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The Retail Behavioural Framework DVD has been designed
to support you to begin a conversation with your team about
embedding the types of behaviours that we want to be known for
– both by our colleagues and our customers.
It’s a companion to the Retail Behavioural Framework booklet
that has been produced for every colleague in the network.
Together, these resources will provide you with the basis from
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which to use the new Retail Behavioural Framework to help us
deliver Leading People and Customer Experiences.
We’d like you to arrange a briefing with your team to sit
down and watch the DVD together. This will provide you with
information about how the new Retail Behavioural Framework fits
with the Group’s Vision and Values – and how it reflects what our
customers told us they need and expect from us.
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START WITH THE DVD…
Please show the DVD. We have purposely made this introduction
only three minutes long to allow enough time for you to have a
discussion with your team at the end.
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HAND OUT THE BOOKLETS…
When the DVD has finished, hand out the Retail Behavioural
Framework booklets. Ask your team to have a look at their
particular framework, which will be on pages 6-7 or 8-9. Let
them have a couple of minutes to read the information, as this
will aid the discussion.

START THE DISCUSSION…
The conversation should give you and your team the opportunity to talk
about the new Retail Behavioural Framework and share thoughts around
current performance (both collectively as a branch and individually) in
line with the new behaviours. Ask the following questions:
· What do we currently do well?
· What do we need to do differently?

Contact us:

Set an open and honest tone by sharing some of your own thoughts
first. Talk through a couple of examples of the behaviours that you feel
you consistently demonstrate and do well, and then do the same for the
behaviours that you don’t demonstrate so well. Then ask your team to
share their individual thoughts and ideas.
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TIPS FOR FACILITATING
THE DISCUSSION
Invite someone to record the key
points so they can be referred to
later. The outputs will act as a basis
for the ongoing work that you’ll do
to help embed these behaviours.
Encourage participation from
everyone and make people feel
that they can express their views
openly and honestly. If some people
are quiet during the discussion you
should try to bring them into the
conversation
Reassure everyone that they’ll have
further opportunities to discuss
the usage of the new behavioural
framework, both collectively and on
a one-to-one basis

AT THE END OF YOUR BRIEFING,
PLEASE ASK YOUR TEAM TO:
Review the Retail Behavioural
Framework for their role in more
detail
Identify the behaviours that they
believe to be their individual
strengths – and the behaviours that
they think they need to work on
Book time with their manager
to share their assessment of
their individual strengths and
development areas
Set personal development goals,
plan how to achieve them and then
add them to their Performance
Agreement

Make sure you refer to the
pages in your booklet that show
all of the behaviours under
each Customer Service Pillar.

educom@wordsandpics.co.uk

The quality of the whole
W&P team involved and
attention to detail was
second to none
throughout, in particular
demonstrating the ability
to immerse themselves
in the organisation’s way
of thinking – quickly
understanding in a way
that is difficult for third
parties to do.
Steve Flower, Sales Strategy Manager

Words&Pictures Case Study

YORKSHIRE BUILDING SOCIETY - BEHAVIOURAL COMPETENCY FRAMEWORK
The Yorkshire Building Society Group is the second
largest organisation of its type in the UK, with over
224 branches and 4,000 employees.
As they grow their branch network, they want
to create a different and outstanding customer
experience by putting customers at the heart of their
business. While they’re already doing well – coming
just behind First Direct on the net promoter score
at around 50% – there’s clearly been a huge
amount of change in the financial industry over the
last few years.
Words&Pictures supported YBS in the launch

of its new Behavioural Competency Framework
to the entire retail network, working closely with
the society’s internal communications and
strategy teams. Through this new framework,
a tangible cultural shift was introduced across
the organisation.
Words&Pictures developed an award-winning
communications programme to help teams
understand and apply the new framework to their
retail roles at every level of the business. A variety
of materials were created across different channels
to support the new framework: from a 16-page

behavioural framework booklet for all retail staff, to a
Training Discussion DVD and a suite of supporting
animations. Words&Pictures also helped create a
supporting Manager’s Briefing guide, to help them
take their team through the transition process.
This fresh approach to training means resources
can be picked up and put down, allowing teams
to do the training in their own time, but with ongoing
support. The communications programme received
an Award of Excellence at the Institute of Internal
Communications North 2013, in the Digital
Solution of the Year category.

