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Applied BehAviour AnAlysis



Behavioural analysis focuses  
on precisely what the behaviour 
is and its relationship to  
the environment. The analyst 
takes the behaviour through a 
scientific process to understand 
why the behaviour occurs and 
therefore what to alter if the 
behaviour is to change.  

Applied Behaviour Analysis focuses on the principles that explain how 
learning takes place. Positive reinforcement is one such principle.

When a behaviour is followed by some sort of reward, the behaviour is more 
likely to be repeated. Through decades of research the field of behaviour 
analysis has developed many techniques for increasing useful behaviours 
and reducing those that may cause harm or interfere with learning.

Applied Behaviour Analysis (ABA) is the use of these techniques and 
principles to bring about meaningful and positive change in behaviour.

Applied BehAviour AnAlysis (ABA)
Applied Behaviour Analysis (ABA) is the background science used by  

MadAbout in our development solutions and the keystone to the Precision 
Leadership suite of interventions.



ABA & Business

Aubrey C Daniels has written a book in which he brings 
together the research of thinkers like B F Skinner, W E Deming 
and Eric Ericsson to put ABA into the context of management 
and performance management.  In ‘Bringing out the best 
in people’, Aubrey communicates the message that Positive 
Reinforcement is the link to achieving greater productivity 
in businesses and organisations.  This productivity can be 
represented in any number of ways, from ‘selling more 
stuff,’ ‘making customers happier’ to ‘working safer.’

 
 
 

Whilst offering praise for a job well done won’t necessarily 
be news to most managers (despite there being a severe 
lack of it in the workplace), its effectiveness is often reduced 
through a variety of factors (leading employees to believe 
that their manager never gives them praise when the 
manager thinks they do).  

The principles of ABA aren’t just tools for giving effective 
praise; they are also valuable in giving feedback to alter 
behaviour as well as guidance for setting clear expectations 
from the outset so the right behaviour will occur from  
the start.



Business & results

The format for using ABA is relatively simple to outline:

•	 Begin with the end in mind.  Where do you want to get to and how 
will you know when you arrive?

•	 Understand what will need to be done to get there.  What will you 
need to do to get to your results?

•	 Communicate. How will you let others know about the destination 
and want to join you on the journey?

•	 What’s in it for me?  What will we all get from taking part in the 
journey and arriving at the destination?

•	 What’s different for me?  How will you tailor your communication 
style and reinforcement for each person coming with you?



•	The intervention involves ongoing objective measurement 
of the client’s progress.

•	The behaviour analyst frequently reviews information on 
the client’s progress and uses this to adjust procedures 
and goals as needed.

•	The analyst meets regularly with the senior team and 
program staff to plan ahead, review progress and make 
adjustments as needed.

ABA Techniques and Philosophy

•	The trainer uses a variety of behavioural analysis 
procedures some of which are directed by the trainer 
and others initiated by the learner.

•	Managers of delegate groups must receive training so 
they can support learning and skill practice post-training.

•	The learner’s day is structured to provide many 
opportunities – both planned and naturally occurring 
- to acquire and practice skills in both structured and 
unstructured situations.

•	The learner receives an abundance of positive 
reinforcement for demonstrating useful skills. The 
emphasis is on positive, enjoyable learning.

•	The learner receives no reinforcement for behaviours 
that pose harm or prevent learning.

WhAt does An ABA 
intervention involve?

An effective MadAbout ABA intervention for organisations 
today is not a “one size fits all” approach and should never 
be viewed as a “set of ‘off-the shelf’ programmes.” On 
the contrary, a skilled behaviour analyst customises the 
intervention to each client’s needs, interests, preferences 
and organisational situation. For these reasons, an ABA 
programme for one client will look very different than a 
programme for another. That said, quality ABA programmes 
for clients have the following in common:

Planning and Ongoing Assessment

•	A qualified and trained behaviour analyst designs and 
directly oversees the intervention.

•	The analyst’s development of goals stems from a detailed 
assessment of each client’s preferences and may include 
organisational goals.

•	Training courses and learning interventions are 
developmentally appropriate and can target a broad 
range of competency areas.

•	Goals emphasise skills that will enable learners to become 
independent and successful in both the short and long 
term.

•	 The instruction plan that delegates leave with break down 
desired skills into manageable steps to be taught from the 
simplest (a feedback conversation) to the more complex 
(inspirational leadership).

Applied Behaviour Analysis (ABA) is the background 
science we use….if you’d like to know how it could 
make a difference to your organisation then  
please get in touch: 0845 122 7094



CAse study
MadAbout were asked to deliver a training intervention for a 
client with Service Engineers.  The intervention was to focus on 
a single UK region of a global brand.  The region was delivering 
consistently low NPS scores –in fact they were the second lowest 
UK region in Customer Satisfaction.

Work started with discussion with Senior Management 
to understand their view of the value of the NPS 
score to the business and how it was collated.  
This was followed-up with discussions with 
the Senior Management Team to identify 
current methods of reinforcement (positive 
and negative) - how they currently got 
people to perform and what they did 
when people under-performed.

A 2 day event was delivered for the 
region’s 12 Local Managers and the 
Regional Manager; they were introduced 
to ABA and their role in using it to effectively 
manage performance.

Service Engineers and office staff who consistently 
(over a 12 month period) received a high (above 
80%) NPS score were invited to a conference-style 
event.  These “Champions” were rewarded for their results 
and, at the same event, asked to detail the behaviours they felt 
contributed to their scores. 

The 12 Local Managers attended a second 1 day event where 
the behaviours from the Champions group were analysed and a 
format was devised for observing them when they occurred.  This 
event also followed-up the ABA theory and the managers’ use of 
it since the 2 day event.

Two training workshops were then created: one for the 
office staff whose interactions with the customer were 

mainly over the telephone, the other for Service 
Engineers who deal with their customers face-

to-face.

Delegates at the workshops were asked to 
discuss good customer service behaviour 
and the seed was sewn for them to start 
delivering the Champions’ behaviours 
that were proven to deliver high NPS 
scores. 

One month after the workshops were 
delivered, the 12 Local Managers 

attended a half-day meeting where the 
results and their own methods of observing 

and reinforcing behaviour were discussed.

Two months after the workshops were delivered 
a 1-2-1 meeting was held with the Regional Manager 

where his methods of reinforcing the 
Local Managers were discussed.

ABA in prACtiCe



the results
The region’s NPS scores moved them up to the second 
highest scoring region globally.

In addition the region’s staff satisfaction scores showed 
a steady increase.  During a period of austerity, when 
the business made cuts due to lack of demand, the 
region managed to maintain its high staff satisfaction 
scores - delivering over 75% when the company average 
dipped below 50%.

ABA in prACtiCe
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CURIOUS TO KNOW MORE?


