
The Challenge
Following some significant reductions in the quality of its operating performance, One Rail – the train-operating 

company that served the East of England from London’s Liverpool Street Station – recognised the pressing need  

to address a number of areas where improvement was urgently required.

One vital factor was the need to improve operational delivery and co-operation between the wider network,  

drivers in particular, and the control functions based at Liverpool Street. Another was the requirement to integrate  

the culture and operations of the two legacy franchises from which the organisation was formed more effectively.

As part of this integration, management recognised the value that One Rail would derive from a shared managerial 

vocabulary and way of working. This should in turn be based on an organisation-wide plan for aligning projects,  

service impacts and change-management activities.

In addition, a single overriding objective for the activities involved in delivering these benefits was identified: the 

conversion of existing individual instances of outstanding operational performance into ‘business as usual’, with  

a particular emphasis on improved customer communications.

One Rail (Greater Anglia): how positive cultural change has driven 
improved operations, communication and customer service

The Solution
Vector Consultants’ acknowledged expertise 

in implementing strategic plans and focusing 

organisational resources on meeting customer  

needs was a key factor in our appointment.  

We immediately carried out an in-depth scan that  

gave us a precise fix on the current situation across  

the entire organisation. This included an analysis  

of the complex inter-dependencies between  

different areas of the business that we needed to 

understand before taking concrete action.

Next, we hosted a series of senior management 

workshops to help us collectively align the current  

reality with the strategic requirements of the business, 

enabling the creation of an accurate roadmap to  

take One Rail to where it needed to be. This was 

the crucial foundation of the subsequent change-

management programme, which included:

• Establishing internal action teams briefed to   
 adapt their ways of working to introduce better  
 inter-departmental communications.

• Integrating the teams at Liverpool Street into  
 wider business

• Launching new performance measures for  
 control centre and engineering staff, closely  
 aligning drivers and the decision-making  
 processes that affect their performance

• Creating cross-functional teams to  
 ensure a more joined-up approach  
 to customer needs across  
 the organisation.



Results
A substantial positive shift in the organisation’s culture followed the delivery  

of the programme, producing a number of important benefits for the company  

and its customers alike. These included:

• Significantly improved customer communications, allowing access to more  

 consistent and accurate information at times of normal and adverse operation alike

• Enhanced insight for managers, enabling the improved situational analysis that empowers   

 them to take appropriate action to address performance shortfalls

• Better cross-functional communication and co-operation, which has reduced the  

 customer-service impacts and delays to/from Liverpool Street caused by the previously   

 disjointed approach

• Improved relationships between drivers and head office staff, reducing strike days by 50%  

 and sickness by 18%.

Most significant of all, instances of high-quality service that were exceptional before the programme 

became accepted as the norm for One Rail’s standards of performance.

To find out more about how Vector Consultants can put 
you on track for better business performance, call us on

+44 (0)845 658 6617 
email enquiries@vector-consultants.com

For more company information,  
visit www.vector-consultants.com


