Britannia Building Society

The company:

The challenge:

Based in Leek, Staffordshire, Britannia Building Society
(www.britannia.co.uk) is Britain’s second largest mutual organisation with
more than three million members, 4,600 employees and 253 branches
across the country.

In order to create the conditions for further growth, there was a need to
strengthen sales management practices and capability. A new benchmark
was required, and it was essential that consistency was achieved across the
whole branch network. It was understood that attitude, skills and support
structures needed to be reviewed and upgraded. The changes were to be
made at a time of high demand so any intervention needed to have minimal
impact on BAU.

The solution:

Minerva conducted a performance gap analysis and worked with senior
branch management to design a programme. The objective was to support
managers to optimise performance through clarifying focus, streamlining
activity to prioritise sales management disciplines and provide the skills,
attitude and toolkit required to uplift performance.

The result:

Managerial competence and focus has increased significantly

Staff satisfaction: 54% improvement

Staff attrition has improved within the period of the programme from 45% to
16%

Sales performance improvements will be tracked throughout 2007 but
already 50% of branches have evidenced performance improvements
across the balanced scorecard

Internal processes: quality improvement targets achieved

The client view:

“The programme started off with great guns and the first 2 quarters of the
year were a huge success. In quarter 3 we merged our company and the
challenge of integration meant that we temporarily took our eye off the ball.
In quarter 4 we got back on track with the programme and we have since
seen another sharp rise in performance and sales results, so 1 year on the
programme is still alive and kicking. Aside from performance improvement,
the impact that this programme has had on managerial confidence and staff
wellbeing has been reason enough to justify the investment.”

Bob Dixon, National Manager - Branches




