


Presentation of our website and 
customer journey



SOLD TICKETS IN 2016

86 M
BUSINESS VOLUME IN 2016

4 100 M€

ON SALES PEAKS

40 TICKETS / SEC.11 M
SOLD TICKETS TO FOREIGNERS IN 2016

14 M
VISITS / MONTH

15 M
APP DOWNLOADS

2002 : Voyages-sncf.com becomes a global travel agency as 
we propose complementary products and services to the 
train thanks to a joint-venture with EXPEDIA.

2008 : Creation of TGV-Europe websites

2013 : VSC launched a unique brand in Europe and 
RailEurope Inc and RailEurope4A joined VSC Group

2017 : Voyages-sncf.com becomes OUI.sncf

Who are we ? Timeline





A market driven by powerful brands
Brand preference being a decisive factor in the choice between equal prices

Rewards for those that deliver on an emotional level and no longer just on a 
functional level







Night train (save a night at the hotel)

Day train (enjoy the scenery)

High speed train

High speed train



o You can book 6 months before your departure 
for EUROSTAR Intercapitals

o You can book 4 months before your departure 
for TGV/ICE France Germany – RENFE/SNCF in 

partnership – TGV France/Italy – TGV Lyria

o You can book 3 months before your departure 
for EUROSTAR French Connections (Eurostar + 

TGV) – TGV/TGV Brussels France – TGV 
Paris/Freiburg (Breisgau) – TGV 

Paris/Luxembourg - Thalys
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Ø Fares conditions are described in details when
selecting the journey (each carrier has its own range 
of fares)

1 You can chose your day’s departure

2 You can see the best price over the month

3 You can see the journey’s details (schedule, 
carrier …)

4 You can chose your type of fare, the class, and 
also the price that you prefer

5 Once you selected your journey, you can see the 
fares conditions in details



At the end of the booking, customers choose a 
delivery option :

Ticketless E-Ticket Print at Home

Once delivery option is
selected, it can not be
changed

Free delivery by post 
(without secure tracking, 
available until 7 days
before departure)

Retrieval in a 
French station 
(with the booking 
reference and the 
credit card used for 
the payment)

Option to be
confirmed
later (free 
service, fare and 
seat guaranteed
during a limited
time)

For Loyalty Cards holders
(Voyageur and Thalys TheCard)

- It is possible to travel with the card itself without printing any 
ticket. The passenger will have to show the card to the train 
manager. 

- During the booking, the Loyalty card number of the passenger 
must be entered. 



VSC Promo / Special offers

Help 
button
(FAQ, 

contacts, 
…) 

Change language/ 
market selection

Access to  
all 

categories
of the 

website

Connect to customer account or 
access to customer booking

Search booking engine

Advanced search / 
Put more details
(passenger age, 

discount card, …) 





You can access to the Online help with this link : https://en.oui.sncf/en/help-en

• You can find the 10 more frequent questions 
by the customer. 

• You can also access to different item into 
the online help (orders, fares calendar …)

• You can find all FAQs sorted by themes

• Then you can access to the contact page : 
https://en.oui.sncf/en/help-en/contact



Ø You can advise the customer to visit the section « Help » 
of the website. It is also useful for you to check 
information. You only have to ask your question in the 
search bar.

Ø If you search the contact of the customer service, you 
can find all information in the « contact » section. 

Ø The customer can contact the customer service in 
Barcelona for: 
• Aftersales enquiries
• Bug/ Technical issue on the website
• Specific situations

Ø Opening hours : 
• From Monday to Saturday 
• 9am – 7pm



Steps Examples
Welcome • Hello, how can I help you?
Questions/Identify the needs • Where do you want to go ? Do you have a 

discount card ? For how many people? 

Reformulate • You want to travel from … to … on the 
…, correct?

Answer • To cancel, you need to go on this page, 
then… then…

Validate the customer understands • Is this clear for you?
End the tchat • Thank you and I wish you a good day 

from Voyages-sncf.com
If you have to make the 

customer wait, tell him
• I am checking the website, please be 

patient.
Be nice and polite /  Have 

empathy
• I completely understand your 

dissatisfaction
Availability  

Stay available to help (To 
be noted: if no answer from 
the customer after 30s, ask 
him if he still need your 
help)

• Do you have other questions?

• I don’t have any answer from you, I am 
closing this tchat and wish you a good 
day from Voyages-sncf.com

AT THE END OF THE CONVERSATION : 
• Inform the customer he will receive a satisfaction survey from VSC 
• If email not available in iAdvize, ask email to the customer and fill in the dedicated field

Be concentrated and 
reactive
1. To handle several chats 

and not do any 
mistakes

2. Chanel choose by the 
customer to receive a 
quick answer

3. Welcome as fast as 
possible! Make him 
patient if need

4. Read	carefully	to	
understand	correctly	
customer’s	demand

1. Easier to be 
understood

2. Do	not	ignore	the	quality	
(	spelling	or	grammar	
mistake)

3. Be	exhaustive	an	add	a	
“plus”

4. Give	links	to	the	FAQ
5. Do	not	get	rid	of	the	

person,	giving	the	SNCF	
phone	number

Write correct sentences



15% 
conversion rate 

8/10 
customer sat 

(OUI.sncf survey)

90% 
customer sat 

(iAdvize survey)

Travel expert ConversionEnvy

Empathy
advice

Inspiration Assistance
Happy Delight 




