
Case Study
Building a high performance team at Lloyds TSB

Working with a newly-reorganized team from its inception to establish a 
resilient team culture of increased personal accountability and better 
interpersonal effectiveness. The result: consistently high team productivity 
and zero team turnover despite a period of dramatic change within the bank 
and the fnancial services industry. Read more below about the methods and 
outcomes of tmconsultancy's 18-month engagement with this internal 
communications (IC) team at a Big-5 UK retail bank.

THE BRIEF

Engaged by Ellie Wallace, newly-appointed Head of Internal Communications for 
Retail Banking (RBIC) at Lloyds TSB Bank. Objective: to build a high performance 
team that could deliver the new strategy of IC as “internal consultancy” in line with 
CEO's stated aim to professionalize communications practice within the bank.

SITUATION
• Newly-formed RBIC team contained a mix of people: communications experts 

with little fnancial services industry knowledge and Lloyds TSB employees 
with widely varying levels of communication skills and experience

• Strategy of IC as “internal consultancy“ represented a vastly different way of 
working within the bank 

• Time-pressure: needed to produce tangible changes and results within “frst 90 
days” with sustained delivery on an ongoing basis thereafter

• Needed a team that can hit the ground running and perform over the long haul

APPROACH

During the 18-month engagement, tmconsultancy delivered a series of workshops 
and facilitated meetings, combined with a one-on-one coaching program. 
• Initial meetings to coach leader and clarify with her the vision for the team
• Established intention from the start to maintain a positive bias, in line with best 

neuroscientifc and human behavioural research supporting strengths-based 
development guided by Solution-Focused interactions

• Facilitated a series of development days to help shape the team's narrative in 
support of a high performance culture through achievement of maximum 
clarity in 8 key areas: 

1) my roles and goals
2) who I am in this team
3) how we work together
4) our practical work structures
5) where we are going

6) increased collaboration/manage confict
7) agreed check-ins and learning points
8) celebration & renewal in the face of 

change

• Ongoing workshops and facilitated meetings:
◦ provided theoretical frameworks and practical tools
◦ developed each team member's awareness of his/her own personality 

preferences and behaviours; this self-awareness used as a base to build 
personal accountability and better understand and manage behaviours and 
interactions of team members as well as the resulting confict and changes

• Ongoing coaching program offered:
◦ external perspective/sounding board to talk through issues, ideas
◦ useful channel of indirect leader-team communication facilitated via coach
◦ chance for team members to rehearse (and subsequently review) the 

diffcult conversations and other actions needed to effectively engage with 
other people: team members, stakeholders, internal clients, managers
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RESULTS

During the period of this engagement, the team faced a highly volatile environment 
and the challenge of managing dozens of major crises including: CEO departure 
under cloud of scandal, managing interim CEO's communication requirements, bank 
service charge debates in the media, union disenchantment, customer suicides, 
employee disengagement, plunging share price, global fnancial crisis, merger of 
Lloyds TSB/HBOS (with heavy government/regulatory involvement), post-merger 
employee and culture integration process.  

Despite these factors, here are some highlights of the team's performance:
• The team experienced zero staff turnover in two years leading up to merger 
• Active interest was continually expressed by staff in other departments to join 

the team
• Communication teams in other divisions of the bank came to emulate RBIC's 

internal consultancy strategy
• Lloyds TSB Group took lead in comms strategy and implementation from RBIC
• RBIC was consulted on all breaking crises – in most cases even before the 

media relations team
• Successful delivery of “License to Communicate“ program, the cornerstone of 

the RBIC internal consultancy strategy and a measure that produced tangibly 
better communication skills across Retail Banking

• 99.9% satisfaction rating from colleagues on understanding the “Lloyds TSB 
Strategy” and RBIC's role in delivering that strategy

• Active focus of RBIC on supporting the HR engagement strategy helped 
produce a rise in Employee Engagement scores for Retail Banking of 7 points 
over 9 months, the highest scores across the entirety of Lloyds TSB Group

• Awards: CIB Communication Strategy Awards, Eventia (for “Stars in Our Eyes” 
campaign), New York Film Festival (for the “All about you” staff DVD)

• RBIC is the only department across the entire bank to remain intact post-merger 
with 100% of LTSB team kept on while the majority of HBOS staff were laid off

CONCLUSION
From the outset of this project one thing was clear: to deliver a new strategy of 
professionalized communications represented a major change in the way of working, 
both for bank employees and members of the RBIC team themselves. The team 
would need to embody that change themselves and to model good communication 
practice. To do so required a well-functioning, high performance team.

Working with Ellie and her new team from the very beginning was the key to putting 
them on a path to success. Positive team behavioural habits were instilled and the 
seeds of self-awareness planted early on, which grew into a rich garden of mutual 
support with notable performance results. In fact, more than two years now after the 
initial workshop with the team, participants still refer back to the team-building 
activities held then as an ongoing positive contribution to current team dynamics. 

Finally, this case study demonstrates that a successful project of this nature can be 
delivered with modest levels of intervention by the consultant - and at a distance - 
when there is a solid foundation created early on, embedded with ongoing coaching 
and development programs, and with clear executive sponsorship of the project.

To learn more about how tmconsultancy can help your organization, contact Todd 
directly at toddm@toddmontgomery.com.au
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