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Every Doom Loop Ends the Same Way.
Every doom loop ends with a deliberate interruption from someone willing to call a halt. The technology has 
not stopped working. The metrics are not, themselves, lying. The investment has not, in any narrow sense, 
been wasted.

What has happened is more subtle: the cumulative effect of treating 
people as processing units, of measuring efficiency without 
measuring connection, of layering platform after platform onto an 
organisation that has quietly stopped believing the next one will be 
different.

It started, for most leaders, with the best of intentions. Boards demanded measurable returns on 
technology investment. Competitors appeared to be racing ahead with AI and automation. But without 
emotional architecture beneath the technology, the platforms amplified existing fractures rather than 
healing them.

The antidote is not another platform, another dashboard, another efficiency improvement. It is 
something more fundamental and harder to delegate: a comprehensive human reset that returns 
people to the centre of business success.



What the Human Reset Actually Looks 
Like
The human reset is not about abandoning technology or returning to pre-digital 
approaches. It is about rebalancing the relationship between human capability and 
technological tool 4 so that technology amplifies, rather than replaces, the human 
qualities that create sustainable competitive advantage.

1

Reclaim Leadership Presence

The shift: From dashboard management to 
floor leadership.

Regular floor walking. Listening before 
speaking. Experiencing your own organisation's 
service delivery, both as observer and as 
participant.

2

Rebuild Relational Equity

The shift: From transactional efficiency to 
trust-building investment.

Prioritise trust deposits 4 moments where 
staff and customers feel genuinely seen, 
understood, valued.

3

Reframe Success Metrics

The shift: From "efficiency above all" to 
"effectiveness plus empathy."

Balanced measurement that captures both 
operational effectiveness and emotional 
satisfaction.

4

Recommit to Curiosity

The shift: From blame-focused problem-
solving to learning-focused improvement.

Replace who is responsible? with what can we 
learn? in every problem-solving conversation.



The Four Shifts in Detail
Each shift requires deliberate practice, consistent reinforcement, and a willingness to 
measure what most organisations leave unmeasured. Below is what each shift 
demands in practice.

Learning-
Focused

Effectiveness + 
Empathy

Trust Deposits

Floor 
Leadership

What Leaders Must 
Add to Dashboards

Empathy and relationship 
quality metrics

Staff engagement 
indicators alongside 
efficiency scores

Trust-building success 
stories celebrated as 
prominently as efficiency 
wins

What the Metrics 
Confirm

Sustainable efficiency 
requires emotional 
sustainability 4 for both 
staff and customers. 
Operational excellence 
integrated with relationship 
excellence is the only 
durable model.

The Uncomfortable 
Truth

If the relationship is not 
different, the outcome 
cannot be different. Trust is 
not built through grand 
gestures 4 it is built through 
consistent micro-
interactions that 
demonstrate authentic care.



Two Examples of the Reset in Practice

Human-first is not regression from business sophistication.

It is progression toward sustainable competitive advantage that aligns business 
success with human flourishing.

The evidence already 
exists.

Patagonia's Values-as-Operations 
Model

While many organisations automated post-
COVID to reduce costs, Patagonia deliberately 
doubled down on values-driven operations 4 
reducing workloads to sustainable levels, 
embedding repair culture, and publicly reporting 
employee wellbeing metrics alongside financial 
performance.

Outcomes: productivity stabilised, staff turnover 
approached zero, and customer loyalty reached 
industry-leading levels.

Southwest Airlines' Enduring Human-
Centric Model

Decades of profitability and customer 
satisfaction leadership through consistent 
principles: hiring for attitude, empowering 
frontline staff to make customer-focused 
decisions, and treating employees as the 
primary customer 4 with external satisfaction 
flowing from internal satisfaction.

The sustained success demonstrates that 
human-reset approaches create competitive 
advantages that persist through economic 
cycles.

Compare these two case studies. The difference is not sector or scale. It is the deliberate choice 
to treat human capability as business infrastructure rather than overhead.



The Leader Who Called a Halt
A composite story, drawn from several executives I have coached, illustrates the 
power of conscious interruption.

Alex was leading a major digital transformation initiative for a mid-sized Australian 
financial services firm. After three quarters of relentless system rollouts, the quarterly 
review felt different. Team leads reported hitting targets but seemed detached from 
the results. Staff engagement was declining.

The Moment of Interruption

In the middle of discussing the next rollout 
phase, Alex paused and said:

"Stop. Look around this room. No one here 
looks proud of what we are building 
anymore. Let us fix that first, then worry 
about the next system."

What Followed

A two-week pause to reconnect with the 
human impact of the transformation. 
Listening sessions with staff. Observation of 
actual customer interactions. Honest 
assessment of whether changes were 
improving or diminishing the human 
experience.

Within weeks: cross-departmental 
collaboration improved, staff began 
volunteering ideas, and customer feedback 
became more positive. The rollout resumed 4 
with human experience as the primary design 
criterion.



Why the Doom Loop Ends Here
The doom loop continues only as long as leaders accept the false choice between 
human excellence and operational efficiency. It ends the moment leaders recognise 
that sustainable competitive advantage requires both working in harmony.

Digital Excellence 
Enabled by Empathy

Technology that amplifies 
human capabilities rather 
than replacing them creates 
customer experiences 
competitors cannot easily 
replicate.

Operational Resilience 
Built on Trust

Systems supported by 
strong relationships recover 
from failures faster and 
adapt to change more 
effectively than purely 
technical solutions.

Customer Loyalty 
Anchored in Care

Emotional connection 
creates customer advocacy 
that sustains business 
success through competitive 
pressure and market 
volatility.

This integration of human and technological capability is the new competitive edge in an 
increasingly automated business environment.

The Leadership Transformation
The human reset begins with individual leadership transformation. It requires leaders 
willing to make five commitments 4 not as occasional gestures, but as sustained 
operating principles.

These behaviours create environments where both people and 
technology can perform at their highest potential.



The Choice That Changes Everything

Your people do not need another system 
upgrade or process improvement. They 
need your steady presence, your genuine 
curiosity, and your example of what 
human excellence looks like in a digital 
world.

Pause the Next Rollout
Ask what would happen if you paused the next technology rollout and focused first on strengthening the human relationships 
that determine whether that technology succeeds or fails.

Look Around the Room
The boldest act of leadership is to stop, breathe, and allow the people to catch up with the pace of change. Reconnect with what 
the technology was supposed to be in service of in the first place.

Begin the Reset
The antidote is not more technology or less technology. It is technology and humanity working together to create experiences 
that serve both business objectives and human needs. The rest follows.

The doom loop ends the day you decide to lead differently.

Take This Further
This essay closes Breaking the Digital Doom Loop, a fourteen-essay examination of why digital 
transformation so often fails to deliver 4 and what to do about it.


