
Melcrum Forum Presentation London  |  Washington, DC  

Top  Internal Communication Practices



Practice # : Building agile planning processes

Typical Sequential Design Process Agile Process

Research

Objective

Strategy 

Implementation

Evaluation

Flexible process allows the business to shift focus and 
reprioritize regularly, allowing adaptation, refi nement, and 
learning to achieve preferred outcomes. Failing quickly – and 
cheaply – are key benefi ts. 

Short, focused cycles of activity Deliverable #1

Daily Scrum Meetings

Test and Refi ne

Deliverable #2...

Rigid waterfall-like design and deliverable production process 
drives toward a single “big-bet” solution, identifi ed in advance. 
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Practice #4: Assessing manager communication

TIMELINE

Predicted vs. Actual Usage

Manager vs. Team Perception

T - 7

Self Assessment

T

T = Training Day  

T + 1

“Hot” Survey

T + 75

“Cold” Survey

T + 120

Team Feedback

Assessment Methodology

Self 
Assessment

“Hot” 
SurveyTraining 

Day

“Cold” 
Survey

Team 
Feedback



Provoke Conversations Engage and Deliver Buzz

Skip-level informal phone 
calls and roundtables

`` Creates “pull”

`` Amplifies the peer-to- 
peer discussion

`` Rewards behaviors

`` Drives intent

Every 3-4 months, a strategic conversation topic is 
introduced globally to team leaders via Shell Online 

Meeting guide available 
online for download

Traditional channels 

Shell Online, town halls, etc.

Revised goals

`` Inform and support 
the conversation topic

`` Simplify message 
alignment and reduce 
noise

`` Showcase successful 
behavior

`` Provide more 
information

Execs

EVPs

VPs

GMs/Mgrs.

Supervisors

Line Staff

Practice #3: Tightening the connection between communication 
and manager cascade
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Practice #2: Choosing the best KPIs to demonstrate strategic support 

BUSINESS  
STRATEGY

COMMS 
OBJECTIVES

KPIs

METRICS

Ensure employees are  
on-board with new strategy

Educate all employees on strategic priorities and 
their role in driving the strategy

 ` Achieve 90% awareness of strategy among line managers

 ` Achieve 75% awareness of strategy across employee base

 ` Ensure 65% of unit professionals have confidence in leadership 
and its strategic direction

 ` Email opens/click-through rate 

 ` Downloads of DeloitteNet content views

 ` Webcast/Town hall participation results

 ` Employee survey data

New Strategy Roll-Out 
(Illustrative)
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which better fit the needs of the group: 

o We can show Integrity by being honest with 
each other about what we find challenging 
around the Values

o We aim for Excellence in thinking about the 
best way we can bring the Values and 
Behaviours to life

o We will show Respect by keeping focused on 
the session, and keeping calls etc to the break;
by letting the Senior Leader or Values Leader
know if we need to take a call during the
session

o Our Client/Customer Focus will come out by 
reminding ourselves we are doing this to help 
our clients and customers achieve their
ambitions in the right way 

o We will keep Stewardship in mind by coming up 
with actions and commitments which build for
the long term

The above are suggestions; come up with your own to suit the 
group; but this is not a discussion, it is your request to the 
group. 

 

 
 
 

 
 
 
20 mins 

 
 

 

 
 

Our	
  Purpose

“Helping	
  people	
  achieve	
  their	
  ambitions	
  – in	
  the	
  
right	
  way”

Group	
  discussion:

When	
  we	
  achieve	
  our	
  goal	
  and	
  become	
  the	
  ‘Go-­‐To’
Bank,	
  what	
  will	
  “Helping	
  people	
  achieve	
  their	
  
ambitions	
  – in	
  the	
  right	
  way” look	
  like	
  for	
  our	
  part	
  of	
  
the	
  business?
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Show slide “Our Purpose” 

• Values Leader sets up this exercise: Tables to discuss;
When we achieve our goal and become the ‘Go-To’ 
Bank, what will “Helping people achieve their ambitions – 
in the right way” look like for our part of the business? 

• If the group is quiet, get them to talk to the person next 
to them rather than whole table as this is more likely to 
get discussion going; use your judgement to vary this
according to how lively the group seemed to be at the 
beginning;

• Stop after 10 min; ask the tables if they would like to 
share some examples of their conversation 

• Depending on how lively the group is, either have people 
shout out answers or ask one person from each group to 
give an example 

• Values Leader should have a personal example 
prepared; both Values Leader and Senior Leader can 
contribute here. If the examples the group comes 
up with aren’t strong enough, prompt further 
thinking: 

• Move on swiftly–the discussion may still be going, that's 
fine: encourage people to keep holding questions in their 
mind as we move into the activities of the morning. 
Reference the phrase “in the right way” as a lead in to 
the Values and Behaviours - they are designed to

1,500 ambassadors 

facilitate 

3-hour Values Workshops 

to 

140,000 employees  

over 

70,000 days of values 

training

Values Workshops

Understanding the Symbols 

This symbol is a Reading Resource symbol to be used when specifying a document  
or other reference. 

 
This symbol is an Electronic Resource (i.e. PC) symbol to be used when specifying  
a contact number or a PowerPoint presentation slide. 

This symbol is a Group Activity symbol to be used when doing any Group Activity like  
a role play for example. 

 
This symbol is a Discussion symbol to be used when having a general or group 
discussion. 

 
This symbol is a Note Taking symbols to be used when brainstorming during Group 
Activities. 

 This symbol is a Flipchart symbol to be used when referring to or writing on a flipchart. 

 This symbol is a DVD symbol to be used when playing a DVD or Video. 

 
This symbol is a Key Point symbol to be used when making or stressing  
a key learning point of the event. 

 
This symbol is a Note symbol to be used when delegates should make note  
of a key learning point. 

 This symbol is a Handout symbol to be used when giving a handout to delegates. 

 
This symbol is a PowerPoint symbol to be used when displaying a PowerPoint slide. 

 
This symbol marks a Suggestion for getting the best results from an activity. 

 

Trainer Information 
 

Duration 3 hours 

Training Room Layout 
Dependant on size of group – ideally big enough to 
allow small sub-groups to work together 

Equipment Required In Training Room 

• Laptop/PC 
• Projector 
• Screen
• Speakers (to play audio for videos) 
• Values Leaders Toolkit (Values posters, PPT 

with embedded videos) 
• Purpose, Values & Behaviours Booklet for all 

participants
• Blue Tack 
• Flipchart and pens 

Number of Syndicate Rooms None 

Equipment Required in Syndicate Room None 

Trainers Overview 
The purpose of this Facilitation Guide is to equip you to lead the three-hour Purpose, Values and 
Behaviours (PVB) session. This guide is in 3 parts: 
 Preparing for the session (below) 
 How to run the session 
 Effective facilitation skills

 
Session Preparation  
Thorough preparation is vital to the success of the workshop. 
 Maintain contact with whoever is leading the work on the Values for your part of the business 

to make sure you are up to date with what other initiatives are going on 
 Make contact with the senior leader prior to your session and ensure you have sent the briefing 

notes and have established the flow for the session (see below) 
 Ensure you have the session materials: slide deck, facilitation guide, pamphlets for participants, 

Values posters 
 Make sure you have prepared your personal stories in which you demonstrate how the Values 

and Behaviours work in practice in the business (see ‘storytelling’ section) 
 Check details of the room in which you will be running the session: chairs, tables, projector and 

screen, plus a flipchart/whiteboard if available for the front of the room 
 If the refreshments station is a long way from the room, arrange if possible for coffee, tea etc to 

be made available for the break 
 Review the workshop notes with this particular participant group in mind, anticipating any 

particular difficulties which may arise 
 Collect your own examples of where the Values have been successfully applied

Making contact with Senior Leader 
 Thank them for their commitment to making the Purpose, Values & Behaviours session work 
 Take them through the agenda and the Facilitation Guide
 Clarify how you will work together; in particular, how you will jointly handle the opening 

(including who covers the ‘business case’ slide) 
 Talk through examples of what success will look like in terms of the Purpose, Values & 

Session 4: Commitments 

Timings 30 mins What you need: 

• PowerPoint slides
• Purpose, Values and Behaviours Booklet (from

previous exercise)

Facilitator
Senior Leader (SL) &  
Values Leader (VL) 

Participants Learning group 

Session Objectives 

By the end of this session delegates will be able to: 
 

• Commit to what actions they will carry out and do which is relevant to both the Values and
their role 

• Explain that this is the start of a process and everyone is involved

   Time 

 
 

 
 

 
 
 

 
 
 
 
 
 
 
 
 
 
 

 
 

 

Commitments

• What	
  actions	
  you	
  will	
  take	
  in	
  your	
  daily	
  work	
  to
live	
  out	
  the	
  Values	
  &	
  Behaviours?

• Think	
  specifically	
  about	
  your	
  role	
  and	
  its	
  impact

• Think	
  about	
  how	
  this	
  will	
  impact	
  our	
  stakeholders
around	
  the	
  Balanced	
  Scorecard:	
  Customers	
  &	
  
Clients,	
  Colleagues,	
  Citizenship,	
  Company,	
  
Conduct

• Think	
  about	
  actions	
  you	
  can	
  take	
  now,	
  next
month,	
  in	
  the	
  longer	
  term…
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Show the slide “Commitments” 

• Values Leader and Senior Leader between them show 
ownership of this session 

• Here the senior leader and/or value leader will need to
introduce the5c’s and how actions will impact the 5c’s.

• Set up the activity described on the slide: there is
space for participants to write notes on their handout; 
the purpose of discussing it at the poster is to bring 
some energy to this late stage of the session 

• Its fine for participants to discuss in pairs at the posters 
or in a small group – as long as each of them comes up
with at least one action 

• Emphasise “small is better”–much better to have a 
simple action which is relevant to the Values and easy 
to do as part of your role than set a vague intention 
which is unlikely ever to happen 

• The elements of the Balanced Scorecard are  there as 
thought starters but the most important thing is to be 
clear what you can do 

• How will you prompt yourself? Prompt your colleagues? 

• In theory the previous activity should have given some
ideas; if anyone is really stuck pair them with another 
stuck person or spend a minute or two yourself in 
‘coaching’ mode 

 

25 mins 

 
 

Commitments	
  -­‐ II

Be	
  prepared	
  to	
  share	
  in	
  plenary

• The	
  first	
  thing	
  you	
  will	
  commit	
  to	
  do	
  after	
  this	
  
session

• Who	
  will	
  hold	
  you	
  to	
  account?

25 |	
  	
  	
  Barclays	
  Purpose,	
  Values	
  and	
  Behaviours Session	
  |	
  	
  

Show the slide “Commitments–II” 

• In a moment, everyone will stand in a circle (if the room
allows) and briefly share the two points on the slide 

• If one or more intact teams are represented in the 

Your role as a facilitator:

`` Creating a positive climate

`` Opening with impact

`` Getting people talking

`` Managing a large group activity

`` Running a quick and focused  
debrief when time is tight

`` Keeping the groups on task

`` Managing group report-backs

`` Probing answers to ensure  
they are focused

`` Dealing with resistance to  
being held to account

Specific techniques for  
moving discussions on:

`` Factual: ‘The next issue we need to look  
at is...’

`` Other agenda items: ‘We can continue to 
look at this issue in the next section’

`` Use the time: ‘To make sure we cover all the 
ground without making you late, we need 
to move on’

`` Piggyback on the question: ‘That question 
actually brings us to our next agenda item’

`` Recognise how they feel: ‘It’s clear you feel 
strongly about this, unfortunately we’re not 
going to be able to resolve it here.  May we 
move on?’

`` Record the point. ‘Let me capture that on 
the flip chart, and then we can go on

Components of a ‘classic’ 
memorable story:

`` You (with or without your team) are 
the hero of your story

`` You want to achieve something

`` Someone or something is prevent-
ing you getting it

`` You try everything and fail

`` Just when you think all is lost…

`` You find a new strength and win

Criteria of Values Ambassador

`` Able to give 16–20 hours of time 

`` Good people skills

`` Good presentation skills   

`` Sense of balance and common sense

“At the start of one of the workshops, a 
colleague asked whether this was merely a 
‘box-ticking exercise’. Later that same colleague 
said the training had given them the belief that 
things will change, motivated them to progress 
their career and create a better working 
environment through embracing feedback.”

Agenda 

Time from
start 

(Duration) 

Session Purpose 

0 hr 0  
 
(20 min) 

Opening - I 
Welcome and 
Introduction 
Welcome  
History Video 
Overview of Session 

• Introduce everyone 

• Senior Leader provides the context for the 
culture change and new V&B’s 

• Participants appreciate how the Values 
were developed  

0 hr 20  
 
(20 min) 

Opening - II 
Purpose Exercise 
Business Case 

• Participants understand the purpose and 
how it relates to the Go-To bank 

0 hr 40  
 
(25 min) 
 

Values - I 
Values Video 
Exercise: Exploring the 
Values I and II 

• Allow individuals to explore their own 
relationship to the Values 

1 hr 05 
 
(10 min) 

Values - II 
Exercise: Exploring the 
Values III 

• Get a sense of ‘where we are now’ 

1 hr 15 
 
(15 min) 

Break • Have a break 

1 hr 30 
 
(45 min: 
 5 min setup, 
10 min exercise,  
30 min debrief) 

Behaviours 
Table Exercise 

• Linking the Values firmly to the roles and 
teams within the room 

• Get participants thinking about the 
behaviours that underpin the values and 
they need to focus 

• Participants understand the synergies and
tensions between the V&B’s and how they 
relate to the Purpose. 

2 hr 15 

(30 min) 

Commitments • Ensure everyone is going to do something
relevant to both the Values and their role, 
through the lens of the 5c’s 

• All participants are clear this is the start of a 
process and everyone is involved 

Note: the timings of individual sections in this guide add up to 2 hours 45 mins; this gives a 
contingency time of 15 minutes for overrun; better though to finish early if you can so people finish 
with a pleasant surprise!
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Practice #1: Going 'all-in' on change




