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AGENDA ITEM 5 

TRANSPORT FOR LONDON 

RAIL AND UNDERGROUND PANEL 

SUBJECT: SPEAK UP 2008 AND PEOPLE STRATEGY 

DATE: 26 FEBRUARY 2009 

1 PURPOSE AND DECISION REQUIRED 

1.1 This report and associated presentations provide an overview of the LU Speak 
Up 2008 results and the LU People Strategy. 

2 BACKGROUND 

2.1 The presentations provide: 

(a) an overview of the results over the past five years along with details of the 
increases in scores over the past 3 years; 

(b) details of the impact of the Customer Focus programme; and 

(c) an overview of the net advocacy survey. 

2.2 The People Strategy provides an overview of the people initiatives which have 
been undertaken within London Underground since July 2005. 

3 RECOMMENDATION 

3.1 The Panel is asked to NOTE the report.  

4 CONTACT 
 
Contact:  Richard Parry, Director of Strategy and Service Development, London 

Underground 
Phone:  020 7918 4664 



Topline Results Presentation
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Participation Highest ever 
response rate 

at 79%

SDU –
Service 
Delivery 
Unit
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Top Level Indicators
» Highest scores ever achieved
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+673There is clear direction for the company in the future

+677I feel that this vision is realistic and achievable

+681In my job role, I feel I can directly contribute to the 
vision

+772I am satisfied with the leadership of the company

The LU 
Story

+682LU puts customers first

+778I feel well informed about how to improve customer 
service

vs. 0708

+952There is respect between LU and its partners (e.g. 
Infracos)

Biggest Increases
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There is respect between LU and its partners +12

08

+12
+12
+12
+12

LU values its staff's time +1365
There is good morale in my team +1372
I feel motivated in my job +14

+17
+18

72I am satisfied with the leadership of the company

vs. 05
73There is clear direction for the company in the future

Biggest Increases over 3 years

72

Best practices are shared effectively across LU 55
I am proud and passionate about LU 77
I am satisfied with my working environment

80I am satisfied with my pay and benefits (given job I do)

78

52
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Lowest Scores
• Only 4 attributes score below 50%:

– Trust between senior managers and employees 
(45)

– Senior managers communicate openly and 
honestly (46)

– Fairness of job selection (46)
– People at LU get things done quickly and 

efficiently (46)



CSS scores on “soft” customer service 
attributes show clear upward trend
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Net advocacy amongst Londoners

Base: All Londoners

-7

-2
-3

7

14

7

-10

-5

0

5

10

15

20

2003 2004 2005 2006 2007 2008

+% Net Advocacy

Net advocacy = % speak highly 
less % who are critical
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