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CASE STUDY – Train internally. Scale globally. Build Consistency 
 

 

How a global financial services organisation strengthened client communication with  
Think on Your Feet® 
 

Building consistency in client conversations, from one internal trainer to a growing international network. 
 
A global financial services organisation wanted its client-facing managers to communicate with greater clarity, confidence and consistency. By training and 
accrediting its own facilitators to deliver Think on Your Feet®, it has built an internal capability that can be scaled across regions and embedded into its 
wider client skills development programme. 
 

The challenge 
The organisation wanted greater consistency in how its client-facing managers communicated with clients. 
 
There were mixed levels of confidence in presenting, differences in the clarity of client pitches and inconsistency in the 
messages clients were receiving. 
 
With clients working across multiple teams and regions, the organisation wanted a structured approach to communication 
that could complement its existing client skills development programmes. 
 
   

Why build an internal delivery capability? 
The organisation chose to train and accredit its own facilitators to deliver Think on Your Feet®. The train-the-trainer model offered three important 
advantages: 
 

 

Flexibility 
 

Internal facilitators could deliver 
programmes when and where they 
were needed, without depending on 

external facilitator availability. 

 

Scalability 
 

The organisation could expand 
delivery across teams and regions 
without having to arrange external 

facilitators and international travel for 
every programme. 

 

Consistency 
 

Accredited facilitators could use the 
same proven Think on Your Feet® 

methodology across different 
locations, helping create a more 

consistent approach to client 
communication. 
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CASE STUDY – Train internally. Scale globally. 
Think on Your Feet® increases communication confidence by 52%. 

.  
 

Facing similar challenges? Let’s talk about what could work for your organisation. 
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Indigo, the exclusive UK distributor for Think on Your Feet®, provided the expertise and accreditation, training the organisation's 
own facilitators to deliver the programme. The organisation started with one internal trainer and has since developed a network 
of facilitators internationally, supporting the rollout across regions. 
 
Once accredited, internal facilitators could deliver Think on Your Feet® directly to client-facing managers, combining the 
programme's methodology with their own knowledge of the organisation and its clients. 
 

The techniques, particularly the Bridging techniques, gave managers practical structures for organising their thinking and responding clearly and 
compellingly in client conversations. The techniques were quickly being applied in real client situations. One client-facing manager reported: 
 

“I was in a meeting this week with a client, and I used the Clock and Zoom techniques. I wanted to talk to them about our renewals process and 
help them understand global pricing – and it worked!” 

 

 

Participants rated their confidence across five communication capabilities immediately before and after the programme, 
using a five-point scale. 

52% 

overall increase 
 

In self-rated confidence 

113% 

increase 
 

Use techniques and 
frameworks under 

pressure 

40% 
increase 

 

Structure thoughts 
clearly and quickly 

58% 
increase 

 

Confidence in 
spontaneous situations 

45% 
increase 

 

Organise ideas for 
others to follow 

23% 
increase 

 

Adapt communication 
style 

The greatest improvement was in using techniques and frameworks under pressure, which rose from 1.88 to 4.00 out of 5. But the biggest impact isn't a 
number. It's consistency: 

▪ More consistent structure. 
▪ More confident client conversations. 
▪ A more consistent experience for clients. 

 
And because the organisation has built the capability internally, it can continue to scale it across regions.  
 
When asked to summarise in one sentence the impact of rolling out Think on Your Feet® across their organisation, they said:  
 

“It’s not one sentence, it’s one word: ‘Consistency’.” 
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