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BT 
 

BT Group plc is a British multinational telecommunications services company headquartered 

in London, United Kingdom. It is one of the largest telecommunications services companies in 

the world and has operations in over 170 countries. 

 

Techniques for Change is proud to have supplied services to BT for over 18 years.   

We have provided training in a range of areas including:   

Leadership 

Consulting Skills 

Soft Skills 

Customer Service 

 

Example Case Studies  

 

Excellence in Leadership  
 

This was a pan BT five day (+ workplace learning + e-learning) programme delivered to first 

line and second line managers.  It provided leadership skills based around the BT values.  We 

delivered it across the UK, Netherlands, Belgium and Italy with excellent feedback and 

evaluation results.  Our clients said:  
 

"Techniques for Change delivered our first and second line manager Leadership Development 

Programme.  They provided outstanding customer service, excellent programme management 

and high quality delivery in a true partnership approach.” 

Alex Pett, Leadership Management Specialist 
 

“Fantastic course.  The Learner Support Centre provided some of the best customer service I 

have come across – BT has a lot to learn from Techniques for Change – not just in training.” 

Caroline Gillespie, Programme Co-ordinator 

 

Practical Leadership Essentials 
 

This was a pan BT one day (+ e-learning) leadership programme we delivered across the UK 

with excellent feedback and evaluation results. Our client said: 
 

“TFC is a great supplier to work with because they have worked with us as a partner, rather 

than a supplier over a number of years. A great example of where this has been invaluable is 

with the roll-out of PLE. TFC actively worked with us to accommodate unpredictable demand, 

scaling delivery up and down as required. They’ve also been incredibly efficient with managing 

the administration of the programme. They provide detailed MI on time and co-ordinate the 

process from start to finish, which involves booking and travelling to venues all over the UK, 

often at short notice. As the programme owner, knowing that the course is being both well-

delivered and smoothly organised is invaluable and as a result I would recommend TFC.” 

Liz Dey, BT Group Leadership Development 

Teambuilding  

Time Management  

Account Management  

Presentation Skills  
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Customer Service Programme  

Connecting with our customer / It’s a pleasure  
 

We trained over 2,200 participants from Global Services in customer handling skills.  This 

intensely practical programme provided participants with a toolkit covering:  

 Leverage learning  

 How we deal with customers  

 Behaviours for customer service  

 E-mails  

 Action planning 

 

“Best of this kind of workshop.  Most likely to be of benefit to me, my customers and BT.” 

Andy Rundell, Data D.O 

 

“Very clear and precise delivery.  Extremely informative.  A good course on Customer 

Service.” 

Denise Miles, Help Desk Analyst 

 
Fast track Diploma in Professional Consulting  
 

In BT Global Services we trained a large team in Consulting Skills.  The programme consisted 

of two 5 day blocks with some guided learning.  Participants completed the following units to 

attain the Institute of consulting / Chartered Management Institute Diploma:  

 Professional practice 

 Professional development 

 Organisation structure and culture 

 Entry & diagnosis 

 Interpersonal interaction 

 

“Excellent, well structured days; energy levels maintained - combination of the trainers 

personal delivery style (very engaging) and the variation of activities.  Relevant examples 

used throughout and how to apply in practical terms. Not just applicable to business 

environment, but very useful life lessons.  Great fun too - lots of humour and plenty of 

feedback.” 

Damian Kenny, Project Manager 
 

“First class delivery that was tailored and adapted very seamlessly.  Professional trainer that 

kept an excellent pace and developed great rapport.  One of the most enjoyable courses I 

have attended in 22 years and I learnt something!” 

Sean Renner, Head of Client Engagement 

 

“This is the best course I have been on for a long time.  I have learnt a lot about myself as well 

as the formal techniques - thank you.” 

Joanne Todd, Client Manager 

 Group techniques 

 Communicating with impact 

 Managing consultancy interventions 

 Effective project management 

 Tools and techniques for effective consulting 
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Sales / Account Management training in BT Fleet 

 
BT Fleet represents the specialist fleet management arm of the BT Group and manages over 

75,000 vehicles for a set of high profile clients including the AA, National Grid and Thames 

Water.  In addition to this is the Openreach fleet - guardians and maintainers of the UK's local 

access network, without which the country’s communication industry would grind to a halt. 

 

BT asked Techniques for Change to review its process and capabilities in Account 

Management.  As part of our solution we: 

 Assessed skills and capabilities  

 Gathered feedback from senior customers  

 Redesigned and installed in new process 

 Trained key managers and staff in account management  

 Facilitated internal and joint BT Fleet / Customer workshops to establish jointly 

 owned account service plans and reporting. 

 

“During my relationship with TFC I have found them to be one of the most committed, 

customer focused and flexible training companies I have ever worked with, and I am grateful 

to them for their dedication to continually exceed my expectations of them.” 

Mike Langford, Senior Customer Relationship Manager 

 

 

Drive for 25 – Retention programme 

 
Techniques for Change partnered with BT Local Business (LB) in 2011 to support the Drive for 

25 initiative.  The aim of which was to significantly reduce the amount of staff attrition and 

improve the overall performance of the business.  TFC worked with four LB’s in London, 

Birmingham, Newbury and Cardiff Initially conducting in depth consultation with the MDs and 

their management teams.  As a consequence of the business needs identified TFC developed 

and delivered training and provided practical toolkits for the specific areas of Organisational 

Development, Effective Recruitment and Leadership Development.  In addition each LB had 

its own specific business opportunities and challenges and these were supported by bespoke 

coaching and mentoring interventions. 

 

"Working with TFC on this initiative enabled us to build a stronger management team and 

improve our processes. We now have better recruitment processes and a better performance 

management system." 

Simon Gayler - MD, BT Local Business, Newbury 
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Communicating with Impact  
 

This course was tailored for BT Retail L& D Centre of Excellence.  On the course a camera 

helped capture personal videos which participants watched back simultaneously during 

reflection and analysis sessions. 
 

“Very enjoyable, relaxed atmosphere.  Video presentation sessions were extremely useful for 

getting me out of my comfort zone and face the challenge.  Has boosted my confidence – 

thank you.”  

Steve Ackroyd, Project Leader  

 
“I found the content very informative and helpful and I enjoyed the interaction with other 

participants.”  

Alison Rockliff, Senior Channel Manager  

 

 

We have also delivered the following courses in-house: 
 

 Negotiation Skills 

 Time Management 

 Managing Change 

 Facilitation Skills 

 Coaching for Success – One day workshop  

 People Managers – Collocation workshop 

 Presentation Skills in BT Design, Openreach and BT Group  

 

 

 

 

 
 

 

 

 



Carolyn Instone  Business Development 

Manager  

carolyn@techniquesforchange.co.uk 01293 568817 

Philip Albon Managing Director  philip@techniquesforchange.co.uk 01293 568817 
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Open courses  
 
BT over the years have sent participants on our open courses at our training centre in Gatwick 

Airport on the following courses: 

 Facilitation Skills and Workshop Design  

 Consulting Skills 

 Presentation Skills  

 Key Account Management 

 

We offer a comprehensive range of discounts for all of the services described on our website.  

To discuss any of your requirements please contact: 

 

 

 

 

 

 

Here is some participant feedback:  

 

“A superb, "all involving" three day workshop.  The trainer ticked all the boxes for me.   

I thoroughly enjoyed the opportunity to practice facilitation techniques and got a lot of 

meaningful feedback.  A "safe environment" where I have learnt a lot from the trainer and the 

other workshop attendees.” 

Pauline Stone, Business Improvement Specialist 

 

“Fantastically thorough review of the consulting process.  Some really valuable tools and 

techniques learnt that can be taken back in to the workplace.  A worthwhile investment of BT’s 

money and my own personal time, I would definitely recommend the course to any 

consultants.” 

Nick Tunnell, Business Consultant  

 

“Excellent course.  Very useful at inspiring and creating an environment for self coaching.” 

Chris Bullock, Procurement Director 

 

“I really enjoyed the two days and found it very useful to consolidate my knowledge and 

practice coaching skills. Excellent trainer with the right balance of activities. The group also 

made it a safe and supportive environment.” 

Lucy Sell, Business Support Specialist 

 

“A good, well run, interactive course.  Plenty of exercises to reinforce ideas.  New skills 

/concepts learned that I can apply back at the workplace.” 

Nigel Collins, Capacity Manager 

 Tools and Techniques  

 Coaching Skills  

 Change Management  

 


