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Why a company’s culture matters 
Written by Kevin Morihira 

 

Culture—what is it? Because culture is critical to any organization, I am devoting the next two columns 

to that vast and increasingly popular topic. 

Make no mistake, leadership and culture are closely connected—if not interrelated—because culture is 

often a result of leadership. It is a pretty safe bet to say that companies with outstanding cultures also 

have outstanding leaders. 

Culture is an important topic—really important. Just like "energy" encompasses more than oil and gas, 

culture is more than the company social club. Like culture in the sociological sense of civilizations and 

countries, an organization's culture is the product of many years of decisions, triumphs, tragedies, 

norms, traditions and all sorts of other values, strategies and pieces of history. A company's culture is 

one big puzzle with each piece portraying part of the overall picture. Take away a piece and the picture 

is no longer complete or as clear as it once was. 

Academic and corporate definitions aside, chances are you have your own ideas and experiences as to 

what culture is. But for the sake of consistency and for the purpose of this column, we will define culture 

as a set of norms or expectations that determine how people behave to get things done within an 

organization. 

With that definition in mind it is easy to understand why so many organizations are turning more 

attention and resources to cultural development. People are now starting to realize that culture can 

have significant positive impacts on business performance. 

I believe that organizations have understood culture at a fairly general level for quite some time. 

However, the majority of organizations only paid attention to culture as if it were something "fluffy" and 

intangible. In the mainstream, it was more or less seen as a nice-to-have item that was never associated 

with creating value. Then a few companies—WestJet, Google and Zappos among them—started doing 

incredible things in industries that were believed to be insanely difficult to survive, let one be profitable. 

The exact reasons why organizations begin to make their culture a priority are varied and often 

completely specific to their own set of circumstances. However, the fascinating thing about culture is 

the level to which it can permeate an organization, and the broad reach and impact it can have. 

Some obvious impacts and benefits of a great culture are: 

• Increased employee engagement. People want to be at the office. They want to be 

involved, and as a result they care more and try harder. Unsurprisingly, this usually results in 

higher productivity, more innovation and increased commitment to company success. 



 

 

As published on                          .com 

 

 

 

 

 

• Retention and reduced turnover. If people want to be somewhere they are less likely to 

leave. (I hope you were sitting down for that.) Ask anyone in your HR department for the 

real dollar amounts associated with the recruitment and turnover processes, not to mention 

the other lost costs of productivity and learning curves of new hires. 

• Recruitment efforts. If someone does leave an organization, how hard is it to find someone 

new and how long does it take? Here is where culture is connected to brand, but an 

employer's rumoured or reputed culture can play a big part in how effectively and quickly 

the company can recruit. 

A few less obvious impacts and benefits of a great culture are: 

• Top line, bottom performance. This can be a little more difficult to measure, but there is no 

shortage of studies on how companies with great cultures consistently outperform their 

culturally challenged peers in the same industry. This is often the by-product of the 

employee engagement point from the previous section. 

• Other metrics that result from having engaged people. Not only do those companies 

outperform their peers financially, they also win on other measures such as fewer sick days 

and fewer safety incidents. 

You don't have to have a PhD in economics from Harvard to realize that sick days and safety 

incidents impact productivity (and ultimately revenue and/or profitability). 

Finally, an obvious item not always associated with culture is: 

• Brand affinity and goodwill. I have three words for you: WestJet, Christmas, video. I don't 

want to turn this into a marketing case study but WestJet has managed to leverage its 

culture into the cornerstone of its brand. Nowhere is that more obvious than with its 2013 

"Christmas Miracle" video where it surprised WestJet passengers with their dream gifts. 

WestJet's culture of CARE—Create A Remarkable Experience—is featured prominently in all 

WestJet advertising. The result is that people (and customers) feel a connection and bond to 

WestJet and as a result are much more loyal and less likely to fly with other airlines. 

These are only a few examples of the benefits of having a great organizational culture. While the topic of 

culture has adopted somewhat of a sexy and fun appearance, I will tell you right now that creating a 

culture that adds real value takes hard work and commitment. It is not as easy as throwing a foosball 

table and popcorn machine in the lunchroom. 

Want to know where to start? Then check back next month. 

 


