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But there’s a problem...
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Dynamics of Positive Surprise
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Innovation Surprise
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“There's no formula. If there was a formula, a
lot of companies would have bought their
ability to innovate.”
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Accurately
Assess
Ourselves

Acknowledge
Imperfections

Listen to
Others

Finding
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involves

Finding
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Keep
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In Summary

We crave positive surprise
Business wants it — but doesn’t

Design’s role is expanding — products, services,
experiences, & business models

Innovation comes from transforming
“ambiguity” into positive surprise

We must first surprise ourselves in order to
positively surprise others
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