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Presentation of the group

Who are we ? Timeline

Born in 2000, OUl.sncf (ex Voyages-sncf.com) is a 100% 2002 : Voyages-sncf.com becomes a global travel agency as
subsidiary of SNCF (French National Railway Company). It is the we propose complementary products and services to the
main point of sales of SNCF on internet and mobile. train thanks to a joint-venture with EXPEDIA.

Products available online are chosen by SNCF who collects the

payment. 2008 : Creation of TGV-Europe websites

Today, OUl.sncf is the leader of French e-tourism websites and 2013 : VSC launched a unique brand in Europe and

the 1st French e-commerce website. RailEurope Inc and RailEurope4A joined VSC Group

2017 : Voyages-sncf.com becomes OUl.sncf

( Wi... SNV
INOVi

4 100 M€ 15M @

BUSINESS VOLUME IN 2016 APP DOWNLOADS TGV Lyria
86 M 14 M . }
SOLD TICKETS IN 2014 VISITS / MONTH @ ( )Ulsncr-' THALYS
"M 40 TICKETS / SEC. Gorere N et
SOLD TICKETS TO FOREIGNERS IN 2016 ‘@ffercités

ON SALES PEAKS

a\’ SERVICES
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OUlLsncf in Europe

Our Website / Application
@[V

THE NEW NAME OF _;:239‘5 . . .
N — » 14 websites with 7 languages (german, spanish,
Spring is just around the corner!

Book your train journey now : dutch, italian, french, russian) also accessible on

at great fares mobile

= D LR € rocecuomon » A complete range of products and services for
travelling in Europe

@ One-way (O Retum BB Purchase a discount card )
From : station, address, place ‘/ n /2018 & 1? 00 - . . . .
o+ o, sk, ploce 5 S0 C » A brand specialist of the destinations France and
Europe
@ Accessibiity @ ~ (2 Help » Our strategy : a challenger position against the

incumbent in each market

[ )] Belgique - Luxembourg

00 seigic = Nederland » Different services in Europe :
89 Beigium W Russia “ = 1 call center in Barcelona for online booking assistance in 7
®® Deutschiand £ suisse \ L languages
I Esparia B3 schweiz = 1 expert team in Brussels to sell group bookings all over
@D France E3 svitzerland Europe
U0 talia United Kingdom > = 5 shops in Europe (Milano, Geneva, Aachen, Kéln,

g; &3 Rest of the World @ curope (other countries) %é D(jlsseldorf)

o ——aga— » Head quarter in Paris
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Our competitors

A~
BAHN ‘(‘ captain

train
. (ZfLoCO2 o ,
THALYS | 0TMEXPGC|IC|®
S—
Bla BlaCar il
AIRFRANCE / (raintne

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
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THE OUI BRAND VALUE

OUI.SNCEF is an accelerator of our strategy in France and abroad.

Our aim: to become a relational and personalized platform and to be the preferred travel companion of
our customers.

OUI.SNCF, THE BRAND NEW VOYAGES-SNCF.COM

\ [ /l * \
Voyedes / 3 questions to ponder upon when we \
sncf.co! ' I, .
.SNCF 1
1
A TRANSACTIONAL WEBSITE A RELATIONSHIP WEBSITE ! respond to a customer
! |
I 1
e EXHAUSTIVITY o MORE CLARITY IN CHOICE : _ i
*Unique wide range of offer + Atransparent and varied offer with more than . 1. Can | be even more straightforward? |
More than 350 000 routes available 35,000 routes available by high-speed train or ' :
conventional bus : 2 A . . . \
2. Am | doing everything | can to make this '
° MULTI-CHANNEL Q MORE PERSONALIZED ! 9 y 9 :
* Availability on all channels * Travel assistance by making our customer | 2 !
2/3 of the audience comes from the mobile app experience more fluid ! p erson h a p py ! :
1
1 1
TRUSTMARK ! |
9 e MORE ENVIABLE AND INSPIRING . 3. Have | managed to enhance our i
* Recognized by the French and the Europeans «  Especially on the French and European ' :
destinations through new pages, new tools | . . l
relationship?
- OULSNCF, THE BEST TRAVELLING COMPANION OF OUR CUSTOMERS N -
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European Railway Network

— —_— —

England

RDAM
(J
LONDON Moscow
% Netherlands BERLIN
Ebbsfleet 0 Sl :
el Duisburg Swiebodzin
J

OO Essen

. O
BRUSSELS
O~ ()

¥ Diisseldorf zepi Poznan
Konin

Germany
Q Frankfurt

Kaisers-
lautern .
O Mannheim

Austria

V Interlaken
Switzerland

Brive-la-Gaillarde

France

Toulouse

Venice

Miranda

de Ebro Nimes

Montpellier

= Vitoria/
Burgos Gla(s’{aleaiz
© Valladolid
Medina
del Campo

Spain

\. Naples

I 50 Salerno

Granada

Poland

s

WARSAW

O TGV

O Thalys

© Eurostar

O TGV/ICE

O TGV Lyria

O Renfe-SNCF en coopération
O Italo

O RZD

O RENFE Lusitania

O Berlin-Warsaw Express

~N
O AVE A
O Avant
O Altaria
O Alvia >
© Euromed /

O Regional Renfe Trains
> 7.
T



Congratulations, you

have selected the Carriers

train over the plane,

f trai | chose ?
the bus and the car What type of train can | chose

for your next trip !

zl

Z Night train (save a night at the hotel) INTERCITES DE NUIT gy,,tgjzgggsm
|

-:O:— Day train (enjoy the scenery) INTERCITES DE B¥zy INTERCITES | C E ‘&/\
' JOUR, ICE, TER

TGV, Eurostar, Thalys, E= TGV

2B  High speedtrain
- Lyria, AVE, ICE, ITALO mas 2L TGV Lyria

High speed train

Glacier Express, Chocolate Train, GoldenPass Line,
Train jaune...
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MAIN CARRIER BOOKING HORIZON

From when can | book a train ?

ﬁ You can book 6 months before your departua
for EUROSTAR Intercapitals

o You can book 4 months before your departure

for TGV/ICE France Germany — RENFE/SNCEF 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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Our fares and retrieval methods

Our range of fares

Select your OUtDOUNd

31 2h25

13h33

- ] See prices 2

21) over a month

Our offers are displayed in order of the train’s departure times

Non Exchangeable

N : . )
exchangeable conditions Flexible
trains A\ B apply

PARIS NORD 1% clas
HLLE FLANDRES 32¢ 37 53¢ 34¢
ect TGV 1h08

Passenger 1 26-59 years TGV LEISURE 37 €

Ticket can be exchanged and refunded subject to a fee of €5 up to 30 days before departure, which rises to €15 on

the day before and the actual day of departure. Any difference in price between the old and the new ticket will be
added to this fee. Tickets will not be exchangeable or refundable after departure
O """"""""""""""""""
0 Journey details : Qy Choose yourseat v |

__________________________________

13h10
14h18

) |

PARIS NORD 1% class
LILLE FLANDRES 22 37 ¢ 53¢ e
v direct TGV 1ho8
Training Book - IBBU — Jan 2018 CONFIDENTIAL — Do not distribute

» Fares conditions are described in details when

selecting the journey (each carrier has its own range
of fares)

You can chose your day's departure

You can see the best price over the month

You can see the journey's details (schedule,
carrier ...)

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

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



Once delivery option is

TICEKTS — RETRIEVAL METHODS selected, it can not be

The delivery option changed
Results > Basket > Contact info Payment ) Confirmation :jl
© CHOOSE HOW TO COLLECT YOUR TICKET TRAVEL INFORMATION At th e en d Of th e boo kl N g Customers Choose a
!
: : .
3 PARIS = LILLE 1 Passangor 68.00 € TICKET DELIVERY OPTIONS d e I Ive ry o ptl o n [
29 January 2018 m‘: e
19h10 PARIS NORD EXCHANGE AND REFUND /'
I 20h18 LILLE FLANDRES " S |’, P TO BE
| Ticketless E-Ticket Print at Home 4 PR/ HED AS
| Adobe ORIy
?‘ Zr;l::":e:tre-ud(e!ezslfym(heOUlsndapp\'tabletandsmaﬂphone]orpnmn v romaton i . Retrleval II’] a OptIOﬂ .to be i
] sor : Free delivery by post - " : firmed :
M ouimoELE . . 1
Collction from an Avtomatic Ticket Machine (For e stations n | (without secure tracking, renc Statllon contirme :
T e NG available unil 7 days (with the booking WSl later (e |
Youwillbave the redt card you used t0 py wih | before departure) refer.ence and the service, fare and !
 Becnne sher 200 it o hange yormintt : credit card used for seat guaranteed |
. \ the payment) during a limited
: Retrieval in a French station : ) \\\ ‘t|me) ///
Check before you choose, that at the time you collect your ticket N e e e o e o e o e o e e e e e o e e e e e —  —  — — —  — — —  — — —  — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — — —— — — — —— -7
You will have the credit card you used to pay with
Your credit card will still be valid
Your departure station has a self-service machine or an open window
information desk
e s e For Loyalty Cards holders
wuwamezee (Voyageur and Thalys TheCard)
ADMIN FEES More info® TEMPORARILY FREE
wwoe - Itispossible 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.
L )
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Presentation of our website and customer journey

Customer journey — Home page Change language/
market selection

Connect to customer account or
access to customer booking

N\

& )Ui & Accessibility @ ~  (?) Help
THE NEW NAME OF Help

Spring is just around the corner! button
Book your train journey now (FAQ,

at great fares ' contacts,

Login &3 My bookings

Access to
all

categories
of the
website

2 Train =R Interrail

® One-way O Retun Purchase a discount card >

x
C

=+
[=]
W
w
w

utbound ; ~
From : station, address, place... 33‘&01 /2018 (=) 19:00 o

To : station, address, place... Return &= 87:00

m M

Search booking engine

Discover our great deals

Advanced search /

S e—— Put more details
(passenger age,

discount card, ...)

VSC Promo / Special offers

12.



Presentation of our website and customer journey

Customer Journey

Results > Basket Contactinfo ) Payment >

RESULT

S OUi..

BASKET

Select your outbound L )Ui

Results Basket Contactinfo > Payment > Confirmation

YOUR SELECTED JOURNEY 1

Results Basket >  Contact info Payment Confirmation

10h40  PARIS NORD
11h48  LILLE FLANDRES
direct TGV 1hos

=)  PARIS ~ LILLE 1 Passenger

14 February 2018
11h40  PARIS NORD

1 PASSENGER 12h45  LILLE EUROPE

e Thos 10h40 PARIS NORD .
=0 - = mmm

11h48 LILLE FLANDRES
=
o— ULLE

o CHOOSE HOW TO COLLECT YOUR TICKET

Result:
=)  PARIS 2 LILLE 1pausenger 08.00 € esults

14 February 2018

1stPassenger (), =t e TGV PRO 2NDE :

11h40  PARIS NORD . © > f charg one hour 3 Iwmomsnoﬂo

Confirmation

PAYMEN

i

Basket > Contact info > Payment

a Socure paymant

TEMPORARILY FREE
136.00 €
136.00 €

S
Confirmation )

YOUR ORDER

=) PARIS) LILLE 68.00€
14 Feb.

=) PARISH LLLE 68.00€
14 Feb.

T ——
(Modify your order )

1245 LILLE EUROPE 1 1ha8 LLE FLANDRES o PAYMENT FOR YOUR ORDER
ect TGV 1hos
(peete )
12025 PARIS NORD : i ADMIN FEES More info @)
13h33 LILLE FLANDRES
e ov hos YOUR SELECTED JOURNEY 2 i TOTAL BASKET
C
TOTAL
13n10  PARIS NORD = = PARIS = LILLE 68.00 €
14h18  LILLE FLANDRES ; PARIS ~ LILLE 1 Passenger 68.0( =) 1 Passenger
direct TGV 1ho8
14 February 2018 14 February 2018

Please enter your card details

14h40  PARIS NORD
10h40 PARIS NORD
15h48  LILLE FLANDRES 10h40 PASES NORD I
direct TGV 1hos
11h48 LILLE FLANDRES

1%han  pADIc NAGN

11h48 LILLE FLANDRES - = (o] ‘E (o] M (o] m (o]

Card number * Expiry date *

o

Security Code * @

TstPassenger (),

Eickat: ]
( Delete ) ;n:]ii:ramm sasiyin the OULsncf app (tablet and smartphone) or print t
Have you thought of everything? J

More withdrawal methods

ADMIN FEES More info@® TEMPORARILY FREE

TOTAL®

136.00 ¢
* Mandatory fieids

‘ Training Book - IBBU — Jan 2018 CONFIDENTIAL — Do not distribute

Confirm my payment of 136.00 €

YOUR CONTACT INFO

Daniela Rodrigues
daniela_16@hotmail fr

[ Change your details )

13.



FREQUENTLY ASK QUESTIONS

The Online Help

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

(Ui

: ALL OUR HELP
/ FREQUENT QUESTIONS s :‘Ez";’:hww \ TOPICS

or

|| FARES CALENDAR

* Opening sales the best fares in a range of tariffs
+ How can receive a receipt (invoice) for my order 7 Save money with SNCF cards
+ My payment was rejected, How can | proceed? A TRAFFIC NEWS

Welcome to Online Help

+ How can| select my seat?
+ How dol exchange my train ticket ?

« What are the advantages of the E-ticket?
« How do | cancel my train ticket ?

For real-time traffic news

This is where you will find all the information and useful tools you need, to

Booking

« How do | book a journey in just a few clicks?
plan, book and monitor your trip. Whatever your question may be, we can \ . Where canlfindmy reference?

answer it!

- forrmeneten

. . BEFORE DEPARTING Train roservation
 You can find the 10 more frequent questions =L
OFFERS AND SERVICES >
FREQUENT QUESTIONS R by the customer. P
vt « You can also access to different item into ArrERsnes ’
[ FARES CALENDAR H
Opening saes pAREs Ao the online help (orders, fares calendar ...) PANENT D TICET
«  Why is the train that | want to book not displayed? [~ PARTNER CARDS CUSTOMER ACCOUNT AND
How can | receive a receipt (invoice) for my order ? Save money with SNCF cards K \ LOYALTY PROGRAMMES ’
) TIPS TO MAKE YOUR
My payment was rejected, How can | proceed? A ::?;:f‘:::mv::m BOOKING EASIER LEGAL INFORMATION >

How can | select my seat?
How do | exchange my train ticket ?

«  What are the advantages of the E-ticket?

YOU EVERYWHERE! YOUR MOBILE APP TRAVELS BY TRAIN
How do | cancel my train ticket ?
How do | book a journey in just a few clicks?
«  Where can | find my order reference?
Need additional information? JOIN US

ALL OUR HELP
TOPICS

)

Training Book - IBBU — Jan 2018

o

'THE E-TICKET FOLLOWS

EASY TRAVEL WITH 'YOUR BUSINESS

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

CONFIDENTIAL — Do not distribute

* You can find all FAQs sorted by themes
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FREQUENTLY ASK QUESTIONS

You don’'t have the answer? / How the Customer Can contact us ?

@& Accessibility @ ~  (?) Help

X

Need information?

@ New TGV Lyria offer
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.

The Lyria offer is evolving! Refer to the sales
conditions and travel details associated with
the desired rate. For more information,

visit the TGV Lyria tariff page

Wher n | man my order
o xchan ncellations)?
If you search the contact of the customer service, you © tovcantostie st e
can find all information in the « contact » section.

The customer can contact the customer service in

Barcelona for: o

*  Aftersales enquiries ~
. . . ® Search...
*  Bug/ Technical issue on the website :
*  Specific situations g
Opening hours : e Contact
T

«  From Monday to Saturday
* 9am-7pm

Training Book - IBBU — Jan 2018 CONFIDENTIAL — Do not distribute

-

@ Accessibility @ ~ (?) Help

@& Accessibility @ ~ (?) Help

J

Need information?

Click on “ My bookings” on
the homepage. Enter the
ticket reference (specified in
your confirmation e-mail) and
your name. You can:

= View the terms and
conditions for cancelling or
exchanging your order

» Cancel or exchange your
ticket

> Access an invoice for your
journey (48 hours after it
has taken place)

See all online help...

Info

Contact

~

X
¢ phone

+33970609970
From Monday to Saturday 9
a.m.-7 p.m., closed on
Sunday. Cost of an

infernational call, excluding
charges from your phone
company.

=34 E-Mail

A quesfion, a complaint, a suggestion?

() Tchat

Tchat with our advisor (no advisor is available
at the moment)

Info Contact

e

15.




Welcome

How to behave with our customers

Expert posture

Steps Examples

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 | wish you a good day
from Voyages-sncf.com

If you have to make the
customer wait, tell him

| am checking the website, please be
patient.

Be nice and polite / Have
empathy

| 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?

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

" Be concentrated and

reactive

1.

To handle several chats
and not do any
mistakes

Chanel choose by the
customer to receive a
quick answer
Welcome as fast as
possible! Make him
patient if need

Read carefully to
understand correctly
customer’s demand

Write correct sentences

Easier to be
understood

Do not ignore the quality
( spelling or grammar
mistake)

Be exhaustive an add a
“plus”

Give links to the FAQ
Do not get rid of the
person, giving the SNCF
phone number

AT THE END OF THE CONVERSATION :

* Inform the customer he will receive a satisfaction survey from VSC

e If email not available in iAdvize, ask email to the customer and fill in the dedicated field

( ’ Training Book - IBBU — Jan 2018
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How to behave with our customers

What we expect from you ?

a @ ©

15% 90%  8/10

customer sat customer sat

conversion rate (iAdvize survey) (OUl.sncf survey)
Ha | advice
Assistance Inspiration
Ere Travel expert  Conversion

17.



Thank you !

Daniela RODRIGUES
DRodrigues@oui.sncf

(HuUi....



