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Challenges

Vienna's
Riesenrad

Train Station
Vienna City Center
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CITY AIRPORT TRAIN

Public Transfer before CAT

Status 2002: OBB double-track railway
e old train carriages, old station building Vienna City-Center

e 8 stops on the way from the city center to the airport
* No service / facilities for physically challenged people

d

powered by WVIGEM 6 B B



7=

CITY AIRPORT TRAIN

Public Transfer before CAT

* Individual transport such as taxi, rental cars or private cars
* Public transport like city trains or buses
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CITY AIRPORT TRAIN

Innovation: City Airport Train - CAT

Improvement of public transportation between the airport and the city center

« CAT offers first class transportation for Viennese as well as international travellers

e Launch in 2002 — put into operation in 2003
« Affiliate of OBB (Austrian Federal Railways) and Flughafen Wien AG (Airport
Vienna)
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What does CAT stand for?

Punctuality
| Availability Nonstop
Train Connection -
Attendants
_ Speed
— flight
character \ /
| EH 7 Target
High ___ CITY AIRPORT TRAIN ——— group
Quality orientation
product / \
Corporate
Airport in Design

the city
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FAST

The fastest airport connection available - within 16 minutes from the airport to the
city center non stop




COMFORTABLE ,Easy Going*

. City Check-In Service: check in your luggage and collect your boarding card
downtown — for more than 80% of the airlines

. CAT CAB Service: connection service from/to Vienna City Center
. Train Attendants: personal service




RELIABLE
daily from 5.38 am to 11.35 pm

99,96% Reliability
98,29% Punctuality*

*in 2010




ENVIRONMENTALLY FRIENDLY

since 2011: usage of railway power zero emission (92% hydroelectric power, 8%
wind power) first mover in Austria




 maiden trip * 1 million * CAT CAB Service  , city-Check-In for
passengers * Break Even Point 80% of the

departing airlines




A self-analysis and an internal strategy-recheck showed that quality is one of CAT's
core values.

Online customer survey August 2008: Survey and analysis of Viennese flight
passengers, their requirements and their choice of transport from and to the airport *

« Half of the CAT passengers fly at least 2-3 times per year, about 1/3 at least 4
times per year

Decision-making criteria:

* Quality of the seats (space and comfort)  more than 90%
 Generous luggage storage  94%

« Qualified staff (in the trains and on the platforms)  more than 65%

Quality is not only a core value of CAT but also a core need of the customer!

* Gallup Umfrage Oktober 2010



e Strong competition
* Predatory competition concerning the target group
« Continuous improvement of service and quality by competing companies




> Significance? >

: Staff?
. Interior .
components?
? Design - relaunch or new? ?
| Efficiency? |

Costs?

‘ , Cost effectiveness?




A conscious decision for an all-encompassing quality campaign project in order to:
* benefit from opportunities
« strengthen the position
» reinforce the overall appearance

Refurbishment — all-over renewal of the CAT train carriages

Focus: Quality assurance as an investment for the future

Relaunch CAT-platform airport Vienna

Train attendants: new uniforms, supporting trainings with a strong focus on
service




Service and comfortable travelling represent CAT's core values as a part of the
brand promise

Customers choose the CAT due to quality and service

Quality needs constant improvement — investments in equipment in order to pave
the way to a successful future

Strategic orientation: no single activities, one comprehensive/integrated concept

Focus on the customer




Advantages for passengers :

Excellent quality meets functionality

« Userfriendly room concepts (high end material, appealing looks)
* Higher travel comfort

« Easy to handle maintenance

Scope of services — with focus on the corporate design

e Full leather-covered seats

 Exchange of floor covers and dirt barriers
 Renewal of glazed partition walls

» Additional: Folder dispenser and newspaper storage

e External paintwork




Refurbishment — Design Study




* inner « Start external
refurbishment paintwork
(1 full train set)
e external
refurbishment
(6 wagons,1
locomotive)

* Finish first e Finish inner
complete refurbishment of
refurbished train two train sets
set e Finish external

paintwork (3
wagons, 1
locomotive)




Refurbishment — Wagon Inner View




Refurbishment — Floor Covers and Glazed Partition Walls




Refurbishment — Leather Seats




Refurbishment — CAT Branding




Refurbishment — Speed




Refurbishment — External View




Train Attendants




Press conference CAT: ,A new look for one million satisfied customers per year”
On stage:

 Managing Partner City Airport Train

 Head of Wien Tourismus

« Manager OBB technical services

Information event for media including a presentation of the first new CAT train carriage.




Refurbishment — Media Event




Refurbishment — Media Coverage




Feedback on the new design:

e 2 no comment
o 348 very good
o 242 good

- 8 fair
e 2 poor
e 08 I did not realise new design

Citations from customers:
,Clean, sleek and new"
, comfortable and functional®

,hice design and comfortable seats*
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.loved the ambience of the train”
,very good seats, plenty of space to put

your luggage”




... for fulfilling brand promises, core competences and customer needs in order to:

e raise customers' satisfaction in general
» keep current customers satisfied
e gain new customers due to recommendations

e |nvest into a succesful future




Project Vienna-City Center new:
« Completion date: fall 2012




Project Vienna-City Center new:
* new train platform and shopping mall in the Vienna City Center




Project ,,Sky Link®*:
* new train station and shopping mall at airport Vienna




Thank you




