
THE SURVIVORS OF TECH
You’ve heard their stories over and over again, cited as companies you don’t want to end up like. The “failed-to-innovate graveyard” is filled 
with companies who have stories used as scare tactics, and for the most part their stories are the same: household names who failed to 
adapt to quick-changing technological advances. The stories are enough to keep us up at night, but what about their counterparts? What 
about the companies that stole the industry spotlight with their continuous innovation and bold strategies? 

"It was a tough hand. They 
weren't born with great 
content, and they were 
trying to compete with 
Facebook and Google." 

- Chief Executive of Digital 
Content Next Jason Kint on 

Yahoo13

Even though the popular email 
service and news curator was 

able to remain the 
third-most-visited site in 2016, 
its main revenue generator (ad 
sales) was flopping due to its 
inability to adapt to mobile 

trends.13 

“Investor concern over the 
threat of new technologies is 

overstated.” - Blockbuster 
analyst report, 19991

Then-CEO John Antioco had a 
chance to buy Netflix for $50 

million in 2000, but–being the 
top dog in the industry at the 

time–he showed them the 
door, thinking that the new 

technology was “niche”.2

“The point was that Borders 
was completely 

indistinguishable from 
(Barnes & Noble) and the 

competition. The books that 
you could buy at Borders 

you could buy at 
Costco–cheaper." - Borders 

Store No. 1 Manager Joe 
Gable15

Although Borders started 
strong in times of 

technological change, it fell 
behind when it came to 

eBooks. Borders began selling 
eBooks just eight months a�er 

Barnes & Noble did, but it 
wasn’t fast enough to fix their 

failing finances.

“The change from 
preserving memories to 

sharing experiences...these 
were things Kodak simply 

couldn't handle.” 
- Cambridge professor Dr. 

Kamal Munir, who has studied 
Kodak for more than a 

decade5

There’s no doubt that Kodak 
had a great product and stellar 
marketing, but what they didn’t 
have was willingness to adapt. 
Not only did they fail to follow 
through with the technology 
shi�12, but they also ignored 
the consumer mindset shi� 

from taking photos to preserve 
memories, to taking photos to 

share experiences.5

"Any company that sells at 
the lowest price with no 

customer service is going to 
fail.” - Customer Service 
expert Grant Cardone on 

Sears7

Once upon a time, Sears was 
the pinnacle of customer 

experience. But when times 
got tough financially, that 

customer experience standard 
was the first to go, and the 
retail giant simply couldn’t 

recover.7

“Transportation companies 
compete for customers, and 
ultimately it is the consumer 

who makes the choice.” 
- Chicago’s Department of 

Business Affairs and Consumer 
Protection10

Talk about an industry that was 
completely ignorant of 

customer service. Just thinking 
about the process of hailing a 

cab, riding in an o�en dirty car, 
and paying outrageous fares 
(in cash, usually) is enough to 
make us cringe now that we 
know there is an alternative.

"Ultimately advertising is 
about selling attention, and 
if most of that attention is 

focused on Google and 
Facebook, then naturally 

they can monetize it." 
- Balderton Capital Venture 

Partner Suranga 
Chandratillake14

This power combo quickly 
took over the mobile market, 
collectively owning eight of 
the top apps and generating 

combined billions in mobile ad 
revenue.13

“At least initially, they 
thought we were a very 
small niche business.”             

- Former Netflix CFO Barry 
McCarthy on why Blockbuster 
turned their partnership offer 

down3

Instead of remaining stagnant 
in their roots (remember 

getting DVDs snail mailed to 
you in those red envelopes?), 

they noticed a trend and 
adapted quickly to a streaming 

model in 2007.4

“Barnes & Noble’s success to 
date demonstrates that 

market leaders can innovate 
and, indeed, reminds us that 
they must.” - Chunka Mui for 

Forbes16

Barnes & Noble saw customer 
behaviors tending toward the 

web and didn’t skip a beat. 
Not only did they ramp up 

online selling and develop the 
Nook eReader, but they also 

kept focus on Barnes & Noble 
brick and mortar locations, 

which played to the 
paperback-purist crowd that 

wasn’t too keen on reading via 
screen.

“So accessible and so easy.” 
- Acclaimed photographer 

Annie Leibovitz on the 
iPhone’s camera6

With a good read on both 
current technology trends and 

societal trends, Apple 
swooped in with not only a 

product for taking high-quality 
photos, but also integration to 
platforms that allowed you to 
share those digital memories 

and experiences. 

“We’re not competitor 
obsessed, we’re customer 

obsessed. We start with the 
customer needs and we 

work backwards.” - Amazon 
CEO Jeff Bezos8

Amazon has been the 
undisputed customer 

satisfaction champ9 for the 
past several years, and it’s due 
largely to the fact that they’re 
meeting customers exactly 

where they already are: online.

“It is about comfort, safety, 
having a courteous driver – 

all those things that go into a 
great customer experience.” 

- Uber Head of European 
Business Development Fraser 

Robinson11

Uber truly changed the game, 
taking all hassle out of 

grabbing a ride and providing 
a frictionless experience for 

their customers, from hailing to 
paying on their smartphones 

to having pleasant experiences 
with drivers.

Even though each of these brands were well-known and loved by their customers, their affections quickly turned when something better and newer came 
along. Brand loyalty can only get you so far–it’s truly the innovators that come out victorious. Here’s what these champions of change have in common:

A future-first approach to adapting 
new technologies and trends

A customer-centric approach to 
implementing new technologies

The guts to try something new rather 
than remain in their comfort zones

YOUR GUIDE TO BEING A CHANGE CHAMPION

Stay on top of evolving
technology trends

Don’t be afraid to 
challenge the status quo

Constantly evaluate your customer 
experience, with a customer-centric mindset

See new competition as an 
opportunity to innovate 
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