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In this workbook we are going to look at the topic of culture. We are going to examine the
culture in your business and how you can use it to the best advantage. Let’s start with simply
asking the question; “What is culture?”

Take a few moments to make a list of what you think culture means in a business environment...

What about culture in your business? Do you have a clearly defined culture picture or culture
ethos operating?

If you don'’t, take a few moments now to write out your culture statement in the space provided
below...

What about your team?

e What do you think your team believe about the culture in your business?
e How often do you reinforce culture?

e How do you reinforce culture?
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VALUES DETERMINE CULTURE

This is an opportunity for you to determine what the values are in your business. You can take
the time now to list below those values which you think apply best. Remember, these values
need to truly mean something to you because at the end of the day it will be you who is going to
apply them on a daily basis. What do we mean by that? Well, simply this. If we are going to say
that one of our values is honesty then we need to be able to explain in a very short sentence
exactly what that means. So are we talking about honesty in our advertising, honesty in
marketing, honesty in product description, honesty in explanation of processes and or delays or
all of the above? You can see from just this simple example, that the word honesty can have
quite far reaching ramifications and more importantly a number of different interpretations
open to it.

Remember that if we are going to use a term like honesty then we need to be able to do the
following:

e Understand it

e Explainit

e Detail it
e Applyit
e Teachit

e Sustain it

e Defend it

e Insistuponit

In the space below list the top five values that you think are the most relevant to your business:
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CULTURE & TEAM ETHOS

Developing the correct team ethos is an important component in
creating the success you need in your business. The trick to
development of the correct ethos however is that there is a solid grasp
of the most appropriate strategies for your business. Developing an
ideal culture which seems ideal purely from a cultural perspective is not
in the best interests of the business from a development perspective. It
can be as damaging as not having the correct culture. What we'’re
saying therefore is that an integrated approach will work best.

Culture won’t develop overnight and it needs to be part of a clear plan. It also doesn’t hurt to
apply some science in this regard. The Pareto Principle applies equally in the development of
culture as it does across many aspects of your business.

What is the Pareto Principle? Well, in 1906 Italian Economist Vilfredo Pareto created a
mathematical formula to describe the unequal distribution of wealth in his county. He observed
that 20% of the people owned 80% of the land. This applies in business to the extent that 20%
of something is usually responsible for 80% of the results. Applied in your business this can
mean that 20% of your team can create 80% of your problems. By developing an effective
culture and training your team on effective processes, policies, interpersonal skills and culture
development and implementation, you can make the Pareto Principle work in your favour.

In order to develop the correct team ethos it’s important to understand why your team work for
you. In other words what motivates them to come to work on a daily basis? And it is equally
important to ask yourself the question as to why you employ them. In other words, what
motivates you to employ them? Let’s take some time to answer those questions as they relate to
your business.

Why do your team work for you?

Why do you employ them?

Your Score:
/10
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CULTURE & RETAIL RELATIONSHIPS

When customers deal with you, you need to make sure that
you and your team are engaging with them in a way which
achieves some simple, basic and yet vitally important |
objectives. Firstly, you want to tell them that we are here to
help them. The message has to be clear that whatever the
problem or issue they have, you are there to offer advice,
support and solutions. Secondly, you want them to feel
welcome and comfortable. They need to know that any
questions can be asked.

How does this apply to you in your business?

Your Score:
/10
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CULTURE &
TEAM RECRUITMENT & RETENTION

How do you hire your team members? What are the criteria you
apply? How do you determine whether a prospective team
member will be a good fit? How do you determine what a “good
fit” is? How are team members inducted into your business?

How do you recognise and reward team members? How do you
determine if they are achieving their very best and if they are,
how do you let them know? These are the questions which will
form the very basis of the future growth of the business. If you
don’t have any team members, think about how this applies to you.

How does this apply in your business?

Your Score:
/10
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CULTURE & YOU

The BIG question...Are customers just a pain in the rear end? Is the
business taking more from you than you'd like?

This is an excellent opportunity to look honestly at how you feel about
your role. Because the old saying that ‘as you think so shall you be’
applies in business as much as anywhere else. If you have team
members, how you feel will rub off on them. It will permeate the entire
spectrum of the business and effect the way you deal with customers,
suppliers and alliances.

How does this apply in your business?

Your Score:
/10
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CONCLUSION

So far we have examined how the term culture is defined in the business sense. We have also
looked at what culture means to you. We have taken some time to break the term up into four
aspects and to examine in some detail how you feel about culture and its application in your
business now. Finally, we asked you to give yourself a score out of ten for each of those aspects
of your business.

Now, we are going to see what the results look like in a practical sense and how all of this applies
in the overall operation of the business. On the next page you will find a diagram known as a
Culture Wheel and you will soon see how it reveals an interesting snapshot of culture as it
currently stands in your business.

Once we have looked at this diagram, we are going to spend some time working together on a
range of ways in which we can change the way we think about culture and how it is utilised in
your business. We are going to develop a series of strategies which will allow you to increase
your culture score.

This is an exciting process where as a team you will examine your own culture, share ways to
improve and also learn how to improve. At the end of this exercise you will have a whole new
plan and process to apply which will change the face of the business and reap many rewards.
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CULTURE WHEEL

You 5.1 Retail Relationships
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CULTURE & TEAM ETHOS

How can we improve this in our business?
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CULTURE & RETAIL RELATIONSHIPS

How can we improve this in our business?
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CULTURE
& TEAM RECRUITMENT & RETENTION

How can we improve this in our business?
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CULTURE & YOU

How can we improve this in our business?
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CULTURE WHEEL
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CULTURE IMPROVEMENT PLAN
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