
Culture eats everything 
for breakfast ! 
 
- The People & Culture Agenda 
- Digital Transformation 

 
Fiona Deal – Executive Director of People & Technology 
 



 Building a Great Organisation! 

 Achieve 1st Class Customer Service! 



‘The good news is we are good......the 
bad news is we are good!’ 



‘The People and Culture Agenda’ 

Leadership 

Cultural Engagement 

Employer Brand 



Managers as ROCKSTARs… 



Clear values and behaviours… 



Cultural Excellence… 

“Everything you think, feel, say or do 
is either 

a service or a disservice 
to yourself 

and 
everyone around you.” 



Learning & Development 



Health and wellbeing … 





Where are we now? 
 “ Outstanding levels of employee 

engagement” 

 39th Sunday Times Top 100 Employer  
 Sickness absence down from 11 days to 2.9 days 

= productivity saving of £450k 
 Staff turnover down from 24.8% to 14.5% = 

efficiency saving of £1.2m 
 Customer satisfaction up from 74% to 89.2%  
 5 x HR Excellence Awards 



What’s next?  Innovative Ways of Working 



      



IT Strategy Themes 

vv

Information Management 
and Data

Digital Customer

Innovative Ways of 
Working

Insight and 
Intelligence

Connected 
Systems and 

Processes



Digital Customer 

Customer 
Touchpoints 

Data 
silos 

Data 
aggregation 

Data 
Lake 

Identity 
Resolution 

Customer Journey 
Analytics 

Recommendation 
Engine 

Customer Journey 
Orchestration 

Digital 
Experience 

Platform 

NOW 2019-2020 2021-2022 



Thank you! 
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