strategy&

Part of the PwC network

Energise your organisation's
culture to recover

May 2020




Culture is a critical element to our Fit for Recovery approach,
enabling organisations to emerge stronger in the new normal

What actions should companies take

to become Fit for Recovery?

Radically transform your
cost structure

Reimagine your
operating model

Source: Strategy& Analysis

Rapidly iterate and refine strategy

Build capabilities

Build Trust

Activate culture-led behaviour change

Understand cultural realities - bright spots and pain points;
Actively engage leaders to identify COVID-19 catalysed new
ways of working; Define behaviours to sustain and own the
actions to shape the future; Connect, motivate and inspire;
Create the environment and deploy digital assets to reinforce
habits and measure behavioural adoption and stickiness.



Deeply understanding cultural realities uniquely positions

organisations to harness strengths and navigate recovery

Culture is just as important as ...understanding and working with ... bottles emerging positives while
strategy and operating model ... the current cultural situation ... mitigating COVID-related speedbumps
e Culture does not usually change... very e Many enduring traits of an organisation
much or very fast — work with and within your remain constant, so we can take comfort in

multifaceted cultural situation “how things get done around here” providing a

sense of stability
e Culture itself is rarely all good or bad - don’t

blame your culture, ignore it or try to manage it e However, just as individuals working under

pressure can “dig deep and shine” or can be

“formally” )
y “triggered” to act out in unhelpful ways, we are
» Behaviours, not mindsets, are the best witnessing organisational cultures responding
starting point - it’s easier to act your way into in a similar way

Leadership into a new way of acting amplified, spurring new behaviours and more

° a new way of thinking than to think your way ° o These stresses are causing strengths to be
efficient ways of working and decisioning

e Focus on the critical few - culture traits, _
behaviours, and authentic informal leaders * But, these challenges are also presenting new
leverage the positive energy and pride and more extreme risks through individuals

cutting corners, trading speed for quality, and

e Don’t forget the need to align the informal acting in isolation
organisation — change requires both formal e Remoteness has shifted hidden networks
and informal organisational interventions, don’t providing equally an opportunity to accelerate
just rely on traditional cascades falil or barrier to change

¢ In addition, infrequent social interactions means
each behaviour carries significantly more
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Are you using culture to bottle COVID-19 catalysed change and

position the organisation for behaviour-led growth?

Have you built social cohesion that motivates, —1 Have you defined the critical few behaviours that

Q\O(/p inspires, and creates meaning within your new, are necessary to shape your organisation in the
remote networks and teams? post COVID-19 world?

Are your leaders stepping up to get more,
not less, connected and are they role modelling

for positive behavioural impact?

accelerate business model recovery and mitigate new habits and measure their adoption and

Are you leveraging your cultural realities to Do you have the digital assets to reinforce the
:{1&7 oidig
habits that could undermine this? stickiness following the recovery?
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KA Solutions

Proactively working with culture will enable organisations to
outperform their peers during the COVID-19 recovery

Digitally-enabled culture transformation approach

_I - -
ﬁ Understand EEE) Focus to act .-i Cf)nnect digital COVID-related solutions
= | your culture and energise == | with personal

Track your
Indicators

e Discover where culture is e Actively engage to e Advance the e |dentify indicators of

holding back your
strategy and execution
and where it can help
make the greatest
impact during these
uncertain times

Unearth the positive and
negatives in the existing
culture that are helping
or hindering the recovery
effort

Assess the level of social
and collaborative
cohesion using ONA
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identify COVID-19
catalysed, new ways of
working that support
your organisation’s
agenda... and those that
are getting in the way

Determine the tangible
outcomes where you
most want cultural help,
define critical behaviours
to embed new ways of
working, and own the
actions that shape the
future of your
organisation

organisation through
formal and informal
leaders and mechanisms
that reinforce the new
critical behaviors

Digitise and personalise
the interface with
customers and people to
create ‘wow’
experiences

e Take advantage of the

catalysed uplift in digital
by reminding and
reinforcing new desired
behaviours through
digital tools

progress and track them
to measure the uptake of
critical behaviours and
impact on business
performance over time

Leverage your digital
capabilities to step
beyond measuring
sentiment and
perception to measuring,
at scale, behavioural
adoption and
stickiness... and
resulting demonstrable
impact

Cultural DNA in a
post-COVID world

Digital tools to
support culture during
remote working

Behaviours in a

remote working world




KA Solutions

Driving lasting organisation and workplace change requires
activating both informal and formal levers

Organisational DNA framework - How to embed culture

Formal

Organisation design
Roles and responsibilities
Business processes
Policy and Standards

Governance forums
Decision rights
Decision processes
Decision analytics

Monetary rewards
Career models
Talent processes
Formal recognition

KPIs and metrics
Information flows
Knowledge management
Systems

Rational compliance
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Structure

Decisions

Motivators

Information

Informal

Relationships and collaboration
Teams and other working units
organisational influence

Networks

Commitments

Mindsets

Values and standards
Expectations “unwritten rules”
Workplace habits and routines

Shared vision and objectives
Individual goals and aspirations
Sources of pride

Identity, shared language, and
beliefs Assumptions and biases
Mental models

Emotional commitment

Application in the COVID-19 context

Optimise business productivity Mobilise authentic informal
by digitising operations and leaders to support motivation
re-orienting FTE footprint and and energise cultural efforts
roles

Decisions Norms

Lock-in faster, streamlined Introduce digital tools and
decision processes to increase cadences to support the
organisational agility diffusion of positive norms

Identify new ways to formally
and informally recognise and
reward great performance

Reaffirm or realign individual
goals and connect to moments
of pride that have emerged in
response and recovery efforts

Improve transparency and Shine a light on proof points
certainty of communications to that challenge deep set biases
reduce stress and risk



Digital tools are necessary in a remote working world to

understand and support your organisation’s cultural initiatives

Hackathons, kanban, and agile tools Connecting as a team Enterprise social networks Digital collaboration workspaces

Aoolv lean startu Appellon promotes team Enterprise social media Diaital collaboration tools
mrzr{o doloaies SSCh as dynamics and alignment on enables collaboration over en%ble Exemplars and Pride
9 common goals and cultural initiatives to generate . P
hackathons, kanbans and . " i = . Builders to demonstrate
agile team platforms that \ V4 behaviours. In addition, excitement and foster a respected and recognised
s collaborative music playlists, sense of ownership and - s
behaviours within teams.

empower your organisation
with the innovation and

virtual activities, and office community. Employees can

fitness-challenge apps build engage with their favourite el oG,

R LAL quu.:kly CLE positive sentiment and a aspects of your culture whilst b Y |mple_ment|n_g_dlgltal .
promoted behaviours to . . immersion training to raise
. sense of community learning from others and C
environmental changes . digital literacy
amongst remote workers resetting norms

Workforce sentiment tools Intranet wikis, forums, and microsites Gamification tools Peer-to-peer training and mentoring

Peer-to-peer training
platforms complement and
integrate with your existing
learning management
systems by digitally
enabling knowledge
sharing of skills and

Digitally accessible
behavioural nudges, job
aids, change journey maps
and creative visualisations @

Enterprise gamification

improves employee

engagement and promote

positive cultural behaviours
by applying gaming

2% : :
techniques and mechanics
to tap into user desire for

Seek timely and relevant
feedback to track change,
culture, performance and
employee sentiment
through the use of surveys
and analytics. It’s important
to integrate these tools with
measures that matter to the
organisation’s purpose

can support and trigger
positive employee
behaviours and skills and
provide vital education behaviours between
non-monetary rewards such
about your cultural : exemplar employees and the
C o as achievement and status .
initiatives rest of the organisation
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KA Solutions

Behaviours have heightened importance in a remote working
world, providing opportunity to accelerate organisation change

Why are behaviours more important than ever in the COVID-19 context?

D B] A R

)

Behaviours carry significantly more impact and symbolism due to the
infrequency of social interactions - every behaviour counts more

Hidden informal networks, that can equally accelerate or hinder
organisational initiatives, are relied upon even more in physical remoteness
and separation

Operational risks are increasing because individuals are cutting corners,
trading speed for quality, and acting in isolation as new siloes emerge or
deepen

Pressure and stress is leading some people to revert to poor habits and can
also result in panic and paralysis

Ways of working and decisioning are becoming more efficient through the
use of digital and remote working tools
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Source: Virtually alone — Strategy+business

How can you take advantage of these effects?

Identify behavioural patterns that have emerged - both the positives and the
speedhumps. Close the vacuum of remoteness with repeated demonstration of
the ‘critical few’ behaviours that will shape your future

Tap into organisational social networks to spread the critical few behaviours
through formal leaders, but importantly, also informal authentic leaders who can
accelerate accelerated adoption.

Digitise connection in everyday ways of working. Integrate connectedness
rather than asking people to connect on top of their work. Energise and build
pride through critical behaviours, resetting norms around quality, collaboration,
and trust

Track connectivity and intervene quickly to act where disconnection, panic and
paralysis occurs. Spread positive changes by recognising those behaviours
and disseminating those practices more broadly within the organisation.

Go further with digital productivity with culture and behaviour embedding tools
such as Appellon, hackathons, kanban, enterprise social networks, and
sentiment measurement and reporting tools
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