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THE BIG IDEA

The pace of change in technology and customer 
expectations that we are witnessing in today’s world is 
forcing organisations to constantly evolve, the ability 
to transform has become a prerequisite requirement 
for today’s business leader. This drives a change in 
behaviour in organisations, meaning inertia and risk 
aversion are being replaced by a sense of urgency and 
a quest for quick results. 

While this shift in focus is something that needs to happen it 
brings with it new challenges, such as navigating the propositions 
and promises of digital solution providers, while at the same time 
managing executives who claim they can deliver transformative 
change across the business without investing in getting buy-in  
from areas most impacted by the change proposed. 

Organisation design thinking is at the heart of the change and 
involves changing mind-sets, starting with the CEO. It involves 
fundamentally changing organisational structures to dismantle 
bureaucracies, changing team structures and behaviours to 
empower the experts and finally, reinforcing a set of behavioural 
standards from the CEO leading the change. Through building a 
culture of performance accountability, we empower our clients to 
own and manage the transformation, substantially increasing the 
rate of success and leave behind an organisation that is intact and 
set up for future growth. 

To dismantle bureaucracies;

• Set the tone and direction for the top 
• Focus on value creation processes 
• Push downwards decision making and effective governance

To empower the experts; 

• Mandate new practices 
• Evaluate the role of the manager 
• Set up the conditions for experts to flourish

For the CEO leading the change, they will need to;

• Create a high trust environment 
• Create a candid culture of accountability 
• Rewrite work as a series of commitments

“ The ability to deliver 
transformation has 
become a prerequisite 
requirement for 
today’s CEO”

Create 
High Trust 

Environment

Promote 
Candid culture of 

accountability

Rewrite work 
as a series 
of Project 

Commitments

Set-up the 
conditions for 

Experts to 
flourish

Elevate the 
role of 

the Manager

Push 
Downwards 

Decision Making 
& E ective 

Governance

Focus on 
the Value Creation 

Processes

Set the 
Direction & Tone 

from the Top

Mandate New 
Practices

Culture of
performance

accountability

D
is

m
an

tl
e 

B
ur

ea

ucracies CEO leading the change

Empower the Experts

How to build a culture of 
performance accountability



4      FTI Consulting, Inc.      BUILDING A CULTURE OF PERFORMANCE ACCOUNTABILITY

FTI Consulting Report

“ Business will need 
to become more 
organisationally agile, 
and more effective 
at collaborating 
across organisational 
boundaries, both 
internally and externally”
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We are witnessing profound changes affecting all our 
clients’ industries that will have a significant impact 
on how they operate, requiring reskilling and upskilling 
of workforces on an industrial scale. We will witness 
acceleration in areas such as automation; Artificial 
Intelligence and Machine Learning will create new 
opportunities to improve productivity and create value 
that will result in both the mass elimination and creation 
of new jobs. 

We will experience an overall net inflow of jobs. These will gravitate 
towards two specialist and very different skills domains; analytics 
/ mathematical and relationship / soft skills of coaching and 
influencing (Forum, 2018). In parallel we will see acceleration in 
our client’s customer’s expectations; their customers expect 
convenience and personalised experiences. In this environment, the 
challenge and strategic direction is known but mobilising to move in 
this direction is less clear.

In almost all industries, businesses will need to become more 
organisationally agile, (i.e. successfully adapt to rapid changes 
in the environment) and more effective at collaborating across 
organisational boundaries, both internally and externally. 
Negotiating these challenges requires strong leadership and a 
culture that promotes accountability and innovation. This leadership 
and mind-set shift starts with the Board and is led by the CEO and 
the Executive Directors.

In most cases executives running these organisations are aware 
of this challenge and understand the need to move to action 
with urgency. However while this desire for action introduces an 
opportunity to achieve that elusive change momentum, it also risks 
damaging organisational performance . Often the temptation is to 

address the challenge from a single perspective and from part of the 
business that benefits from another part of the business. However, 
when the functional owner isn’t directly taking on the commitment 
it leads to over-promising and weak accountability. The result is 
wasted investment, delays to the fundamental required change, 
damaged performance and a culture of weak accountability.

Our experience has taught us that once the strategic direction 
is agreed, as an executive team, the most important next step is 
to consider the best way to get organised to meet this challenge 
head-on. This isn’t as straight forward as it sounds. It involves; an 
assessment of the organisation’s effectiveness at implementing 
strategy and often results in a requirement to dismantle existing 
structures and build flexible and efficient structures that create 
transparent accountabilities and devolved decision-making.

When framed this way it may sound like a major disruption and 
unimaginable proposal; however, it doesn’t have to be the case. This 
paper puts forward a view on how business leaders and their senior 
team can redesign their organisation to deliver both organisational 
structure change and culture change simultaneously. We provide 
examples and reframe case studies on publically accessible stories 
on lessons learned to bring to life dilemmas business leaders face 
and highlight our view on the importance organisation design 
thinking plays in making the right decision. We will provide a 
practical guide to the preparation and management of one of the 
most challenging decisions organisations face today, that is, how 
to be organisationally fit to meet the challenge of disruption head-
on? We present the case for bravery and provide an alternative 
to the common path taken, by making the case for approaching 
transformational change through the lens of organisation and 
practice changes that systematically change culture and behaviours.

 

In most industries, the rules of the game have changed. 
Whilst ruthless focus on efficiency remains important, 
only a few cost leaders exist within a given industry. 
The majority of organisations need to be efficient 
but what’s more important is the need to deliver 
an innovative strategy that drives creativity in both 
their products and service innovations and results in 
sustainable market differentiation (Wiersema, 1995).

In delivering these strategies organisations will only be successful 
when they consider effective organisation design as a core enabler 
to success (Corkindale, 2011). The key to any strategic change is to 
start by asking the right question “How do we organise ourselves 
to deliver our strategy?” Whilst a simple question, the answer may 
surprise and create profound changes to your operating model. 

If this question is addressed properly, it forces the executives and 
their teams to understand who is really accountable for delivering 
change and drives a commitment that results in the transformation 
quickly becoming real and tangible. 

When we talk about developing the business model for growth in the 
future, we will consider the following three topics:

1.  Dismantling bureaucracies and replacing them with an 
organisation design that has high accountability underpinned by 
strong governance

2.  Empowering the experts by instituting new forums and practices 
that enable them to get work done 

3.  CEOs need to lead the change by living the values that  
make it acceptable to fail fast whilst holding their team 
performance outcomes.

INTRODUCTION AND CONTEXT

BUILDING A CULTURE OF PERFORMANCE ACCOUNTABILITY
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DISMANTLING BUREAUCRACIES

Bureaucratic structures result in decisions moving slowly 
and are controlled within the organisation. Information 
flows up through the organisation and decisions cascade 
down. The main intention of dismantling bureaucracies 
is to improve the speed and quality of decision making 
across the organisation (Zanini, 2017). 

Let’s not throw the baby out with the bath water, bureaucratic 
structures do have their place. They suit organisations that require 
stability, facilitate measured responses and formalised decision 
making whilst maintaining centred control by few people at the 
top of the organisational pyramid (Gay, 2005). Organisations 
such as governments and highly regulated industries benefit from 
bureaucratic structures. However, such business models are 
expensive and inefficient to maintain and are becoming less and less 
relevant in situations that require rapid and effective decision making 
and need the skills and expertise of many to inform the strategic 
direction and implement change, i.e. that need to become agile 
organisations. As organisation shift to dismantle these structures 
they often become stuck. 

Transitioning to become an agile organisation presents significant 
shift in power distributions within an organisation, which in turn, 
creates significant resistance by those people at risk of losing power 
(David Buchanan, 2008). Some organisations avoid this step and 
create innovation hubs as a way around this challenge. Others try and 
fail, they decide to outsource large functions and people to specialist 
outsourced organisations. Arguably, this could be perceived as an 
easier solution but it can be expensive and could be considered as 
avoidance of confronting a thorny issue that the current management 
team are failing and unable to fix, choosing instead to outsource the 
problem to an organisation that claims it will.

If we look at the financial services industry today, this is an 
industry that has come from a traditional heritage of hierarchical 
and bureaucratic structures, but is now being challenged by the 
evolution of technology and the ever increasing expectations of 
their customers (King, 2010). The financial services industry is 
going through a transition phase from an organisation perspective, 
moving from a traditional structure to a more flexible structure, 
underpinned by practices such as DevOps and Agile to deliver on 
their strategic objectives. However, while these practices create 
pockets of product and service innovation across the organisation, 
more often than not the bureaucratic structures that sit above these 
practices act as a blocker to realising the value of these innovations 
and any potential relational synergies across the business. 

Our claim is that organisations have overpromised on the 
technology and oversimplified the expected end state, not 
considering the fact that during a large scale transformation, 
boundaries of accountability get blurred across the business and 
this has direct consequences on the performance of the business. 
Issues such as low employee morale and productivity, loss of 
competitive positioning in the marketplace, loss of customer base 
and increased cost base can all be attributed to misaligned and 
ineffective organisation structures and governance. Our approach to 
dismantling bureaucratic organisation is to:

•  Set the Direction and Tone from the Top | Delivering change of 
such magnitude is possible when the Business Leader takes full 
ownership of the change. This involves starting at the top, by setting 
a clear strategy and clear accountabilities across the executive 
team, and setting up governance to hold those executives to account 
for delivery of the strategy. Managing the change requires an 
investment of time to define and track a set of five to ten critical KPIs 
for the business that are directly aligned with the business strategy.

•  Focus on the Value Creation Processes | In organisations where 
we witness defensive behaviour and continuous power battles, often 
the root cause of these issues relates to confused and duplicated 
functional accountabilities. To address this we recommend aligning 
accountabilities to the core value creation processes. All businesses 
comprise of 3 groups of processes; a set of management processes, 
a set of business support processes and finally a set of core value 
creation processes. Core value creation processes are defining 
new products and services to meet the market needs, production, 
marketing and selling of products and services, along with delivery 
and customer support services. Focusing on the key roles and 
accountabilities across the organisation and mapping these to the 
value creation processes, is the first major step toward dismantling a 
bureaucratic structure and building organisational agility.

•  Push Downwards Decision Making and Effective Governance | 
Bureaucracies are designed to put in place controlled and measured 
responses to key decisions. They assume that the most qualified person 
to make that decision is senior in the organisation and the bigger the 
decision, the more senior the decision maker needs to be. Often and more 
frequently in highly competitive markets, the most qualified person to 
make the decision is not the most senior, but the person with the relevant 
understanding of the decision context and whom is connected more 
closely to their partner in the value chain. Consequently, in bureaucratic 
organisations work stalls, people’s motivations are dampened, and quality 
of information to support a decision is compromised by having to bring it 
second or third hand up the hierarchy. Through devolving decision making 
down the hierarchy into the value chain, you free up managerial capacity 
and you empower the workforce to move efficiently though their workload, 
and drive improvements into the value chain. A key enabler of this change 
is to ensure there is effective governance, for instance by simply changing 
the line manager’s role from being responsible for the decision to being 
informed of the decision, you devolve responsibility into the workforce 
while at the same time the line manager will maintain a level of oversight 
and accountability over the decisions being made. 

“ Transitioning to become  
an agile organisation 
presents significant shift  
in power distributions 
within an organisation, 
which in turn, creates 
significant resistance”
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CASE STUDY: INVESTORS DEMAND PERFORMANCE ACCOUNTABILITY

Investors and boards don’t get involved in the day-to-day running 
of an organisation but they do have performance expectations. 
In May 2018, Elon Musk, Tesla CEO, sent an email to all staff 
outlining a concern attributing a lack of effective organisation 
structure as a serious barrier to hitting key performance targets 
on the production of the new mass market Tesla Model 3.

“Tesla CEO Elon Musk said the company will restructure and 
flatten its management structure”, according to the Wall Street 
Journal. His frustration with the hierarchy and the layering 
implications on decision-making is evidence on how an 
organisation can grow rapidly to become unwieldly. These growth 
pains are common amongst organisations during transitioning 
stage to industrialise their processes and production capabilities. 
Musk’s public acknowledgement of that mistake is however 
a positive reflection on his willingness to be accountable and 

his desire to bring back organisational agility into Tesla. These 
mistakes are avoidable when effective operating mechanisms 
and performance accountabilities become institutional 
organisational practices. 

Recently, FTI Consulting were asked to optimise the organisational 
structure for a market-leading services company. Our first task 
was to understand what made the company successful and ensure 
that the organisation structural changes would preserve that 
culture whilst addressing their requirement to scale their business 
for rapid yet risk managed growth. Following our own advice 
provided within this paper, FTI Consulting put in place governance 
structures, key metrics and organisational practices that promoted 
high performance accountabilities. The organisation is on-track to 
achieve its growth ambitions. Good organisational design enables 
the organisation to deliver its strategic intent.
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EMPOWERING THE EXPERTS

Redesigning an organisation through dismantling and 
rebuilding will remove some of the structural blockages 
to building a great enterprise. Empowering your 
experts and creating the right conditions that motivate, 
give autonomy and purpose is the second major 
change to achieving step change in performance. 

Organisations such as Google create a culture of psychological safety 
and promote candid transparency and respect in their meeting 
practices (Duhigg, 2016). These guidelines result in significant 
performance improvements. Today most organisations do not have 
the same operating model as Google, however they do tend to have 
teams and individuals whose subject matter expertise is a key enabler 
for the wider organisational performance. In this case conventional 
wisdom is telling us to create organisations that have empowered 
self-directed teams with an agile and lean operating model working 
like Google. The challenge facing most large organisations today is 
ensure they get the most out of their people; the executives set the 
direction and then grant autonomy to individuals and teams to create 
new products and services and drive sustainable efficient processes. 
Our approach to empowering the experts involves: 

•  Mandate New Practices | A high performing organisation is 
underpinned by its people working together effectively and 
efficiently to drive desired outcomes. The practices that support 
these collaborative ways of working come in forms such as 
defined meeting structures, governance forums and workshop 
environments. It is rare that these practices are recognised as a 
key enabler for change within an organisation, and often only serve 
to reinforce the prevailing culture and existing power relationships 
within the structure. 

  An effective operational meeting practice will result in a high trust 
environment where, the individuals are aligned on the objective 
of the meeting, feel empowered and accountable for their 
contribution, and are open to collaborating with other attendees. 
The setting up of these practices is a delicate stage; it requires 
significant handholding and attention by the senior team, to 
consider the capabilities and personalities involved and to ensure 
clarity on objective as well as commitment and accountability 
from the people involved. Bringing clarity and accountability 
to these practices drives new norms of behaviour and the 
subsequent culture change required to maximise performance 
from the team. 

•  Elevate the role of the Manager | Creating strong performing 
teams is the responsibility of the manager and a key part of their 
role is to protect a team from cross organisational politics and other 
disruptive forces that may compromise a team’s effectiveness. The 
manager should also be responsible for building a team’s brand and 
represent and promote the team’s work to the organisation, doing 
what’s necessary to continue the success of the team. The role 
requires strong people management skills including communication 
skills and the ability to manage upwards and across the organisation. 
In addition, they need to inspire their team, understand the value 
they bring and ensure the individual’s work is connected to the 
team and connected to the organisation’s purpose. Quite often we 
see managers who have been promoted because they were the 

best performer in their team and not because they have the right 
competencies and skills for a role in management. In these cases, 
while the manager has the respect of the team, they are not always 
the best person to manage a team and act as a buffer between their 
team and any distracting influences. 

  In a low trust environment it is crucial a manager is given explicit 
authority, ensuring he is seen by his peers and seniors as 
empowered to perform that role. This authority provides the space 
necessary for the experts to get on with their work and deliver 
value to the business with the least amount of resistance. 

•  Set-up the conditions for Experts to flourish | As organisations 
evolve and seek to remain competitive in their market, they are 
becoming more and more reliant on teams of experts to bring the 
deep technical skills required to drive the value creating processes 
across the businesses. The challenge they face is in creating an 
environment within their existing organisation structure that 
invigorates the expert to perform to the best of their ability. We 
often witness organisations where experts are just stuck in a corner, 
and asked to handle technical activities on an ad hoc basis with little 
business context and little appreciation for the depth of expertise 
required to complete the activity. While this approach may work 
for a time in some organisations, it is unsustainable and results 
in demotivation of the expert to a point where they deliver below 
par outputs or leave the organisation. While positioning a strong 
team manager to support the team is a key enabler to success, 
fostering a sense of purpose within the team and aligning activities 
to a higher goal or strategy, creates the environment that supports 
collaborative ways of working within the team. Additionally, 
measuring and communicating the value the team is bringing 
to the organisation gives the team the sense of meaningfulness 
in their job that results in higher performing teams and increase 
value for the business. Finally, empowering the experts to invest in 
innovation and technical skills as part of their role is something that 
organisations often neglect, resulting in stagnant teams. 

“ Bringing clarity and 
accountability to 
(operational and cross-
boundary) practices drives 
new norms of behaviour 
and the subsequent 
culture change required 
to maximise performance 
from the team” 
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Standard Chartered is the largest bank in Africa. In 2015, they 
had a challenge to delivering change to their business. Their 
ability to make technology changes was inhibited by the bank’s 
cultural inertia reinforced by siloed organisational structures. 
Dawie Olivier, the Retail Bank’s former Chief Information 
Officer, knew they needed to create a new efficient process for 
designing, testing and implementing IT within the bank. When he 
was promoted to Executive Head of Group Technology Build he 
was given a bigger mandate and set about teaming up with the 

Group IT Director. Between them they created what was later to 
become the Dev Ops movement, a set of operational practices 
for collaborating between IT Operations and Development 
teams. DevOps empowers IT experts to develop and rapidly 
deploy technology changes to improve the bank’s products and 
services. The DevOps movement is an example of changing 
an organisation’s structures to empower experts. It results 
in creating substantial value for those organisations that are 
effective at deploying such structures (Duhigg, 2016). 

CASE STUDY: NEW PRACTICES ARE THE KEY TO UNLOCKING  
CULTURAL CHANGE – STANDARD CHARTERED 
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CEO LEADING THE CHANGE

An organisation’s vision and mission should remain 
relatively constant requiring a refresh once every 7-10 
years. However, in the world of constant and disruptive 
change, we see a risk that executive roles and their 
cascading structures quickly become outdated and unfit 
for the future challenges the organisation faces. A key 
requirement for the CEO is to set the tone for change at 
the top, to create a highly accountable executive function 
and reset objectives for their senior executives. 

Executive teams have more demanding requirements on their 
time. They face significant conflicting priorities and make decisions 
and face many dilemmas. Once the strategic direction is set, 
the business leaders has to decide who is best placed to deliver 
key elements of the strategy. Increasing large components of a 
strategy involve 3-5 year time horizons and require cross-functional 
collaborations. The appointment of a single executive to deliver 
such a change requires a different set of skills than what existed with 
business leaders to date. 

They need to be able to become skilful collaborators with their 
colleagues and understand how to make mutual commitments 
to each other. These may sound straight forward but in practice 
it requires skilful negotiations on the part of the business leader. 
It requires them to restructure the roles of the executives into a 
series of commitments and to create a culture of performance 
accountabilities where each executive may have a set of 
commitments not only to the CEO, but to each other. 

By the very nature of disruption they will be doing work that has a 
risk of failure and doing this within a structure of high transparency. 
To establish these conditions the business leader will need to work 
through a series of steps and an approach to deliver:

•  Create High Trust Environment | If people really trust their 
leader, they’re willing to turn their backs on them; in other words, 
they are free to turn and focus on their own work because they 
know the leadership means them no harm. On the other hand, 
organisations where leaders use punitive evaluation as a form 
of management usually demonstrate low trust environments. 
In these organisations people are not focused as much on their 
work as they are focused on the leader. They’re afraid to turn their 
back to their manager and concentrate on their projects because 
they’re worried. Is my manager going to find fault with the work 
I’m doing and punish me? Once that anxiety begins, it can 
permeate the whole organisation. People become demoralised, 
disengaged, unproductive, afraid to take risks and more likely to 
leave the organisation. 

  The fastest way to restore trust in a low trust environment is 
to bring clarity to the way people are evaluated. Setting clear 
accountabilities and targets, and providing a governance framework 
that encourages leaders to support and coach people and help 
them succeed, is the first step in creating a High Trust Environment. 
When people realize the good intentions behind a leader’s coaching, 
they welcome feedback, and take pride in their work. Clarifying 
objectives, backed by commitments, motivates high performers 
to achieve more. By the time performance evaluation rolls around, 
there are more celebrations than surprises because leaders have 
been encouraging them all along (Lencioni, 2002). 

•  Promote Candid culture of accountability | “Culture eats Strategy 
for breakfast”, famous quote by Peter Drucker, meaning that while an 
organisation may have a solid strategy, if the culture that underpins 
the delivery of that strategy is wrong, then they are destined to 
fail. When we talk about a Culture of Accountability, we mean that 
people at every level of the organisation are personally committed 
to achieving key results targeted by the team or organisation, and 
their actions support that commitment. This level of accountability 
leads them to continually find answers, develop solutions, and 
overcome obstacles in the name of fulfilling that commitment. 
Creating this culture of commitment starts at the top, with the CEO 
being clear with all the executive team on what they are accountable 
for, ensuring that each executive is clear on their commitment to the 
CEO and on their commitment to the other executives in the team. 

  CEOs will need to manage these commitments in an environment 
where executives are open about their successes and failings 
and are able to have candid conversations on the best way to 
move forward, without fear of retribution. Set this culture of 
accountability at the top table and it will cascade down through 
the business, resulting in a stronger culture and a workforce who 
are committed to achieving the best for the business. 

•  Rewrite work as a series of Project Commitments | We expect 
more and more routine work to be automated and consequently, 
roles to change. How people see work is also changing and managers 
and their teams look for meaning to connect their work to a greater 
purpose (Spinosa, 2005). In such an environment traditionally how 
we define roles will become outdated. We need a new model to 
define work and seeing work as a series of project commitments fits 
perfectly into this model. 

  Managing commitments is a powerful way of driving value in an 
organisation. For commitments to work in practice it requires 
knowledge of the language of commitments and behavioural follow 
through (which is a topic in its own right). Done right, commitments 
bring with it accountability, empowerment and agility. CEOs can 
reframe how they work with their team through a commitment lens, 
creating commitments that drive performance accountability. This 
change at the CEO level will start in the Boardroom, it involves changes 
to the way meetings are conducted, the redesign of key roles and the 
restructuring of reporting lines. 

“ Setting clear accountabilities 
and targets, and providing 
a governance framework 
that encourages leaders to 
support and coach people 
and help them succeed, is 
the first step in creating a 
High Trust Environment”
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CASE STUDY: CHANGE AN ORGANISATION’S CULTURE 

The case study describes the actions taken by a newly appointed 
CEO on transforming the organisation. The CEO’s first challenge 
was to address a major disruption caused by an impending 
energy market deregulation. He devised a strategy that involved 
implementing an aggressive market growth strategy to capture 
the electricity market share whilst minimising customer losses 
from new competition in the gas market. His first task was to 
replace their core billing system with a dual fuel platform.

The core billing project was struggling; prior to the arrival of the 
CEO the project go-live date had been reset five times and was 
two-years into its lifecycle and costs had spiralled to over €20m. 
The initial assessment shone a light on the cultural challenges 
the organisation faced; there were siloed working practices with 
internal turf wars between IT and the business, coupled with poor 
management of the systems integrator. 

The project required a radical rethink of how work gets done. This 
involved changing the ways of working at the project level and 
leveraging the practices, governance, decision processes and 

performance accountabilities initiated at that level to mobilise a 
wider organisational change. In practice this involved restructuring 
the project team, simplifying the number of workstreams from 
twenty three to five and setting up a series of commitments with 
key executives within the business to own these workstreams. 
Practices, such as a daily project meeting attended by each of 
the workstream owners, were established. In addition, the CEO 
established a set of working principles based upon candid and 
transparent reporting and mobilised a rapid cross-functional team 
to resolve complex problems as they emerged. 

This resulted in the successful delivery of the project over a four-
month period and a management team that went on to grow its 
customer base from 600,000 to over 1m customers within a 12 
month period.

One of the major benefits from this intervention was the creation 
of a culture of performance accountability with a marked 
improvement in the performance of divisional Managing Director, 
senior project leaders and functional owners. 
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CONCLUSION

Today’s pace of change is having a profound impact on 
almost all industries. Only organisations that address 
the performance accountabilities and are prepared to 
make deep organisational design changes will survive 
and thrive in these markets. There are many paths to 
organisational change and many temptations along the 
way. Moving too fast to find a quick fix, such as digital 
solution or embarking on a cost-take out programme, 
without having first considered the organisational 
requirements to support the change, is the most 
common cause of transformation failure. 

To conclude is your organisation set up to deliver  
your strategy? 
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THE VALUE OF GOOD ORGANISATION DESIGN 
Critical to the success of any business is the effective definition and delivery of a business strategy, yet the majority of companies struggle 
to translate strategy into action. A study that involved surveying more than 1,000 organisations globally revealed that 60% of organisations 
fail to execute strategy effectively. One of the most widespread obstacles to execution is the gap between the nature of work in turbulent 
markets and the techniques managers use to get done (Donald Sull, 2010).

Organisational Design sets out to examine the optimal way to maximise performance through organising how work gets done. It is part art, 
part science, requires deep expertise and competence, consisting of knowledge from theory and experience. 

Good organisational design results in organisations that have a shared purpose, the organisation is structured with interdependent and 
coordinated parts forming a coherent and systematic whole. 

Everything works well and in harmony; people know what has to be achieved collectively and individually; the purpose, strategy and goals 
are shared and unambiguous; employees feel valued and are productive, supplier and customer relationships are productive and effective.

COMPONENT PARTS OF ORGANISATION DESIGN

•   A set of methods we use to understand how an organisation works

•   Start by understanding the way things get done now (i.e. the culture). Without getting clear understanding on culture any changes 
can look and feel mechanical. It would also increase the risk of the design being rejected by people who have responsibility to 
implement such change

•   Only then consider the components:

–   Functional / Subsidiary Mission & Strategy: intent and structures that enable the performance and delivery of services and their 
effectiveness at executing the mission and strategy of the function

–   Governance Structure: a meeting forum within a business the drive performance and accountability includes operating mechanics 
(minutes, actions tracking, information packs, attendees and roles performed in the meeting forum)

–   Roles and Responsibilities: the individual accountabilities by role holder

–   Key Performance Indicators: the metrics used by the business to measure performance includes key reports

–   Reporting Lines: the relationships structures, formality, frequency, agenda and structures

–   Key Processes: a top down view of the key management processes performed by the team and the core processes that create value 
within the area of operations under review

–   Interfaces Design: examining the key informal relationships that enable the business to function and create formal structures and 
agreement to work forward collaboratively
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