
Helping Leaders Lead: 
Delivering effective employee communications 
in complex work environments

Jessica Kosmack, Senior Communications Advisor

APTA Marketing & Communications Workshop | February 26, 2019 | Jessica.Kosmack@ttc.ca



2

TTC at a glance

28,000
people per hour 

on Line 1

85%
of Greater Toronto 

Area transit ridership

2,900
people per hour 

King streetcar

subway

service
every 2 to 6 

minutes

Half billion
trips per year

1.7 million
customers carried

each business day

3rd largest

transit agency in 

North America

15,000+
Wheel-Trans rides 

on peak days

4 million+
Wheel-Trans rides 

per year
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TTC at a glance



Challenges
Communicating at the TTC

• Large workforce – 15,000 employees 

working in widely different jobs

• Geography – employees at different 

offices/divisions/garages across Toronto

• Operation/shift work and many 

employees do not see their 

supervisor/manager frequently

• Lack of access to email, intranet 

• Greater need for supervisors & 

managers to communicate 

organizational messages to their 

teams
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The reality: there is no one-size-fits-all solution
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Five-Year Corporate Plan: focus on our employees
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Corporate Plan Commitments
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• A best practice-based plan, developed to 
effectively guide internal communications 
activities at the TTC

• Tied directly to priorities outlined in five-
year Corporate Plan

• Highlights strong partnerships with 
Human Resources, Employee Relations 
and the Executive team

• Key plan objective: Ensure leaders own 
and are accountable for their own 
internal communications.

Internal Communications Strategic Plan 
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By the numbers: communicating through leadership

Remembering the faces you don’t 
always see

43% of U.S. employees work remotely at least 
some of the time (Gallup)

Leaders should be more than just 
decision makers

“Senior leadership” ranked #2 on a list of top 
engagement opportunities (AON)

Going analog with your comms

Face-to-face communication was still 
considered highly impactful and used by at 
least half of a recent survey’s respondents 
(Gatehouse 2018 State of the Sector)



We know communication 

succeeds at the hands of our 

Leaders. This means:

• Customized communications

activities within teams

• Leading by example, such as 

sharing information and more 

face-to-face contact

• Trusting and empowering 

managers and supervisors to 

deliver critical information

Leaders are critical
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What we’re doing: targeted communications
Weekly e-newsletter + targeted leadership lists
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What we’re doing: direct-to-leaders approach
Leadership Forums, leaders’ guides, training
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What we’re doing: spot surveys + polls
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Five keys to our success

• Management support from day one

• Regular outgoing stream of info

• Short, easy to digest content 

• Consistent, predictable and reliable

• Responsive to feedback 
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Up next

• Broader access to digital 
communication channels for all 
employees, including a new 
Employee Communications App

• Continued awareness and 
training for leadership 
communication

• Stronger connections between 
Leaders and the frontline

• More opportunities for input from 
employees on what information 
and approaches matters to them
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