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Service Builders
Workplace Skills Needed for a Thriving Future

The Institute for the Future and the University of Phoenix Research Institute collaborated to identify the following 
skills that will be needed to thrive in the workplace in the year 2020:

 

Having a good sense of the significance of your words has always been critical but, too often, ignored in the current 
process of doing everything quickly as we all have so much to do. Future customers will want to be “heard” fully 
and completely in order to judge your service as excellent. Better start honing those skills now in order to lead the 
pack into 2020 success.  

Assuring a connection with your customers in both what they say and how they say it will guide the creative 
solutions which future customers will require if you want to retain them. Being sensitive to whatever “culture” 
your future customers choose to recognize and embrace is a daily learning event for service providers who are 
truly interested in excellence.

And the final bullet speaks to where the world, without a doubt, is going—virtual. Nonetheless, the requirement 
that each of us continue to be a supportive and complete member of any “team” we are on in order to assure our 
organization thrives is mandatory and equals excellent internal and external customer service.

Tomorrow starts today!
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Sense-making:  Determining the deeper meaning or significance of what’s being expressed.  

Social intelligence:  Connecting to others and sensing and stimulating reactions.  

Novel and adaptive thinking:  Thinking and coming up with creative solutions.

Cross-cultural competency:  Operating in different cultural settings.

Computational thinking:  Translating vast amounts of data into abstract concepts and understanding 
data-based reasoning.

New media literacy:  Leveraging, critically assessing and developing content using new media forms.

Transdisciplinarity:  Understanding concepts across multiple disciplines.

Design mindset:  Representing and developing tasks and work processed for desired outcomes.

Cognitive load management:  Discriminating and filtering for important information and mastering 
new tools to manage it.

Virtual collaboration:  Working productively, driving engagement and being present as a member of a 
virtual team.
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