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Culture: The Bedrock of Business Excellence

ά/ǳƭǘǳǊŜ Ŝŀǘǎ ǎǘǊŀǘŜƎȅ ŦƻǊ ōǊŜŀƪŦŀǎǘέ ςPeter Drucker
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According to Darren Entwistle, President and CEO of Telus:

ά¢ƘŜ ŎǳƭǘǳǊŜ ƻŦ ǘƘŜ ŎƻƳǇŀƴȅ ǿƻǳƭŘ ōŜ ǘƘŜ ƪŜȅ ŘǊƛǾŜǊ ƻŦ ƭƻƴƎ ǘŜǊƳ ǎǳŎŎŜǎǎέ

His 4 core values are:



Leadership

7 Pillars of MBNQA
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How upper management leads the organization, and 
how the organization leads within the community.

Strategy
How the organization establishes and plans to 
implement strategic directions.

Customers
How the organization builds and maintains strong, 
lasting relationships with customers.

Measurement, 
Analysis, & KM

How the organization uses data to support key 
processes and manage performance.

Workforce
How the organization empowers and involves its 
workforce.

Operations
How the organization designs, manages and improves 
key processes.

Results
How the org performs (custsatisfaction, FIN, HR, 
supplier / partner perf, ops, governance and social resp, 
and how the organization compares to its competitors.



Leadership

Our Focus in General:
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And more specifically on:
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Workforce
How the organization empowers and involves its 
workforce.



The Bedrock is Culture

Results

Information Management

Operations

Work Force

Strategy

Leadership
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Key Performance Indicators ςA case study
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CEO Top-line Growth of 5%
Bottom-line Growth of 10%

COO Production Growth of 5%
Cost Reduction per ton of 5%

GM Production X million tons
Cost of Production: $Y/t

Mine 
Manager -A

Production A million tons
Cost of Production: $B/t

Shift In-
Charge-A

No of Trucks operating per Shift

Truck 
Driver

No of Trips per Shift

Å Cascading of Balance Score Card is evident.

Å Line mangers are unaware of 

Å the alignment of their KPIs with the Corporate Strategy

Å what is the impact of their contribution to the Corporate Objective.



Problems in Cascading KPIs

ÅTarget setting has been a Top Down approach;

ÅGround realities sometimes get ignored in the planning process;

ÅThe knowledge base of the business is generally restricted in the echelons of the 

Corporate Office;

ÅOften bright young mining talents shine so much that the senior management pulls him/ 

her to the corporate office;

Å Targets are generally accepted and not challenged because of lack of tools / analytics;

Å Errors in strategy execution become a Post Mortem affair;

Å Strategy deployment proves to be inadequate.
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Quotes on Target: A Reflection of Culture

Ownership

Motivation

Empowerment

Knowledge
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�³�7�D�U�J�H�W�V���E�H�F�R�P�H��
regimental. 

Something that has 
to be met. 

Something that is 
impersonal. There 
is nothing beyond 

�W�K�H���W�D�U�J�H�W���´

�³�,���G�R�Q�¶�W���N�Q�R�Z��
why I am doing 
this. I suppose 
�L�W�¶�V���J�R�R�G���I�R�U���W�K�H��

�&�R�P�S�D�Q�\�´
�³�/�H�W���X�V���V�W�L�F�N���W�R���R�X�U��

jobs. Let others 
think about 
�&�R�P�S�D�Q�\�¶�V��

�S�H�U�I�R�U�P�D�Q�F�H�´

�³�:�K�\���L�V���P�\��
target like this? 
I suppose you 

will have to ask 
�P�\���E�R�V�V�´

�³�,���D�P���K�D�S�S�\���L�I���,��
meet my 
�W�D�U�J�H�W�V�´

Commitment without Ownership

Professionalism without Passion

Performance without Innovation

Application without Understanding

Conformity without knowledge

OFIs


