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Summary

In this episode of the KPMG Customer First podcast, host Tim Knight, Partner and Customer Experience Leader, KPMG 

in the UK, and his guests explore how leading businesses are building integrity and earning trust.

Tim is joined by Samantha Gloede, Managing Director, KPMG in the United States, and Vamsi Duvvuri, Managing 

Director, KPMG in the US, to consider the challenges for leaders as the ESG agenda sits firmly in the spotlight.

The panel highlight how business success is no longer measured purely in financial terms and how purpose now has to 

be built into strategy if organizations are to survive and thrive.

Ethics are now tightly entwined in the wider business agenda of commercial resilience and the need to implement 

processes both for the customer and employees to ensure brand integrity and protect against reputational damage, are 

discussed.

The conversation covers how changing demands and conditions call for agility and adaption yet organizations need to 

remain true to their purpose and values.

The panel agree that in the digital environment the customer experience is critical and tech innovations have to manage 

risk as well as proactively meet customers’ and employees’ expectations.

Lastly, interaction, collaboration and the experience are areas that businesses must get right, with all the panel agreeing 

that in this new era, purpose must run throughout the organization, in business strategy, processes and employee and 

customer experience.

Ethics for a New Era

How to establish a successful ‘mission 

culture’ 

22.37min

The information contained herein is of a general nature and is not intended to address the circumstances of any particular individual or entity. Although we 

endeavour to provide accurate and timely information, there can be no guarantee that such information is accurate as of the date it is received or that it will 

continue to be accurate in the future. No one should act on such information without appropriate professional advice after a thorough examination of the 

particular situation. 

© 2021 Copyright owned by one or more of the KPMG International entities. KPMG International entities provide no services to clients. All rights reserved. 

KPMG refers to the global organization or to one or more of the member firms of KPMG International Limited (“KPMG International”), each of which is a 

separate legal entity. KPMG International Limited is a private English company limited by guarantee and does not provide services to clients. For more detail 

about our structure please visit our website.

http://kpmg.com/customerfirst



