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How can the MBTI and TKI
tools improve leadership
during times of change?

When internal and external markets change,
what is the impact on area managers?
What do they need to help them deliver
first-rate customer service?
The environment in which LloydsPharmacy operates is challenging,
with rapid change in both internal and external markets. A review
was undertaken to find out what support the LloydsPharmacy Area
Managers needed. The review identified the challenges they faced,
such as delivering cost-efficient and effective service to customers,
as well as sharing news of change with their teams.

Solution
The leadership development program was attended by all
LloydsPharmacy Area Managers, Heads of Regions, and the HR
Business Partners for each region. The HR Business Partner
presence was crucial to the success of the development program –
it meant they were familiar with the content, and thus able to ensure
that learning was embedded and applied in day-to-day business.

Business Challenges

--Change management
--Conflict management
--Communication skills

Company Profile
LloydsPharmacy is a
pharmacy company
which belongs to Celesio
UK, a leading provider
of healthcare services to
the NHS (National Health
Service). LloydsPharmacy
has around 17,000
employees, more than 1,500
community pharmacies, a
UK-wide logistics network,
and it dispenses more than
150 million items a year.

The program started with a one-day MBTI® workshop, aimed at
supporting participants in understanding the personality differences
that exist across the business. Interactive exercises explored the
different preference pairs, with plenty of time for participants to
reflect on what their own MBTI type meant for them, and to ‘flex’
by using their opposite preferences.
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This session was followed by a two-day Developing Leaders
workshop, attended by each regional group. It was designed to
enhance participants’ understanding of managing change, dealing
with conflict in a positive way, and handling difficult conversations
effectively. The Thomas-Kilmann Conflict Mode Instrument (TKI®)
was used to help participants understand their own approach to
conflict, and to understand how different personalities react to
change and conflict.
A key component of the program was ‘upskilling’ participants to
share knowledge and skills. Business simulation exercises were
used to reflect the types of challenges participants would typically
face, and that would challenge them to flex their styles. The use of
actors enabled participants to try out different skills, techniques and
approaches, and our consultants delivered feedback.
To capitalize on Area Managers being together with their regional
colleagues, participants were grouped in action learning sets, to
maximize peer-learning. The Developing Leaders program finished
with participants developing an action plan that would feed into
their personal development.
“Any kind of program based around raising self-awareness training
always means participants have ‘wow’ moments,” said one of the HR
Business Partners. “I saw the guys have many light bulb moments.”

Results

Solution

--Raise self-awareness
--Develop leaders, managers
and HR business partners

--Focus on managing

change, managing conflict,
and handling difficult
conversations

Area Managers
are using MBTI
terminology. This is
something they are
keeping alive – I can
hear them refer to it
when they’re talking
to one
another.
Susan Eddie,
HR Business
Director
Celesio

The training sessions were well received and perceived to be
beneficial. The vast majority of participants felt the events were well
organized, supportive and impactful, and 100% of them reported
having a greater awareness of their style and preferences.
Participants reported that the business simulations provided a safe
and low-risk environment in which to try out different styles during
challenging conversations. The value of learning sets and spending
time with their peers was highlighted as being particularly beneficial,
allowing them to consider multiple perspectives, and learn from
others in the same role.
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During telephone interviews after the event, all Area Managers
offered concrete examples of how they had integrated learning
from the program and made changes to their day-to-day work.
“The area has significantly improved in performance over all
of the KPI measures in the latter half of the year,” commented
Darren Reeves, Area Manager, Celesio. “In one KPI we had a 44%
improvement on the first half of the year. There’s more team
involvement, people wanting to be recognized for doing a great job.
As a result, the desire to achieve is cascaded through the whole
area, not just the managers, but the whole team.”

Results

--Better, in-depth

understanding of self and
others in the same role

--Increased confidence

handling issues surrounding
conflict and change

--Better team cohesion
--Improved communication
--Reduced conflict

“I’ve been employed for 20 years and this is the training that has had
the most impact on me,” said another Area Manager.
Feedback also suggested that there was now better dialogue, a shift
from their more short-term focus on immediate priorities, greater
team cohesion, and less conflict in team interactions. “It’s probably
the best program I’ve been on in years,” said one of the participants.
“It made me stop, and reflect on my behaviours. The different ways
of dealing with conflict have really stuck with me.”
“After the program, all the Area Managers came out really
enthusiastic,” commented Susan Eddie, HR Business Director,
Celesio. “At the regional meeting, they presented back what they’d
learnt at the Developing Leaders program and we discussed
their action plans. I have heard the Area Managers using MBTI
terminology. This is something they are keeping alive – I can hear
them refer to it when they’re talking to one another.
“They are having more conversations, and taking the time to prepare
before they have conversations. You can see them getting together
more now, networking, preparing before a conversation and using
their learning.”
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ABOUT THE MYERS-BRIGGS COMPANY
In our fast-changing world, your edge lies in harnessing 100 percent of your talent – whether you’re at
work, home, college, or anywhere in between. Your success and sense of fulfilment aren’t just about what
you know and what you can do, they hinge on your relationships and interactions with others.
The Myers-Briggs Company empowers individuals to be the best versions of themselves by enriching selfawareness and their understanding of others. We help organizations around the world improve teamwork
and collaboration, develop inspirational leaders, foster diversity, and solve their most complex people
challenges.
As a Certified B Corporation®, The Myers-Briggs Company is a force for good. Our powerfully practical
solutions are grounded in a deep understanding of the significant social and technological trends that
affect people and organizations.
With over 60 years in assessment development and publishing, and over 30 years of consultancy and
training expertise, a global network of offices, partners and certified independent consultants in 115
countries, products in 29 languages, and experience working with 88 of the Fortune 100 companies,
we’re ready to help you succeed.

© Copyright 2015, 2018 The Myers-Briggs Company and The Myers-Briggs Company Limited. MBTI and The Myers-Briggs Company logo
are trademarks or registered trademarks of The Myers & Briggs Foundation in the United States and other countries. TKI is a trademark
or registered trademark of The Myers-Briggs Company in the United States and other countries.

Celesio case study | PAGE 4

