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Value Service Culture
(VSC) Change intiative
Kick-Off:  Offsite Summit

Cultural audit
Identifying main
cultural attributes

Formation of 
guiding coalition
to steer culture
change

Design of workshop
around VSC mindset
and tools to improve
value of services

1st waive
roll-out of training
workshops across 
200 people of mixed 
audiences

VSC Summit
with employee
presentation
of results & 
experiences 
applying VSC 
mindset and tools

Use of stories,
artifacts & symbols
such as posters and videos
to higlight VSC thinking

Offsite 
conference
celebrating 
VSC one year 
anniversary

Presentation of 
general ‘09-’10 
master plans and
how VSC figures 
in them

Design and
implementation
of detailed customer
satisfaction analysis system
providing solid benchmark
for improvement of VSC
desired outcome

Focus is changed from
short term wins to 
systemized reward systems by 
involving HR to hard-wire 
VSC behaviors and customer metrics 
targets into individiual 
performance goals

VSC Summit
with emphasis
on eliminating
blocking behavior
through coaching,
communciation,
motivating and
rewarding

Continued
roll-out of
training
workshops

Responsibility
shift from leadership
to employees by 
addressing obstacles
for embedding the VSC
culture and its continuation

Culture 
behaviour 
assessments
are renewed 
using the 
MRI™ 
and CRI™

Use of stories,
artifacts & symbols
such as posters and videos
to higlight VSC thinking

VSCs impact on profit &
business value

2nd waive roll-out
of training workshops

Jun ‘08 Mar ‘09Sep ‘08 Dec ‘08 Jun ‘09 Sep ‘09 Dec ‘09 Mar ‘10 Jun ‘10
Embedding
activities using 
“Buddy Coaching”

Offsite Summit -
Focus on learnings
from culture change

Customer Satisfaction
Study Implemented
a 2nd time

Planning for
future summits to
revitalize

NOTES:

Although a well planned and executed culture transformation program will eliminate much uncertainty, the phases we go through will not always be as clearly delineated as illustrated. Phases can and will most times 
overlap. That said, the illustrated example is real. A key benefit of the clear transformation phases is the ease of communication and transparency they generate; qualities that are much needed in your organization, 
especially during change.

"Value Service Culture" is a term used by this particular client to brand the change initiative internally. By naming the change initiative, the program is given an identitiy. The identity becomes a symbol for change, an 
artifact that helps to establish and reinforce the desired change outcome.
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