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Transport project
investment and

origination

Design and
construction

Systems
delivery and
integration

Operations and
maintenance

Realising opportunities to improve  lives

across transport infrastructure  markets

while aligning the needs of our

customers, communities and  investors.

• Working with our customers to  deliver

leading transport solutions

• Understanding the communities in  

which we operate

• Managing transport investments  

and funding solutions

Creating and delivering innovative,  vertically 

integrated projects that  drive efficiency, promote 

economic  growth and improve quality of life.

• Concept design

• Roads 

• Depot and ZEB infrastructure

• Engineering

o Procurement

• Construction

• Asset management

• Track and civil

• Signalling and communications

• Overhead wiring

• Power systems and electrical

Managing the complex systems  and processes that 

lead to the safe  and successful design, creation and

operation of transport engineering solutions.

• Design management

• Design standards and waivers

o Systems assurance

• Reliability, availability and  maintainability 

engineering

• Systems engineering

• Validation, verification and safety  

assurance

Managing the safe, reliable operation  of rail, light-rail 

and bus networks to optimise performance and drive  

value for all stakeholders.

• Design, develop and implement  customer 

experience strategies for  railway, light rail 

and bus

o Development, specification and  

commissioning of transport networks

• Network control and timetabling

• Rail safety accreditation with  regulatory 

agencies

• Asset management, maintenance,  fleet and 

depot strategies

• Rail and bus franchises and concessions

• Accredited rolling stock operator  and rail and 

bus infrastructure  manager

John Holland is a whole of lifecycle organisation
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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

Key session take-aways



Excellence in Customer Experience (CX) and Employee Experience (EX) is more 

than just nice to have

Organisations 

that get CX right

Organisations 

that get EX right

PROFITABILITY MORE PROFITABLE

+17%

+11%

LOYALTY +21%
&

Source: Accenture
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Customer Experience is more than ‘Customer Service’ and things are changing

Customer 
Satisfaction 

Drivers

Safety 
and 

Security

Ticketing

Comfort

Customer 
Service

Timeliness

Information

Cleanliness

Accessibility

Convenience
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The changes are more than just numbers

https://www.sciencedirect.com/science/article/pii/S0966692321002209
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It’s not only attitudes that have changed

Public transport

- 35%
compared to baseline

Mobility trends for places that are public transport

hubs, such as underground, bus and train stations.

Sun, 20 Feb Sun, 13 Mar Sun, 3 Apr

-80%

-40%

+40%

+80%

Baseline

Workplaces

-7%
compared to baseline

Mobility trends for places of work.

Sun, 20 Feb Sun, 13 Mar Sun, 3 Apr

-80%

-40%

+40%

+80%

Baseline

Residential

+3%
compared to baseline

Mobility trends for places of residence.

Sun, 20 Feb Sun, 13 Mar Sun, 3 Apr

-80%

-40%

+40%

+80%

Baseline

Source: Google mobility data 2022



Our Values

Caring

Empowering

Imaginative

Future-focused

Our Principles

Planning Design Construction
Operation and 
Maintenance

Our Purpose

We are up for the challenge of 

improving lives

Connected 

Community 

framework

Customer 

Connect 

Recruitment & 

Training

Connected 

Innovation & 

TEK

John Holland Rail and Transport Customer Proposition

End to End

Sustainable

Connected

Personalised

Agile

Our Communities Our Customers Our Stakeholders Our People

CXC @ JHG 

Customer eXperience Central

Customer Elements

Our Customer values and 

principles are applied to 

multiple audiences 

We create solutions that 

enhance customer experience 

and connection throughout 

the entire project lifecycle

How we deliver customer excellence
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Forming our contextualised strategies requires a significant amount of data
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What is Employee Experience and Customer Experience?

Employee Experience Customer Experience

Cultural 
Environment

Physical 
Environment

Technological 
Environment

The feeling 

employees get 

working for your 

organisation

The tools 

employees 

use to get 

their job done

The actual 

spaces in 

which 

employees 

work
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If you treat your employees well, your customers will be happier and 

your business’ performance will be better

EMPLOYEE 

SATISFACTION

EMPLOYEE 

PRODUCTIVITY
BETTER 

SERVICE

PATRONAGE

CUSTOMER 

SATISFACTION

REVENUE AND 

PROFIT
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Region 9 case study - Embedding a customer-centric culture



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

A friendly reminder



Thank you

14

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

