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253,4 miljoen

Binnenlandse re izige s

10.849

Reizigers-km

923.646

Reizigers/weekdag

3,14 miljoen*

Internationale reizigers

17,5 miljoen

Reizigers op doorreis in Belgié
(Thalys, Eurcstar, ICE..))

3.672

Treinen per weakdag

350.720

Zitplaatsen

554

Stations waarvan

71 volledig uvitgerust voor
personen met beperkte mobiliteit

151 met verhoogde perrons (76 cm)

Fleet

73.694

Autoparkeerplaatsan (+774)

106.987

Stallingen voor fietsen (+ 4.351)

Nieuwe fietsparkings gepland in 2020:
Baasrode-Zuid, Zele, Brugge, Gent-Sint-Pieters,
Gontrode, Landskouter, Lichtervelde, Heizijde
en Qudegem

90,4 %
Stiptheid

54,5%

van de treinen uitgerust met ETCS

66,7 %

van de reizigers gaf NMBS een score
van minstens 7 op 10,
tegenover 60 % een jaar eerder

Werkplaatsen

17.539

Voltijdse equivalenten

1.300

Aanwervingen Q Centrale Werkplaats

Q Tractiewerkplaats
Technische onderhoudspost
Q Onderhoudspost

Centrale werkplaats wagens
Centrum herstelling wagens

4 oy e B

850 motorrijtuigen

226 locomotieven

1.470 rijtuigen

+ 4038 ‘kasten’ & 350.720 zitplaatsen
45% fleet ouder dan 25 jaar

46% fleet uitgerust met ETCS (2018)

Operations

Cleaning: 375.000 uur per jaar

Graffiti: 21.000m?/jaar > 4 voetbalvelden (!)
Short term maintenance & Cleaning:

zelfde grootteorde, uitgedrukt in aantal uren

' Antwerpen-Noord
® Antwerpen-Noord
Antwerpen-Noord

s * Oostende
Oostende

@ Brugge
Gent-St Pieters©,'Meﬁr“bmgge
¢ @ alst

® Kortrijk

® Mechelen
® Hasselt

. Schaarbeek ® Hasselt,
® Schaerbeek ® Leuven @ Liers
L]
Forest TGV ' Forest Licge .
@ Ottignies
Ronet® ® Salzinnes

® Kinkempois

® Mons Welkenraedt

® Cuesmes
® Charleroi
® Chatelet
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> Our ambition _ -

SNCB will focus on 3 core activities :
As backbone of public transport, 4 Getting travellers in a safe, punctual and comfortable
SNCB want to offer a sustainable and manner to their destination;
reliable solution for mobility in 5 Do the management, maintenance and modernisation of
Belgium. trains in an efficient and optimal way;

3. Guarantee a client friendly environment in functional

stations.
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The challenge for liberalisation in national passenger transport

2007 2010 2020 2032
Liberalisation of freight & Liberalisation of international Liberalisation of national Liberalisation of national
cargo rail transport passenger rail transport passenger rail transport (not passenger rail transport (not
subsidized) subsidized)



nmbs A broad spectrum of competition

Competition
in rail

Competition
in modality

Competition
in customer contacts

In “open access”

Competition in public service

1st & last mile

In the entire trip
(alternative modi, like bus or
car sharing)

Plan & reserverations

Plan & reservations
and payment

Some examples of competition
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mbs SNCB faces digitalisation challenges

The current budgeting process as well portfolio management process is strongly “silo” oriented, hard to prioritize and has a
limited focus on benefit management. In that way it's not always clear which are the dependencies between initiatives or how

they contribute to the 5 key objectives of SNCB

Een financieel gezonde onderneming met ambitie om te groeien

Veiligheid en Tevreden klanten Een eigentiids HR- Efficiente
stiptheid voorop altijd en overal geleiiﬂ werkmethodes

HR Digital employee >
» Multitude of individual initiatives
Finance Central PMO . . I .
* Not always as clear in their contribution to the 5 company objectives
Strategy “feuille de route” > * Unclear in their dependencies
1st time outsourcing > » Benefit management and follow up as public service provider
» Challenging cross department prioritization process
IT Architectural blueprint>

» Unclear Total Cost of Project (throughout the full lifecycle)

ERP strategy >
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nmbs Digitization is not just about new technologies,
but requires an overhaul of organizational structures, governance, work processes, culture and mindset,

while realizing a wider vision of new relationships and business models
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nmbs

MAKE ME SMILE MODE
& DON’T MAKE ME THINK AGNOSTIC

QIGITAL EXPERIENCE IS THE NW
WAY TO MOVE

FOR SMART TRAVELERS

\ MAKE ME SMART

& IN- CONTROL

11
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nmbs

support for digital tickets,
which are stored in the
user’'s MySNCB cloud
account

support for train
attendants to get a
warning on imminent
departure

The smartdevice plays a key
role in our Digital Strategy
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nmbs

Go to www.menti.com and use the code 7508 3094

What do you want us to zoominto ?

0% 0%
The journeys to The realized
getto digitalization

digitalisation journeys so far

Press S to show image

i Mentimeter
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nmbs SNCB’s journeys and enablers

pish ® T
Customer Journey Operational Journey Employee Journey

Guarantee A Great Door To Door Improve Operational Processes Increase Employees Delivery’ Capabilities

AVﬁNT LE VOYAGE A LA GARE o EN TRAIN o ET PLUS o APRES LE VOYAGE
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s OQperational Journey

Improve Operational Processes

Tablets for train

Advanced Tablets for . drivers
TimeTable System technicians Technical Predicti Advanced Train Punctuality
® redictive H Train departure -
) Advanced platforms ST . H Mgt. System Data Mining
1 . . maintenance i SAP S/4 HANA
y : procedure ° ®
: New Planning Plannlng.S)'srem [ ) ® i ®. : ; . Migration

TPST New IDA § New Dep. § ATMS SAPIHANA

...
(% ]

[« W *
hmmmry === S o Py Al
o AVANT LE VOYAGE o A LA GARE o EN TRAIN o ET PLUS o APRES LE VOYAGE

=
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Operational Journey

Tablet

AS IS Kiosk/Notif : from losing time TO BE Tablets : to efficiency and quality

START

Lko

g

16 26/01/2018 Digital Transformation SNCB/NMBS 16
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"mbs - Customer Journey : The journey

Guarantee A Great Door To Door Customer Experience

Digital experience is the new way to move for connected travelers
It turns the train product into a personalized service

Make service
Tools to Identify Make purchase faster and

Customer, Personalize easier, faster and seqzﬂess Internet Anytime Digital C & ° Provide multimodal
Digital experience ® seamless: Ticket in & Anywhere for o Rail inf H lgital L.are < o ticketing solutions
the cloud & Vouchers the Connected ™ all information —_..@ Self Service via !
and Capture Data : traveler | ...@on time and © Web Customer loyalty,

accurate : up- and cross-sell

H L i i : i

MySNCB/ Digital B2B-2C : . . One Stop '
; Inf
(I

T we o=y, - T L4




"mbs - Employee Journey: My Working Day

Adopt cloud best practices Virtual HR through

HR anvwhere. anyfime New way of working chatbots and Al Social Media Gamification Artificial Intelligence Mobility board
Y + anynme, . Talent cloud @®. Talent cloud @. Talent Cloud 9 Virtual reality
anydevice °.. [

HR anywhere NWOW. HR Chatbot HR Social media HR A.l. Mobility: board

Schedule Meetings W Deleto

sow ——— o Learning

YOUF NEW R 5 SROWN Delow 10 Prevent Schedule Conficts.

Onboarding

.
Mon Orientation Meeting

ALREADY
STARTED
SO0AM | pusding 3, Room 46

Thomas Peters [Thorr e |

Oivector Sajes
San Matgo (US_SFO)
homas peters @sap com Mon Mosting with the hiring mansger
10:00 AM Il fioer eofies room
@ Write & Welcoma Measage ===
@ Recommend Links
Recommended Megtings.
Schodule Meotings
) Gl Satting discussion
Assign a Buddy o s B
N * Inructer-Led Course = 1 [
Hecommend Peopis (© End of week recap |
Furnish Equipments ] Dynamics of Leaderstip e - TE——————
) Moot win buady ItnctonLed Course
- - =
ToDos
@ Team unch
oo rs

. Basic Preparadness.
= (= |
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nmbs Digitalization delivers business outcomes

across customer, employee and operational journeys

Train Drive

SECURITY
MESSAGE2

o

TRAIN DRIVER
GETTiNG READY

To DRIVE
H19 HER TrAIN

i

4 MAN A GEMENT
CONSOLE | PPN

ThAkiNG

oNge THE
TRAIN

CALCULATION .
OF BRAKE ; COMPOSITION; ...
[ NZNZR A

EVRNE

ATLAS

% X & PERMANENCE -

(REAL TiME TRACKING)




nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys

FEEVBACK. o gl PEMY PR TRAIN DRIVER
{PLANNEV NS REALITY) 2 VEPARTUR DP—'VINQ HI6\
iy EPRIVE HER TRAIN
g — | IALA
= REAL TiME
UPDATES

(1

6?5}29
AN APNice QD

A o
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nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys

N @VLANNaNa ¢ | TRAIN DRiNER
~Q ovee THE ﬁﬁ N sk | ARRINING AT
' T_RAIN é e HI%. HEBR
— oo (iNTERMERIATE)
CALCULATION VeoTiNATIoN
ipfﬁﬁ%{a’ erae\‘noN

EVRNE
ATLAS O
uaqa QUILEMING

Peerormmpsnce
SHEET

(AANNEY V2 REAL)

m—

- o=
o —
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EXpLiciT
FELVBACK

@ PEVIATIONS
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nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys

A@i

Train Attendan
START ¢©F S PLANNING
. POWER.
LPAY / TRAIN .=,=====@ | s

2
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/
N,

\"“: %
/ y O |

N |
NEwW "
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COMPOATION
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nmbs Digitalization delivers business outcomes

across customer, employee and operational journeys

Train Attendan

NEW jTRio VigW O'N

TRAIN ATTENPANT
N  BopARP

NeW - .
ITRIS
Lo%T £Founp

REQISTER &

New

RevopT
PAMPGE
VEQRAPATION ...

AT DIGABLED PROCEDURES
PERSON to COME MFETD\( ke
on BOARD oA !

REQULATIONG. ..
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nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys

Train Attendan

NN ATRAS
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nmbs Digitalization delivers business outcomes

across customer, employee and operational journeys
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nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys
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nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys
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nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys

TECHNIGIAN  IN
THE WORKXSHOP
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nmbs Digitalization delivers business outcomes

across customer, employee and operational journeys
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nmbs Digitalization delivers business outcomes
across customer, employee and operational journeys
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