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Nokia: The Rise
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Nokia: The Fall
Nokia's demise was a result of its failure to 
recognize the promise of smartphones and the 
transition to touch-screen technology.
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When fear permeated all levels, the lower rungs of 
the organization turned inward to protect resources, 
themselves and their units, giving little away, fearing 
harm to their personal careers. Top managers failed 
to motivate the middle managers with their heavy-
handed approaches and they were in the dark with 
what was really going on.

Nokia:  
A Culture of Fear
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Nokia:  
Dogmatism at its best

We didn’t do anything wrong, 
but somehow, we lost.
Pekka Lundmark, CEO of Nokia
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Air Florida Flight 90:
A Recipe for Disaster
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Larry Wheaton
34 years old
8,300 flight hours
Suspended for:
- Adherence to 

regulation
- Checklist usage

Roger A. Pettit
31 years old

3,400 flight hours
Known as:

- Witty and sharp
- Doesn’t hesitate to 

speak up
- Knows his limitations



Air Florida Flight 90:
A Cascade of Negligence

CAM-2 Pitot heat?

CAM-1 On.

CAM-2 Engine anti-ice

CAM-1 Off.
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Flight 90: Take off
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Flight 90: Crash
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"WHAT THE 2004 EVENT 
SHOWED VERY CLEARLY 
WAS THAT THERE WAS 
NOTHING IN THE INDIAN 
OCEAN, NOTHING 
WHATSOEVER IN TERMS 
OF TECHNOLOGY OR 
PEOPLE'S AWARENESS OR 
INFRASTRUCTURE 
PREPARATION,"
KERRY SIEH, THE DIRECTOR OF THE 
EARTH OBSERVATORY OF 
SINGAPORE

“WE STARTED THINKING 
ABOUT WHO WE COULD 
CALL. WE TALKED TO THE 
STATE DEPARTMENT 
OPERATIONS CENTRE AND 
TO THE MILITARY. WE 
CALLED EMBASSIES. WE 
TALKED TO THE NAVY IN 
SRI LANKA, ANY LOCAL 
GOVERNMENT OFFICIAL 
WE COULD GET HOLD OF,” 
GEOPHYSICIST BARRY HIRSHORN
TOLD THE HONOLULU ADVERTISER

“I SUGGESTED AN EARLY 
WARNING SYSTEM BE PUT IN 
PLACE FOR TIDAL WAVES, 
SUCH AS ALARM SIRENS AT 
BEACHSIDE HOTELS IN 
PHUKET, PHANGNGA AND 
KRABI, THE THREE 
PROVINCES WHICH HAVE 
NOW BEEN HIT. THEY SAID I 
WAS DAMAGING THEIR 
IMAGE WITH FOREIGN 
TOURISTS.”
DHAMASAROJ TOLD 
THE AUSTRALIAN:



Boxing Day Tsunami:
A Preventable Tragedy
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The common thread here is 
one of Feedback Failure:
The irreversible impact of not asking for, 
listening to, or acting on insights
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Feedback  
Unplugged
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How Feedback Fuels
Organizational 
Success

Act
PROGRESS

Listen

Ask
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Ask
Key Sources for  
Harnessing Feedback

Feedback Unplugged



The Explorance Employee Feedback Survey 
was conducted by Wakefield Research

What is your preferred 
method for sharing 
feedback?
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Direct 
Feedback
What recipients say when asked 
through formal and informal 
listening channels.

Delivery vehicles: surveys, 
assessments, evaluations, 
conversations
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Indirect 
Feedback
Unsolicited, more qualitative 
information shared through 
informal or external channels.

Delivery vehicles: reputation 
websites (e.g., Glassdoor, 
ratemyprofessor), discussion 
forums, social media websites

3h

Liked by Explorance and others

View 700 comments
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Inferred 
Feedback
Behavioural or environmental 
signals that unlock greater (usually 
unexpected) context and meaning.

Delivery vehicles: individual 
actions, non-verbal physical cues, 
LMS/Portal insights
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Listen 
From Data to Insights

Are you getting the actionable insights
that matter?
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When taking surveys,  how 
honest are you?

The Explorance Employee 
Feedback Survey was 
conducted by Wakefield 
Research

98% Provide fill blanks suggestions 
and feedback at some point
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Get the  Full 
Picture

•Decision-grade insights
•Maximize context
•Minimize bias

Demographic
Insights
• Metadata

Behavioral
insights
• Physical • Digital

Feedback
Insights
• Quantitative • Qualitative
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Improving at scale
Act
Are you translating those insights into tangible 
improvement initiatives?
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The Explorance Employee Feedback Survey was conducted by Wakefield Research

What’s the most appealing 
part of taking surveys?
52% Say it gives me an opportunity

to provide valuable feedback

44% Say it makes me feel like my 
opinion matters

41% Say my feedback will contribute to 
meaningful changes

13% Say there is nothing appealing
about taking employee surveys
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45% Say I don’t see that my feedback
really changes anything

43% Say they never see the results 
from the survey

28% Say they only see certain results 
from the survey

21% Say they never ask the right 
questions

The Explorance Employee Feedback Survey was conducted by Wakefield Research

What are some of the 
reasons you don’t 
complete surveys?
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Improvement
At Scale

•Insights relevance
•Speed to insight
•Start, Stop, Continue

Institution (core)
Teaching priorities for all courses at University of 

Toronto, regardless of discipline

Division/ Faculty
Teaching priorities for all courses within a division, 

regardless of departmnent

Department
Teaching priorities for all courses within a 

department; specification for type of course

Instructor
Teaching priorities 

for instructors
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Feedback Unplugged

Achieve 
Organizational 
Agility



Feedback  
Culture
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Psychological 
Safety

•Giving objective feedback
•Feeling safe to speak up
•Embracing feedback, positive 

or negative

Feedback Culture



Feedback
Literacy
How to give feedback

Feedback Culture



Feedback
Literacy
How to receive feedback

Feedback Culture



Be Brave
Withholding negative feedback 
is really about protecting 
yourself (not the recipient)

Feedback Culture

HBR.org



The Future of 
Feedback
Enabling bold cultures, at Explorance, 
we fuel organizational success by 
making feedback a catalyst for growth, 
impact, and purposeful achievement.
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Evolution  is 
Feedback

Just surveys

Feedback Management

Experience Management

Continuous Listening
...Really continuous asking
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The Future is Feedback

From Continuous Listening 
to Continous Insights



When They All 
Come Together
At Explorance, we create innovative 
technologies that inform and inspire 
progress in society.

BlueX (2016)

Blue (2003)

Bluepulse (2014)

MLY (2017)

MTM (2003)

DIG (2015)
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Ask Blue
Ask me anything about feedback... Ask Blue

The Future is Feedback



Let’s Change 
the World
One signal,
One voice,
One lesson,
One improvement

at a time

The Future is Feedback


