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John Holland is a whole of lifecycle organisation HOLLAND

Transport project Design and Systems Operations and

investment and construction delivery and maintenance

origination integration

Realising opportunities to improve lives Creating and delivering innovative, vertically Managing the complex systems and processesthat ~ Managing the safe, reliable operation of rail, light-rail
across transport infrastructure markets integrated projects that drive efficiency, promote  lead to the safe and successful design, creation and  and bus networks to optimise performance and drive
while aligning the needs of our economic growth and improve quality of life. operation of transport engineering solutions. value for all stakeholders.
customers, communities and investors.
« Concept design + Design management + Design, develop and implement customer
* Working with our customers to deliver « Roads * Design standards and waivers experience strategies for railway, light rail
leading transport solutions + Depot and ZEB infrastructure o Systems assurance and bus
* Understanding the communities in * Engineering * Reliability, availability and maintainability o Development, specification and
which we operate o Procurement engineering commissioning of transport networks
* Managing transport investments « Construction * Systems engineering * Network control and timetabling
and funding solutions * Asset management + Validation, verification and safety + Rail safety accreditation with regulatory
* Track and civil assurance agencies
« Signalling and communications + Asset management, maintenance, fleet and
* Overhead wiring depot strategies
* Power systems and electrical * Rail and bus franchises and concessions
« Accredited rolling stock operator and rail and
Assets John Holland Rail & Transport . bus infrastructure manager
currently operates & maintains -
Operating in major states & territories across ANZ Yo 4
g Melbourne Metro* g Canberra Sydney
223 Trains 14 LRVs OT=Ne¥ 450+ Buses
g Sydney Metro g Adelaide
22 Trains 24 trams
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Key session take-aways HOLLAND

1. There is a distinct value and return on investment in Customer
Experience

2. The link between Customer Experience and Employee Experience is
undeniable and valuable

3. The key to great Employee Experience is in leadership
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Excellence in Customer Experience (CX) and Employee Experience (EX) iS MOre wuoLLano
than just nice to have

Organisations Organisations
that get CX right that get EX right
+17%
LOYALTY
0 +21%
&
+11%

PROFITABILITY MORE PROFITABLE



Customer Experience is more than ‘Customer Service’ and things are changing JOHN

HOLLAND
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The changes are more than just numbers HOLLAND
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It’s not only attitudes that have changed

Source: Google mobility data 2022
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Mobility trends for places that are public transport
hubs, such as underground, bus and train stations.

Mobility trends for places of work.

Mobility trends for places of residence.
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John Holland Rail and Transport Customer Proposition  woiano

Our Purpose

We create solutions that : Operation and
We are up for the challenge of enhance customer experience FLENTTIE Maintenance
improving lives and connection throughout

the entire project lifecycle

Our Values Our Customer values and
principles are applied to Our Communities Our Customers Our Stakeholders Our People
Caring multiple audiences

Empowering
Imaginative
Future-focused

How we deliver customer excellence

Customer Elements CXC @ JHG
Customer eXperience Central

Our Principles

(1) ; c
Sustainable il Connected
Community
. framework
@ Personalised :
Experience NS
Design Ao o\b\\ Customer
- . (Bl @ ol<) Connect
DN Agile %4®2 %/ Recruitment &
e Training
L8 Connected
Connected
9 Innovation &
TEK
oes| End to End o

Centric
Culture




Forming our contextualised strategies requires a significant amount of data enxn

HOLLAND

| am really looking | 'wonder if | can ‘While | know | I think it is going . Thisisn't as bad | know they said it The CXAs and | amglad lamon If | had driven, |
forward to heading  gethomeguicer? couldgetatmin.a  bechacsandlam  ss | thought. lcan  wouldenlybe 5 my Opal Travel my way andknow  would have been
J (o) h n Ag o 3 5 home. Justhave | feelfrustatedas metoandabus  feeling anxious see thatthersare  minutesuntilthe  Appwere spoton,  thatwhilelwillbe  delayed too, and
) o] l 5 Johns onemorethingte | justwantto get heme and that thatl amnotgeing  people hereto nextbus, but the bus came home later than been stuck in that
3 2 - do, then | will be home sfter s hard would be quicker toget home for help and try to get given sll of these when they said it usual, it hasnt awful traffic | feel
Customer Segment- Peak-Time Worker ﬂ = I_D‘ thoughts onmy way. day atwork withthese delays.  ages. thingsmovingas  delays. | don't would. beenss badasit  lucky |was kept
‘ . H | prefernot to smoothly as know if| believe couldbe. |like | upto date the
Occupatlon. Accountant at Deloitte Sydney CBD 2 g change modas as possible them. have optionsand  entire time.
I find ita hassle helpifl nesd it
Continues to work Cheds hiz Opsl Decides to catch Leaves the office Amives at the stop Moves through the  John boards the Sits down ins Amives st his
55 heis unsware Travel appwith his regular bus towslk to his =ndsees thats gueue to the frant bus that amived 5 window seat near destination 28
i i : ; : P i ofthe unfolding his saved tips. senvice, but usual bus stop bus hasalieady  butis stopped minutes lsterand  theback of the minutes later than
Scen,ano' John, a busmessmap 1S travelllng_ by bu_s to his home in Baulkham Hills from the incident He natices that natices thatthe nearthe QVE amived. Mofices ~ fomboardingthe  notices thatitis bus and once the time he
CBD in the afternoon peak penod_ An earlier accident has caused delays to all bus thereis snsletfor  esrlierbus is thatthere sre bus dueto sligned withwhat  underway hears usually amives
. . . s . . . his usual route delayed by 27 CXAs presentand  reschingcapscity.  his Opalapptold  anonboard home
servicesto The Hills. Describe John’s experience step by step from prior to leaving the dueto the incident  minutes. thetthequeueis  Heisinformedby  him. Hethanks announcement
office to alighting to the bus. Johns moving quickly 8 CXA thetthe the CXA for her fremthe OCC
Actions next service is help. which indudes an
only 5 minutes apology for the
F . . 3 =way and he delay and revised
Traits: Tech savvy, Hard-working, Likes routine chedks this vis hiz route. He als
Cpal app by notices that the:
. : . —— . oz tracking the bus anboard PIDs
Expectations: A fast and reliable journey, and being informed so that he can make his own decisions Jive. have been
updsted

Travel Plan Joh

Sentiment
[JCINDOY)Y  Origin: Clarence St at King St Destination
o Departure Info: 4:55pm Wednesday Crestwood Dr after Oakdale Pl Multiple carsand ~ The OCC starts to  The OCC has CXAs havebeen  TheCXAshave  The driver The bus has Thebus amives at  Following the
atuck collidest  oeste diversions  finalised the deployed to reminded chserves snd departed 24 Johns stop 40 incident, TJH
5 : s ; the Windsor Road  for the affected diversions and provide customes  customers fohaue  wstches forsny  minutes behindits  minutes laterthan  conducts 3 post-
Route: 613X City QVB to Bella Vista (Express Service) it ofthe M2 routes torsdirect  has informed the servics through  theirOpslcards or  ssfety hazards a5 scheduledtime.  itsschedulsdtime  incident snalysis
closing all away from the M2Z;  TMGzo that essistance for other peyment sll customer board  These delaysare  Whilethedrieris  io address
| scheduled Real time | Estimated westbound lsnes.  tskingthe Windser  LiveTraffic, queuing sng type ready for the bus. If updstediiveinthe  sware ofthis, they  lessons learnt
5 Rd exit, lefionto  Transpartnsw.info, provide quicker boarding,  necessary, the Opal app have been trained  from our
. SevenHillsRdto  socisl media snnouncements.  =s sdvised by driver palitely accordingtotrafic  toslwsys pricritise  mansgement of
G (Y oox ] 16:39 17:06 18:41 resume regular platfarms snd They ars equipped  their Gaing for reinforces the predictions by ssfety. Their the disrupticns
routing bytuming  [oumey planner with s megsphone  Taps trsining. The  instruction to Google Maps GoingforCare —  TJH Updates
(5) (8] s | 16:40 17:11 19:17 rightintoChapel  app's —including toensblethemto  CXAs also moverightdown  The ETAofthe Connacted databases and
3 17:00 17:24 19:10 Ln. There are Opal Travel apps make widespresd  encoursge tothe bagkofthe  bus stthedesired  Customer treining  templates forthe
significentdelsys  personalized push snncuncements.  customers to bus 1o allow for stop is now informs themte  key issue sress
o e [ ez | 17:04 17:32 19:47 due to the lower notification They have board safely but more customers to updstedto amiving  adoptan androutes
spesd limitsand  service. Bus undergene public  sfficiently and board safely. 4Eminuteslate.  =mpsthetic affected by this
(1} o A 17:19 17:19 18:42 sdditional Drivers were snnouncement move right down Thisinformation is  attitude towsrds incident. These
S " congestion. The  advised of the training and the back ofthe uploadedontathe  customer insights feed into,
¢ el 3 5 OCC isaware that  same visradio therefore havethe  bus and ensure onboard PIDs and  impaced by our incident
% 7 /i { Behind there may be anneuncements to sxills to deliver they are wearing through PA disruption. Management
/ ) the cancelledservices  ensure all clesrandquality  theirmesks and announcements Plan, particularly
TErTI dueto thedelays  information snnouncements  remain socially by the CI in the where complex
sources ars Theyalsohsve  distancedwhile oce. trafficaress such
communicating socess to live waiting for their as the Sydney
the same versicn MyTransdev spp service. Harbour Bridge,
afthe truth updates and s Lane Gove Tunnel
girectfed with the and M2 Future
occ. This unplanned
enables them s disruptions in
delivery thees sres will be
snnouncements dealtwith in = ore
that clearly efficient mannert
communicate the minimise delays to
incidents impact customers,
o services

(including route
diversions) and
when the next
senvice is dueto
armive




JOHN

What is Employee Experience and Customer Experience? HOLLAND

Employee Experience

The feeling
employees get
working for your
organisation

r — —— Technological
1 Environment
1
1
1

The tools
employees
use to get
their job done

The actual
spaces in
which
employees
work

Customer Experience

Customer
Insights

Experience
Design

Customer
Centric
Culture

10
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If you treat your employees well, your customers will be happier and HOLLAND
your business’ performance will be better

EMPLOYEE CUSTOMER
EXPERIENCE EXPERIENCE BUSINESS SUCCESS

@ EMPLOYEE

PRODUCTIVITY
EMPLOYEE | g

SATISFACTION SERVICE

: ' ‘ CUSTOMER
Staff Turnover - - SATISFACTION
Engagement * Patronage . Revenue
Motivation * Feedback . Patronaae Growth PATRONAGE
Absenteeism * Word of mouth 9 e e
; . « Brand
Innovation recommendations e
. * Cost to serve
Commitment + Increased usage
Attitude

Employee experience impacts on the experience they create and sustain for
customers, and this, in turn, impacts business success

REVENUE AND
PROFIT
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Region 9 case study - Embedding a customer-centric culture HOLLAND
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A friendly reminder HOLLAND

1. There is a clear connection between Customer and
Employee Experience

2. Customer and Employee experience strategies need to
be contextualised and constantly reviewed and validated

3. If you treat your employees well, your customers will be
happier, and your business performance will be better



Thank you

johnholland.com.au
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http://www.johnholland.com.au/
https://au.linkedin.com/company/john-holland
https://www.facebook.com/johnhollandaus
https://twitter.com/JohnHollandAus
https://www.instagram.com/johnhollandgroup/
https://www.youtube.com/user/JohnHollandAus

