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working. Tony Webb explains: ‘When we started 
the journey it wouldn’t have been very likely that 
somebody would have worked in two or three 
shops in one week, but now that’s quite likely. In 
some cases an employee may have worked in 
the same area for five or ten years and to move 
between workshops was not the norm. Now due 
to the increased flexibility of our workforce, we are 
more able to deploy our resources where customer 
demand is at any time. 

‘The increased employee flexibility has been 
a key part of our turnaround strategy. It is seen 
by the staff as enhancing their experience, doing 
something varied and interesting. We get the 
added benefit of a “new set of eyes” that helps 
deliver continuous improvements.

‘The fact that we are now winning work has 
driven a much more upbeat feeling to the place. 
The strategy was always to get our quality and 
delivery right, control our costs, and then go back 
to the market.’ 

Back to the market
‘I’m very happy to say that since we have been back 
to the market we’ve won new work and seen the 
business grow, throughout which performance has 
been maintained’ Tony Webb reflects.

As well as overhaul activities the facility works 
actively with its customers to extend periods 
between overhauls across the product ranges 
and develop solutions for obsolete components. 
A ‘systems’ approach is actively encouraged in 
preference to a single component level, as this may 
offer a more cost effective solution and improved 
reliability. 

Tony Webb notes that this even applies to the 
older fleets. ‘We still have active engineering going 
on to improve components to extend life and 
challenge ourselves to look at things differently. 
Some businesses may have shelved improvement 
work on an older product but we’re still involved 
in a lot of those older assets and making sure they 
perform as reliably as they can.’

The leadership team identified that an improved 
maintenance offering could be achieved by 
closer integration with the company’s heavy 
maintenance operations at Ilford, providing 
customers with a more ‘joined up’ way of 
maintaining their vehicles. 

Moving forward
Obviously Bombardier doesn’t want to stand 
still, and the challenge is to ensure the company 
continues to make progress. ‘There has been 
a huge shift in the way we do things and the 
team has done a great job’ Tony Webb concludes 
enthusiastically. 

‘We’re undertaking a strategic review about 
what else we can bring to the market to support 
our customers. Being part of the larger Bombardier 
family provides the resource and expertise to 
develop engineering solutions to a problem, and 
we’re able to use the breadth and depth of that 
expertise. 

‘Whilst we operate in a competitive 
marketplace we recognise that it is not just 
about price, but about value for money. There’s 
a huge pride in the facility now, we don’t have to 
talk about delivery performance anymore. The 
first thought of the team is “keep our customers 
happy”. We now have a business full of people 
who are pushing in the same direction, and with 
a huge desire to succeed.’  Tony Miles 

Crewe works is now achieving 100% on time despatch. Tony Miles

Working on a traction motor. Tony Miles


