
// Context
Auckland Transport’s COVID response created some valuable lessons in new 

ways of working. Diverse, multi-skilled teams rolled up their sleeves and 

collaborated to keep critical services running for Aucklanders. 

When lock-down ended and we returned to “the new normal”,  a small, 

insightful group of leaders embarked on a journey to discover more adaptive 

ways of working at Auckland Transport. 

How might a large, public sector organisation become more adaptive and 

customer-centric using modern ways of working?

// Challenge

Adaptive Ways of 
Working at Auckland 
Transport 

“We had to react quickly, with a people first approach. Their safety, 

wellbeing and ability to continue as best they could was paramount.

Once we had established that, we noticed interesting patterns starting to 

emerge. Our team dynamics shifted. People were collaborating and 

adapting more, rallying together around a common goal of delivering 

important services– while managing the challenges of working from home. 

This taught us that adaptive ways of working were natural for our people 

and evolved organically. We wanted to continue this when we returned to 

“normal”. In many ways, lockdown accelerated adaptive ways of working 

building on the existing practices across AT.”

Natasha Whiting - Executive General Manager, Culture and Transformation



// Reshaping

The Reshaping Programme: the heartbeat of 

adaptive ways of working at Auckland Transport

AT launched a programme called Reshaping, designed 
to replicate the success experienced in solving some 
of their ‘gnarliest’ challenges to date. The programme 
launched with a strong focus on improving customer 
experience, increasing capability and delivering 
financial benefits.

Radically reviewed the Reshaping programme and 
provided insights into the changes required to run the 
programme in a more adaptive way.  

The first phase involved exposing AT to hands-on 
experience using adaptive ways of working to deliver 
important business outcomes. As well as uncovering 
organisational challenges..

The second phase involved using the lessons from the 
pilot to establish permanent squads focused on 
delivering priority business outcomes. 

In parallel, AT embarked on the Jumpstart programme 
and hiring internal talent for key transformational roles 
to enable Radically to upskill and hand over along the 
way. 

 
 

// Transforming 

Transforming Culture & Transformation to Adaptive 

Ways of Working

As Reshaping took significant leaps forward, the 

Culture and Transformation team (C&T) recognised the 

relationship between culture and adaptive ways of 

working and that role-modelling the change was vital. 

Radically designed and delivered a pragmatic, 

hands-on programme of change. This involved: 

- Resetting key objectives and clarifying 

existing workload and priorities

- Developing a clear team-created plan that 

spanned the entire business, using Big 

Room Planning

- Applying agile principles to bring 

transparency and visualisation to the teams 

- Providing a scaffolding of coaching, 

mentoring and support 

While the initial change required a lot of effort from all 

involved,  the squads made excellent progress. A key 

lesson was the importance of the growth mindset over 

specific methodologies or practices.

 
 

// Find out more

Clearer direction & focus on the key 
priorities and what is required to achieve 
these.

Increased accountability from involving 
the teams in planning.

Enhancing customer centricity through 
ways of working that put the customers 
front and centre.

Cross-functional collaboration 
leveraging the collective skills of the 
entire team
.
A more responsive business, increasing 
AT’s ability to achieve its purpose.

KEY OUTCOMES

Radically designed and ran Jumpstart – a capability 
uplift programme to help selected- AT staff with the 
knowledge, skills and hands-on experience required to 
be a Delivery Coach. This involved hands-on training, 
mentoring and a 9-week practicum, working on 
existing projects. 
As a result, Jumpstarters developed real-world skills 
and experience while gaining industry leading 
accreditations. Radically also organised site visits to 
other businesses to share key lessons and experiences.

 
 

 
 

// Jumpstart 

To be able to do awesome things for our 

people, our team needed to work differently. 

Adaptive ways of working has helped us to 

be more transparent, prioritise the right 

work, make sure the customer is heard and 

has really connected our team.

Anthony Hall - Head of People Experience
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