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Testimonial: Swiss Federal Railways (SBB)

Background

SBB is the largest railway company in Switzerland, with more than
28,000 employees and transports 366 million passengers and 50
million tons of freight annually.

Around 2,000 employees who work in the Traffic Management
section of the Passenger Traffic Division have direct contact with

passengers.

Training

In 2003 SBB started PCM training for its train managers « It helps us recognise how our own behaviour affects
and the training has spread across the organisation communication with other people (customers) and
since. Between 2003 and 2012 more than 2,000 staff have equips us to respond accordingly.

undergone PCM training. « It helps us recognise our own behaviour patterns under
SBB applies PCM in the following contexts: stress, notice when our stressed behaviour is affecting

how we communicate with other people (customers)

« In basic training for employees who have direct contact and respond appropriately.

with SBB customers. . ) ) o )
« It contributes to resolving potential conflict situations

In management training courses at all levels. . N
¢ 9 9 with customers through good communication and has a

e Inteam building and team development. deescalating effect.

SBB points out the following benefits of PCM training: «  Itfosters befter understanding of people who are

different from us and of behaviour that is different from

« It helps people understand their own behaviour. our own.

»  Itfosters an understanding of the fact that people are - Itimproves relationships between managers and staff.

iff t h iff tt f behavi t
different and can show different fypes of behaviour a « Inteams, PCM fosters mutual understanding and helps

fimes. . .
staff to contribute based on their strengths.
o It assists staff to communicate positively both in their
professional life and in their personal life.
Results

- Reinhold Dénzer Manager, Training and Continuing Education, Swiss Federal Railways
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