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Brief and objectives: 
Following the launch of our brand new company Ambition, Priorities and Values in 2014, an 
ongoing long term strategy was developed to embed our new culture into the 
organisation. 
 
As part of this, we needed to review our Behavioural Competency Framework – which sets 
out how our colleagues should behave at work. We recognised that to make our priorities 
and values truly relevant, we needed to demonstrate how every action at work – however 
small – plays a role in our success and impacts the people around us. 
 
Our objective was to develop a values-based Behavioural Competency Framework, making 
sure colleagues have access to real-life examples to demonstrate how to „live‟ our values 
every day. 
 

Rationale behind campaign, including research and planning: 
Our workforce includes over 1300 people in Wales and south west England. 
 
Over 65% of our people are field-based, with more than 800 colleagues working remotely 
across our network. Many field operators work alone and have very limited access to certain 
communication channels, including the company intranet and email. 
 
Operational colleagues are a mix of local admin, warehouse operatives, engineers, 
craftspeople, network analysts, lorry drivers and machine operatives, all of whom have their 
own diverse communication requirements. 
 
The diversity of our workforce (including four generations aged 16-76!) meant we needed to 
develop a cohesive campaign that would engage all colleagues through a multi-platform 
approach. 
 

 A two year period of initial research began with engaging colleagues through face-to-
face Colleague Roadshows led by our Executive Team – asking them what they 
thought „good‟ and „bad‟ behaviour was against each of our values (Pride, Energy, 
Customers and Team). This approach meant that colleagues across our network had 
the opportunity to get their views 

 



 Every field and office team was given an „Action Plan‟ to record their own witnessed 
examples of good and poor behaviour 

 

 We worked with Trade Unions and management to refine and develop the feedback 
and action plans into a full Behavioural Competency Framework. 

 

Strategy and tactics, including creativity and innovation: 
Our new Behavioural Competency Framework launched in November 2016, with a multi 
faceted campaign designed to appeal to all organisation levels. 
 
The campaign launched on two platforms, encouraging uptake from both head office and 
Operations. 
 
Head Office – film premiere 
 
Six colleagues from around our network (one from our head office in Newport and five from 
Operational bases across our area) were approached to take part in an animated 
Behaviours film, visually engaging colleagues and demonstrating the relevancy of the new 
framework. 
 
We created a pop-up Cinema in our head office to premiere the animation, which over 300 
colleagues attended. 
 
Following the film, several „values ambassadors‟ led a question and answer session on how 
the behaviours impact their working lives, giving real life examples of other colleagues they 
admired. 
 
Operations – Behaviour Boxes 
 
„Behaviours Boxes‟ were sent to Operational managers across the network, providing all the 
materials they needed to share the new behaviours with their teams, including copies of our 
animation – and some giant bags of popcorn! 
 
Our Executive team also sent personal letters to all members of each business area, with a 
„little guide to our behaviours‟ included. 

 

Implementation of tactics: 
The campaign launch was supported by: 
 

 Suite of materials developed over three months, designed to engage with all 
colleagues and support embedding the new Behavioural Competency Framework 
into the company.  

 All colleagues received hard copies of the new Framework, through a desk-drop at 
head office and postal delivery for Operational colleagues 

 Managers received a guidance pack to support colleagues to work on, develop and 
promote good behaviours 

 A „hints and tips‟ guide and foldable „mini guide‟ was developed for colleagues to 
carry easily 

 
The launch also involved an intensive campaign over several weeks in November/December 
2016, involving: 
 



 Initial launch on our social intranet, Pipeline, all staff e-mail and text messaging to all 
mobiles (approx. 890 colleagues) 

 Feature in internal magazine, 2W (December edition) 

 Weekly colleague e-mail section over six week period with regular text messaging 
updates/reminders 

 Featured in monthly face to face manager briefings 
 
To further support managers, we created a bespoke neuroscience-based Behaviours 
Training course with training provider StickyChange, which 91% of attendees would 
recommend to colleagues. 
 

Demonstrate how the campaign links to the wider communications strategy: 

In 2014, we launched our brand new set of company priorities and values, achieved through 
a multi-channel internal communications campaign called „Moving Forward Together‟. 
 
The campaign addressed colleague feedback about a lack of understanding of company 
aims and priorities following changes to industry regulation and new company ownership. 
 
A sustained and integrated internal communications strategy aimed to improve awareness, 
understanding and engagement for long term business benefit. 
 
Launching our new behavioural framework built upon this strategy to further embed our 
values into our organisation as „business as usual‟. 
 

Measurement and evaluation, including evidence of real engagement or 
behavioural change: 
Following the framework launch, a colleague survey showed that: 

 98.82% knew about our new behavioural competency framework 

 89.41% thought the framework was interesting, informative or „worth a read‟ 

 92.94% thought that the suite of materials was „excellent‟ or „good‟ 

 95.29% believe that the new Behaviours are relevant to their role 

 90.59% felt that the new Behaviours would have a positive impact on other 
colleagues 

 91.76% feel that they now know more about why behaviours are important in the 
workplace 

Anonymous feedback provided by colleagues: 
“Good breakdown, clear and easy to understand, pinned straight to the desk." 
"Having examples of people who portray the behaviours was good; it‟s nice to have them 
recognised.” 
“Love the new framework - much better and clearer than the old version as it now aligns with 
our priorities and values. Toolkits provided are really engaging and helpful.” 
“It‟s a fab framework which highlights the importance of great behaviour when everyone is 
working towards the same goal. The launch was a 'showstopper' and really got everyone 
involved.” 
 

Budget and cost effectiveness: 
 Pop-up cinema film premiere launch: £3,539.50 

 Behaviours material suite costs: £26,183.14 

 Behaviours training course: £23,151 

 Total investment: £52,873.64 


