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LrZ == HISTORY OF THE CFL GROUP

HISTORY

* Passenger transport in Luxembourg
since 1859

* Company under Luxembourg law,
founded on April 17th, 1946

* Current shareholders:
* Luxembourg 94%
* Belgium 4%
* France 2%
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L7245 THE CFL GROUP

3 MAIN ACTIVITIES

e Passenger transport by rail and by road,
in the Grand Duchy and beyond, for the
years 2009 to 2024

e Backbone of the national public
transport

* Management of rail infrastructure in
Luxembourg
* Management of traffic on the rail
network, extension, modernisation,
renewal and maintenance of these
infrastructures

* Freight transport
* Multimodal logistic services
* Large range of value-added products
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L7Z5= ORGANISATION OF THE CFL GROUP

COMITE D’AUDIT

SECURITE, SURETE ET
ENVIRONNEMENT (S&E)
Doris HORVATH

QUALITE (Q)
Sophie LACOUR

CDNSEIL D’ADMINISTRATION
Jeannot
‘7 . WARINGO
Président

DIRECTEUR GENERAL

. @

WENGLER

. COMMUNICATION (COM)
\3/ Alessandra NONNWEILER

SECRETARIAT CA

I@I SECRETAIRE GENERAL (SG)

Nicolas GAVAGE

Alain BLAU

Directeur Administratif

et Financier

Finances (F1)
I
Informatique (IN)
I
Achats (AT)

Juridique /
Assurances (JA)

[
Data Warehouse (DW)
I
Rail Ré

@)

Directeur Activités
Voyageurs

Activité Voyageurs
Trains (AV)

Activité Voyageurs
Bus (BU)

I
Trains et Matériel (TM)

|

CFL Evasion
|

CFL Mobility

|
NEG

Henri WERDEL

Directeur Gestion
Infrastructure

Gestion
Infrastructure (GI)
I

Ingénierie
Infrastructure (11)

Projets
Infrastructure (PI)

Maintenance
Infrastructure (MI)

Exploitation
Infrastructure (EI)

CFL IMMO

Yves BADEN

Directeur RH
& Organisation

Services RH
au Personnel (RH)
I

Recrutement et
Mobilité (RM)

Formation et
Développement (SF)

|
Relation Sociales (RS)

Leadership Development
et Projets RH (LD)

Fraenz BENOY

Directeur
Activités FRET

Plateforme
Multimodale

I
Activités Logistiques
I
Activités Ferroviaires
|
Groupe CFL cargo

Groupe
CFL Multimodal
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L7 3=  KEY FIGURES 2018

NUMBER OF TRAIN TRAVELERS
(IN MILLIONS)

2018

o EX

2016

2015 22,5
2014 21,5
2013 20,7
2012 19,8
2011 18,4
2010 18,0
2009 17,0
2008 16,7
2007 16,4
2006 14,8
2005 14,1
2004 13,7

2003 13,5

23.3 (=

MILLION

ae
TRAVELLERS

89,0"

PUNCTUALITY OF TRAINS
ON THE CFL NETWORK

1

2.917 MILLION
TON-KILOMETRES

OF GOODS TRANSPORTED

(1) (T ()

o O 00

00" ETCS

EUROPEAN TRAIN

(NETWORK AND

g

PASSENGER TRAINS)

-4'.\‘ E CONTROL SYSTEM

AFLEET OF

BB BUSES

|

il

Saat

4 622 EMPLOYEES

INCLUDING FOREIGN SUBSIDIARIES

3 4 NEW
ELECTRIC
RAILCARS

ORDERED
oog
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LFZL 3= ROLLING STOCK

ROLLING
STOCK

INVESTMENT
400 MIO. €

IMPLEMENTATION

12/2021 - 12/2024

/

2010- 2017
30 additional railcars
put into service

17.700
SEATS

+9.500 r_'.j

SEATS

2 additional trains -

to be delivered -

atthe end of 2019 _ - .

-

-
-
- ’T 34 additional trains

21.200

SEATS

ordered before
the end of 2018

SEATS

MODERNISATION AND EXTENSION OF THE
ROLLING STOCK

CURRENTLY A FLEET OF 82 TRAINS

2010 2018

2020

+11.600 ol
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L7Z 3= INFRASTRUCTURE PROJECTS

— —
=]

Future Ettelbruck train station (2022) and P+R (2023)

: : s ',,, AN L 2
Future Howald train station and multimodal hub (2024) Future line Luxembourg — Bettembourg (2024- Viaduct Pulvermihle (2019)
2028)

P Y/
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%

2800 workstations

600 applications

2 Datacenters

Countrywide Lan

Perimeter

P =N
Infrastructure Passenger
Manager Transport

Core Activities

IT Infrastructure

:

IT Security

i,
)

l

Freight

Applications

£
=R

Cloud Services

RSN 2%
LW
. LFd X
Other Tra n‘S\‘lgrse
Activities activities

Digital Operational
Workplace Technology

110 highly skilled “geeks”

CF

Some Facts

'
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OUR DIGITAL JOURNEY



Our Digital Journey until now ...

Digital

2017

DIGITAL
AWARENESS
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Why transform ?

W
to

e are
0 busy
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Our Digital Journey until now ...

2018
IT GOVERNANCE

Digital ot
RA[L DIGITAL
Readmap AWARENESS
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“IT TAKES CHANGE TO MAKE CHANGE”

Silicon Valley Quote
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Our Digital Journey until now ...

2019
INNOVATION
DIGITALIZATION

2018
IT GOVERNANCE
Digital
R A[ 2017
L DIGITAL
Readmap AWARENESS
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crz= CFL CORPORATE STRATEGY - SOCIAL MEDIA STRATEGY
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0060

(N=XT) DIBITAL

>> INNOVATION

J LAB

CONSTRUISONS ENSEMBLE
NOTRE FUTUR DIGITAL !
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Our Digital Journey until now ...

2019 2019 - ...
INNOVATION DELIVERY !
DIGITALIZATION
2018
IT GOVERNANCE
Digital
RA 2017
1L DIGITAL
Readmap AWARENESS
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Yoy o A~ Initiatives

1.RealTime-Monitoring of active assets based on 10T, sensors et interconnected devices
(locomotives, wagons, railway infrastructure)

2.Automated Monitoring of passengers and goods

3.Automated Circulation of Trains

4. Automatisation of train preparation process (automated visit, digital brake test ...)

5.Use of AR / VR (field of maintenance, training, simulation)

6.Human Factor 4.0

7.Data(sources, flow, processing ...)

8.Use of Artificial Intelligence for process optimization

9.Digital Customer Experience/Enhancement @

10.Automated and Autonomous Vehicles (bus, trucks, cars,....) %

04/03/2020 | 21
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crz= SOCIAL MEDIA - MAJOR SITES

Linked[] b~ | crL-soctnmionsiedesc. | onemisag Bl nsedienin [ smonpe

Ahnliche Seiten
CFL multimodal

Logistic und

Emat or Prone

facebook

sung

[ POST Luembourg

LuxaieGrou
e R

Folgen

CFL - Société

CFL - Société Nationale des Chemins GO e 546 Miarbeie

Nationale des
Chemins de Fer CFUnks de Fer L b . anzeigen
Luxembourgeois 'e er Luxembourgeois
acnintor Stay up to date about delays and disruptions on the Luxembourgish railway network Sportyecsen  Sotimie v Mt Shaliche Seiten anzeigen
ke | 4 shane 9

o This fuy autormated stresm i ot motorec. No ntracion wil occe [ oor o |
o .
e CFL - Société Nationale des Chemins de L ebruar b
Vigeos, Fer Luxembourgeos

Transporation Service In Luxembourg, 0 Foige ; "
Posts Luxemoouy Obersicht obs Jntesnehmenskultur
ity ) Tweets Tweets und Antworten Medien Gefailit mir chtini .
SR Communtty see nzeigen-inf Uber uns
A e 3128 pcsle a ths 9 R X ;
Communty v CFlinfos @CFLint Depuis sa création en 1946, les CFL font pertie intégrants du peysage et de Fhistoire kivembourg

| 9 oo #CFLIM Suppression du train RE 1712. Alternative.
[} 12 (Kautenbach- Aves plus de 1,000 tra alent sur e réseau ferré luxembourgeois par jour, les

Suite & un probiéme technique sur le train, le train RE 1
202) yageurs sont priés d'utiliser le train

sent, aujourd hul plus que jamais, un rble essentiel dans Iévolution du Luxembourg et de 1a
jpe est capable d assurer que plus de 20 millions

Grande-Rég

1 & destination en & ot annde.

B YouTube: s a t | @sonm |

cflinfos E23

97 posts 1,067 followers 9 following

Chemins de Fer Luxembourgeois

Welcome to the official Instagram account of the CFL
@ tag pictures & stories with #CFLfanpic to be featured
www.cfl.lu

Société Nationale des Chemins de Fer Luxembourgeois (CFL)

viDEDS: PLAVLISTS crannELS DesCUssIon ABOUT

Esrope at your fingertis, Noals Tran 2019 Mighights
Wil CFL ifemationa® Lunemburg

X s - 5 4K vews + & e 390 266 vews - 7 morths oo
o How to Flex WMT? - Se... #CFLfanpic #CFLjobs Gingerbrea... WMT? - S¢ PortesOuve...
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Votre voyage i . -
commence ici ... ] La strategle du

M Groupe CFL

What is Flex?

oo (@) sowtionsFret . i s criiving chton toughodk uesibooeg, fficing carsavalabieat rany
Ensiic s @) e » swatégle ctaions, most o which are connected tohe pubii bransport network 5
[ o

https://www.cfl.lu https://groupe.cfl.lu https;//w‘\,vv\nlu;fi‘éx,lu

e ————— SR ]

VENEZ NOUS RENCONTRER

https://www.cfl-mm.lu https://www.jobscfl.lu
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https://www.cfl.lu/
https://www.cfl-mm.lu/
https://groupe.cfl.lu/
https://www.flex.lu/
https://jobs.cfl.lu/

“Thou shall not develop what the customer do not ask for”

(Startup Rule)

BUT : “Be prepared when he asks”
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WORK IN PROGRESS

9 DT@HSG Rail Europe Experience Map

Guiding Principles

ogn Thinking Process

People value service that is respectful, effective

People build their travel plans over time.
and personable.

Rail booking is only one part of people’s larger
travel process.

People choose ralil travel because it is

convenient, easy, and flexible.

(Re)define the problem

Design never ends Customer Journey
= RO e _ FORE
Enter trips Review fares Confrm | Delvery | Payment | Reviewa ‘Share experience
RAIL EUROPE Research destinations, routes and ucts " Wait for paper tickets tc Activities, unexpected changes
proc ‘Select pass{es) Mnerary . optiors . options  confim slomme Follow-up on refunds for booking changes
Destination
Look up Share
. /,/ ¥ E-ticket Print —_photos.
e )
Needfinding / _—atsuion .
‘ ) ’ - )
& thesi | rafleurope.com Uve cht for Vo
Synthesis Plan it vy . 4
interactive map = (finding pass) Shars—
Understand the A ety
DOING May cal if %
. difficulties / \
( i
users & the design | oesr , =
e compare U(‘/m 4
Travel sites | Print e /
space 'ii\ o B L eige H H H b o T
by (=] ) ) arive nmai
Tak with /
Hiande Googe ./ Research \
‘searches hotels
* Whatis the. . bt « Dol have a the tickets, passes and reservations * Do | have everything | need? « | just figured we could grab a train but there are  Trying 1o retum ticket | was not able to use. Not
Prototype Ideate i g e llsinbidme Lt T i | | T
THINKING « How much time shoukd Uwe spend in each * How iy ol cos Wit oy shpping? Wwhen an issue came up, | couldn't get help. * Am 1 on the right train? If nct, what next? « Pecple are going to love these photos!
r : place for site seeing and activities? ' » Ral Europe is not answering the phone. How . 1doif in time? * | want to make more travel plans. How do |  Next time, we will explore routes and avalabiity
Build Brainstorm * Aot st can ik oyt Pt el What vl o fmy ket dontariointie? | | * 5D o ol
« I'm excited to go to Europe! « Its hard to trust Trip Adviscr. Everyone 's * Website experience is easy and friendly! * Stressed that I'm about to leave the country *len . story with
« Willl be able to see everything | can? 50 nagative. * Frustrated to not know sooner about which and Ral Europe won't answer the phone. the middi of the ngh, my friends.
FEELNG « What If | can't afiord this? « Koeping track of al the diflerent products. tickets. . /t ship tickets © Stressed tt the ain won't aive on time for my. * Abit annoyed to be dealing with ticket refund
a2 gk A St o v ket Hetseory e i e ottt | | S gt
* Happy to receive my tickets in the mail ‘serendipiious, and special.
EXPERIENCE
Helpfulness of Rail Europe MHelpfulness of Rail Europe Helpfuiness of Rail Europe Helpfulness of Rail Europe: Helpfulness of Rail Europe Helpfulness of Rail Europe
DEAUVILLE2  Close Opportunities
GLOBAL PLANNING, SHOPPING, BOOKING POST-BOOK, TRAVEL, POST-TRAVEL /S —
500 FT - 85 Fl
900 £T- 85 FL Communicate a clear value Help their plan over time.  Visualize the trip for planning Arm customers with information Improve the paper ticket Accommodate planning and
proposition. need. own solutions. and booking. for making decisions. experience. booking in Europe too.
STAGE: Inital visit STAGES: Giobal STAGES: Giobel STAGES: Panning, Snopping Snopping Bookng ). Travel, Post-Travel STAGE: Traveing
Make your media with Connect planning, shopping and  Aggregate shipping with a Proactively help people deal ‘Communicate status clearly at
more savvy travelers. explicit purposes. booking on the web. reasonable timeline. ‘with change. all times.
STAGES: Giobal 'STAGES: Giobal 'STAGES: Panning, Shapping, Booking STAGE: Booking ) Traveing ). Post Travel
Information  Stakeholder interviews Customer Experience Survey ongong, _) Lrow Non-e it
o, e, S

sources  Cognitive walkthvoughs

Existing Ral Europe Documentation
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crz== REBUILDING INTERNET SITE (NEW APPROACH)

STRATEGIC

« Design Thinking »

IDEATE/DESIGN

« Transversal »

« Design Thinking »

« Wireframes »

« Functional Analysis »

IDEATE/CREATE

(¢

Feedback
Innovation
Technology

« Transversal »

« MVP »

« Agile, Sprint »

« One Platform »

« Customer Specific »

CONTINUOUS IMPROVMENT

(((((((((

<<<<<

G Q 2489 2489

Votre voyage
commence ici ...

« Launch »

©2020 CFLIT



THANK YOU !

contact :

christian.kettmann@cfl.lu




