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PASSENGER EXPERIENCE FOR HIGH-SPEED TRAIN
Delighting travellers to provide a cost-effective service

Anne BIGAND

Passenger Experience Director, Alstom % _
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WHAT IS PASSENGER EXPERIENCE?

Hvai
ygiene ———@ @®—— Intermodality

3 7 Kgdrceptionof the traveler

Cleanliness ——@ 360°
.. . . . ) ®— Information
in interaction with the products and services Security —@ o
Openness —@ ®— Wayfinding
before,duringandafter WKH MRXUQH\’ Guidance —@ o— wir
Accessibility —@ ®— Entertainment
Inclusivity —@ ©®—— Appropriation
Comfort —@ ®—— Design
Lighting ®— Identity
Ergonomics —@

@®—— Acoustic
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LEVELS OF EXPECTATION AND MEANS TO MEET THE EXPERIENCE

Ultimate relationship between
passenger and operator

" Cultural needs ATailor-made solutions

Valued Excellent hospitality, outstanding

Exceed expectations : . i
Happiness design, surprising concepts ...

Meet expectations Expected Real-time nformation,

Promise full connectivity, well-being «

Required

If notin place = dissatisfaction Reliability, safety, cleanliness «

Meeting physiological and functional needs

" Universal needs 4Catalogue of solutions
T Understand each specific need to offerthe most appropriate answer

PASSENGER EXPERIENCE FOR HIGH-SPEED TRAIN: Delighting travell ers to provide a cost-effective service Page 3
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FROM STRATEGY TO DELIVERY, EMBRACE A PASSENGER CENTRIC MINDSET

~

~
.. z
Anticipate future needs [
New behaviors, social trends French Business school Strategic
research Institute Innov ation agency
Innovate through agile process Empathise +Define +ldeate +Prototype *Experiment- Develop

Based on surveys, behaviors analysis

. . . . Fundacién AL.EI,?”
Build partnerships with major actors ONCE P
— ) _ 3 3@. % Virology and
Customers, PRM associations, start-ups, incubators Collaboration agreement U0 healthlabs
with Once in Spain "’“ﬁw“
CO-dESign thanks to CrOSS-eXpertise Engineering, Design, Perceiv ed quality, Pax exp, Ergonomics, Eco-

conception, Marketing

Embark all stakeholders
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PASSENGER SURVEY WITH LOCAL AGENCY & USERS
Dig deeperinto the local expectations and cultural values

OBSERVE IDENTIFY DEFINE
Detect the habits, behaviors, Precise needs & improvements Address each specific need
pain points, expectations Build personas & journey maps Create the most suitable offer

3 ZDQW WR EH D
my luggage from the
VHDW’

37KHUH LV XVXD
much privacy when |
VHDW’

S6RPHWLPHV 1P
causing too much noise
ZLWK P\ FKLOQ

T Define the mostbeneficial solution to enhance the overall experience
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THE NEW MOBILITY: ACCELERATING CHANGE DRIVEN BY NEW TECHNOLOGIES

Intermodality

Answer to the Adapt to the time of the
growing passenger day, week, year, events
demand and future needs

Comply with last
mile and mobility
devices

High end

comfort

2 @

Guide and support Reassure passengers iWelcome and VZ V. %o ¢ VP
passengers in getting terms of health, empower every journey through latest
the most out of travel sustainability and passengers technologies and

time security services

T Opportunities for innovations ,inclusive mobility and satisfying experience

PASSENGER EXPERIENCE FOR HIGH-SPEED TRAIN: Delighti

ng travellers to provide a cost-effective service
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INCLUSIVITY + HEALTHIER MOBILITY

= A " VW‘

- Airtreatment

e with
PEPA-F™

Dedicated
areafor
bikes

Level
access and
rotating lif t

Hands-
free door
opener

One car low
floor for full
accessibility

Anti-

! viral/bacteria
B spray coating
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CONNECTIVITY =+ DIGITAL SERVICES #* PROFILING

Free storage
indication

Seat Pico-
reserv ation projection
system

Display on
platform

Seat
occupancy
detection

Induction
charger
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MODULARITY +FLEXIBILITY = SMART TECHNOLOGIES

Variable seat
pitch, quick class
change, extra
luggage storage

Automatically
adjusted interior
LED lighting

Exploration:

Dimmable
windows

PASSENGER EXPERIENCE FOR HIGH-SPEED TRAIN: Delighti ng travellers to provide a cost-effective service

Smooth
access,
versatile
storage
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HIGH END COMFORT +WELL-BEING

Adapted mezzanine
configuration due to
operator/passenger
needs

PASSENGER EXPERIENCE FOR HIGH-SPEED TRAIN: Delighti

ng

Hotel like
night trav el

1st Class
Self-service
area

Children
area

travellers to provide a cost-effective service Pag

Individual
facilities
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PASSENGERS ARE THE COMMON ASSET OF ALL SKATEHOLDERS

T Understand each other aspirations
T Identify existing needs and anticipate future expectations

T To define the mostsuitable and beneficial answer

| Build a fruitful experience to
attract passengers and to
generate revenues

PASSENGER EXPERIENCE FOR HIGH-SPEED TRAIN: Delighti ng travellers to provide a cost-effective service Page 11
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Inclusive Passenger Experience

An approachto reduce exclusion and deliver an improved customer
experience on high-speed-rall

Speakers

Mike Bradley Paul Plummer Co-Authors

Senior Research Associate, Birmingham Centre for Rail Dimantha Gunawardana & Ying Cen Tee , Hitachi Rail

University of Cambridge, UK Research and Education, Matteo Zallio, Joy Goodman-Deane & P. John Clarkson
University of Birmingham University of Cambridge

Robert Morland , Astutim Limited
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Inclusive Passenger Experience

What is it?
T Using Inclusive Design Tools to quantify the user experience from a human capability perspective

Why?
T To provide quantified evidence to assess and justify improvements in the inclusivity and by extension, the
passengerexperience of a rail journey

So how does this work?
T Use of the Cambridge Exclusion Calculator to estimate the proportion of a population who cannot achieve

a task step, series of task steps or a complete userjourney

And that helps because?
T Quantification of the exclusion provides a summative measure by which problems can be prioritised, and
the output of the tool is also diagnostic so assessing the impact of potential solutions is relatively simple

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail 16



This approach can improve the experience

Fewer people are I\/!ore_ people
frustrated or are excluded find it easy

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail
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So how does this work in practice?

A very simple example:

In this scene, how
exclusive is looking forand
reading the sighage for the
Trains?

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail 18
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$SSURDFKLQJ WUDLQ FDUULDJH«

What do | needto do?
Is this my train?
How long have | gotto board it?

Where is my seat/carriage in relation to where |
am now? Do | have to run?

Exclusion Estimates (2025 UK pop. figures):

Train A: >17.2% (vision, thinking & mobility)

Train B: >14.6% (vision & thinking)

Train C: >13.9% (vision & thinking)

Train D: >15% (vision & thinking) T However provision of good information will

help people manage their time and walk

. : . directly to the correctcarriage
FWalking to correctcarriage and dooris Y g

potentially highly exclusionary

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail 20



$SSURDFKLQJ WUDLQ FDUULDJH«

Opportunities for reducing exclusion zconsider
improving/providing:

IContinuously visible intermediate station
information

Hndication of time until doors close for boarding
Hndication of correct carriage and correct door
Hndication of reserved seats location

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail 21



What about using this approach to make a more inclusive future passenger experience?

Low Medium High No
Exclusion for Exclusion for Exclusion for requirement
vision hearing thinking for mobility

Lumada LV +LWDFKLTV
digital solutions, services, and
technology banner for turning
data into insights to drive digital
innovation

HITACHI

Inspire the Next

© Hitachi, Rail Europe Ltd.
2019. All rights reserv ed.

Key to Indicative Exclusion Graphic

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail 22



The Scenario

,-YH EURNHQ A\ DUP DQG
I need helptolook
after Val while  have an

operation tomorrow

Val

HITACHI
Inspire the Next
© Hitachi, Rail Europe Ltd.

2019. All rights reserv ed.

Manisha has broken her arm and needs her mother, Anmita, to visit her to look after
granddaughter Val.

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail 23
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Planning the journey L A 4
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Exclusion

If you can be ready

o

= HeyLumada, | . .
g need to get to in 30 minutes, | can
o 0DQLVKp-V getyou there by

ﬁ 14:30. Wouldyou

houseas soon
as possible.

like more options
or for me to book
it?

HITACHI

Inspire the Next

L K © Hitachi, Rail Europe Ltd.
Amita is stressed & confused with allthe || i Amita asks Lumada to plan & book her 1 2019. All rights reserv ed.
options and things she needs to sort out journey allowing her to start packing

\J \J \J \J \J \J \J
ce exclusion & deliver an improved customer experie nce on high-speed rail 24
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§ § i § i Finding seat & getting settled §, °

)
=
=
©
L
°
=

Exclusion

Scenario

HITACHI

Inspire the Next

© Hitachi, Rail Europe Ltd.
2019. All rights reserv ed.

|| Amita struggles to find her seat, and cannot | ||  Amita finds her seat easily and rolls her
ILQG D fOLIW IUHH:- SODRH IRY KHU OXJJDJH LOQWR D UHVHUYHG YOLIW IUHH: V¢

© © © © © © O O O O
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Conclusions

TAN inclusivity lens is key to customer-focus which is a major challenge for ralil
it is far more than a conventional focus on accessibility

it can help reduce exclusion and improve experience for everyone

it can therefore generate growth and improve capacity utilisation

it is best applied at the design stage of a project but can still be applied later to identify
exclusionary issues

it is best applied to the whole journey rather than just high speed or just rail

THANK YOU

Inclusive Passenger Experience: An approach to redu ce exclusion & deliver an improved customer experie nce on high-speed rail
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PRESENTATION OUTLINE

%0 THE PASSENGER JOURNEY
%0 NEW TRAVEL CONCEPT
1 NEW TRAIN STATIONS CONCEPT

2 MULTICHANNEL DISTRIBUTION
3 NEW PRICING AND TARIFFS
4 MANDATORY RESERVATION SYSTEM

5 ESCALE SERVICE
%0 ONCF GREEN TRANSFORMATION

NEW TRAVEL CONCEPT



THE PASSENGER JOURNEY

NEW TRAVEL CONCEPT



NEW TRAIN STATIONS CONCEPT
Train station: a livingspace of service and exchange

NEW TRAVEL CONCEPT



MULTICHANNEL DISTRIBUTION
To ensure cugomer proximity

&

ATM & Station ticket offices
('lmmediate DepartureZz }E —-dE]% W E

=
Website
% Orictwoyages.ma

« KHIDMAT AL QORE
Proximity service

NEW TRAVEL CONCEPT

»



NEW PRICING AND TARIFFS

A flexible and customer focused pricing system

Dynamic pricing policyield management

f
f
f

TRARC SVOOTHNG AND BETTERALLING OFTRAINS
OPTIMIZNG THE TRAFIC AND REVENUE COUPLE
M AKE THE TRAIN AGCESSELE TOALL SOOAL CLASES




MANDATORY RESERVATION SYSTEM
Agararteed seaton board!

Ticket Monitor Zone Car Number Seat
Number
: 1

ZONE

>A]> >

: Platform location:
Comfort Train composition
Car Nb Cars Nb/ Zones
Seat Nb

Assistance & orientation agentsin stationand train

NEW TRAVEL CONCEPT 6



ESCALE SERVICE
For asmoothstayat the station, on departureandon arrival

Head of Escale
Secures the best possible coordination between déneices
in the station and the preparation of the trains

NEW TRAVEL CONCEPT



IMPACT OF THE NEW TRAVEL CONCEPT

CUSTUMER SATISFACTION ——

+19 pts
TRAFIC BOQST ——

NEW TRAVEL CONCEPT



ONCF GREEN TRANSFORMATION
AL BORAQgone Greensincejanuary 1, 2022!

NEW TRAVEL CONCEPT
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Research and Prospect on the Architecture of China
Railway Intelligent Travel Service System

Jianxiong, WANG
Technical Director, China Academy of Railway Sciences Corporation Limited, China
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China railway intelligent travel service architecture  ™E-ticket ™Travel planning
™Design of products ™Precision marketing
Intelligent Ticketing Service ™Ticketing organization ™Integrated traffic information

sharing

q Station and Train Intelligent Service

Travel Extended Services ™MAccessibility service

™Intelligent service for station and train

™MPassenger transport integrated
"Hotel reservation "Receive and sgnd off production command management
MO , . .

Ranay tOllmsm "AirTail intermodailty ™intelligent management and monitoring of
TMAtraction tickets ""Plane ticket booking passenger transport equipment

™Catering reservation ™|nternet car hailing passenger station safety

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System 1



China railway ticketing and reservation system (12306)

China Railway Ticketing System Technology and Service
Development in 28 years (1996 - 2023)

1 Headquarter A2 Data Centers A
18 Regional Centers
3000+ Railway Stations

12306 Internet Ticketing Website with Dual-Active Data Centers
Nationwide Inventory Cloud Computing Center Consisted of 50+ Nodes

600M+ 400M+ 20M +

RegisteredUsers  App Installation daily tickets sales
30K+ 30,000+ 50,000+
Ticket TVMs/TPMs Gates

Windows

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System

260B +

Peak daily visits

110,000

Telephone Booking
Access Lines

2



Intelligent ticketing system with ticket sales as the core

, Travel Planning

™nquire & Reservation / Continuous
Transfer / Counting and Fixed Ticket

™Railway All-in-one Card

™Air-Rail / Rail-Sea

™Car Hailing / Bus Ticket

, Innovative Services

™E-Ticket

™Waitlist Function

™Insurance

™Adaptive Aging and Accessibility
Service, etc.

, Flexible Time

™Flexible Adjustment of Pre-Sale Period

™Consistent Pre-Sale Period

™24-Hour Service

™Differentiated Ticketing Time

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System

, Integration

™Offline: Ticket Counter,
TVMs/TPMs, ATM-TVMs

™Qnline: Internet / Smart Phones,
Telephone

, convenient Change

™Refund / Rebooking / Destination
Rebook

™Downgrade / Region Suspension /
Turn-Back Refund

™Qverdue Rescheduling / Credits
Exchange

™COQVID-19 Full Refund

» Multiple Payment

™Cash

™Bank Card / International Bank Card
™Third Party Payment

MRailway Expresspay



Whole travel electronic ticket intelligent travel service
12306 Client ID Self-check

'\,

ﬁ
Contactless " / 1

Check Out

Face R‘ecognition

Al Tickets Checking Guide

G

Research and Prospect on the Architecture of China

_--~" Face Recognition

Railway Intelligent Travel Service System

Intellectualization improves passenger
transport efficiency
™Gate check-in speed: 3.8 s/ppl : 1.3s/ppl

Management integration, improve the

guality of service

™QOnline & offline refund Econvenience for
passengers Ereduce station pressure

™Reduce the process of picking up tickets,
save SDVVHQiuna UV q

Eco-travel without paper tickets E

decrease operating costs

™Cost saving: 660M/year

™Save a lot of equipment procurement,
maintenance, management and labor

costs



One-stop railway travel extension service system

™ online hotel booking ™air and rail intermodal
™ railway tourism ™ air ticket booking

™ scenic spot tickets ™ car-hailing booking

™ catering reservation ™ pusiness lounges

™ shuttle senice ™ exclusive VIP channels

™ station and bus catering senices

The 12306 connects and prospers the cities along the route
with the modern intelligent railway service of "Internet plus
travel," helps the recovery of the tourism industry in the
post-COVID-19 era, and creates a one-stop ecological circle
of railway travel services of "food, accommodation, travel,

tourism, shopping, and entertainment.” Station Shop 0500+
Train Service OD-series High-Speed train 3000+, Ordinary Train 10000+

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System 5



Intelligent passenger station service
, In-and-out service

™intelligent inquiry machine

™Inquiry robot
Research and Prospect on the Architecture of China

, Equipmentgreen energy saving

™intelligent control of power consumption of station
lighting, air conditioning, guidance screen and other

equipments

™Power consumption management

Railway Intelligent Travel Service System 6



Intelligent service of station and train integration

»  Theinvention of the "individual soldier" operating system

Bluetooth printer

th
C tion o
.‘% o :c“o“

Bluetooth reading
module
bluetooth

Ci
QR code scanning module Tm
W Smart watch
4 °oo

.* =

o PR ,)00,.065
FEBBEIS Frogue” Yoouoon ™

[ lue ooth

eadset

Audio-video recorder

3,QGLYLGXDO @Gge@tiad-3ydte m Composition Scheme

Headset

™\/pice transmission and
voice control

Audio-videorecorder
™inspection record

Smartwatch

™nformation reminder,
voice transmission and
health monitoring

Passenger transport

mobile operation terminal

™Passenger transport mobile
operation, intercom, train
ticket and GSM-R
communication

Reduce the number and weight of equipment, improve the efficiency and intelligence of passenger crew

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System

7



Passenger intermodal service

Technical requirements for interoperability of integrated transportation electronic ticket inf ormation sy stem AJT/T 1310-2020 A

Air-Rail, Rail-Road-Sea Multimodality

Before setting out Originating place Station service Train service Feeder transport Destination
—— D > @ > —_—

Travel planning  Navigation service Bus and subway Taxi and hailing online
Service g Convenient Transfer h
recommendation

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System 8



Prospectsl: More ubiquitous - MaaS+ whole travel intelligent service system

| |

:
o . . ,
n = information sharing
5 = ] MaaS+
: - i~ Systematization of service .
Intelligent Service CBD ‘E 4 oroducts » Intelligent
=] !
R-Maa$S Platform @ [ ' ] Service
1
MaaS+Whole Travel Intelligent Service System [ J
Mobility as a Service+ ™One-ticket travel  ™Door-to-door service

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System



Prospects 2: More intelligent, more international
™ During the 2022 Winter Olympic Games in Beijing, we upgraded our

ticketing system internationally and intelligently, successfully sening the
needs of passengers from all over the world, and made a series of
progress in cross-border railway and connectivity.

™ With the support of 5G, blockchain, artificial intelligence, and other new
technologies, and the direction of ticket sales to ticket senices, we are
building a comprehensiwe ticket service platform with available capabilities,
resource sharing, safety, and efficiency, and realizing a passenger senice
system featuring intelligent passenger senvice, digitalized business
management, intelligent revenue management, and integrated travel.

™n the future, we plan to fully integrate with the international railway
industry and conduct more research and cooperation in e-ticket standards,
international ticketing, international combined transport, and intelligent

technology.

Research and Prospect on the Architecture of China Railway Intelligent Travel Service System 10
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CUSTOMER ENGAGEMENT STRATEGY IN
THE DIGITAL TRANSFORMATION OF
CLIENT SERVICES

Head of Passenger IT systems, ONCF, MOROCCO
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PLAN

Customer engagement strategy into digital transform ation of customer services 2



. CUSTOMER ENGAGEMENT STRATEGY

™ Definition

™ A customer engagement strategy draws attention to :
o The quality of the customer experience ;
o Customization of the offer ;
o Creating emotional connection with the brand.

™ To implement an effective customer engagement strategy, it is essential to :
0 Understand customer needs and expectations ;
o Collect (anonymously) data on customer behavior on enterprise platforms ;
o Conduct satisfaction surveys or organize focus groups with customers.

Customer engagement strategy into digital transform ation of customer services



. CUSTOMER ENGAGEMENT STRATEGY
™ Advantages

. -9
Increased client loyalty —"] Growth of sales

Improving the customer
experience

Better client retention Better support for clients

Generation of feedbacks

and customer reviews
Customer engagement strategy into digital transform ation of customer services



II. DIGITALIZATION OF CUSTOMER SERVICES

Openness on social
networks

Mobile applications

Customer engagement strategy into digital transform ation of customer services



[1. DIGITALIZATION OF CUSTOMER SERVICES
™ Benefits

_
\

Efficient
Omnichannelity

Customer engagement strategy into digital transform ation of customer services



lll. STRATEGY TO ADOPT IN THE RAILWAY SECTOR

Customer engagement strategy into digital transform ation of customer services



lll. STRATEGY TO ADOPT IN THE RAILWAY SECTOR

Customer engagement strategy into digital transform ation of customer services



IV. ASSETS FOR THE RAILWAY COMPANY

Promotion of low environmental impact, safe and space-
efficient transportation

Bo
2

2
v

Accompanying travelers before, during and after their trip

Customer engagement strategy into digital transform ation of customer services



IV. ASSETS FOR THE RAILWAY COMPANY

@

(T |

Sl

=X

Customer engagement strategy into digital transform

Better competitiveness

Reduction of operational costs

ation of customer services

10



V. CONCLUSION

Customer engagement strategy into digital transform

ation of customer services

11
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SUMMARY

REMOTE INFORMATION
ONLINE AFTER SALES SERVICES

E PRM SERVICES

DOOR TO DOOR INTERMODALITY

AL BORAQ LOUNGES IN STATIONS
PACKAGE OFFERS

CATERING ON BOARD

ONCFPASSENGER SERVICES



REMOTE INFORMATION

ONCFPASSENGER SERVICES

ONCF TRAFIC
APPLICATION

This application provides real-time
useful informationto better plan your
train journeys

(0]
(0]
(0]

Locate the stations closesd you
Check train schedules

Stay informedin real time on the
stateof traffic

Easy access and useful information
about your trip

(@)

CHATBOT © [KE »&

Equipped with artificial intelligence, which
answers your questions writing instantlyto
make your daily trip easier.
availableatany time.

respond instantlyto messagedo get all the
information possible about trips

Understands different languages Classical
Arabic, Darija, French, English, written and

Vocal messages.
2



REMOTE INFORMATION

CUSTOMER

RELATIONSHIP CENTER

ONCFPASSENGER SERVICES

Operational 7 days a week an@4

hours a day, our customer relations
center is accessible from any poinin

Morocco by a single easye-

remember number22-55.

this center goes further than
timetable information by offering

services that are today intimately
linked to travel: traffic situation, travel
prices, suggestions, complaints, etc.

E-COM WEBSITE/
ONCF-Voyages :

Oncf-voyagess the online sales siteof ONCFijt
allows you to consult timetables, buy train
tickets, find the latest offers and manage
reservations,in particular exchangeor cancel
travel tickets.

2



DOOR TO DOOR INTERMODALITY

« TRAIN+AUTO » Service ;

This available services part of ONCF's strategio develop complementary service® the train, with high added valugo offer its
customers a rangef servicedo improve their mobility.

Customers can benefit from accessible prices with exclusiveepegitial rates and adaptability thank& the variationsof car rental
service formulas witror without driver, which adapto the different customer segment cover their needs.

Travelers can benefit from a simplified customer journey from kaw the "Train + Auto” service onlin® picking up/returning the vehiclén
dedicated car parksitthe station.

ONCFPASSENGER SERVICES



Al Boraglounges In stations

The new GV stations are designed to improve the journeyrafelers as soon as
they arrive at the station
The Al Boraq Travelers Loungat the station is a premium space, conducivéo

relaxation, accessibl® all our 1stclass customers; _
The services offered frem the Al Boraq

travelers lounge:

0 Acomfortable space;

0 Free wifi access the lounge;

0 Socketsto be able to recharge mobile
terminals;

0 ATVscreen broadcasting informatioon our
offers and our news;

0 Monitors relaying information relatedto
train departures and arrivals.

And self-service:
0 Water bottles
0 Alarge selectiorof hot and cold drinks.

Exchange:
The possibilityof exchanging tickets the Al Boraq lounge, a
premium service reserved exclusively f&f Borag Xt class
passengers

ONCF PASSENGER SERVICES



Catering on board

Several events organised to introduce

The "Chhiwat Mama" menuis fully in travellers to new flavours

line with current food trends:

The "Chhiwat mama" menu follows the
rhythm of the seasons and offers tasty
products for a gourmet and healthy cuisine. It
concerns a varied offers with gourmet recipes
in Moroccan flavors, freshly prepared every
day and according to the seasons.
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ONLINE AFTER SALES SERVICES

ONCF-VOYAGES.MA
ONLINE CLAIM PLATFORM

ONCF2255.MA

ONCEF also
provides a
cancelation /refund: reclamatlo.n
Unusedor partially used tickets came refundedif their validity platform online
indicated therein has not expired, accordingp the general on
conditionsof after-sales service. "oncf2255.ma".

Exchange:

Customers can exchange tickets purchased the Oncf-voyagesa
website (ticketsto be collectedat the station, e-tickets)r by goingto the
station, accordingo the general conditionf the after-sales service.

ONCFPASSENGER SERVICES



PACKAGE OFFERS

several partnerships with tourism and cultural players tenrich the customer experience at attractive prices

Al Boraq Nautico
Offering Several choices activities wich are availabl® make a stayntangier the pearlof the north anunforgettable moment

dE& Jvi[ ES
offering acces$ museumsat attractive prices

ONCFPASSENGER SERVICES



PRM services

The new high-speed stations are designed and adaliiethe
specific needs of people with reduced mobility.

In order to bring the facilities, tracks and platforms into
conformity, various equipment intendedo improve accessibility
has been installed:

In stations: Adapted reception and sales areas, toilets for people
with reduced mobilityin the station, dedicated parking spaces and
accessibility convenience (access ramps, lifts, wheelchairs

On the platform: Adapted circuits, uneven passages, raised
platforms andPAVlifts for hire.

Onboard:Dedicated travel space and toilets adaptemlPRMs and
possibilityof travelingin 1stclassatthe priceof 2nd class.

ONCEF also offers a service allowing the necessary adaptatidhe
different needsof PRM customers fre®f chargeby contacting the
ONCF Customer Relations Cerde2255
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THANK YOU !
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CONTEXT

High speedtrain servicesin France

™

™
™

OuiGo

™

™

Growing in terms of infrastructure, services and passengers

SNCEF is the main operator (InOui, OuiGo)
New competitors appearing since market was open to competition (2020)

Low-cost high-speed service launched in 2013

Operating model revolving around optimizing costs and maintaining a high
occupancy rate

SEATS ALLOCATION OPTIMIZATION FOR HIGH-SPEED TRAIN S  ERVICES
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SEAT ALLOCATION FOR OUIGO

™ Automatic assignation of seats to passengers (unless a paid seat selectionoptionis chosen)

™ Communicaton of the seat number 4 days prior to the train departure ,as opposedto at the
moment of reservation

Seat allocation can have an impact on the quality of the train

occupancy:

™ Sales performances

™ &OLHQWVY VDWLVIDFWLRAQ
™ QOperational preferences
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MAIN PRINCIPLE
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28/

Allocate passengers simultaneously,

& s

Proximity

Occupancy

™Placement of people
travelling together

™Focus on families with
young children

™Free seats that could be
sold before the train
departure

SEATS ALLOCATION OPTIMIZATION FOR HIGH-SPEED TRAIN S

237,0,=( 3$66(1*(569% $//2&%$7,216

right before the communication of the seat number, to optimize

4

LG

Homogeneity

Exchange

™Homogeneity of the
occupancy rate of each
coach coach

™ PSRUWDQW IRU S DNinvpdr@x HoUuasfiect train
comfort and equal use of stopping time
train equipment

™Homogeneity of passengers
getting on and off for each

ERVICES 4/8



MODEL

™ Optimization algorithm modeled as an integer linear problema

™ Obijective function is a weighted sum of the optimization criteria:
™ More enphasis on occupancy for full trains

™ (QSKDVLV RQ 3DVVHQJHUTTV FRPIRUW IRU OHVV IXOO WUDLQV

3 seats
3 passengers

10 seats 450 seats
10 passengers |450 passengers

1 train

# possibilités

6

3M ~101000 i

:

109759292616934438359031 226081 165133398 2796620064631649889630437368477317981489483558046009624 784756
935235766531736504763312702574086712896 157622821 2624386746043249636152020247730283351465827 713161709
193971767679116012274438068039009407 162871 245796656 9445780479304450804647119558301013235331141 793132
0818164992541594923064 7632847028 76520702 531599035481 287334
739513253333842828789699598607046013542430019079089501899795370383970301862824387 2840060332457 270427
127512716047614000451315652521641763645576112390920845898330227275427234267498010750500354 081742525
5785886132138104605%7549902575787475005353 1 784606333014 146609612589025401647234309
2380271474 125574 199680. 185810519047479711578140162
1345942489621283972545005189840796741772727524252839663777131281302197381532848858804823058344531666
5780331457998474475346597022082937898353218669142765368100662372104907626616618539743739293597 768804
5271132356077426896748431895833713311499553504519019733410461 782675400488578298526831951004 751670564
8291072985]25611266429420913531052944502109123759013@8710174535113558771046750734341645103741$4%l
8935386188370476166071242463385543757267922503025433763407007887029: 701702

933100076712580807373&73A211315620583601m156298724sA62214449201(59725312&)0000(110000000000000000&1}

~ 101533
00000000000000000000000000000000
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TESTS AND RESULTS

™ Tests on historical data

™ Comparison between optimized and historical allocation

Al
5

Average improvementper train

s

&L &L

Occupancy Proximity Homogeneity Exchange
Full trains +7,6% +84% +53% +59%
Other trains +0,1% +95% +73% +81%
|

I

No separation for passengers travelling together
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CONCLUSIONS AND PERSPECTIVE

™ Significantimprovementof the quality of train occ upancy by simultaneously allocating
passengersright before the communication of the seat number, via an optimization algorithm

™ Increase of sales performances
™ QFUHDVH RI FXVWRPHUVY VDWLVIDFWLRQ

™ Easy to add new criterion, change parameters, or use algorithm for tests

™ Operational implementation of the algorithm foresee nin 2023/2024

™ Challenges

™ Computation time
™ Reservations/modifications during the computation time
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