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As a communications leader, you may have 
recently invested in your infrastructure or 
your brand. But do your colleague 
behaviours match up? In whatever way you 
position your brand to customers, this 
needs to be reflected in employee 
behaviours – otherwise how will customers 
experience the best of your brand.

Virgin Atlantic faced these similar questions, 
and chose to act on them, with our help. 

The airline recently invested in its fleet and 
routes. This investment needed to match 
both their brand identity, and the reasons 
customers choose to fly with them. However 
impressive their planes, the customer 
experience is down to people. So, Virgin 
Atlantic’s ‘Plan to Win’ campaign included an 
investment in people and behaviours.
 

David Lloyd Clubs found that their 
colleagues’ view of what great customer 
service meant didn’t match their members’ 
views. At a time when they were investing 
in refurbishments, this needed addressing. 
We helped them develop ‘Personal Best’ 
to educate colleagues on how changes in 
colleague awareness and behaviours would 
improve their member experience.

Southeastern Railway has a strategy  
to increase customer satisfaction through 
improved colleague engagement  
and behaviours. 

Our support for Southeastern Railway 
included manager support, behavioural 
awareness material and inspiring stories in 
their monthly newspaper. Regular ongoing 
messages have been an important part of 
‘normalising’ great behaviour.

Yorkshire Building Society differentiates 
itself from retail banks through their customer 
service standards. It’s how they understand 
and connect better with their members. 

We supported Yorkshire Building Society 
by developing a multi-channel behaviours 
campaign. It focused on colleagues putting 
members at the heart of everything they do. 

As a senior communications or HR leader, 
you’ll recognise, through your experience, 
that behaviour change takes time. The 
challenge is finding a way to keep the  
‘drum beat’ going until desired behaviours 
become normal. 

Our clients have found that the best way 
to do this is through our Lifetime Employer 
Communications™ approach. 

We work with clients from induction and 
onboarding through to performance and 

recognition; linking behaviours to strategy 
and culture. Recent projects have included 
ethical behaviour, collaboration, customer 
service and senior manager behaviours.

If behaviour change is a key priority 
for you, then please call our Business 
Development team on 01943 854800.
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