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Culture Change – Mind map
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“Yeah? Well, 
you know, 
that’s just 
like your 
opinion, 
man.”

- The Dude

Not everyone is convinced
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Two common views of Company Culture
What type of culture are we dealing with?
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“Culture eats 
strategy for 
breakfast.”

- Peter Drucker

How important is
company culture?



© 2021 SMC Ltd. All rights reserved. - 6 -

An understanding of culture is critical because:
What type of culture are we dealing with?

§ Culture determines if the end state is achievable

§ Culture aids or detracts from the change effort

§ Culture shapes the change-maker’s thoughts, ideas, and 
discussions
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Real culture is “below the waterline”
What type of culture are we dealing with?Visible organizational culture

Invisible organizational culture

The way we say 
we get things 
done

The way we 
really get things 
done

Vision

Strategy
Shared
values Goals

Policies

Structures Procedures

Beliefs Shared
assumptions

Perceptions
Tradition

Values
Norms

Unwritten 
rulesStories

Feelings
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How do you change culture?
Cultural change is about aligning the way you think
and behave with the results that you want to achieve

Results / Behaviour / Identity
Useful definition of identity:  You are how you see yourself

§ People act in ways which are consistent with how they 
see themselves

§ If you want them to change, you have to change the 
way they see themselves

Culture…is the way we do business around here

Mergers & Acquisitions: Culture change

What is culture?
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Change is not what we do, 
but who we are

What is Culture Change?
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#GALACONNECTED

Foundational Values
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Foundational Values and Culture
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So, what do you stand for?

3 Things Employees Really Want: Career, Community, Cause
by Lori Goler, Janelle Gale, Brynn Harrington, and Adam Grant

February 20, 2018

Harvard Business Review

§ Career is about work: having a job that provides autonomy, allows you to use your strengths, and promotes 
your learning and development. It’s at the heart of intrinsic motivation.

§ Community is about people: feeling respected, cared about, and recognized by others. It drives our sense 
of connection and belongingness.

§ Cause is about purpose: feeling that you make a meaningful impact, identifying with the organization’s 
mission, and believing that it does some good in the world. It’s a source of pride.

§ These three buckets make up what’s called the psychological contract — the unwritten expectations and 
obligations between employees and employers. When that contract is fulfilled, people bring their whole selves 
to work. But when it’s breached, people become less satisfied and committed. They contribute less. They 
perform worse.

https://hbr.org/search?term=lori%20goler
https://hbr.org/search?term=janelle%20gale
https://hbr.org/search?term=brynn%20harrington
https://hbr.org/search?term=adam%20grant
https://www.amazon.com/Drive-Surprising-Truth-About-Motivates/dp/1594484805
https://www.amazon.com/Culture-Code-Secrets-Highly-Successful/dp/0804176981
http://www.fastcompany.com/3069200/heres-what-facebook-discovered-from-its-internal-research-on-employee-happiness
https://www.amazon.com/Psychological-Contracts-Organizations-Understanding-Agreements/dp/0803971052/
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What are your company’s core values

§ Do you have any?

§ How do you communicate them?

§ Are they part of your new employee onboarding?

§ Do your customers feature in your values?

§ Do you reward employees who live your values? 

§ Is your management team made up of role-models?
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#GALACONNECTED

The CEO’s Role
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The CEO owns the Culture
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Setting the boundary of what is permissible
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Another way to look at this model

Imagine how members of a functional leadership team behave 
1. We trust one another.
2. We engage in unfiltered conflict around ideas.
3. We commit to decisions and plans of action.
4. We hold one another accountable for delivering against 

those plans.
5. We focus on the achievement of collective results.
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The CEO determines the type of culture 

What type of culture are we dealing with?
1.  Power Culture
•Decisions based around sources of power, 

normally centrally controlled
• Entrepreneurial companies with 

charismatic leaders
• Little bureaucracy

2.  Role Culture
• The working of the organization is fitted to 

clearly defined roles and structures
• Large bureaucratic institutions

3.  Task Culture
•Culture of getting things done
•Power and authority emanate from the 

ability to get things done
•Achievement rewarded before position
•Project Management organizations and 

meritocracies have this culture

•Needs of the people are central
•Decision-making more consensual
• Explicit displays of power are shunned
•Academic and professional 

partnerships

4.  People Culture
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#GALACONNECTED

Vision & Strategy
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Do you know where you’re going? 
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What’s your vision for the future?

§ Do you have a strategy? It helps if you do

§ Is it consistent with your foundational values? 

§ Does it show how to make the leap to the future desired state 

§ Can you describe in detail what success will look like?

§ Why is it good news for your customers and employees?
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Two questions for your employees

1. Do you know what the company strategy is?
2. Can you say how your job helps to deliver 

the strategy?
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Will it make the boat go faster?
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Focus on the value-drivers

§ Concrete Initiative 
plans for each
value-driver

§ A sponsor, leader 
and team members 
for each initiative 
plan

§ The teams
are authorized
to act and to 
engage the entire 
organisation
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#GALACONNECTED

Fire-prevention, not fire-fighting
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We don’t need another hero!



Negative 
cycle of 
complaints
=
Money down 
the drain

Dissatisfied Customers 
become bad-will 

ambassadors

Dissatisfaction leads to a 
price war to stay 

competitive

Staff demotivated 
dealing with “difficult” 

customers

Good staff leave and the 
those left are less able to 

handle complaints

More customers leave 
and your reputation 

suffers.
Customers realize that 
complaining is useless

Customers stop 
complaining and you 

lose the opportunity to 
learn and improve

Product and service 
quality stagnate, leading 
to more dissatisfaction

27
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#GALACONNECTED

Continuous Improvement
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We’ve got two jobs now!
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How do you make change which lasts?

Awareness
§ Understand the 

need for 
change

Desire
§ Want to support 

and participate 
in the change

Knowledge
§ Know what

to change

Ability
§ Skills & behaviours

to make the 
change

Reinforcement
§ Systems to sustain 

the change

Change is simple if we prepare and plan for it
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What you get if you miss a step

Missing a step leads to more steps later

Desire KnowledgeAwareness Ability Reinforcement

Change

Confusion

Resistance

Fear

Frustration

Backsliding
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Creating a Culture of Continuous Improvement
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Create a repeatable, scalable operating model
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Two-Speed Change 
What is it and how does it benefit our culture?
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Two-Speed Change 
Change comes from everyone
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An example of cultural change
Mergers & Acquisitions: Culture change

Executives Process owners Process operators

Day job

Improvements

Firefighting

Executives Process owners Process operators

Day job

Improvements

Strategic

Typical organization Thriving organization

Everyone:
§ Can say what the strategy is
§ Can describe how their job helps achieve the strategy
§ Is encouraged to take part in the strategy process

and deliver change

§ Has two jobs: To follow the process 
and to improve the process

§ Reports to a role-model leader who 
sets the right example

Strategic
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Q&A / Thank You

Paul Doherty, Strategy Management Consultants Ltd

paul@strategymanagementconsultants.com

(1) Paul Doherty | LinkedIn

mailto:paul@strategymanagementconsultants.com
https://www.linkedin.com/in/paul-doherty-42ab39/

