
Training Plan – for Retail Banking 
 
 
Context – Why is learning need  

 They keep move the cheese 
 

 Companies : adapting, repositioning, resources optimization, resist, survive 

 People : fear for job losing, decreasing incomes, less job opportunities, less appetite for consumption 

 Peaceful competition; focus on debts recovery 
 

 A new reality with new business challenges : customers, BT team, services 
 

Training for achieving Retail Objectives  
- Increase sales efficiency 
- Risk management and portfolio management 
- Increasing incomes from debts recovery 

 
Target Groups – Training Programs 
 

 

No 

 

Theme 

 

Target group 

 

Provider 

To be 

delivered 

until 

1 Customer Service Sales people 
 

Internal 

trainer 

30.09.2010 

2 Sales Process Sales people 
 

Internal 

trainer 

31.12.2010 

3 Sales Techniques – Consultative 

Sales 
Sales people 
 

External 

provider 

30.06.2011 

4 Credit analysis Credit analysts 
 

Internal 

trainer 

31.12.2010 



5 Credit restructuring Credit analysts 
 

Internal 

trainer 

31.12.2010 

6 Phone debts collection 

techniques 
Debts collection 
officers 
 

External 

provider 

31.12.2010 

7 Face to face debts collection 

techniques 
Debts collection 
officers 
 

External 

provider 

31.12.2010 

8 People management Sales managers 
 

External 

provider 

31.12.2010 

9 Sales management Sales managers 
 

External 

provider 

30.09.2010 

 
 
 
 
 
 
 

 

 

 

 

 

 

 



Customer Care – Training Design 
 

DAY 1 
 

Time Topic 
Activities succession 

 
Details Resources 

09:00-
10:30 

 

 

 

 

 

 

 

Module I - Welcome 

 

 

 

 

 

 

 

 Introduction of students 

 PEOPLE – film and discussion 

 Expectations, with the help of 
post-its 

 C.A.R.E.: acronym description 
using the flipchart 

 

 

 

 Presentation of participants and 
trainer using printed materials - bicycle. 
Participants have to answer some 
questions(using the bicycle format) and 
discuss in front of the group. The same 
goes for the trainer. 

 Participants are asked to remember two 
situations when they were customers, 
one when they were satisfied and another 
when they were not satisfied. What was 

that they liked? What did annoyed them 
the second time? 

 As a conclusion to human diversity and 
to highlight issues that unite us, the movie 
“people” is presented. The main idea is 
going to be written on the flipchart and 
attached in a visible manner: “ How do 
you make people feel?”. 

 Participants expectations: the 
students have to write on post-its what are 
their expectations from the training 

session, and those must be arranged on 
the flip-chart and discussed upon. 

 C.A.R.E. - Using the initials from the 
training session title, the trainer asks 
students (noting on the flipchart) words 
that are necessary for a good “customer 
care” process. 

Resources:     

- Printed materials for 
presentation 
- Pens 
- Post-it 
- Patafix 
- Flip chart, flip chart sheets, 
markers 
- Laptop, projector, speakers, 
projection screen 



10:30-
10:45 

Break 

10:45-
12:30  

 

 

 

 

 

Module II - D.I.S.C. 

 

 

 

• Concrete experience: Short film, 
DISC behavioral types and 
questionnaire 
• Reflective Observation: 
Discussions on film 
• Abstract Conceptualization: DISC 

behavioral types 
• Active Experimentation: Initial 
Test Results and conclusions 

 

 

 

 For an efficient communication is very 
important for us to understand behavioral 
types and how to treat people according to 
these typologies. For practical purposes the 
film “ The Office” is used. 

 After presenting the film, a discussion is 

held upon the subject of behavioral types 
and conclusions are recorded on flipchart, 
also the pros and cons of each one of 
these types are noted. 

 With the participation of students, the 
DISC model is presented using a 
PowerPoint presentation. Before 
actually entering the theoretical part, 
participants are handed the DISC 
questionnaire not to be influenced in the 
final results by the theoretical model. 
Participants are told that the results from 
the questionnaire will be given at the end 
of the module. 

 After presenting the DISC behavioral 
types, the questionnaire results are handed 
over to the participants, to asses which of 
these types are more close to them. 
Discussions are held on ways to approach 
each type of client and ways of interaction 
with the four behavioral types. 

Resources:  

 - Flip chart sheets, flipchart, 
markers 
 - Laptop, projector, speakers, 
projection screen 
  - DISC questionnaires and 
interpretations 

12:30-
13:30 

Lunch break 

13:30-
15:30 

 

 

 

Module III – 
Communication skills 

 

 

 

 Concrete experience: 
Communication skills game: “The 
Cordless Phone”. 

 Reflective Observation: Q&A 
session. Conclusions are to be 
written on the flipchart. 

 Abstract Conceptualization 

 Entering the 'Communication skills' 
module, an essential part of a quality 
'customer care', the game "cordless 
phone" is used.  For this game one 
volunteer is needed, the remaining 
students are invited outside. A drawing is 
presented to the volunteer for about 30 

Resources:   

- Flip chart sheets, flipchart, 
markers 
- Patafix 
- Sheets of A4 paper 
- Laptop, projector, speakers, 
screen, PowerPoint presentation 



Communication process. 

 Active Experimentation: 
Communication skils exercise 
“Sketch a drawing” 

 

seconds. Then he is asked to transmit 
the content of that drawing to the next 
participant, without using the actual 
drawing. Each participant will do the 
same for the next colleague. Finally, the 
last participant will draw on a flip chart 
what he understood from the message 
he received and that will be compared to 
the original drawing. 

 The causes for the message being 
disrupted are analyzed. What happened? 
Open discussions, conclusions are noted 
on the flip chart. 

 With student participation, theoretical 
issues are discussed: forms of 
communication, communication barriers, 
the communication scheme. 
Communication via email and telephone. 
Details of each form of communication-
verbal, nonverbal, para verbal. 

 To apply the theoretical aspects 
discussed at the end of module, the 
exercise "Sketch a design" is used,  with 
help from a volunteer. The volunteer is 
required to ask colleagues to reproduce a 
design that only his eyes see. He must 
use exclusively verbal communication, 
without gestures, or any body language. 
The group may address  clearing 
questions. Finally, participants are 
confronted with the original drawing. The 
difference between original and their 

own design allows measurement of 
communication quality. 

 Conclusions are drawn. 

- Handout slides: “How to 
communicate via email and 
phone”. 
- Printed materials for games 

15:30-
15:45 

Break    



15:45-
17:00 

 

Module IV – Active 
listening 

 

 Concrete experience: Active 
listening game 

 Reflective Observation: Q&A 
session.  

 Abstract Conceptualization 
Active listening. 

 Active Experimentation: Active 
listening game: “Stickers on 

forehead”. 

 

 The trainer will explain to participants 
that an active listening exercise will follow. 
It is important to keep quiet and be 
focused. An article from a newspaper will 
have to be read in front of them. After the 
reading, the trainer will hand a sheet with 
questions to each them. Participants will 
have five minutes to answer them. 
Collaboration is restricted. 

 Based on the participants answers, a 
discussion is held on issues that are 
important in active listening. Ideas will be 
written on flipchart. 

 Conclusions are drawn. A summary is 
made and the active listening technique is 
presented: definition, active listening 
techniques, active listening steps. 

 To apply the theory, at the end of the 
module an active listening game is 
presented "stickers on the forehead." 

Trainer writes words on post-it notes and 
sticks them on the students forehead. 
Other participants should be able to see 
what word is written, but not the student in 
question. What should each participant do? 
Based on questions asked participants will 
have to find out what is the word written 
on their forehead. Questions are put 
through four rounds, certain rules apply . 
This game is aimed at learning to use 
active listening techniques. 

Resources:  

- Flip chart sheets, flipchart, 
markers 
- Printed material for the game 
- A4 paper 
- Post-it 
- Feedback handout 

 



        DAY 2 
 

Time Topic 
Activities succession 

 
Details Resources 

09:00-
09:30 

 

Recap day 1  The trainer writes on flip 

chart, schematically, asking 

participants, points 

discussed in the previous 

day and highlight the main 

ideas. 

Resources:  

- Flip chart sheets, flipchart 
and markers 

 

09:30-
10:30 

 

 

 

 

 

 

 

 

Module V – Conflict 
Management 

 

 

 

 

 Concrete experience: The 
Ondine story. Thomas-Kilmann 
questionnaire. 

 Reflective Observation: 
Discussions on the ”Ondine story”. 

 Abstract Conceptualization. 
Styles to address conflict situations 
(Thomas - Kilmann ) – first part 

 

 

              

 The concrete experience will 
be: “The Ondine story”. It will 
be told by the trainer, who will 
make a drawing of the story he 
tells on the flipchart and will 
have to record also the 
characters' names. Then  
participants, individually at first 
and then collectively, have to 
establish a morality ranking of 
the characters involved, from 
the most immoral to moral. The 
trainer will follow discussions 
trying to make it hard for them 
to have a final ranking. Voting is 
not permitted, rankings have to 
be accepted unanimously. 

 After reaching a final ranking 

(if possible) discussions are 
taking place on students' 
reactions, how difficult it was, 
why they didn’t agree, what was 
their own criteria? 

 Trainer and participants 
summarize the causes for them 
being in a conflict. Ideas are 

Resources: 

 - Flip chart sheets, 

flipchart and markers 

 - The Thomas - Kilmann 

questionnaire 

 



recorded on the flipchart. Asking 
participants to find other causes 
of conflict situations and words 
that they associate with the idea 
of 'conflict'. Trainer seeks 
negative associations, but also 
positive ones. Before the break, 
participants are given the 
Thomas-Kilmann questionnaire. 

10:30-
10:45 

Break    

10:45-
11:45 

 

 

 

 

 

 

 

 

Module V – Conflict 
Management  

 

 

 

 

 Abstract Conceptualization. 
Styles to address conflict situations 
(Thomas-Kilmann) – second part 

 Active Experimentation:  
Results for the Thomas-Kilmann 
questionnaire 

 

 

 

 Trainer presents, involving 
students, the five styles of 
dealing with conflict. To learn 
the pros and cons of each type 
of approach to conflict, students 
are divided into five teams, each 
team is assigned one. Then from 
each team, a representative will 

present their findings. Discuss 
the pros and cons found. 

 Participants are handed the 
Thomas-Kilmann test results to 
acknowledge their own 
predominant style of addressing 
conflict situations. Together with 
the students the best ways to 
approach conflict are discussed.  

 

11:45- 
13:00 

Module VI – The C.A.B. 
Selling Technique  

 CAB – 
characteristics, 
advantages, 
benefits 

  CAB for the 
main selling 
products 

 Concrete experience: A 
volunteer will have to sell an object 
to the trainer. 

 Reflective Observation: Writing 
on the flip chart the characteristics, 
advantages and benefits mentioned 
by the seller. 

 Abstract Conceptualization CAB 
– what it is and how we should use 
it. 

 The trainer will request a 
volunteer. He will explain him 

the selling process. While the 
participant will try to sell, the 
trainer will note on the flipchart 
which features, advantages, 
benefits used the volunteer for 
selling. If the sale fails, the 
trainer can ask another 
volunteer 

Resources: 

- Flip chart, flip chart sheets, 

markers 
- An object that will be sold to 
the trainer by an participant. 



 Active Experimentation:  
Students will have to split into 
groups and brainstorm the CAB 
technique applied to one product. 

 Based on the example, 
conclusions are drawn. The 
trainer presents the C.A.B. 
technique and uses for an 
example one of BT products. 

 To practice the technique, 
the trainer divides students into 
three teams. Each team is 
assigned a particular product for 
which they will have to identify 
features, advantages, benefits. 
After teamwork, results will be 
presented and with all. 

13:00-
14:00 

Lunch break 

14:00-
14:15 

Recap day 2   The trainer concludes the 
effectiveness of communication 
techniques and active listening 
both in providing a quality 

"customer care" and in solving 
and preventing conflicts 

 

14:15 -
15:30 

Role Play   To illustrate all the techniques 
discussed in the two days of 
training, the trainer will do a role 
play with each participant, the 
trainer being the customer. 
Other participants are requested 
to watch carefully how 
participants involved in role play  
react and then offer him 
feedback. The feedback process 
must follow the rules learned in 
previous modules. 

Resources: 

- A4 paper sheets 

15:30-
15:45 

Break 



15:45-
16:45 

Role Play  
  

16:45- 
17:00  

Short motivational 
film, feedback, 
closing the training 
session. 

 At the end, participants are asked 
to offer feedback on the course 
and trainer. 
The training session ends with a 
short motivational film. 

Resources:  

 - Feedback sheets 

 - Laptop, Projector, speakers, 
projector screen 

 

 

 
 
 

Training Evaluation 
 
What we have learned from Bank of Cyprus : 
Training Evaluation - Kirkpatrick’s Four Levels Evaluation 

1. Reaction (evaluation form given to the participants - how people feel about the program; 2 pages – trainers, content, approach, 
practical utility; with happy faces); each trainer (internal or external) has a score 

2. Learning (during the training; different types of exercises : roll plays, case studies, games, …- according to learning styles 
inventory and training type; evaluation – debrief at the end of the exercise) 

3. Behavior  
o Action Plans – trainees have to put it in practice; trainers and managers have copies of the action plans 
o Follow up – internal trainers observe the trainees at their workplace ~ 30 min for each trainee; reports for managers; 
o Desired : time for managers to monitor how trainees put in practice the action plans 

4. ROI – return of investment 
o Use of  pre and post course questionnaires (what are the expectations; together with the direct manager) 
o Desired : time for managers to monitor how trainees put in practice the action plans; unfortunately managers don’t have 

enough time for  
 
Biggest issue – how to increase training efficiency ? 

- Actual situation : most of our managers think that developing people is HR issue, Training & Development issue 
- What I was thinking ? I have to involve managers 



- Now I believe we have to think at a higher level 
- Do we want to become a learning organization ? To have in our culture people developing ? 
- If YES it’s compulsory top management commitment 
- We have to align HR processes 

- To transform HR practices to include learning and developing people as a key guidance factor for BT success 
- Transparent & employee friendly HR processes to communicate these 
- To emphasize in the appraisal system the Personal Development Plan and the responsibility of the manager and employee 

 
Concrete things we can do now : 

- it’s necessary that managers know what are the learning objectives and what training is about  
- It’s necessary to have a discussion with the employee before the course and tell them what are the expectations 
- The trainees will set Actions Plan  
- It’s necessary to discuss the action plan after the course and to verify if it’s achieved 
- Reaction level 
- Learning Level 

 
 

 
 
 
 
 
 
 
 
 
 
 



Coaching program  
 
Target Group – new small branch managers (agency managers) 
 

Create a mentoring system – as a first step before coaching 
Assign every new middle manager with a ‘’buddy’’ mentor. This buddy mentor is a manager from the same level of management who 
developed people from his team and helped them to become managers.  
Benefits : 

- This will facilitate an environment of change, cooperation, innovation, and social responsibility 
- Will improve managers abilities and develop their leadership skills 
- Identification of training needs 
- Advice on new managers development 
- Foster a learning and cooperative culture 
- Increase job autonomy and creativity 

 

Training new managers to give and receive feedback 
- Change new managers perceptions about giving and receiving feedback, how to act upon what is said and how to train the staff to 

receive feedback  
 
Train all new managers on basic coaching skills 

- Promote and awareness of what coaching can do for the coach, the coachee, and the organization 
 
Who are the coaches ? 

- Internal coaches, who want to developed themselves, other people and the organization and who have the abilities for this 
- Managers who are well trained for coaching and who have given responsibility and seriousness throughout the organization, and 

accountability for their work 
 


