
e.learning age team of the year 1 

 

Submission for 

e.learning age team of the year 2007 

Word count: 2843 (plus Appendix One) 

About Marton House 

Marton House plc has been providing HR and training consultancy for over 20 years.  Since 2001, we 

have developed an e-learning team with a track record of delivering high impact material to 

complement the delivery of face to face training interventions.   The team continues to expand its  

catalogue of high quality, media-rich material and programmes as well as developing its Learning 

Management System that underpins electronic learning for a number of our clients.   

 

Our close-knit team prides itself on its strong working relationships with clients.  We work with a 

range of blue chip companies including Abbey Bank, HSBC, BSkyB, The Healthcare Commission, 

Egg and Prudential delivering high quality blended learning solutions.  This submission relates to an e-

learning programme that we created in 2006 for Britannia Building Society during their acquisition of 

Bristol and West.  We designed and delivered an e-learning programme within 12 weeks that enabled 

750 users to perform 60 business processes and be monitored and tested on their learning.  The 

integration of Bristol and West into Britannia’s business has been deemed as one of the smoothest and 

most successful in financial services by industry analysts (including The Sunday Times). 

 

Marton House has created over 8 major e-learning programmes for Britannia. They selected us for our 

proven ability to deliver quality e-learning within time and budget constraints.  The acquisition of 

Bristol and West was a major programme for Britannia Building Society and the training of Bristol and 

West staff was paramount for achieving a go live date in branches in July 2006.  Any delays to the go 

live date represented major financial consequences for Britannia Building Society. 

 

Martin Ladbrooke, senior programme manager at Britannia Building Society says: 

“Marton House came in to a very difficult situation. This was a fixed end date project with a very 

demanding set of objectives. When we trawled the history books we could find no evidence of anyone 

achieving this level of integration in such a short timescale. We needed suppliers who could operate 

successfully in such a tough environment. Looking back Marton House were probably the only 

organisation we would have trusted to do what had to be done. They drove for the date as hard as we 

did and yet still found a way of producing quality deliverables. This was a truly exceptional 

achievement on their part.” 
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The project: Bristol and West Integration Programme 

 

Client: Britannia Building Society 

Budget: £120,000 

Timescale: 12 weeks (April – July 2006) 

Audience: 750 Bristol and West employees  

Location: Delivered across UK 

 

The Challenge 

The acquisition of Bristol and West involved 97 branches, 750 employees, over 1 million accounts and 

over 1000 savings products. The project involved 2000 branch and 1000 Head Office employees at 

Britannia. 

 

The acquisition was a huge undertaking and the programme included a number of key activities, 

including: 

• Integrating two different cultures and ways of working 

• Transitioning Bristol and West branches to Britannia branding and systems 

• Training Bristol and West employees on Britannia systems  

• Making Bristol and West colleagues feel part of the team 

• Transferring Bristol and West customer data into Britannia systems 

• Rationalising and migrating Bristol and West products into Britannia’s portfolio 

 

.  The success of the programme rested on a number of factors including: 

• Staff and branches being trained and ready for go live date 

• Retaining customers and staff 

• No disruption of service  

 

Our involvement focused on the training of Bristol and West employees on core Britannia business 

processes to enable them to be ready to go live in branches on 4 July 2006.  These business processes 

were primarily everyday transactions that were conducted between customers and branch advisors; so 

were critical for a smooth transition.  Processes included scenarios such as: 

• Opening an ISA account 

• Adding a party to an account 

• Deleting a cheque book 

• Closing a Till and Logging Off 
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Some processes had elements of familiarity to the Bristol and West staff from the systems they would 

have been using but other processes were completely new and Britannia needed to be sure that every 

user reached an acceptable level of performance across all 60 processes before the go live date. 

 

Britannia needed confidence that everything would be ready for the go live date. Any delays would 

have severe financial consequences for Britannia’s business.  Training was under close scrutiny by the 

Britannia board and had to provide clear evidence in advance that the business was ready to go live. 

 

A Team Approach 

One of the key factors in the successful implementation of the training was the open, honest working 

relationship between Marton House and Britannia.  This has been established by Marton House’s 

director, Dougie Grieve and the team over many projects and with our understanding of their business 

we were able to get on board quickly.  The 

project was very much based on a partnership 

approach which meant our input was valued and 

acted upon and gave us the ability to implement 

an effective training solution.  There were a 

number of key people involved in the project 

from the outset that instilled and supported a 

collaborative approach and strong team spirit.  

 

The blended learning programme was co-directed by Dougie, who worked alongside Britannia’s 

programme manager Andy Thornton, giving support, advice and ideas for successful delivery.  

Dougie is a highly experienced training consultant in sales and financial services, with great passion 

and motivation for producing learning content that delivers results.  With his focus and enthusiasm the 

team adopted a real can-do attitude from the outset and everyone in the team had the opportunity to 

contribute and add value to the programme.  

  

Sarah Lister,  Marton House’s e-learning project 

manager  worked closely with Dougie and Britannia’s IT 

team leader, Paul Hill to determine the best approach for 

the design and delivery of the e-learning programme.  

She worked alongside the e-learning team throughout 

the project, spending more than half of her time on site 

at Britannia with their CBT team.  Sarah also ensured 

the whole team spent time at Britannia during the project 

to enhance good working relationships and to experience 

the Britannia culture.  Paul Hill was in a high profile position at Britannia and under pressure to deliver 

the e-learning to 750 users.  Sarah and her team provided valuable support and decision-making to Paul 

and his team throughout the project. 
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Richard Frape, Marton House’s training consultant and project manager was key in 

delivering the face to face training.  He worked wholly on site with Britannia’s 

Change Manager, Janet Durham to create the programme that delivered the e-

learning.  Richard managed the team of Marton House training consultants who 

delivered the workshops in the UK and worked closely with Dougie and Sarah to 

ensure the consultants had specific training and were fully conversant with the e-learning prior to 

delivery. 

 

The full Marton House e-learning team responsible for the successful creation and delivery of this 

project included:  

 

 

 

Shaune Fradley, Laura Hooper, Tim Clague, Ilias Spyropoulous, Steven Andrews Dougie Grieve, 

Sarah Lister, Richard Frape* 

 

*More details of the team can be found in Appendix One. 

 

E-learning team delivers powerful e-learning solution 

We created a practice system to look and feel like the real Britannia system that Bristol and West staff 

would be switching to.  The simulation system enabled users to practice 60 business processes and be 

fully tested on each step of every process.  It was used as back-up to the full Britannia training system 

during workshops and for further practice at home or in branch.  It provided a vital contingency when 

the training system was unavailable.  The system included walkthrough animations for each of the 60 

processes and over 70 video clips embedding key messages and reflecting the Britannia customer 

experience.  The interface and menu were applauded for being user-friendly and easy for seeing 

progress. 
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We also created a full test environment to assess learners once they felt competent in completing 

processes.  The system incorporated full Management Information enabling Britannia to track learner’s 

performance and results in detail.  The MI enabled Britannia to rapidly recognise individuals or 

branches that were failing and intervene with support where required. 

The MI system also allowed the client to prioritise 

processes in order of importance.  Some of the processes 

were assigned business critical status and these were the 

focus of the workshops . Every delegate had to achieve 

100% pass on every step of these processes.  Less critical 

processes were assigned pass rates of 70% which 

represented an acceptable level of performance. 

 

Team highlights 

The whole team spent a considerable amount of time on site at Britannia’s Head Office in Leek, Staffs, 

working directly with the different departments and teams to ensure as smooth a delivery as possible.  

This enabled faster turnarounds, easier decision making and better communications. 

 

Sarah was the project manager for the elearning programme and she made sure that the whole team was 

brought on board from the outset.  One of the factors that enabled delivery within the timescales was 

the ability for any one of the team to pick up issues or queries immediately and ensure it was dealt 

with.  The Britannia team were under pressure to deliver and this gave them a sense of security 

knowing they could always get in touch with somebody that knew about the project at any time.  The 

spirit of the team meant that everyone was willing to jump in and help out in some way even if it 

wasn’t their particular area of expertise – the antithesis of “it’s not my job”! 

 

Ilias worked closely with Sarah and Britannia’s CBT team to establish MI requirements.   These were 

more specific than the standard MI reports that Marton House usually produce within their LMS and 

Britannia also wanted to be able to host the MI 

systems themselves.  The MI needed to record 

every individual user on every step of every process 

(up to 25 steps in some processes), every time they 

used the system.  Users also had to be grouped into 

very specific groups for this particular project to be 

tracked effectively.  This proved to be a significant 

element of the project and involved some 

considerable re-working and development in very 

short timescales.  Ilias worked well beyond his 

normal working days to ensure a solution was in 

place.  He also worked on site to train Britannia’s team to configure the MI server and worked with 

them during installation and testing.  He was always at the end of the phone.  The comprehensive MI 
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provided a significant reporting and monitoring structure for Britannia that enabled them to identify 

areas of concern and intervene where necessary to keep training on track. 

 

Steve and Laura created the animated walkthroughs for each of the 60 processes.  Some of these 

processes having over 25 steps.  They saw many early starts, numerous train rides to Leek and home 

became The Peak Weavers hotel (think Royston Vasey and you’re somewhere close).  Laura and Steve 

form the core team of multimedia developers at Marton House, Steve being our Director expert and 

Laura our Flash expert.  However they constantly crossed over during the project supporting and 

learning skills from each other to get the job done. They also spent many late nights along with the rest 

of the team at the office and at home testing and amending the e-learning. 

 

Tim and Shaune  

Tim and Shaune produced over 60 minutes of video for the e-learning.  This included an introduction 

piece from the CEO welcoming Bristol and West employees to Britannia and acknowledging the 

importance of their role in Britannia’s future.  Quick-fire scenario-based video appears in each of the 

60 processes to highlight key learning points and position Britannia’s customer experience.  Tim and 

Shaune work across the media production spectrum at Marton House covering the writing, shooting, 

directing and editing elements of our e-learning pieces.  Their extensive experience of producing video 

and working together cohesively enabled this particular part of the project to run extremely smoothly. 

 

Delivering Results 

The team worked closely to overcome a number of obstacles and implemented solutions to deliver the 

e-learning to the client: 

• Streamed e-learning live into branch networks by installing dedicated servers. This way 

training didn’t disrupt normal business 

• Provided a vital back-up to Britannia’s training system during the workshops 

• Provided laptops to ensure hardware was available following the workshops (the training was 

delivered at the same time as new hardware was being rolled out so we needed this 

contingency plan) 

• Created pilot testing alongside the e-learning build to prove it could train to the capacity 

required.  This formed part of the evidence that the business would be ready to go live. 

• Created comprehensive MI that supplied an exceptionally powerful reporting and monitoring 

tool – which was essential for staying on track  

 

Marton House played a significant part in the success of this transition, based on a number of factors: 

• Met the training requirements for the go live date 

• Delivered comprehensive training to 750 staff 

• Achieved competent levels of performance by go live date 

• Created high quality materials and e-learning that have been integrated into business as usual 

• Delivered on time and within budget 
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• Surveys and stats suggest higher maintenance of customers than planned 

• No disruption to normal service experienced 

 

Summary 

Surrounding the e-learning programme was an intensive blended learning programme of pre-course, 

face to face delivery and post-course activity being created and co-delivered by Marton House.    The 

seamless integration of the e-learning programme into the whole blended learning programme reflected 

the way the teams worked so well in the design and delivery of the training. 

 

Along the way the whole team worked with a very positive, can do attitude.  Everyone in the team had 

an open, honest communication with the client enabling the project to progress at a rapid pace.  It also 

enabled strong links to be forged between Marton House and Britannia’s team, paving the way for 

working together in the future.  The team found ways around a number of obstacles along the way 

through team input, consultation, support. high energy levels and focus. 

 

Whilst there were times of intense pressure and stress, everyone remained focused, supportive and still 

found time to experience the Leek hospitality with the Britannia team.  And even a year on, the team 

are still in touch and meet up from time to time. 

 

Paul Hill, Senior Project Manager, Britannia commented after the programme: 

“Sarah and the CBT Team integrated particularly well into the Britannia training team. Early on, they 

offered good, solid advice but also considered the requirements laid out by the Britannia team and 

their ideas too, so that we ended up with a truly great solution that really did the job! 

 

The project had a 'fixed' deadline with serious consequences for not delivering the training 

solution...with this in mind, the MH team kept to all milestones, dedicating their resource to meet 

challenging demands and overcome some unforeseen obstacles in a most professional manner.  

 

Not forgetting, working with the MH Team was also great fun and I think this added much to the 

success of this piece.  I have worked with the MH team now on several occasions and always feel that 

the work is in safe and capable hands.” 

 

For each of the team members the Britannia project has been a challenging experience in delivering a 

quality e-learning product to very tight timescales.  However the team excelled in producing a high 

quality e-learning product that enabled Britannia to achieve their goal in going live in July 2006.  

Everyone in the team totally engaged themselves in the project from the outset and not only produced 

exceptional work in their own areas of expertise but were supportive in all areas of the project.  The 

cohesion between the Marton House team members also had a significant impact on Britannia, 

enabling them to have full confidence that any of the team would be able to help at anytime and 

providing reassurance during the most pressurised moments!   This also enabled Marton House and 
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Britannia to become one team producing the e-learning rather than Marton House being treated as just 

another supplier. 

 

Sarah Lister comments: 

“The Marton House team worked well beyond their usual responsibilities and demonstrated a great 

team spirit throughout.  Their ability to work as a team made it a very supportive network for Britannia 

and offered a great deal of security during some pressurised and vulnerable periods.  Working on site 

undoubtedly enhanced the progress of the project and enabled both Marton House and Britannia teams 

to gel together and be more effective.  Our input was valued and acted upon and it gave us the ability 

to implement an excellent training solution”. 

 

Dougie Grieve comments: 

“It’s the best training programme I’ve ever been involved with.  This is a true example of working in 

partnership.” 

 

Please contact Julian Stodd or Caron Ward at Marton House if you wish to get in touch with any 

clients/colleagues for further reference or endorsement of this application. 

 

Email: julian.stodd@martonhouse.co.uk or caron.ward@martonhouse.co.uk 

Tel: +44 (0)1202 443453 

Mail: Marton House plc, 398 – 400 Holdenhurst Road, Bournemouth, BH8 8BN 
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Appendix One 
 

 

The nominated Marton House Team 

Dougie Grieve - Director  

Dougie is responsible for project management of 

large numbers of trainers on site as well as 

considerable experience of providing e-learning 

solutions to complement face to face 

interventions.  

Dougie has spent 9 years building up the contract 

training arm of Marton House PLC. 

 

  

Sarah Lowey – Senior Content Writer 

 

Sarah has a background in management 

development and training and manages the 

development of our e-learning projects. She 

spearheaded the design and rollout of a full 

Sales Management training programme 

through 8 Central and Eastern European 

countries.  

She has also worked closely on systems 

training pieces involving full accreditation and 

practice environments.  
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Richard Frape – Project Manager  

Richard is a senior consultant and project 

manager. He has 18 years experience in 

education, recruitment, training and development 

in both the private and public sectors.  

He has a broad range of experience within 

financial services and has been extensively 

involved in many of our large training projects for 

various blue chip companies including Britannia, 

Egg, Prudential and Norwich Union. 

 

  

 Steve Andrews – Multimedia 

Developer 

 

Steve is a highly experienced Multimedia 

Developer with several years experience 

building multi-media pieces for web, CD 

and DVD delivery. 

He has developed high quality learning 

material for over 30 major e-learning 

projects at Marton House and frequently 

works directly with our clients’ technical 

teams.  So we can almost forgive him for 

supporting Man Utd! 

  

Ilias Spyropoulos – Application Developer 

Ilias heads up the ongoing technical development 

work on the Martonhouse.net platform. He also 

takes a lead role in client liaison for the 

implementation of .net applications. 

Ilias has a key responsibility for the development 

of new functionality on the platform, including 

the new Management Information capabilities. 
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Tim Clague – Script Writer & 

Video Director 

 

Tim is the creative writer within the e-

learning team and it’s his role to create 

dramatic content for all the training 

modules.  He aims to create an 

emotional experience for the audience 

and to generate a strong overall style. 

With a BAFTA nomination under his 

belt and a string of short film awards, 

Tim loves to create a challenge for 

himself in every new client project.  

  

Shaune Fradley – Cameraman & Editor 

 

Shaune is a cameraman and editor with 

over 9 years experience in both the 

broadcast and corporate markets.  He has 

worked with several clients on corporate 

communication pieces and is well used to 

working with busy senior executives.   

He has also worked on several TV 

programmes and is the man with all the 

latest filming gadgets and wizardry.  

  

Laura Hooper – Multi-Media Developer 

With her background in Psychology and 

Computing Laura has been able to apply 

her skills to both the technical and 

psychological side of interface design.   

She has also created a wide range of 

learning models and evaluation solutions 

for many of our key clients. She can 

often be seen putting her creative talents 

to use chasing animals in the New Forest 

animals with her camera!  

 


