
Augment Talent 
Management with 
Social Connections 
Dan Pontefract 
 

danpontefract.com 
@dpontefract 
dp@danpontefract.com 



Start With the Culture In Mind 



without culture  
there is no 

ENGAGEMENT 



without culture … 

… there is no COLLABORATION 



without culture, 
there is no 

productive, 
positive or 

panoptic use of 
TECHNOLOGY 



If we want to build a  
culture of collaboration … 

we cannot implement a 
collaboration of cultures 



The TELUS Story 



Who is TELUS? 

40,000+ employees Multiple locations / countries 

Unionized work force 

A leading national telecommunications company in Canada, with $10.9 billion 

of annual revenue and 13.1 million customer connections including 7.7 

million wireless subscribers, 3.4 million wireline network access lines, 1.4 

million Internet subscribers and 678,000 TELUS TV customers. 

Home, mobile & office workers 

Engagement challenges Typical business  units 



The TELUS Engagement Story 
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TELUS Timeline: Frameworks and Awards  

TELUS Leadership  
Philosophy 

Connected  
Learning 2.0 Model 

2009 2010 2011 

Collaboration  
Technologies 

2012 
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Culture as a Competitive Advantage 

“the TELUS engagement score is 

the highest in Canada and in the 

top one per cent globally” 

 

AON Hewitt 



Leadership + Learning + Collaboration = Successful Model 

Connecte
d 

Learning 
Model 



Customers First Commitments 

• We take ownership of every customer experience. 

• We work as a team to deliver on our promises. 

• We learn from customer feedback and take action to get better, every day. 

• We are friendly, helpful and thoughtful. 



Open Leadership & Customers First Commitments 

Phase 1: all team members engaged in the creation  

of Customers First commitments 

1000s of idea submitted 

Consolidate, refine and summarize submissions 

Summarized to top 20 

DLF/MLF workshops to review and validate 

Validated results to top 10 

SLF / ELT validate and approve 

Final top 4 

Communicate commitments to all team 

members 

Phase 2: making it personal 
Phase 3: embedding into everything we do 

Execute & 

Evaluate 

Oct – 

ongoing 



We need a few definitions … 



employee engagement: 
 

the state in which there is reciprocal trust between the 
employee and leadership to do what’s right however, 

whenever and with whomever 



Collaborating: The unfettered allowance and 
encouragement of employees to both contribute and consume 
knowledge, insight or ideas with any direct relationship via 
professional or personal networks to achieve an outcome. 



The Juxtaposition 



How do you solve PROBLEMS? 



How should we solve PROBLEMS? 



How do you get WORK DONE? 



How should we get WORK DONE? 







what really is LEADERSHIP? 



To be successful, promote … 



Leadership & Games 











To Conclude … we’re not afraid to innovate with our culture 







Because 

we believe 

in this 
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