Improving Distribution
Capabilities:

What Are the Benefits,
For Customers and
Railways?

Alexander Gellner
Head of International Distribution and Incoming Markets
TTG London, March 17 2026
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“A journey of a thousand miles begins with a single step”
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In the past five years, we have significantly improved our
distribution capabilities

" The best available tariffs everywhere N O More reliable timetable information
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4 Longer booking horizon - = ~ Higher|control accuracy and efficiency \
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4 Better customer information N 7 Better passenger rights N




Has it been worth the effort?

Digital sales share
Passenger rights
Customer information
Booking horizon

Ticket control efficiency
Sales market share
Market perception

Passenger numbers



Digital sales share: almost doubled in three years
All sales and after-sales in our channels shall be digital

International sales by Channel

Online s
Mobile ’
Digital ’

Counter s

® Online = Mobile = Counter



Passenger rights: we go beyond legal obligations
We regard all tickets purchased in one process as through tickets

« Complete reimbursement in case of trip
cancellation

« Complete reimbursement in case of delays
«  Complete reimbursement of hotel and taxi costs

« Complete and simple customer information
before, during and after the journey

X000

Customer requests concerning
two or more transport contracts
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Customer information; we inform our customers before and

during their trip

Trip reminder, information about disruptions, AJC, upsell

« All contact details available (no anonymous purchases)
 Trip reminder two days before, incl. valuable content / upsell
» Information about disuptions before and during trip

« Key: good-quality real-time data

X 000
Customer requests concerning
purchases/advice
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Booking horizon: matching airlines and hotels
We sell tickets 6+ months ahead of time, any time in the year

Cross-border sales

Time of booking versus time of travel

More very short-term bookings due to 25.0%

introduction of mobile app -

. 20.0%
channel shift

. 15.0%
Slight increase of long-term bookings
10.0%

Too early to assess oo

Need others to follow our example 0.0%

Odays 1day 2days 3days 4-7days 8-14 15-29 30-91 92-180
days days days days

w2024 w2025
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Ticket control: standards are starting to pay off
We want to use one control system and device for all cross-border journeys

Mosaik
(regional

traffic
Régioscan  Germany)
(France)

Bordotreno
(Italy)

Cosmo
(TGV
Lyria)

Admin
a Personnel
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Sales market share: old habits die hard, but we're starting to

See SOMme progress
Customers travelling from Switzerland shall buy their tickets on SBB channels

Sales share 2025

« Big variations of sales market share per market

« Hard to change long-established customer
behaviour

 Progress starting to become visible




Market perception: from criticism to praise
Customers and media are now (more or less) satisfied with our international distribution
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Traffic: passenger numbers have increased signficantly
We still see huge potential for growth

» For sure, not only due to distribution

« But easy access 1o ticket is a key ingredient
of the growth formula

2016 2017 2018 2019 2020 2021 2022 2023 204 2025



Has it been worth the effort?

Digital sales share
Passenger rights
Customer information
Booking horizon

Ticket control efficiency
Sales market share
Market perception

Passenger numbers
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And what about OSDM?

Higher revenues Higher Tariff
Better load balancing

Leveraging local market

revenues innovation

b
kKnowledge —
Bi r
Lower COS:’[ LT gge
| eaner IT infrastructure cost sales

footprint

Tariff innovations

Through tickets
Combining national innovations

Bigger sales footprint

More tickets of more railways
and to more countries
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