tax strategy, 
and trust and estate 
planning).

•	 Integrated marketing 
and sales platform 
providing customers 
with information on 
an array of investment 
products and options 
as well as 
complementary 
banking services.

•	 Dedicated personal 
financial planner in 
the branch network 
or full capacity 
delivery channels such 
as telebanking and 
internet that offer 
investment 
management and 
research around the 
clock.

•	 Redundant 
product 
offerings across 
multiple 
investment 
management 
subsidiaries.

•	 Sales and 
marketing 
efforts are being 
duplicated 
across the 
organization.

•	 Customer 
confusion on 
what, how, and 
who to call to 
purchase 
investment  
products.

•	 Call center has 
limited 
knowledge  
or access to 
information on 
investment  
products and 
services.

•	 Differentiate sales and 
service delivery 
infrastructure for 
investment services across 
subsidiaries to reflect client 
profitability and needs.

•	 Sales effectiveness 
through an integrated 
investment sales force 
offering a consistent 
product set across all 
delivery channels.

•	 In essence become the 
one-stop full-service 
financial center that can 
provide customer’s every 
investment and 
banking need.

•	 Utilize call center for 
inbound customer 
servicing as well as 
outbound telemarketing 
efforts. Train customer 
service representatives to 
exploit cross-selling 
opportunities for basic 
investment products.

•	 Leverage data warehouse 
to eliminate duplicate 
marketing efforts and 
identify cross-selling 
opportunities.

Figure 3.2  Developing themes for future state customer experience 
redesign. Linking themes to already defined corporate strategies and 
aligning them with the strategic objectives of each line of business.
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1.	 Understand current infrastructure, process, and strategy for retention 
measurement and tracking, cross sales, customer servicing, and 
customer information management.

2.	 Evaluate root cause of customer dissatisfaction from exit surveys and 
historical customer information.

3.	 Work in conjunction with marketing to analyze MCIF system, or 
similar database, at the household level (e.g., top decile profitability 
analysis/product mix) or account level, if possible.

4.	 Identify current product offering (including strength and weakness 
analysis) with product management and also provide best-of-breed 
products in market.

5.	 Evaluate current problem resolution protocol from identification to 
resolution response.

6.	 Perform rigorous assumption testing of recommended in overall 
design (with DCT, marketing, legal, etc.).

7.	 Refine model with strategic input from top management.
8.	 Outline detailed implementation plan.

Figure 3.3  Theme validation—customer satisfaction and loyalty.

Figure 3.4  Role of technology.
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Key Takeaways

The goal of this chapter was to explain the process methodology that 
is utilized across the various scenarios shared in this book. It explains 
the power of the changemaker playbook process and its importance to the 
success you have in your efforts to achieve real impact. It helps you see 
that the ability to contribute to change doesn’t require genius—at 
least not in the traditional sense—but rather that you maintain a cer-
tain discipline in the way you think about solving a problem and how 
you prepare to tackle change. This, in turn, will feed your confidence 
for plunging fully into the challenge at hand. You may note that the 
progress you make does not completely eliminate the issue, but doesn’t 
have to because the meaningful impact it does have will bring you that 
much closer to achieving your goals. Most importantly, the process 
empowers you to make an all-important shift in your perception

1.	 Is it a modular and scalable system?
2.	 Does it support intelligent routing?
3.	 Can it be deployed rapidly?
4.	 Does it support network routing?
5.	 Can it be easily integrated in other front and back office applications?
6.	 Does it support multiple contact media: telephone, email, web?
7.	 Does it effectively manage the contact queue to meet service-level 

agreements?
8.	 Does it provide management tools to ensure effectiveness and 

efficiency?
9.	 Does it allow blending of customer service representatives among 

inbound and outbound tasks and telephone and online contact media?

Source: Strategy Partners International, Choosing the Right Customer Contact 
Solution, May 2000.

Figure 3.5  Theme refinement—future state customer 
experience.

(continued )
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of the difficulty involved. You’ve learned the difference between the 
current and future state, where the disconnects are, and why. More 
than anything, though, mastering your use of this process helps you 
understand your individual potential to affect some of the world’s 
most difficult problems.

Here’s a review of the changemaker playbook process elements 
for your quick reference:

1.	 Inform your perspective by considering both the current versus 
future state of the issue at hand.

2.	 Perform a gap analysis. Assess differences between how things are 
currently done/occurring and how they would ideally work.

3.	 Brainstorm ideas that answer the question “What’s the fix?” 
Identify ways to augment or replace parts of the current work-
flows by adding a new tool, role, or some other practical solution.

4.	 Set a plan. Decide on the actions you will implement in order to 
proceed based on the priority/best potential.

5.	 Take action.
6.	 Observe, learn, refine, and repeat.

But I am not quite finished on this topic. In Chapter 4, you learn 
more about mastering the changemaker playbook process by learning 
about the art of the pivot.

(continued )
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4
Process Part II: The 
Art of the Pivot

Remember, your ability to execute well is the key to effecting any change 
at all. As you’ve seen, this in turn requires that you maintain a steadfast 
commitment to the process I shared in the last chapter and staying clear 
that any problem worth solving requires a measured yet flexible and 
forward-thinking approach. There are many reasons these principles hold 
true that you’ll continue to observe throughout the examples I provide in 
the coming chapters.

As you do, take note of the way each example I share reinforces how 
the changemaker playbook process specifically helps you structure your 
thinking, stay on track, and get into position to take action. You’ll also learn 
how the need to stay flexible comes into play, and ways to adjust along the 
way, both of which sit at the very heart of your success. Sometimes, depend-
ing on the situation you encounter, you may even decide through the pro-
cess to replace your original plan altogether! If this happens, there is no 
need to panic; in fact, it may mean you can have even more impact than you 
first assumed. That’s why this chapter is dedicated to sharing another crucial 
piece of the playbook with you: the art of the pivot.

I’ll first set the stage. Over 20 years ago, the internet, as in most areas of 
business and our life, was the start of a total transformation in our use of 
media. As a result, it profoundly changed media as an industry as well.  
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Digital media became a completely new way to connect with consumers, 
and to sell products and services to them. This also became a critical junc-
ture in my work, at the time as an advisor to businesses looking to accelerate 
the achievement of their strategic goals—and thus in my changemaking 
journey. It proved a vital opportunity for me to apply and refine my own 
approach to changemaking. I’ll explore how this is relevant to you as an 
aspiring changemaker, in this chapter.

Problem-Solving in a Sea of Uncertainty: 
The BrightLine Pivot

With the explosion of the internet, Google dominated as the online plat-
form and shaped our experience. Soon after, it set off a proliferation of new 
marketing techniques for brands selling us all our favorite products. This 
early experience with the internet was not ideal—it was a frustrating and 
chaotic environment, where you might see ads (called popups) that dis-
tracted you from your browsing session and became a major annoyance. 
That said, it did provide an opportunity for the first time since the inven-
tion of the telephone to dynamically interact with people. Soon organiza-
tions both big and small created websites, and they became ubiquitous as 
both a source of information and a platform for promoting products. Soon 
after that, interactive video was born and began to replace the static digital 
“billboard”—from there, everything we assumed about ways to use video 
changed forever.

Now let’s take a brief step back to introduce a few new terms:

digital media, n.: Digitized information displayed or broadcasted through 
a screen, including text, audio, video, and image.

interactive experience, n.: A two-way encounter whereby the viewer is 
actively involved in what they are shown.

Social media followed the earliest forms of digital media. The main 
point here is that with all these new changes to the media experience, our 
expectations as consumers and users of these online communication vehi-
cles began to shift as well, to a more two-way, interactive dynamic.
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Before that, television was by far the single most prevalent and impor-
tant medium for communication, whether for news, sports, movies, or other 
programming consumed in this way. Other than movie theaters, television 
defined the collective experience with video content. Every bit of this con-
tent other than what we watched on the public broadcast channel was paid 
for by the brands that sponsored it, and in return they received mentions 
and what the marketplace came to know as the 30-second spot.

30-second spot, n.: A 30-second TV commercial.

It was obvious that TV as a medium would ultimately collide with the 
internet. There was virtually no one who didn’t see the convergence of the 
two as inevitable, although there were many ways to guess how it would 
actually happen—what would tip it off, as they say. But when it did, how 
the television could be used as a form of communication would clearly have 
to change too. Within this context, my co-founders and I created BrightLine, 
a company developed with a value proposition to bring these fundamen-
tally new consumer experiences on the internet to the television medium. 
The idea was that major consumer brands would also need to ready them-
selves for the inevitable changes that the internet would foist upon their TV 
communication strategy.

So, just like the approach I took to bring the current state more in line 
with where the future seemed to be headed in the banking examples shared, 
I used a clean sheet of paper to sketch out what we could imagine about the 
future state for television. In this case, that translated into thinking about 
how the medium would be forced to change once the internet collided 
with it. We created a very specific value proposition for our business that 
reflected our vision of a transformed TV medium that combined the best 
parts of the television experience with the best new capabilities that the 
internet offered—the potential for turning the TV viewer experience into 
a way for viewers to have a dialogue with their favorite brands.

The vision led to a business model (see Figure 4.1) that made it possible for 
brands who relied most on the TV medium to communicate the relative value 
of their products to consumers, and our company BrightLine was launched to 
support them in that process—specifically, to guide them on ways to revise their 
TV advertising strategy to both account for and feed these new behaviors. 
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We created a turnkey solution (see Figure 4.2) for them to reshape their use of 
TV in this manner, and gain firsthand insight on how to do so in the most effec-
tive ways. BrightLine provided a process and unique set of skills to accomplish 
our clients’ particular goals, and a self-reinforcing way for them to constantly 
learn from the viewers’ response to these methods, over and over again.

Structured Approach and
Proprietary Methodology
    • Experience Design ModuleTM Solutions that Match Consumers’

Ideal Experience with Clients’
Explicit Goals
    • Exclusive research and data
    • Proprietary tools

Tailored Measurement and
Reporting Capabilities
    • Real-time adjustments to
       manage and maximize
       performance
             • Superior technical skills
    • Qualitative measurement
    • Proprietary metrics
             • CPMeTM, CPMvTM, etc.

STRATEGY DESIGN EXECUTION

Figure 4.1  BrightLine’s essential role in TV’s changing world.

Figure 4.2  The process.



	 Process Part II: The Art of the Pivot	 55

Notice how the language BrightLine used with the company’s clients 
matches the terms introduced to you in past chapters to build your own 
playbook. BrightLine represents another example of the changemaker pro-
cess in action you’ve observed thus far—as illustrated in Figures 4.3 and 4.4, 
the “ideal consumer experience” seen in the banking example, became the 
“ideal viewer experience,” In addition, the method used to show the way to 
move from the current state to the future state in the banking case is not 
dissimilar to the one used to help BrightLine’s brand clients move from the 
current state to the future state of TV’s role in their ad strategy.

The process approach used to help clients navigate from the current to 
the future state in television at this time came purely from applying a tem-
plated approach, called the Experience Design Module (EDM), which gave 
companies a straightforward way to think about the vast potential that the 
internet might represent to amplify the value of their products to TV view-
ers (see Figures 4.5 and 4.6). This was true because in the earliest stages of 
the transformation that finally occurred, there were only limited opportuni-
ties for brands to learn in this way. In fact, there were many attempts to 
make TV an interactive medium since the very birth of the television—the 
remote control itself can be counted as one of the first to really catch on. 
That said, a few stand out as part of this story as more groundbreaking in 
light of how we view interactivity today.

• Provides all types of businesses with advertising solutions
 within the changing world of television

• Is founded on exclusive experience-based and independent
 research, envelope-pushing creativity, and superior execution

• Designs the ways to connect with television’s new consumer
 through first-ever customized, two-way communication
 experiences

Figure 4.3  BrightLine’s ideal viewer experience model.
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Are customers willing to engage with content from brands and 
what are the dynamics of that engagement?

•	 Assess viewers’ inclination to opt-in to a branded interactive 
television experience.

•	 Identify features viewers will be most interested in using/experiencing.
•	 Assess viewers’ willingness to repeatedly return to a brand experience.
•	 Locate the sweet spot for maximizing viewer duration.
•	 Understand how content influences viewer behavior and campaign 

performance.
•	 Design promotion points that are most effective at driving viewer 

engagement.
•	 Assess relative impact of interactive TV on advertising brand recall, 

intent to buy, etc.
•	 Understand viewer response to targeted messaging by geographic 

location or demographic profile.

Figure 4.5  Understanding the customer’s expectations.

It begins with knowing all the possible ways to use advanced 
features function.

 

Requirements for staying relevant amid substantial and dynamic shifts 
in viewer behavior:

1.	 A vision for consumers’ ideal experience with a brand, product, and 
messaging

2.	 Continuously aggregating and distilling the array of TV’s new 
functions to fit the vision

3.	 Designing ad experiences that capitalize on BrightLine’s singular 
deep innovations in the space

4.	 Flexibly managing execution with real-time adjustments that 
deliver on the commitment

Figure 4.4  Captivating viewers is the road to staying relevant 
with TV audiences.
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TiVo is a very clear example. First introduced in 1999, TiVo (along 
with satellite TV providers like DIRECTV and the Dish Network, 
though secondarily so) is broadly credited for a breakthrough in remote 
control interactivity and television viewing. This also marked the first 
time that the digital video recorder (DVR) became widely available, 
which allowed viewers to record, pause, and rewind live television—and 
this fundamentally changed how TV audiences interacted with video 
content. This innovation gave viewers unprecedented control over what 
they watched and when they watched it, freeing them from the con-
straints of broadcast schedules and enabling features like “binge-watching” 
long before the streaming services we may associate with that term 
became mainstream.

binge-watching, v.: Continuous watching of a TV show or other form of 
visual content for a long time without stopping.

This level of interactivity that allowed viewers to navigate complex 
menus, schedule recordings, and receive tailored recommendations—all 
using the remote control—was a significant historic leap over traditional TV 
remotes, which were limited to basic channel and volume controls. However, 
even at the height of its popularity,  TiVo never achieved wide enough 
adoption to replace the way most people watched TV. This would come 
almost 20 years later.

Ideal Viewer Experience

BrightLine

Interactive and On-Demand
Solutions Design

Evaluation of Key Platforms
and Features

Figure 4.6  BrightLine’s ideal viewer experience flow.
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It’s important to understand that the value of the Experience Design 
Module to BrightLine’s clients was not its ability to bring the broad interac-
tive capabilities of the internet to TV on behalf of the brands who used it, 
but rather to give them the opportunity to learn how they would take full 
advantage of these capabilities as the TV and internet continued to merge. 
It was simply not possible when BrightLine was first launched to know the 
timeframe, let  alone the technologies, that would dominate once the 
medium finished its transformation, but our bet was that those who already 
understood how to reach and connect with their consumers through a two-
way interaction would most definitely have an edge against those who did not.

The Experience Design Module was a templated approach for its time 
with all the hallmarks of your playbook—a flexible model that allowed 
BrightLine’s clients to continuously reshape the ways they chose to create a 
two-way experience with the unique capabilities of each distinct TV plat-
form. Constant adjustments were made to incorporate new insights on the 
most effective types of experiences as they were generated, and allowed for 
a continuous loop of refinement in strategy.

Then everything changed. In 2016 the convergence we long predicted 
would inevitably occur began to take hold and accelerate, taking the form 
of what you now know as TV streaming. Streaming became the route by 
which the internet would transform the TV experience forever.

streaming, n.: A way to watch shows, movies, or live channels over the 
internet without needing cable or satellite.

The Pivot

You now have the full backdrop for learning the crucial lesson of this chapter: 
the ability to pivot. The most important thing to take away from BrightLine’s 
story so far is that the approach and model that served the market so well as 
the future state unfolded to become a reality no one could predict ultimately 
needed to be remade in its entirety. As the long-anticipated convergence of 
the two mediums actually took place, BrightLine’s approach to providing its 
unique value had to change entirely to reflect this brand-new form of televi-
sion. BrightLine’s wherewithal to guide brands on the changing viewer 
behavior that streaming unleashed had to change right along with it.
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It was no longer enough to continue adding the original value the 
company became known for—a new version had to be created, from 
scratch. It wasn’t sufficient for Version 2 to rely on refinements to an exist-
ing methodology as it had up to that point, either; this time would involve 
a redo that replaced the process template with a solution that changed the 
role technology played in BrightLine’s business proposition fundamentally 
and permanently, as well. The EDM was replaced with a proprietary soft-
ware that built upon the extensive insight BrightLine collected over time, 
that’s capable of actually creating the ideal viewer experience. Moreover, the 
solution has been built to automatically build and deliver the experiences it 
creates, too, across every individual platform that provides viewers with a 
way to stream their favorite programming on their TV.

Advancements in internet-connected set-tops and smart TVs have 
allowed for unprecedented leaps in audience engagement potential and have 
since generated an expansive crop of streaming TV video offerings. What 
makes BrightLine’s technology solution so powerful in this changed world is 
that each new capability introduced brings a host of new and unique and 
new complexities with it—most notably a highly fragmented web of dispa-
rate computer code bases, video delivery paths, and operating systems needed 
in order to maximize their potential and use. This is where BrightLine’s 
technology software shines; it has the ability to bridge the differences across 
all these streaming devices and apps, allowing for an ad experience to be 
designed and delivered seamlessly across them all. To provide the solution, an 
automated design studio was built allowing brands to create their own two-
way viewer experience, as well as a software development kit (SDK) that 
takes the uniqueness of each TV platform out of the equation, and a data 
management platform to support the brand’s ability to learn from the deci-
sions they make and adjust accordingly. As a result, they achieve their own 
ideal viewer experiences and provide them at maximum scale across each 
and every streaming provider and internet-enabled device, all without any 
concern for the technical nuances of the TV streaming ecosystem.

operating system, n.: The software inside a TV connected to the internet 
that lets you use apps, stream shows, and control the TV. It manages how 
you interact with the TV and what features or streaming services you 
can access.
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software development kit (SDK), n.: A set of tools and resources that help 
developers build apps for internet-enabled TVs or streaming devices 
without starting from scratch.

BrightLine’s shift in business models worked because the pivot we made to 
replace the process template with a technology solution was timely, years of 
insight could be draw upon to help our clients take full advantage of TV’s digi-
tal transformation, and thanks to the company’s incredibly committed manage-
ment, investors, and clients, we were able to successfully play the long game. When 
TV’s evolution to a true digital experience came, the complexities of using it as 
a medium for true two-way interactivity was a veritable nightmare, and 
BrightLine’s technology became once again a solution for its time.

There is much more to the company story that may interest and per-
haps even inspire some changemakers, but that’s a topic for a different play-
book. The point I am focused on here is that the process you are becoming 
increasingly familiar with served as the structured yet flexible path by which 
two very different business propositions were created to address the same 
fundamental need. Each had its own value and proven ability to drive 
impact; each reflected a route for bridging the current state with the future 
state, even when so many of their characteristics were not possible to know; 
and each achieved a market-leading position in the television industry.

BrightLine’s story speaks to one of the basic truths encountered time 
and time again when taking action with impact—your level of success as a 
changemaker is very often determined by your ability to adapt to shifting 
circumstances, and your best chances of spotting the moments for doing so 
will come from your relentless effort toward continuous refinement. This is 
the basis for mastering the art of the pivot. In BrightLine’s case, the chal-
lenge that the internet represented for how to best use TV as a communica-
tion vehicle remained the same—how to best reach the consumer—but as 
the television medium morphed, so too did the company’s first business 
model have to be replaced. Indeed, the entire basis of our proposition had 
fallen out of step with how TV was changing, and forced us to go back to 
the drawing board completely. In the end, the changemaker playbook pro-
cess, and our commitment to the refinement cycle, allowed the company to 
pivot and fulfill its original vision: Provide a solution that achieves a viewer 
experience in line with the new behaviors that the onset of the internet set 
in motion more than a decade before.
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Key Takeaways

Placing the changemaker playbook process at the heart of your efforts 
as a changemaker provides you with a proven, reliable approach for 
understanding the lengths of your personal abilities and potential to 
create change with impact.

You must now add another key aspect to your playbook—the 
ability to take action at the breakneck speed that will be required to 
meaningfully improve upon the rate of progress needed to contribute 
to the world’s most vexing issues. Get ready to dig in to understand 
why and how your awareness of the most modern and advanced tech-
nologies become a crucial factor, and how to apply them to reach 
mission-critical milestones at top speed.
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PART

III Transforming  
with Tech

In this part, the book’s emphasis shifts to train your sights on the dramatic 
effects of utilizing the most modern tools available in support of the play-
book. It illustrates how advanced technologies support and enable the dis-
ciplined, structured, and flexible thinking embedded in the playbook, 
allowing you to capture a whole new level of possibility.

This part walks through the particular and vital role that digital tech-
nology and AI play when taking actions of consequence. Examples are used 
to illustrate how this is so, from the most basic to the transformational.

	▪ Chapter 5 describes the capabilities of the most sophisticated tech-
nologies available and illustrates what they can yield when they are at 
the center of a clean sheet of paper design.

	▪ Chapter 6 builds on the examples provided in Chapter 5 to look at 
the unprecedented role that AI plays. It also explains the confidence 
that can be derived in relieving the pressure you may feel to be an 
expert in all aspects of the situation at hand.
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5
Tech for Good: 
A Tool and Path 
to Transformation

This chapter switches gears from establishing the process at the center of 
your playbook to illustrate how to identify the action paths with the great-
est potential for driving impact. While process is key to what you achieve, 
it’s still just that: a process. Ensuring that your actions can lead to the most 
meaningful outcomes, however, is achieved by utilizing the most modern 
tools available. Combining what the changemaker playbook process can 
achieve with the right tools will always help ensure that you are in the 
strongest possible position to succeed with the highest levels of efficiency 
and effectiveness.

Like the previous chapters, context is important for exploring these 
principles more easily. Translating your ideas into action is challenging, 
logically and for all the reasons I’ve reviewed with you thus far. As my 
illustrations show, even the best-laid plans require regular adjustments to 
correct, tweak, and even eliminate certain elements in order to clear the 
inevitable roadblocks that pop up along the way. Previous examples illus-
trated how issues are broken down as they emerge using the steps of your 
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changemaker playbook process to navigate them. But as you are hopefully 
beginning to also see, you’re not just using the guidelines in these pages to 
build a static playbook, but a flexible, resilient, modern one. And as you’ll 
now see, utilizing the most advanced technologies available as well as the 
strongest capabilities possible takes on a special significance in this regard.

I begin simply, because you’ll often find that technology is just a means 
to an end—a relatively simple tool that helps you implement your plan—
but technology can just as often turn out to be the solution itself, as you saw 
with the BrightLine example I shared in the last chapter. This is an impor-
tant distinction to make when implementing an action plan that I will cover 
in greater depth in the next chapter. In this one I will be covering the 
former—technology as a tool for achieving efficiencies.

As touched on previously, many of the business situations I’ve person-
ally managed simultaneously involved many products, services, and opera-
tional functions. Figure 5.1 gives you an example of this. More often than 
not, there were numerous overlaps across these areas as well, and in these 
situations, technology proved an integral tool for addressing them. We also 
found that we could overcome much of the inherent complexity of these 
situations by looking at products and businesses not just in isolation, but at 
their linkages—that is, from end to end. When doing so, we discovered 
that the overlaps and linkages could always be better understood by using 
technology as a tool. Most often, we used specially designed databases and 
process facilitation software to accomplish this, and both ended up becom-
ing the key to getting to the root of issues and identifying appropriate 
solutions.

On this basis, I make what may seem a bold claim to you: Technology 
plays a particular and indispensable role in your ability to take consequen-
tial action.

consequential action, n.: An action that creates tangible, measurable results.

To get a closer look at this role I revisit the customer service situation 
once again. Although it’s not the most profound example, it will help you 
continue building your basic understanding of this aspect of changemaking 
before moving on to the larger, more broad-based solutions you can 
pursue—the ones with global impact, among others.
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Redesign team Process groups

Investments •	 Investments under advice
•	 Investments under administration
•	 Investments under management

Branch division •	 Metropolitan branch network
•	 State and territory branch network

Electronic/direct •	 Operations
•	 Direct banking
•	 Electronic banking

Mortgage/
consumer lending

•	 Network mortgage lending
•	 Personal consumer lending
•	 Third-party mortgage origination
•	 Mortgage operations/securities
•	 Consumer and commercial collections/

recovery
Commercial •	 Treasury

•	 Risk management
•	 Automotive finance
•	 Business banking
•	 Corporate banking

Information technology •	 IT development
•	 IT production

Support services •	 Facilities
•	 Finance
•	 HR
•	 Marketing/communications

Cross corporate •	 Purchasing
•	 Policy

Figure 5.1  Future state redesign components.
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Utilizing Tech to Solve Complex Problems

In the previous chapter I explained that products and services must often be 
supported by a number of technical systems. You could see through the 
examples that these can differ from one another substantially, and when they 
do, how the customer experiences across them also differ as a result. In one 
example, a customer requested help through a virtual assistant with the 
capability to respond quickly and accurately by querying a database or using 
AI-generated responses. As you saw, instant access to the right data enabled 
a rapid and helpful response. In contrast, many live representatives do not 
have instant access to the same or even similar customer data, and are there-
fore unable to provide the same level or quality of service.

In cases like these, the most effective and reliable way to align the two 
is to replace the systems that the live representative can access with the latest 
technical hardware and software solutions available. As illustrated, it allows 
them to fully address major inconsistencies in service quality, bring them 
into better sync, and provide a common and more seamless interaction.

This path of action may sound like a simple fix, and fairly straightfor-
ward, but the reality was just the opposite. To affect the technical and pro-
cess changes that were needed, whole data systems had to be integrated; 
technical interfaces across customer contact points had to be developed, 
algorithms needed to be written, and next-level automation capabilities had 
to be put in place in order to achieve these improvements in service quality, 
accuracy, and response time.

You might think “businesses have been using technology to increase 
efficiency and reduce cost forever—this is hardly novel.” And that’s of course 
true—using technology in situations like these does seem a fairly obvious 
solution. But the point isn’t to “wow” you with the revelation that comput-
ers are a revolutionary way to help your business—it’s to make a broader 
point. The example demonstrates how technology becomes instrumental 
to taking consequential action in ways no other field of knowledge is doing. 
In its ability to contribute to improving if not totally solving almost any 
problem, technology is truly in a league of its own.

When viewed through this lens, the data systems, technical interfaces, 
and automation capabilities that were implemented in the service example 
were no less critical to solving the problems affecting the customer than 
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rocket science was to solving the problems faced by Apollo 13. In both situ-
ations, technology was a means for building or otherwise creating new 
capabilities that directly impacted those affected, and few would disagree 
that this is crucial for any business. It also shows that technology is increas-
ingly a constant for effecting needed change at the micro level, and trans-
formational change at the micro as well as macro level. As such, it is also a 
vital component in your personal changemaker’s playbook.

Given its particular role in raising the level and quality of a customer’s 
experience, technology is invaluable in companies both big and small. But 
its capacity is even more exciting to observe in the next example I’ll share. 
It’s an exemplary illustration that shows how technology can become the 
path that can fundamentally redefine a company’s actual identity!

One of the most exciting business change situations I’ve had a rare 
opportunity to experience personally involved the complete and total 
change of a company’s entire business model and strategy. It puts an even 
finer point on why I’ve dedicated this part of the book to technology’s ver-
satility and essential place in your playbook. It’s also a crisp and exciting 
example of consequential action.

The story begins with a bank called Signet, known at that time for its 
commitment to providing customers exceptional service and innovative 
products designed just for them. The company took six months to carry out 
a change program across the entire corporation that followed the change-
maker playbook process established in Part II. However, unlike the other 
examples I’ve shared, Signet decided to go much further than using the 
latest software and hardware solutions to bring different customer 
touchpoints—branches, call centers, and ATMs—into alignment. Instead, 
they decided to rebuild every single one of their businesses, products, and 
services around one leading-edge customer technology platform. The enor-
mity of this undertaking cannot be overstated; it meant deconstructing each 
and every one of the individual processes that supported each of these areas, 
redefining every staff role, and totally replacing all of the supporting systems 
their business depended on at the time. In essence, they were starting from 
square one.

To put this in its fullest context, Signet’s future state meant turning its 
mostly manual and tangled mass of activities and workflows upside down 
and inside out—replacing all with a first-of-its-kind platform that 
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completely revolved around the customer experience. In other words, they 
applied the approach applied in previous examples in the context of one 
area of the company’s business across their entire corporation. None of this 
would have been possible without using all the cutting-edge capabilities 
that technology afforded them. It was a groundbreaking and truly inspiring 
show of leadership and commitment to customer impact and transforma-
tional change.

In the next section I’ll take the topic of consequential action to a com-
pletely different realm. It touches on business considerations, but perhaps 
you’ll find it an even more exciting example of how to raise your personal 
impact potential to a world level.

Creating SustainChain

You first learned the foundational step of building your playbook in 
Chapter 2—break down complex situations by asking basic questions. Each 
of the examples shared since have presented different cases on how to take 
that step. At a very high level we also took a basic stab early on at decon-
structing world-scale problems—specifically climate risks, health, food, and 
water security. I pick up that thread now to show how to put the change-
maker process into action on these huge issues, pulling from my personal 
experiences in economic change and development. Note that, in the exam-
ples that follow, I am about to share how the immense and complex nature 
of climate change becomes a near-perfect lens for reflecting on the value of 
the changemaker playbook process, and the playbook itself. Hopefully it 
will also be both a source of additional inspiration and boost your confi-
dence that bold action with impact is within your grasp, even on enor-
mous problems.

In 2019, I began puzzling through the challenges that organizations of 
different sizes and kinds, profit and nonprofit alike, were experiencing in 
their efforts to move their sustainability and climate change programs for-
ward. It started, as always, by trying to get to the bottom of what was pri-
marily blocking them from making meaningful and sustainable progress.

I began in a way that should now be familiar to you—that is, by reflect-
ing on what achieving sustainability would actually mean in the most prac-
tical terms possible.
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sustainability, n.: The capacity to fulfill present needs in a lasting way, that 
also safeguards the environment and ensuring the well-being of future 
generations.

I tried first to envision the future state—in this case the actual future—a 
world that had achieved sustainability. In order not to become totally over-
whelmed by what seemed a countless number of issues and factors that 
would no doubt lie beneath, I started by reflecting on the more obvious and 
most fundamental things a sustainable future would need to ensure without 
causing further damage to our planet—concluding that they are secure 
access to sustainable sources of food, water, and energy. After all, I thought, 
the chances of humanity’s survival without these are (to use a phrase from 
the Apollo 13 example) slim to none. After training my focus on these three 
objectives, I probed deeper to home in on the biggest factors driving our 
human potential to positively affect these challenges and to break them down.

Shortly thereafter, the COVID-19 health pandemic hit hard across the 
globe, and laid bare just how critical well-functioning supply chains are to 
sustaining human life. In that moment, we collectively experienced the 
ways that a serious disruption to global supply chains was able to stop the 
flow of products we relied on and shut down whole markets. In that critical 
moment, we also collectively realized that the world economy’s ability to 
fully function hinges on having robust supply chains in place and flowing 
without serious blockage. That shared experience highlighted a basic truth: 
Addressing the worsening effects of weather-related events on food, water, 
and energy will require resilient global supply chains that are built to with-
stand the impact of extreme climate conditions.

resilience, n.: The ability to adapt, recover, and thrive amid challenges, 
disturbances, or adversity, maintaining essential functions and well-being.

Luckily, as you’ll see in coming examples, building resilience into sup-
ply chains is a topic we can collectively agree on, despite the polarized 
views on climate change overall. Indeed, as you’ll begin to note throughout 
the book, our ability to maintain healthy supply chains is just one of many 
pieces of the climate and sustainability puzzle that we can all agree is impor-
tant, news cycles and political atmosphere notwithstanding.
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Continuing with the example, by focusing squarely on the life-sustaining 
elements of food, water, and energy in the common context of our human 
experience with the pandemic, I was able to look at the possibilities for change, 
just as Newton did, from a new and different angle that inspired and provided 
me with a direction to creatively search for a path to action.

Rebuilding global supply chains across industries and geographies is an 
extremely tall task. And, understandably, this is usually the point where most 
people will drop the pencil. But as you’ll see, it can also be the very point in 
the changemaking process where your playbook begins to light the way. 
Indeed, while supply chains seem a pretty unlikely comparison on the 
surface—how similar can customer service and global sustainability be?—
there is actually a highly similar approach to tackling the array of considera-
tions for moving from the current to future state in both cases.

In this case, of course, there is another dimension that poses an addi-
tional and imposing challenge, given the many who seriously question 
whether the business community has a genuine intention to address the 
structural deficiencies that block creation of resilient and sustainable supply 
chains. Given the considerable added time, attention, and effort these changes 
require, as well as business’s primary focus on revenue growth and the bot-
tom line, these are of course fair and important questions. Indeed, insincerity 
on assurances made can be proven—the issue of greenwashing is widely evi-
denced by data that shows substantial gaps between stated commitments to 
climate resilience in the private sector and the actions businesses have made 
to their models and supply chains to achieve needed outcomes.

greenwashing, n.: The act of exaggerating or misrepresenting a company’s 
environmental commitments, creating a gap between what they promise 
publicly and the real changes they make in their business practices.

While this is important to bear in mind, this book is not the place to 
debate the will of the business community to invest in building resilient 
supply chains. That being said, a few practical realities may be positive 
indicators and worthy of quick mention before I move on:

	▪ First, at the heart of operational efficiency and profitability for a 
business is the age-old question of “at what cost?” Increasingly, the 
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answer to this question shifts toward the potentially heavy cost to a 
company’s viability over time of not addressing issues of resilience.

	▪ Second, for those who fear that businesses just don’t care, there is a 
vibrant investment community bringing financial support to busi-
nesses that do care. It acts as a powerful incentive for companies  
to drive toward sustainability innovations that help solve these  
problems.

	▪ Finally, the fact that greenwashing exists may ironically be a good 
sign. Many, myself included, feel that this would not be so if busi-
nesses didn’t feel the need to make promises to address these issues in 
the first place.

These points also serve to reinforce one another and may represent a 
natural and enormous source of potential and hope.

Regardless, the difficulty of moving from the current state to the future 
state to achieve resilience in global supply chains is immense and over-
whelming. For the reasons reviewed and many more, this is to be expected. 
However, one of the characteristics this challenge shares with earlier exam-
ples is the tremendous amount of overlap among the various hurdles to 
overcome. In fact, all the major steps involved—from sourcing to manufac-
turing to product delivery and sales—share many of the same basic require-
ments in order to get to the future state as other business challenges might. 
And there’s another revelation that technology puts an increasingly fine 
point and highlights—you actually don’t have to be an expert on a particu-
lar area that requires change to be an instrumental source of progress and 
impact. There are, as in each case explored so far, fixes hiding in plain sight, 
visible to anyone with the drive to dig through and find them, regardless of 
their area or level of expertise. This will become more apparent as you pro-
ceed through the chapter.

For now I will continue with the story. By continuing to apply the play-
book’s framework, I looked next at ways to identify the most obvious (and 
difficult) problems to overcome, and set my sights on deciding my focus and 
identifying my actions by using the current versus future state comparison 
demonstrated in previous chapters. Looking at sustainability as the future 
state, I asked, “What must absolutely be in place that isn’t currently in order 
to reach that future?” and the systems we rely on to ensure safe and 
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sustainable water, food, and energy supply quickly came into focus. Finally, I 
asked, “What would need to happen for that future to become reality?”—
and with the moments of the COVID-19 pandemic fresh in my mind, the 
overarching factor of creating sustainable and resilient global supply chains 
became very clear.

Take a moment to note as we have with past examples how the pro-
cess at the core of the playbook once again provided the structure and 
clarity that allowed me to better define the problems to be solved, and 
helped things feel less daunting. As you’ll soon observe the discipline that 
this structured approach creates was all-important for identifying the 
steps that immediately followed—this, as first introduced in Chapter 3, is 
rooted in the ability to shift your attention from what is needed to achieve 
the future state, to how to make it real. First, have a look at how the ability 
to think more clearly translated into a set of concrete and organ-
ized actions.

One of the patterns you observed in previous examples is present in 
this one, as well: There are not only major overlaps in what is needed to 
rebuild global supply chains, but also similar if not common implementa-
tion needs among them—including expertise, money, scientific research, 
tools, and more. This is where a new and different type of solution that’s 
critical to impacting a problem comes into view, one created for the 
experts instead of by them. Indeed, one that requires relatively little spe-
cific expertise of a particular industry or even supply chain manage-
ment at all.

One of the simplest and most encouraging facts about climate change 
is that there is no shortage of people trying to manage the problem. Indeed, 
the number of real solutions being attempted and actions being taken—by 
both experts and others determined to solve these issues—turns out not to 
be the main issue at all. In addition, a deeper look at the current state reveals 
that an inordinate number of promising actions are taking place, too copi-
ous to even fully account for here. Instead, the biggest stumbling block, 
aside from the pure volume of activity, is that all of the good work and 
related actions being taken are extremely fragmented, disconnected, and 
disorganized. What’s more, because of the nature of the actions being taken, 
many doing good work are often stymied by their lack of access to the right 
resources, proper funding, needed collaboration, and critical partnerships 
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that would make their contributions available, widely accessible, and used in 
all the areas that they apply—in other words, scalable.

Rapidly evolving technologies can help solve these intense chal-
lenges in fresh ways. They represent the how for solving some of the 
underlying issues that otherwise block progress toward reaching the 
future state—put in terms first established in the earliest pages of this 
book, technologies—or rather their unique applications—are part of a 
fix that hides in plain sight, which doesn’t necessarily require supply 
chain management expertise to uncover, just your changemaker’s play-
book and a will to help change things for the better.

In my own case, my thoughts and observations on the supply chain 
issue led me to take out a clean sheet of paper and sketch a technology 
solution that could help businesses and organizations of all sizes and kinds 
navigate the morass of actions already taking place to fortify supply 
chains, and to jump the steep learning curve on where to find the right 
resources, funding, and other critical partnerships needed to make more, 
better and faster progress.

How did I do that? What were the considerations? Finally, how can 
we prescribe a solution given the disparate, fragmented actions taking 
place, across the universe of actors needed to build supply chains—which 
involves organizations of all different kinds, people of all different roles, 
and different types of actions? You will understand these better by observ-
ing the following:

Using widely available digital technologies and a particular type of 
machine learning called reinforcement learning (RL), which I discuss in 
greater depth in a subsequent chapter and appendix. I was able to sketch out 
a new platform, which we aptly named SustainChain, where the work of 
this global community of actors would be visible to one another, and make 
new and different collaborations possible.

reinforcement learning (RL), n.: A way for computers to learn by trying 
things out and seeing what works. The more it practices, the better it is 
at choosing the actions that lead to the best results. By learning this way, 
the computer can figure out brand new ways to solve problems—even 
ones it’s never seen before. It can “discover” new paths or strategies to 
reach its goals, and even adapt if things change.
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The plan was to use a form of data intelligence that would learn from 
the actions of every user and instantly convert that learning into relevant 
suggested actions to other community members. Going even further, by 
giving this visibility, opportunity for collaboration, and ability to guide 
users, we could support the work occurring in different areas of focus, 
like water security and agriculture, across geographies and industries 
simultaneously. Rebuilding global supply chains, of course, will take all of 
these things!

The machine learning component became a central part of the design 
that I’ll speak in depth about in the next chapter. In brief, we created an 
ability within SustainChain to learn from the community and to deliver 
actionable insights to other members. In this sense, it would do double duty 
as both an efficiency tool and a guidance system. This would allow those 
touching a particular part of the supply chain—whether for sourcing raw 
materials, transportation, manufacturing methods, or distribution 
systems—to work on filling needs they have in common, together. By giv-
ing everyone in the community live access to the information that the AI 
was generating, new actionable opportunities could constantly be revealed, 
encouraging members to connect, collaborate, and partner on their com-
mon “links” in the chain. If we could build it, I thought, it would provide a 
real-time ability to connect the dots and to help solve potentially massive 
challenges.

What makes the idea of a SustainChain hopeful and particularly excit-
ing is that over time, as adoption of the platform grows and the communi-
ty’s commitment to working together in this way expands, this use of the 
most advanced technologies will continue its own ability to learn from each 
individual action taken, by each individual user, and become better and bet-
ter at guiding users toward the specific actions needed to move us collec-
tively forward. In this way, the technology helps each of us achieve our own 
individual goals more quickly and rebuilds entire supply chains in the process!

Implementing SustainChain

Next I’ll share how the SustainChain technology platform was imple-
mented. As mentioned above, there is tremendous innovation, investment, 
and effort currently happening around the world focused on huge and 
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existential problems, like the risks presented by climate change. Thousands, 
if not millions, of people work tirelessly toward this goal, with the intention 
of having an impact on the problem in a meaningful way. Applying the 
framework to a gargantuan problem like the fragility of global supply chains 
allowed me to highlight the playbook’s immense power to cut through lay-
ers and layers of challenging issues and complexity, and show you how a 
white space solution like the SustainChain platform can emerge and be 
sketched out as a direct result of this framework and process.

white space, n.: A term used to describe a solution that has heretofore 
escaped our discovery, or has not yet been successfully implemented.

SustainChain is also an excellent example of a situation where technol-
ogy greatly enables one to discover solutions to a highly complex problem, 
despite lacking expertise in any of its many granular aspects. In this case, the 
changemaker playbook process was used to reflect on things affecting the 
vulnerability of our global supply chains. I then engaged in a gap analysis that 
compared the fragmented nature of existing efforts with the changes required 
to make them function with resilience in the future state. These steps, just 
like the other examples shared, led me to uncover an innovative way for tech-
nology to address the underlying issues—rapidly, intelligently, and holistically.

Using the Gap Analysis to Test Hypotheses

The next step is no doubt now very familiar to you: I utilized the refine-
ment cycle to challenge the efficacy and viability of the actions suggested 
by the gap analysis. You know that your plan for taking action must be  
flexible, and give you the ability to adjust for roadblocks and avoid blind 
alleys. In this regard, it was critical for me to think about how to build a 
platform for such a massive and highly fragmented ecosystem in a way that 
could increase the likelihood that organizations would discover, join, and 
use the platform. Therefore, I challenged the idea of building the Sustain 
Chain platform in this way before starting to implement it.

The first and most important thing that needed to be considered was 
what might prevent people from embracing the value of a platform like 
SustainChain to support their efforts or to become a part of the holistic 
community it was designed to foster. Our main hypothesis was that the 
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platform first and foremost would need to be easy to use—a “no-brainer”—
this bar remained at the very heart of how SustainChain was built from the 
start. We also believed that users would need to instantly feel that they are 
in a safe and trusted place, free from bad actors, and that they are able to 
work in a setting that would prevent unequal influence from forming in 
some part of the community.

In order to achieve this objective and make the future state vision pos-
sible, we began designing a user environment where each member, regard-
less of their area of focus in sustainability, could quickly and easily become 
part of a broader community of their peers. This was a high-priority task 
given that adding what feels like extra work to an already onerous set of 
tasks is rightly perceived to be the opposite of helpful. We answered for this 
by making these changemakers visible to one another and highlighting 
opportunities to succeed with their work faster together. That begins with 
a simple onboarding to the platform whereby the user provides a small set 
of basic, high-level details regarding the focus of their work (e.g., water 
security, renewable energy, regenerative agriculture); the role they play in 
their work (e.g., impact investor, researcher, technology innovator/entre-
preneur, supply chain provider); the industries they work within or across 
(e.g., consumer products, financial services, energy); and where they are 
located geographically. Each of these questions is prompted automatically 
by the system, which provides the user with a standard set of options to 
choose from. As part of making the steps as quick and easy as possible, we 
even set ourselves the challenge of building it so that it required the least 
number of keystrokes possible (see Figures 5.2–5.4).

The information provided by users during the onboarding step of join-
ing SustainChain allows each to instantly become part of one broad-based 
and holistic community dedicated to supply chain resiliency (see Figure 5.5). 
The technology platform immediately thereafter begins to provide recom-
mendations to users on ways to bridge the gaps that would otherwise sepa-
rate them from one another. SustainChain was built specifically to spot 
similar attributes among members, highlight what they share in common—
whether taking similar actions or totally different ones—and to make the 
opportunities to collaborate known to them. Without this capability, these 
groups might never become aware of the opportunities to work together 
and potentially combine their resources and efforts (see Figure 5.6).
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Figure 5.2  SustainChain account creation form.

Figure 5.3  Provide details about your industry and your 
position in it.
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Figure 5.4  Select your role in the industry provided in the 
previous question.

Figure 5.5  Select the sustainability pathways you are 
working on.
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Being a member of the SustainChain community provides access to 
whole new sets of tools and resources that can help advance progress on 
the work, and in this sense becomes a safe and neutral public utility. 
Figure 5.7 shows a personalized SustainChain home page. Once you’re a 
member, the platform is built to take you on a guided journey that con-
nects you to the user community based on how relevant other members’ 
work is to yours.

Anyone who uses Google or the latest chatbot or AI agent is famil-
iar with its easy search and prompt capability, and that same type of 
feature is available on SustainChain—and since SustainChain is con-
stantly learning through its reinforcement learning layer, it additionally 
provides recommended actions, solutions, and other members that 
might contribute to your work. These are all presented on your own 
personal home page, not dissimilar to what you might find on any one 
of your favorite social network platforms (this is not accidental, as you’ll 
learn in Chapter 10).

Figure 5.6  The option to select the UN Sustainable 
Development Goals (SDGs) you most identify with.



82	 Transforming with Tech

Using SustainChain to Connect to Others

Remember, SustainChain is ultimately built to help achieve a future state 
that ensures sustainable sources of water, food, and energy, which relies on 
the overarching need to build resilient global supply chains. Consider a 
member of the community that is focused on the particular area of regen-
erative farming, for instance. SustainChain connects them to others within 
their own group or organization, who may be working within separate 
areas but on similar tasks (see Figures 5.8–5.10).

Rebuilding global supply chains will of course require huge collections 
of individuals across industries and the globe to be successful. Achieving 
world scale won’t be easy. Part of the difficulty of moving the individual 
work already underway forward lies in an ability to swiftly secure the cor-
rect resources, tools, and partnerships. Another major challenge we have is 
keeping the efforts that are occurring coordinated within and across the 
large number of people already working together within their respective 
companies or organizations.

Figure 5.7  Your personalized SustainChain home page.
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Figure 5.8  The action portal newsfeed.

Figure 5.9  Posts created and shared for this pathway are shown 
in the Feed tab.
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SustainChain addresses this by providing a space within the tech-
nology platform, not just for connecting individuals but for bringing 
whole subcommunities together. This allows these groups to instantly 
combine the actions of the people and organizations working within 
them, and make them more organized, efficient, and impactful. Then, 
just as it does for individual members within a subcommunity, 
SustainChain also identifies things that subcommunities of one indus-
try or area of focus have in common with other subcommunities and 
their action initiatives. This, as before, brings instant visibility to rele-
vant partnerships and opportunities to collaborate that exist. It’s a 
potent way to grow those networks and secure missing pieces (like 
funding), to solve for blockages together, or combine efforts for effi-
ciency and effectiveness in order to scale faster.

Figure 5.10  Resources for a given pathway are shown in the 
Resources tab.
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To complement the automated way that the platform reveals oppor-
tunities and suggests action initiatives that members or groups might 
not be aware of, SustainChain is built to also be a central place where 
members share new opportunities with the entire community (see 
Figure 5.11).

Figure 5.11 shows the SustainChain Interchange, where members can 
offer or request a product, service, or technology from their organization, 
or refer a skill or talent they think others in the community may benefit 
from. The post can be shared publicly with the entire member commu-
nity, or with subcommunities, or groups of members as shown in 
Figures  5.8–5.10, where members are focused on a common area like 
regenerative agriculture.

Figure 5.11  The SustainChain Interchange.
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Creating a Mission Control

As a final part of sharing how the playbook was used to attack the biggest 
stumbling blocks, it became clear to us that being able to “see” what is 
being accomplished on the whole, at any moment in time, will be just as 
critical. This is a key input to the refinement cycle aspect of our process 
because it allows for the highest response times to the guidance it pro-
vides. The point here is that even if you can successfully build a platform 
like SustainChain, and it leads to creating the largest and most cohesive 
and collaborative community of changemakers ever, knowing how far you 
are traveling toward the future state is what allows you to adjust the plan 
accordingly. This is where taking another page from the book of our 
friends at NASA came in—a Mission Control was built to dynamically 
visualize the sum of all the individualized actions being taken within 
SustainChain! Figure  5.12 provides a snapshot of the Mission Control 
home screen.

mission control, n.: A centralized hub for monitoring, coordinating, and 
directing complex operations to ensure successful outcomes.

For a solution like SustainChain visualizing the whole becomes as 
important as effort itself for a changemaker. And the solution? You guessed 
it—technology. Applying development tools from a select number of cod-
ing languages and software tools, a Mission Control was built that allows 
members a way to view the sum total of the numerous simultaneous 
efforts being taken from all different angles. This capability provides 
unique insight into what the community is accomplishing, where it is 
making relative progress together, and, as importantly, where it is not. It’s 
a unique capability in that it can highlight both the gaps and opportuni-
ties that exist across industries and supply chains, and be: a source of solu-
tions with fresh applications, geographic expansion opportunities, and 
expertise being—all generated by actions occurring or a use case being 
deployed member or group on the chain not yet part of the community’s 
collective work (see Figures 5.13 and 5.14).
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Figure 5.12  Mission Control home screen.
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Figure 5.14  Mission Control also keeps track of the number of 
its members, companies, and groups in each industry.

Figure 5.13  Mission Control’s display of sustainability action 
initiatives taking place across the platform.
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Key Takeaways

The SustainChain journey shared with you in this chapter illustrates 
the way technology was applied to provide a novel platform that helps 
changemakers move past paralyzing complexity and the immense 
number of issues faced when confronting global food, water,  
and energy security challenges. The platform accomplishes this by  
combining digital software, internet capabilities, and machine learn-
ing. Together, these technologies make the how for successfully rebuild-
ing global supply chains across industries appear possible. They also 
bring the much needed transparency, organization, connection, and 
real-time guidance that allows SustainChain to be a neutral space, 
where individuals and working groups can stay focused on their own 
goals and objectives, while the platform dynamically suggests ways to 
address critical resource gaps and partnership needs among them. 
Members from organizations of all sizes and types are now part of  
a protected, expanding digital community that benefits collectively 
from the individual actions of each and all.

While SustainChain’s creation may have been a novel one, the 
idea behind it was not. This is true even for my personal discovery 
process—and, in fact, it’s mostly common sense. It’s just another exam-
ple of what can happen when you are able to think about a problem 
differently, and use deep, structured, and creative thinking. It shows 
you how doing so can shine fresh light on the real issues behind mas-
sive challenges, like securing a future where humanity’s basic needs to 
survive—like water, food, and energy—and suggest the “hows” for 
plugging in missing pieces.

This chapter once again focuses on the pivotal role of the change-
maker playbook process as a reliable way to keep your thoughts clear 
and organized when taking on problems of any kind or size, and to 
prioritize the relevant actions necessary to push toward the future state 
defined in each. The SustainChain example illustrates once again how 
the playbook process, supported by modern technology, reliably identi-
fies productive and efficient ways to take action—enabling the doing.

(continued )
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Where reinforcing the resilience of global supply chains is spe-
cifically concerned, SustainChain illustrates how the process leads to 
practical and scalable ways to take organized holistic action. In this 
case, it also makes doing the business of change more efficient and 
thus less costly in terms of time, investment, and effort. There is a 
natural logic to it—in other words, it just makes sense. It provides a 
neutral action hub, accessible by all who can extract value from it, 
with no hidden costs, gimmicks, or barriers to entry beyond the 
need for a phone or laptop, a genuine commitment and the drive to 
get started.

In this example I isolated the goal of securing basic human needs 
by rebuilding global supply chains, to illustrate the ways technology 
becomes essential to your success when pursuing big change. It high-
lights the critical role of technology for getting and staying on a faster 
track to impact on a world level. SustainChain’s design illustrates how 
our human ability to take actions of this magnitude will most defi-
nitely rely in large part on the proper and adequate use of the most 
advanced available technologies. And, in the case of climate resilience 
and sustainability, for which we face an urgent timetable for success, 
technology will also be required to achieve whatever we can, however 
we can, at top speed.

This sets the perfect stage for a deeper exploration of the role and 
potential of machine learning and artificial intelligence (AI) in a quest 
to effect important change in a short timeframe. You are about to see 
how the learning capabilities embedded at the core of SustainChains 
become one with its utility and unique value in rebuilding global 
supply chains—quickly.

(continued )
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6
Ethical AI: 
Maximum Impact 
Potential at Top 
Speed

In the previous chapter, you had the opportunity to view the changemaker 
playbook process in action and technology’s vital place in it. I shared exam-
ples with you from my personal journey, beginning with the Signet cus-
tomer experience where the company designed a future state to rebuild 
every one of its businesses, products, and services around one leading edge 
customer technology platform. And then I walked through the “clean sheet” 
creation of a platform called SustainChain to illustrate technology’s massive 
utility to the large and growing community of sustainability changemakers. 
In the case of SustainChain, the platform is a literal example of building an 
engine for achieving personal impact using technology as both a tool and 
overall solution for overcoming complexity.

When sketching it out on my clean sheet of paper, SustainChain seemed 
like a great idea, but it was making proper use of bleeding-edge technology 
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that provided the route to creating a digital home for confronting the effects 
of climate change on global supply chains. Technology was the source of 
leverage we needed to follow through on our intention to take meaningful 
action, with measurable success.

In this chapter, I build further on the SustainChain story to highlight 
the magnitude of potential you can create when you use cutting-edge tech-
nologies wherever possible, and in particular, the unique role of artificial 
intelligence (AI) in that process. Among other things, I will review AI’s 
special power and explain how it can feed your conviction that conquering 
world-scale problems at top speed is both doable and manageable.

Stepping Back

As noted last chapter SustainChain first emerged by focusing on what’s 
called white space, what was missing. You’ll recall from the definition pro-
vided that a white space solution is one that has not yet been successfully 
implemented.

These solutions can actually be found almost anywhere. The particular 
white space that SustainChain occupies lies in the purposeful way it is 
designed in order to facilitate progress on efforts to rebuild supply chains. 
Because we defined the future state as one where all parts of the supply 
chain in every industry would operate in a resilient and cohesive manner, 
redesigned to reinforce one another, we were able to focus on how to lever-
age technology in order to make both of these a practical reality.

One part of reducing the fragmented nature of efforts seeking to address 
these issues was developing a capability that would:

	▪ Chip away at their often isolated, or “silo-driven” nature
	▪ Provide support to actions focused on the unique aspects of the 
future state

	▪ Nudge those who are working on common challenges to join forces, 
creating a 1 + 1 = 3 effect.

1 + 1 = 3 effect, n.: An idiom referring to the synergistic relationship of 
two forces.
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For these reasons, SustainChain became a technology platform purpose-
built to foster a holistic community of changemakers across all industries, 
supply chains, and sustainability priorities. It’s a live example of how tech-
nology can be used in a highly specific way to address the unique parts of 
solving a problem and lead us toward the most effective paths. When uti-
lized in very targeted and deliberate ways like this, technology can help 
erase some of the obstacles that prevent us from making progress and, as 
importantly, reveal completely new opportunities to address problems that 
might not surface on their own. These things, as well as the crucial ability to 
dramatically elevate the personal impact we can potentially achieve, cannot 
be overstated in urgent situations like the future of our planet, where we 
truly need all hands on deck.

Technology gives SustainChain its unique advantage to simultaneously 
advance individual progress as well as that of the whole. It also provides 
another critical bit of help. World-scale problems like climate resilience not 
only require highly coordinated actions among a sea of groups and indi-
viduals, but they often also have the added difficulty of manifesting solu-
tions on a strict deadline. In other words, speed can ultimately make or 
break the chances that you succeed in achieving the change and impact 
that’s needed, fast enough. Broadly speaking, digitization and the internet are 
the very backbone of creating tools and solutions that match that urgency. 
For a utility like SustainChain, the hyper speed that its software can enable 
sets it apart, made possible by the specific use of AI.

Before I dive more deeply into how AI was specifically applied to build 
a supply chain resiliency solution, it will help to first take a step back and 
ground your understanding of what we refer to when we discuss AI in the 
context of the past.

Humans have a history of developing new and more sophisticated tools 
to compensate for the pitfalls of older strategies, for solutions in anything 
from business to agriculture. I share just a few of these examples from the 
last few decades, in the realm of digitization and computer programming. 
These examples also involve companies and industries that now utilize AI 
as the logical next step to continuing to innovate solutions. Not only has 
digital technology been utilized (and in some cases made more sophisti-
cated) for the specific purpose of solving an apparent problem, but this 
practice often culminates in the genesis of AI.
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The aim is to instill in you the mindset that proactively seeking to rep-
licate this approach—that is, utilizing the latest technology to design a suit-
able solution to most any problem—is an essential tool for maximizing your 
own personal impact. It is also to reassure you that, while you may feel a 
little out of your depth when it comes to understanding bleeding-edge 
technologies like AI, the courage and drive to forge ahead and test the limits 
of new technology to achieve the biggest impact possible is a part of our 
shared history as human beings.

Sophisticated Solutions: Lessons from the Past

In a relatively short period of about 10 years or so, digital and internet tech-
nologies reached a new level of power. They help us see the bigger picture 
more clearly, execute numerous complex tasks far more easily, and do both 
things simultaneously rather than sequentially.

It began with the entry of digital technologies (in the form of tools, 
devices, and systems used to process, store, and communicate information), 
and was followed by the emergence of internet capabilities that mushroomed 
practically without pause since the World Wide Web emerged more than 30 
years ago. This created a unique opportunity in human history to revolu-
tionize practically every industry, beginning with (now commonplace) 
rules-based software, and culminating eventually in the development of AI.

As far as examples, the world of business is perhaps the most obvious 
place to begin. After all, AI has become all but ubiquitous in businesses the 
world over, and business tools utilizing AI are now transforming entire indus-
tries by making production more efficient, less costly, and more flexible, 
among other things. But before AI, businesses were arguably first in line to use 
the latest technology to forge ahead of the competition, especially after digital 
technology and the internet became commonplace. There are several software 
solutions, for example, that were used before the emergence of AI that allowed 
companies to innovate new avenues for efficiency, automation, expansion, and 
profitability. We have benefited from these solutions as a society, in one way or 
another, for much longer than the latest advances in AI became standard—
often in interesting ways we may overlook or take for granted.

For example, in 1964, airlines began automating their operations by 
developing a tool to improve the processing time of airline reservations and 
ticketing, manage flight schedules and availability, and enhance customer 
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service and support. The so-called “Sabre System” was developed by a part-
nership of US companies American Airlines (AA) and IBM, and it revolu-
tionized the airline industry as the first centralized airline reservation 
system (IBM, n.d.). Before Sabre, handwritten cards were used to keep 
track of customer flight information—imagine that! After Sabre, AA com-
puters around the country were linked together in one centralized net-
work, cutting a previous reservation processing time of 90 minutes to just 
a few seconds.

The massive improvements in efficiency and productivity created by 
the system were a major breakthrough—with reservation time greatly 
reduced, booking speed grew exponentially, and overbooking and under-
booking errors were reduced substantially as well. It’s safe to say that with-
out a software solution like this one, it might still be commonplace to book 
all plane tickets with a live representative. This was just the beginning of a 
turning point in business, at the time tailor-made for the airline industry, 
that would generate exciting advances in the customer experience. Sabre 
made real-time availability and automated booking confirmations possible. 
Now, AI chatbots and virtual assistants are integrated into the AA reserva-
tion experience, building on the tailor-made software solutions of decades 
before to advance the customer experience even further (McCann, 2025).

In a different industry—one that ties in nicely with the resiliency 
discussion last chapter—the emergence of precision agriculture coincided 
with developments in computerization and digital software. With the devel-
opment of the world economy and the historic rise of the global population 
in recent decades, the demand for food has likewise increased on a scale 
unprecedented in human history, and new difficulties are routinely encoun-
tered in the need to farm efficiently. The average person never considers the 
sheer amount of data analysis that goes into modern agriculture—there are 
dozens of factors to monitor, measure, and take into account at any given 
moment, from soil variation in different geographic locations, to unfavora-
ble weather patterns, to the potential spread of bacterial illnesses, to the 
insect resistance of different kinds of crops (Cecere, 2023).

Understandably, this makes feeding the world a somewhat difficult task. 
In the past, analysis of all these factors could take days at a time, creating a 
slow, tedious, inefficient system for the expansion of the industry. This 
would all be transformed with the advent of computer-assisted farming in 
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the 1980s, with the creation of digital agricultural resource maps and the 
introduction of computer-aided farming (CAF), which could, for example, 
translate geographic and spatial information into fertilizer application maps 
(Haneklaus, Lilienthal, and Schnug, 2016). The speed of data processing in 
agriculture effectively boomed, and as I demonstrate in the following sec-
tion, continues to be streamlined with the utilization of AI in the same areas. 
Precision agricultural technologies have been widespread ever since.

With these examples of computerization transforming a couple of dif-
ferent industries, the next section moves on to a more detailed exploration 
of how ethical AI is being used to propel humans toward making ground-
breaking advances.

Ethical AI: An Overview

ethical AI, n.: Artificial intelligence systems that prioritize fairness, 
accountability, transparency, and privacy, ensuring they benefit society 
and minimize harm and bias.

As mentioned, since it emerged the internet has enabled a massive 
global network of interconnected computers and servers that rapidly 
exchange information and, in turn, generate online communication and 
information sharing. In addition, humans have witnessed the creation of an 
array of digital resources and other tools, ones that we now utilize every day. 
The ability to make our lives simpler and more productive, as well as to push 
the limits of our creativity, has been helped in countless ways by both digi-
tization and the internet that we don’t often reflect on.

More recently, these technologies have been taken to an exponentially 
new level with the ascendance of AI. Most experts—if not all—operating in 
various fields of AI believe its capabilities have cleared many new thresholds 
for transforming our lives and the world, in ways that make it virtually 
impossible to ignore.

artificial intelligence (AI), n.: A vast field of digital tool development utiliz-
ing computer systems that are designed to perform complex tasks nor-
mally done by human reasoning, decision-making, creating, and so on.
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Because of the way it seemed to burst onto the scene with little to no 
warning, the shift in mindset that AI feeds felt sudden for many. However, 
computer programming itself was something of a precursor to AI and is far 
from new. Indeed, many of what we now know to be predecessors of the AI 
we use today had been used for many decades. The interest in creating a 
computer that could complete tasks normally done by human reasoning has 
existed for several decades, and you can see some examples of these through-
out history. One of these first entered the public domain in the late 1950s: 
a computer program called the Logic Theorist (LT).

The Beginning: The Advent of LT

LT is a helpful example to reflect on, given its early capabilities to use com-
putational models to simulate human problem-solving abilities. Developed 
in 1956 by Allen Newell and Herbert Simon, it used logical deduction to 
reason about simple problems, and both explore possible solutions and find 
the most appropriate one. LT’s objective was to demonstrate the feasibility 
of simulating human cognition, which is also a fundamental factor of the 
direction that modern AI has taken. It was only in the 2010s that the term 
“AI” made its way into mainstream conversations, and in the early 2020s, it 
suddenly became difficult to go practically anywhere without hearing the 
two letters.

To help clarify the breadth of AI’s present capacity to support our abil-
ity to take personal action with impact, it is helpful to explore a range of 
practical examples.

Some Relatable Examples

Let’s start in an area that touches many lives either directly or indirectly 
every day, by looking at the medical field. AI algorithms are commonly 
used, for instance, to analyze medical images such as CT and MRI scans, 
which are typically used to check for injuries and health conditions not eas-
ily visible on the surface.

algorithm, n.: A series of steps or instructions designed to solve a problem 
or complete a process. In technology, these instructions are given to a 
computer for tasks like opening an application, sorting a list of docu-
ments, or increasing the brightness on your screen.
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The immense value of algorithms lies in their capability to improve on 
the time and accuracy of diagnosing medical conditions such as heart dis-
ease and cancer.

For example, a study from May 2022 found that the AI could detect 
small growths in the lung faster and with a similar or better accuracy than 
an experienced radiologist. It also found 8.4 percent more than experts 
with the naked eye. To quote the study, “When aided by AI, the expert 
decreased the average assessment time per case from 2:44 minutes to 
35.7 seconds, while reporting an overall increase in confidence” (Abadia 
et al., 2022).

AI has also helped in drug discovery. Rentosertib is considered the very 
first AI-developed drug. Developed by a company called Insilico Medicine 
to treat a condition called idiopathic pulmonary fibrosis (IPF), it is the first 
drug where both the target (the molecules specifically linked to the disease) 
(Santos et  al.,  2016) and the compound (the mix of chemicals with the 
potential to treat the disease) were discovered using generative AI. Though 
not yet available to the wider public, it is on track to be cleared for wide-
spread public consumption as of this writing (Drug Target Review, 2025).

If you consider all these examples together, you begin to get a fuller 
sense of AI’s ability to decode complexity and supercharge efficiency. 
Imagine the potential these technologies now hold to redefine entire fields 
of science, medicine, and business.

A Powerful Means for Rapid Discovery of New Paths

In the specific context of the changemaker playbook, this section explores 
AI’s ability to leap beyond these types of benefits, to create whole new paths 
for making personal impact—perhaps even new futures.

You’ll recall from the last chapter that it was through incorporating AI 
into SustainChain’s digital and internet-enabled backbone that we were 
able to instantly shift our actions into overdrive. It’s the only way to gener-
ate personalized guidance at the speed we will inevitably need to win the 
race against climate. By taking full advantage, and with a little luck on our 
own timing for doing so, ethical AI can literally help us beat the clock.

Ethical AI, responsible AI, or “AI for good,” is a fast-growing field 
that can accelerate the progress toward resiliency, and hopefully make the 
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prospects for moving fast enough less scary over time. Used responsibly 
and deliberately, AI can help create completely new paths to rapid, 
informed, practical action with immense potential that are literally hid-
ing in plain sight.

While rebuilding global supply chains has a huge number of moving 
parts, AI algorithms have advanced far beyond the baby steps taken 10 years 
ago; they now have the potential to accelerate regenerative agriculture 
efforts in many remarkable ways.

Take, for instance, this pest and disease warning system. Developed by 
the Dabeinong Group, this AI and big data system analyzes real-time crop 
growth data and environmental conditions to predict the likelihood of pest 
and disease outbreaks. It also issues timely warnings to guide farmers on 
implementing appropriate preventive measures. This system has already 
improved pest and disease control efficiency over the numerous agricultural 
bases it now covers by 20 percent (Ding and Gao, 2025).

Similarly, the Beidahuang Group employs drones and sensors for soil 
and crop monitoring, using AI algorithms to analyze the data and provide 
precise fertilization and irrigation plans. Statistics show that this technology 
has increased Beidahuang Group’s water resource utilization by 36 percent 
and crop yield by 5 percent. Incorporating AI into agricultural systems 
offers the potential to address key agricultural challenges, enhance sustain-
ability, and promote global food security. Predictive analytics analyzes data 
such as soil and weather conditions, crop yield, and plant health, and pro-
vides farmers with real-time insights they can use to optimize crop rota-
tions, determine ideal planting times, and reduce waste in the water and 
fertilizer used. These steps simultaneously increase agricultural yields and 
reduce negative impacts on land quality.

AI-powered drones and satellites monitor crop growth, and they can 
identify potential problems, such as pest infestations or nutrient deficiencies, 
much earlier. With these tools, farmers can address issues like these before 
they escalate and damage crops, which leads to more sustainable and effi-
cient farming practices. AI-powered precision farming tools, such as 
variable-rate fertilization and irrigation systems, allow farmers to customize 
and optimize their farming methods, by applying water and nutrients 
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precisely where they are needed. Doing so optimizes their ability to reduce 
waste and prevent overapplication of fertilizers, pesticides, and the like, 
thereby reducing their negative environmental effects.

AI technologies are assessing overall soil health, as well. They can ana-
lyze data from sensors and imaging technology. Among other benefits, 
this allows farmers to identify nutrient deficiencies and soil erosion. This 
will lead to increasingly healthy crops and more sustainable farming 
practices.

In addition to these farming examples, certain advanced forms of AI are 
also being used to dramatically eliminate plastic waste from industry supply 
chains. The Global Plastic Watch platform (GPW), for instance, uses the 
first-ever reliable methodology to detect and monitor trends in plastic pol-
lution on land, and in near real time (Minderoo Foundation, 2017). It is a 
novel decision and management support tool for plastic waste that has been 
developed with the goal of stopping plastic waste before it enters the ocean. 
GPW leverages free and publicly available satellite imagery from the 
European Space Agency, as well as the latest advances in machine learning. 
It detects the locations of plastic waste dumpsites and aggregation sites on 
land. GPW monitors and reports on the trends in the size of the plastic 
waste sites.

Similarly, there are several related ways AI can contribute to the nega-
tive impact of the fashion supply chain on water and land. This is particu-
larly important, because the global fashion industry is responsible for 
approximately 20 percent of the world’s water contamination. In other 
words, one-fifth of contaminated water globally can be traced back to 
fashion-related activities, like textile dyeing, finishing, and the chemicals 
used in processing fabrics. The impact includes the release of toxic chemi-
cals, heavy metals, and microfibers into water systems, affecting our environ-
mental and human health. Here are a few ways AI algorithms are being used 
to confront these issues:

	▪ Material traceability uses real-time data analytics to track both the 
source and journey of the materials used in fashion, from production to 
usage and disposal, to increase the efficiency of efforts to reduce 
waste and recycling efforts within the industry.
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	▪ An array of other sustainability analytics is used to analyze the envi-
ronmental impact of fashion products, using the data generated to 
identify ways to refine supply chains and reduce the environmental 
footprint.

	▪ Textile waste is intelligently sorted, which reduces the amount that 
ends up in landfills and enables the industry to move toward a more 
circular model. One AI-powered sorting machine, for example, sorts 
up to 10 tons of clothing per week, using spectral sensors and image 
analysis to simultaneously sort textiles across various locations 
(Clubley, 2025).

And in this final group, critical of course to sustainably rebuilding global 
supply chains, is fossil fuel reduction, where the number of ways to improve 
efficiency, consumption, and waste is rapidly growing. Here are some examples:

	▪ AI-powered smart grids can manage the modern electrical grid by 
balancing energy production and consumption. These solutions 
allow the grid to optimize fossil fuel energy, and wherever possible 
integrate new renewable energy sources, in real time.

	▪ AI is constantly improving industrial efficiency in manufacturing 
processes, reducing energy consumption and pollution to optimize 
and reduce usage.

	▪ AI-powered predictive models are continually improving the accu-
racy of climate modeling.

	▪ Perhaps most exciting of all, AI is used to create cleaner fuel and har-
ness renewable energy sources such as solar, wind, nuclear, and hydro. 
It does this by forecasting energy demand and providing new ways to 
make consumption across all these sources more accessible and 
efficient.

This wide range of cases, where AI is being used in both groundbreak-
ing and responsible ways, provides a rich context for understanding AI’s 
unique ability to rapidly iterate and adapt. Its vast potential also offers a 
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continuously growing source of creativity that shows things through a com-
pletely different lens. Like Newton did, we can see the same things differ-
ently, make new discoveries, and execute new approaches with agility and 
precision.

Perhaps it is even easier to see, when taken all together, how the discus-
sion thus far also shines a bright light on why AI sits at the core of 
SustainChain’s unique capabilities. The next section discusses this in more 
depth to explain why this became so.

Creating DaVinci

At the heart of SustainChain’s design is a hypothesis that fully harnessing 
the capabilities of AI can transform the platform into a uniquely powerful 
and consequential enabler of resilient supply chains. That is, by taking 
advantage of its capacity to exponentially cut the time to take informed 
action, align and combine the individual actions of its members, and fill 
partnership and resource needs, we can turbocharge our collective progress. 
That’s why a highly specific set of AI capabilities were combined to build 
the DaVinci Discovery Engine (DDE).

Leonardo DaVinci, personal n.: Innovator, architect, scientist, and one of 
the most influential artists in history. He left a legacy of groundbreaking 
contributions in the realms of art, math, science, and architecture, each 
discipline informing his mastery of the others.

DaVinci was the name chosen for SustainChain’s AI engine because 
discovering pathways to the transformational change needed must be 
informed by each of the disciplines that are required to rebuild global sup-
ply chains, and because an AI capability that succeeds in this way can poten-
tially lead to the creation of whole new futures.

Recall the DaVinci Discovery Engine’s main job. It is designed to guide 
organizations of different sizes and types toward one another’s work, as well 
as give them access to the critical resources, innovations, partnerships, and 
funding sources that are essential to achieving their goals. DaVinci looks 
dynamically and continuously for missing pieces that can advance the pro-
gress of the work happening across the entire SustainChain community, 
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from the relevant to the instrumental. And because this is the only job the 
machine has, it also becomes an accelerator that provides every opportunity 
it spots at the highest pace possible.

elixir, n.: A catalyst or essential force that energizes and acceler-
ates progress.

Chapter 5 touched on the importance of making the actions that take 
place on the platform visible to the community at all times. Part of the point 
established there is that even if SustainChain becomes the largest, most 
comprehensive and collaborative global community of changemakers in the 
world, we will also need to know whether, how far, and how quickly we are 
traveling toward the future state. We need this, of course, if we are to know 
where we are actually making the right type of progress and whether we are 
making it fast enough.

I also shared the tool that was built to understand this, called Mission 
Control. As described previously, Mission Control allows members of the 
SustainChain community to visualize the sum of all the interrelated 
actions taking place. It was also designed to reflect members’ relative 
progress—which industries, geographies, and organization types are pro-
gressing faster than others, and where there are opportunities for change-
makers to build on one another’s successes. DaVinci even suggests paths to 
unlock progress in one industry or supply chain for the benefit of another. 
For example, consider an advanced solution to address water contamina-
tion that creates progress for resilient farming practices, as well as reduces 
chemicals released in the manufacturing process in the fashion industry. 
This is called spillover.

spillover, n.: The unintended transfer or impact of effects from one con-
text, activity, or system to another.

Mission Control’s ability to bring visibility in all these ways and to 
cause spillover is made possible by the DaVinci Discovery Engine. DaVinci 
is constantly learning from every action by every individual impacting every 
supply chain in a positive way. It does so by identifying what members have 
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in common, sometimes because of spillover effects from another individual 
or organization, tool, resource, or partnership.

This capability has been created by using a particular form of AI called 
reinforcement learning (RL). Reinforcement learning is an area of AI with its 
earliest roots in the 1950s and 1960s, and as with many other early examples 
like LT, began to advance beyond its computational limitations. It was not until 
the 1980s that researchers laid the foundation for what we now know as mod-
ern RL. In the late 1990s, reinforcement learning began to gain widespread 
attention due to major advances in its deep learning and computational power.

One of the most iconic examples of reinforcement learning AI, often 
used to explain its unique capacities, comes from an RL engine created by 
IBM’s Deep Blue. Many know it as the computer that learned the game of 
chess from scratch and went on to beat chess grandmaster Gary Kasparov in 
1997 (IBM, 2024). There were other examples of engines that followed the 
same basic approach as Deep Blue, like AlphaGo and AlphaZero. They are a 
combination of human-provided strategies and self-play to improve its 
game (Mucci,  2024). Google DeepMind’s AlphaGo improved on Deep 
Blue by learning through a combination of supervised learning from human 
games and self-play to improve its strategy. AlphaZero was then created to 
learn entirely through self-play, utilizing a neural network and general-
purpose algorithms that knew nothing about the game of chess but the 
basic rules (Silver et al., 2018). It also used a more advanced reinforcement 
learning algorithm that allowed it to discover novel strategies. It was this 
feature of RL machine learning that led it to be chosen to become a major component 
of SustainChain’s DaVinci Engine. Why?

Embedding RL into the DaVinci learning engine builds on AI’s nat-
ural enabling functions and streamlines, integrates, synthesizes, and directs 
the flow of intelligence. It does this by creating a comprehensive and 
definitive list of roles and expressed needs, which are summarized in 
Appendix A.

DaVinci represents the gateway to transformational change that 
SustainChain was built to provide. It allows you to amplify needed insight 
and fast-track actions, and it does so with transparency, a source of account-
ability, and new ways to apply technology innovation.

This example in Appendix A illustrates SustainChain members’ work on 
ocean thermal energy (OTEC) as an alternative energy source: interactions 
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among companies creating the capability and wherewithal to supply the 
energy systems that need to be built, the equipment required, the experts with 
the potential to construct the full solution, and the government support and 
business models to make it economically viable.

These activities are happening simultaneously, and the DaVinci learn-
ing engine is instantly revealing where connections lie and actions need 
to be made across SustainChain community members according to their 
roles and shared sustainability pathway focus. It also shows what members 
must prioritize to get to their goal by 2050. Regardless of whether we get 
there in a way that could be considered absolute, the machine helps sys-
tematically guide the actions still needed to work as a total end-to-end 
system. This example illustrates how the community stays informed and 
collaborates with each other to align, connect, and accelerate its actions.

DaVinci’s task began with curating a member group with the common 
pathway focus to reduce the carbon footprint through offsets, alternative 
energy sources, and so on. Notifications linked to certain pathways, themes, 
and category actions were delivered to members as initiations occurred; 
early challenges and blockers alerted relevant members as they surfaced. 
Early outputs included the following:

	▪ Alternative energy as the obvious long-term solution, of which there 
are many forms. Each has its own supply chain components or sub-
components, but there is some overlap.

	▪ Some supply chain components to expand the use of OTEC that 
might touch wind; solar is a key example.

	▪ The insights shared can guide users investing in solar to potentially 
explore OTEC.

This systems-based guidance allows users to learn things they can’t 
source anywhere else, because DaVinci connects those in SustainChain 
with what’s happening within it and maps the characteristics of needed 
actions to the components that allow for the solution to become viable.

The success that DaVinci generates, then, happens by way of the unique 
mix of the data it collects and its ability to link, learn, and suggest new paths 
in a repeatable way. For a deeper understanding of DaVinci’s capabilities and 
what makes it possible, refer to Appendix A.
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Key Takeaways

As a part of sharing how the changemaker playbook process and my 
personal practice approach led to the “clean sheet of paper” design of 
SustainChain, I touched in Chapter 5 on the importance of being able 
to see what is being accomplished by the community. Part of the point 
being made was that even if SustainChain were to become the largest, 
most comprehensive, and collaborative global community of change-
makers ever, we would also need to know whether and how far we 
have traveled toward the future state. We need this, of course, if we are 
to know where we are making progress and whether we are making 
it fast enough. Mission Control shows how SustainChain has been 
enabled to dynamically visualize the sum of all the interconnected 
actions taken.

This necessity of being able to see the big picture of our own 
efforts and the efforts of the entire community—in other words, the 
ability to visualize the whole—became a vital component of the plat-
form. And the solution, once again: technology. By applying develop-
ment tools from a select number of coding languages and software 
tools, we built the Mission Control tool to allow members to view the 
sum total of the numerous simultaneous efforts, when taken together 
and from all different angles, that gives unique insight to what the 
community is accomplishing, where it is making relative progress 
together, and where it is not. It has a unique ability to highlight even 
further the gaps and opportunities across whole industries and supply 
chains and generate solutions with fresh applications, as well as point 
out expansion opportunities in a new geographic region, or a new 
source of untapped potential not yet part of the collective work.

Independent of having a machine learning component, 
SustainChain would still be able to bring individuals into a holistic 
and organized community that is otherwise very challenging, and per-
haps even impossible, to build manually. But applying ethically used AI 
uniquely boosts the power of SustainChain to give its community an 
ability to take quicker, more guided action, and to be dynamically 
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informed on the gaps and opportunities that exist among them. 
Applied in this way, therefore, AI allows us to enter entirely new 
dimensions of innovation, enabling rapid advances in industries rang-
ing from finance and agriculture to manufacturing and energy. All of 
this is pivotal to reaching the food, water, and energy security we hope 
to ensure in the future state.

Whether it’s to design more efficient renewable energy grids, 
fine-tune climate models, or otherwise encourage sustainable behav-
iors, AI can supply important insight, tools, and other critical ingredi-
ents that can vastly accelerate our ability to take faster action and 
guide us toward data-driven decisions. This in turn provides us with 
an all-important opportunity to learn new ways to execute differently, 
more knowledgeably, and at a pace that can hopefully approach, if not 
match, the urgency of the challenges we face.

As you’ve seen now through the DaVinci Discovery Engine as 
well as the prior examples provided, AI has a highly unique ability to 
seamlessly merge speed with intelligence, and to radically expedite 
outcomes in virtually any field of human endeavor. It can process 
enormous amounts of data, rapidly learn from it, and what’s more, 
apply that knowledge to suggest informed action paths, all at a veloc-
ity that can’t be matched by humans. This combination cements tech-
nology’s status in providing groundbreaking potential in the pursuit of 
transformational change. It points us toward novel paths to change and 
propels us toward previously unimaginable achievements, and in so 
doing becomes an inspiring source of personal energy and inspiration 
for making your own attempts to solve problems big and small, across 
numerous fields of discovery.

There is no doubt that we are in an era that allows us to connect 
the immense potential of human ingenuity with the unique qualities 
of responsible machine learning. DaVinci is a useful example  
because it allows us to see SustainChain’s value as a viable and acces-
sible utility for making major impact, and AI as a common good. 

(continued )
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These capabilities not only hold the power to amplify insights and 
fast-track actions, but to be an unprecedented source of transparency 
and accountability, too. In addition, it creates the potential to enhance 
both our individual and collective ability to shape the future in novel 
ways, even perhaps to face humanity’s biggest tests, like climate change, 
economic justice, and maybe even world peace.

It is of course incumbent upon us as humans to do whatever we 
can to ensure that we are using AI ethically and responsibly. That 
includes recognizing its impact on climate. AI relies on the consump-
tion of enormous amounts of energy, especially fossil fuels—not just 
in the algorithmic models it powers, but the scale-up of infrastructure 
and use that is needed if it is to achieve its maximum potential. The 
consumption of energy by data centers worldwide, which are used to 
train and run deep learning models behind tools like ChatGPT, has 
risen dramatically in the last couple of years, constituting an energy 
footprint that outpaces entire nations (Zewe, 2025). That means rais-
ing the energy efficiency of AI is crucial if it is to truly represent a 
long-term, viable path. A pressing challenge we have is to ensure that 
AI development can evolve toward being fueled by a combination of 
renewable energy sources. Concern is warranted as the shift from fossil 
fuel reliance will have to be tackled swiftly, particularly given how 
rapidly its use is growing. However, there is also much reason for hope, 
given AI’s unique quality of being its own potential path for discover-
ing ways to address its damage.

All of this will prove essential in pursuing most forms of funda-
mental change. The climate and sustainability case is but one that illus-
trates the potential of pairing ethical AI with other advanced 
technologies and the internet: It shows how, when using these techni-
cal capabilities in tandem, they can become both a gateway for over-
coming the “impossible” and a responsible ally as well.

(continued )



109

PART

IV Implementing 
for Impact

With the foundational elements and framework established, the unprece-
dented power of utilizing the most advanced technologies clear, and the 
changemaker playbook in hand, this part shifts focus for a final time to take 
your preparedness to the next level. It covers four additional factors that are 
needed to achieve the full effect of your new capabilities. The nature of 
change is revisited to help explain the distinction between the impact of 
taking action that has always been within you to do, and that which relies 
on the contributions of many others.

These chapters explore how you can use the playbook to help manifest 
these contributions and the source of hope it carries if we succeed to create 
entirely new futures. It also revisits some of the activist weapons discussed 
in previous parts of the book with a fresh emphasis on their ability to foster 
human connection, a sense of shared responsibility, and unified action; 
finally, it explains how the unique characteristics of social media may be a 



110	 Implementing for Impact

21st-century solution hiding in plain sight as an elixir for achieving 
all of these.

	▪ Chapter 7 revisits the concept of connection and the importance of 
taking actions that closely reflect the interconnected nature of under-
lying challenges. It explains how the numerous parts of a solution 
must work together, and the importance of building networks to fill 
essential gaps in roles, skills, and other needs for implementation.

	▪ Chapter 8 builds on points made regarding connection to expand 
upon the role of unified action introduced in previous chapters. It 
illustrates by way of a real example its ability to be a gateway and 
catalyst for galvanizing people and communities across geographies, 
and make seemingly impossible tasks feel possible.

	▪ Chapter 9 applies the playbook to show how to spark mass awareness 
and uses an actual white space solution called CitizenChain to illus-
trate how technologies for good can be a means by which we moti-
vate a needed and shared sense of responsibility, urgent action, and 
accountability.

	▪ Chapter 10 steps back from the factors reviewed in prior chapters to 
make the case for coming to a deep understanding of social media’s 
effect on our thoughts, actions, and behaviors, and suggests strongly 
that the compulsive and addictive engagement that characterizes our 
relationship with social media might be turned on its head to instill 
new behaviors for good. It describes the elixir-like quality it can have 
for helping us to form new habits, like consistent and sustained effort.
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7
Consequential 
Action Takes 
Connection

You have now reached the fourth and final stage for completing the change-
maker playbook journey! The first six chapters of the book provided you 
with the official building blocks for developing your own personal play-
book. You should also be starting to recognize your personal potential for 
driving impact, and even for effecting far-reaching change. Going back to 
the home-building metaphor put forth in Chapter 3, you have now laid the 
foundation by gaining an appreciation for the nature of change, you’ve built 
the frame for the structure by learning the importance and the art of pro-
cess, and you’ve installed the power lines by harnessing technology. You’re 
now at a fresh and final phase of this analogy—installing the roof and insula-
tion that reinforce a home’s viability and strength. You do that by under-
standing how the quality of your actions ultimately determines whether you 
succeed and the level of impact you will have.
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Why Connection Is So Important

The first area you must account for to deliver the most impact possible may 
now seem obvious, as it’s been an ever-present thread of the book: connection. 
It’s important to think about the role that connections play in any actions 
you decide to take. This is especially true given the many ways the word can 
be defined and used. For your purposes, connection factors in to change-
making as a meaningful relationship or bond.

connection, n.: The meaningful relationship or bond between people, 
ideas, and/or efforts that fosters collaboration, understanding, and 
shared purpose.

An entire chapter is being devoted to connection because of the impor-
tant role it plays in the changemaker’s playbook.

Over more than three decades I’ve learned well that the personal impact 
you can achieve grows in direct proportion with how well the actions you 
take fit, hand-in-glove, with the inherent interdependencies of the problem 
you seek to solve. Let’s take a moment to unpack this. The idea of “connec-
tion” was introduced in the very first pages of the book and has repeatedly 
shown up all the way up to this point, where you will now focus on its 
essential role in creating your readiness to act.

Thus far the playbook you’ve been building is a guide for creating the 
conditions to tackle changemaking thoughtfully and for avoiding major 
pitfalls along the way. With a number of examples provided for illustration 
and reference, you have also observed the importance of the changemaker 
playbook process, defining the current and future state, and utilizing leading-
edge technologies like AI to strengthen your ability to spot gaps and con-
nect the dots between them. Now have a close look at the importance of 
connected action as it is the only way to achieve and accelerate outcomes. There 
is a critical distinction between the two to account for in your approach.

Connections Lead to Outcomes: The Network Effect

Combining rapidly evolving technology with ever-expanding webs of 
knowledge and people creates a special kind of potential for driving unprec-
edented levels of impact and change. Specifically, as these webs grow, they 
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uncover vast synergies among and across them through a force known as 
the network effect (see Figure 7.1).

network effect, n.: As a social phenomenon; a pattern of interconnected 
individuals who actively exchange information, resources, and support 
for personal, professional, or communal benefit.

As you’re about to see, the network effect is a phenomenon that adds a 
whole new dimension to the real, simultaneous, and connected action we 
can each create. This is chiefly due to the phenomenon’s particular nature, 
wherein the value of a network or system increases exponentially with the 
number of users, connections, and interactions. By understanding how net-
work effects uncover these synergies, we can go on to design and cultivate 
communities that foster innovation, collaboration, and growth. As more 
users or components needed to drive progress on a problem are added to 

Figure 7.1  The network effect.
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the network, the number of potential connections and interactions grows 
with them. As the network expands, the links among them begin to reveal 
hidden synergies between what otherwise seem like unrelated elements.

Imagine a network of researchers, scientists, and engineers from diverse 
fields like AI, biotechnology, and psychology. As they connect, interact, and 
share their knowledge and expertise, the number of potential connections 
and interactions they make expands exponentially. Seemingly unrelated 
concepts and ideas begin to intersect and influence each other. AI algo-
rithms inform the design of more efficient biotechnology processes, and 
insight from cognitive psychology improves the development of more intu-
itive AI interfaces. Scientists and engineers can discover new materials, and 
the diversity and interconnectedness of the researchers allow them to 
approach complex problems from new angles, leading to innovative 
solutions.

One such example helped develop the World Wide Web. In the 1980s, 
a network of researchers, scientists, and engineers came together and con-
nected their work on the internet and hypertext systems, sharing their 
knowledge, ideas, and expertise. Tim Berners-Lee, who proposed the idea of 
the World Wide Web, and Robert Cailliau, who collaborated to develop the 
web’s fundamental technology, were both from CERN. Marc Andreessen, 
who developed the Mosaic web browser that popularized the web, and Eric 
Bina, who contributed to development of the Mosaic browser, were both 
from the National Center for Supercomputing Applications (NCSA). 
Together, they contributed to the creation of a decentralized, collaborative 
environment, where no single organization or individual is in control. 
People from various backgrounds, disciplines, and organizations share 
knowledge and built on one another’s work to create something ground-
breaking and revolutionary. This is a great example of an invention that 
without the proper collaboration might not have happened, and where the 
value and utility continue to increase to this day, as more users and websites 
are continuously added to the network.

Network effects create feedback loops, where the output of one interac-
tion becomes the input for another. These loops then amplify and reinforce 
synergies and can even lead to new properties and behaviors. In the web 
example, the feedback loops caused the network of users and communities 
comprising the internet to continuously grow and evolve. We can imagine, 
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for example, that the researchers and scientists at CERN and other institu-
tions began using the web, providing feedback on its functionality and usa-
bility. Berners-Lee and his team refined the web’s technologies based on 
user feedback to make it more user-friendly. Then, as more users and devel-
opers joined the web, they created new content, applications, and tools, 
which in turn provided feedback to the web’s developers. This feedback 
loop continued, with each interaction leading to further refinements and 
improvements in the web’s performance, security, and functionality.

As the network grows, it starts to reach critical mass, where the number 
of interactions and connections within it becomes sufficient to create a self-
reinforcing cycle of unlocking new synergies. This dynamic generates still 
more new ideas and innovations that can ultimately transform the fields 
involved. Wonderfully, network effects thrive on diversity and complexity; as 
the network grows, it incorporates an increasingly wide range of perspec-
tives, expertise, and resources, again leading to a richer and more dynamic 
environment where still more synergies can emerge. Because of their nature, 
network effects can also create nonlinear behavior, where small changes can 
have disproportionately large effects.

The hashtag feature first introduced by Twitter in 2007 is a classic 
example of this. It began when a small group of users started using hashtags 
to categorize and make their tweets discoverable. As more users joined 
Twitter and began using hashtags, the feature became increasingly valuable 
to users, helping to identify and amplify trending topics and providing a 
whole new way for users to discover and engage with content. The hashtag 
phenomenon led to other innovative applications, like social activism and 
community building; those with similar interests could make use of this 
feature to easily create new communities and networks.

Once you understand how the network effect can uncover (sometimes 
unpredictable) synergies, you can utilize it to design and cultivate systems 
that foster groundbreaking innovation, behaviors, and impact. This under-
scores its usefulness to changemakers looking to achieve actual outcomes.

Connections Lead to Super Networks

You should now place all that power and potential to the side for a moment, 
because the network effect on its own can’t ensure that benefits will be 
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generated from the synergies it reveals. For that to happen, you need the 
next step: to forge the creation of “super networks.” Super networks can 
also be thought of as networks-of-networks (see Figure 7.2).

network-of-networks, or super network, n.: A group of interconnected net-
works, which are themselves a group of interconnected people or things.

In short, a network-of-networks dramatically amplifies—supercharges, 
if you will—the impact of the network effect, far beyond what any indi-
vidual, group, or network can achieve on its own.

You can understand the difference between creating a dynamic network 
effect and creating a super network by breaking it down a little further. The 
former enables connections, interactions, and exchanges between users, 
encouraging them to engage through features and experiences that moti-
vate participation and contribution. A dynamic network effect facilitates 
interaction that creates a feedback loop, allowing users to build on each 
other’s contributions; in addition, it continually improves the platform or 
system to create larger behavioral trends, impacts, and outcomes.

A network-of-networks (or super network), by comparison, maximizes 
the synergies uncovered by connecting and integrating multiple networks, 

Figure 7.2  Network-of-networks.
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systems, or platforms. It combines them to create unified, cohesive ecosys-
tems, ensures seamless communication and data exchange between them, 
and fosters cross-network synergies through collaboration, innovation, and 
knowledge sharing. Thus, a super network continuously refines its ability to 
maximize the benefits of its collective linkage and minimize redundancies. 
Its potential is therefore proportionate to the exponential growth of behav-
iors and outcomes taking place because of it.

In short, the network effect focuses on a single system (e.g., a supply 
chain, geography, or community), while a super network involves integrat-
ing an interconnected set of communities made up of multiple networks 
and systems (e.g., supply chains across industries, geographies, and focus 
areas). Figure 7.3 shows super networks around the globe.

Network effects maximize their value in a single network or system 
(like Facebook), while super networks maximize synergies across multiple 
networks and systems (like the internet). As super networks spread and grow, 
they inherently become capable of a bigger and more complex impact, 

Figure 7.3  Super networks that span the globe!
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integrating and standardizing relationships across the many networks and 
systems that make them up as they expand.

When you think about whether you can have impact in this context, 
the possibilities begin to feel endless and exciting!

The Network Effect and SustainChain

At any given moment, the staggering number of individual people, projects, 
innovations, collaborations, investments, studies, solutions, and so on that 
might surround a big problem—whether or not they are occurring inde-
pendently of one another or benefit from access to shared intelligence and 
coordinated action—is nothing short of astounding. By some estimates, the 
number is in the hundreds of millions. Knowing this, and knowing now the 
importance of unified action, refer back now to the SustainChain story and 
reflect on whether you think the network effect is in play.

If you think so, you are correct. Now consider whether SustainChain is 
a super network. If you think yes, you are again correct. It is. Indeed, it is 
only because SustainChain is both of these things that it is possible to envi-
sion it as a platform for meeting world-scale challenges, like food, water, and 
energy security. These are, or at the very least are certainly among, the most 
complex and intertwined sets of issues we currently face as humans. Super 
networks that represent all the individual parts of the world’s value chains 
(another word for supply chain) and their underlying support systems are 
the only way to pull off total resiliency, let alone sustainability, and certainly 
to do so fast enough. Super networks that incorporate all the individual 
actions and efforts are also the only way to translate them into consequen-
tial action.

Reaching that future—where we have achieved supply chain 
resiliency—requires building a network-of-networks that can cultivate the 
greatest number of synergies across networks. It needs to provide a window 
for viewing a multitude of existing gaps—the missing links in the chain, if 
you will—and create awareness of the connections that must be made, 
whether that’s a new resource, an innovation, a solution, or a partnership. 
Weaving together groups of people who bring their unique perspectives, 
talents, and contributions to the table will be an essential factor for making 
the biggest changes we need to effect.
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Connection and interconnection, then, are the fiber of achieving true 
transformation. As you break problems down, you can observe their under-
lying issues, create possible solutions, tailor actions, build blueprints for 
change, and most importantly, execute on them. Seeing these things is not 
only important to reach the future state, but as you’ve now seen in a variety 
of situations, fundamental. Doing so makes it possible to account for critical 
interdependencies (from top-down policies, bottom-up social/people con-
siderations, critical investments, etc.) that contribute in consequential ways 
to good outcomes. Simply put, seeing the connections and accounting for 
them empowers us to make the possible, possible.

More Ways to Consider the Benefits of Super Networks

Think about this: The Climate Action Network, a global coalition of organiza-
tions working to address climate change, has nearly 2,000 member organiza-
tions from over 130 countries (Climate Action Network, n.d.). An immense 
number of initiatives to address climate change from governments, philanthro-
pists, NGOs, and individuals alike are all taking place simultaneously as of the 
writing of this book. It’s certainly wonderful, but it also makes it very difficult 
to assess what actions will move the needle the most, and will do so more 
quickly. What’s more, these collections of people and practices—just as with 
the number and array of organizations discussed in Chapter 5 that inspired the 
creation of SustainChain—are rife with duplicated effort and waste. There are 
also many efforts that are working at cross purposes with one another and 
competing for the same funding without realizing that they might be under-
mining one another’s efforts. A lack of awareness of these types of issues is 
obscuring important opportunities to combine efforts, partner, and collaborate. 
In short, we are literally working against ourselves!

When links and efforts that might complement one another can be 
brought to the surface using AI engines like DaVinci, it not only means we 
have a way to connect them, but we can also set the network effect into full 
motion and begin to uncover untold synergies that ultimately create paths 
to whole new futures. Using visualization tools like SustainChain’s Mission 
Control adds to this dynamic by allowing us to observe “hot spots” of 
momentum, inform us of areas that may not yet be receiving enough focus, 
and raise our awareness of new avenues that prove key to our overall progress.
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Being prepared to contribute effectively to a goal that ensures global 
food security, for instance, will require taking effective action on all major 
fronts of the entire food supply system—improving soil health, increasing 
agricultural productivity and sustainable farming practices, supporting 
small-scale farmers and local food systems, improving food distribution and 
waste reduction systems, and more. Each of these and other key elements of 
effecting change at this level are, themselves, connected. Similarly, the actions 
required to achieve the impact must also be connected.

Figure 7.4 is helpful for reinforcing the point. As with any other global 
supply chain that supports basic needs, reinforcing its resilience and overall 
sustainability requires providing access for everyone across the total chain 
(from the farmers, manufacturers, distributors, and retailers, to resource 
recovery) to what they need to succeed (funding, innovation, expertise, 
partners, etc.). When looking at the full picture in this way, it leaves little 
doubt that having the practical ability to connect the biggest dots is a 
changemaker’s gateway for effecting true systems-based outcomes.

Food productionResource and
waste recovery

Food System Elements
Preparation and

consumption

Markets and
purchasing

Marketing

Food processing

Distribution and
aggregation

Figure 7.4  Food system value chain.
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SustainChain creates this type of access for changemakers across the 
entire food system supply chain, and contributes directly to establishing 
these required connections in two key ways:

	▪ First, it provides the possibility for those who represent a source of 
what is needed to effect change to find those who need what they’re 
supplying.

	▪ Second, as the network-of-networks that SustainChain represents 
continues to expand, so does the likelihood that a connection 
between the two will be made.

In being a product of the very changemaker process embedded within 
the playbook, SustainChain has a built-in capability to contribute to a 
changemaker’s readiness.

Connect the Pieces

This may seem impossibly complicated but, as with many other points made 
throughout the book, is more straightforward than it might seem at first 
glance. Consider it through the lens of SustainChain’s very specific role in 
assisting with efforts to rebuild global supply chains in order to fortify the 
food system against possible crises and contribute to its overall stability. 
While highly sophisticated in its design, the tech is a simple utility that is 
providing a source of automation and intelligence to support broad-based 
action, make progress possible and easier to organize, and to do these things 
with hyper efficiency.

Just as the web created a tremendous global network of interlinked 
computers and servers that exchange massive amounts of data and online 
communication, action networks power the mass mobilization of activity 
needed to make real progress. The reinforcement learning capability at 
SustainChain’s core creates novel opportunities to advance change because 
of its ability to find critical paths to action, and even to continually enhance 
its own capability for doing so, but it’s the realm of networks to power the 
size and potential of those opportunities. A stunningly high number of 
interconnected actions can occur if links like those DaVinci continuously 
identifies can effectively reach those in the best position to implement them, 
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and even more importantly, only if that implementation happens. As you 
may have guessed, that takes us all the way back to square one of achieving 
any impact at all. . .the actual doing.

Simultaneously rebuilding global supply chains as quickly as possible 
will most certainly take all the things we know that SustainChain was 
designed to create: a neutral space and community with visibility into one 
another’s work, and data intelligence (observations generated by DaVinci) 
to dynamically guide their actions, across different geographies, industries, 
and so on. However, you might ask (and are certainly correct to do so): Isn’t 
SustainChain’s power to potentially create whole new futures ultimately 
limited by the total number of people and roles that make up its member 
community at any point in time? And the answer to that question is, indis-
putably, yes! It is precisely where the critical role of action networks enters 
the scene. Even more important than the connections themselves are the 
synchronicity and speed of the actions.

I discuss this further in the next chapter; be on the lookout for this key 
concept to come up again.

Key Takeaways

Your initial encounter with connection as a critical element of 
changemaking was in the first chapter of the book, where I shared the 
importance of striking a necessary balance between individual me 
action and collective we action. That chapter discussed the success fac-
tors that drove the ultimate eradication of polio, specifically referenc-
ing the combination of research, advocacy, and other types of effort 
that were needed—including the massive orchestration of the thou-
sands of people who carried out the vaccination campaigns—in order 
to achieve the ultimate 99 percent decrease in polio cases worldwide. 
You saw that overcoming the polio epidemic didn’t end with Jonas 
Salk’s discovery of the vaccine, but in actuality began with it. It was 
achieving the connection across what must have felt like an impossible 
number of interrelated dots—groups of people, skills, scientists, and 
funding—that made it possible to accomplish this life-saving outcome.
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Without a doubt, the same will be true if we are successful at 
securing a sustainable supply of food, water, and energy as we travel 
into the future. The polio vaccine’s success established the point that 
world-scale impact is achieved through (1) attacking numerous inter-
related parts in a well-orchestrated way, (2) combining our individual 
achievements with networks of accomplishment, and (3) persisting on 
steps 1 and 2 with a mindset that naturally accounts for critical con-
nections and continued adjustment.

In Chapter 5, I used the SustainChain example to show how 
applying the changemaker playbook process can result in creating a 
platform dedicated to forging essential partnerships across efforts, con-
necting changemakers to the right tools, skillsets, and partnerships. 
You left the chapter observing how SustainChain as a platform, in 
tandem with its DaVinci AI engine and Mission Control visualization 
tool, became a technology trio purpose-built to accommodate the 
connected nature of big change, both within and outside business. It 
gave you a way to understand how you equip yourself to manage 
stratospheric complexity and to do so in a way that allows you to stay 
focused on your own unique piece of the puzzle, while the machine 
continuously learns from your actions and shares the lessons across the 
community.

Chapter 2 was used to help you step back from the big picture 
and demonstrate how breaking down a problem consistently and nat-
urally sheds light on the underlying issues and the nature of the actions 
needed to succeed. I did so in part by highlighting the pattern to 
changemaking that I’ve personally experienced over many years of 
engaging in large corporate settings, and sharing the common trait of 
successful efforts to improve intertwined systems. I also reviewed the 
steps used to identify issues that businesses and products might share 
and the importance of building an end-to-end understanding of them.

(continued )
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From all of these parts of your journey thus far, you now know:

•	 Changemakers can take actions that have the potential to achieve 
meaningful impact, and sometimes even to fully overcome complex 
challenges, if they commit to uncovering the most significant 
underlying issues and their inherent connections.

•	 Changemakers can reveal these connections if they engage in a 
structured yet flexible process.

•	 If they are disciplined in the steps they take and observing their 
effects, this will lead to appreciating the systems-based nature of 
effecting change, and they’ll get better at distinguishing the current 
state from the future state, while adjusting accordingly.

•	 Finally, changemakers must adopt a mindset that accounts for each 
of these steps and plan and act accordingly.

What are the chances for success? Personal impact that contributes 
to transformational change is success by definition. Any action that lifts 
the possibilities or accelerates needed change is consequential action. In 
the specific case of SustainChain, DaVinci can create profound oppor-
tunities that previously did not exist on their own, or even continually 
enhance its own capability to do so, but it’s the actions taken across the 
super network of SustainChain users that powers the collective poten-
tial to ensure water, food, and energy security.

SustainChain ended up being both a tool for tackling fragmented 
efforts to combat climate change, and a solution in itself—but the 
critical takeaway from this chapter is actually a caveat:

SustainChain alone is not enough to solve the problem of supply chain 
resilience.

The key factor is still the connected actions of all its users, unified 
in purpose. SustainChain was specifically designed with this in mind, 
bringing order and connection to building resilient new supply chains 
through an ever-expanding community of changemakers. It may go 
without saying, but AI is simply a device for attacking problems in a 

(continued )
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systems-oriented way—it is up to all involved to use this device in a 
way that advances their goals.

Every time DaVinci identifies a suggested action that is not yet 
taking place, SustainChain picks up that baton and continually nudges 
relevant members of the community to act with greater urgency. 
Using digital prompts (informed by the preferences selected by each 
user), DaVinci is constantly reminding users of the possible impact of 
their actions they can take to close the gap (provide the missing link 
in the chain, as it were).

Thus, a stunningly high number of interconnected actions can 
occur if the connections DaVinci continuously identifies effectively 
reach those who can best implement them, and that implementation 
happens. As you might have guessed, that takes us all the way back to 
the single most consequential piece of the personal impact  
puzzle. . .the actual doing.

To conclude, connection represents our shared journey toward 
swift action and transformation, and an affirmation of our shared 
human spirit. As interwoven networks of people and data grow, the 
network effect begins to speed things up exponentially and, in turn, 
dramatically amplify the impact of our actions far beyond what any 
individual, group, or single network can achieve without it.

Is this now everything we need to know and all we need to do? 
Yes. . .but also, no.
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8
Together: The Power 
and Promise 
of Unified Action

As you will no doubt now agree, taking action is the ultimate means for 
achieving any end. That said, not all actions are created equal, and establish-
ing the linkages needed for driving the personal impact you’re after isn’t 
adequate on its own. You’ve now seen that digital technology literally con-
nects us, and that AI deepens our understanding while uncovering new 
paths to travel. You also learned in the last chapter about the ability of super 
networks (or networks-of-networks) to tap into our collective energy and 
foster connection. Each of these plays an essential part in driving the greatest 
possible impact through your actions. However, unified action is the enabler 
for effecting the biggest change possible.

SustainChain and its learning engine provide an enormous source of 
support for taking such actions. If we take full advantage of its technical 
capabilities and allow AI engines like DaVinci to guide our actions, we will 
most certainly make progress. But the extent of the impact you can bring 
about in this way is greatest when you can also fully apply the capabilities 
of these technologies toward fostering unified action. Put another way, your 
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ability to create change is at times determined by how much we engage in 
action together and concurrently: Collective and simultaneous effort is the only 
true path to world-scale outcomes.

It is through this lens that you can observe why actions are not created 
equal. While every intention to bring about meaningful ethical change 
deserves appreciation and all actions taken in its pursuit our respect, those 
we undertake in concert with others who share our goals will naturally lead 
to greater impact—and increasingly so, as the complexity and scale of a 
problem grows.

A powerful illustration of this effect can be seen in a personal experi-
ence that I was privileged to contribute to on the African continent, which 
I share with you now to make the lesson more real.

The Millennium Villages Project

Other than world peace and climate change, ending extreme poverty may 
be the world’s biggest and most complicated problem to be solved. The 
number of individuals and organizations contributing their time, resources, 
and funds to address it and/or foster economic justice is too dispersed to 
quantify. And while no single figure can capture the full extent of these 
efforts, even a cursory look at available data shows that hundreds of millions 
of individuals worldwide are actively engaged in efforts to address extreme 
poverty, through donations, volunteering, organizing, and so on. In the 
United States alone, for example, 15 percent of people support hunger and 
homelessness causes, and nearly a third of all Americans formally volunteer 
at least once a year (TeamStage,  2022). Thousands of organizations and 
coalitions exist globally, working to alleviate the effects of poverty 
(Borgen, 2018). To some extent, these efforts have paid off; the number of 
people living in poverty globally has steadily declined since 1990 (World 
Bank, 2024).

However, the same data that shows that poverty has declined signifi-
cantly in the last several decades also demonstrates that global poverty 
reduction has come to a “near standstill” (World Bank, 2024). Approximately 
700 million people worldwide continue to suffer from extreme poverty, 
defined as living on less than $2.15 per day. This is about 8.5 percent of the 
global population. The majority of those living in extreme poverty are 
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concentrated in sub-Saharan Africa and South Asia, with sub-Saharan Africa 
accounting for about two-thirds of the world’s extreme poor. In addition, 
the number of people living on less than $6.85 per day has remained about 
the same for the past three and a half decades. Senior World Bank leadership 
has stressed that the “feeble” pace of alleviating world poverty is insufficient 
to address the problem within the next century, warning that a “business-as-
usual approach will no longer work” (World Bank Group, 2024). Indeed, 
much of the progress gained in recent history has been stalled or even 
reversed by such factors as the COVID-19 pandemic, slow economic 
growth, high debt, and geopolitical conflict, among others.

Intuitively or otherwise, we sense the inherent complexities of the 
problem—culture, history, politics, and physical geographic considerations 
are among the largest contributors. These are all part of a broader web of 
interconnected root causes and structural barriers. So why point to this area 
to reinforce the central message of this chapter that working together is the 
most crucial part of effecting widespread change? The story I’m about to 
share will help shine a very bright light on this point.

In 2005, there was an extraordinary and courageous attempt by one of 
the foremost macroeconomists in the world, Professor Jeffrey Sachs, to 
implement a wide-reaching economic development program to address 
extreme poverty’s root causes on a global scale. This was aimed at combating 
what he refers to in his lauded book The End of Poverty as the poverty trap 
(see Figure 8.1).

poverty trap, n.: A self-reinforcing cycle where extremely poor individuals 
or countries lack sufficient capital—such as human, business, infrastruc-
ture, natural, institutional, and knowledge capital—to make productive 
investments and escape poverty.

According to his economic expertise, Professor Sachs suggested that the 
poverty trap could be eliminated by providing a holistic, integrated package 
of interventions—covering agriculture, health, education, infrastructure, 
and business development—to meet basic needs in poor rural communities. 
To that end, he architected a comprehensive, systems-based approach that 
put integrated economic development at the center of a 15-year effort. The 
model aimed to create a “critical platform” of essential services and 
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investments, enabling communities to generate income, improve health, and 
achieve sustainable growth. And the overarching approach used to imple-
ment that model aligned strongly with the framework embedded within 
this playbook! Indeed, as you’ll see, many of the dynamics discussed through-
out this book are clearly visible in the project’s design.

Known as the Millennium Villages Project (MVP), it was specifically 
aimed at ending extreme poverty in sub-Saharan Africa. Grounded in the 
belief that poverty is not the result of laziness or fate, but rather structural 
and environmental traps, the approach reflected a deliberate attempt to 
bridge global development goals with local realities.

The MVP was structured as a proof-of-concept: Rather than a massive 
policy initiative, it focused on a dozen or so pilot villages across multiple 
countries, each selected to be broadly representative of rural Africa. The 
project’s architecture reflected a deliberate attempt to bridge top-down 
economic development goals with the practical realities of life in the village 
community. Figure 8.2 shows the site map outlining these pilot villages.

Professor Sachs understood very deeply the realities surrounding pov-
erty: namely, that it is not the result of any single factor, and therefore cannot 
be addressed in isolation. Instead, the MVP model implemented integrated 
programs across multiple sectors, all critical to successfully transition 

Figure 8.1  The poverty trap. 

Source: Sachs (2005).
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communities out of extreme poverty—agriculture, health, education, infra-
structure, and economic development—simultaneously. By addressing these 
sectors concurrently, the MVP aimed to create a “virtuous cycle,” where 
improvements in one area reinforced gains in others. Improved crop yields 
were not enough without access to clean water; education was ineffective 
without adequate nutrition; and economic growth was unsustainable with-
out basic healthcare. The MVP’s model emphasized the interconnected 
nature of these areas as well as the synergies between them, exemplifying 
one of the main tenets of the playbook—that only through coordinated 
measures could communities escape the poverty trap.

One of the project’s most innovative features was its top-down and  
bottom-up design. Sachs and his team provided scientific expertise, funding, 
and coordination (top-down), while local communities were engaged in 
identifying priorities and implementing solutions (bottom-up). Village lead-
ers, teachers, farmers, and health workers were included in decision-making 
processes, ensuring that interventions were relevant, culturally appropriate, 

Figure 8.2  Millennium Villages site map.
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and locally supported. For example, agricultural input subsidies were intro-
duced alongside training in sustainable farming practices, while local clinics 
were stocked with malaria bed nets and essential medicines, often adminis-
tered by community health workers trained through the program. Just like the 
playbook you’ve been building, this blend of expert-driven strategy and grass-
roots participation was a cornerstone of the MVP’s philosophy.

The MVP specifically targeted interconnected development challenges:

	▪ Food security was addressed through improved seeds, fertilizer access, 
and farmer training.

	▪ Clean water came via boreholes, wells, and sanitation programs.
	▪ Education was supported by building schools, supplying materials, 
and providing school meals.

	▪ Health initiatives included malaria prevention, maternal care, and 
HIV/AIDS treatment.

These were not isolated efforts, but rather interdependent parts of a 
single developmental ecosystem. The underlying theory was that simulta-
neous progress in each area would create a self-reinforcing cycle of growth 
and resilience, leading to lasting change.

As an experiment in development economics, the MVP made a pro-
found contribution to the global pursuit of economic justice. It challenged 
the fatalism that often surrounds poverty and provided empirical evidence 
that, with the right kind of investment, even the world’s poorest communi-
ties could build sustainable pathways to prosperity. Importantly, it helped 
shift the narrative from “aid versus no aid” to a more nuanced discussion 
about how aid should be structured and delivered. The MVP’s work was 
also groundbreaking in helping to localize and test global commitments in 
real-world settings. By demonstrating how systemic change could occur at 
the village level, it inspired similar approaches and informed subsequent 
global development strategies.

Despite its ambitions and successes, the project naturally encountered 
several obstacles to success. Similar to some of the other examples discussed 
(BrightLine’s pivot, for instance), several critical adjustments were made to 
benefit from the incredible learnings being generated along the way. This, 
again, returns to another key attribute of a winning playbook that I’ve pointed 
to several times: that approaching change efforts with flexibility and 
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adaptability to evolving circumstances is an essential part of effective change-
making. For example, political instability, logistical hurdles, and local govern-
ance challenges complicated implementation in some villages. Nevertheless, 
the MVP remains a landmark initiative in developmental thinking—one that 
emphasized integration over fragmentation and demonstrated that poverty, when 
attacked from all angles and with sustained effort, can indeed be overcome.

By achieving milestones like those shown in Figure 8.3, the MVP pro-
vided a replicable blueprint challenging the notion that poverty in Africa is 
intractable. Its emphasis on data-driven adaptation and partnerships with 

Figure 8.3  Millennium Village project achievements, 2005–2010. 

Source: Shaw (2011).
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African institutions also helped shift development paradigms from charity 
to collaborative problem-solving. It advanced global understanding of poverty 
alleviation by testing integrated development at scale. Its successes in spe-
cific sectors highlighted the potential of holistic approaches, while its short-
comings underscored the complexity of sustaining progress in 
resource-constrained environments without sustained and adequate fund-
ing. By blending scientific rigor with community participation, the project 
left a legacy of lessons on balancing ambition with feasibility in the pursuit 
of economic justice.

You may be wondering how I know these things, or where my insight 
into the MVP’s close resemblance to the changemaker’s playbook comes 
from. I had the privilege to be deeply involved in the project. The align-
ment of my personal playbook for effecting transformational change with 
Professor Sachs’s extraordinary thinking and leadership was a seminal 
opportunity for me to validate my own practice in a global context: the 
importance of unified action and the magnitude of impact that can 
come from it.

Ultimately the MVP was an integrated economic development program, 
wherein all its key sectors were approached simultaneously. In addition, the 
sectors themselves had important linkages and interrelationships among 
them—it was futile to look at or act on any individual aspect in pure isola-
tion. And the implementations of Professor Sachs’s plan had to reflect these 
characteristics; top-down groups needed to be formed at the policy and 
financing level, and the same had to be done bottom-up within and across 
village communities and across 12 African countries, connecting the work 
of science teams and other experts. None of this would have been accom-
plished without unified action within the numerous teams that surrounded 
the project, and across them.
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Key Takeaways

Some have asked the question of whether the MVP worked. I would 
say that whatever its shortcomings, it remains the finest illustration 
one could ask for to understand the power of the playbook. This is not 
because it succeeded in eliminating extreme poverty, but because of 
what was possible to prove by utilizing unified action and a holistic, 
multidisciplinary approach. This instance of unified action catalyzed 
people and communities across geographies and meaningfully 
addressed all the major aspects of extreme poverty—including educa-
tion, health, safe water, food security, and many others—generating 
enormous impact and crucial insights to leverage by the changemak-
ers who follow.

The key takeaway from this chapter is that unified action repre-
sents a critical gateway for tackling the world’s most pressing problems 
that sits alongside the fundamental building blocks explored so far—in 
particular, how numerous pieces of the puzzle must work together 
(systems), and by extension, how the actions we take can impact one 
another. In addition, by combining technological innovation with 
community governance, the MVP provided scalable models for rural 
development and revealed the unique needs of world-scale economic 
development and the longer-term financing mechanisms they require.
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9
Acid Test for Success: 
Social Responsibility 
and Shared Duty

You now have a way to understand—from previous chapters as well as your 
growing intuition—how critical elements like connection, collaboration, 
and concerted effort are to generating the impact you are looking to achieve. 
In this chapter you will learn to account for the final challenge I cover with 
you: how to bring about the necessary amount of action you will need to 
solve the problem at hand. To be sure, big-picture transformational out-
comes like water security require a tremendous amount of effort, motivated 
by an equally tremendous amount of shared sense of urgency and response. 
Most wonder if it’s even possible to inspire, motivate, and catalyze the level 
of mass awareness and involvement that world change requires. While this 
is certainly a good and valid question, the more productive one for a change-
maker is to ask how we can use the playbook you’ve been building to get 
into the strongest position possible to do so, and that is the focus of this 
penultimate chapter of the book.
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Applying the Changemaker Playbook Process

It becomes more and more apparent each day that the changing climate is 
one of the most time-sensitive issues we face. The urgency, complexity, and 
magnitude of the issue are a perfect storm, with sweeping implications for 
the world, and requiring an amount of global unified action we’ve not yet 
seen. Because this is so, it is also an important opportunity to explore the 
robustness of the changemaker framework. You have now observed through 
a variety of examples that solving problems of any magnitude requires an 
effort to understand what fundamentally causes and drives them. You will 
now observe how to draw upon all the insights you’ve been collecting so 
far, apply the playbook, engage in the structured thought process shared,  
and observe the actions that flow from these steps to create consequential  
world-scale impact!

Step 1: Defining the Issue and Goal

Issue: While many individuals and communities recognize the serious, 
increasing effects of climate change on people and planet, awareness is nei-
ther adequate nor robust enough to create a grassroots movement capable 
of driving lasting large-scale policy and behavioral change.

Goal: Mobilize sufficient collective action needed at the citizen level to 
manage the growing effects of climate change on our lives and those of 
future generations.

Step 2: Comparing the Current and Future State

There are many ways to characterize the current state of civil society’s focus 
on the issue of climate change. However, some of the major ones include 
the following:

	▪ There is massive worldwide interest: “climate change is on the minds 
of people everywhere and the results statistically represent 87 percent 
of the world’s population” (UNDP, 2024).

	▪ It’s extremely challenging to figure out how and where to find the 
right opportunities to contribute our actions.

	▪ The collection of total actions being taken are currently insufficient, 
fragmented, disparate, and uncoordinated.
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	▪ We lack visibility or understanding of one another’s efforts that could 
facilitate or support our own.

	▪ We are insufficiently organized, both individually and across 
organizations.

	▪ We are not clear if or how our actions influence the problems we 
hope to affect, and/or feel our individual efforts are too small to 
make a difference (this is referred to as the “tragedy of the commons”).

	▪ Given these and other factors, including social, political, and psycho-
logical issues, we are challenged to foster sustained passion and  
activism.

Clearly this is a formidable set of complex challenges to navigate and 
tackle, and because you know that the gap between the current level of col-
lective action and the magnitude needed from civil society is not the result 
of any single factor, neither can any of them be addressed in isolation. Once 
again, we find ourselves at a familiar crossroads: How can you have personal 
impact and meaningfully contribute to the fundamental change needed in 
a situation with endless complexities?

Review what’s in the toolbox to remind yourself. First and foremost, 
the changemaker playbook process provides structure for your actions and 
a way to stay focused; you have the versatility and facility that comes from 
tapping the most modern forms of technology (the banking examples, 
SustainChain, DaVinci, and BrightLine are illustrations of the variety of 
ways this comes into play); and you have the holistic mindset that’s been 
reinforced time and time again throughout these pages. In other words, you 
are well armed. As long as you act, have the will to stick with it, and adjust 
your path along the way, success is more than doable.

So let’s get back to applying the process, and turn now to defining the 
future state: What does our collective action picture look like if we have 
solved the current state challenges?

As explored previously—and as is particularly true on this topic—the 
future state can often fairly easily be defined using a simple inverse of the 
major challenges describing the current state. Approaching it in this way 
will obviously not generate an all-inclusive depiction of the future. 
However, it does something perhaps even more important: It provides a 
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basis for continuing to apply the playbook by keeping you from becoming 
overwhelmed by both the obvious complexities and the limitless 
possibilities.

Among other things that could surely be listed, there is little doubt that 
a robust framework and set of solutions will absolutely be required to 
address these underlying challenges. To do so, it needs to be able to provide 
the following:

	▪ Visibility of and access to the individuals, groups, and activities that 
match our particular climate concerns and areas of passion

	▪ Platforms and tools that allow each of us and our actions to become 
a seamless part of larger groups and associations dedicated 
to our goals

	▪ Sources that foster continuous learning, awareness, and developments
	▪ Capabilities that can effectively align and connect the snarl of dispa-
rate, fragmented actions currently taking place

	▪ Tools and activities for building and maintaining inspiration, urgency, 
and focus in our efforts

Ways to address feelings that run counter to what we know to be true, 
and make people feel that our individual actions can have an impact.

Step 3: Performing a Gap Analysis

Assessing the differences between how we characterize the current state and 
how it would specifically need to change to achieve the future state is the 
next step in this process. You can round out your thoughts from the current 
versus future state construct by doing what you did in all previous examples 
to identify what’s missing. First, reflect on the differences between the two, 
and second, ask why:

	▪ Why are organization, alignment, and visibility such difficult chal-
lenges to overcome?

	▪ Why has applying the types of tools and platforms used to integrate 
complex systems in other areas (say, business and research) not worked 
with climate efforts? In particular, why has it failed to provide a 
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cohesive source of information that feeds our awareness and under-
standing of climate-related issues and the actions we can take to help 
overcome them?

	▪ Why aren’t we able to learn from each other more easily? Why are 
we unable to mobilize effectively and more urgently?

Just like past examples, asking why is what allows you to spot issues that 
lie at the root of the problem and to uncover disconnects that exist between 
what’s needed and the way things are currently designed. You might now 
ask, isn’t it too soon to move to the next step of “setting the plan”? For 
perfect and complete solutions to these challenges the answer is “yes.” But 
as a basis for making a meaningful contribution with consequential impact, 
no, not at all. Let me show you why.

At this stage in the process, as before, put aside any misgivings on the 
adequacy of our potential solution and take out our clean sheet of paper 
to begin imagining how to reach the future state. When you do so, you 
may find that it engages your thoughts and creativity in such a way that 
reveals not only an exciting new path to try, but also a white space solu-
tion. In this case, the product of our application of the changemaker pro-
cess is both, in addition to being a direct and exciting extension of 
SustainChain.

Creating CitizenChain

As explored through the Millennium Villages Project example in the previ-
ous chapter, working together and in parallel becomes the most crucial part 
of effecting widespread change. You also now know that the path to a full 
transformation of the current to the future state begins with an approach 
and framework that accounts for the major moving parts and their inter-
relatedness, as well as a solid commitment to continuous refinement. The 
same will most certainly hold true for achieving the level of sustained 
awareness and magnitude of collective citizen action needed to address the 
effects that the changing climate is having on our lives.

To make the parallel nature of these challenges even clearer, let’s 
review some key similarities in the current state of the citizen action 
scenario with those that inspired the creation of SustainChain.  
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You’ll recall that the current state in that example pertained to the need 
to fortify global supply chains from the growing impacts of climate 
change, and it revealed that an inordinate number of promising actions 
were already taking place, across organizations of various types and sizes. 
It was also similarly true that all the good work underway, while substan-
tial, was extremely fragmented, disconnected, and disorganized. Those 
engaged in both civic action and actions to sustainably rebuild supply 
chains also shared the common challenge of a general lack of visibility to 
one another’s efforts, opportunities for partnership, and access to needed 
tools, resources, and expertise. There is also the need for changemakers 
to gain insight and guidance to maximize individual and collective impact 
as quickly as possible.

SustainChain was the platform solution that emerged from the play-
book process to help organizations navigate the tangled mass of actions and 
sustainably rebuild industrial supply chains with better and faster progress. 
The data intelligence designed at the very center creates opportunities for 
continuous, real-time learning from the broader community’s actions, and 
then instantly converts that insight into relevant suggested actions to other 
community members—all this while providing the needed visibility across 
its members to foster the crucial collaboration in various areas of focus, like 
water security and agriculture, simultaneously.

Perhaps given many of the fundamental challenges that SustainChain is 
built to address and its data intelligent design, it is now clear to see why it 
can also serve as a strong foundation for the clean sheet of paper design for 
world-scale citizen awareness and mobilization.

Civic duty and citizen action are the bottom-up piece of achieving 
climate resilience and overall sustainability. I began to sketch with this part 
of our changemaker framework in mind, a solution to the major challenges 
we face in achieving personal impact on climate knowing that it had to 
check many of the same boxes that SustainChain does. As I reflected, a solu-
tion emerged that built on the very same clean sheet as an extension of 
SustainChain, shaping the technologies used to create capabilities that 
provide the same usefulness to grassroots, bottom-up, citizen efforts as 
SustainChain does for organizations.  This platform, called CitizenChain, 
was invented to empower and inspire people to pursue their desire to be 
part of addressing the growing impacts of climate change, as well as support 
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those who are similarly making climate change a priority through their 
personal action. It was also designed to make inviting others to join in as 
simple as possible. Let’s have a closer look at this outgrowth of the platform 
using the clean sheet process.

Like SustainChain, AI is generating actionable opportunities and 
encouraging members to connect, collaborate, and partner on their com-
mon links in CitizenChain. As with the SustainChain example, we can use 
the technology to create a path to success and enable individuals to influ-
ence the decisions and actions that organizations prioritize—for-profit, 
nonprofit, governmental, or otherwise. Figure 9.1 shows the CitizenChain 
signup screen.

Figure 9.1  CitizenChain signup screen. 

Source: With Permission of Paul Allen.
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Upon signing up, the platform asks you to identify issues that you’d like 
to help address, by selecting one or more of the following:

	▪ Plastic Reduction
	▪ Social Equity
	▪ Green Energy Use
	▪ Sustainable Fashion
	▪ Safe Food & Water
	▪ Carbon Reduction

CitizenChain then uses its built-in technological capabilities to provide 
ways to personally support businesses and other organizations that prioritize 
the issues you care most about, such as the following:

	▪ The environmental and social impacts of the products and services 
we consume, and how to make more informed choices

	▪ Ways to motivate and/or agitate by directly sharing our concerns 
with businesses and urging them to take action

	▪ Encouragement of businesses that are taking tangible steps toward 
sustainability and urging them to make even faster progress 
where they can

	▪ Sharing sustainability actions, concerns, and learnings from 
CitizenChain with social networks to inspire others to join in advo-
cating for change

Similarly, the platform supports the efforts needed to advocate for sus-
tainable policies and help build momentum to catalyze changes at the gov-
ernment level:

	▪ Participate in public campaigns, forums, and town hall meetings to 
press for policies that align with local needs and priorities

	▪ Take on grassroots actions such as community-based projects, clean-
up efforts, and educational programs

Just like SustainChain, the CitizenChain platform is specifically 
designed to provide opportunities to venture productively down these paths 
for various types of organizations. In addition, taking actions in this 
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transparent and open environment enabled by advanced technology allows 
us to engage effectively with one another and help hold each other account-
able, while also providing a place for us to contribute our particular talents, 
expertise, and other actions as a form of public service and civic duty.

Ultimately, a platform like CitizenChain—or so goes the hypothesis 
embedded in the clean sheet design—can help feed the hope that our indi-
vidual efforts matter. Since we know that people are often motivated to do 
something about the climate crisis but either don’t necessarily have the 
means or don’t think of themselves as activists, this allows them to find ways 
to contribute to areas that particularly interest them, as well as find others 
who share their concerns.

Two other aspects of our citizen action clean sheet design represent 
capabilities totally unique to CitizenChain. One is that the platform is 
what’s called a single point aggregator of opportunities for users to participate 
and or engage with. Let’s consider this a little more deeply:

single point aggregator, n.: A single platform that allows for access to a vari-
ety of offerings through one central connection. Instead of dealing with 
many different providers, you just use the aggregator to reach everything 
you need in one place.

Part of the challenge identified in our current state scenario when we 
get inspired to take personal action is not knowing where to begin and how 
to continue to expand our engagement and progress on our journey toward 
personal impact. To account for this practical reality in the clean sheet 
design of CitizenChain, we apply AI to provide that single point access in 
the different areas we might like to contribute. Here are some examples of 
the different activity options that allow us to deepen and increase our 
involvement:

	▪ Educate and raise awareness
	▪ Join or support local organizations
	▪ Advocate for policy change
	▪ Reduce personal carbon footprints
	▪ Support sustainable businesses
	▪ Participate in community projects



146	 Implementing for Impact

	▪ Connect with NGOs and purpose-driven organizations
	▪ Use social media for advocacy
	▪ Connect with global movements

CitizenChain is designed to aggregate opportunities by the different 
types of actions we may want to take and to venture productively down the 
paths we select. In so doing, it also accomplishes something else that might 
be familiar: As all of us continue to use the platform and access opportuni-
ties in this way, we build a vast and growing web of connected actions 
together—a super network (or network-of-networks).

Finally, there’s one other unique quality to our clean sheet citizen action 
design: CitizenChain is gameified.

gameified, n.: An activity, process, or system made more engaging by add-
ing elements typical of games, like points, levels, badges, or rewards to 
motivate participation and enjoyment.

A gameified experience was selected as a strategy for bringing users to 
the platform in a way that’s fun and motivates them to take more and more 
action. Here’s how it works.

First, CitizenChain uses AI to provide opportunities that match the 
user’s selected areas, creating a live, ever-growing set of local, community-
based climate and sustainability actions that feed the desire to become active 
citizens (see Figure 9.2).

Each member user of CitizenChain completes tasks in their chosen 
impact area to reach new levels of digital activism. They progress by com-
pleting the tasks, gaining rewards, and increasing their own education. In 
doing so, they contribute to the growth of a grassroots movement.

Players can also develop knowledge or skills that apply to real-world 
problems or settings, such as leadership skills or knowledge of ocean pollu-
tion and its specific effects on wildlife. They can also make discoveries on 
relevant, real-world issues, and even contribute to ongoing problem-solving 
efforts by supporting experts in the field (see Figure 9.3).

Other educational uses include deeper learning on more niche topics, 
such as the complexities of city planning. The user can learn more about the 
realities of this field by planning a virtual city or serve as a vital resource for 
public input on an issue that city planning experts are presently trying to tackle.
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CitizenChain is designed in this way to bring a fun sense of competi-
tion and reward that also satisfies our desire and passion to contribute in 
practical ways and inspires us to invite our respective networks to expand 
the chain. It showcases causes that users are most passionate about, connects 
them with local community members to organize grassroots initiatives, and 
introduces them to new changemakers and potential mentors interested in 
similar topics. Users can leverage an interactive and fun environment to 
learn more about topics or scenarios that are of immediate relevance to the 
real world and even contribute to ongoing problem-solving efforts by 
experts in the field, as well as discover new areas of research and innovation, 
brands or products, initiatives, and organizations to support. And finally, 
there is the ability to compete with friends and other players within your 
region, community, or impact area to deepen those connections.

Figure 9.2  CitizenChain action interface.

Source: With Permission of the author.
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Curated facts, figures, and insights (called breadcrumbs) are provided for 
each of the selected impact areas. They inspire users to dig deeper into their 
impact journeys and take more action. These facts and figures allow players 
to delve deeper and deeper into their passion areas at every level to keep 
growing their Personal Impact Quotient. As part of feeding this dynamic, 
experts can contribute to the breadcrumbs curated as a way to showcase 
their work in a fun, digestible way (see Figure 9.4).

To summarize, the gamified experiences are simply a way to bring users 
to the platform that feeds their internal activist 24/7. It provides users with 
an opportunity to feel that their individual efforts actually matter. For those 
who don’t necessarily have the means or think of ourselves as activists, this 
allows them to find things that interest them and engage with others who 
share these interests.

Figure 9.3  CitizenChain progress overview.
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The gameified environment also feeds the network effect by giving 
impetus to the connections, interactions, and exchanges generated between 
users. This encourages users to engage through features and experiences 
that motivate others’ participation and contribution. A dynamic network 
effect facilitates interaction that creates a feedback loop, allowing users to 
build on each other’s contributions. In addition, it continually improves the 
platform or system to create larger behavioral trends, impacts, and outcomes.

Key Takeaways

Fostering greater awareness and overcoming the human tendency to 
repeat familiar patterns while expecting different outcomes remain 
important hurdles on the path to making sustainable change. At the 
same time, achieving the greatest impact possible will demand more 
than just maintaining your individual commitment, relying on the 
proven framework of the changemaker playbook, or leveraging the 
most advanced technologies to inform, guide, and empower people. 

Figure 9.4  CitizenChain impact areas align with the focus areas 
in CitizenChain.

(continued )
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Ultimately, collective success depends on all who play a necessary role 
in the solution to step up and fulfill their part: businesses, organizations 
and coalitions (from big to small), government, and all of us who make 
up civil society.

Once again, you see how the changemaker process allows you to 
bring order to your thoughts, temporarily set your disbelief aside, and 
see that there are smart and simple ways to contribute. If you are par-
ticularly passionate and inspired, you can also reach for your sustaina-
bility activist weapon. But we don’t just need action—we need to 
actualize the future we want to see by holding ourselves, governments, 
and businesses to their word. Like its sister platform SustainChain, 
CitizenChain is designed to help accomplish this by—among many 
other things discussed in this book—bringing transparency to the 
actions being taken and, by extension, to those that are not. In this way, 
these modern and sophisticated uses of technology carry with them a 
critical way to spot the gaps between stated intentions and impact and 
become a crucial vehicle for creating accountability.

In so doing, we also enhance our personal capacity to influence 
the powerful forces that shape the future—especially in areas like pub-
lic policy and the practices of large corporations—where we feel out-
sized in our ability to drive change.

Where business is concerned, for-profit companies will naturally 
focus on their bottom line. However, most know that doing so will 
over time involve finding solutions to the ways climate will affect their 
business. By some estimates, 60 percent of firms indicate that climate 
change has had or is expected to have an observable impact on their 
revenue, costs, and investments through changing regulations, higher 
prices for raw materials, and general operating costs (Jargalsaikhan, 
Leduc, and Oliveria, 2022). As covered in Chapter 5, many companies 
are showing their strong commitment to being a part of the global 
solution. At the same time, many are not, and unfortunately that even 
includes some that say they are. It all reinforces the need for sustained 

(continued )
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action and commitment from members of civil society to continu-
ously utilize the available means to help enforce them.

Regardless of what individual businesses are doing today, there is 
a critical need to cwollectively urge that they stay focused on making 
more progress on sustainability, and taking advantage of the most 
modern and efficient ways to do that. It is simply good business to do 
so. And CitizenChain is here to do the same for each of us, as indi-
vidual people who care and want to vote with our pocketbook, our 
voice, and/or our feet. By taking this action over and over and over 
again, we let those with the most power and influence know this is a 
pressure that will only grow stronger, and will not go away.

What makes progress toward mass awareness and continuous 
engagement so challenging, at its most basic level, is similar to what I 
discussed at length in many of the previous chapters: the enormous 
number and fragmented nature of actions already taking place. How 
to create order and alignment among them, as well as transparency and 
access to them, is an enormous stumbling block to overcome. The 
CitizenChain platform—by utilizing much of the same technology as 
SustainChain—illustrates how the changemaker playbook process, 
combined with the other tools now in your box, can effectively con-
front this challenge, and it highlights its value once again as both a 
path to meaningful impact and a stepping stone toward transformation.
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10
Using Social Media 
for Good

With playbook in hand, I now turn to the final chapter of the book and a 
topic that may, ironically, represent one of the greatest sources of hope for 
having consequential impact than at any time in history: social media. I 
focus on why and how, as well as the irony of this assertion, and begin by 
setting the stage with a basic definition:

social media, n.: Herein, refers to websites and applications that focus on 
communication, community-based input, interaction, content-sharing, 
and collaboration among users. It enables people to connect, share infor-
mation, and engage with various communities through text, images, 
videos, and other content forms.

By now, we are all at least somewhat familiar with the ways that social 
media has reshaped how people exchange thoughts and experiences with 
one another. For purposes of completing your playbook, the possibilities 
that social media may represent to changemakers lie in the impact it’s had 
on our personal behavior and can be seen most readily through the lens of 
climate change.
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As it gets hotter outside and the frequency of climate-related disasters 
continues to climb, some struggle with the questions of how this has hap-
pened or why (whether philosophically, scientifically, or otherwise), but we 
know it is true intuitively because we are seeing it with our eyes and per-
sonally experiencing its effects. Most people feel viscerally that climate 
change is causing disastrous effects and that we must act at lightning speed 
to slow the ongoing atmospheric heating. This urgent reality raises the 
million-dollar question for the current framework, process, and tools: Will 
they be enough to achieve personal impact and positive change on a mas-
sive scale? The answer, which should be clear in this stage of your discovery, 
is this: When all major elements of the playbook come together, they form 
a powerful formula for impact, a decisive edge for success, and a genuine 
source of hope.

However, our collective ability to shift our behaviors will be essential to 
how much change we can accomplish and certainly the speed at which we 
can do so. Taking the actions identified through the changemaker process 
or generated by the intelligence of a platform like CitizenChain has to 
become a natural and permanent part of our personal routines in order to 
have their full effect, and this will require that people develop new habits. 
Just as brushing our teeth in the morning helps prevent cavities, if we are to 
win the long game on issues like climate change, we need to adopt perma-
nent new behaviors that become a natural part of our daily lives. These 
actions have to be more or less automatic—in other words, things that the 
brain-body connection habituates.

brain-body connection, n.: The interplay between thoughts, habits, and 
physical actions—how our brain and body work together to form auto-
matic behaviors and routines.

I’ll pause here to unpack this idea. To create a viable solution, it’s useful to 
consider why developing new habits is so challenging. Anyone who has tried 
to make healthier choices that don’t come naturally, or to break any form of 
addiction, knows how difficult this can be. Behavior change is hard for many 
reasons. Every day we all face countless decisions that challenge our ability to 
consistently choose the best course of action, and we are especially challenged 
to do so when it requires sustained effort. In addition, positive outcomes are 



	 Using Social Media for Good	 155

often delayed or intangible (as is the case with reversing climate change), which 
also makes it harder to stay motivated. When there isn’t some form of immedi-
ate feedback or gratification, our brains struggle to reinforce consistent behavior.

This is the vein in which I use this chapter to engage in a relatively brief 
yet critical discussion about social media and how its effects can be used to 
overcome these challenges.

Setting the Backdrop: The Social Media Phenomenon

In an era that has been defined throughout this book by hyperconnectivity 
and digital transformation, social media’s influence has been extraordinary 
and unique. Its emergence followed the earliest forms of digital media, start-
ing with a social platform called 6 Degrees in 1997, to be joined by other 
networks like LinkedIn in 2002, Friendster and Myspace in 2003, and 
Facebook in 2004. These were just the beginning and would lead to the 
proliferation of many other platforms that joined, competed, and in some 
cases replaced them. As this was all happening, consumer and user expecta-
tions created a remarkable and steady shift in behavior—creating a hyper-
fluid, never-ending loop of interaction.

As a consequence, there is little question that social media has been a 
transformative force that is constantly shaping the way people perceive, 
interact with, and navigate the world. In addition, because of the billions of 
users who constantly and actively engage in this activity on numerous plat-
forms simultaneously, social media has become a multifaceted phenomenon, 
permeating nearly every aspect of modern life. It influences the ways people 
relate and has redefined personal notions of identity and self-worth. In other 
words, social media has established a clear capability to connect, inform, and 
persuade people to act on an unprecedented scale and with incredi-
ble velocity.

When you look at social media through this lens, you can begin to see 
its relevance to the changemaker process and its place in your playbook. 
Let’s delve a little deeper into its capabilities.

Social Media’s Value in the Playbook

As established throughout this book, our greatest potential for driving 
impact lies in the ability to unify our efforts, think differently, and take 
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persistent action dedicated to constant refinement. To also do this with the 
greatest effect requires speed, efficiency, and scale. Social media is a modern 
form of technology, like the others discussed in previous chapters, that can 
specifically support these key elements, quite possibly through the very 
behavior changes it has already set into motion—in particular, its highly 
potent capability to affect the way people think and to inspire constant, 
continuous, and even unconscious involvement.

In Chapter 1, I introduced the importance of honing an ability to 
shift your mindset when pursuing consequential action and personal 
impact—to “retrain” the way you see yourself and the particular role you 
have in driving massive change. Social media has been continuously 
reshaping the way we think and act for years. Perhaps it can be used to 
instill new behaviors and habits that make us all more effective change-
makers as well!

Exploring how the medium has been successful in molding people’s 
actions and decisions will help you understand this potential more clearly.

Social Media as Weapon for Positive Change: The Irony

When I began to reflect on the remarkable nature of social media in the 
context of my own playbook, it led me to examine the apparent relation-
ship between the time users spend in a social media setting and the types of 
action it motivates. Soon after, my focus began gravitating toward a single, 
unifying thought: Can this relationship become a way to attain the constant 
and continuous effort needed to overcome our most pressing challenges? 
Can we apply all there is to learn about the effects of social media to enhance 
our own natural ability to work smarter, better, and faster together? This 
ultimately led me to a “full-circle” hypothesis: Social media may be a 21st-
century solution hiding in plain sight.

While the general significance of social media’s effects may be evident, 
it has a subtler and more pervasive influence that often goes unnoticed. 
From scrolling through feeds during breakfast to sharing updates before 
sleep, we now engage with social media reflexively, seamlessly integrating it 
into our daily routines. In doing so, we unconsciously expose ourselves to a 
constant stream of information, opinions, and narratives that subtly mold 
our perspectives and drive our choices. Whether selecting a restaurant, 
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forming opinions on current events, or deciding what causes to support, 
social media’s impact on our day-to-day actions is undeniable. This set of 
dynamics supports a theory that harnessing its power to effortlessly and 
unconsciously draw us in can be a way to create a different relationship 
with delivering consequential impact. By applying these learnings, we can 
supercharge collective momentum toward positive change, reshape our nat-
ural behavior, and create the constant and continuous action needed to 
address critical global challenges more efficiently than ever before. This is 
realistic and possible because practical approaches now exist to put it 
into motion.

Social media has not been without its drawbacks. Indeed, not unlike AI, 
its reputation as a healthy or ultimately useful phenomenon has been in 
question for many years. Critics have raised concerns about social media’s 
addictive nature, highlighting how the carefully designed algorithms, notifi-
cations, and endless scrolling features can foster compulsive behavior and 
negatively impact mental well-being. As a result, once-celebrated platforms 
like Facebook, Instagram, X (Twitter), and many others have faced scrutiny 
for their role in fostering addiction and promoting superficial interactions 
that isolate us from meaningful real-world connections. Proceeding with 
conscious attention to unintended outcomes, then, is also important. If we 
can do so, within this very potential for addiction also lies an irony: it may 
also provide the opportunity to create addictive positive action and unprec-
edented impact.

Social media has successfully captivated our attention for personal gain, 
and the time is now upon us to harness its clear strengths to fuel next-level 
collective action. By recalibrating the addictive mechanisms to promote 
informed engagement and constructive involvement, we can convert it into 
a robust tool for disseminating knowledge, galvanizing support, and orches-
trating meaningful initiatives that address complex challenges on a 
global scale.

By weaving together the dual facets of social media—its capacity for 
addictive engagement and fundamental behavioral change—we can begin 
to envision a future where thoughtfully designed social platforms are not 
just sources of distraction, but instruments of empowerment and ground-
breaking progress. In other words, we can navigate the evolving landscape of 
digital communication, by recognizing the need to leverage what social 
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media can offer and by carefully harnessing its full potential as a force for 
good. With serious and careful thought about how we implement all along 
the way, we can channel its addictive forces into avenues for education, 
awareness, and thoughtful action. The goal is to convert social media into a 
catalyst for positive change and foster a better informed, connected, and 
engaged society.

Can Social Media Really Help Solve These Issues?

Testing this hypothesis is key, and here again the playbook proves its worth. 
These facets of social media are already centrally embedded in the way 
SustainChain and CitizenChain work. The success of these platforms relies 
on organizations and individuals discovering and joining the platforms, 
but much more important is how members use them, reflexively and 
constantly.

Like the communities within them, members need to continuously 
participate in fluid and dynamic dialogue and action as a direct and natural 
part of how they personally get things done. Consequently, part of the 
clean-sheet thinking behind SustainChain and CitizenChain was to imag-
ine each of them as social media platforms like Facebook or LinkedIn. They 
were created as purpose-driven, highly dynamic environments filled with 
motivating content, immediately actionable steps, and seamless avenues for 
collaboration and action.

Here are some specific examples of how manifesting new behaviors in 
social media-like settings were included in the vision:

	▪ User-generated content can showcase personal achievements, from 
reduced carbon footprints to sustainable fashion hauls. Businesses, 
organizations, and individuals can transparently communicate their 
commitments, achievements, and setbacks, encouraging interaction 
and continuous improvement.

	▪ Personalized carbon footprint calculators within the platform and 
tips help reduce emissions in daily life. Real-time updates and success 
stories foster a sense of urgency and commitment among users. 
Hashtags and challenges encourage individuals to share their 
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sustainable practices, amplifying positive behaviors and normalizing 
eco-friendly choices.

	▪ Brands committed to circular practices can share behind-the-scenes 
insights into their production processes, demonstrating transpar-
ency and accountability. Influencers and users can showcase upcy-
cled, secondhand, and ethically produced fashion, reshaping 
perceptions of style and consumption. Dedicated hashtags can spot-
light innovative circular fashion designs, spurring creativity and 
sparking conversations about the environmental impact of cloth-
ing choices.

	▪ Users can share easily digestible information on water conservation 
techniques, water-efficient technologies, and the importance of pre-
serving freshwater ecosystems. This can include local water chal-
lenges and success stories, thus fostering a global dialogue and 
encouraging cross-border collaboration.

Unlocking progress in the critical areas I’ve covered requires collec-
tive, urgent action. SustainChain and CitizenChain provide a practical way 
to leverage the capabilities of this highly sophisticated technology 
and medium.

Key Takeaways

For the last step in your journey, I have used the final chapter of this 
book to explain how changemakers can leverage the impact that the 
social media phenomenon has had on human behavior, as well as how 
to apply its uniquely powerful capacities to raise the potential of your 
personal playbook. Like AI and the other tech for good examples laid 
out in Chapters 5 and 6, there are important reasons to consider social 
media a key piece of the puzzle for reversing harmful trends like cli-
mate change that has been hiding in plain sight for decades.

Indeed, in the digital landscape that it helped fundamentally 
establish, social media’s addictive allure and capability to instill new, 
natural behaviors represents a galvanizing force for positive change. 
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Channeling this power through platforms like SustainChain and 
CitizenChain will create hubs of collective awareness and activism, 
fostering widespread activity that transcends boundaries and unites 
people in pursuit of a more sustainable and equitable world. To sum up 
this piece of the changemaker’s formula for success:

Responsible AI + Social media for good = High-velocity intelligence + High-
velocity involvement

This approach holds powerful potential to accelerate impact and 
shape a better future.
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Conclusion: 
Final Words to 
Changemakers

You have now come to the end of your journey. And as you do, I feel a 
need to take one more big step back to look at what we’ve accomplished 
together. Let’s start that reflection by answering a question you may have 
wondered about as you moved from part to part and chapter to chapter: 
Why did I write this book? What can I hope to accomplish by passing 
along this personal playbook for change? These are important questions 
that deserve answers.

Of all the situations (change opportunities, as you know them now) 
that I have had the privilege to contribute to, those that had the largest 
impact also led to my biggest discoveries about what is truly possible. I’ve 
discussed many of them as a direct part of building the playbook, but there’s 
more to it. You see, some of what I learned didn’t just feel like a discovery. 
In fact, it felt much closer to an epiphany.
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On the discovery side of the equation, the most essential and actionable 
of insights have been covered at length and addressed throughout the book. 
The common traits that most problems carry is first among them, and also 
what drives the playbook’s efficacy: every problem is, well, a problem. It’s an 
obstacle to overcome. For each problem, there are underlying reasons—gaps 
between what is and what you want it to be. There are interconnected pieces 
to account for, an order to the steps taken to fix them, and so on.

Without going into them again in too much detail, these steps are part 
of the overall framework for pursuing impact and making a meaningful and 
sustained contribution to outcomes that positively affect many people, in 
many ways, in a world in critical need of them. They can be summed up 
as follows:

	▪ Look through new eyes.
	▪ Think without artificial constraints (e.g., “it’s not possible”).
	▪ Get organized.
	▪ Keep an open mind.
	▪ Don’t look for all the answers (perfection is a myth).
	▪ Use the most sophisticated tools available to move with knowledge, 
facility, and speed.

	▪ ACT!
	▪ Observe, learn, refine, repeat; keep your efforts flexible.
	▪ We always get farther, faster, together.

I would venture that anyone who adopts this formula with a modicum 
of resilience and resourcefulness will consistently report positive findings. 
Quite simply, it works.

And now to revisit the question of “why,” and its answer: It was less the 
many discoveries made throughout the changemaking journey and more 
the epiphanies—and really just one in particular: At the time I was making 
these discoveries and realizing their potential benefit, the only thing that 
would have made them more valuable (that is, have greater impact) was if 
I’d had them going into my journey as a changemaker instead. I often find 
myself wondering how much more powerful the impact, faster the progress, 
and bigger the outcomes might have been if I had a playbook like the one 
I’ve passed on to you.
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When you put this entire book together and reflect on it in its full form, 
it is really a book about preparedness and readiness. It proffers that big change, 
small change, most any change at all comes down to how well-prepared we 
are to confront the challenge, and act. Preparedness is what gives us the 
capacity, the confidence, and the courage to take on problems—to dare to 
become a changemaker. I offer this book in that spirit.

One last note: As expressed in the introduction, I will consider my deci-
sion to engage in this effort a worthy one if it inspires you to run toward the 
opportunities to have personal impact that you encounter, and has you feel-
ing both empowered and emboldened to tap into your inner changemaker. 
If, as you now finish reading it, you have begun to feel these things and a 
welling up of personal confidence in your capabilities to walk boldly into 
the fray, I will consider this book both an honor and a success.

The playbook is now in your hands. It’s time to forge ahead into an era 
where the marriage of technology and human intent shapes a world we can 
proudly pass on to future generations. So what do you say? Are you ready to 
go change the world with me?
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This workbook is designed to help you apply the changemaker process to 
any challenge—personal, business, community, or global. For each exercise, 
read the prompts carefully and use the space provided to write your thoughts, 
plans, and reflections. Revisit these exercises as your journey progresses, and 
remember: the process is as important as the outcome. Take your time, be 
honest with yourself, and use these pages as a tool for real, step-by-
step change.

For inspiration, check out the four complete examples that cover a 
personal, business, community, and global challenge, respectively.

Part 1: Laying the Foundation: Current Versus Future State

A. Define Your Challenge: Briefly describe a complex problem or area 
where you want to create change (personal, organizational, or societal):
__________________________________________________________
__________________________________________________________
__________________________________________________________
__________________________________________________________

Changemaker 
Workbook
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B. Current State Analysis: What is happening now? List the key facts, 
feelings, or outcomes as they currently exist.
__________________________________________________________
__________________________________________________________
__________________________________________________________
__________________________________________________________

C. Future State Vision: Imagine the ideal scenario: What would the situ-
ation look and feel like if it were “fixed” or transformed?
__________________________________________________________
__________________________________________________________
__________________________________________________________
__________________________________________________________

D. Side-by-Side Comparison Table

Aspect Current State Future State (Ideal)

Experience/Outcome
Processes/Workflows
Tools/Resources
People/Stakeholders
Other

Part 2: Building the Frame: Gap Analysis and Solution 
Brainstorm

A. Identify the Gaps: What are the main differences between your cur-
rent and future state? Where are the disconnects or breakdowns?
__________________________________________________________
__________________________________________________________
__________________________________________________________
__________________________________________________________

B. “What’s the Fix?” Brainstorm: For each gap, list possible fixes (new 
tools, changed workflows, new roles, etc.).
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Gap/Disconnect Possible Fixes/Ideas

Part 3: Setting the Plan

A. Prioritize Actions: Which fixes have the most potential for impact? 
List your top two or three actions to try first:
1. _________________________________________________________
2. _________________________________________________________
3. _________________________________________________________

B. Action Steps and Ownership: For each action, define:

	▪ What exactly will be done?
	▪ Who is responsible?
	▪ What resources are needed?
	▪ What’s the timeline?

Action Who? Resources Needed Timeline

Part 4: The Refinement Cycle: Observe, Learn, 
Refine, Repeat

A. 80:20 Rule Reflection: For your plan, what does “80 percent confi-
dence” look like? What’s “good enough” to move forward, even if it’s 
not perfect?
__________________________________________________________
__________________________________________________________
__________________________________________________________
__________________________________________________________



168	 Changemaker Workbook

B. Weekly Refinement Log: Each week, review:

	▪ What did you try?
	▪ What worked? What didn’t?
	▪ What will you adjust for next week?

Week
What I  
Tried

What  
Worked

What  
Didn’t

Next  
Adjustment

1
2
3

Part 5: End-to-End Perspective

Map out the journey from start to finish. Where do handoffs, overlaps, or 
dependencies exist? Use a simple flowchart or list.
__________________________________________________________
__________________________________________________________
__________________________________________________________
__________________________________________________________

Part 6: Key Takeaways and Next Steps

	▪ What did you learn about the power of process in changemaking?
	▪ How does breaking down a big problem into steps make it more 
manageable for you?

	▪ What will you do next to keep building your changemaker playbook?

__________________________________________________________
__________________________________________________________
__________________________________________________________
__________________________________________________________
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Bonus: The Long Game Commitment

Write a one-sentence commitment to staying patient and persistent, even 
when progress is slow:

“I commit to playing the long game by ________________________
_________________________________________________________.”
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Part 1: Laying the Foundation: Current Versus Future State

A. Define Your Challenge Example: I want to achieve a healthier work-
life balance because I often feel overwhelmed and have little time for family, 
friends, or self-care.

B. Current State Analysis Example:
	▪ I work late most evenings and check emails on weekends.
	▪ I rarely exercise or pursue hobbies.
	▪ My relationships feel neglected and I’m often tired.

Example 1: 
Personal Level: 
Improving 
Work-Life Balance
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C. Future State Vision Example:

	▪ I finish work by 6 p.m. most days and unplug on weekends.
	▪ I have regular time for exercise, hobbies, and relaxation.
	▪ My relationships feel stronger and I have more energy.

D. Side-by-Side Comparison Table

Aspect Current State Future State (Ideal)

Experience/ 
Outcome

Stressed, fatigued, 
disconnected

Energized, 
fulfilled, connected

Processes/ 
Workflows

No boundaries, 
reactive to work

Set work hours, 
proactive planning

Tools/Resources Work laptop/phone  
always on

Use “Do Not Disturb” 
features, planner

People/Stakeholders Family feels ignored, 
boss expects 24/7

Family time prioritized, clear 
boundaries with boss

Other No “me 
time” scheduled

Weekly self-care and 
social time

Part 2: Building the Frame: Gap Analysis and Solution 
Brainstorm

A. Identify the Gaps Example:
	▪ Lack of boundaries between work and personal time.
	▪ No scheduled activities for self-care or relationships.
	▪ Expectations from boss and colleagues for after-hours work.

B. “What’s the Fix?” Brainstorm

Gap/Disconnect Possible Fixes/Ideas

No work/personal boundaries Set work hours; communicate limits
No time for self-care/hobbies Schedule weekly exercise/hobby blocks
Boss expects after-hours work Discuss boundaries; propose 

coverage plan
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Part 3: Setting the Plan

A. Prioritize Actions Example:
1.	 Communicate new work hours to boss and team.
2.	 Block out two evenings per week for exercise or hobbies.
3.	 Set phone and email to “Do Not Disturb” after 6 p.m.

B. Action Steps and Ownership

Action Who?
Resources  
Needed Timeline

Communicate work 
boundaries

Me Email template This week

Schedule exercise/
hobby time

Me Calendar app Start next week

Set DND on devices 
after 6 p.m.

Me Phone settings Today

Part 4: The Refinement Cycle: Observe, Learn, 
Refine, Repeat

A. 80:20 Rule Reflection Example: If I can stick to my new boundaries 
80 percent of the time, that’s a big improvement—even if I occasionally slip up.

B. Weekly Refinement Log

Week What I Tried
What  
Worked

What  
Didn’t

Next 
Adjustment

1 Set phone 
to DND at  
6 p.m.

Fewer work 
interruptions

Still checked 
email once

Move phone to 
another room

2 Scheduled 
hobby time

Enjoyed  
painting  
again

Skipped 
one session

Try morning 
sessions too
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Part 5: End-to-End Perspective

Example: Daily flow:
Workday → End work at 6 p.m. → Exercise or hobby → Dinner with family 

→ Relaxation
Dependencies: Need support from family to respect boundaries; need boss to 

agree to new schedule.

Part 6: Key Takeaways and Next Steps

Example:

	▪ Setting boundaries and scheduling personal time helped me feel less stressed.
	▪ Progress isn’t perfect, but small changes are making a difference.
	▪ Next, I’ll try a weekend “digital detox” to deepen my work-life balance.

Bonus: The Long Game Commitment

Example: “I commit to playing the long game by prioritizing my well-being and 
relationships, knowing that balance requires ongoing effort and adjustment.”
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Part 1: Laying the Foundation: Current Versus Future State

A. Define Your Challenge Example: I want to help my neighborhood  
get better access to affordable, healthy food, since many families rely on con-
venience stores and have limited fresh options.

B. Current State Analysis Example:
	▪ The nearest grocery store is two miles away and not easily accessible by  
public transit.

	▪ Most local stores offer mostly processed snacks and sugary drinks.
	▪ Community health issues like obesity and diabetes are common.

C. Future State Vision Example:

	▪ Residents can easily buy fresh fruits and vegetables within walking distance.
	▪ Local stores stock more healthy options.
	▪ Community health improves and families feel empowered to make nutri-
tious choices.

Example 2: 
Community Level: 
Increasing Access to 
Healthy Food
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D. Side-by-Side Comparison Table

Aspect Current State Future State (Ideal)

Experience/ 
Outcome

Limited healthy food, 
high health issues

Easy access, improved 
health, empowered

Processes/ 
Workflows

Few suppliers, limited 
store variety

Partnerships with local 
farms, more options

Tools/Resources Small stores, no 
farmers market

Weekly farmers market, 
food co-op

People/ 
Stakeholders

Store owners, residents, 
local officials

Engaged community, 
new partners

Other Lack of 
nutrition education

Regular workshops, 
school programs

Part 2: Building the Frame: Gap Analysis and Solution 
Brainstorm

A. Identify the Gaps Example:
	▪ No fresh produce sold locally.
	▪ Residents unaware of healthy eating benefits.
	▪ No organized effort to address the issue.

B. “What’s the Fix?” Brainstorm

Gap/Disconnect Possible Fixes/Ideas

No fresh produce locally Start a community garden or farmers market
Lack of nutrition  

awareness
Host free workshops and cooking demos

No organized effort Form a neighborhood food access committee
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Part 3: Setting the Plan

A. Prioritize Actions Example:
1.	 Organize a planning meeting with interested neighbors.
2.	 Reach out to local farmers about starting a weekly market.
3.	 Partner with the community center to offer nutrition classes.

B. Action Steps and Ownership

Action Who?
Resources  
Needed Timeline

Host planning  
meeting

Me + volunteers Flyers, 
meeting space

Next 2 weeks

Contact 
local farmers

Me List of farms,  
phone

1 month

Set up 
nutrition classes

Community  
center

Volunteer 
instructors

2 months

Part 4: The Refinement Cycle: Observe, Learn, 
Refine, Repeat

A. �80:20 Rule Reflection If we can get even one store or market to offer 
fresh produce, that’s a huge step—even if it’s not every store yet.

B. Weekly Refinement Log

Week
What I  
Tried

What  
Worked

What  
Didn’t

Next  
Adjustment

1 Held first  
planning  
meeting

Good turnout,  
strong  
interest

Some people  
couldn’t  
attend

Try virtual  
meeting  
option

2 Called three 
local farms

One farm 
interested

Two didn’t  
respond

Visit  
farms in  
person
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Part 5: End-to-End Perspective

Example journey:

Identify need → Gather community input → Form committee → Connect with 
farmers → Launch market → Promote to residents → Evaluate and expand

Dependencies: Need buy-in from store owners, ongoing volunteer support, city 
permits for market.

Part 6: Key Takeaways and Next Steps

Example:

	▪ Collaboration is key—many neighbors want to help.
	▪ Small wins (like one new produce stand) build momentum.
	▪ Next, I’ll focus on getting more youth involved and seeking a grant for supplies.

Bonus: The Long Game Commitment

Example: “I commit to playing the long game by showing up for my community, 
celebrating small successes, and adapting our approach as we learn together.”
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Part 1: Laying the Foundation: Current Versus Future State

A. �Define Your Challenge Example: Our team struggles with communica-
tion and collaboration, leading to missed deadlines and duplicated work.

B. Current State Analysis Example:
	▪ Team members often work in silos and rarely share updates.
	▪ Meetings are unproductive and lack clear action items.
	▪ There is confusion over who is responsible for what.

C. Future State Vision Example:
	▪ Team members communicate openly and regularly.
	▪ Meetings are focused, with clear agendas and follow-ups.
	▪ Roles and responsibilities are well-defined and understood.

Example 3: 
Business Level: 
Improving Team 
Collaboration
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D. Side-by-Side Comparison Table

Aspect Current State Future State (Ideal)

Experience/ 
Outcome

Frustration, 
missed deadlines

Engagement, timely 
project delivery

Processes/ 
Workflows

Unclear, ad hoc Structured, transparent

Tools/Resources Email only, outdated 
project tools

Modern 
collaboration platform

People/ 
Stakeholders

Team members 
disengaged

Team feels empowered 
and connected

Other Lack of shared goals Clear, shared team objectives

Part 2: Building the Frame: Gap Analysis and Solution 
Brainstorm

A. Identify the Gaps Example:
	▪ Lack of real-time communication tools.
	▪ No standardized process for meetings or project updates.
	▪ Unclear division of responsibilities.

B. “What’s the Fix?” Brainstorm

Gap/Disconnect Possible Fixes/Ideas

No real-time communication Implement Slack or Teams
Unproductive meetings Create meeting templates and agendas
Unclear responsibilities Develop a RACI chart for all projects

Part 3: Setting the Plan

A. Prioritize Actions Example:

1.	 Introduce a team messaging platform (e.g., Slack).
2.	 Establish a standard meeting agenda and assign a rotating facilitator.
3.	 Create and share a RACI chart for current projects.
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B. Action Steps and Ownership

Action Who?
Resources  
Needed Timeline

Set up Slack 
for the team

IT/Team Lead Slack subscription 2 weeks

Design meeting 
agenda template

Team Lead Template, 
input from team

1 week

Develop RACI chart Project  
Manager

Project details, 
RACI template

2 weeks

Part 4: The Refinement Cycle: Observe, Learn, 
Refine, Repeat

A. 80:20 Rule Reflection If 80 percent of meetings are more productive 
and most team members use Slack, that’s a huge improvement—even if not 
everyone is on board right away.

B. Weekly Refinement Log

Week
What I  
Tried

What  
Worked

What  
Didn’t

Next 
Adjustment

1 Launched  
Slack

Quick questions  
resolved

Some prefer  
email

Offer 
Slack training

2 Used 
new meeting  
agenda

Meetings 
stayed on  
track

Some  
skipped 
action items

Assign action 
item owners

Part 5: End-to-End Perspective

Example: Project flow:

Project kickoff → Assign roles (RACI) → Weekly check-ins (Slack/meetings) 
→ Progress updates → Project completion

Dependencies: Buy-in from all team members, support from IT, ongoing feedback.
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Part 6: Key Takeaways and Next Steps

Example:

	▪ Clear communication tools and processes make a big difference.
	▪ Small changes (like a new agenda template) can have a big impact.
	▪ Next, I’ll gather feedback to further refine our collaboration approach.

Bonus: The Long Game Commitment

Example: “I commit to playing the long game by continuously seeking feedback, sup-
porting my team, and refining our collaboration practices for lasting success.”
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Part 1: Laying the Foundation: Current Versus Future State

A. Define Your Challenge Example: I want to help my neighborhood 
reduce its carbon footprint by encouraging more residents to use sustainable 
transportation options.

B. Current State Analysis Example:
	▪ Most residents drive alone in gasoline-powered cars for daily commutes.
	▪ Public transportation is underused and biking feels unsafe due to lack of 
bike lanes.

	▪ Air quality is declining and traffic congestion is common.
C. Future State Vision Example:

	▪ Many residents walk, bike, carpool, or use public transit for daily trips.
	▪ Safe, accessible bike lanes and improved transit options are available.
	▪ Air quality improves and the community feels and healthier and more 
connected.

Example 4: 
Global Level: 
Reducing Local 
Carbon Footprint
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D. Side-by-Side Comparison Table

Aspect Current State Future State (Ideal)

Experience/ 
Outcome

Traffic, poor air 
quality, isolation

Clean air, less 
congestion, community

Processes/ 
Workflows

Default to solo  
driving

Easy, appealing alternatives

Tools/Resources Few bike lanes,  
limited transit info

Bike lanes, real-time 
transit updates

People/Stakeholders Drivers, local officials, 
transit agency

Engaged residents, 
advocacy groups

Other Little climate  
awareness

Regular climate 
action campaigns

Part 2: Building the Frame: Gap Analysis and Solution 
Brainstorm

A. Identify the Gaps Example:
	▪ Lack of safe infrastructure for biking and walking.
	▪ Residents unaware of environmental impact of driving.
	▪ No organized effort to promote alternatives.

B. “What’s the Fix?” Brainstorm

Gap/Disconnect Possible Fixes/Ideas

Unsafe for 
biking/walking

Advocate for new bike lanes and sidewalks

Lack of awareness Launch climate education campaign
No organized effort Form a “green transportation” 

neighborhood group
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Part 3: Setting the Plan

A. Prioritize Actions Example:

1.	 Start a petition and meet with city officials about bike lanes.
2.	 Organize a “Car-Free Day” event to raise awareness and encourage 

alternatives.
3.	 Distribute information on public transit routes and benefits.

B. Action Steps and Ownership

Action Who? Resources Needed Timeline

Draft petition, collect 
signatures

Me + 
volunteers

Petition forms, 
online tools

3 weeks

Meet with city  
officials

Group rep Meeting agenda, data 1 month

Plan Car-Free Day  
event

Group Flyers, permits, 
volunteers

2 months

Distribute transit info Me Printed guides, 
social media

1 month

Part 4: The Refinement Cycle: Observe, Learn, 
Refine, Repeat

A. 80:20 Rule Reflection Example: If even 20 percent of residents try a 
new mode of transport once a week, that’s meaningful progress—even if not 
everyone changes right away.
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B. Weekly Refinement Log

Week
What I  
Tried

What  
Worked

What  
Didn’t

Next  
Adjustment

1 Shared 
petition at 
local event

50 signatures  
collected

Some confusion 
about goal

Clarify petition  
message

2 Posted transit 
info on 
social media

Positive  
feedback,  
shares

Low  
engagement 
from 
older residents

Print flyers for 
community  
center

Part 5: End-to-End Perspective

Example: Project flow:

Identify need → Organize group → Petition and advocacy → Infrastructure 
improvements → Community events → Ongoing education

Dependencies: City council approval, community support, volunteer engagement.

Part 6: Key Takeaways and Next Steps

Example:

	▪ Small steps (like a petition or event) can spark bigger change.
	▪ Collaboration with local officials and residents is essential.
	▪ Next, I’ll focus on building partnerships with local schools and businesses.

Bonus: The Long Game Commitment

Example: “I commit to playing the long game by championing climate-friendly 
choices in my community and celebrating every step forward, no matter how small.”
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More on the 
DaVinci ML Design

DaVinci is the design, data schema, and development of the machine learn-
ing layer that powers the capabilities of SustainChain.

The potential for transformational change that SustainChain represents 
is defined by the ability of its member community to take all necessary 
action steps needed to achieve success. Powering SustainChain in this regard 
is a machine learning and AI capability at its core, called DaVinci.

Understanding DaVinci ML and SustainChain

SustainChain is an engine of activity that is dynamically informed by the 
data its users share. Let’s unpack this a bit.

The SustainChain user experience utilizes the intelligence that the 
DaVinci engine generates. Suggested actions are formed through AI algo-
rithms supporting the DV engine; they are served to the SustainChain 
member community whose actions are guided based on the data attributes 
supplied by them. Every member action is collected and synthesized, form-
ing a knowledge graph on SustainChain’s technical backend.

The overarching objective of DaVinci’s is as a capability toolset to max-
imize and accelerate systems-based action.

APPENDIX 

A
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Within SustainChain, this takes the form of member and group-level 
action initiatives (called SAIs), which are pursued by SustainChain members 
according to their self-ascribed role in the community (e.g., sustainability 
investor/funder, innovation/solution provider, expert, and so on), industry/
supply chain, and sustainability area of focus.

The goal is to unify the sustainability action needed to rebuild global 
supply chains across these attributes, and to maximize the quantity and 
velocity of simultaneous action corresponding to six overall sustainability 
pathways, including:

	▪ Sustainable cities and communities
	▪ Education, gender, and inequality
	▪ Sustainable food, land, water, and oceans
	▪ Health, well-being, and demography
	▪ Energy decarbonization and sustainable industry
	▪ Digital revolution for sustainable development

In summary, SustainChain is a platform that is creating a unified, cross-
industry and cross-stakeholder community, where each has visibility to oth-
ers and they join forces to carry out common activities, goals, and priorities. 
DaVinci’s AI capabilities, then, transform this platform into a revolutionary 
“change engine” that achieves global sustainability. DaVinci continuously 
learns from the actions each member takes, cross-references them across the 
range of attributes, and instantly guides members toward holistic collabora-
tion and action along the six pathways.

Sample DaVinci Recommendations by Member Role Type

This section breaks down example DaVinci recommendations by member 
role types.

Role 1: Industry Business Leader

This is the chief sustainability officer or director who is responsible for the 
organization’s sustainability goals and objectives:

Goals:

	▪ Find solutions to adopt
	▪ Find partners to team up with on incubating new solutions to 
their issues
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	▪ Discover best practices and existing resources
	▪ See what others with my focus areas/issues are doing about 
their problems

	▪ Show-off the work (i.e., look good)

Recommendation types:

	▪ Get solutions that match the focus areas (challenges) selected during 
onboarding

	▪ Get invited to groups where they can learn about what’s trending in 
their focus areas

	▪ Get invited to join action initiatives that are working on their 
focus areas

	▪ See needs from other members that they may be able to help with, 
based on matching focus areas

	▪ See leads from other members with matching focus areas
	▪ Be introduced to active members of SustainChain (active  =  last 
logged-in last month) that have similar focus areas

Role 2: Sustainability Innovators/Solution Providers

These are startup leaders and executives or leaders at an existing solu-
tion provider.

Goals:

	▪ Get exposure and adoption of their solutions/innovations
	▪ Find partners to collaborate with
	▪ See what other innovators are doing in their space
	▪ Find investment opportunities
	▪ Get insight or guidance from academic or thought leaders to advance 
their innovation

Recommendation types:

	▪ Be introduced to members that are investors that match the focus 
areas (challenges) they’ve selected during onboarding
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	▪ Get invited to groups where they can learn about what’s trending in 
their focus areas

	▪ Get invited to join action initiatives that are working on their focus 
or innovation areas

	▪ See needs from other members that they may be able to help with, 
based on matching focus areas

	▪ See leads from other members with matching focus areas
	▪ Be introduced to active members of SustainChain (active  =  last 
logged-in last month) that have similar focus areas

	▪ Suggest creating a call-to-action situation that aligns and acts on your 
focus areas

	▪ Give a recommend forming a group since several of your focus 
groups have these action initiatives

	▪ Be guided to post the solution/innovation

Role 3: Social Impact Investor

These are investors.
Goals:

	▪ See what’s trending in their areas of focus
	▪ See investment opportunities
	▪ See where there is demand from the community for certain pathways/ 
solutions

Recommendation types:

	▪ See innovators and solution providers that match their focus area
	▪ Get invited to groups that are working on their area of focus
	▪ Get invited to join action initiatives that are working on their 
focus area

	▪ See needs from other members that they may be able to help with, 
based on matching focus areas

	▪ See leads from other members with matching focus areas
	▪ Be introduced to active members of SustainChain (active  =  last 
logged-in last month) that have similar focus areas

	▪ Be guided to post their investment thesis and budget
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Role 4: NGO/Think Tank

These are nongovernmental organizations.
Goals:

	▪ Share their work and expertise and get exposure
	▪ Connect with members with common pathways and goals
	▪ Fundraise

Recommendation types:

	▪ See innovators and solution providers that match their focus area, 
where they can lend their expertise

	▪ Get invited to groups that are working on their area of focus
	▪ Get invited to join action initiatives that are working on their 
focus area

	▪ See needs from other members that they may be able to help with, 
based on matching focus areas

	▪ See leads from other members with matching focus areas
	▪ Be introduced to active members of SustainChain (active  =  last 
logged-in last month) that have similar focus areas

	▪ Be guided to post their recent expertise and resources that can ben-
efit the community

Role 5: Academia and Government

This includes key roles in academia and government.
Goals:

	▪ Share their work and expertise
	▪ Connect with members with common pathways and goals
	▪ Fundraise

Recommendation types:

	▪ See innovators and solution providers that match their focus area, 
where they can lend their expertise
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	▪ Get invited to groups that are working on their area of focus
	▪ Get invited to join action initiatives that are working on their focus area
	▪ See needs from other members that they may be able to help with, 
based on matching focus areas

	▪ See leads from other members with matching focus areas
	▪ Be introduced to active members of SustainChain (active  =  last 
logged-in last month) that have similar focus areas

	▪ Be guided to post their recent research and resources that can benefit 
the community

DaVinci Member Journey

Personalized:

	▪ User  =  industry business leader versus innovator or funder in an 
industry, attached to regenerative agriculture as part of pathway 2, 
and there are 1,000 initiatives going on.

	▪ You’ve identified your industry as consumer products and your chal-
lenge soil health, and there are over 300 initiatives attached to soil 
health under this regenerative agriculture.

	▪ DaVinci identifies instances/opportunities to consolidate efforts and 
ways to integrate (across supply chain components, a single supply 
chain component touching other industries, etc.).

The link between member and sustainability action initiative (SAI) 
attributes and directed action is driven by a hierarchy. This hierarchy dynam-
ically looks across users with common challenges/solutions/SAIs, user 
“needs,” and efforts/SAIs with a common linkage.

The system is guiding each user by continuously highlighting opportu-
nities to turn common interests and attributes into action, turn like/similar 
actions into connected/consolidated “ventures,” and present unique 
opportunities—from other industries, geographies, supply chain areas, and 
so on—to feed and evolve activity occurring on each industry supply chain 
and SDG pathway.
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Sample Member Case

From the actual SustainChain member work on ocean thermal energy. 
Some companies are creating the capability to supply the energy sys-
tems, the experts with the potential to construct the full solution, the 
government support, the business models to make economically via-
ble, and so on.

These activities are happening simultaneously, and this is where 
DaVinci comes in—the learning engine is instantly revealing where 
the connections lie and actions need to be made, where the prioritiza-
tion must be in order to get to the destination by 2030. Regardless of 
whether they get there in a way that could be considered absolute, the 
machine helps systematically guide the actions. The example is an 
illustration for defining what is needed from each of these players.

The work started with curating member group with the com-
mon pathway focus to reduce the carbon footprint, and go beyond 
offsets and credits to eliminate carbon. Early thoughts:

	▪ Alternative energy is the obvious solution.
	▪ There are a lot of different forms—nuclear, solar, wind, ocean—
and there are supply chain components or subcomponents to each 
but some common ones/overlap.

	▪ Some supply chain components expand the use of OTEC that 
might touch wind or solar.

	▪ The insight can guide users investing in solar to potentially 
explore OTEC.

	▪ This systems-based guidance allows users to know things they can’t 
source anywhere else, because DaVinci connects who’s in SC with 
what’s happening within it and maps those attributes back to the 
components that make it viable.

(continued )
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Notifications linked to certain pathways, or themes/category 
actions delivered to members as initiations occur; early challenges/
blockers alert relevant members as they surface. Some are connected 
automatically because they’re in the system, and some are generated 
by superuser activity.

In sum, the success that DaVinci generates happens by way of the 
unique mix of the richness of the data it collects and the ability to link, 
learn, and suggest new paths in a repeatable way.

(continued )
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1 + 1 = 3 effect, n.:  An idiom referring to the synergistic relationship of 
two forces.
30-second spot, n.:  A 30-second TV commercial.
80:20 rule, idiom:  A principle stating that 80 percent of the outcome for 
a given event is a result of 20 percent of the input.
algorithm, n.:  A series of steps or instructions designed to solve a problem 
or complete a process. In technology, these instructions are given to a com-
puter for tasks like opening an application, sorting a list of documents, or 
increasing the brightness on your screen.
artificial intelligence (AI), n.:  A vast field of digital tool development 
utilizing computer systems that are designed to perform complex tasks nor-
mally done by human-reasoning, decision-making, creating, and so on.
binge-watching, v.:  Continuous watching of a TV show or other form of 
visual content for a long time without stopping.
brain-body connection, n.:  The interplay between thoughts, habits, and 
physical actions—how our brain and body work together to form auto-
matic behaviors and routines.
connection, n.:  The meaningful relationship or bond between people, 
ideas, and/or efforts that fosters collaboration, understanding, and 
shared purpose.
consequential action, n.:  An action that creates tangible, measurable results.
current state, n.:  The present circumstances; the situation as it is now.

Glossary
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digital media, n.:  Digitized information displayed or broadcast through a 
screen, including text, audio, video, and image.
elixir, n.:  A catalyst or essential force that energizes and acceler-
ates progress.
end-to-end, adj.:  From the very beginning of a process to the very end.
ethical AI, n.:  Artificial intelligence systems that prioritize fairness, 
accountability, transparency, and privacy, ensuring they benefit 
society and minimize harm and bias.
future state, n.:  The situation as it would be in an ideal future scenario.
gamified, n.:  An activity, process, or system made more engaging by add-
ing elements typical of games, like points, levels, badges, or rewards to moti-
vate participation and enjoyment.
hiding in plain sight, idiom:  Objects or solutions that are easily over-
looked due to the simple and uncomplicated nature of their location.
interactive experience, n.:  A two-way encounter whereby the viewer is 
actively involved in what they are shown.
Leonardo DaVinci, personal n.:  Innovator, architect, scientist, and one of 
the most influential artists in history. He left a legacy of groundbreaking 
contributions in the realms of art, math, science, and architecture, each dis-
cipline informing his mastery of the others.
long game, n.:  An approach that requires patience and foresight, with the 
knowledge that a series of smaller, short-term goals must be met before the 
larger, long-term one can be achieved.
mission control, n.:  A centralized hub for monitoring, coordinating, and 
directing complex operations to ensure successful outcomes.
network effect, n.:  As a social phenomenon; a pattern of interconnected 
individuals who actively exchange information, resources, and support for 
personal, professional, or communal benefit.
network-of-networks, or super network, n.:  A group of interconnected 
networks, which are themselves a group of interconnected people or things.
operating system, n:  Software inside a TV that is connected to the internet 
that lets you use apps, stream shows, and control the TV. It manages how you 
interact with the TV and what features or streaming services you can access.
poverty trap, n.:  A self-reinforcing cycle where extremely poor individu-
als or countries lack sufficient capital—such as human, business, infrastruc-
ture, natural, institutional, and knowledge capital—to make productive 
investments and escape poverty.
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process, n.:  A deliberate, step-by-step approach to building something 
meaningful—like constructing a house, one piece at a time, with each phase 
depending on the strength and clarity of the previous one. A series of steps 
with a dedicated goal or desired outcome.
reinforcement learning (RL), n.:  A way for computers to learn by trying 
things out and seeing what works. The more it practices, the better it is at 
choosing the actions that lead to the best results. By learning this way, the 
computer can figure out brand new ways to solve problems—even ones it’s 
never seen before. It can “discover” new paths or strategies to reach its goals, 
and even adapt if things change.
resilience, n.:  The ability to adapt, recover, and thrive amid challenges, 
disturbances, or adversity, maintaining essential functions and well-being.
set-top box, n.:  A device connected to a television to watch cable, satellite, 
or streaming channels. It takes the signal from your service provider and 
makes it work with your television.
single point aggregator, n.:  A single platform that allows for access to a 
variety of offerings through one central connection. Instead of dealing with 
many different providers, you just use the aggregator to reach everything 
you need in one place.
software development kit (SDK), n:  A set of tools and resources that helps 
developers build apps for internet-enabled TVs or TV streaming apps with-
out starting from scratch.
spillover, n.:  The unintended transfer or impact of effects from one con-
text, activity, or system to another.
streaming, n:  A way to watch shows, movies, or live channels over the 
internet without needing cable or satellite.
sustainability, n.:  The capacity to fulfill present needs while safeguarding 
the environment and ensuring the well-being of future generations.
white space, n.:  A term used to describe a solution that has heretofore 
escaped our discovery or has not yet been successfully implemented.
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Plan, setting, 37, 165, 171, 

175, 178, 183
Polio, eradication, 11, 122–123
Popups, annoyance, 52
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Posts, creation/sharing (Feed tab 
display), 83f

Poverty
extreme poverty, cessation, 

128–131, 135
trap, 129, 130

Precision agriculture, 
emergence, 95

Predictive analytics, usage, 99
Problem solving

BrightLine Pivot, usage,  
52–58

scope/complexity, sense, 19
working assumption, 38

Problems (dissection), questions 
(asking), 21

Process, 36
pivot, 51
power, 35
practice conversion, 37–42
steps, 44, 55f

Product/service
customer encounter methods, 

examination, 39–40
quality, customer perception 

(focus), 27, 39
Public health crises, preparation 

(questions), 30

Q
Quantum computing, usage, 9

R
Radio frequency 

identification (RFID), 7
Redesign theme, 21, 45

Refinement cycle/log, 37, 44, 165, 
171, 175, 179, 183

Reinforcement learning 
(RL), 75, 104

Resilience, 71, 95
self-reinforcing cycle, 132

Responsible AI, 98–99
equation, 160

Retraining, 14–15
Roadblocks, clearance, 17, 65

S
Sabre System, development, 95
Sachs, Jeffrey, 129–131, 134
Salk, Jonas (polio vaccine 

development), 11, 12
Seeing, examples/learning, 4–10
Self, DIY achievement, 4
Shared duty, 137
Signet Bank

customer touchpoints, 
alignment, 69

future state, 69–70
silo-driven nature, examination,  

92
Simon, Herbert, 97
Single point aggregator, 145
Smart TVs, advancements, 59
Social media, 153

assistance, possibility 
(question), 158–159

drawbacks, 157
dual facets, 157–158
personal gain, 157
phenomenon, 155–159
positive change weapon, 156–158
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usage, 146
value, 155–156

Social media for good, 153
equation, 160

Social responsibility, 137
Software development kit (SDK), 

usage, 59, 60
Solution brainstorm, 182
Sophisticated solutions, 94–96
Spillover, 103
Spoilage prevention (Pasteur 

discovery), 5–6
State development, gap analysis 

(usage), 22
Strategies, enablement, 19f
Streaming, 58
Success

steps, 36–44
test, 137

Sundback, Gideon, 6
Super networks. See 

Networks-of-networks
Supply chain, 186. See also Global 

supply chain
changemakers, fostering, 93
components/sub-

components, 105, 190
creation, 72
fashion supply chain, negative 

impact, 100
gaps/opportunities, 87
importance, 71
management, 74

expertise, requirement, 75
network effect focus, 117
progress, unlocking, 103

provider, role, 78
rebuilding, 76, 92
refinement, 101
resilence, 102

problem, solving, 124
resiliency solution/

achievement, 93, 118
Sustainability, 70

achievement, meaning, 70–71
analytics, usage, 101
focus, 78
pathways, usage/selection, 80f

SustainChain, 139
account creation form, 79f
advantage, technology (usage),  

93
backbone, 98
challenges, 142
clean sheet creation, 91
community, membership 

(advantages), 78, 81
creation, 70–76, 119, 141–142
home page, personalization, 82f
implementation, 76–87
interchange, 85f
network effect, 

relationship, 118–122
platform, emergence, 142
posts, creation/sharing (Feed tab 

display), 83f
Resources tab, pathway resources 

(display), 84f
understanding, 185–186
usage, connection ability,  

81–85
visualization, 87
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Systems-based action, 
acceleration, 185

Systems-based approach, 129
Systems-based guidance, 

usage, 105, 191
Systems-based outcomes, 

effecting, 121

T
Team collaboration improvement, 

changemaker workbook 
business example, 177

Technical interfaces, usage, 68–69
Technology

harnessing, 111
platform, space (SustainChain 

provision), 82, 84–85
reimagining, 8
role, 48f
usage, 9, 63, 68–70, 94

Textile waste, sorting, 101
Theme

building blocks, 23f
refinement, 49f
validation (customer satisfaction/

loyalty), 20, 48f
Thinking, reframing/

flexibility, 42–43
TiVo, introduction/impact, 57
Top-down design, 131–132
Top-down economic development 

goals, bridging, 130
Top-down groups, formation 

(need), 134
Top-down policies, 119
“Tragedy of the commons,” 139

U
Unified action, power/promise, 127
UN Sustainable Development 

Goals (SDGs), selection 
option, 81f

User feedback, basis, 115
User-generated content, usage, 158

V
Value chain, 118

food system value chain, 120f
Viewers

captivation, importance, 56f
experience, flow/model 

(BrightLine), 55f, 57f
Virtuous cycle, 131
Visibility, absence (challenge), 142
Visualization tools, usage, 119

W
Water contamination, tracing, 100
Water security, 10, 76, 78, 142

effort, requirement, 137
Weather-related events, worsening 

effects (addressing), 71
“What’s the Fix?” brainstorm, 164, 

170, 174, 178, 182
White space, 77
Why question, importance, 42, 161
Work-life balance (improvement), 

Changemaker workbook 
personal example, 169

World Wide Web, development, 114

Z
Zippers, invention, 6–7
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