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Cultivating Culture
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Disclosure

I am receiving an honorarium for this program. The conflict of interest 
was resolved by peer review of the content.

Bob Kelley

1. Discuss the common characteristics of world class teams. 
2. Demonstrate how value chain strategy helps define company 

purpose.
3. Illustrate ways to streamline pharmacy communications to 

ensure message consistency with every member of the 
pharmacy team. 

Learning Objectives
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(Brand + Strategy + Culture) x Leadership = Growth

Being clear about your brand, strategic direction and the culture needed 
to inspire and nurture success is an absolute key to growth. Leadership 
behavior is the glue that brings all elements of the model together.
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The Best Team I was 
Ever On
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Characteristics of World Class Culture and Teams
• There is a clear direction (line of sight) for the team to follow

• Everyone on the team is committed (aligned) to the established direction  

• There is (chemistry) among team members    

• All team members understand the nuts and bolts of their specific job (role clarity)  
• Learning is used to seamlessly adjust direction and roles as needed (recalibrate) due to changes 

in the external and internal environments

What is a brand? 

“A consumer calculus that is built-up, torn down, or left unchanged by each 
encounter.” 

Kelly O’Keefe
VCU Brandcenter
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“A brand represents a promise that owners and 
senior leaders make to their customers, suppliers, 
employees, community, and financial partners.”
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Brand Promises

Brand promises represent the unique differentiation of your business. 
Usually, there are three or four  brand promises that make up the building 
blocks of your brand.  

A brand is ultimately a promise or series of promises and 
all strategic decisions should be made with the promise(s) 
as a filter. 

Consistent Friendly &
Fast Convenient Inviting
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(Brand + Strategy + Culture) x Leadership = Growth

Being clear about your brand, strategic direction and the culture needed 
to inspire and nurture success is an absolute key to growth. Leadership 
behavior is the glue that brings all elements of the model together.
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Strategic Competitiveness
is achieved when an organization successfully formulates and 
implements “value creating strategies” that a group of buyers are willing to happily use or 
purchase.
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Value Chain   
The sequence of activities your pharmacy performs to design, produce, sell, 
deliver, and support its products/services is called the value chain.  In turn, 
your value chain is part of the promise of your brand.

Companies constantly look for ways to add value for the customer along the 
value chain.  

Humanic Clues: the choice of words, tone of voice, and body language displayed 
by employees as they interact with constituencies of the brand

Mechanic Clues: things that are intimately woven into the personal experience 
the brand creates and include things like sights, sounds, and smells 

Functional Clues: the quality of the specific good or service that the brand 
creates or provides to customers.  

Adapted from the writings of Len Berry, Texas A&M University

Brand Clues

16
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(Brand + Strategy + Culture) x Leadership = Growth

Being clear about your brand, strategic direction and the culture needed 
to inspire and nurture success is an absolute key to growth. Leadership 
behavior is the glue that brings all elements of the model together.
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Organization culture is ultimately about the basic beliefs, 
values and assumptions that are shared by members of the 
organization. The beliefs and assumptions are shaped and 
learned in many different ways. 

Team Engagement
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Experienced Meaningfulness

When you wake up every day full of purpose and possess a fundamental 
understanding of how your work impacts customers, neighbors and the 
community in which you live

The style, values and business philosophy of the original leader (s) 

become embedded into the daily operation.

How does culture take shape? 
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Organization values should guide employee behavior and serve as the foundation 
for the reputation the brand creates. Values are basic beliefs and convictions which 
govern behavior of people in their life and work.  Values and the brand clues 
that emit from them bring your brand to life every day and are a HUGE part of fulfilling your 
mission.

Culture is driven by Values

Culture is driven by Values

Be 
Honest      

Be 
Safe      

Be 
Helpful      

Be    
Hardworking      
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“So Goes the Leaders So 
Goes the Group”

Support           Feel                     Feel                            Feel                                    Experience
Goals          Committed         Successful          Management Credible                  stress

High
Extent

Low
Extent

In alignment

Out of alignment

Source: Posner and Schmidt Journal of Business Ethics

Employee-organization values alignment

Impact of individual-organizational values alignment
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Culture as a source of competitive advantage:

Warren Buffett refers to competitive advantage as your moat. The castle is your organization.  Competitive 
advantage is defined as the strategic advantage one entity possesses and leverages. Achieving competitive 
advantage strengthens and positions an organization better within the competitive environment.

27

Paradigms
Paradigms are our maps of reality, based in part on facts we have learned, 
and in part on opinions or assumptions we have developed. Like any map, 
they have limitations. They may be incomplete or inaccurate. We need to 
learn to recognize them, in ourselves and in others.  Then we need to be 
willing to question their validity

28
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It is not the strongest of the species that 
survive, nor the most intelligent, but the 
one most responsive to change.

Charles Darwin 

Building a High Performance Culture and Team

1. Create clarity (collaboratively) about the pharmacy’s aspired culture using 
shared values

2. Create some type of baseline measure to determine progress along the 
way  

3. Hire and promote only those people who possess a genuine desire to live 
the brand and values 

4. Make sure everyone is clear about their role and how they are expected to 
behave through obsessive training and communications

5. Establish workplace practices (language, dress, traditions, benefits, 
celebrations) that reinforce the shared values

6. Hold everyone (especially you) accountable for living the brand and culture 

Steps: 
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On Becoming a Living Brand
Be thoughtful and deliberate about how behaviors, decisions, 

and processes impact the image of your brand.

Brands are built on intentionality, predictability and significant 
commitment.

Questions?
Dr. Bob Kelley

Founder and President
Pure Culture Consulting
bob@pureculture.com


