Standard Life Bank

The company:

The challenge :

Standard Life Bank is part of the 180-year old Standard Life group. It provides a
range of financial services products and manages around £10.6 billion of
mortgages.

Standard Life Bank wanted to improve sales and customer engagement and help
staff connect with the mission and purpose of the company. It was
acknowledged that staff provided excellent service to their customers. However,
work was required to train staff on how to engage customers by understanding
and meeting their needs, and “selling through service”.

The solution :

A “High Performance Culture” programme that changed attitudes and behaviour
and infused the desire and skills needed to raise the bar. Minerva helped Standard
Life Bank to:
Improve customer engagement at every opportunity particularly in generating
and acting upon cross-selling opportunities.
Increase staff engagement with the company’s mission, purpose and values
Implement value-based performance management.
All managers and staff have taken part in the programme which is being supported
and continuously evolved by an internal team of facilitators to help sustain the
change and staff engagement.

The result:

Staff surveys report an increase in engagement with the company’s mission and
purpose. There has been an increase in take up by customers of product
features.

Teams and individuals now have targets in place which provide direction, focus
and improved performance.

The client view:

“ Feedback from customers has been very positive since staff took part in the
training and put their new skills into practice. In addition to this, staff have
recognised that having a positive attitude can have a real impact on their
conversations with customers, interactions with colleagues and, ultimately, their
team and individual targets.”

Anne-Marie Printy, Manager.




