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Whitbread
Whitbread is the power behind some of the UK’s most successful, much-
loved hospitality brands. Employing over 40,000 people and serving 
more than 22 million customers every month in the UK, Whitbread’s 
brands include Costa, Premier Inn, Beefeater Grill, Brewers Fayre, Table 
Table and Taybarns.
Whitbread’s ambitious and fast-paced growth will, by 2016, see 3,500 Costa 
stores worldwide and the rollout of its Premier Inn brand in Asia. To support 
this international growth strategy, Whitbread identified the need to develop 
the international competence of employees working in these new markets.
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The last decade has seen Costa expand globally with the opening 
of many new outlets in southeast Asia, China, the Middle East and 
central and eastern Europe. To support this growth strategy, Costa’s 
international division has recruited internally and externally to fulfil 
a number of senior roles. These new international roles are required 
to work extensively with Costa’s overseas  network, engaging both 
face-to-face and virtually with colleagues and partners to support and 
develop Costa’s international business.
Developing the international competence of employees working globally is 
seen as a core skill to be acquired in order to build effective, cross-cultural 
relationships with these international colleagues and partners.

In response to this requirement, Learnlight has been working with Whitbread 
since 2009 to provide intercultural training for both UK based teams working 
internationally as well as employees embarking on international assignments.

Supporting the International Growth  
of Whitbread

Training Objectives
The training programmes were designed to: 

 » Raise awareness of how culture impacts international business

 » Understand the key drivers of intercultural miscommunication

 » Gain an insight into cultural frameworks and their application in a business environment

 » Highlight the differences in international communication styles across Costa regions

 » Develop global business communication styles and competencies for working internationally
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Training Approach
Following an in-depth diagnostic consultancy with each employee or 
team, Learnlight designed a series of targeted training solutions.
The programmes were highly practical with focused case studies, role plays, 
critical incidents and other scenarios relevant to Costa’s business activities 
providing delegates with an insight into their own cultural values as well as 
those of their international partners.

Challenges 
The key challenges were:

 » Creating high-level programmes relevant for middle manager to senior directors with varying degrees 
of international experience

 » Creating a suite of solutions to match individual needs and objectives 

 » Providing the appropriate balance between general intercultural skills and knowledge of specific 
target cultures

 » Developing relevant practical scenarios and exercises to enable senior leaders to adapt their global 
mindset and bring about change from the top down
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Our Solution
Learnlight designed the following training solutions for Whitbread employees:

 » Graduates and Senior Level Employees Involved in International Markets

    A one day Working Effectively across Cultures training programme providing delegates with practical tools  
    and strategies for working and communicating more effectively across cultures.

 » Short-term International Assignees

    A one or half day Doing Business in the target culture programme which offers practical strategies to help  
    delegates to work effectively with their counterparts in the Middle East, China or Singapore.

 » Long-term International Assignees

    A two stage programme was designed for employees embarking on long-term international assignments:
Part 1
Delegates completed The International Profiler, an international development tool comprising an 
online psychometric questionnaire and a personalised feedback session highlighting strengths and skill 
gaps for international working.

Part 2
One day Living and Working in the target culture designed to assist delegates with the transition of 
relocating to their new location by providing cultural awareness knowledge together with practical 
advice on daily life and business practices.
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“Learnlight work with us to really understand our needs and create 
training solutions that are tailored to our business needs.   They provide 
engaging trainers who have really helped to bring the realities of working 
internationally to life for our teams.”

Sharon Quinn, Global Mobility and Reward Manager 
Whitbread Group PLC

Following these intercultural training sessions, newly hired employees 
are now able to build more successful relationships with their new 
international partners and strengthen their international network. 
Techniques acquired on how to communicate virtually have also 
helped employees based in the UK to build stronger relationships 
with their global networks.
Delegates who have attended these programmes commented that they had 
gained a better understanding and learnt new ways of dealing with cultural 
divergence. Participants found that they now possessed an increased 
awareness of their own cultural values, attitudes and behaviours, how these 
influence their working styles and how they are perceived by others.  Finally, 
Whitbread employees who have attended these programmes are now able 
to adjust their behaviour to achieve better communication with colleagues 
and partners from other cultures.

Results
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THE WHITBREAD AND LEARNLIGHT 
PARTNERSHIP 

40+

10

240+

8.9

9.1

different training solutions provided

hours of training supplied

Whitbread employees trained 

satisfaction rating on quality of training (out of 10)

rating for trainer professionalism and expertise (out of 10)
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Our social media channels help you to stay up-to-date on our latest insights, 
news, views and more.

 learnlight.com

 www.linkedin.com/company/learnlight

 www.facebook.com/learnlightgroup

 @learnlight

  info.@learnlight.com

Learnlight is an award-winning EdTech company 
that provides language and soft skills training to 
more than 1,000 clients and over 100,000 learners 
in 150 countries.

LEARNLIGHT

Since our foundation, our dream has been to bridge the gap between 
the disparate worlds of education and technology by harnessing 
cutting-edge technology to optimize instructor-led training. Our 
obsession was, and continues to be, to empower talented trainers 
to create transformative learning experiences because we think 
people are the real killer app. 

Visit learnlight.com to discover more about Learnlight and our 
unique range of digital, tutoring, virtual and face-to-face solutions.
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