
Getting Below the Surface
Cultural Transformation

www.endeavormgmt.com/healthcare 



Common Challenges
Cultural Transformation
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If you want to change function, it must be 
more than just process

Strategic change requires passion and 

dedication, and it starts with leaders

Transformation begins with understanding 
individual differences, values, attitudes and 
beliefs

Cultural Transformation makes changes 

STICKY



Our Philosophy
Creating Advocates

Culture and your brand promise are linked 
through the employee experience at work.

Leaders translate customer expectations to 
the organization and model desired employee 
behaviors. Leaders also set the standards for 
communication and across department 
cooperation and collaboration.

This team based alignment creates an 
exceptional productivity among employees 
and  a sustainable competitive advantage. 

We call this desired state employee 
enchantment. When employees are 
enchanted, so are patients and referring 
physicians.  



Our View
Bi-Directional Transformation



Our Approach
Transformation and Alignment

Envision the desired 
future outcome and 
align the leadership

Engage the 
organization to see 
how to achieve the 

outcome

Energize the 
organization to pursue 

the endeavor

Enable the 
organization to 

perform

1. Frame: Develop common 
understanding of situation drivers

2. Diagnose: Identify the current 
characteristics of the organization

3. Map: Connect cultural elements to 
business imperative

4. Design: Prioritize critical culture 
transformation components and 
plan program

5. Implement: Execute, monitor 
transformation, and celebrate 
success

6. Sustain & Renew:  Create 
cultural stewardship 
through feedback & 
coaching



Process
Cultural Transformation Progression

Compliance

- Readily follow rules & 
procedures

- Adherence to cultural norms

- Acts on information

Acceptance

- Positively reflects culture 
norms

- Seeks to understand “Why”

- Follows and accepts leadership 

Internalization

- Culture is embedded deeply 
into the unconscious 

- Behaviors are central to self 
identity

- Belief in the “Why”

People 
Resources

People, 
Processes & 

Tools

Transformative 
Structure

Culture 
VABs

Internal 
Motivation

External 
Motivation



Process
Roadmap for Transformation

Phase I: Frame Phase II: Diagnose Phase III: Map Phase IV: Design Phase V: Implement Phase IV: Sustain & 
Renew

Embrace a common 
language and 

understanding of the 
organization

Define current cultural 
state

Align Leadership Team 
on initiatives / action 

items that address 
cultural barriers and 

issues identified in focus 
groups

Document concrete 
actions necessary to 

instill the organization

Deliver on the cultural 
transformation plan, 

monitor for its 
effectiveness, and 

celebrate successes 
along the way

To build competence 
and mastery in cultural 

management and 
transformational 

leadership

• Introduction and 
application of high 
performance team 
concepts

• Interviews of LT members
• Workshops for LT to 

define the organization, 
LT High Performing Team 
Development and LT 
Chartering

• Focus groups (up to 10)
• Organization-wide 

cultural assessment
• Team Birkmans 
• Benchmarking HR process
• Summary report and 

initial gap areas/barrier 
identification 

• Resources
• Timelines
• Defined communication 

and actions
• Scorecard/potential 

dashboard

• Structure and resources
• Priorities and work 

processes 
• Cultural change 

management skills
• Middle management 

leadership, 
communication and 
change management 
skills

• Team building and 
development of high 
performing teams

• HR systems alignment
• Communication and 

branding
• Culture transformation 

dashboard

• Development of the 
Cultural Champions 
Network

• Targeted interventions
• Coaching for key leaders
• Culture transformation 

dashboard
• Cultural change 

management skills for 
executives

• Middle management 
leadership, 
communication and 
change management 
skills

• Team building and 
development of high 
performing teams

• HR systems alignment
• Communication and 

branding

• Lookbacks, lessons 
learned, renewal planning

• Continued coaching key 
leaders

• Cultural Champions 
network expansion

• Iterative feedback 
• HR systems support
• Communication and 

branding
• Culture transformation 

dashboard

Report out with key 
themes from LT 
interviews, workshop 
outputs, information 
gaps to explore, agreed 
to next actions

Summary of conclusions 
and recommendations 
based on data collected

The framework of the 
transformational 
structure

Documentation of the 
plan and 
implementation step 
details

Expanding the 
Community of Change, 
recognition and 
celebration when 
reaching key milestones 
of transformation

Maturation of the 
community of change, 
evidence of competence 
in the management of 
the organization’s 
culture



Our Capabilities
A Comprehensive Suite for Change

• Schweiger-Larkey 
Organizational Culture 
Assessment (SLOCI) for 
organizational alignment

• Birkman Profiles for 
individual assessments

• CultureActive for multi-
country cultural assessments

• Culture in the Workplace for 
leveraging culturally-based 
preferences and tendencies

• Certified executive coaches

Certified, Third-Party Tools Frameworks

• Employee engagement (i.e., 
employee marketing) 

• Executive coaching

• Personal development plans

• Balanced Scorecard 
Processes for 
implementation

• Transformation360 
dashboard to monitor 
progress 

Applications

• Cultural Champions 
establishment and 
implementation support

• Lencioni’s 5 Dysfunctions for 
building teams

• Employee focus groups to 
engage all levels of the 
organization

• Run the Business, Change 
the Business methodology 
for planning

• 360 Feedback technologies 
for continuous input



Our Tools
Transformational Coaching Program

• Quality of Life 
Objectives

• Personal Aspirations

• Professional 
Aspirations

• Self Awareness & Risk 
Profile

• Emotional Range & 
Empathy

• Interpersonal Skills & 
Communications

• Competitiveness

• Strategic Role

• Transformational 
Objectives & 
Strategy 

• RTB/CTB Plan & 
Resources

• Cultural & Ethical Model

• Preferred Decision 
Making Model

• Leadership Style & 
Behavior

• Communities & 
Networks Leadership 

Brand 
(Perception)

Business 
Agenda 
(Impact)

Personal 
Agenda 

(Satisfaction)

Emotional 
Intelligence 

(Stress)



Our Value
Transformational Coaching Program

• Developed and used cutting-
edge tools to assess 
employee alignment to 
support patient experience

• A 50-year heritage of 
research innovation to drive 
strategic decision-making 

• Driving revenue through 
insights for many AMCs, 
most importantly cancer 
centers

• Access to cultural 
barometers across industries 
to provide clear and 
actionable recommendations

• Work with most nationally-
ranked healthcare systems 
on a variety of issues

• We bring best practices 
specifically designed with 
national leaders in 
healthcare and strategy

• We understand the 
healthcare system 
environment, from the most 
complex (academic-
community partnerships) to 
regionally-based systems

• We have team members who 
have actually led these 
activities in an academic 
medical center

Industry Expertise Research-Driven Insights

• Consensus-driven decision 
making processes to ensure 
the cultural strategy is 
embraced

• Engagement processes to 
maximize the potential for 
advocacy of the strategy, 
both internally and 
externally

• Experience in engaging 
internal / external audiences 
in improving experience 
management

• In-depth experience around 
employee marketing and 
employee experience 
management

Practical Strategies



Healthcare market leaders and challengers turn to Gelb Consulting to advance their strategic objectives.  We work 
collaboratively with our clients to merge market insights and industry expertise to design and implement practical 
strategies.  Our clients keep coming back to us not only for a near-term game plan, but as a long-term trusted partner. 

Understanding the What and the Why
Our approach yields direction for our clients to drive advocacy – customers willing to go out of their way to 
recommend you.  This is formed by the alignment of your brand’s promise, your delivery of services and how they are 
delivered.  These create the ideal experience.  

We believe that market leadership is based on a keen understanding of the underlying drivers of your customers –
whether they be patients, families, referring physicians, donors or employees. Since our founding in 1965, we have 
continued to innovate identifying industry-leading best practices and deploying the latest research techniques to 
support our clients’ success.   

Making the How a Reality
This is where our experience comes in.  Our clients include many of the most recognized and well-regarded healthcare 
organizations in the country, with a focus the most complex - academic medical centers.  We bring best practices and 
success to the table. 

In addition, our seasoned consultants have been in your shoes, having decades of experience serving in leadership 
positions within healthcare organizations.  We understand the challenges of navigating the most challenging of 
situations – from competitive environments to resource constraints.  We work with you to implement practical 
strategies to accelerate business performance at a pace that’s manageable for your organization. 

About Gelb 



Scope of Services
Creating Leaders

Experience Management Healthcare Marketing Strategy Healthcare Business Strategy

Since the early 90s, we’ve been 
using this approach to organize 
insight development, strategy 
design, and experience 
monitoring.

Gelb has the experience to 
guide your strategic marketing 
efforts with well-executed 
marketing research and proven 
methods to design winning 
strategies. 

Our team of former healthcare 
executives have executed 
strategic planning, 
transformation, and programs. 

• Patient Experience Management
• Physician Experience Management
• Donor Experience Management

• Healthcare Growth Playbook
• Health Brand Strategy
• Digital Insights and Dashboards

• Strategic Planning
• Financial Analysis
• Revenue Cycle Improvement
• Operational Excellence
• Organizational Transformation
• Quality and Patient Safety
• Executive Transition
• Destination Medicine



The Gelb 

Difference

Our collaborative, information-based approach instills 
confidence in results and brings into focus the true 
meaning of offering an exceptional customer 
experience. 

We have been specializing in creating market leaders 
for decades. Our approach applies industry best 
practices and proven frameworks to real-world 
situations. 

Our team members have depth and breadth of 
experience and knowledge; many have executive-
level experience at leading organizations. 

A Track Record of Success:
• Barnes Jewish Hospital
• Cleveland Clinic
• Cincinnati Children’s Hospital Medical 

Center
• Dayton Children’s Hospital 
• Duke Medicine 
• Emory Healthcare
• Froedtert & The Medical College of 

Wisconsin
• Mayo Clinic
• MD Anderson Cancer Center
• Memorial Sloan Kettering
• Ochsner Healthcare System
• RJW Children’s Specialized Hospital
• St. Jude Children’s Research Hospital
• Texas Children’s Hospital
• UK Healthcare
• University of Chicago Medicine
• University of Colorado Health
• Vanderbilt University Medical Center

Ranked one of the top 50 Healthcare 
Management Consulting firms by Modern 
Healthcare



We Appreciate the Opportunity
Thank You



About Us

We work with nationally-recognized Institutions:
• 4 “Honor Roll” institutions
• 8 out of the top 20 cancer programs
• 3 out of the top 4 pediatric hospitals
• 3 out of the top 10 cardiovascular programs

National Benchmarking Studies:
• Patient experience management
• Marketing practices
• Physician relations programs
• International programs

Ranked as one of top 50 Healthcare Consulting 
firms by Modern Healthcare



Endeavor Management is a management consulting firm that leads 

clients to achieve real value from their strategic transformational 

initiatives. We serve as a catalyst by providing the energy to maintain the 

dual perspective of running the business while changing the business 

through the application of key leadership principles and business 

strategy. 

In 2012, Gelb Consulting became an Endeavor Management Company. 

Our combined experience (Gelb founded in 1965) offers clients unique 

capabilities to focus their strategic initiatives with a thorough 

understanding of customer needs to drive marketing strategies, build 

trusted brands, deliver exceptional customer experiences and launch 

new products. Our experienced consultants and analysts use advanced 

marketing research techniques to identify customer needs and spot high 

potential market opportunities.

The firm’s 40 year heritage has produced a substantial portfolio of 

proven methodologies, enabling Endeavor consultants to deliver top-tier 

transformational strategies, operational excellence, organizational 

change management, leadership development and decision support. 

Endeavor’s deep operational insight and broad industry experience 

enables our team to quickly understand the dynamics of client companies 

and markets. 

Endeavor strives to collaborate effectively at all levels of the client 

organization to deliver targeted outcomes and achieve real results. Our 

collaborative approach also enables clients to build capabilities within 

their own organizations to sustain enduring relationships. 

950 Echo Lane, Suite 200

Houston, TX 77024

+800 846-4051

info@gelbconsulting.com

www.endeavormgmt.com/healthcare

http://www.endeavormgmt.com/healthcare

