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100% Honest 100% Kind 
how John Lewis became a high performance organisation 

an InPractice Series by Helen Kelly 

 
In the late 1990s, when buying direct started drawing hordes, profits at traditional retailers began to slip 
and the department store division of John Lewis wasn’t exempt. In 2003, it was clear that John Lewis 
needed to take action to ensure the business exploited everything in its favour and generated improved 
short- and long-term profit. 

 
Geraldine Grainger  

 

 
“We knew things needed to change,” Geraldine Grainger, Head of Learning and 
Development said, “and we knew our Partners were an important part, but we didn’t 
know where to start. It was very important for us to keep earning the epithet I’ve 
been so proud of all my working life:  Britain’s most caring company and most 
employee-centred management. So we needed to get it right.” 

The Partnership asked Geraldine Grainger to decide how to address the deficits. 
This series is the story of Mrs. Grainger’s decisions and John Lewis’ subsequent rise 
from worrying profit and margin dips to record 2007 numbers across the board. 

 
Articles in the series 

 

The need for change  

Here's what was wrong and why 68,000 John Lewis Partners had to learn new ways  
of working. 

 

Mrs. Grainger hands over her baton: volunteers create the tools  

Geraldine Grainger made the decision that John Lewis would become a High Performance 
Organisation; employees would decide how to get there.  

 

The transition to high performance: John Lewis Partners tell the story  

John Lewis encountered the trickiest part of paradigm shift: using the old culture to design 
your way out of it.  

 

Seeing the logic and readiness to change aren’t the same 

Geraldine Grainger talks about lessons learned during the transition to HPO.  

 

Preparing the ground for a successful transition 

Linda Rodger shares her top tips. 

 


