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TOYOTA FINANCIAL SERVICES MAKES
A SEAMLESS TRANSITION TO
HYBRID-REMOTE WORK WITH
ROBUST SKILLS TRAINING
As Toyota Financial Services managed the transition of 780+ employees from colocated to hybrid-remote, team members and leaders developed critical skills via
the Workplaceless Remote Work Certi cation, Leadplaceless Virtual Leadership
Training, and the Unexpected Remote Work course. Through these three programs,
the team laid the building blocks to create an aligned hybrid culture, maintained
sales productivity, and increased engagement.
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Toyota
Financial
Services

Industry

Finance

Year Founded

Top Goals
1. Increase engagement while transitioning teams to
hybrid-remote.
2. Prepare leaders for managing remote team members.

1982

Size

3,200

3. Maintain client relationships and sales productivity
with a seamless transition.

Type

Hybrid-remote

4. Align hybrid team culture.
5. Support team members experiencing the pain points
of unexpected remote work due to COVID-19.

“The Workplaceless and Leadplaceless courses helped us work more efficiently and
reminded us to be creative at all times, and be more intentional too. Workplaceless laid
the foundation, and Leadplaceless took us to the next level. It focused on critical remote
skills from a leader perspective, and taught us how you engage, interact, and bring
your people along. This was a shift in culture for us. It grounded our team, and we
immediately saw a difference, especially in increasing our team engagement.”
Kevin Shuman
National Manager, Toyota Financial Services
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Challenges
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In January 2020, Toyota Financial Services (TFS) was in the midst of restructuring their field
sales organization from 34 sales locations to 3, requiring those in client-facing roles to shift to a
hybrid-remote environment. This restructuring meant over 300 employees were expected to work
remotely for the first time.
The majority of employees were new to remote work, and lacked foundational remote work
behaviors such as virtual collaboration, communication, and relationship-building.
Ninety-five managers were overseeing remote direct reports for the first time and needed to learn
how to effectively coach, develop, and communicate with their newly remote teams.

Solution
Managers completed Leadplaceless, the virtual leadership program, to close
knowledge and behavior gaps and to develop strategies for supporting their
newly remote team members.

Individual contributors completed the Workplaceless Remote Work
Certification to learn how to effectively communicate with leadership,
dealers, and each other remotely, which had never been done before at TFS.
Over 330 employees enhanced their remote work and leadership skills.

In March 2020, COVID-19 increased the urgency for additional support. Over
450 additional TFS learners, outside of the field sales organization, enrolled
in the Unexpected Remote Work course, which offered a time-sensitive
solution for making a rapid adjustment to emergency remote work.

Results
1. Increase engagement while transitioning teams to remote.
By completing the Workplaceless and Leadplaceless courses, managers and individual
contributors on the Field Sales team developed a common language and foundational skill
set that shifted the team to a remote-friendly culture and led to increases in team
engagement.
Teams established new, intentional behaviors to increase transparency and openness.
Additionally, new ways of interacting, including remote meeting formats and team building
events, contributed to increased engagement. For the first time, teams developed clear
expectations and established norms for effective distributed work.
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The Impact
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Increased Engagement
and Performance

2. Prepare leaders for
managing remote team
members.

Effective remote
management skills and
an aligned hybrid
culture led to increased
engagement and
performance

The Leadplaceless Virtual
Leadership Program helped leaders
recognize the top skills needed to
succeed in managing others
remotely. In particular, managers at
TFS became more intentional about
engaging and interacting with their
teams, including sharing
expectations about remote work
practices. Each leader who

780+

Employees Trained
Over 330 employees
enhanced their remote
work and leadership skills
An additional 450 team
members were supported
with unexpected remote
work

participated in the program had the
opportunity to create a Leadership
Development Plan to continue their
growth as virtual leaders.

3. Maintain client relationships and sales productivity with a seamless transition.
Remote work had previously only been done on a small scale and effective remote communication
practices had not been broadly emphasized. With Workplaceless courses, teams learned remote
communication best practices, which brought skills and expectations into alignment both within and
across teams. And despite a rapid shift to remote work, the sales team was able to successfully
maintain productivity. Through the transition from 34 to 3 co-located offices and during a worldwide
pandemic, they didn’t miss a beat.

“As our field teams transitioned to fully remote roles due to the restructure, the
Workplaceless modules provided the necessary foundational support. Post pandemic,
the team members were able to use these new skills to interact with their dealers
virtually, which translated into more success. Going forward, the business will be
looking for ways to leverage this learning experience for the rest of the organization.”
Karol S. Blankenship
Sales Development & Training, Toyota Financial Services

.COM

Client Success Story

4. AlignStory
hybrid team culture.
Client Success
As team members transitioned to remote work, new hybrid-remote norms needed to be developed.
Managers used the Leadplaceless course content to drive the creation of new collaboration norms,
meeting structures, and team-building experiences. These new norms influenced a shift in work
culture that went beyond “going remote,” and continued seamlessly before, during, and after the
group’s transition.

5. Support team members experiencing the pain points of unexpected remote
work due to COVID-19.
As individuals struggled to navigate the quick transition to remote work, the Emergency Remote Work
course offered tangible, real-time solutions that supported work from home challenges across
additional departments at TFS.

“TFS has always put a lot of value on in-person interaction, and we knew this shift to
working from home would be a challenge. The Workplaceless and Leadplaceless
courses launched just a few months before the entire company was forced to rapidly
transition to remote work due to COVID-19, and the sales teams found themselves
better prepared after completing the eLearning and having some remote work
experience under their belts. We quickly launched the Unexpected Remote eLearning
course, providing additional TFS team members the opportunity to learn remote work
best practices and set themselves up for success. Post-COVID, TFS will operate as a
hybrid company, and we know Workplaceless courses will prepare our team members
and leaders to work successfully in this new environment.”
Mardi Kaplan
Enterprise Transformation Consultant, Toyota Financial Services

LEARN MORE ABOUT OUR
TRAINING PROGRAMS.
Schedule a discovery call with our
learning consultants to discuss
your team needs.
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