E Vasiti Szemeélyszallitd Zrt.

EUROPEAN PASSENGER FEDERATION CONFERENCE

MAV-START Zrt. —improving service for our costumers

Marton FELDMANN

Deputy CEO, Business Affairs

Budapest, 21st March, 2015



TABLE OF CONTENTS

MAV Group

MAV-START Passenger Transport Co.
Developments in timtable
International business development
Development of rolling stock
Customer service

Loyalty program

Ticketing

VvV VW V V V V V V

=5)=MAU-START > www.mav-starthu 2
Wasiai Sxemélyseallivd T T

MAVDIREKT: 06 (40) 49 49 49 (00:00-24:00 6raig helyi tarifaval hivhato kék szam) e kiilféldrél: +36 (1) 371 94 94



> MAV Group
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MAIN ACTIVITIES OF MAV GROUP

INFRASTRUCTURE
MANAGEMENT
PASSENGER TRANSPORT ASSET MANAGEMENT
: . - Financial consolidation
- Preparation of the merge -Beginnig of the
) of]‘ormer sub§idia[ies, w operation of the newly N _ | ess operational
MAV-TRAKCIO, MAV- } merged company contribl?Jtion from state }
GEPESZET p
- Internal redistribution - Rolling stock from IM to
-PSC for 10 years (2014- of tasks, lessons to learn RU
2023)
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Magyarorszdg vastiti személyszdllitdsi térképe
Railway passenger transport map of Hungary
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INDICATORS OF MAV-START Co.

- 14300 employees

- 7000 km of railway network

- 3000 trains per day

- 78 million train km

- Public service contract on the whole network

- 138 million passengers per year
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INDICATORS OF MAV-START Co.

State contribution for passenger rail services
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Service, passengers and revenue

Train services in trainkm
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Budapest suburban railway developments
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International business developments
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INTERNATIONAL BUSINESS

Yearly 2.5 million passengers
25 % increasing since 2010

Daily 33 pairs of trains

5 trains in Summer to Black Sea and
Adriatic Sea

Self operated restaurant wagons
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Development of rolling stock
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DEVELOPMENT OF ROLLING STOCK

» Purchase of new vehicles

> EMUs (FLIRT)
> 60 + 42 + 6 + 15 + 50

planned purchase

> ongoing purchase
——> ongoing purchase

—> Bought in 2014.

—> Bought in 2005. -
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DEVELOPMENT OF ROLLING STOCK
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> 2 pieces of prototype are running
> Prepearing of series production
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DEVELOPMENT OF ROLLING STOCK

> Interior modernisation
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> Customer service
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CALL CENTER

> From 2014 Call center is in the
company’s own operation

» Corporate customer line for support
the front staff

> Number of calls: 620.000/year

» Service level: over 80 % (by staff
picked up call within 30 seconds); 96
% answered

> E-mails:19.000, average response
time 1day (23 % within 2 hours)
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WRITTEN CUSTOMER SERVICE

Number of requests: ~ 37.000 pcs
Average response time: 22 days

Average response time (electronic customer service channels): 9 days

Answering the transport authority investigations
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CUSTOMER SERVICE OFFICES
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ONGOING CRM DEVELOPMENTS

Integrating of present passenger’'s submission datas
Integration of claim management datas

Customer database cleaned in CRM

Data summary, query interface for the customer service area
Creating newsletter system and integrating into CRM database

Creating system for group travel and purchase wholesale and integrating into
CRM database
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PASSENGER INFORMATION WITH NEW APP

v VW VWV V¥V

Route planning
Real time information
News, alerts
Chat

Szolgdltatd = 13:33

= Térkép i)

"7

Szolgltals Bzolgaltats = 3z

=  Erkezd/Indulé vonatok

= 974 belféldi gyorsvonat Utvonalajnlatok
S d C Nyugati [Budapest-Nyugati] -
Zege i Sabessag: 77 km/h Algédrs 12:35 -Szeged
Késés: O perc Csopak 13:41 2015, februdr 20. 11:30, péntek
) N diErk, IdétartamTavolsag  Atsz.  Menetdij Potjegy

Erkezt

Vonat/Viszonylat Vagany
737 MORA IC
-- Budapest-Nyugati 12:07

2:22 191 km

4005 Ft

191 km 3705 Ft

7712 személy 181 km 3705 Ft

-- Békéscsaba 12:10

191 km 4005 Ft

705 TOMORKENY [C
-- Budapest-Nyugati 13:07

437 237 km 3850 Ft

183 km 3410 Ft

7724 szemely
-- Békéscsaba 13:10

181 km 3705 Ft

715 PAPRIKA IC

181 km 4005 Ft

-- Budapest-Nyugati 14:07

@ B =

225 km 3880 Ft

ﬁU—STHHT » www.mav-start.hu 23

Wasdai Sremélyszallind Tt

MAVDIREKT: 06 (40) 49 49 49 (00:00-24:00 6raig helyi tarifaval hivhato kék szam) e kiilféldrél: +36 (1) 371 94 94



> Loyalty program
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START-Klub CARDS

kezdete

> More than 15.000 cards | 1 ?ﬁﬁ.m.

> Discounts for cardholders (on saturdays
a partner could travel too, touristic offers)

Fretrpriaeg besere:
2014.01.01.

Ervenpesseg vege:
2015.01.01
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> Ticketing
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NEW TICKETING SYSTEM

New ticketing system in 2015
» Own development and operation

> Closed system, based on slim client philosophy

> All tickets scanned on board, passenger
counting.

» More distribution channels
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Menat jegy

| Budapest-Deli
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50% gyermek kedvezmény
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