


Create Actionable 
Core Values 

“Make your core values action-
able. Ask your team how a  
core value will show up. Ask  
an employee about what  
they hear, say, do or feel.  
What action can make this  
core value literally come alive? 
You can have this conversation 
at stand-up morning huddles 
and then celebrate aligned  
behavioral actions to your  
core values, mission and  
vision statements.”

SHELLEY D. SMITH 
A best-selling author,  

consultant, founder and  
CEO of Premier Rapport  

consulting firm.
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For me, workplace culture isn’t just a “thing.”

Be Passionate…Be Obsessed…Be  

SHELLEY D. SMITH 
A best-selling author, consultant, and 

Founder and CEO of Premier Rapport consulting firm

YOU have the power to change your company for the better.

You can be passionate about things.  
Obsessed about stuff. Focused in an area. 
But to really make a difference that people 
remember, you must be legendary. 

I used to be passionate and 
thought that was enough.  

It wasn’t and isn’t. 

I became obsessed, that led to intentional 
focus. I took daily actions related to work-
place culture.   

That led to intentional focus. I took daily  
actions related to workplace culture.  
Understanding the secret to success in  
my company and impact on others’  
organizations is where Culture Matters  
past, present and future. 

That focus became legendary when I 
began to make an impact on the lives of 
thousands of people around the country 
with hundreds of improvements in work-
place cultures. Legendary is a quote,  
a thought, a process that has a lasting  
effect on business, and my methods and 
processes have been changing companies 
for more than a decade. Legendary is the 
legacy you leave behind. Legendary is your 
mark for generations to come.  
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  Focused…Be Legendary
For me workplace culture isn’t just a conversa-
tion, a buzzword or something in the news. It is  
a way of life. My daily lens is set on making sure 
others feel seen, valued and heard in their envi-
ronments – their workplace cultures, their teams 
and their organizations.  

I ask leaders if their talent is being optimized and 
if not, I seek to help those organizations, those 
leaders do just that. And if it is, what else can I  
do to push the organization to greater heights, 
achievement and innovation? 

Disruption is happening around us daily,  
but many people are afraid, so they ignore  
it, hoping  it will disappear. The truth is, agility,  
automation and disruption is what we must  
do as a species to survive. We must get  
comfortable with the uncomfortable and  
then push through with more disruption. That  
is how we become legendary in business. 

I can help you  
become legendary,  
too. By focusing on your  
business objectives, strategy,  
execution, cash – and especially your people – 
together, we can build a business that will stand 
the test of time. 

Join the movement of true culture curation with 
me. I challenge you to become legendary.  

Create a Healthy Workplace Culture TODAY 
TO BE READY FOR FUTURE CHALLENGES

Executives understand the importance of goals and solid business strategies. 
However, many fall short in understanding, embracing and shifting 

the culture to meet or exceed those goals.

To become a high-performance organization, 
companies must address people issues before 
they get out of hand, because when people 
leave, cash bleeds. Companies can forget the 
strategy and the execution when they don’t 
have the right people or the cash. 

 

Every organization has objectives and some 
have financial plans, but most don’t optimize 
their talent or plan in a way that moves towards 
a solid – defined – strong workplace culture. 

Business objectives = results (some sort of results, 
but are they always what you intended, what 
you needed?) 
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Where Are You on the Culture Scale? 
Establish Your Culture Intentionally

This includes establishing shared beliefs, values and norms to guide workplace behaviors and 
achieve objectives. It also includes culture’s ability to determine engagement.

 

 

 

 

 

 

 

 

 
 

Workplace culture is alive in every organization, 
but does it exist as leadership intended? Is it  
described consistently at all levels inside the  
organization? Over the years, company culture 
is often taken for granted, with leadership not  
realizing how important it is to employee morale, 
quality of work and profitability.  

Culture cannot just be a sign on the wall and 
bullet points on a website saying what your or-
ganization stands for. Great companies have 
solid, consistent culture infused throughout the 

entire organization, starting with leadership and 
including every employee. 

Culture is what makes or breaks a company.  
A culture transformation must involve all  
levels of the organization. Today’s workforce  
includes multiple generations trying to get 
along, communicate and bridge the technol-
ogy gap, and sometimes it is a hurdle. Newer 
generations want more NOW. They are used to 
speed; and the more automation and technol-
ogy we see, the greater the gaps will become. 

Our future workers will be: 
• Even more tech-savvy. The future work  

force doesn’t know life any other way.  
• Socially conscious. Workers expect their  

companies to support social causes. 
• Ambitious. Quicker promotions, team  

collaboration, agility as a norm. 
• AI. The big unknown. Scary for some. Thrilling 

for others. A game-changer regardless.

What happens in the white space  
between objectives and results?  
1. The defining of the organizational  

structure.  
2. The hiring with intentions to meet specific 

objectives that yield intentional results.  
3. Are leaders continually inspiring their 

teams, the individuals that will keep the 
organization growing in both sales and 
profits? Is your talent being optimized?

        LEVEL 0  

Our culture is negatively impacting performance 
and engagement. There’s an attitude that cul-
ture doesn’t matter, and/or there are inconsisten-
cies between what’s said and what’s done.  

        LEVEL 1 

Our culture is clearly defined and communi-
cated, and cultural fit is seen as an important 
contributor to individual and collective success. 
We evaluate behaviors relative to our culture.  
 

        LEVEL 2 

Strategy is a lens through which we view our  
organizational culture. Cultural analytics are  
reviewed at the senior levels of the organization, 
but culture is still seen as an HR task.  

        LEVEL 3  

Our culture maximizes employee engagement, 
and all members of the business are responsible 
for cultural alignment and preservation. Culture 
is transparent, discussed often and reinforced. 



Who Needs a Culture Inquiry?
Probably You!

If your business has people, chances are, you have people problems.  
If you have people problems, you need a culture inquiry. It’s that simple.

I’ve worked with businesses with 10 people, and I’ve worked with organizations with 25,000 employees. 
The process I use is just as effective with one person as it is with a million. Often I work with organiza-
tions nationally and internationally that will bring me in to work with a specific department or division.

www.PremierRapport.com                                                                                                                                  Culture Matters  |  4  

to Get and Keep Your 
Culture on TrackTHREE STEPS

STEP 01 
CULTURE INQUIRY 
The one thing you  

haven’t done – start here!

STEP 02 
CERTIFICATION CULTURE  

Now that you are back on track 
and your real-time remodeling  

is underway or complete –  
it is time to move into the  

preventative maintenance phase.

STEP 03 
ONLINE MEMBERSHIP 

Become a member today:  
Culture Curators in  

Conversation, the online 
community that shows up 

daily, just like you do.

Workplace 
culture is the 

petri dish of business. 
What is yours  

growing?
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Continued from Page 4 – Three Steps to Get & Keep Your Culture on Track (Step 1)

Here are some other indicators that you may need a culture inquiry: 

• Problems with a particular manager;  

• Turnover in a department or division; 

• Hard-to-fill positions – Even though we are in an employee-driven economy and the Bet-
ter Business Bureau says unemployment hasn’t been this low since 1969, don’t let this be 
an excuse for why you can’t find great employees; 

• Fast growth – Make sure that what got you to where you are will work in the future; 

• A business downturn – Determine what is holding you back; 

• A merger or acquisition – A culture change can wreak havoc on an organization.  
Make sure everyone is on board.

Shelley, thank you again for speaking last week. You did a 
phenomenal job! 

– DAVID GORMAN, DISTRICT HUMAN RESOURCES  
MANAGER, THE HOME DEPOT

In short, a culture inquiry can  
help you identify the pain points 
around strategy, execution and 
cash that relate to people. Any 
company or department or unit 
seeking greater profits, inclusion, 
retention, engagement, client 
satisfaction and experience, and  
employee experience should 
have a culture inquiry.  

You should bring me in as an  
outside consultant because I  
provide an unbiased view of  
your data and your employees’ 
perspective. I tell you what you 
need to hear, not what you want 
to hear.  

Ultimately, that’s how you will see 
your bottom line improve. 
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What do you do to get ready for a culture  
inquiry? 

Well, the process is like having a baby,  
because something wonderful and new is 
about to happen, and it will bring a lot of 
change to your business. And there’s a lot of 
work involved, both on your part and mine.  

FIRST, I analyze data points that you and 
your team have collected. I provide you a list 
of data that I need, including items such as 
employee turnover and retention, termination, 
employee surveys, customer retention, cus-
tomer satisfaction, and profit and loss statis-
tics. I also consider your mission, values and 
culture statements. What do your data tell me 
in black and white?  

NEXT, I talk to your employees. I lead 
small group discussions, mixing up the differ-
ent team levels, and hold some one-on-ones; 
and I confirm what the employee surveys and 
the data have revealed. What do employees 
say when I ask them what success looks like?  
Is there unity in the community? I see where 
we have consistency and determine your 
biggest opportunities so we can focus on  
the 20 percent that will get you the big win.  

FINALLY, I meet with the executive team 
and the board of directors. I present my 
findings to the decision-makers, and we talk 
about the results and what we measured.  

We talk about what we observed, how we  
observed it, as well as the conversation from 
the groups. We pick up on things that you miss 
because of internal blind spots.   

I present recommendations to remedy the  
problems we have found. At this point, you   
have the opportunity to use the information  
to improve your organization by addressing 
the top-of-the-list items we have uncovered.  

What you decide to do next is up to you. You 
may decide to work on them yourself, or you 
may want me and my team to come in and 
help you implement phase two, a culture  
correction. Regardless, I hope you don’t just 
file the report and pledge to do something 
about your issues “someday.” 

Depending on the size of an organization  
and the scope of work, a culture inquiry will  
take from three to five days. As a consultant,  
I don’t believe in spending months and 
months in an organization analyzing data just 
to run up a huge tab. I want to quickly help 
you find your blind spots, develop strategies 
and install processes to put more cash on 
your bottom line. I’m all about action and 
transparency. 

Call me for your culture inquiry 
and I’ll deliver great results 

for your organization.  

(757) 897-8644 

When you’re expecting a baby, you buy baby furniture, 
paint the nursery, take special birthing classes and visit the hospital.

Culture Inquiry
When You’re Expecting a



7  |  Culture Matters                                                                                                                                   www.PremierRapport.com

Now that you are back on track and your real time 
remodeling is underway or complete – it is time to 
move into the preventative maintenance phase.

Move from Theory and Dreaming 
into Practicality…forever

Certified Professional Culture Curator

You will leave with tools, know-how and the  
support you need to consistently drive successful 
workplace culture going forward. You will know 
why to shift, when to shift, how to shift and  
measure the shift to always stay on track. 

In this interactive training, you benefit from three 
full days among like-minded workplace culture 
leaders – from individual practitioners to 

founders and every manager and leader in  
between. You will gain the knowledge and  
one-on-one feedback from the system creator, 
Shelley Smith. You will also hear from peers in  
the room as they share challenges, solutions  
and insights for a truly collaborative approach  
to workplace culture intentionality. 

During this three-day experiential program, 
you will learn the system (ACC), the method (IMPACT) and the processes 

(EEM & AWC) to your active, fast-paced, sometimes toxic world.

WHO SHOULD ATTEND 
We welcome and encourage any individuals to become Certified Professional Culture 
Curators. You will find this program especially beneficial if you are responsible for driving 
your team, your strategies, the execution, the profit and of course your workplace culture.

Our most frequent attendees are: 
• Senior executives, all disciplines 
• Mid-level managers, all disciplines 
• Entry-level supervisors, all disciplines 

• Change leaders 
• Project managers 
• Practitioners, all disciplines 
• Organizational professionals

Continued from Page 6 – Three Steps to Get & Keep Your Culture on Track (Step 2)
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• Understand exactly how the ACC System® will 
improve your organizational results 

• This understanding will equip you to eliminate 
stress, getting at every root cause before 
placing a strategy in motion. 

• Know how to apply research-based IMPACT 
Model™ methodology to any future situation. 

• Never again miss steps in fully executing your 
strategies. 

• Apply the ACC System® in real time during 
your three days to an existing situation. 

• Are you lost, not sure where to start, this three-
day program will bring your opportunity to  
life as well as leave with next steps. 

• Be fluent in the anatomy of workplace culture 
framework. 

• Never again get stuck in the stress and  
firefighting mode, always know where you  
are and what you need to do next. 

• Be able to confidently explain the value of 
workplace culture ROI to your peers and  
leaders. 

• Never again struggle with business case 
preparation. 

• Gain certification as a Professional Culture  
Curator and get access to ongoing support 
from the founder and like-minded peers in the 
Culture Curators in Conversation Membership. 

• Walk away with a toolkit, tips, resources,  
a community of like-minded professionals  
and other experts for ongoing support and  
reinforcement to cultivate your workplace  
culture. 

• Know how to apply ACC System® to facilitate 
individual change. 

• Never again struggle with change, pivots and 
creating buy-in.

LEARNING OBJECTIVES 
At the end of this 3-day training experience, you will:

I had the pleasure of spending a few days working with Shelly  
mapping a strategic plan for our organization. The outcome was 
beyond what myself and our C suite had hoped for; we plan on 
bringing Shelly back for more training in the near future. 

– DANIEL BERG, PM SERVICES
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Keep the flow and the conversation going.

Regardless of industry, title or com-
pany size, the Culture curators can 
provide you the resources, training 
and tools you need to improve  
your corporate culture and expand 

connections. When you join the 
Culture Curators, you’re doing  
the best possible thing for your 
company, your employees and 
your future.

Become a Member today: 
Culture Curators in Conversation, the online  
community that shows up daily, just like you do.

Continued from Page 8 – Three Steps to Get & Keep Your Culture on Track (Step 3)
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I wanted you to know that everyone around me today at the 
meeting said that (Shelley is awesome!) off and on throughout 
the entire meeting and that’s something that you should know 
about! You truly are great and we are all so lucky to have you as 
one of our friends and business partners!  

– KIM LOFTIN, WELLS FARGO

Immediate Access to  
• Turnover Calculator helps you determine the financial toll that turnover is taking  

on your company. Time spent distributing job listings, interviewing candidates, hiring,  
onboarding, and training new employees adds up. 

• ROI Calculator quantifies the financial cost of disengagement. When employees are 
not trained, treated with respect, given clear expectations/goals or excluded from key 
decisions, they disengage. 

• How to Avoid Culture Big Fat Failures (BFF) is Shelley’s latest book. 

• Employer Tip Sheets contain a plethora of information for leadership and management.  

Daily and Weekly Benefits 
• Culture Hackers Private Facebook Group is always open, 24/7. Gain access to the 

community for real-time networking, group discussion and constructive guidance. 
Join the community and hack your culture, while making valuable connections. 

• Career Coaching by Kaila Kea includes personalized strategies for success, as well  
as numerous guides, workbooks and resources. 

• New and innovative resources available to you as a member include strategy and tips 
sheets, how tos, new apps, recent articles, advanced tools, day-to-day communication 
with Shelley, Business Hour videos and more. 

Monthly Value  
• Monthly webinars feature topics from Shelley’s professional escapades as she  

travels for keynote speaking events, culture inquiries, Predictive Index consultations, 
teambuilding exercises, networking events, corporate expos, and so much more. 

• Featured call-in-days give you a chance to ask Shelley your questions one-on-one,  
via phone, Facetime or Google Hangout. 

• Shelley’s video library is full to bursting with general advice, specific tip and leadership  
observations.
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The Capacity Myth
A Culture Inquiry Will Help You  

Get Your Company’s ‘House’ in Order

Once upon a time, Judy and Stan began build-
ing a house. They bought some land, then hired 
carpenters, plumbers, electricians and roofers, 
and paid them to build a house.  

Judy and Stan checked on the progress daily, 
urging the team to work hard, because they 
wanted to move into their new home as soon  
as possible. But it was clear that there were  
problems.  

The owners had wanted the house built on a 
crawl space, but since there were no plans, the 
team built it on a slab. In their haste, the carpen-
ters installed walls before the electricians and 
plumbers could complete their work, and the 
walls had to be torn out and redone, needlessly 
increasing costs. The roofers paced, while waiting  
for everything to get done so they could begin.  

Stan confront the team  
about the issues, saying,  

“I hired you as com-
petent people to 
build our house. 
Look at the  
mess you’ve 
made!” 

The team  
members squabbled, 

blamed each other and took 
no responsibility. 

“It’s not our fault,” said the 
plumbers and electricians. 
“It’s the carpenters’ fault!” 

“It’s not our fault, we’re working as hard as we 
can!” said the carpenters.  

“It’s not our fault,” said the roofers, “We can’t 
even do our job yet.” 

If this little parable sounds vaguely familiar, it 
should. It’s similar to the workplace culture in 
many businesses I encounter as a consultant.  
No plan, no foundation, no clear expectations, 
bickering, little communication and feedback – 
but everyone is busy, busy, busy! And in the end, 
the outcome is disappointing to everyone and 
nobody understands what the problem is. 

One of the objections I frequently hear about  
why a company doesn’t want to perform a  
culture inquiry is that it the team is “at capacity” 
or “just too busy” to take on another task or  
program. I hear you.  

But that’s exactly why you need a culture inquiry. 

No, this isn’t double-speak. Most companies are 
working harder than ever. Teams are overloaded. 
They are asking for more FTEs to accomplish 
everything that leadership is asking from them. 
Managers are stressed out. Employees are  
disengaged. Sick days are through the roof. 

You’ve probably even paid consultants who have 
sold you “solutions” in the form of new software, 
hardware, training, processes, office space or 
other “one-and-done” answers.  

None of it worked. It just made things more  
complicated. And less profitable. 

So, you’ve decided that the only thing you can 
do at this point is push your team to be more  

Continued from Page 8 – Three Steps to Get & Keep Your Culture on Track (Step 3)

STAN
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productive – to be busy, busy, busy! Yes, you  
realize you’re going to lose some of your best 
people because of your approach, but what 
choice do you have?  

There is a better way — one that will not add 
more to your team’s workload, in fact, it is likely  
to decrease it. And my clients have found that it 
saves an average of ten times the cost of my 
consulting fees in the first year. That’s profit  
that goes directly to the bottom line.  

Just like with the house-building example, what 
you really need is a customized plan that fits  
your business. Off-the-shelf remedies don’t work.  

Some leaders read a book by a management 
guru or attend a conference and think they have 
found the answer to their business woes. But then 
when they implement the guru’s ideas, they find 
their idea doesn’t work. That’s because every 
workplace is unique, and there is no “one  
answer” that works for everyone.   

Other leaders hire consultants that offer remedies 
for aspects of the business, but the consultants 
don’t look at the business as a whole and how the 
parts function together. For example, you may 
think that what your business needs is new brand-
ing and fancy marketing materials, so you hire an 
expensive ad agency to make you look “pretty.” 
While marketing is important, it won’t fix funda-
mental problems in the company and help you 
become profitable until you address them. That’s 
like hiring a decorator for your house when the 
roof leaks and termites have eaten the flooring.  

A culture inquiry is different. First, we analyze the 
workplace in real time, while the business contin-
ues as usual. It doesn’t require work stoppage. 
Second, we consider data points from your  
business to diagnose your problems – we don’t 
just present a solution that has worked for some 
other company, because the root problem is  
different for every company.  

Our recommendations to correct your culture  
do not add “layers” of priorities to an already  
full plate. In most cases, our solutions streamline 
operations and often eliminate needless activity. 
A culture correction, or implementation phase of 
the inquiry, resets the processes and priorities by 
making the most profitable changes in your  
environment that will yield the highest returns.   

We’ve found that employee engagement  
increases by 5 to 10 percent and employee  
satisfaction increases by 15 percent in the first 
year after a culture inquiry and implementation. 
Happy employees result in fewer turnovers – 20  
to 60 percent less in the first year – and higher 
production – a 30 percent increase.   

Correcting what’s wrong with your company  
culture is unlike any other solution you have tried 
to make it profitable and healthy. We don’t tinker 
around the edges, we give your business a  
complete makeover by dealing with long-term 
systemic problems that are holding you back.

Employee 
ENGAGEMENT 
Increases 

Employee 
SATISFACTION 
Increases 

HAPPY EMPLOYEES 
Result in Fewer  
Turnovers 

PRODUCTION 
Increases

in the first year after a culture inquiry and implementation.

5 to 10%

15%

20 to 60%

30%

Profits to Your Bottom Line

Isn’t it time you got 
    your house in order?
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How I Moved from Someone 
WITHOUT a College Degree 

to a University Creator

After all, nearly everyone I consult with has at 
least a bachelor’s degree, and many have  
advanced degrees. So who am I to give advice 
to those running multi-million and billion-dollar 
companies? 

These are the questions I’ve found myself asking, 
even as I set up university programs for various 
companies around the country. Clearly, I have a 
stigma firmly planted in my mind, placed there 
somewhat by others and their biases, but mostly 
by me. Others don’t criticize me any harder than 
I do myself. However, I have chosen not to live 
in a box, but rather free myself of boundaries 
and see the possibilities.  

Dave Thomas, founder of Wendy’s and a  
high school dropout is quoted, “You earn your 
reputation by the things you do every day.” 

MY OWN PATH 
I finished in the top five of my class in Indiana, 
but I never filled out a college application. Why? 
I’m not sure. My older sister went to college, but 
it wasn’t stressed for me to go. I just wanted to 
get at my life and make my stamp. It wasn’t 

about being driven – it just wasn’t for me at the 
time. I still have no desire. 

In my early days, I was often asked where I 
went to school, but not so much anymore. 
People just assume I did. What is different now  
is my age, I assume, but more of it is the things  
I have accomplished despite my “lack of higher  
education.” Don’t get me wrong – I value  
college education. I have three kids, two of 
whom are now in college, and my youngest  
will attend when it’s time. 

But my education was no less valid, even 
though I obtained it outside the classroom.  
In fact, it is BECAUSE of my educational path — 
achieved while working my way from the ground 
up in various industries —  that has created such 
demand for my consulting work.   

I have not built a consulting business on  
academic theory or communication strategies 
that I learned from a professor. I didn’t have to 
learn how to motivate employees at various  
levels within an organization from a world-
renown coach. And I didn’t have to be taught 
the importance of a company’s culture. I lived  

For years I have beaten myself up for not having a college degree, 
and I have been embarrassed at times to admit it.

“You earn your reputation 
by the things you do every day”.  

  – DAVE THOMAS, founder of Wendy’s
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each of these roles, and it has been THIS experi-
ence that has proven the most profitable of all. 

Talk to any corporate leader and you’ll hear  
a story about the shortfalls of today’s MBA  
programs, especially in terms of the real-world 
needs of companies in a global marketplace.  
In recent years I have emphasized the need 
for—and demand for—a more broadly  
educated business student. We need leaders 
who are gifted with critical thinking and a global 
perspective to excel in this competitive  
environment. 

In some cases, corporations may have already 
decided that graduate business education in 
America is too bloated and bureaucratic to 
compete effectively, and that only by establish-
ing their own graduate and executive business 
programs can they find and mold the right  
employees to fill jobs and take the reins of  
leadership. 

MY EDUCATION 
My own education began by watching my  
parents run their businesses and work for others. 
My education continued as I ran side businesses 
and worked multiple jobs to support myself. I 
learned first-hand through my years with Marriott, 
then by working for other owners as their second-
in-command, and now in the past decade 
while running my own business. I learned my  
lessons, not while sitting in class, but through  
experience and life, both good and tough.  
I love books — I read all the time. I research; 
watch others; stay up on the local, national 
and global events; and of course, study  
my craft. 

So who cares if I didn’t go to college! Now I  
am creating universities for my clients inside their 
walls despite not having that piece of paper. I 
am teaching my clients to apply the principles  
I have learned for creating authentic and pro-
ductive work environments where every individ-
ual can reach his and her true potential. While 

my own educational path doesn’t mirror that  
of the “typical” C-Suite executive, it is no less 
valuable and it is exactly what I am now called 
upon to share and teach to others. 

No, I don’t have a college degree, MBA or PhD, 
but rather a degree in life, and that doesn’t 
stop me. I bet many of you have a similar story. 
Don’t have regrets – share your experience and 
knowledge from your degree in life. 

DEGREE OF LIFE 
Through my degree of life, I have created a  
system (ACC), a methodology (IMPACT) and   
two processes (EMM and AofWC). These all 
come to life in the universities I create (cus-
tomize) for companies and for my Certified  
Professional Culture Curator program (CPCC). 

The perspective I bring is from a person who  
has worked her way from line level, to mid-level, 
to senior level and, finally, to an owner. The  
universities represent an understanding of a 
company’s goals, mission, vision, values and, 
most importantly, its workplace culture. 

I ask a lot of questions. I dig into intentions, 
measurements, processes, accountability,  
collaboration and timelines to make the magic 
happen. The magic shows up in greater  
retention and engagement; fully executed 
strategies; improved work flow; and teams  
with agility, accountability and low turnover. 
Companies that get “it,” understand the cash 
(profit) come from their people. They don’t just 
talk about succession planning, engagement, 
culture and retention – they live and breathe it. 

RESULTS DRIVEN 
I am a simple person, not a stuffed shirt. I speak 
easily and transparently. I deliver results you can 
depend on. I don’t mince words. Companies 
hire me for the results they have heard I deliver. 
They recommend and rehire me. It no longer 
matters what school I graduated from, but  
rather that I consistently perform.



STOP THINKING LIKE A  
SOLOPRENEUR 
I challenge you to stop thinking like a solopre-
neur – it will hold you back. Even investors look at 
culture before investing. I challenge you to look 
beyond today, think about the future of your or-
ganization and start curating your culture now. 
You might be the captain of a 36-foot-yacht 
now, but before you know it, you are at the helm 
of your very own Titanic. 

The sound of turnover is an example, but com-
pany culture goes beyond turnover. In a small 
business, every position is a sales position. Are 
your people championing your work outside of 
business? Do they ever come to you and say, 
“Hey, I need you to meet this person – they 
should be a client?” If not, this, too, is a culture 
problem. 

Is the point becoming clear to you now? 

PEOPLE FLOW = CASH FLOW 
We aren’t talking about cash-flow forecasting 
best practices, we are talking people-flow best 
practices. Is the culture in your company taking 
you to the bank and robbing it? Or is your culture 
making deposits? 

The goal is to create a culture that focuses on 
the needs of your company. To do this, you  
must set role expectations, hire employees to 
align them with goals and motivate them to 
stay. When they stay, they become efficient,  

15  |  Culture Matters                                                                                                                                www.PremierRapport.com

The Cash is in the Culture

There is nothing wrong with spending your cash on marketing, but what about the cash that comes 
and goes depending on the culture your company has created? Is your company culture creating 
cash or is it creating something else – that nonproductive sucking sound of cash leaving your bank 
account? I call that the sound of turnover.

If you are a small business owner, running a tight ship, 
looking for more cash, wearing multiple hats, then listen up.

“Take care of your employees 
and they will take care 

of your customers.” 

– BILL MARRIOTT



productive and yield high returns. When they 
leave or treat your customers contrary to your 
expectations, it costs you money. 

Does your culture build compatible compo-
nents in its team members? Is each member 
clear on expectations, trained to meet expecta-
tions and motivated daily to reach those expec-
tations? Do they know what success in their roles 
look like? Do they understand how each are 
aligned with the success of the mission and  
vision of the company? 

Does your culture speak to potential  
employees? Are your open positions easily  
filled because your reputation makes your  
company a highly sought-after place to work? 

COURAGE 
Pivoting a culture takes courage, requires clear 
and intentional communication and team  
involvement. Getting it right helps with long-term 

cash predictability. Strong cultures command 
and drive processes that get everyone on 
board. They create agility, top performers  
and an ownership mentality. 

Discovering the culture your company needs  
to thrive takes tapping into talent with skills and 
behaviors aligned to the mission and vision of 
the company. Understanding that your culture 
matters is a sound strategy that cannot be  
ignored. 

If you are looking for cash, look at your  
company’s culture. How much time are  
you spending hiring, firing, resolving conflicts, 
firefighting and working in the business instead  
of on the business? Are you developing your 
people or are you caught in a schedule that is 
controlling you? It’s time to create a culture that 
will put more cash in your account and increase 
your company’s valuation. 
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FOR MORE INFORMATION 

My name is Shelley Smith, your Culture Curator. A  
company's culture can make or break the long-term 
success and overall profitability. Your employees  
must be aligned with your mission, vision and values. 
Their behavioral needs must be congruent with the 
needs of your culture and motivated to those needs 
daily. If you would like to know more about this 
process of inquiry please contact me directly at  
Shelley@PremierRapport.com or visit me on my  
website to learn more www.PremierRapport.com. 
Calling all Culture Curators to join the conversation. 
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THE SYSTEM:  
Analyze, Curate, Create (ACC)
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Increase profits by 8-15% in one year or less 
What you are looking at to your left is the system I have developed to help small 
to mid-sized companies find the capacity to increase profits by 8-15% in one 
year or less without wasting time and valuable resources. 

It is called the ACCTM system.

If you start at the top of the diagram you will notice I have Anatomy of Your Workplace 
Culture (details on pages 20), this is the framework itself. AoWCTM

The reason I start here and why this is impor-
tant is because…when you think about 
anatomy, we typically think about the  
structural parts of an organism and how  
they relate to each other. 

But what most business leaders don’t  
realize until it is too late, is that there is  
an Anatomy, or specific make up of their 
Workplace Culture in particular and this is 
separate and district from organizational 
structure.

In the middle of the ACCTM diagram you will find the process called Employee Empathy 
Mapping (details on pages 20) – the process itself, EEMTM.

As you will read on the pages to follow you 
will begin to better understand the needs  
of your team and clarity around your  
employee value proposition. This under-
standing will begin to get at the heart of  
attracting top talent and retaining them. 

When this clicks for you, you will be able  
to make the real time adjustments in your 
organization that give you the capacity  
to achieve the business objectives and 
overall results you intended.

In summary, in the pages to come you will read the breakdown and explanation of the 
entire system itself. These are the overall steps of the ACCTM system. ANALYZE the Climate, 
CURATE the Culture, and CREATE the Outcomes. The system includes the process EEMTM, 
The Framework, AoWCTM and the method itself, IMPACTTM.

For example if you are experiencing turnover, hard to fill positions, lack of sales, poor  
quality, hard to change or implement new process, lack of agility to name a few –  
these are likely because you haven’t had the bandwidth or another set of eyes to help 
you properly Analyze, Curate and Create – this is why the IMPACTTM portion of my process 
will help you look at the six steps in my method that help you get and stay focused 
through each and every business objective to reach your desired results.
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o  Which one best describes your organization? 

o  Which one best describes your team? 

o  Which one did you envision you would be a part of? 

o  How do you recruit the right behaviors to motivate 
and be congruent to your culture, mission, vision, 
value and culture statements? 

1. Academy Culture 

2. Normative Culture 

3. Pragmatic Culture 

4. Elite/Athlete/Clan Club Culture 

5. Baseball Team Culture 

6. Fortress/Sales/Market Culture 

7. Hierarchy/Tough Guy Culture 

8. Process Culture 

9. Progressive/Nomad/Bet Your  
Company Culture 

10. Comrade Culture 

11. Horizontal Corporate Culture 

12. Agile Culture

Culture by Design 
12 – Organizational Culture Types

I am always impressed by the understanding that Shelley has of our culture  
and the leadership/development needs throughout our organization. Shelley is 

very quick to connect and offer processes that assist in our strategy development 
as we continue to move our talent management programs forward.

12

– KEN KOVACH, SVP of HR, B.F. SAUL COMPANIES & SAUL CENTER INC.
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THE STRATEGY:  
Employee Empathy Mapping (EMM)

Bestselling author Simon Sinek says real leadership is about empowering others to accomplish things 
they didn’t think possible, and that exceptional organizations “prioritize the well-being of their people 
and, in return, their people give everything they’ve got to protect and advance the well-being of 
one another and the organization.” To do this, leaders must empathize with their employees.
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              SEEING: Action 
                   • Tasks 
                   • Congruency 
                   • Training and development 

The action employers take are in direct  
relation to what the employees see and  
how they describe the employer’s actions.  
Do the words and actions match? What tasks 
are employees assigned? Are these tasks 
congruent with their own behavioral strengths 
and motivational needs, as well as their abili-
ties? What type of training and professional 
development does the company offer?  
What actions does the employer take to  
develop team members?

              FEELING: Thinks 
                   • Happy to be here 
                   • Workplace building tools 
                   • Office layout 
                   • Attire 
                   • Design 

How do the things employees see make them 
feel? How was the office environment/layout 
and exterior designed? Are the right tools in 
place for employees to accomplish their jobs 
in the optimal way? Is the uniform policy con-
gruent with the environment in the organiza-
tion and conducive to employee 
recruitment?

              SAYING: 
              Behaviors/Habits 
                   • Happy to be here 
                   • Workplace building tools 
                   • Office layout 
                   • Attire 
                   • Design 

What do the behaviors of top performers say? 
First managers must clarify the job character-
istics, then look at top talent. How do they best 
communicate? Are they socially oriented or 
task oriented? More tellers or sellers? How do 
they connect with teammates and clients? 
Are they quick to connect with people and 
things or do they need more time to con-
nect? How do they interact? Are they formal  
or informal? When it comes to risk, are they 
risktakers or risk adverse? Do they push the 
process or does the process push them?

             HEARING: Think 
                   • Meetings 
                   • Support 
                   • Feedback 
                   • Recognition 
                   • Rewards 

What do employees hear from leaders and 
what do they think? What kind of meetings do 
managers hold? How focused and intentional 
are they? How do managers support staff—
collaboratively or authoritatively? When  
managers give feedback, is it immediate,  
ongoing, two-way or only annually? Are  
managers rewarding good behavior aligned 
with the organization’s mission, vision, values 
and culture statements? How would employ-
ees describe rewards and recognition within 
the organization? What type of rewards  
motivate them?

Continued from Page 20 – The Strategy: Employee Empathy Mapping (EMM)
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   DOING: Structure and process 
    • Communication 
    • Say and do match 
    • Training development 
    • Accountability 

How does the organization handle structure and process? How does it set boundaries 
and rules inside the organization? How would employees describe the communication 
process or strategy? How would employees describe the culture regarding accounta-
bility? Is it a culture of accountability or one in which tasks are delegated but then 
managers “move on” without holding anyone accountable? Does training come  
first when new processes and structures are rolled out?

Some Important Questions 

Managers should ask themselves these questions and also ask them of other leaders. Actions speak 
so loudly, employees will not hear words. The written words of a handbook must come alive in daily 
actions. Culture should not happen by accident. Culture must be daily nurtured by everyone, begin-
ning with owners and leadership. How leadership shows up daily forms everyone else’s habits. If 
leadership doesn’t rise, then others will rise, and leadership may not like what it sees, feels and hears.

o What actions are taken daily? 

o What structures are in place and/or  
missing? 

o What checklists are in place or missing? 

o What do employees think when they  
arrive at work? 

o How are their motivational needs being met? 

o How are the individuals’ behaviors  
fitting to the needs of their jobs? 

o What are they reading online about their 
company? 

o What do they tell their family and friends 
about the company they work for?  

Employee mapping lays the groundwork for  
further steps in the process of shifting the  
company culture. It can also be used as a  
follow-up tool to discern the effectiveness of  
tactics teams decide to launch aimed at  
making meaningful change in the company  
environment.

Continued from Page 21 – The Strategy: Employee Empathy Mapping (EMM)
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THE PROCESS:  
Anatomy of Workplace Culture (AoWC) 

Shifting a workplace culture means keeping employees at the center of the process and involving 
them at every step. Changing a culture cannot be done by management policy – it must engage 
every member of the team to be successful.
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AUDIT AND ANALYSIS
After employee mapping is complete, the next step is to complete a quantitative and qualitative 
audit and analysis. Many of these data will come from payroll, and others will come from the profit 
and loss statement. It’s important to benchmark an organization so that the impact of making 
changes can be measured, otherwise there is no basis for success. 

Some typical metrics that might be included in such an audit include:

• Turnover 
o  By department, unit or division 
o  By time in position 
o  By manager 
o  Number of open positions per year 
o  Time to fill 
o  Cost to fill 
o  Cost of overall employee acquisition 

• Retention 
o  By department, unit or division 
o  By position 
o  By manager 

• Customer retention by each business  
operation unit 

• Performance reviews 
o  Average scores by unit 
o  Average scores by position 
o  Average scores by manager and direct  
    reports 
o  Average scores by competency 

• Top 

• Bottom 

• Average 

• Assessment data 
o  Behavioral 
o  Cognitive 
o  Emotional Intelligence 

 
 

•  Exit interviews 
o  Top reasons 

•  Stay interviews 
o  Top reasons 

• Why did you join? 

• Why do you stay? 

• What has been your most memorable day? 

• Describe the culture 

• Termination data 
o  Top three reasons you terminate 
o  Length of time in position 
o  Length of time in company 

• Surveys 
o  Employee opinion results 

• Top three 

• Bottom three 

• Employee satisfaction results within an  
opinion survey 
o  Employee culture results from a culture  
    survey 
o  Fits and gaps in words to mission, vision, 
    values, culture statements 

• Employee engagement results from an  
engagement survey 

• Customer satisfaction results from a  
customer survey 
o  By division or unit
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THE CHECKLIST
When analyzing the data, determine what is 
missing and develop a checklist for putting 
these things in place. This will become the  
action items and the tactics for moving  
forward to shift the culture. 

For example, perhaps an organization has a 
high turnover rate in a particular department but 
doesn’t understand why. It may be onboarding 

and training those employees correctly, but the 
accountability and feedback pieces are miss-
ing. Eighty-percent of a manager’s time should 
be spent daily mentoring, leading and develop-
ing in some way, and if that isn’t happening, 
there is a deficit. It becomes the basis for a  
tactic to shift the culture.

THE TACTICS 
Some potential areas to consider when developing tactics to shift company culture include:

• Orientation length and quality – How is it  
correlated to exit, stay and termination  
reasons? 

• Manager involvement – How much of the 
managers’ days are spent in coaching and 
mentoring? 

• Length and quality of onboarding –  
Orientation is a part of this, but extends into  
informal, ongoing feedback by manager  
and staff. 

• Communication – What is the quality and  
preferred methods, both formal and  
informal? Is it adequate? 
o  Frequency 
o  Avenues 

• Training – Are employees getting what  
they need individually vs. everyone getting 
trained as a group? 
o  Frequency 
o  Focus, outcomes 
o  Participation 

• Company-wide 

• By unit 

• By manager direct-reporting team 

• Business goals 
o  Are they aligned with company strategy? 
o  Are they documented? 
o  How are they tracked? 
o  How is accountability measured? 
o  How are employees rewarded and  
    recognized? 

• Company culture statement 
o  Many companies have mission and vision 
    statements, but not a company culture 
    statement – need to have one in writing. 

• Focus groups – Used for manager feedback 
and also to measure success of tactics. 
o  Small groups – Five to 10 people at  
    different levels of the organization. 

• Executives 

• Middle managers 

• Entry supervisors/high potentials 

• Positions by teams 

• How often does the manager schedule  
one-on-ones? Necessary for coaching and 
mentoring individual employees.
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ACCOUNTABILITY
It’s important to start with small changes to give 
employees confidence that they can be suc-
cessful and have an impact. Too many goals 
can be overwhelming and difficult to manage. 

Working from the tactics generated by the 
checklist, a company decides on its most  
important goals to tackle. This is where the  
company develops SMART goals (Specific, 
Measurable, Achievable, Results-focused  
and Time-bound) based on the data collect- 
ed earlier. Employee teams are then formed  
to work on each goal. 

Next the teams create and complete tasks to 
accomplish their assigned goals over an agreed 
timeline. After the tasks are implemented, focus 
groups determine the effectiveness of the solu-
tions. The focus groups may find that further  
refinement is necessary, in which case the 
teams make adjustments to the plans and  
implement those, or if the plans were successful 
in meeting the objectives, the focus groups  
approve the teams’ work. 

Here is one example: Perhaps improving internal 
communication is a company or division goal 
identified as a need through data. A team 
might decide to implement an employee 
newsletter. After the newsletter has been pub-
lished for three to six months, a focus group  
assesses whether the newsletter has improved 
communication and met the goal set by that 
team. If so, the newsletter will continue. If it 
needs to be tweaked, recommendations will  
be made to improve it. If the newsletter has 
failed, it will be discontinued and a different  
tactic implemented. 

Accountability, follow-up and communication 
are key to success. That is why many organiza-
tions find it difficult for internal staff to handle  
a culture shift alone and chooses to work with  
an outside consultant who can set priorities  
and keep the process moving along at a  
reasonable pace without stalling.

It’s important to  
start with small 
changes to give  
employees 
confidence that 
they can be  
successful and 
have an impact.
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The discovery process, used to assess a  
company’s strengths and opportunities, gets  
to the root cause of any issues a business is  
having. Finally, the implementation of the 
model establishes new processes or more 
clearly defines systems while further developing 
the team’s talent. Leadership, teamwork and 
accountability add up to decrease turnover 
and increase ROI.

THE MODEL:

Premier Rapport has developed a highly  
effective organizational design model called 
I.M.P.A.C.T. Leadership™ that has helped CEOs, 
executives and HR departments around the 
country take control of their companies. It is  
the bedrock behind the process outlined 
above.
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INTENT AND INCLUSION 
Being clear about the why, the how and the 
plan. Next level above engagement; being 
included within a group; a part of the team, 
process, organization and goals. 

MEASUREMENT 
Establishing what success and the return on  
investment look like. Using current data, tracing 
new data and measuring it every step of  
the way. 

PROCESS AND PERFORMANCE 
Establishing a series of actions and steps to 
achieve the tasks and overarching goals.  
Providing feedback, pivots and development 
every step of the way. 

ACCOUNTABILITY 
Establishing and executing goals together, using 
all resources internal and external to achieve 
quicker results and impact. 

COLLABORATION 
Establishing and executing goals together, using 
all resources internal and external to achieve 
quicker results and impact. 

TACTICS 
Breaking down the vision to the strategy, then to 
the actionable steps, to make it all happen.

Resources with Premier Rapport, Inc. 
& Strategic Partners 
Culture Curator Professional Certification

• Behavioral & Cognitive Assessments 

• Emotional Intelligence (Expert Source) 

• 360 Assessments 

• Employee Engagement Survey 

• Employee Satisfaction Survey 

• Culture Inquiry 

• Team Dynamics 

• Five Dysfunctions of a Team 

• Predictive Index 

• Leadership Workshops 

• Executive Coaching 

• Keynote Speaker

• Author, five business books,  
   Including:  
   • What Senior Executives Should Know About  
      Employee Engagement 
   • How to Avoid Culture Big Fat Failures (BFF)  

CULTURE CURATOR

CERTIFICATIO
N

PR

OFESSIONAL

It includes:



A consultant that listens and provides thought-provoking new angles will challenge you to 
ensure that the solution your seek is actually the one you need. They help you confirm the 
root cause rather than addressing surface symptoms. Welcome the consultant that adds 
to the conversation verses simply taking notes. Some consultants will make THEIR thing  
look like the RIGHT thing. You want a consultant who will ensure you are solving the right 
problem.
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You Should Ask 
Your Consultant 
Before Hiring

Never work with consultants who have not been in your shoes. Insist on working with  
consultants who created their own methods, systems and processes to build their  
brands and create success for their clients verses using others’ methods they have  
been licensed to use through certifications. 

What methodologies do you use? Where do they stem from?1

Agree up front on the frequency and type of communication throughout the engage-
ment. Confirm project time expectations for all parties.

What is your communication cadence?4

What is your background of experience, applicability and  
success outside of higher education and/or certifications?

2

What process do you use to ensure that what I am asking for 
is what I need to solve my concern?

3

Their backgrounds of professional experiences are vitality important for them to fully  
understand your business. This aids them in providing solutions based on experience  
rather than books or conferences alone. 
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Every engagement must provide a return. The consultant should ask about benchmarks 
and dashboards you monitor now, so that she can measure the returns based on your 
benchmarks. I typically provide returns back in FTE equivalents, for example, or reduction in 
turnover in first 90 days. 

How do you establish a return on my investment?5

Training programs should always be customized to your appropriate needs rather than 
provided off the shelf. A great consultant should provide nuanced applications of princi-
ples that meet the speed of business. A great consultant is able to flex to meet your spe-
cific needs, demands and growth opportunities of your individual business.

How do you design training programs?6

Your consultants should give you information you forgot to ask. For example, she might 
ask: What are the top success factors for your type of engagement? What are the top 
items that could derail your engagement’s success? A consultant should always be 
ahead of you, guiding you through your possible blind spots.

What are the top questions we should ask you as a consultant?7

If your consultant is a specialist, be mindful that their solutions may only wrap around their 
specialties. This means that when they hear a problem or get a request from you, they 
may only prescribe something inside their standard tool box. For example, a back doctor 
might only prescribe back surgery, while a family doctor would take a systemic approach, 
considering all the symptoms and recommending blood tests, an MRI and CT scan and 
then working with specialists once the proper diagnosis was made.

Are you a specialist or generalist? 8

Each engagement should include a follow-up/check-in process to ensure your investment 
remains on track. After all, a great consultant WANTS to know how they did.

What is the post-engagement process?9
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ANALYZE 
• Gathered every data point collected, includ-

ing: performance reviews, turnover stats, open 
positions, time to fill positions, stay interviews, 
exit interviews, growth patterns, profit patterns, 
Glassdoor reviews, behavioral patterns, cus-
tomer and employee surveys. This lead to 
trends, gaps, blind spots. 

• Created a dashboard of measurement  
starting points. 

• Held small group discussions at five locations. 

• Held 1:1 with the leadership team. 

• Held 1:1 with CEO. 

 

CURATE 
• Presented summary from black and white 

numbers as well as group and 1:1 discussions 
that confirmed where the organization was 
aligned and misaligned to its mission, vision, 
core value statements. 

• Agreed on benchmark of performance  
indicators. 

• Agreed on two-year strategic talent  
optimization plan. 

CREATE 
• Introduced and rolled out Predictive Index  

System. 

• Created dashboard of measurements for  
ongoing process and results.  

• Created internal university focused on  
succession planning vertically and horizontally.  

• Created culture handbook. 

Property Management
10 Locations • 400+ employees

CHALLENGE 
Organization had a hard time filling positions and retaining top talent. 
12-month process implemented company-wide, beginning with Culture Inquiry.

Increased Employee 
Satisfaction and  
Engagement Scores 

Increased Employee  
Referrals for Open Positions 

Decreased Time to  
Fill Open Positions 

Increased 
Profit

RESULTS

22% during the first 
12 months

8% during the first 
12 months

2  in 3

75 days 30 days
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ANALYZE 
• Gathered every data point collected includ-

ing: performance reviews, turnover stats, open 
positions, time to fill positions, stay interviews, 
exit interviews, growth patterns, profit patterns, 
Glassdoor reviews, behavioral patterns, cus-
tomer and employee surveys. This lead to 
trends, gaps, blind spots. 

• Created a dashboard of measurement  
starting points. 

• Held small group discussions at 15 locations. 

• Held 1:1 with 33 percent of the leadership 
team. 

• Held 1:1 with board members. 

• Held 1:1 with CEO. 

 

CURATE 
• Presented summary from black and white 

numbers as well as group and 1:1 discussions 
that confirmed where the organization was 
aligned and misaligned to its mission, vision, 
core value statements. 

• Agreed on benchmark of performance  
indicators. 

• Agreed on internal culture team leaders. 

• Agreed on five-year strategic talent  
optimization plan. 

CREATE 
• Introduced and rolled out Predictive Index  

System. 

• Created dashboard of measurements for  
ongoing process and results.  

• Created culture handbook. 

• Created internal university. 

• Created recognition and rewards program.

Call Centers
38 Locations • 5,500+ employees

CHALLENGE 
Organization faced ongoing turnover, loss of clients, overall unengaged workforce and toxic culture. 
18-month process implemented company-wide, beginning with Culture Inquiry.

Decreased  
Turnover 

Increased Employee 
Satisfaction and  
Engagement Scores 

Increased 
Profit by 

Decreased Call-offs 
and Sick-day Usage 

Decreased Negative 
PR on Glassdoor 

Increased Employee 
Referrals for Open 
Positions 

Decreased time to 
fill open positions

25%

RESULTS

first 90 days after Predictive 
Index Implementation

28% during the first 
12 months

13% in 18 months

1 full month 
after 6 months

10%

4  in 5
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Our Clients
Our clients love us as much as we love them!
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PREDICTIVE INDEX: Talent Optimization

HIRE – Use people data insights to build a  
workforce of top performers, while paying special 
attention to group dynamics. Hire is the third part 
of talent optimization, and this is where you’ll use 
talent optimization insights based on people 
data to hire and build high-performing teams. 

INSPIRE – Give your employees the people 
data insights they need to manage them-
selves—and their workplace relationships. Inspire 
is the fourth part of talent optimization and covers 
employee-oriented activities like career pathing 
and measuring team performance over time.

Four-part discipline you can use to align your business strategy 
with your people strategy for optimal business results. 

Talent optimization is a four-part discipline you can use to align your business strategy 
with your people strategy for optimal business results.

They don’t know how to manage employees in a way that pushes everyone to the top of their 
game. They create a business strategy. They monitor their business results. But they don’t do the  
key “people work” in between—and they fail to reach their goals.

Most companies don’t know how to assemble high-performing teams.

Get Optimal Business Results

DIAGNOSE – Uncover the root of your  
business problems by measuring and analyz-
ing your people data—then prescribing 
remedies as needed. Diagnose is the first 
part of talent optimization, but it’s something 
companies need to do on an ongoing basis. 

DESIGN – Crush the competition by  
designing your organization, leadership,  
culture and team dynamics intentionally  
and strategically. Design is the second part 
of talent optimization, and this is where you’ll 
create and evolve your people strategy.
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Toxic Workplace
HOW TO SHIFT A

Culture
Culture may appear to be a “soft” people issue, 
and certainly, everyone wants happy, fulfilled 
team members who come to work with smiles 
on their faces and feel self-actualized by their 
careers. But often, top leadership members 
can’t or won’t consider the implications of a  
culture that is the opposite of that scenario. They 
voice concern only about production and the 
bottom line and seem to have the attitude that 
“beatings will continue until morale improves.” 

A toxic culture can result in high turnover and low 
retention, slow-to-fill positions, high absenteeism 
and sick-day utilization, missed deadlines, low 
employee engagement, low employee satisfac-
tion scores, low customer satisfaction scores,  
errors in product and services deliveries and  
a slump in sales. 

When people problems exist, a company 
bleeds cash, affecting the bottom line. Toxic 
workplaces will never be as profitable as those 
with healthy cultures. 

You can’t pay your way out of culture problems. 
According to one study of 19,700 post-exit inter-
views, while 89 percent of employers think their 
people leave for more money, only 12 percent 
do. Most – 75 percent – leave because of their 
bosses. 

What may be worse is employees who don’t 
leave but are disengaged. Gallup’s latest  
research shows that only 34 percent of employ-
ees are engaged at work. For the rest, it’s just a  
paycheck. 

What is the answer? You must create an inten-
tional workplace culture. Understand that just like 
with losing weight, your problem didn’t develop 
overnight, and you won’t correct it overnight. It 
takes patience and planning, but the payoffs 
are immense. Not only will the company’s  
bottom line benefit, but workplace stress will  
decrease at all levels.

If your business is not profitable, it may not be your 
marketing strategy to blame. It may be your company culture.

Shelley Smith  Forbes Councils 

Forbes Coaches Council  
Community Voice
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Speaking • Training • Workshops • Retreats
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Follow us on Social Media
FACEBOOK: www.facebook.com/ShelleySmith.PremierRapport 

TWITTER: www.twitter.com/PremierRapport 

LINKED IN: www.linkedin.com/company/premier-rapport 

YOUTUBE: www.youtube.com/user/premierrapport 

INSTAGRAM: www.instagram.com/smith_shelley 

PINTEREST: www.pinterest.com/shelleydsmith25/workplace-culture

Books

Your presentation this afternoon was (to use your term) “Super  
Fantastic!”  Thanks for the continued insight and the motivation.   
Katie and I were nudging each other throughout your  
presentation–so many things really hit home for us.  

– HOLLY MCGUIRE, OFFICE MANAGER, CLANCY & THEYS CONSTRUCTION COMPANY

How To Avoid 
Big Fat Failures (BFF) 
Align your mission, vision, 

values and culture  
for your employees.

The 
Connection 

Boost each introduction 
with this playbook for 
CEOs and executives.

Employee 
Engagement 

Panel discussion with  
top executives to  
discuss employee  

engagement trends.

Brass Ovaries 
Own Yours 

Learn how to master the 
mindset and change the 

game at any age.
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Places I’ve Been Published 
Shelley’s advice can be found in these magazines, shows and outlets.



About Me
Expert Corporate Culture Curator and Adviser

Shelley D. Smith is a best-selling author, consult-
ant, and Founder & CEO of Premier Rapport 
consulting firm. Her experience over the past 
35+ years has earned her a reputation as the 
expert in business culture. She has applied her 
model of culture inquiry in businesses all along 
the East Coast and beyond. Her success stems 
from the strength of her personal approach, 
|asking tough questions to hone in on pain 
points and areas of growth opportunity. 

A highly-sought-after speaker and business  
culture consultant, Shelley is also a published  
author. The most recent of her five books,  
How to Avoid Culture Big Fat Failures (BFF), has 
rattled and disrupted corporate America in a 
highly effective manner. Her culture approach 
includes four phases: inquiry, analysis, creation 

and curation. Numerous C-suite executives  
have tapped Shelley for her sharp insight and 
professional recommendations to shape the 
culture they’ve envisioned, increase profitability, 
decrease employee turnover and retain  
top talent. 

Companies of all sizes are taking note of  
Shelley’s ability to put out fires as well as cultivate 
a company culture that is more fire-resistant 
moving forward. The Premier Rapport consulting 
firm delivers authentic, focused, actionable,  
and measurable results in a timely fashion,  
with an emphasis on long-term solutions. 

Find Shelley’s advice and wisdom in various 
publications, podcasts, DisruptHR events, SHRM 
events and culture conferences, as well as  
her blog.

The Culture Curator Is …  

• Passionate: Fueled by all things culture, Shelley’s waking hours are consumed by  
brainstorming strategic culture messages to help companies improve, engage, and grow.  

• Bold: Shelley tells it like it is. Direct yet compassionate: call on Shelley when you’re ready  
to say goodbye to yes-men and hello to a fresh start. 

• Prompt: Accountable and aware of your needs, limitations and deadlines, Shelley keeps  
her commitments, meets her goals and consistently exceeds expectations. 

• Trustworthy: Reputation is everything in business, and Shelley's is pristine. When your walk  
and talk are synchronized, everything else follows naturally. 

• Customer-Oriented. Enough about me, let’s talk about YOU.
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(757) 897 8644 
www.PremierRapport.com 
shelley@premierrapport.com


