
Corporate culture is an important part of business strategy for Telus, the C$11.4 
billion Canadian telecommunications company, and the cloud is a critical enabler 
of cultural change. “We truly believe culture is a competitive advantage,” says 
Dan Pontefract, the firm’s Chief Envisioner (that is, the person helping others with 
organizational culture change). Enabling people to be the best at their role and 
deliver the best results to customers and partners, he states, drives business 
results. And in terms of providing the tools and processes for cultural change, 
“the cloud is just as integral as a supportive leader.”

Over the past five years, Telus has used the cloud to enhance both customer 
and employee experiences. “When we improve the employee experience, we 
see a direct improvement in employee engagement, and in turn we see a direct 
improvement in customer satisfaction,” says Mr. Pontefract. “The cloud is becoming 
increasingly important as a strategic differentiator for employee experience.”

Case in point: The cloud allows employees to work and interact in ways that 
were not possible several years ago. After a survey of all 40,000 Telus employees 
in 2008 revealed a 53% internal employee engagement score, the company 
ramped up efforts to improve organizational culture through gamification, virtual 
collaboration, open leadership, and more worker-friendly tools and processes. 
In 2013, employees participated in over 3 million minutes of virtual worlds and 
cloud-based virtual games (for example, a digital speed-skating leadership 
experience) designed by Telus to develop and reinforce company values and 
leadership skills. Meanwhile, the company’s cloud-based virtual collaboration 
and HR applications allow employees across eight countries to exchange ideas 
and experiences as well as set personal performance and career objectives.

Since the firm sharpened its focus on organizational culture, the employee 
engagement score has jumped from 53% to 83%, while customer complaints 
are down 27%. Although direct contribution to financial performance is hard to 
measure, Telus shares are up 165% over the same period.  

Telus approaches cloud strategy as a combination of behavior, tools, form, and 
function. Choices about applications and tools are predicated on the kind of 
organizational culture the company wants to create. As lines of business earn 
more decision-making power, IT continues to add measurable value, and business 
leaders and IT now make technology decisions together. Rather than bypass IT, 
employees are encouraged to reach out to IT for expertise, ultimately leading 
them to make smarter, more strategic and partnering decisions for the company.

Success, says Mr. Pontefract, is a moving target.  “What matters is the health 
and culture of your organization—and all of these cloud-based tools are part and 
parcel of that evolution.”
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