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ABCs, 53–57. See also ABC Toolkit
antecedents, 54–55, 68, 192–193
behavior, 53–55, 68, 192–193
change, making case for, 105–107
CN-Wide, 99–100
and consequences, 63–64, 68, 192–193
and DCOM, 68
Dressed & Ready, 100–101, 123–130
ETAs, improvement, 135
Five Guiding Principles (see Five Guiding 

Principles)
methodology, 10 tips for leaders, 

227–230
model, 54
operating regions, selling to, 100–101
Q4 leadership, demonstrating through, 

143–148
Top 10 Tips, 227–230

ABC Toolkit (five-step model), 65–72
Dressed & Ready, 133
sponsoring, 119–120

ABC workshops, 119–120, 192
Accountability, 168, 207, 232
Acquisitions, 10–11, 15–16
Alignment, 207
Antecedents:

behaviors and consequences, 
relationship, 54–55

and DCOM, 68
described, 55
Dressed & Ready, 125–126
and inconsistency, 192–193

Asset utilization, 25
brake release, 131, 132
Dressed & Ready, 131, 132, 135, 138, 140
Q4 leaders, 144

Backsliding, preventing, 204–207
BC Rail (British Columbia), 16

Behavior, 53–55
antecedents, described, 55
coaching, 71–72
and consequences, 54–57
and DCOM, 68
described, 55–56
Dressed & Ready (see Dressed & Ready)
focus on by leaders, 228
inconsistency, 192–193

Bierman, Bruce, 48
Bonnyman, Keith, 188
Bonuses, 170
Boudreau, Jean-Francois, 188
Brake release, 131–133
Burlington Northern Santa Fe (BNSF), 18
Business case, testing, 81–88

Canadian Auto Workers (CAW), 93–97, 
216–218, 221–222

Canadian Broadcasting Corporation, 4
Canadian National Railway. See specific topics 

throughout this index
Canadian Pacific (CP), 18
Canadian Transportation Act, 5
Capreol (Northern Ontario), 75, 

83–84, 87
CEOs, 89–92, 110
Champion, finding, 75–80
Change. See also Culture change

Dressed & Ready (see Dressed & Ready)
making case for, 105–109

Change, Leadership, Mud and Why, 189, 190, 
210–211

Chartrand, Brenda, 137
Chessie System (CSX), 18
Chicago Yard, 204–207
Class I railroad, defined, 13
CLG. See Continuous Learning Group 

(CLG)
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CN:
described, 247–248
timeline, 4 (see also specific topics throughout 

this index)
CNAP Cards (CN Appreciation 

Program), 207
CN Tower (Toronto), 4
CN-Wide, 99–100
Coaches and coaching, 71–72, 99, 201
Communication, 207, 232
Community, sharing story with, 213–214
Competence, 68, 114–115
Competencies, leadership, 167–172
Competition, 6, 16
Competitors, sharing story with, 211–213
Conductors, 118–119
Consequences:

and ABCs, 63–64
balancing use of, 229–230
behaviors and antecedents, relationship, 

54–55
commanding power of, 58–64
consequence pyramid, 61
and culture change, 63
and DCOM, 68
described, 56–57
Dressed & Ready, 125–127
E-TIP Analysis model, 59
importance to recipient, 59–60
and inconsistency, 192–193
influence of, 58
managerial consequences, 61
negative consequences, 56
negative peer consequences, 62
organizational consequences, 61–62
origin of, 60–62
peer consequences, 61
positive consequences, 56, 62
pyramid, 61
recurrence, probability of, 60
self-consequences, 61
sustaining culture change, 207
timing, 59
what consequence to use, 62–63

Consistency, 191–196. See also Inconsistency
Consultants. See Internal consultants
Continuous Learning Group (CLG), 

37–38, 48
ABC Toolkit, 69–70
business case, testing, 81–88
consequences, behaviors and 

antecedents, relationship, 54–55

described, 247–248
Discretionary Performance, creating 

culture of, 40
E-TIP Analysis model, 59
internal consultants, transitioning from 

CLG, 198
Cost control, 24–25

brake release, 131, 132
Dressed & Ready, 131, 132, 135, 138, 140
Q4 leaders, 144

Creel, Keith, 110, 113–117
Culture change, 15–20

achieved, 231–233
and consequences, 63
Discretionary Performance, 19–20, 28
Dressed & Ready, Michigan Division, 

133–142
how to obtain, 37–39
and labor relations, 222–223
leadership competencies supporting, 

167–172
Q4 leaders (see Q4 leaders)
and safety, 149–151
sustaining (see Sustaining culture change)

Culture, management of, 227–28
Customer Bill of Rights, 8
Customers, sharing story with, 209–210
Customization, 232

DCOM, 48, 67–70, 114–117, 142
Debt, long-term, 5
Decision-making, 228
Del Vecchio, Steve, 70
Deregulation of railways, 5–6
Direction, 68, 114
Discretionary Performance, 19–20, 28

and ABC Toolkit, 69
culture of, creating, 40–42
Hunter Camps, 187
model, 41

Dressed & Ready, 100–101, 123–130
ABC Toolkit (five-step model), 133
antecedents, 125–126
asset utilization, 131, 132, 135, 138, 140
change of behavior, 124–127
consequences, 125–127
cost control, 131, 132, 135, 138, 140
DCOM, 142
ETAs, improvement, 135
feedback, 134
and leadership, 127, 128
meetings, 136–138
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Michigan Division, 133–142
and overtime, 160
people, 136, 138, 140
resistance to, 128
rewards of, 130
safety, 140
service, 131, 132, 135–136, 138, 140
Signal Equipment Tracking System 

(SETs), 141
and starting-late behavior, 127
technophobia, 140–142
typical day of employee, 123–124

Early quits, xxx
Employee Performance Scorecard (EPS), 

173–179
Employment files and improvement, 162–163
Engagement-focused behaviors, 44
EPS. See Employee Performance Scorecard 

(EPS)
ETAs, improvement, 135
E-TIP Analysis model, 59
Evans, Tom, 159, 161–162

Face-to-face interactions, 229
Feedback, 134
Financial performance, 8, 13, 14, 17, 18
First-line supervisors, 46–47, 95–97
Five Guiding Principles, 11–12, 23–26

asset utilization, 25
business case, testing, 86–87
cost control, 24–25
and Dressed & Ready, 124, 125
Hunter Camps, 184
and mud in the middle, 33
people, 25
and performance reviews, 171
Q4 leaders, 144
safety, 25, 149–151
service, 24, 26
sponsorship, gaining, 89–91
start of, 231
successes, early, 131–142
sustaining culture change, 204–205

Flexibility and consistency, 195–196
Fluency Model, 49–50
Fond du Lac, 132, 133
Foote, Jim, 7
Forecasting, 235–236

Gallagher, Terry, 83, 152
Gignac, Daniel, 162

Girard, Leo, 220–221
Globe and Mail, 185
GM, 106
“Going to Rome,” 98–104
Good and bad news, sharing, 214–215
Great Lakes Transportation (GLT), 16
Grigsby, Fred, 103, 104
“Guide to Conducting Effective 

Meetings,” 137

Häagen Dazs, 106
Hargrove, Buzz, 222
Harrington, James, 189
Harrison, E. Hunter, 10–12. See also 

Precision Railroading
and acquisitions, 15–16
arrival of, 234
business case, testing, 81, 87–88
champion, finding, 75, 77–80
Change, Leadership, Mud and Why, 189, 

190, 210–211
culture, challenge, 17
and culture change, 15, 27–29
and Employee Performance Scorecard 

(EPS), 174
and employment files, 164
Five Guiding Principles, 11–12, 23–26
“Going to Rome,” 99
How We Work and Why, 90–92, 155–156, 

160, 188, 231
Hunter Camps, 184–190
on mud in the middle, 32
promotion to CEO, 13–14
and Railroad MBA, 180
and safety, 152, 155–156
and 17 out of 17 mantra, 196
sponsorship, gaining, 89–92
strike, learning from, 93–97
and United Steelworkers, 220

Heller, Keith, 75–77
Hinzman, Jack, 48–49, 160
Horizontal alignment, 233
How We Work and Why, 90–92, 155–156, 159, 

188, 231
Human Resources Department, 99, 100, 

103, 106, 199, 212
Hunter Camps, 184–190, 231

Change, Leadership, Mud and Why, 189, 190
competitors invited to, 212
Continuum of Engagement, 187
Discretionary Performance, 187
expansion of, 185
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Hunter Camps (continued )
Five Guiding Principles, 184
Twelve Characteristics of Leadership, 

186–187
views of campers, 188–189

Illinois Central Railroad, 10–11, 15–16
Improvement, 157–163

employment files and, 162–163
ETAs, Dressed & Ready, 135
opportunity, formalizing, 163
overtime, reducing, 159, 161–162
problem-solving, new ways, 159
process improvement guide, 160

Inconsistency, 192–195
Influence and competencies, 168
Information, 232
Initial public offering (IPO), 9
Inspiration and competencies, 168
Intermodal container in CN rail yard, 205
Intermodal rail yard, monthly damage 

savings, 206
Internal consultants, 197–203

deployment of coaches and 
practitioners, 201

developing, 199–200
“Internal Consultant Development 

Process,” 199
ownership, transitioning, 198
reasons for, 197–198
selection of right persons, 199
transitioning from CLG, 198–199
value of, 202–203

Joanis, Christine, 175
Job elimination, 7–8

Kam, Katrina, 76
KISS (Keep It Simple), 146
KIST (Kick, Inspect, Sweep, Touch), 

145–146

Labor Relations Department, 216
Labor relations/HR conference, 212
Leadership:

ABC methodology, 10 tips for leaders, 
227–230

and bonuses, 170
business case, testing, 81
competencies, 167–172
and Dressed & Ready, 127, 128
life or death, 149–157
organizational leaders, role of, 30–31

people, about, 187–188
Q4 leaders (see Q4 leaders)
sponsorship, expanding, 112–113
Twelve Characteristics of, 186–187, 231

Learning curve, managing, 230
Lessons learned, 231–233
Life or death leadership, 149–157
Listening, 206

Madigan, Kim, 216–217
Managerial consequences, 61
Marcel, Benoît, 188–189
Marquis, Tony, 76, 83, 171, 202
Marvin, Jennifer, 188
Massey, Morris, 186
Mechanical Department, 97
Meetings, 136–138
Memphis, 82–83, 86, 111, 210–211
Metrics, 99, 207
Michigan Division, 133–142
Mongeau, Claude, 7, 110, 117–120
Motivation, 68, 116–117
Mud in middle, washing out (Precision 

Railroading), 27, 31–34
Mullen, Margarita, 210–211

Nationalization of Canadian railways, 3–4
Neumann, Ken, 220–221
Norfolk Southern (NS), 18
North American Free Trade Agreement 

(NAFTA), 8

Operating ratio, 7–8, 19
Opportunity, 68, 115–116, 164, 194–195, 232
Organizational consequences, 61–62
Organizational culture continuum 

(Precision Railroading), 27–29, 237
Organizational leaders, role of (Precision 

Railroading), 30–31
Organizational redesign, 6–8
Overtime, reducing, 159, 161–162
Ownership, transitioning, 198

Passionate people, 25
Peer consequences, 61, 62
People Department, 162
People, Dressed & Ready, 136, 138, 140
Performance, 195, 229
Performance reviews, 171–172
Performance scorecards. See Employee 

Performance Scorecard (EPS)
Personally taking walk, 110, 117–120
Pharand, Serge, 119–120
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Pilots of ABCs, 81–88
Porter, Warren, 159, 161
Practitioners, 201
Precision Railroading, 10–13

challenge, 17
and culture change, 15
culture of, 27–34
financial performance resulting from, 14
mud in middle, washing out, 27, 31–34
organizational culture continuum, 

27–29, 237
organizational leaders, role of, 30–31
railroad ballast, 31–32
spectrum of employee engagement, 27, 

29–30, 46, 112
President’s awards, 208
Privatization, 8

Q2 leaders, 46–47
Q3 leaders, 46–47, 129, 143
Q4 leaders, 43–50, 238

ABCs, demonstrating leadership through, 
143–148

asset utilization, 144
champion, finding (see Champion, 

finding)
and consequences, 59–64
cost control, 144
demonstration, 167
and Dressed & Ready, 128
engagement-focused behaviors, 44
first-line supervisors, 46
Five Guiding Principles, 144
Fluency Model, 49–50
how created, 46–47
KISS (Keep It Simple), 146
KIST (Kick, Inspect, Sweep, Touch), 

145–146
leadership, generally, 43–44
model, 44–46
Q4 Workshop, 170
reliability, 145–146
results-driven behaviors, 44
service, 144
and strikes, 97
style, difficulty of changing, 47–49
understanding, 147–148
Walker Yard, 143–145

Quesnelle, Steve, 69–70, 146, 178–179

Railroad ballast, 31–32
“Railroader of the Year” award, 185
Railroader Trainee Program (RRTP), 181–182

Railroad MBA, 180–183
Railway Age, 185
Recurrence, consequences and, 60
Reliability, Q4 leaders, 145–146
Results-driven behaviors, 44
Results focus, 232
Return on investment (ROI), 87
Ridley, Russ, 82–83
Ritchie, Dan, 213–214
Rollout:

Employee Performance Scorecard (EPS), 
177–178

staggered, 232–233
Rules and inconsistency, 192–194

Sabia, Michael, 7
SaFe curve, 153
SaFE (Safety for Every Employee), 153
Safety, 25

brake release, 131, 132
and culture change, 149–151
developing safety programs, 151–153
Dressed & Ready, 140
and leadership, 149–150
SaFe curve, 153
SaFE (Safety for Every Employee), 

153
safety pyramid, 152
safety walkabouts, 151–153
shift huddles, 151
zero tolerance, 154–155

Safety-first culture, sponsoring, 110, 
113–117

Sandrock, Richard, 75–78, 81, 83–84
Sawing trains in half, 158–159
Scorecards. See Employee Performance 

Scorecard (EPS)
Seebeck, Susan, 175
Self-consequences, 61
Serio, Steve, 204–206
Service, 24, 26

awards, 208
brake release, 131, 132
differentiation, 210
Dressed & Ready, 131, 132, 135–136, 

138, 140
Q4 leaders, 144

17 out of 17 mantra, 191–196
Shift huddles, safety, 151
Signal Equipment Tracking System 

(SETs), 141
Simmonds, Kim, 137
Smith, Carol, 84
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Spectrum of employee engagement 
(Precision Railroading), 27, 29–30, 
46, 112

Spiking the switch, xxxiii, xxxiv
Sponsorship, expanding, 110–120

ABC workshops, sponsoring, 119–120
leadership, modeling, 112–113
personally taking walk, 110, 117–120
safety-first culture, sponsoring, 110, 

113–117
Spectrum of Employee Engagement, 112
visible sponsorship, 111–112
visiting sites to set stage, 110–113

Sponsorship, gaining, 89–92
Staric, Robert, 189
Stock, 13–14

performance, 14, 18, 235
Strike, 93–97

Canadian Auto Workers (CAW), 216–218, 
221–222

United Transportation Union (UTU) 
strike, 216–220

Summers, Sherrie, 163
Supervisors. See also First-line supervisors

and Dressed & Ready, 126
and Employee Performance Scorecard 

(EPS), 177–179
Suppliers, sharing story with, 210–211
Sustaining culture change, 197, 204–208

accountability, 207
alignment, 207
backsliding, preventing, 204–207
communication, 207
consequences systems, 207
examples of sustainability, 208
Five Guiding Principles, 204–205
intermodal container in CN rail yard, 205
intermodal rail yard, monthly damage 

savings, 206
metrics, management with, 207
president’s awards, 208
service awards, 208
techniques for, 207

Switchpoints, defined, xxxi–xxxiii

Technophobia, 140–142
Tellier, Paul:

arrival of, 234
as leader, 9–10, 14, 37
leaving company, 13
organizational redesign by, 6–8
privatization, 9

Toyota, 106
Trafton, Gordon, 110–113, 147, 

162–163, 170
Training, 99, 100
Transcona (Winnipeg), 84–85, 87
Transformation of CN, 234–235
Trask, Daryll, 84
Trip plan, xxxi
Trolley, Clarke, 171–172

Union Pacific (UP), 18
Unions

business case, testing, 81
Canadian Auto Workers (CAW), 216–218, 

221–222
Employee Performance Scorecard (EPS), 

173–179
relations with, improving, 216–223
United Steelworkers (USW), 220–221
United Transportation Union (UTU) 

strike, 216–219
United Steelworkers (USW), 220–221
United Transportation Union (UTU), 

216–219
U.S. Federal Railroad Administration, 149

Valentine, James, 18
Values, demonstrating, 118
Vertical alignment, 233
Visiting sites to set stage, 110–113

Walker Yard, 143–145
Wincheruk, Tom, 76, 83
Wisconsin Central (WC), 16
World War I, 3

Zero tolerance, 154–155
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