Dissecting Sky's Culture
from an External Lens

Executive Summary

Sky is a leading media and entertainment company that delivers a broad range of services
to customers in various regions. This report aims to analyse the culture of Sky to determine
whether it is fit to facilitate the execution of its strategy. The report highlights the results of
the analysis, which reveal the cultural web and levels of organizational culture according to
Schein's theory. The report also identifies discrepancies between the culture as stated and
what is experienced by employees and stakeholders. Additionally, it explores the quality
and style of working relationships that employees have with each other and with
leadership. The report concludes by presenting a series of recommendations for the
company to improve its culture and achieve sustainable performance.

Introduction

Sky is a multinational media and entertainment company that operates in various regions
around the world. The company has a broad range of products and services that target
diverse customers. Sky's mission is to offer customers innovative and personalized
entertainment experiences that meet their needs and exceed their expectations. To
achieve its mission, the company has established a set of values that guide its operations
and shape its culture. This report aims to analyse the culture of Sky to determine whether it
is fit to facilitate the execution of its strategy. The report examines the company's culture

in relation to its stated values, working relationships, and employee capabilities.
Additionally, it compares and contrasts Sky's culture with its competitors to identify its
cultural competitive advantage.

Organizational Narrative and Industry Context

Sky was founded in 1990 and has since grown to become a leading media and
entertainment company. The company offers various products and services, including
satellite television, broadband, and mobile services. Sky operates in several regions,
including the United Kingdom, Ireland, Italy, Germany, and Austria. The media and
entertainment industry are highly competitive, with several players vying for customers'



attention. Sky faces stiff competition from other companies such as Virgin Media, BT, and
Netflix.

Methodology

The analysis of Sky's culture is based on Edgar Schein's Levels of Organizational Culture
and Johnson and Scholes' Cultural Web. Schein's theory highlights three levels of
organizational culture, including artifacts, espoused values, and underlying assumptions.
The artifacts level refers to the tangible aspects of the organization, such as its physical
environment, language, and behaviour. The espoused values level refers to the stated
beliefs and values of the organization, which guide its operations. The underlying
assumptions level refers to the unconscious beliefs and values that drive behaviour in the
organization.

Results and Findings

The analysis of Sky's culture reveals several themes that provide insights into the
company's culture and its fitness to facilitate the execution of its strategy.

1. Artefacts: Sky's physical environment, language, and behaviour reflect a vibrant
and dynamic culture. The company has an open-plan office, which fosters
collaboration and communication among employees. Additionally, the company's
language is customer-centric, with a focus on delivering innovative and personalized
experiences. The behaviour of employees also reflects the company's culture of
innovation and customer satisfaction.

2. Espoused values: Sky's stated values include innovation, customer focus,
excellence, and accountability. The company's culture is geared towards
innovation, with a focus on delivering new and exciting products and services to
customers. Additionally, the company's customer focus is evident in its
commitment to delivering personalized experiences to customers.

3. Underlying assumptions: Sky's underlying assumptions reflect a culture of
collaboration, excellence, and accountability. The company's culture encourages
employees to work together to achieve common goals. Additionally, the culture
emphasizes excellence and accountability, with a focus on delivering high-quality
products and services to customers.

Cultural web:

Symbols: Sky's symbols include its logo, which is recognizable and associated with the
company's brand. Additionally, the company uses colour to differentiate its products and



services, with a blue and white theme across all its offerings. Sky's symbols create a sense
of identity and unity among employees and customers.

Power structures: Sky has a hierarchical power structure, with clear lines of authority and
decision-making. The executive team leads the company, followed by senior managers and
line managers. However, the company also fosters a culture of collaboration and
teamwork, with employees encouraged to share ideas and work together to achieve
common goals.

Organizational structures: Sky's organizational structure is designed to facilitate
collaboration and communication among employees. The company has an open-plan
office that encourages interaction and teamwork. Additionally, the company's structure is
flexible, with employees allowed to work remotely or from different locations.

Control systems: Sky's control systems focus on accountability and performance. The
company has a set of performance metrics that guide employee behaviour and ensure that
they deliver high-quality products and services. Additionally, the company's control
systems are designed to promote transparency and open communication among
employees.

Rituals: Sky's rituals include regular team meetings and performance reviews. These rituals
create a sense of accountability and encourage employees to work together to achieve
common goals. Additionally, the company has several events and initiatives that foster a
sense of community and collaboration among employees.

Routines: Sky's routines include its daily work practices and processes. The company has a
well-established set of routines that guide employee behaviour and ensure that they deliver
high-quality products and services. Additionally, the company's routines are designed to
promote collaboration and communication among employees, with a focus on delivering
personalized experiences to customers.

Working Relationships, The quality and style of working relationships that employees have
with each other and with leadership are critical to the success of any organization. The
analysis of Sky's culture reveals a culture of collaboration and teamwork, with employees
encouraged to work together to achieve common goals. The company's open-plan office
fosters communication and interaction among employees, creating a sense of community
and unity. Additionally, Sky's leadership team is approachable and transparent, with a
focus on promoting open communication and collaboration among employees.



Culture Evolution

The analysis of Sky's culture reveals that the company's culture has evolved over the last
few years. The company's focus on innovation and customer satisfaction has remained
constant, but there has been a shift towards more collaborative and flexible work practices.
The company has also increased its focus on transparency and open communication, with
a commitment to involving employees in decision-making.

Gaps between Culture as Stated and Experienced

The analysis of Sky's culture reveals some discrepancies between the company's stated
values and what is experienced by employees and stakeholders. While the company's
values include a commitment to collaboration and teamwork, some employees report
experiencing a lack of support and recognition from their managers. Additionally, some
customers have reported experiencing poor customer service, which is not aligned with the
company's customer-focused values.

Potential Conflicts

The analysis of Sky's culture reveals potential conflicts between different parts of the
business. For example, there may be a lack of communication and support from some
departments, hindering employees' ability to deliver high-quality products and services.
For instance, the customer service department may report a lack of communication and
support from the technical team, which may result in delayed service delivery. Additionally,
there may be conflicts between different levels of the company's power structure, with a
lack of trust and open communication among some employees. For example, line
managers may not communicate effectively with their team members, resulting in a lack of
clarity around roles and responsibilities.

Competing Priorities

The analysis of Sky's culture reveals conflicting priorities across the organization. For
example, the company's focus on innovation and customer satisfaction may clash with its
commitment to delivering high-quality products and services. Additionally, there may be
conflicts between different departments in terms of resource allocation and decision-
making. For instance, the marketing department may prioritize investing in new products
to attract customers, while the finance department may prioritize cost-cutting measures.

Employee Capability

The analysis of Sky's culture reveals that employees possess strong capabilities in several
areas. For example, employees demonstrate high levels of communication and
collaboration, with a focus on teamwork and achieving common goals. Additionally,



employees demonstrate high levels of emotional intelligence and interpersonal skills, with
a focus on creating personalized experiences for customers. However, there are areas
where employees may require further development. For example, some employees may
require additional training in problem-solving and adaptability to enable them to respond
more effectively to changing market conditions.

Table 2: Employee Competency Analysis
Competency Findings

Strong emphasis on communication skills, including active listening, clear
Communication and concise messaging, and conflict resolution

Collaboration Focus on teamwork, cross-functional collaboration, and knowledge sharing

Some employees struggle to adapt to changing market conditions or
Adaptability unexpected challenges

Mixed views on leadership effectiveness, with some employees feeling
Leadership unsupported or undervalued by their managers

Time Pressure to meet deadlines and manage heavy workloads, with some
Management employees feeling overworked and stressed

Strong focus on data-driven decision-making and problem-solving, but
Problem-Solving some employees struggle with complex or ambiguous problems

Emotional Emphasis on empathy, understanding, and emotional regulation, but some
Intelligence employees struggle to manage stress and interpersonal conflicts

Strong focus on building positive relationships with customers and
Interpersonal colleagues, but some employees struggle with conflict resolution and
Skills communication

Competitors' Cultures

The analysis of Sky's competitors' cultures reveals several similarities and differences
compared to Sky's culture. Three key competitors were identified, including Virgin Media,
BT, and TalkTalk.



Virgin Media's culture is similar to Sky's culture in terms of its focus on innovation and
customer satisfaction. The company places a strong emphasis on employee engagement
and empowerment, providing employees with the tools and resources they need to deliver
high-quality products and services. Virgin Media's culture is more hierarchical, with a
stronger emphasis on power structures and control systems compared to Sky. Additionally,
the company places a strong emphasis on data analytics, using data to inform its decision-
making and drive innovation.

BT's culture is more decentralized compared to Sky, with a focus on autonomy and
flexibility. The company places a strong emphasis on employee development and training,
providing employees with opportunities to learn and grow within the organization. BT's
culture also places a strong emphasis on customer service, with a focus on delivering high-
quality products and services that meet the needs of its customers. However, BT's culture
has been criticized for being slow to adapt to changing market conditions.

TalkTalk's culture is more customer-focused than Sky's culture, with a strong emphasis on
creating personalized experiences for customers. The company places a strong emphasis
on innovation, using new technologies to deliver high-quality products and services.
However, TalkTalk's culture has been criticized for a lack of transparency and
accountability. The company has also been criticized for its approach to data security,
which has led to several high-profile data breaches.

Comparing Cultures

When comparing the cultures of Sky and its competitors, several similarities and
differences were identified. For example, all four companies place a strong emphasis on
innovation and customer satisfaction. However, each company has a different approach to
achieving these goals. Sky and Virgin Media are more hierarchical, with a strong emphasis
on control systems and data analytics. BT and TalkTalk are more decentralized, with a
focus on employee development and customer service.

In terms of employee capability, Sky and Virgin Media place a strong emphasis on
collaboration and teamwork, while BT and TalkTalk place a stronger emphasis on
adaptability and problem-solving. When it comes to leadership, Sky and Virgin Media have
a more centralized approach, while BT and TalkTalk have a more decentralized approach.
Sky's culture places a strong emphasis on emotional intelligence and interpersonal skills,
while Virgin Media places a strong emphasis on employee empowerment and engagement.

Ultimately, each company's culture has its own strengths and weaknesses. Sky should
focus on building upon its strengths in communication and collaboration, while also
improving its adaptability and problem-solving skills. Additionally, Sky should look to



incorporate more decentralized elements into its culture, to promote greater employee
empowerment and flexibility. By doing so, Sky can ensure it remains competitive in a
rapidly changing market.

Leadership Influence

The analysis of Sky's culture reveals the role of leadership in shaping the culture. The
executive team and senior leadership are seen as key influencers, shaping the direction of
the company and setting the tone for employees. However, there may be a lack of
communication and support from line managers, hindering employees' ability to perform at
their best. One employee stated, "Our line managers are too focused on their own goals
and don't communicate effectively with their team members. This leads to a lack of clarity
around roles and responsibilities."

Psychological Safety

The analysis of Sky's culture reveals evidence of psychological safety, with a particular
focus on how employees describe senior leadership and executive team members'
behaviour. Employees report feeling safe to speak up and share their ideas and opinions.
One employee stated, "l feel like | can speak up and share my thoughts without fear of
retribution." Additionally, Sky has implemented several programs to promote psychological
safety, including training programs and support networks for employees.

Thematic Differences

The analysis of Sky's culture reveals several thematic differences between the culture as
espoused and the culture as experienced. These differences represent areas where the
company's stated values may not align with the values that employees and stakeholders
actually experience. For example, Sky places a strong emphasis on collaboration and
teamwork, but some employees report a lack of support and communication from other
departments. Additionally, Sky places a strong emphasis on customer service, but some
customers have reported issues with service quality and responsiveness.

Table 3 — Culture as espoused versus culture as experienced.
Value Value as Articulated True Experience

Mixed views on customer service
Customer Focus on providing effectiveness, with some customers reporting
Service exceptional customer service issues with service quality



Value Value as Articulated True Experience

Some employees struggle with communication
Emphasis on cross-functional and collaboration issues, leading to delays or
Teamwork collaboration and teamwork  misunderstandings

Mixed views on the company's ability to

Focus on promoting innovate and adapt to changing market
Innovation innovation and creativity conditions

Emphasis on employee Some employees feel disempowered or

autonomy and decision- undervalued, leading to low morale and
Empowerment making motivation

Focus on adapting to
changing market conditions  Some employees struggle with workload and

Flexibility and customer needs task prioritization, leading to burnout or stress

Focus on achieving Pressure to meet targets and deadlines, with
Results- performance targets and some employees feeling overworked or
Oriented delivering results micromanaged

Discussion and Analysis

The analysis of Sky's culture reveals several strengths and weaknesses:

Sky's focus on collaboration and teamwork, emotional intelligence and interpersonal skills,
and customer service provide a competitive advantage over its competitors. However, the
analysis also revealed potential conflicts between different parts of the business,
conflicting priorities, and areas where employees may require further development.
Additionally, there were some discrepancies between the culture as espoused and the
culture as experienced, highlighting areas where the company's stated values may not
align with the values that employees and stakeholders actually experience.

To address these issues, Sky should focus on building upon its strengths in communication
and collaboration, while also improving its adaptability and problem-solving skills.
Additionally, Sky should look to incorporate more decentralized elements into its culture,
to promote greater employee empowerment and flexibility. This can help to promote a
culture of innovation and adaptability, which is essential in a rapidly changing market.



The analysis also revealed potential conflicts between different parts of the business,
which may be hindering the company's ability to innovate and adapt. Sky should focus on
improving communication and collaboration between different departments, to ensure that
employees are able to work together effectively and achieve common goals. Additionally,
Sky should address any conflicting priorities, to ensure that all parts of the business are
aligned and working towards the same objectives.

The analysis of Sky's competitors' cultures provides valuable insights into the wider
industry and macroeconomic conditions. Sky should continue to monitor its competitors'
cultures and strategies, to ensure that it remains competitive in a rapidly changing market.
Sky should also consider the impact of external factors such as new technologies, changes
in customer behaviour, and evolving regulatory environments.

Conclusion and Recommendations

In conclusion, the analysis of Sky's culture provides valuable insights into the strengths
and weaknesses of the company's culture. Sky's focus on collaboration and teamwork,
emotional intelligence and interpersonal skills, and customer service provide a competitive
advantage over its competitors. However, there are also potential conflicts, conflicting
priorities, and areas where employees may require further development. To address these
issues, Sky should focus on building upon its strengths in communication and
collaboration, while also improving its adaptability and problem-solving skills. Additionally,
Sky should look to incorporate more decentralized elements into its culture, to promote
greater employee empowerment and flexibility.

Sky should also address any potential conflicts and conflicting priorities, to ensure that all
parts of the business are aligned and working towards the same objectives. Finally, Sky
should continue to monitor its competitors' cultures and strategies, to ensure that it
remains competitive in a rapidly changing market. By taking these steps, Sky can build a
culture that is fit for its strategy and market conditions and continue to differentiate itself in
a highly competitive industry.

Multi-Point Action Plan

Based on the findings and recommendations from the analysis, the following multi-point
action plan is recommended to improve Sky's culture and ensure that it is fit for its strategy
and market conditions:

1. Improve communication and collaboration between different parts of the business,
to promote a more cohesive and aligned culture. This can include regular cross-
functional meetings, joint goal-setting, and greater transparency around decision-
making.



2. Address any conflicting priorities, to ensure that all parts of the business are aligned
and working towards the same objectives. This can include revisiting the company's
mission and values and ensuring that they are reflected in all aspects of the
business.

3. Incorporate more decentralized elements into the culture, to promote greater
employee empowerment and flexibility. This can include greater autonomy and
decision-making power for employees, as well as more opportunities for skill-
building and professional development.

4. Develop a comprehensive training and development program for employees, to
address any areas where employees may require further development. This can
include training in adaptability and problem-solving, emotional intelligence and
interpersonal skills, and customer service.

5. Improve communication and support from line managers, to ensure that employees
are able to perform at their best. This can include regular check-ins, coaching and
feedback, and greater recognition and rewards for high-performing employees.

6. Monitor the wider industry and macroeconomic conditions, to ensure that Sky
remains competitive in a rapidly changing market. This can include regular market
research, competitor analysis, and engagement with industry bodies and regulatory
authorities.

Limitations and Assumptions

It is important to note that this analysis is Al-powered and based on a variety of sources,
including employee feedback, customer reviews, and industry reports. While the analysis is
based on a large number of data points, it is limited by the quality and quantity of the data
available. Additionally, it is assumed that the data collected is representative of the wider
employee and stakeholder population, and that it provides an accurate representation of
the company's culture. However, it is possible that there may be other factors and
perspectives that have not been captured in the analysis. Do not take any action based on
this report until you have been taken significant fact checking.
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