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‘ It was different to anything I’d experienced   
 before in terms of techniques and style.  
 It was thoughtful and insightful. The slower  
 pace forced us all to be really present…

 We are all very busy. There’s not always  
 time to connect outside of day to day
 operations. Team coaching gave the team  
 oxygen – time to stop, to completely slow
 down and reflect. It also brought HR
 into the core of the team and I was able  
 to identify development needs in  
 colleagues that I didn’t expect. I now  
 see more of colleagues.’

 — HRBP



This is a case study on TOWARD’s 
Team Coaching with a senior team in a  
large financial institution between 2013–2016. 
The purpose of the case study is to share the 
Team Coaching model and experience from a 
particularly effective team intervention. 

What was the client request?

In 2013 the Managing Director of the case study team invited TOWARD to 
facilitate an initial team development off site and follow up session.  This 
support developed into a total six team coaching sessions between 2013–2016.

A key factor was that the Managing Director was highly committed to the process:

‘He is one of the best leaders I’ve seen in this sector. He was very switched on 
to the fact that if his team was going to deliver well he needed to create space 
to check if people were okay, to be vulnerable and talk about things. He wanted 
to allow space for people to express emotions. He wanted to create a regular 
rhythm for team sessions, rather than a response to a crisis. He was committed 
to the emotional and relational health of the team and understood that this 
would clear the channels to execution, delivery and high performance.’
— Johnny Parks, Team Coach

There was a similar commitment and support from the HRBP:

‘The HRBP was brilliant - very relational and committed to making it work. 
They approached the team coaching with the right spirit – they welcomed 
you in and teed it up well with the team to ensure there was no resistance or 
cynicism.’
— Johnny Parks, Team Coach

TOWARD also found a good level of commitment in the team:

‘There was a good chemistry in the team. People wanted 
to take responsibility to make the team work.’
— Johnny Parks, Team Coach

The initial aim was to build the effectiveness and performance of the team. 
As the team coaching developed specific aims were agreed each subsequent 
year. During the course of the team coaching there was restructuring and 
several different members joined and left the team. The team coaching process 
was helpful in re-establishing the new team, each time there was a change 
in membership. 
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Approach

• Diagnostic process including SSI’s, Online Surveys and Psychometrics
• 6x two-day off-site residential sessions
• Regular Check-in calls
• Stakeholder surveys

The approach was based on the TOWARD team coaching model which is  
based on four important cornerstones: 

• Relational Flow
• Purposeful Clarity
• Breathing Space
• Depth of Commitment

TOWARD facilitated six team coaching sessions and associated diagnostic 
work between 2013 and 2016. The diagnostic work involved Semi Structured 
Interviews, Psychometrics, Surveys and Check in calls. At each stage, the 
analysis of this informed the aims of a two-day residential team coaching 
session, delivered off site. The off-site location was regarded as an important 
factor in the success of the sessions. At a mid-point in the process, to gain an 
objective perspective of the current functioning and performance of the team, 
on-line diagnostic surveys were completed by all current members of the  
team and by a sample of their key stakeholders. The data from surveys was 
collated and the results analysed to measure progress and inform areas for 
further development.

Results 

The reported impact on team performance was outstanding. 
The HRBP commented:

‘The performance of the team has grown exponentially over the past four or 
five years, it’s now one of the most important lines in the business. The hard 
numbers are there in the P&L and both sales and customer satisfaction are 
higher. The team coaching has to be a contributing element on how the team 
works, has grown together with strong and deep relationships. The team has 
experienced the benefits of collaboration.’

Feedback from each residential indicated progress against each set of aims. 
For example, by Off Site 2 the feedback from the team was that the team 
coaching had enhanced the level of trust and connection, increased awareness 
of what drives each team member, clarified priorities and established a more 
collective approach. The MD appreciated the affirmation of the collective values 
of team members and a better understanding of the levels of stress among 
members of the team. 

The original HRBP made this comment:

‘I’m convinced the time taken to get clarity and deal with issues in great depth 
was the catalyst. I reflected afterwards it was the longer, deeper sessions, 
drawing out the quieter members of the team, which came from TOWARD. 
I also think your work lives on today, the team is strong and purposeful.’
All key stakeholders agree that the process had a substantial impact on the team. 
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Conclusion 

The results from this programme confirm that this type of intervention can  
have a profound, observable impact on building and maintaining a high 
performing team.

‘TOWARD helped us develop our team story which provided a 
platform for our leadership team to engage our 1800 staff on a 
consistent message around goal clarity for our business and a 
shared view of success for our customers. 

Agreeing clear priorities and aligning our people to our  
biggest challenge and opportunity enabled us to make a 
significant shift in the number of customers we are helping 
each week… As a result of this work, stakeholders are clearer, 
engaged and accountable and working better to support us to 
deliver to our customers.’ 

— MD

‘Their financial performance improved as a result of strategic 
decisions made in the team coaching sessions – they made brave 
and compassionate decisions… I heard other people talk about the 
team in the organisation saying that the MD had transformed that 
business to the point it became one of the most successful and 
talked about businesses in the organisation.’

— Team Coach
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