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Disclaimer

THriv provides a variety of 

business advisory consulting 

services for its clients. THriv does 

not, however, provide legal 

services and does not employ 

individuals licensed or competent 

to practice law in any jurisdiction. 

Therefore, any services or 

information provided by THriv are 

not legal opinions or legal advice. 

If legal advice, counsel, or 

representation is needed, the 

services of a competent legal 

professional should be sought. 



Today’s Topics

• What is Culture?

• Myths about Culture

• Identifying Organizational Culture

• Advancing the Organizational 

Culture



Tell Me About Your Culture?

• How would you describe your culture to a 

candidate in an interview?

• Would you repeat the culture statement in 

your handbook OR the list of values hanging 

on the wall in your office

• Would you give an accurate description?



Definition
Merriam-Webster

• Customary beliefs, social forms, and material 

traits of a racial, religious, or social group

• The characteristic features of  everyday 

existence shared by people in a place or 

time

• Set of shared attitudes, values, goals and 

practices that characterize an institution or 

organization



Culture

• There is a bond or commonality among 

members

• They have similar likes, experiences, 

beliefs goals, mission, etc.

• Brand identity

• Similar expectations 



Culture



Culture



Organizational Culture

• Brand identity

• Shared beliefs and values 

• Shapes employee behavior, 

perception, understanding 

• The ‘North Star’ of the organization

• Leaders should demonstrate



Cultures





Zappos Insights

Culture Drives Success

• $6000 attend 3-Day Culture Camp

• $2500 one day customer service training

• $10 for a 90 minute tour

• Sign-up for online information from Zappos



Zappos
10 Core Values

• Deliver WOW Through Service

• Embrace and Drive Change

• Create Fun and A Little Weirdness

• Be Adventurous, Creative, and Open-Minded

• Pursue Growth and Learning

• Build Open and Honest Relationships With 
Communication

• Build a Positive Team and Family Spirit

• Do More With Less

• Be Passionate and Determined

• Be Humble





Southwest
Live the Southwest Way

• Warrior Spirit

– Strive to be the best

– Display a sense of urgency

– Never give up

• Servant’s Heart

– Follow the Golden Rule

– Treat others with respect

– Embrace our Southwest Family

• Fun-LUVing Attitude

– Be a passionate team player

– Don’t take yourself too seriously

– Celebrate successes



Southwest
Work the Southwest Way

• Work Safely

– Follow standard operating procedures

– Identify and report hazards

– Respect and comply with regulations

• Wow Our Customers

– Deliver world-class hospitality

– Create memorable connections

– Be famous for friendly service

• Keep Costs Low

– Show up and work hard

– Protect our profit sharing

– Find a better way





• Safety

– I practice safe behaviors in everything I do

– I take action to always put safety first

– I speak up to ensure the safety of others

• Courtesy

– I project a positive image and energy

– I am courteous and respectful to Guests of all ages

– I go above and beyond to exceed Guest expectations

• Show

– I stay in character and perform my role in the show

– I ensure my area is show-ready at all times

• Efficiency

– I perform my role efficiently so Guests get the most out of 
their visit

– I use my time and resources wisely

Disney’s 4 Keys 



Cultural MYTHS

1. There is one right culture 

2. Culture can be improved by giving 

employees perks & parties

3. Culture is just about recruitment and 

retention

4. There is no way to change culture

5. It is the responsibility of HR



Cultural TRUTHS
1. Culture is a core element of the overall vision 

and strategic plan.

2. Leaders must identify single overarching purpose 
with core values

– More than posting the values on the wall, website

– Values are the foundation

– Live and demonstrate

3. Leaders lead the culture building
– Take initiative

– Be a champion

– Hold other leaders and managers accountable 



Identifying Culture

– How would leaders define the organization’s 

current culture? (collaborative)

– How would employees define the 

organization’s culture? (siloed)

– What is the EVP?  Why does top talent stay?

– Identify the gaps, difference between where 

we are and where we need to be



Advancing Culture

– Articulate a core cultural statement

– Develop a cultural vocabulary

– Leaders need to model the behavior

– Avoid cultural drift



Advancing Culture

• Articulate a core cultural statement

“Our customer service will be 2nd to none!”

• Identify types of relationships and behaviors

• Demonstrate integrity, do the right thing

• Respond to customers within 2 hours

• Treat each customer if he/she was our only 

customer

• Collaboration/Teamwork



Advancing Culture

• Develop a cultural vocabulary to reinforce the 

cultural statement

• WOW experience

• Fun-LUVing

• Lifestyle

• Weirdness

• Warrior Spirit

• Googlers, Outbackers, Cast members



Advancing Culture

• Leaders need to model the behavior

• Leaders should lead by example!

• Everyone should be accountable regardless of 

position!

• Reward those who live out the culture



Advancing Culture

• Avoid cultural drift

• Put guiderails in place

• Have a GPS – “rerouting”

• Accountability

• Recognize behaviors that are a fit with the culture

• All decisions are filtered through the “cultural lens.”



Cultural Drift

What types of guardrails 

do we put in place to 

keep employees from 

drifting?



Cultural Drift

• What is our GPS 

to get us back 

on track?



Cultural 

Drift
How do we hold 

EVERYONE 

accountable?



Cultural Drift

How do we 
recognize 
behaviors that 
support culture? 



Let’s Practice

• Integrity – doing the right thing when no one is 

looking.

• What does “the right thing” mean?
• Bill time to a large client for services for another client

• Doing non-work activities while on the clock

• Not telling a client they overpaid

• Vendor gave you product that wasn’t paid for

• Providing inaccurate information to get the sale

• Taking credit for something you didn’t do

• Telling people what they want to hear instead of the truth

• Doing what is popular vs. what is right



Let’s Practice

All decisions are filtered through the cultural 

lens. 

What does it look it? 



Let’s Practice

• Hiring Process

• Who are you hiring?

• Do you understand the candidate’s level of 

integrity?

• Are you being truthful with the candidate about the 

position?

Zappo’s guide to hiring for culture



Let’s Practice

• Compensation

• Are employees paid based on the job OR based on 

the candidate’s wage requirement?

• Are top performers paid what they are worth?

• Is the pay structure fair and consistent?



Let’s Practice

• Safety

• Is safety a top priority?

• Are equipment repairs handled promptly?

• Are employees discouraged from filing accident 

reports/workers’ compensation?

• Are employees encouraged to take “short cuts?”



Let’s Practice

• Marketing/Sales

• Is the expectation to get the “yes” from the 

client/customers…does the end justify the means?

• Are clients/customers told the truth about products 

and services?

• How much spin is used in promotion and pricing? 



Let’s Practice

• Compliance/Legal

• Is taxable income reported to the IRS?

• Business expenses accurately reported?

• Employees properly classified (exempt/non-exempt  

OR independent contractor/employee)?

• Providing accurate information to Unemployment

• Following eligibility for benefit plans

• Providing accurate census information to the 

insurance carrier



Summarize

– How would you describe the current culture in your 

organization?

– How would employees describe the current culture?

– Is there a “culture gap” that needs to be closed?

– There is not a “one size fits all” culture!

– Leaders need to be at the forefront!  

– Culture and value statements need to be more than a 

piece of paper.

– All decisions should be run through the culture/value 

lens. 
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