
Interaction
learning and development

busy year
Projects we’re
particularly proud of. 

team talk
Find out more about
our admin team.

what a year
Your chance to find out the latest
about us, our work, and our clients. 

Our clients

Alliance Boots / Burges Salmon /
Construction Skills / Dollond &
Aitchison / DTZ / English
Partnerships / Environment Agency /
First Capital Connect / Meat
Hygiene Service / National Grid plc /
National Probation Service /
Ofcom / PwC / Somerfield /
Southeastern / Threadneedle /
United Business Media

you’re in good
company

Delivering results through
HR/training has never been so
important. At a time when all
eyes are on the impact of the
credit crunch, HR/training
managers need to ensure that
the value they add is fully
recognised. 

We’ve worked with people from
a range of organisations to
help them develop HR/training
strategies and gain real and lasting
commitment from the business.

As well as working with specific
clients, we run an open
programme for professionals
working at a strategic level. 

This participative programme
includes tailored 1:1 coaching,
facilitated discussion, inputs, and 
work with a professional actor.

The next workshop is on
3-4 December. Please see our
website or contact Jill on
0117 934 9738 for more details. 

Who’s who?
Here are some faces you
may not know…

Amber, Laura, and Lisa are key
members of the Interaction team.
They look after the finances and
project administration as well as
manage how our office runs.
Between them, they’ve
successfully dealt with over 260
programmes in the last year.

Amber is Finance
and Admin
Manager. Amber
has been with us
for 10 years and
has played a key

part in developing many of the
processes that help us run
smoothly.

Laura is Senior
Project Coordinator
and Office
Manager. Laura 
is also an IT guru
and responsible

for resourcing our programmes
with facilitators and actors.

Lisa is Project
Coordinator. Lisa
also looks after
our knowledge
library which plays
an important part

in the design of new programmes.

Going that
extra mile
We often get feedback on
how good we are at the
administrative side of things
and know how much clients
appreciate this.

Attention to detail, flexibility, pro-
activity, and a personal approach
are important aspects to the way
in which the admin team works.
They liaise directly with clients to
identify where they can go that
extra mile and ensure all aspects
of programmes run smoothly.

We place strong emphasis on
putting a face to a name so
involve the team in client
meetings from the outset. It
could be easy for the admin
team to feel out of touch so they
often visit programmes to see the
finished product first hand.

comingup
teamtalk

www.interaction-ld.com
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it’s been a

busy
year 

Variety, creativity, and strong business
focus have typified our recent work. 

Line up, line
managers
We know that line
managers have a vital role
to play in developing their
people. This is particularly
true when it comes to
developing graduates;
those crucial first few
months when the graduate
can sink or swim – or leave
when their expectations
don’t meet with reality. 

Our experience of working with
graduates has led to the Association
of Graduate Recruiters (AGR) inviting
us to run a masterclass in engaging
line managers in graduate
development. Our view is that there’s
no point investing time and money
recruiting the best graduates if the
organisation isn’t properly equipped
to support them. And pivotal to this
process are line managers. Our
masterclass focused on their role:
how to involve them, the support
they need to support the graduates
and what has to happen to enable
them to play their part.

We have also run similar workshops
with the AGR engineering forum and
with several of our other clients as
part of our graduate and manager
development programmes. 

Developing 
great leaders
Our client – a leading international
asset management company –
operates in a fast moving and highly
competitive environment. Developing
great leaders who confidently
manage teams, make decisions, and
influence effectively is key to the
success of their business. 

We run a two-day programme with
a follow up day that gives managers
the chance to learn about their
leadership style, practise new
approaches, and develop vital
coaching skills that will help ensure
individuals perform at their peak.  

The programme uses outdoor and
indoor exercises to draw out
important behaviours and provide
useful parallels to work. Facilitated
discussions about key leadership
theories and MBTI® feedback ensure
managers are provided with a rich
context for the learning.

Conducive conduct
“We’ve seen improvement in customer
service scores, better understanding
of management issues and some
better practices embedded across
the business and we think in part
these improvements are a result of
investment in the training
programmes you’ve run for us.”

CLIENT FEEDBACK

On the back of our highly successful
work with the rail company that
transports the most passengers into
London each day, they asked us to
extend our customer service work to
on-board conductors. These are the
people who look after passengers on
the train, checking tickets, making
announcements and responding to
all manner of queries.

The one-day programme included
some of the previous content on
customer service but also covered
the expectations and challenges for
both conductors and their managers.
This included how to overcome the
problems of remote working,
infrequent manager contact, and
how to improve communications.

Facilitating
feedback: 360º
We’re big fans of 360º feedback.
We think the heightened awareness
it offers to delegates on our
programmes really gets them thinking
and motivates them to change.

In the past, we’ve used third party
360º questionnaires, and we became
increasingly dissatisfied with their
complexity. We believe such feedback
works best when it’s easy to use,
and easy to interpret. So we’ve
developed our own; it used to be
on paper but now it’s accessible
on-line as well.

Delegates love it and so do their
colleagues who complete it because
it focuses on perceptions of actual
behaviour. The language is
straightforward, the statements
relevant and, importantly, there’s
plenty of room for colleagues to
provide feedback in their own words;
this greatly enhances the credibility
of the information.

So that’s the generic tool. But we
can also tailor the tool to meet a
client’s specific needs. For example,
we’ve recently worked with a client
for whom project management is a
key component of their staff’s
activities. So they wanted a tool to
identify their current level of skill in
particular areas to help them focus
on what they needed to develop.
That worked so well that they are
developing a 360° tool to look at
behaviour based on their eight key
values. The sub-text of this is that
they want to encourage their staff to
give each other feedback as part of
the organisation’s changing culture.

The logistics: the questionnaire
takes about 30 minutes to complete.
There are usually about eight
respondents and the delegate’s
manager must agree the list. To
date, the respondents have been
internal but there’s no reason why
external clients or partners shouldn’t
be included if the delegates’
relationships with them are important
to their role. 

Superior supplier
management
Getting the best from suppliers in
today’s complex business world is not
easy. One of our clients – a leading
law firm – had been making great
strides by introducing a procurement
process to help manage and improve
their suppliers’ performance. 

This process had been widely
accepted by relationship managers
across the company. The challenge
was to focus on the behaviours to
support it. Recognising the value of
building relationships and the
importance of a two-way mindset
were the main start point. And then 
it was just a case of helping people
develop the confidence and
influencing skills to ensure the
company was getting the best out of
its suppliers. But this isn’t always easy.

We designed an interactive two-day
programme to help relationship
managers in the IT and Facilities
teams develop their influencing and
interpersonal skills. A variety of theory
and exercises brought important
behaviours to life. We used a
professional actor to work with
individuals to give them plenty of
practice and feedback opportunities.
Individuals brought real supplier
situations to run through and received
coaching on how they did. 

The result? The managers were
genuinely enthusiastic about the
programme and what they had learnt.
Feedback about the most useful
aspect of the programme included:

“Made me really think about the
key issues” 

“The ability to practise skills in a safe
and supportive environment”

“Great transferable skills.”

Finance… fun?
Some might say this is an oxymoron
but we set out to make it a reality.

Our client wanted us to work with
their operational managers, some of
whom are responsible for £millions,
to drive home the importance of
financial awareness. The finance
department was no longer to be
seen as separate from the operational
side of the business. Finance is an
operational responsibility and the
managers needed to understand
how and why they contribute.

We made it as practical as possible by
taking the stages of a financial year
and getting the delegates involved in
practical activities: pre-budget planning,
exchanging information, budgeting,
communicating with finance, review,
updates and forecasting.

It’s a one-day programme for 12 and
has been such a success that the
client wants to book more. Probably
the greatest accolade came from
the Managing Director at the time of
the quarterly business reviews when
she said she’d really noticed the
difference in those managers who’d
attended the course.

Enterprising learning
Our experience of developing
graduates goes from strength to
strength. For graduates at a major
supermarket retailer, the experience
is a powerful one which will enable
them to make a speedy contribution
to the business.

A key part of their development will
be undertaking the Prince’s Trust
Enterprise Project. Experiential learning
couldn’t get any more rewarding! By
achieving the target of raising £20,000
for the Prince’s Trust they will be
helping their own development and
the lives of disadvantaged young
people through the Prince’s Trust.

Our role is to deliver a modular
graduate development programme
that also supports the Enterprise
Project, and prepares graduates for
real responsibility within a fast paced
retail environment.

Remember the
summer? 
No, nor do we. But you may well
remember Wimbledon fortnight and
our coaching publicity. 

Our message was that coaching
isn’t seasonal – it’s needed all year
round. So our question is: How
much are you helping your
managers learn the coaching 
skills to develop champions?

In the current economic climate,
developing talent and helping people
perform at the top of their game has
never been so important. If you’d like
to know more about our coaching
training for managers, please
contact Jill on 0117 934 9738.

In at the deep end
We’re working with two large
retailers on their graduate
development programmes.

Both projects have thrown up
similarities that retail organisations
share in developing their graduates.
The main one is the need to prepare
the graduates for a challenging
environment; they’re expected to work
with little guidance and to use their
initiative right from the start. This fits
really well with our approach – the
programmes we’ve designed are all
about learning for yourself and finding
things out rather than being told. Whilst
highly challenging, the programmes
also provide support so that the
graduates feel able and happy to 
try out new ways of doing things. 

One client is a supermarket chain.
The graduates need to be up to
speed in under a year. We’ve worked
closely with the business to develop
a programme that involves
behavioural skills development,
technical training, and 1:1 coaching. 
The graduates are also set a tough
challenge – to raise funds for a
charity which helps them put their
new skills into practice. 

The business is heavily involved in
the graduates’ development so we’ve
been working closely with senior
managers; we’ve also visited stores
and researched their working
environments. All this helps us deliver

a programme that accurately reflects
the graduates’ working environment.

Our other client is a well known high
street retailer. Again, the business is
heavily involved and we’ve been
working with a steering group made
up of line  and HR managers. We
need to respond quickly – the
timescales are short and the
organisation is undergoing
considerable change. The
programme starts with a challenging
induction programme to quickly
integrate the graduates into the
business. This is followed by four
behavioural skills modules as well as
role specific training. Whilst the
business is delivering the role specific
development, we’re working with line
managers on its design.

Both organisations share the need to
prepare their graduates for demanding
roles within the business. Both
programmes provide the development
they need to fulfil these roles.


