
 



 

 

The client:   Westpac Banking Corporation 

 

The project:   Customer Relationship Management (CRM) Implementation 

 

The role:  Head of Training and Change Management   

 

The consultant: Helen Campbell 

 

 

Helen was Head of Training and Change Management for the initial pilot and roll 

out of a Siebel CRM system to various areas of the bank.  She managed the training 

and change management functions including the management of up to 35 training 

and change management staff.  

 

 

What deliverables was the consultant responsible for? 

 

The aim of the project was to roll out a Siebel CRM system to 15,000 end users 

within 5 years.   

 

The deliverables which Helen was responsible for were: 

 Change and training strategy 

 Change and training design and implementation guidelines  

 Tailored training and coaching materials for leaders and recipients (A blend 

of train the trainer, face to face, e-learning, coaching and on-line help) 

 

Why was the consultant successful? 

 

The pilot and three subsequent releases were all delivered successfully.  Learning 

retention averaged 96% one month after implementation.  Sales increased by 

between 4 and 19% in the three months following implementation. 

 

Given the nature of the system, delivery of business benefits was more dependent on 

a change of behaviour than a change of technology.  The approach that Helen 

developed therefore encompassed sales systems, processes, skills and 

management.  The change and training interventions addressed 33% behaviours 

33% process and 33% technology. 

 

Key to the success of the role was Helen’s ability to develop strategies and 

interventions which would support the delivery of business benefits by ensuring that 

the recipients were ready, willing and able to adopt the new technology 

successfully.   

 

A significant challenge which Helen overcame was to balance the need for a tailored 

approach to meet the individual needs of each business unit, with the need to 

maintain a fast paced and flexible approach to the roll out.  Helen achieved this by 

developing an overarching training and change strategy based on people’s reaction 

to change and how they build commitment (see Fig. 1).  This strategy and model was 

instrumental in securing sufficient budget to support the thorough approach. 

 

 

 

 

 

 

 



 



 

 

Figure 1  The Training and Change Management approach to systems roll out  

 

 

 

 

 

 

 

 

 

 

 

 

 

  
 

 

What expertise did the consultant offer? 

 

Many change management and adult learning theories and models were used during 

the project.  They included:   

 

Strategic change design theory to ensure that the overall approach to rolling out 

the technology was congruent with the environments in which it would be used and 

would deliver the proposed business benefits:  Including sales skills, processes and 

management in the scope of the project to provide an holistic and logical approach to 

the recipients. 

 

Participation theory used to reduce resistance and increase commitment:  

Designing the system and developing communication and training materials based on 

real business scenarios provided by the target business units. 

 

Behavioural psychology theory to ensure that the approach to roll out and the 

individual changes were sustainable:  Focused on and supported the leadership team 

in each target area to enable them to lead and reinforce the change.  Maintained 

communication with all recipients for up to 8 weeks before and 6 weeks after the 

implementation. 

 

Adult learning theory to ensure that training was effective at sustainably changing 

behaviours as well as skills:  Providing briefing prior to and coaching following the 

training to ensure optimum learning.  Providing a blend of train-the-trainer, face to 

face, e-learning, coaching and on-line help in order to get the best outcomes. 

 

Surveys and measurement:  Measuring the effectiveness of learning and 

communication interventions. 

 

Stakeholder management models:  Employing formal processes to monitor and 

manage key stakeholders. 

 

Team theory to ensure that the training and change team (up to 35 members) 

continued to work constructively in a high pressure environment:  Thorough induction 

and ‘buddying’ of new team members.  Team activities and team profiling using TMS 

Team Management Profile. 
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