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This is the story for our people across the Transport cluster.
It’s designed to be told verbally by leaders to their people,
and over time from colleague to colleague.
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It’s the story of who we are, where we’ve come from,
our exciting vision for the people of NSW and
our strategy for how we’re going to make it happen.
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About this workbook
One of the most important things we can do as leaders is to make sure that everyone
in our organisation knows what we are trying to achieve, how we are going to get
there and, perhaps more importantly, why we are doing what we are doing.
This workbook is designed to help you learn how
to confidently and authentically communicate our
strategy to our employees.

Every leader will tell the story differently.
We like to think the strategic story is like an
original score. Each leader will have their own
arrangement and tell it differently, with their
own anecdotes. As long as it still sounds like the
original score it will be an effective strategic story.

Why are we doing it this way?

Using this approach also means leaders
can customise the story so it is much more
relevant to their employees.
This is the high-level framework. What will
change are the parts of the narrative that you
emphasise – different parts of it are more relevant
to different parts of the organisation. What will
also vary are the ‘moments’ – the examples,
events and experiences – that you use to illustrate
the narrative and turn it into a story, and to bring
it to life for your people.
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We have deliberately chosen to communicate
the strategy as a narrative – a story. People
remember stories much better than facts or bullet
points, and the story provides the context for
what’s happening and what we want to focus on.
It explains the ‘why’ not just the ‘what’.
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In the past... (2011)
This section provides context – it describes some of the key events that have shaped us and got
us to where we are today.

In 2011, we came together as the Transport
cluster to build on our long and proud
history of helping move people and goods
around New South Wales.
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We turned our mindset from “let’s deliver a
road or public transport service” to “let’s put
the customer at the centre of everything we
do.”
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We had some big wins…
• We got funding to complete the Sydney
motorway network.
• We rolled out Opal, integrated timetables
and transport apps.
• We introduced 40,000 extra weekly
public transport services.
• And we increased customer satisfaction
from in the 70s to over 90%.
But of course we didn’t get everything right…
•

We often still worked in our agency silos
and we didn’t collaborate as well as we
could have.

•

Our internal processes and systems are
often frustrating and it can be really slow
to get things done.
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But we showed that the value of us
being together as a Transport cluster far
outweighed us working as separate agencies.
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Then something happened... (2018)
This section describes the turning points – the things that have happened that explain why we
are taking this direction.

In 2018, we launched one roads and public
transport strategy called Future Transport
that is all about making trips faster, easier
and safer.
We have a big vision for NSW – a modern
and connected roads and public transport
network that gives people the freedom to
choose how and when they get around, no
matter where they live and work.
To deliver this vision, we‘re focusing on four
things:
1. We have a whole new concept for how we
all need to think about transport in NSW
In Sydney, it’s about supporting people to
have a better quality of life and jobs closer
to where they live. So we’ll be connecting
people to three cities instead of a single CBD.
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In regional NSW, we’re creating more
connections between towns and regional
centres, rather than a focus on connecting
them back to Sydney.
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2. We’re making better places
This is a big change and a new role for us.
We’ve started to think about the whole place
that we impact, not just a mode of transport
running to it or through it. We’re working
together and with our partners to help create
functional, vibrant and beautiful places for
the community.

3. We’re embracing Technology
We’re harnessing new and emerging
technologies and we’re open to ideas and
the latest thinking so we can keep improving
the customer experience.

We’re continuing to put the customer at the
centre of everything we do, but to deliver
even better customer and community
outcomes, it comes down to our people.
We’ll be successful if our people are able to
make a difference for the customer.
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4. We’re putting our people at the heart
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So now... (2019)
This part of the story describes the strategic choices that will take the Transport cluster forward.

So now it’s all about setting ourselves up to
achieve Future Transport if we really want to
continue to take customer and community
outcomes to the next level and deliver more
integrated, customer-centred services.
How we’ve done things in the past is not
going to get us to that next level and where
we need to go in the future.

Our environment is rapidly changing:
• New technologies, new modes and new
service models have emerged.
• Patronage on public transport continues to
increase, placing pressure on our networks.
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• Customer needs and expectations have
shifted and they are increasingly ‘mode
agnostic’ – they are focused on their
journey from one point to another, not a
journey on a single mode.
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To help guide us, we’ve set priorities and the
outcomes we need to achieve in the next 10
years for our customers, for communities, for
the people of NSW and for our own people.

And to achieve this we need to change as
an organisation so that’s why we started
Evolving Transport – a program of change
that will transform the way we work
with each other, our stakeholders and
communities.

We’re changing in three ways:
1. Operating and working differently together
We’re developing a new operating model
that is organised around the customer, better
supporting integrated services delivery
and giving greater focus to the different
transport needs of urban and regional areas

2. Being smarter with taxpayers’ money
We’re getting smarter about the way we
use taxpayers’ money so that more can be
spent on improving customer services and
technologies.

3. Focusing on our people
We need to focus on improving your
experience of working at Transport and we’re
fixing the things you told us matter to you:

• We’re changing the way we lead so
everyone feels respected, valued and
motivated to contribute every day.
• We’re improving how we communicate
so each of us can connect with the bigger
picture and see how we’re making a
difference for customers and communities.

Evolving into one integrated and even
more customer and community focused
organisation is the stepping stone we need
to set ourselves up to achieve our Future
Transport vision.
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• We’re creating a culture where there are
lots of opportunities to get involved and
share your ideas, and where doing things
differently is really celebrated.
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In the future... (2025-2056)
This part of the story describes the desired future state, the things you are trying to achieve.

Now if we can evolve so we can deliver Future Transport, the future is very exciting for NSW.
It’ll look something like this…
People in greater Sydney have a better
quality of life.
They love the fast and easy roads and public
transport network.
They have more choice and everyone works
within 30 minutes of their home.

Regional communities are also thriving.
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People prefer to travel to their regional
centre than to Sydney, and professional jobs
you could only once get in the city are now a
reality because virtual working is the norm.
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Technology has changed everything.
Drones carry freight.
When planning a trip, people have a full set
of transport choices – from A to B – on our
roads, waterways and public transport.
Thousands of people enjoy ‘turn up and go’
automated transport and the road toll is zero.

NSW is the place to visit – tourists adore the
vibrant arts and culture precincts and the
technology precinct is world renowned.
And the NSW economy is strong.
The third city of Sydney, the Western
Parkland City, is really modern and attractive,
and it’s so easy to get in and out of the
Western Sydney airport.

Our organisation works as one for customers
and communities in urban and regional
NSW. It’s so easy for our people to connect
digitally and they feel empowered to make
choices around how, when and where they
work.

Make sure you understand what we’re trying
to do differently. Look for opportunities to
work with colleagues across Transport.
Think about the bigger picture for customers
and communities, and share your ideas about
improving things.
If we work together, we can deliver this
exciting future and make NSW a better place
to live, work and visit.
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So that’s our strategy for achieving our vision.
It’s for everyone across the Transport cluster.
And you can make a difference.
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Learning to tell the Transport story for our people your way
It’s designed to be told, not read out. Everyone will have a different version, but the
story framework remains the same.
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To be able to tell it well…
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1. Understand the framework

2. Find the moments

•	In the past…
•	Then something happened…
•	So now…
•	In the future…

•	Unearth your own personal anecdotes to
help your audience really understand what
it was like in that part of the story.
•	Make your moments visual. Help people
see what was happening.

3. Practise
•	Share it with a friend, trusted colleague or
partner.
•	Ask them what they liked, what stood out,
what had the most impact? Understand
how your audiences experience the story.
•	Avoid notes when you tell it. This is your
telling. You can’t get it wrong.
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•	Tell it three times. Tell the short version,
the long version, the version with your
anecdotes and the version without.
You will learn to embody the story.
•	Steer clear of big, important meetings or
presentations until you feel comfortable
with the story.
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Anti-stories
Anti-stories are the narratives already existing in our organisation that work against
our strategy. There are a number of ways for tackling anti-stories – and tackle them
you must if the Transport story for our people is to be effective.

Acknowledging an uncomfortable truth
goes a long way to removing its power.
If everyone knows the story, ignoring it
increases its power. If an anti-story is true or
well justified, it can be hard to dislodge. In such
cases, a simple strategy of acknowledging
them can make a big difference.

Change your behaviour. One of the most
powerful ways to create a new story is
through changing your behaviours.
Look for quick-wins with visible changes to
the way you work, the way you interact, or
the decisions you make. These will send very
clear messages across the organisation that
things are different.

2. Create a new story

3. Show your character

It’s useful to remember that you can’t fight
a story with a fact, only with a better story.
This aims to create a new story in the
organisation that challenges the existing
troublesome one. There are two main ways
you can do this:

If staff don’t trust you then you have little
chance of success. If this is the case, you can
use examples of things that matter to you
to reveal your character. If they know a little
more about you, your values, etc, they are
much more likely to embrace your way of
tackling the anti-story.
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1. Acknowledge the anti-story
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Show what is different. If the change, or a
similar one, has been attempted before and
was unsuccessful, this often leads to antistories. A good way to handle this situation
is to tackle the anti-story ‘head on’ and:
(1)	talk about the role that everyone had in
the previous failure, and
(2) 	talk about what is different this time.
Tell these moments as stories.

4. Mea culpa
Sometimes, your past behaviour works
against you. Admitting your foibles and
mistakes is a powerful way of showing
people that things are going to change.
Therefore, find a moment where you know
you did the wrong thing, and share it.

Telling it as a story
Remember that this is a story of our strategy and therefore it needs to sound like
a story. To aid in this here are some phrases which can help make your delivery
more ‘story like’ when you kick off the process.

•	Remember, never use the word ‘story’
•	A good idea is to start by telling them
what you are going to tell them
•	
Why would the audience want to
listen to this? For example… “We are
all experiencing lots of change at the
moment. I’d like to take a few minutes to
explain the background to the changes
and some of the implications…”
•	A short, perhaps even funny, comment or
example about some experience relevant
to the Transport story for our people is a
good start point
•	
Share a personal experience that shows
them your character.

At the beginning think about using
phrases like:
•	
Let’s start by looking at how things
used to be…
•	
If I think back to how things were in
the past…
•	
I’ll ask you to cast your mind back to…
•	
Do you remember when…
To move between sections you might
use phrases like:
•	
So because of that…
•	
This has meant…
•	So there are a whole number of reasons
for why things have changed. That is
why we are now focussing on…
• Therefore…
•	
That’s the challenge we face. So now
we are going to focus on…
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To start:
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