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How to build resilience into your organization

In 2022, digital
transformation
cannot wait
COVID-19’s spread throughout the world at the beginning of 2020 made clear two
key points: one, that future-proofing is impossible, and two, that more disruptive
events would continue to occur in the future.

As we have seen in the last decade,
organizations are vulnerable to
disruptions that can pose a risk to their
business. While all businesses are at
risk, some are more resilient than others.
Organizations can transform through
technology and human-centered design
to create a resilient structure that can
adapt when a crisis (or an unforeseen
opportunity) arises.
Any advantage in responding to
disruption is exponentially more valuable
during a pandemic.
In the wake of the traditional enterprise
arises the resilient one.

"

Organizations need to
ask themselves: Are they
prepared to act when the
world changes overnight?

"

Now is the time for modern organizations
to examine their systems for enterprise
agility and begin to make the systematic
changes long overdue.
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What is a resilient
enterprise?
Yossi Sheffi coined the phrase resilient enterprise in his 2007 book The Resilient
Enterprise: Overcoming Vulnerability for Competitive Advantage. In it, he
highlighted how companies that built resiliency in their operations, from supply
chain to technology to talent, could realize a competitive advantage over their
peers.
Companies that can respond to external or internal threats and thrive nonetheless
are generally considered resilient enterprises.
Few organizations were created with resilience in mind, so it becomes critical to
transform those structures that don't enable modularity, flexibility, and adaptability.
Think of digital transformation as what an organization needs to do to become a
resilient enterprise.

To build a resilient organization against disruption, we need to
tackle three key elements
1. Probability (low to high) – Investigate the causes of disruption and estimate
the likelihood.
2. Consequences (low to high) – prepare mitigation options and drill.
3. Detectability/lag (short term to long term) – detection ability and having the
right decision rules to act.
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•

Insights from data are critical. Organizations should have defined alerts
using the trends. We need a combination of cybersecurity and data analytics
to handle all types of disruption in the current age. (pandemics, technology
change, cyber-attacks, and more)

•

Decision rules on how to act once detected become critical. Once the
disruption happens, it is too late to create combat scenarios.
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Many companies were built to focus on shareholder value, not resiliency. To be
resilient takes investment and a long-term mentality. As the world’s complexities
increase - resilience has gone from a competitive advantage to a necessity. Most
organizations are still reliant on business continuity planning (BCP) while looking
at digital transformation.
The COVID pandemic tested the resiliency of every organization. While everyone
is aware of Amazon’s resiliency, organizations like H-E-B also showed that
preparation pays off. The Texas-based supermarket chain stood out for having high
levels of goods in stock, strong social distancing policies, and projecting a sense of
neighborly values.
One reason why: they immediately sprung into action in February 2020 before
many governments even began to appreciate the crisis spreading throughout the
globe.
As early as March 26th, Texas Monthly was singing H-E-B’s praises and
highlighting the immediate steps the chain had taken to minimize harm to its
employees and maximize the support it could provide its communities. Among their
immediate actions were:
•

Limiting consumer purchase quantity of in-demand products

•

Bolstering its sick leave policy

•

Implemented social distancing procedures

•

Reducing hours to help restock

•

Added a coronavirus hotline for employees

•

Gave employees a $2 an hour raise

They also ramped up their curbside pickup and delivery options, sharing top
ranking with Wal-Mart in an Ipsos Study.
As Justen Noakes, H-E-B director of emergency preparedness, told Texas Monthly
in August 2020, they started “war gaming” a COVID outbreak in Texas at the
beginning of February, which put them way in front of not only their competition
but ahead of both the local and federal government. It based this experience on an
earlier experience: they updated a pandemic plan already on the books from 2009
when the Swine Flu H1N1 swept through Texas.
While the evangelism for H-E-B in normal times borders on fanatical, their
dependency during the pandemic strengthened already powerful bonds. H-E-B.
also received plaudits for their preparedness during the winter storm power outage.
As the New York Times posited, perhaps uniquely in this polarized environment, it
generated positive esteem across all races, creeds, and political parties.
“That’s what we’ve come to expect of H-E-B,” Leigh McAlister, a marketing
professor at the University of Texas, told the Times. “It’s from the heart, and they’re
good at logistics. If their Texans need water, they can get it to them because it’s
their Texans who are thirsty.”
ust.com
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They are unsurprisingly a major vector for vaccine distribution in 2021.
Resiliency is not a salve or a quick add-on when disaster strikes. It takes significant
forethought, operational planning, and a mindset shift.

Six guiding principles of a resilient enterprise
1.

Aggressively digital

2. Security and risk mitigation
3. Agile & lean
4. Purpose-driven
5. Human-centered
6. Connected to an ecosystem

Types of business disruptions better handled by resilient
enterprises
Pandemics: COVID will not be the last pandemic humanity encounters
Intentional disruptions: when there is a smart attacker on the other side, who
will attack in the worst time and worst place, including terrorist attacks, strikes,
cyber attacks
Random Phenomena: weather phenomena or natural disasters
Supply Chain Breakdown/Supplier Failure: companies going out of business
or other environmental or geographical issues
Governments & Politics: trade barriers, trade embargo, military coups, political
Changes in regulations: due to changing public opinions or new leadership
Non-Compliance: non-compliance of standards such as air pollution, water
contamination, safety, etc.
Accidents: any undesirable event, such as explosions
Competition: technological innovation, process innovation
Economy: macroeconomic shocks that lead to economic contractions such as
financial economic recessions and depressions
Social disconnect: companies not connecting with customers’ will and desire
ust.com
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AGGRESSIVELY DIGITAL

Today, everyone is a digital company
Digital Transformation (DT) unearths
for well-established companies and
potentially rebuilds your organization’s
foundation to make it more resilient,
agile, and valuable in these times. The
reality is that few organizations were
born digital, so DT is a significant but
necessary undertaking and is not an
incremental strategy. Only through
massive organizational and cultural
realignment can digital transformation
succeed.

The impact of digital transformation on well-established companies
across all industries
Red Bull made digital entertainment a core component of its brand ethos in the
late 90s, transforming a niche beverage into a global sporting and cultural brand.
Nike has not been a sneaker company for a long time; it is also one of the world’s
most revolutionary digital technology companies. Both Home Depot and Lowe’s
vie for digital supremacy, with the former announcing in 2017 its $11B digital
transformation initiative “One Home Depot” and the latter launching its Innovation
Labs years ago.
Wal-Mart, which has long addressed the need for constant digital transformation,
made a crucial decision during the pandemic to make life easier for customers
under great strain. It combined its Grocery and Store apps into one as it noticed
more customers looking to pick up things from the “supermarket” and the main
store at the same time.
Apps are a big part of the Buy Online, Pick Up in Store (BOPIS) service, which has
grown in popularity in recent years and become crucial for retail operations of all
sizes during the pandemic.
Retail Info Systems News found that Wal-Mart performed best at BOPIS during
the pandemic, which is a direct result of its long-term investment. And it is an
investment that will continue to pay dividends.
“Use of BOPIS and curbside pickup has increased for 78% of shoppers since
COVID-19 began, and 69% expect to continue using it at the same or higher levels
after the pandemic subsides,” Carlos Aragon, VP of U.S. Channel Performance at
Ipsos, told RISNews.

ust.com
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Case study
Uniqlo has long prioritized its digital storefront just as much as its retail presence
and has made comfortable clothing that became even more in demand as more
people worked from home. Despite its high dependence on China for both raw
materials and sales, it rebounded throughout the pandemic and posted in its last
three months a better-than-pre-pandemic operating profit, bolstered by especially
strong sales in China.
It has also reinvested in its values, looking to build a lasting "social infrastructure"
in its store locations and beyond, resilient to and addressing challenges in the
global economy. Customers strongly requested Uniqlo manufacture and sell their
own branded masks, which the company was reluctant to do at first. It now says
the masks were a major reason why they recorded six months of year-on-year store
sales growth.
The company also started selling fresh flowers and books in many locations and
turned the building of the Uniqlo Park Yokohama Bayside store into a recreational
area, with a giant slide and a rooftop jungle gym.
"Basically we're a clothing store," Uniqlo senior executive Takao Kuwahara told
Nikkei Asia, "but there are other things we can do with the same thinking."

ust.com
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Even financial institutions have embraced digital thinking.
UST worked with a large multinational bank that needed guidance on an agile
business transformation. Working with the bank’s in-house IT shared services.
UST’s four-month pilot program introduced and applied agile and scrum product
management fundamentals. Within just six weeks of the program, the teams
developed and deployed four features for digital banking. UST introduced
additional concepts and organizational processes, eventually expanding the
learnings across the globe to seven different countries. After an engagement
lifecycle of 20 months, results included a customer satisfaction increase of 80%
and a time-to-market reduction of 73%.

21st-century companies are created digitally
Newer companies formed in the past three decades establish operations from a
digital perspective, regardless of what products or services they sell, e.g., Amazon,
which leverages disruption of well-established industries through technological
innovation and mass scale, Adobe with its focus on creative cloud suite dominating
the digital marketing space, T-Mobile with their focus on customer experience
augmented by artificial intelligence and organizational culture change are well
known. But vacation rental company Airbnb, delivery service GrubHub Seamless,
and freelance marketplace TaskRabbit also provide effective ways to digital
transformation.
In a vacuum, these are service companies that happen to use technology to
connect with customers. They are not digital just because people interface with
the company through a website - everyone does that these days, but because they
harness data to improve their services and identify expansion opportunities.
While positioning themselves as technology companies is partially a valuation
exercise, they live these designations by all aggressively digital. By that, we mean
they use digital technology to create a competitive advantage.
Some of Airbnb’s aggressively digital approach was inherent. Enabling
homeowners to sign up to list their properties allowed Airbnb to overnight offer
more choices in more locations than any hotel chain site and most hotel and
vacation home aggregator websites. From the beginning, Airbnb always saw itself
more as a lifestyle brand than a rental company. It launched a lifestyle publication
and partnered with influencers, famously offering up a Super Bowl luxury house to
Beyonce as a way to increase its clout and receive a spate of earned media.
GrubHub Seamless is so good at understanding demand on a regional basis that
there is now an industry of “ghost kitchens” - restaurants that you cannot visit and
don’t have a physical storefront but are listed on Seamless and seemingly tailormade to whatever customers in that area crave.
Whereas traditional restaurants have their focus divided between dining-in
customers and delivery, and their menu items are more likely to cater to the former,
ghost kitchens, by design, feature food that transports well for delivery and can
focus all attention on providing delivery customers with excellent service.

ust.com
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By knowing what customers want and where and sharing that information with
ecosystem partners, GrubHub Seamless can provide a much more enriching
experience to its customers.
TaskRabbit gives humans the tools to find, manage, and track their jobs effectively.
It provides organizations looking for flexibility with the ability to hire specialists as
needs arise.

How does an organization become aggressively digital?
Technology works best when it augments the work of humans. To be aggressively
digital is to use technology to provide employees with more and better insights to
make more informed decisions. That is to say that it builds upon what humans are
uniquely qualified to do and extends their value.
Most digital transformation projects that falter focus too much on technology
and not enough on cultural and mindset change. While technology can help with
the transformation project, it is downstream from culture and mindset. To put it
another way, if you don’t change a company’s mindset, all of the new technology in
the world will not make a difference.
As an organization that believes in the power of humanity, this is not to suggest
that technology and automation should replace everything. In fact, technology
frees up organizations to provide for and serve their employees.
Another way companies can become more digital and nimble is through the
adoption of cloud technologies.
We have seen incredible interest from clients who have long talked about moving to
the cloud but failed to act previously because of cost concerns, inertia, or a lack of
understanding of their options.
Cloud computing is now gaining massive momentum across small, medium, and
large enterprises as the increased need for agility and security can lead to a clear
competitive edge.
Moving to the cloud is table stakes when it comes to a widely distributed workforce.
It eliminates many security concerns, enables greater uptime through flexibility,
and is significantly easier to maintain by a remote IT workforce.
While cloud migration is no one-click project, it can be significantly easier than one
might imagine if trusted with the right partner.

ust.com
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"

Most digital transformation projects that falter
focus too much on technology and not enough
on cultural and mindset change.

"

But it is never so simple as to pick one cloud provider and call it a day. In reality,
organizations will depend on multiple providers to ensure the redundancy
mentioned above and optimize costs and activities.

SECURITY AND RISK MITIGATION

Prepared for any challenge
If an organization is aggressively digital, it must likewise invest in the safety
and security of its operations. Attacks can come from all different types of bad
actors and threaten to take one’s business offline or expose important customer
information.
As organizations expand into IoT, cloud, and mobile, the number of devices and
servers they must protect increases exponentially. By identifying the most likely
security risks and the expected business impact for a successful attack, security
leaders can easily demonstrate the ROI for investing in adequate security.
The first step of this process is to do a vulnerability assessment. This will help to
understand the three basic questions
1.

What can go wrong?

2. What is the likelihood of that happening?
3. What are the consequences if it does happen?
Resilient enterprises require complete transparent services that intelligently
manage incident detection and response while enabling operational efficiency so
security threats are thwarted immediately and business impacts minimized.

Three major components of modern digital security.
Proactive threat detection
Continuous monitoring of security events from multiple security and network
technologies.
Smart automation
Alert triage and incident response processes leveraging.
Intelligent response
Through a virtual analyst and collaboration platform, engage in timely and
effective response to security risks.
ust.com
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AGILE & LEAN

Be modern and flexible to handle
disruptions
Agility and leanness are essential attributes of the Resilient Enterprise’s dayto-day functionality. Although sometimes mistaken as distinct philosophies in
Management Science, they have cross-fertilized so thoroughly in the last 10-15
years that they are best considered parts of a whole, i.e., Lean-Agility.
Agility is about continuous improvement through short periods of iterative
advancement. Leanness, in a complementary fashion, is mostly about eliminating
waste and constraints. They are most commonly deployed through legacy
modernizations.

To achieve agility, businesses need to be able to:

ust.com

Weigh value and risk,
investment and return,
and the needs of different
stakeholders

Hone reflexes to respond to
changing markets and needs,
opportunities and obstacles,
insights and learnings

Coordinate between
decisions and actions and
stakeholders and actors

Strengthen individual and
corporate skills

Expedite speed to decision,
to ready, to market and to
result

Showcase endurance by
being able to sustain high
levels of performance for the
long-term
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Being aggressively digital also means eliminating or modernizing legacy systems
that fail to account for the real-time requirements of today’s environment. Many
retail organizations, restaurants, and others had to revamp their software systems
overnight as COVID prohibited in-store shopping and dining.
Walmart excelled in BOPIS because of investments in modernizing its technology
stack. This focus on technology modernization enabled a best-in-class IT backbone
that ensures stock item visibility, providing an excellent customer experience.
Companies cannot expect humans without real-time data to make intelligent
just-in-time decisions. With the increase in the complexity and speed of decisions
required today, companies must prioritize providing their stakeholders (employees,
suppliers, partners) with as much rich data as possible.
Resilient enterprises don’t just slap an order form on their existing website; they
realize the way consumers will increasingly expect and want to interact with them
will fundamentally change.
A BOPIS organization requires a data-driven, real-time back-end that can
more accurately identify which products are in stock and what levels and order
replacements before a human realizes a restock is needed.
It must then provide this information to customers in a user-friendly way via a
mobile app or website that continuously checks and displays updated stock.

Leanness requires the following to create “a dynamic state of
equilibrium”:
Value
The advantage or leverage provided by a thing
Flow
Continuous progress toward an ultimate valuable outcome
Pull
Produce only when demand is present
Ecosystem
Feedback-controlled systems integrating all essential parties and dynamics
Sufficiency
Enough and no more; eliminate no-/low-value things
Adaptability
Ability to respond dynamically to change
Optimization
Metrics-driven improvement and growth

ust.com
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The key steps of switching to data-driven decision making are:

01
Planning and getting ready with data– Given the large sets of datasets available,
the key to getting started is to prioritize what needs to be done. We can identify the
right business questions and the appropriate data sources to integrate the data
into a clean format based on this priority.

02
Perform statistical analysis– It is essential to use statistical models to analyze the
data to test and answer the business questions.
•

Use of machine learning models such as linear regressions, decision trees,
random forest modeling, and others can help to do clustering, associate
learning, and regression.

•

These models will help answer business questions by providing descriptive
information (facts), insights (based on diagnostic analytics), predictions on
what will happen, and prescriptions to help ensure how your goals are met.

03

Finalize decisions and acting– We will pilot and validate the decision
recommendations from the statistical models. The key points for this phase are
the art of storytelling with data and the ability to run pilots rather than taking a big
bang approach.

ust.com
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Lean-Agile does not feature new, untried ideas. The body of knowledge and
practice in Lean-Agility is deep and broad. Separately, they are powerful. Together,
they are truly transformational. This is seen in the rising adoption of DevOps
methodology across the globe. The framework for DevOps blends lean and agile
beautifully, as Gene Kim highlights in “The Phoenix Project” and “The DevOps
Handbook.”
•

Principles of Flow (The First Way: Systems thinking)

•

Principles of Feedback (The Second Way: Amplify feedback loops)

•

Principles of Continuous Learning (The Third Way: culture of continuous
experimentation and learning)

What separates traditional organizations from
resilient ones?
Resilient enterprises

Traditional organizations

Flexible - gave employees options
for how they work, with many already
working virtually pre-COVID and/or had
the blueprint for moving their workers
remotely quickly.

Required all employees to work from the
office regardless of need. Waited too
long to move non-essential employees
remotely, finding it hard to establish
virtual workspaces and to procure the
requisite hardware to move employees

Value-based, so concerns for the health Waited too long and kept the status
and safety of their employees had them quo where employees stayed to serve
close offices early in the pandemic
the company, further complicating
procurement
Established nimble technology
Used traditional tech setup (e.g.,
infrastructure (e.g., cloud-based)
physical servers) driving security issues
recently or years ago to handle any
when they moved employees remotely
change in demand or work environment
Continuous learning culture – Focused
on systems thinking with continuous
feedback, experimentation, and
learning

ust.com

Siloed teams who only look inward
and resists sharing information and
resources with other areas/teams/
functions
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PURPOSE-DRIVEN

Finding your values North Star
In 1970, Robert K. Greenleaf wrote a groundbreaking essay, The Servant as a Leader,
which set forth a management philosophy called Servant Leadership, which guides
UST and several other leading organizations today.
It inverted the conventional thinking about organizations and leadership. While
a top-down structure mandates the organization serves the leader, servant
leadership instructs the leader to serve the organization.
Greenleaf wrote: “The servant-leader is [a] servant first… That person is sharply
different from one who is [a] leader first, perhaps because of the need to assuage
an unusual power drive or to acquire material possessions…”

"

The servant-leader, simply put, focuses primarily
on the growth and well-being of the communities
to which they belong and the people for which
they are responsible.

"

In doing so, the organization prospers through shared responsibility.
Servant-leader organizations are ultimately concerned with the health, safety,
and wellness of all stakeholders. It is easy to picture a servant-leader organization
having more robust contingency plans that could have provided real value at the
onset of COVID than those who did not ascribe to this management philosophy.
An organization that puts people first provides different pathways for employees
to contribute. For instance, such a company would have made remote/virtual
working more readily accessible for those that needed it, thereby reducing the
stress of moving everyone remote when COVID-19 hit. Likewise, that organization
would have been quicker to either move individuals from the office or provide the
appropriate personal protective equipment (PPE), thereby avoiding the shortages
that slower-moving companies encountered.
To borrow and flip the meaning of the famous John F. Kennedy quote, a servant
organization asks not what it can do for its leader, but what its leader can do for
them.
A purpose-driven organization prioritizes communication with its communities and
often expands its focus to topics widely beyond its core product offering.
As our CEO Krishna Sudheendra wrote in a blog post, allocating resources to
communicating to our employees, partners, and communities has been one of the
most critical initiatives since COVID-19 hit. We expanded our internal newsletter
to include health and wellness tips and encouraged our employees to share their
feelings and coping.
ust.com
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A key component of being purpose-driven is giving back to the surrounding
communities. We at UST have taken this to heart, where we have created multiple
philanthropic enterprises and encouraged our employees to participate in their
communities.
•

UST Step IT Up: an accelerated training program designed to train and employ
women, minorities, and veterans in STEM fields.

•

Impact India: a program training and hiring differently-abled individuals across
the country over three years.

During COVID, we’ve also provided thousands of meals and PPE to deserving frontline workers, needy families, and students and teachers throughout India.
We believe in transforming lives; providing opportunities for those who may not
receive training and job offers was very natural to our core values. Values-based
organizations don’t need to invent ways to give back to their communities; they see
opportunities everywhere and put resources behind those initiatives that will prove
most effective.

President Joe Biden with UST’s Step IT Up
Detroit class in 2014

ust.com
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Five questions to determine if your culture is
purpose-driven:
1.

Do you consider the needs of individual employees when deciding
work conditions and situations?

2. Is there a universal value to which your organization ascribes?
3. Is the fundamental work you and your stakeholders do daily
associated with this value or purpose?
4. What have you done to give back to the communities you serve?
5. Do you have true partners, and how do you provide for them?

HUMAN-CENTERED

Rededicating your organization to your
employees
Human-centered innovation (HCI) is not in opposition to being aggressively digital.
If anything, the two go hand-in-hand.
In short, HCI involves a thorough understanding of all stakeholders’ needs and
wants, which reveals inherent conflicts that inspire opportunities for disruptive and
emotionally informed design solutions.
This may seem obvious, but historically organizations have created productions
and solutions with minimal input from customers or the collective community.
UST’s HCI centers around its “Design for Happiness” D4H™ methodology.
D4H™ targets and solves emotional dilemmas provoked by using products and
services. The goal is to surface and reconcile users’ concerns to produce happier
outcomes.
One leading technology client expects its workforce, many of whom are expats, to
double over the next few years. It was struggling with the ability to scale attention
and care paid to their needs. The company worked with UST’s experience design to
bring the Design for Happiness methodology to how they communicated with and
supported their diverse, global workforce. The most significant concern employees,
even high-earning ones, expressed was financial insecurity. UST built a custom
digital platform to improve employees’ financial well-being and confidence, which
combined digital financial tools with human experts to drive engagement and
bridge the intent-action gap.

ust.com
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Company representatives remarked how “Design for Happiness” aligned with their
empathic approach to users and employees.
It also may require a reorientation of incentive models and determining what
success entails. Resilient enterprises design systems that encourage individuals
to make decisions independently. Some organizations create incentive models to
reward those who make mistakes, thereby encouraging risk-taking.
Additionally, companies can create incentives to encourage consumers to
participate in the product creation and ideation process.
Organizations’ most important stakeholders are, of course, employees. Their
happiness and satisfaction have a real influence on customer experience.
According to a recent Forbes study companies with excellent CX have employees
that are more engaged than employees at companies with less satisfactory CX.
UST worked with an American financial services company that had struggled with
meaningfully connecting with their customers due to a lack of insights. UST solved
this problem by creating 13 detailed customer journeys complete with significant
life events, dilemmas, and major financial receptivity moments. Armed with this
information, the company shifted from an advisory-driven to an investor-centric
strategy, improving its engagement with current customers and future investor
prospects.

HCI core components
Turbo prototyping
Balancing usability with usefulness and bringing ideas to life iteratively during
customer immersion sessions to gain further insight into potential solutions.
Inclusion of diverse talent with psychological safety
Creating a collaborative and inclusive team featuring multiple disciplines (e.g.,
cultural anthropology, behavioral psychology, interactive design, engineering,
semiotics, and marketing). Building teams with high trust and psychological safety
is critical in ensuring that the teams can re-think and innovate.
Trust and wellbeing
Organizations need to focus on Employee Experience with the same vigor of
Customer Experience. In today’s world, your job is often an integral part of a human
being’s self worth, which is why purpose becomes the defining factor for talent. So
we need to consider aspects of work and physical, mental, financial, and social wellbeing.
Holistic interpretation
Seamless and comprehensive design solutions convert nodal pain points to bliss
points for monetary gain and a positive ROI

ust.com
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MANIFESTING AN ECOSYSTEM
Organizations rarely achieve resilience on their own. Any decision an enterprise
makes invariably requires coordination with external organizations and individuals
and is both influenced by and influences those stakeholders.
All parties can influence the options afforded to an organization: the communityat-large, partners, employees, NGOs, and others. By sharing resources and
decision-making, organizations can establish an excellent resiliency within their
operations.

Examples of ecosystems
Associated press
A cooperative news agency
that supplies content to its
newspaper and broadcaster
members.
Credit unions
A financial cooperative,
owned by its members, which
ascribes to offer members
financial services at a
favorable rate.
Mozilla
An open-source technology
organization behind the
Firefox browser.
RedHat
A provider of enterprise
Linux, cloud, container,
and Kubernetes technology
solutions.

"

Even organizations that strive for resiliency
within their walls may encounter roadblocks if
they are not part of an ecosystem.

"

Ecosystems can take many forms, but they mostly feature multiple
organizations sharing resources or otherwise collaborating. An
organization committed to redundancies may share with supplier
partners Intellectual Property that would enable that partner to more
effectively build factories aligned with the core features of those
products.
We have long preached the value of ecosystems at UST. Simply put,
ecosystems bring together different organizations or communities
with shared goals and the means to work together. In an ecosystem,
partners encourage and reward collaboration, sharing, and inclusivity.
In the knowledge economy, the time has come for ‘Uberization’ of
talent. UST is working with partners to integrate a Talent-as-a-Service
(TaaS) model in our business models.
The rise of gig and crowdsourcing organizations like Upwork, Top
Coder,
The key to switching to TaaS is to make sure that we are open to
changing the business and operating model. This would mean
openness from corporate and enabling functions to implement TaaS
as the key driver.
We are approaching the inflection point of machine learning, which
will transform most knowledge work. Being an early adopter of TaaS is
a key to thriving in this age.

ust.com
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How your organization
can start the journey to
resiliency
UST has digital in its DNA and was founded as a valuedbased and resilient enterprise, which has enabled us to
provide frameworks to our clients to retrofit themselves as
one.
We are nimble and client-oriented; we believe in engineering
a better future through technology and delight in helping
our clients gain a competitive edge over their competitors.
And we’re able to do it quicker and more efficiently than
internal teams.
We are focused on business outcomes, so it doesn’t
matter what tools our clients currently have or wish to use.
Our clients’ journeys are our journeys. We have helped
organizations in virtually every industry reassess their
entire process to achieve resilience in every facet.
Building a resilient enterprise is challenging to accomplish
internally and without help. Organizations inherently get
stuck in their existing ways and methodologies, rarely
accomplishing transformation alone.
Transformation requires a fundamental mind-shift done at pace. As we have
detailed in this piece, the move to resiliency requires all stakeholders to change, not
just the tools they use or the leadership’s perspective.
We often encourage our clients to reimagine what their companies can be. What
would your organization be able to accomplish if it were:
1.

Aggressively digital

2. Focused on security and risk mitigation
3. Agile & lean
4. Purpose-driven
5. Human-centered
6. Connected to an ecosystem
It’s all within reach. We’d love to connect today to learn more about your needs and
discuss how we can help. Contact us today.

ust.com
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Internal assessment
The best way to begin a digital transformation exploration
is to have an open discussion with stakeholders about your
enterprise’s current state of affairs.
Does your organization, from leadership down to employees,
feel it’s time for a change?
Do you see continued risk to your business from the global pandemic?
Do you have outdated processes and systems that you know stand for
significant improvement?
What are your customers saying about your digital experience?
Are you satisfied with your current customer loyalty?
Are decisions being made at the pace of your business?
Are the costs and speed to bring a new product, process,
service to the market satisfactory?
Is your employee satisfaction where you need it to be?
Do you have challenges moving to the cloud?
Does your organization have a plan to reduce technical debt?
Are you willing to collaborate with other organizations in a
meaningful way?
Do you want to put your people and communities first?
Do you understand the power of augmenting your employees
with technology?
Are you willing to try something new?
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About UST
For more than 20 years, UST has worked side by side with the world's
best companies to make a real impact through transformation.
Powered by technology, inspired by people, and led by our purpose,
we partner with our clients from design to operation. Through
our nimble approach, we identify their core challenges and craft
disruptive solutions that bring their vision to life. With deep domain
expertise and a future-proof philosophy, we embed innovation
and agility into our clients' organizations—delivering measurable
value and lasting change across industries and around the world.
Together, with over 26,000 employees in 25 countries, we build for
boundless impact—touching billions of lives in the process.
Visit us at ust.com.
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