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aƻŘŜǊƴƛǎƛƴƎ [ƻƴŘƻƴΩǎ ¢ǊŀƴǎǇƻǊǘ 
System  
 
In memorably graphic language, a 
ƭŜŀŘŜǊ ƻŦ [ƻƴŘƻƴΩǎ ƳŀǎǎƛǾŜ ǳƴŘŜǊπ
ground subway system described 
the current attempt to modernise 
ǘƘŜ ƭƛƴŜǎ ŀǎ ǎƛƳƛƭŀǊ ǘƻ άŘƻƛƴƎ ƻǇŜƴ 
heart surgery whilst the patient is 
ǇƭŀȅƛƴƎ ǘŜƴƴƛǎΦέ  
 
Imagine trying to refurbish       
stations, replace old trains with 
new ones, build new control     
centres, install and maintain 400 
escalators, and upgrade signals 
and 249 miles of track whilst four 
million people a day are travelling 
on the subways! Transport for 
London, an umbrella company 
responsible for 11 lines which 
make up London Underground, is 
attempting to do just that. The 
project will require a huge finan-
cial investment and take some 15 
years, but when it is finished, the 
ǿƻǊƭŘΩǎ ŦƛǊǎǘ ǳƴŘŜǊƎǊƻǳƴŘ ǎȅǎǘŜƳ 

(opened in 1863) will be trans-
formed into a modern, safe, and 
efficient mode of moving people 
around London.  
 
So, how does one accomplish 
such a mammoth task without 
disrupting and annoying commut-
ers and causing confusion and 
frustration amongst the 13,000 
plus employees? For Transport for 
London, the answer was to build 
leadership capacity and establish 
some core values and behaviours 
to be practised by all employees.  
 
Beginning in late 2006, the nine 
general managers, who are      
accountable for the eleven lines, 
and other leaders from London 
Underground began participating 
ƛƴ ŀ ά±ŀƭǳƛƴƎ ¢ƛƳŜέ ǘǊŀƛƴƛƴƎ      
programme that emphasized the 
five core behaviours of account-
ability, fairness, consistency,    
collaboration, directness and be-
ing active. A training centre was 
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established in an unused building, 
and by 2009, not only had the top 
leadership taken the course but 
about 93 percent of the workforce 
had completed it. 
 

Enter The 7 Habits  
 
Bakerloo Line General Manager 
(GM) Lance Ramsay, a veteran 
with experience in the organisa-
tion spanning back to 1983,      
believed something more was 
needed. 
 
Based on feedback from a 360° 
profile report,  Ramsay knew he 
needed something to boost his 
team into action. He needed a 

catalyst or 
vehicle that 
would em-
power the 
800 plus 
employees 
of his line 
to actually 
implement 
the core 
behaviours 
they had 
learned in 

the Valuing Time programme. For 
that, he turned to The 7 Habits of 
Highly Effective People.  
 
Under the guidance of internal 
facilitator and Senior Manager of 
Process and Change, Karen Galley, 
Lance Ramsay and his leadership 
team of 17 began an eight month 
series of 7 Habits sessions that, as 
we will see, significantly improved 
the working climate of the team.  
 
They started in November 2008 
with a two day workshop, then 
continued with a two hour session 
each month, and concluded with 

ǘƘŜ т IŀōƛǘǎΩ ƻƴŜ Řŀȅ aŀȄƛƳƛǎŜǊΦ 
Throughout the programme, GM 
Lance Ramsay had one goal for 
himself and his team: to be a 
άōŜǘǘŜǊ ȅƻǳέ ŜŀŎƘ Řŀȅ ǎƻ ǘƘŀǘ ǘƘŜ 
Valuing Time behaviours would, in 
fact, be implemented.  
 
This would not be as easy as it 
might seem, for the London     
Underground system, with        
traditional roots in the military, 
had developed itself into a 
άŎƻƳƳŀƴŘ ŀƴŘ ŎƻƴǘǊƻƭέ ƻǊƎŀƴƛǎŀπ
ǘƛƻƴ ǘƘŀǘ ǿŀǎ άǎƻ ǾŜǊȅ ǘƻǇ ŘƻǿƴΦέ 
Managers had once worn uni-
forms     indicative of rank and had 
ōŜŜƴ ŀŘŘǊŜǎǎŜŘ ōȅ ǘƛǘƭŜ ƻǊ ά{ƛǊΦέ 
Thus a parent-to-child tone in 
communication existed rather 

than adult-to-adult. Directives 
ǿŜǊŜ ƎƛǾŜƴ ŀǊƻǳƴŘ άǘŀǎƪ ŎƻƳǇƭŜπ
ǘƛƻƴέ ǊŀǘƘŜǊ ǘƘŀƴ ŘƛǎŎǳǎǎƛƻƴǎ ƘŜƭŘ 
about staff collaboration.  
 
Furthermore, Transport for        
[ƻƴŘƻƴΩǎ ƳŀǎǎƛǾŜ ǎƛȊŜ ǇǊƻŘǳŎŜŘ 
ōǳǊŜŀǳŎǊŀŎȅ ŀƴŘ ά.ŀƭƪŀƴƛǎŀǘƛƻƴέ 
into silos with its attendant ineffi-
ciencies. Thus, parts of the organi-
sation that should have been 
communicating with each other 
were not. Other parts of the     
organisational landscape included 
Trade Unions with what appeared 
to be an old-school mentality 
about their relationship with man-
ŀƎŜƳŜƴǘΦ  .ǳǘ ǘƘŜ !ŎƘƛƭƭŜǎΩ ƘŜŜƭ 
for the company was a habit of 
managers doing the job of those 
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The Process at a Glance 
 

2006: Time to Talk Company Training 
2007: Time for Action plus 306° Profile Survey 

2008: Effectiveness Profile 
Nov 2008: 2-day launch of The 7 Habits of Highly Effective People 
Jan-Aug 2009: Partnering to embed the 7 Habits (2 hour sessions 

each month for 8 months) 
Sep 2009: 7 Habits Maximiser Workshop 
Oct 2010: Benchmark Effectiveness Profile 

April 2010: Individual Leadership Index  

General Manager  
Lance Ramsay  


