




Get to know your 
customers

Bold imagination Deploy small bets Remove 
roadblocks

Define your team The incubation 
process
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“Every second we shave off the time it 
takes to pick up a customer is worth 

millions of dollars to the business 
because time is a key determinant of 

whether they’ll complete a ride. So we 
continually obsess over that.” (The 

CEO’s Innovation Playbook. Harvard 
Business Review)
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“We have worked hard to become a 
magnet for innovation from around 

the world. Our global team finds, 
supports, and learns from local 

innovators solving problems that 
prevent people from realizing their 
potential. We foster innovation by 

advising, investing, influencing, and 
partnering—holistically—to drive 

progress. “ (The CEO’s Innovation 
Playbook. Harvard Business Review)



















“Fear of failure is often the biggest 
hurdle for innovation in large 

organizations. I’ve called it the New 
Coke syndrome, where people are 
afraid of doing something new. We 
must learn to celebrate failure. The 
only true failures are situations in 
which we fail to learn. This culture 

starts at the top…We’ve even 
introduced an innovation award that 

celebrates projects that fail.“ (The 
CEO’s Innovation Playbook. Harvard 

Business Review)















“It’s not that the executives in these 
legacy industries were stupid—they 
were among the smartest people in 
business at the time. But they were 
not ready for the massive waves of 

innovation and disruption that 
evolving technologies were setting 

loose.” (The CEO’s Innovation 
Playbook. Harvard Business Review)
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“We encourage leaders to foster an 
environment where they role-model a 

growth mindset, encourage their 
teams to speak the uncomfortable 
truth, co-create with their teams or 

clients, and seek feedback regularly.”
(The CEO’s Innovation Playbook. 

Harvard Business Review)
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“Sometimes, formal planning and a 
complicated process can kill 

innovation. We don’t form big 
committees or bring in lots of 
consultants. I read letters from 

customers and talk with our team 
members, spending as much time as I 

can visiting our stores and visiting 
with our people. The best ideas tend 
to happen when we’re closest to our 
customers and the team members 
who serve them, not sitting around 

board rooms.” (The CEO’s Innovation 
Playbook. Harvard Business Review)



• Top down leadership strategy

• Creating a culture that embraces 
new ideas – ongoing opportunity 
to debate improvements and new 
approaches

• Sourcing new ideas through VC 
partnerships, incubators, etc.

• Internal process to shepherd external 
innovation

• Unique process for early stage companies

• Collaboration with business unit sponsors 
on initial narrow use case wins

• Acceptance of 100% failure – encouraging 
risk of new approaches to learn

• Formal processes for commercial 
business terms that may begin 
from trial customer to strategic 
investor

• Early access with VCs, founders, 
and extended board
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