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RNE Vision

“The European Infrastructure Managers and Allocation Bodies act
as ONE company in the field of international rail traffic.”

OSS - One-Stop-Shop...
.. major pillar of RN
u ... f ac i ihternateonakral traffic

U ... supports established train operators

and newcomers
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http://www.railneteurope.com/cont/country_sweden.aspx
http://www.railneteurope.com/cont/country_germany.aspx
http://www.railneteurope.com/cont/country_portugal.aspx
http://www.railneteurope.com/cont/country_belgium.aspx
http://www.railneteurope.com/cont/country_england_eurotunnel.aspx
http://www.railneteurope.com/cont/country_slovakia.aspx
http://www.railneteurope.com/cont/country_denmark.aspx
http://www.railneteurope.com/cont/country_spain.aspx
http://www.railneteurope.com/cont/country_finland.aspx
http://www.railneteurope.com/cont/country_luxembourg.aspx
http://www.railneteurope.com/cont/country_sweden.aspx
http://www.railneteurope.com/cont/country_france_rff.aspx
http://www.railneteurope.com/cont/country_netherlands.aspx
http://www.railneteurope.com/cont/country_poland.aspx
http://www.railneteurope.com/cont/country_romania.aspx
http://www.train-paths.ch/
http://www.hznet.hr/
http://www.railneteurope.com/cont/country_england_networkrail.aspx
http://www.mav.hu/
http://www.railneteurope.com/cont/country_detail.aspx?comid=28
http://www.railneteurope.com/cont/country_detail.aspx?comid=29
http://www.railneteurope.com/cont/country_detail.aspx?comid=35
http://www.railneteurope.com/cont/country_detail.aspx?comid=42
http://www.railneteurope.com/cont/country_detail.aspx?comid=43
http://www.railneteurope.com/cont/country_detail.aspx?comid=29
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OSS - Customers

Different market sizes — different customer needs

International customers/ OSS
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OSS - Customer Contacts

OSS network handles more than 1 000 customer contacts per week

Customer contacts/week

4 December 2009 Rail @ Europe



OSS Are Facing Challenges

u.. di fferent nati onal OSS s

U.. I mprecise OSS task defin
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OSS - Domestic Embedding

OSS are located in different departments within their organizations...

Location (department) of OSS

Other
4%

Capacity
Allocation
31%

Traffic
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OSS - Activity Areas

... which lead to heterogeneous job profiles of the OSS Managers

OSS Activity Areas

Sales

Customer Care

Path Request
Management

Other

0 5 10 15 20 25

Multiple choices possible
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Customer Expectations not yet Fulfilled

mm) RNE project “ONE Europe — ONE Service”
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ONE Europe — ONE Service

In depth OSS analysis

U Online survey

U Tour of Europe

U Tasks?

U Domestic organizational embedding?
U Processes?

U Customer wishes?

U National/regional challenges?
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OSS Analysis

Better Understanding o

Customers’ and members’ needs show strong analogy

Customer Needs Member Needs

Well functioning OSS contact U Improve long term planning
for international u Efficient use of network

U Price/access information

u Path request management

U After sales & complaint management

Make international coordination function
U Improve information sharing
U Harmonise procedures
U Decrease response times
U Reduce workload

Increase revenues
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Speed Dating
RNE Business Conference 2008

Customers comments ...

U True international route coordination not guaranteed

U Some OSS react slowly

U Little confidence that request is being treated
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1. New OSS Set Up is Simple and Clear

International Train Path
Management

U Timetabling Handbook

O (i PATHFINDER
S U OSS Customer Care Handbook
U M3S

Customer

(Marketing & Sales Support System)
U EUROPTIRAILS
u EICIS
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2. OSS Functions as “Caretaker”

,Caretaker*

&

F , 1 Request

p—K| 1 Answer

Customer
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3. OSS Customer Care

Functions & Service Levels: General Response Times

Service levels for general questions:

| B “CARETAKER” OSS:
EXxpress: Working day ¢ oS
U Agrees service level with customer
Short term: Working days —
U Forwards request
Mid term answer: I @ Working days U Watches deadlines & takes care of
__ fulfillment
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3. OSS Customer Care

Functions & Service Levels: Special Response Times

Provide Information and Support

Network Access & Pricing Information 24 hours

per network involved

Provide access to
EUROPTIRAILS & EICIS Within 1 week
——
After Sales )
U Provide Operations contact data @ Immediately
on request \ ,
u _ustomer consu tation I Depending on complexity
(incl. complaint management)
—

4 December 2009 15 Rail @ Eu rope



3. OSS Customer Care

Functions & Service Levels: Special Response Times

Promote International Train Path Management

Provide transport solutions, path studies & ) - o
international path request assistance vent driven

L1

Promote advantages of OSS international )
train path management (ITPM) @ Event driven
Pathfinder: )
U Promote & provide access E Within one week
——
U Promote Pathfinder trainings & S) Event dri
eLearning @ vent driven
—
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M3S

Marketing & Sales Support System

29 OSS - challenge for communication!

U Different communication channels ;’
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U Time consuming workflows

U Tracking of requests not possible




M3S

g(_»(ssp’ : ; ‘/SS

Customer

Goals:

U Case management & workflows

U Document storage and exchange g

U Increased speed at less effort
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OSS Support Realization of RNE VISION

u All services & information
out of ONE hand!

U International business
A easier and faster

U Same good customer
service for international
& national traffic.

“The European Infrastructure Managers and Allocation Bodies act
as ONE company in the field of international rail traffic.”
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Rail Infrastructure’s Products & Services Lack

Harmonization

Products and services “landscape” i s wi

U Historic development

U Different market situations
(size, liberalisation, number of customers)

U Determining legal and regulatory conditions.

To accelerate the speed of harmonisation activities,
# RNE started a project:
Harmonization of products and services
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Harmonization of

International Train Path Ordering & Cance

Non Harmonized Ordering/Cancellation Conditions

A o
RNE Project

Harmonized Ordering/Cancellation Conditions

Aligned - Transparent - In line with customer need
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Thank You for...

... supporting RNE’s activities to strengthen

the competitiveness of international rail!
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