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CASE STUDY

Sharpening Customer-Facing
Communication for 70 Retail

Banking Managers

A targeted programme for regional and local managers across the RBS and
NatWest retail banking network, focused on the moments where commercial

conversations are won or lost.
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Regional and local managers Personalised feedback for every
coached across the network delegate, anchored in real customer
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THE CHALLENGE

Regional and local managers were the face of the
bank in their communities, expected to win and
retain customers in a market where every
interaction counts. But under pressure, value

propositions were being over-explained, articulated

inconsistently and delivered without the confidence
that the role demands. The cost was real: weaker
conversations, fewer commitments, slower
momentum.

THE SOLUTION

Atargeted communication programme designed for
customer-facing leaders. Managers were equipped
with frameworks to communicate under pressure,
speak on the spot, structure their value proposition
clearly, and project the credibility expected of a
senior banking professional. Every drill was rooted
in scenarios pulled directly from their day-to-day
customer interactions.

When the conversation is the product, every manager needs to know how to lead it with

clarity, confidence and commercial intent.
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