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Culture: The Bedrock of Business Excellence

“Culture eats strategy for breakfast” – Peter Drucker
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According to Darren Entwistle, President and CEO of Telus:

“The culture of the company would be the key driver of long term success”

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 (cust satisfaction, 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 – A 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

• Cascading of Balance Score Card is evident.

• Line mangers are unaware of 

• the alignment of their KPIs with the Corporate Strategy

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



Problems in Cascading KPIs

• Target setting has been a Top Down approach;

• Ground realities sometimes get ignored in the planning process;

• The knowledge base of the business is generally restricted in the echelons of the 

Corporate Office;

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

her to the corporate office;

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

• Errors in strategy execution become a Post Mortem affair;

• 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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“Targets become 
regimental. 

Something that has 
to be met. 

Something that is 
impersonal. There 
is nothing beyond 

the target.”

“I don’t know 
why I am doing 
this. I suppose 

it’s good for the 
Company”

“Let us stick to our 
jobs. Let others 

think about 
Company’s 

performance”

“Why is my 
target like this? 
I suppose you 

will have to ask 
my boss”

“I am happy if I 
meet my 
targets”

Commitment without Ownership

Professionalism without Passion

Performance without Innovation

Application without Understanding

Conformity without knowledge

OFIs



Facets Of A Great Company

Leadership

Workforce

Information 
Management

Strategy
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Empowerment

“Leaders instill in their people a hope for success and a belief in themselves. Positive 

leaders empower people to accomplish their goals.”
-Unknown

“However 

beautiful the 

strategy, you 

should 

occasionally look 

at the results.” Sir 

Winston Churchill

“Nothing exists until it is 

measured.” Neil Bohr

"Never tell people 

how to do things. 

Tell them what to 

do and they will 

surprise you with 

their ingenuity." —

George Smith Patton Jr., 

World War II General



KPI Driver Tree: Empowering Towards a Repeatable Performance
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KPI Driver Tree: A look
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Waste Lead Distance

Kms

Waste travel Time 4.25

Mins

8.50

Speed of Truck: Waste

Waste Spot Time Kms/Hr

Mins 30.00 Spot @ Shovel

Waste Load / Hr Total Waste Cycle Time 0.75 min

Nos Mins 0.75

Prodctivity: Waste 3.93 15.25 Waste Load Time Load Time : Trucks

Total truck hours - Waste Total Waste Mt/Hr Mins min Load / Bucket

Hrs Mt/ Year 531.15 Payload 4.50 4.5 min

25,387.80 6,742,333.77 Mt 0.75

No of Trucks 135.00 Waste Dump Time

Nos Mins

2.00 1.50

Ore Lead Distance

Kms

Total truck hours - Ore + Waste Ore travel Time 7.50 Load Time: Loader # of Passes (Rounded)

Hrs Mins min Nos

50,775.60 15.00 5.25 7.00

Speed of Truck: Ore

Ore Spot Time Kms/Hr Spot @ Dump

Mins 30.00 min

Ore Load / Hr Total Ore Cycle Time 0.75 Dump Time: Trucks 0.50

Nos Mins min

Prodctivity: Ore 2.76 21.75 Ore Load Time 1.5 Dump Time

Total truck hours - Ore Total Ore Mt/Hr Mins min

Hrs Mt/ Year 372.41 Payload 4.50 1.00

25,387.80 4,727,383.45 Mt

No of Trucks 135.00 Ore Dump Time

Nos Mins

2.00 1.50

Total Loader Hours Theoretical Loader Productivity

Hrs Mt/Hr

7,434.08 1,542.86

+

Pictorial diagram of the cause and effect 
relationships of all the business drivers;

Captures either the past data or the standards 
that should be applicable for a business process

Helps to identify the lead and lag indicators



KPI Driver Tree: A look
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Increase in Thruput

0.00 Tons Total Hours

Decrease in Cost hr/yr

0.00 Decr (-) /Incr (+) 8,640.00

Contribution Increase

0.00 Decr (-) /Incr (+) Operating Hours Truck Mech Availability

hr/yr %

6,976.80 85.00

Net Operating Hours

hr/yr Shifts / Year Truck Utilization

6,346.95 Shifts %

Net Working Hours 720.00 95.00

hr/yr

6,346.95 Job Efficiency Operating Delay Hours Total Hours Truck Shift Change

Mins/Hr hr/yr hr/yr min/shift

60.00 629.85 8,640.00 5.00

+

Truck Equip Inspection

min/shift

Total Operating Delays 5.00

hr/shift `/60 +

1.08 Truck Lunch/Breaks

min/shift

40.00

+

Truck Fueling, Lube & Ser

min/shift

15.00

+

Reset

The tree diagram helps in deciphering the relationships and interdependencies of KPIs 

Helps users to apply sensitivities to each KPI and assess its impact on the bottom – line / 
top-line of the Company.

Quantifies the impact of change in the KPI by one unit, on the financials



KPI Driver Tree: A look
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Generally, the operating KPIs affect either production and costs. 

The KPI Tree indicates the impact of the change in KPI in terms of cost increase / 
decrease; or

Impact on the Throughput expressed in Contribution (Sales minus Variable Costs)

Increase in Thruput

0.00 Tons Fuel Cost

Decrease in Cost CAD/ Litre

0.00 Decr (-) /Incr (+) 0.70

Contribution Increase

0 Decr (-) /Incr (+)

Fuel Consumption

Fuel Litres/ Hr

Can$/hr 60.00

42.00

Lube

Can$/hr

Total Trucking Cost 12.00

Can$/hr

Total Trucking Cost 128.17 Tires

CAD Can$/hr

6,507,908.65 Total truck hours - Ore + Waste 46.67

Hrs

50,775.60 Repair Parts

Can$/hr

19.11

Other

Can$/hr

8.39

+

+

+

+

+

+

+

+

+

Reset



In Summary: KPI Driver Tree – A simple tool with manifold advantages
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A unique identifier to map existing operations

Help in goal setting – realistic achievable targets

Planning tools that provides analytics and intelligent inputs to strategic direction

Helps identifying areas for cost reduction

Improves transparency in the business processes

Improves control of KPIs down to the smallest unit

Easy to implement – Across the Company or in only a department – Modular structure 
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In Summary: KPI Driver Tree – A simple tool with manifold advantages
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Helps understand their targets

Integrate their performance with the Company’s goals

Highlights their contribution  - boosts morale

Increases self - worth

A change agent for CULTURE in the organisation

Empowerment leads to Creativity >>> Innovation

Empowerment leads to greater focus, greater purpose, greater ownership
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Closing Words: The KPI Driver Tree is 

Low cost tool

Easy to operate

Does not involve sophisticated software

Does not require extensive training 

Adaptable to any industry be it Mining , Manufacturing, Agro, etc

Implementable in Modules starting from each department before integrating to a 
Company wide model ( Example: Port Opns, Logistics, Power Plant, Process Plant..)

RESURGENT MONTREAL INC. 18



Closing Words:
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Are YOU ready for the excitement?



Thanks for listening

Arnab De

arnabde@resurgentmontreal.ca

514 619 2400
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mailto:arnabde@resurgentmontreal.ca


Malcolm Baldrige National Quality Award (MBNQA) 

• Award established by the U.S. Congress in 1987 to raise awareness of quality management 
and recognize U.S. companies that have implemented successful quality management 
systems. The award is the nation's highest presidential honor for performance excellence.

• Three MBNQA awards can be given annually in six categories:

• Manufacturing

• Service Company

• Small Business

• Education

• Healthcare

• Non-profit

• The MBNQA award is named after the late Secretary of Commerce Malcolm Baldrige, a 
proponent of quality management. The U.S. Commerce Department’s National Institute of 
Standards and Technology manages the award, and ASQ administers it.
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