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It’s all about the
passenger
With Europe’s rail market becoming increasingly competitive, this event is
designed to help you attract and engage with passengers and grow market
share. No matter where your interest lies – sales, marketing or operations –
we have content, networking and new partners for you.

An event to
engage

Booking early will
save you more,
check the website
for the best offers
terrapinn.com/go/rail

It’s not just about great content. The size, structure and
audience of this event allow you to actively engage with new
developments and people in the field, and find out how to
engage your customers.
Take part in 1-2-1 partnering, peer-to-peer brainstorms,
ground-breaking case studies and source new technologies on
offer, all on one ticket.

Big picture and vision
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Enjoy a night out and a
taste of Amsterdam

Unconference table debates

KEYNOTES

RAIL REVENUE

RAIL CUSTOMER

RAIL EXPERIENCE

Ticketing

Loyalty

Mobility

Distribution

CRM

Self-Service

PEER-TO-PEER
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EXPERT PANELS

EXHIBITION

PARTY

Revenue
Management

Se

Shop around for emerging
technologies

Data

Onboard Services

EXPERIENCE
TOUR
Payments

Engage

3 EVENTS IN 1

New strategies and ideas for your
business

Digital

Get behind the scenes at
Schiphol Airport

Choose sessions which are
relevant for you

terrapinn.com/go/rail

terrapinn.com/go/rail

Boosting competition to create a more efficient and
customer-responsive industry
Thomas Kaufmann, DG Move, European
Commission

10:30

Networking break

11:30

Round tables: 3 rotations of half an hour each, choose the tables of interest to you

Card based, smart ticket, NFC – which ticket is better for you?

Interoperability

One-ticket
vision

Customerfocus

Customeradoption

Networking lunch

14:15
14:35

Maintaining a high level of
customer satisfaction after
two years in operation
Erich Forster, CEO,
Westbahn

Future plans to meet
passenger expectations
Mark Alexander,
Commercial Director, Etihad
Rail

How to create a staff
culture which enables a
great customer experience
Ursula Frömming-Gallein,
Head of Customer Service,
HKV

How to develop new
channels for the connected
traveller to improve
passenger information
Jason Durk, Head of
Passenger Information:
National Rail Enquiries

Speed networking

16:15

Networking break

16:45

PANEL DISCUSSION: What standards and technology do we need to develop a global rail distribution system?

Rutger Fenkes,
Head of Project
and Programme
Management, DB

17:15

13:00

Targeted customer dialogue
and higher marketing
efficiency through customer
segmentation
Regula Merz, Head of CRM,
SBB

Claudio Diotallevi,
CIO, NTV

Ron Heeren, Head
of Distribution, NS
Hispeed

Disruption
management

Digital sales

Mobile site
optimisation

Designing, implementing
and operating a successful
customer loyalty program
Christian Hess, CEO, Loyalty
Partner Solutions

Using customer data
effectively to create the
right cross border door to
door experience
Scheherazade ZekriChevallet, CCO, Thalys

15:55

What to expect from the connected traveller in the next 5 years

New-generation
passengers

Using effective marketing
and CRM to inspire people
to use your service
Danny Gonzalez, Head of
Marketing, Virgin Trains

14:55

3 ways to help the 21st
century traveller choose
rail travel
Thomas Drexler, Director,
Amadeus Rail

Rail is a digital business
Eric Schaeffer, Managing Director, Global Lead for
Travel & Transportation, Accenture

How P&R can be a valueadded service as part of your
brand
Sean Dunstan, Managing
Director, APT SKIDATA AG

15:15

09:30

How Trenitalia is creating new brands and offering a
higher level service to compete with new entrants
Ernesto Sicilia, Chief Strategy Officer, Trenitalia

10:10

09:10

How DSB increased profitability and passenger
numbers with free onboard internet and
infotainment
Susanne Mørch Koch, Chief Commercial Officer, DSB

14:15

What can we do to create
a consistent brand across
different platforms?
Claudio Diotallevi, CIO,
NTV

Chairman’s opening remarks

How rail can offer ancillary
services on long distance
travel to be more attractive
than air travel
Paul Sessego, CEO, iDTGV

14:35

How to utilise an airline
GDS as part of a mixed
distribution strategy
Representative from SNCF
Voyages

RAIL EXPERIENCE

14:55

Getting on board with
smart ticketing
John Backway, Head of
Commercial Development,
Go Ahead Group

Digital
Engagement

Data

09:50

09:00

14:35

Revenue
Management

Self-service

14:55

Mobility

15:15

Loyalty

15:35

Ticketing

TFL’s open loop ticketing
Peter Lewis, External
Initiatives Manager, TFL

RAIL CUSTOMER

15:15

RAIL REVENUE

15:35

Birds of a feather tables: meet like-minded colleagues over morning coffee
14:15

08:00

Wednesday 13 November 2013

15:35

CONFERENCE DAY 1

PANEL DISCUSSION: What are the main hurdles in creating an amazing door to door passenger experience?
Scheherazade
Zekri-Chevallet,
CCO, Thalys

How and
when
to contact

19:00

Nicole Goebel,
Managing
Director, Travel
& Transportation
Austria, Switzerland
& Germany, Accenture
(Moderator)

Susanne Mørch
Koch, Chief
Commercial Officer,
DSB

Ursula FrömmingGallein, Head of
Customer Service,
HKV

John Dabkowski,
Managing
Director, Navitaire
(Moderator)

Taste of Amsterdam Party
Uncover the delights of Amsterdam at a secret location to be revealed on the day. Forget relaxing, we’re in Amsterdam baby,
it’s time for a party! We can promise this is one networking night you don’t want to miss.

CONFERENCE DAY 2

First look at how SNCF developed a low cost airline
model for High Speed Rail
Valerie Dehlinger, Director, Ouigo

09:10

Round tables: 2 rotations of half an hour each, choose the tables of interest to you

Should we move to an open data model?

App
development

11:30

11:30

How Renfe are using their
new app to enhance the
customer experience and
boost loyalty
Javier González Marcos,
CIO, Renfe

What are the challenges in educating the market to make payments via mobile devices?

Cross-sector
experience

Anu Muurinen, Senior
Manager, Travel &
Transportation Finland,
Accenture (Moderator)
What is an open data model
and why is it significant for
rail?

Transforming the
passenger experience
through IT innovations

The future of payments
Dave Birch, Global
Ambassador, Consult
Hyperion

Generational
differences

Fraud prevention

Purchase timing

Networking break, prepare for Passenger Experience Tour

Passenger Experience Tour: Behind the scenes at Schiphol Airport
Schiphol Airport is world renowned for its great passenger experience. This tour gives you access to places at the airport that
visitors would not normally see. Hear first hand from KLM’s VP of Passenger Services on how they have managed to create a
more seamless passenger-friendly travel experience.

15:30

12:10

15:15

Dominique de Ternay, Head
of Marketing, RATP

Panel Discussion: What are the
challenges of integrating a revenue
management optimisation system?

Suzanne Donnelly, Head
of Revenue, East Coast
Mainline

Panel Discussion: How can we create
more personalised loyalty systems to
better engage with our customers?

A holistic view of the use
of mobile devices both
for drivers and onboard
services
Dan Olofsson, Head of
Drivers, SJ AB

François-Yves Caya, Senior
Marketing Manager, Via Rail

From IT to operations:
Full service revenue
management
Lawrence Tache, Marketing
and Product Director, Rail
Solutions

Erik Tallroth, Director of
Revenue Management, SJ
AB

Analytics in the Rail Industry
Anne Pruvot, Managing
Director, Travel &
Transportation France &
Benelux, Accenture

Personalisation

RAIL EXPERIENCE

11:50

Bringing the vision of price
optimisation, maintenance
and distribution together
Andy Sturt, Senior Solutions
Director, JDA

RAIL CUSTOMER

11:50

Using dynamic pricing to
capture the market
François-Yves Caya, Senior
Marketing Manager, Via Rail

Passenger
information

Mark Alexander, Commercial Director, Etihad Rail

Networking break

12:30

11:30

14:15

Impact on
passenger
experience

RAIL REVENUE

11:50

Networking lunch

Future outlook

10:30

12:10

13:00

Global Panel Discussion: How does the rest of the world tackle revenue and customer engagement?

Sheryl Richards, Chief of Pricing & Revenue
Management, Amtrak

12:30

Implementing Amtrak’s Fare Family structure to
improve the customer experience
Sheryl Richards, Chief of Pricing & Revenue
Management, Amtrak

12:30

09:50

Chairman's opening remarks

09:30

09:00

Thursday 14 November 2013

17:00

Close of congress

Hear from our past delegates
"How can a train conference be more
interesting? Great presentations, great ideas.
All train operators should attend”

“Almost all of European rail is here”
Erik Tallroth, Director, High Speed Services – SJ AB

Jason Jago, Account Director, Travel & Transport – CapGemini UK
Sheryl Richards, Chief
Pricing & Revenue
Management, Amtrak

Wouter Cassee, MD, Sqills
(Moderator)

"Thank you for last week,
was really a good event.”
Thomas Laveau - VP International Sales, QL2

“Thanks for the great organization, everything
was running very good from the
beginning until the end.”
Ines Canizares, Marketing & Communication - Accenture

BRAND NEW SPEAKERS
Scheherazade Zekri-Chevallet
Chief Commercial Officer, Thalys

Regula Merz
Head of CRM, SBB

Schera’s key skills lie in the fields of sales
development and marketing, distribution and
promotion, market benchmarking, revenue
optimization, project management and international
strategy. Hear her explain how to use customer
data effectively to create the ‘right’ door-to-door
experience for each passenger.

Regula has many years of experience in marketing
and CRM, with a specialisation in the areas of
customer value, customer development and impact
measurement. Get insight into her ideas which have
contributed to SBB’s targeted customer dialogue
and higher marketing efficiency via customer
segmentation.

Susanne Mørch Koch
Chief Commercial Officer, DSB
With an extensive background in management
consulting, business development, marketing and
communications, Susanne is now Chief Commercial
Officer at DSB. Her talk is a fantastic opportunity to
learn from an experienced thought-leader on how
DSB increased profitability and passenger numbers
with exceptional passenger experience.

Danny Gonzalez
Head of Marketing, Virgin Trains
With overall responsibility for brand, advertising, digital
and CRM, Danny was brought in to manage Virgin
Trains new high frequency campaign. Find out how to
successfully market your railway to inspire people to
use your service.

Claudio Diotallevi
Chief Information Officer, NTV
Claudio shares responsibility for implementing new
systems and programmes to help this new operator
compete in a fierce market. Learn how to streamline
brand management across different channels to
present a consistent, customer-friendly view through
all digital media.

Eric Schaeffer
Managing Director, Global Lead for Travel &
Transportation, Accenture
As the global managing director for Accenture’s
rail transportation practice, Eric offers extensive
knowledge in business transformation and systems
integration. Understand rail as a digital business
including new opportunities for operators to get ahead
of the game using new technologies.

BRAND NEW SPEAKERS
Ernesto Sicilia
Chief Strategy Officer, Trenitalia
Ernesto’s major competences are in the field
of strategic and portfolio analysis, financing
models, investments evaluation. Get a first-hand
understanding of how Trenitalia have adapted to stay
competitive in the face of new competition from NTV
and air travel.

Ron Heeren
Head of Sales & Distribution, NS Hispeed
Ron is responsible for sales and distribution across
all channels at NS Hispeed. Get Ron’s insight into the
standards and technologies needed to implement a
global distribution platform for Europe’s railways.

Valerie Dehlinger
Director, Ouigo
Valerie is a trained engineer with 20 years working
within the SNCF group. Recently appointed Director
of SNCF’s new low cost high speed project, she
will share a first look at the success of this model to
date. Find out whether this model will work for your
business.

Sheryl Richards
Chief of Pricing & Revenue Management, Amtrak
Sheryl has pioneered Amtrak’s Fare Families
programme for improved market segmentation and
customer satisfaction. Get exclusive insight into the
programme and explore new pricing opportunities in
rail.

Mark Alexander
Commercial Director, Etihad Rail
Mark is responsible for pricing, services, partnerships,
infrastructure facilities and commercial strategies at
Etihad Rail. Understand how Etihad plans to develop
a customer-facing service attitude for Middle East
customers.

Paul Sessego
CEO, iDTGV
As part of SNCF, Paul was charged with creating a
unique HSR service good enough to compete with
short-haul airlines in Europe. This year he explains
how to offer ancillary services on long distance travel
to be more attractive than air travel.

It’s a networking event
In addition to great content, this year’s event is built around your
personalised networking schedule. With almost every European
rail operator in attendance, here are some of the ways you can
meet them…

Pre-event opening drinks
Tuesday 12th November, 17.00-19.30
Join us for drinks, get registered and meet the people
you will be getting to know over the next two days. A
great chance to put names to faces and kick-start your
networking programme early.

Download our networking app
Download our networking app to get organised and
get in touch with all attendees before the event.
Use the Total Rail portal to
• Plan your sessions
• Build a personalised agenda
• Identify exhibitors to visit
• Set up onsite meetings with key executives.
• Network with other attendees
Keep all your messages, appointments and
favourites at your fingertips and continue
networking whilst you’re there. You can still
use the networking tool within the app for a full
year after the event so you can follow up with
anybody you’ve missed months down the line.

Taste of Amsterdam party
(shhhhh, it’s a secret!)
Wednesday 13th November, 19.00-00.00
Uncover the delights of Amsterdam at a secret location
to be revealed on the day. Forget relaxing, we’re in
Amsterdam baby, it’s time for a party! We can promise
this is one networking night you don’t want to miss.

Peer-2-peer round tables
Your networking manager
Putting the right people in touch! The dedicated Networking Manager for this event will
be onsite and ready to introduce you to other attendees on request. Take the chance
out of securing those vital business opportunities.
Cally Archibald

A new addition to this year’s programme, round tables
are a great way to interact closely and build lasting
relationships with your peers and prospects. Sit with
nine other delegates for up to an hour session to
brainstorm challenges and solutions to passenger rails
most pressing commercial issues.

Reserve your place today

reasons to attend
1

Get first look into Ouigo’s new low cost business model for
HSR

2

Compare four new strategies to use customer data
effectively

3

Explore future ticketing technologies best suited to your
railway

4

NTV and Trenitalia go head to head to compete for market
share

5

Boost your ancillary revenue by partnering with air travel

6

Join the debate: should you charge passengers for use of
Wi-Fi and infotainment?

7

Benchmark your strategy against the latest standards from
the European Commission

8
9
10

The earlier you book the more you’ll save.
It’s really easy to book your place online.
And our online calculator will ensure you
take advantage of the best deal.
Go to and book now on
www.terrapinn.com/go/rail
Don’t forget to enter special code
BD2013 to claim the Early Bird discount.

Register now and get the offer price on your phone
Scan this QR pattern with the camera
on your smartphone and register with a
discount code BD2013 at the special offer
price.
Don’t have a QR reader app? You can
download one for free from the App store.
Don’t have a smartphone? You can also
register and get the best rates on our
website www.terrapinn.com/go/rail

BOOK NOW
Over 150 railway commercial executives for you to meet
Round table debates help you get close to peers and
prospects
Make connections as soon as you sign up via our new online
portal

Go to
www.terrapinn.com/go/rail
and register with a special
discount code BD2013
Or call +44 (0) 207 242 2324

Delegate booking
Package

Full price

2 Day conference
13-14 November 2013

€2990 + VAT €627.90 = €3617.90

Rail / Station
operator package:
conference 2 days
13-14 November 2013

€590 + VAT €123.90 = €713.90

BRING YOUR TEAM

There’s so much great content, you can’t possibly
cover it all alone!
Bring your team. There are special group packages
available call +44(0) 207 242 2324 for more details
or go to www.terrapinn.com/go/rail

2013 SUPPORTERS

Lead sponsors

Sponsors

Exhibitors

Media partners

Contact us today for a tailored sponsorship package to meet your business objectives.
www.terrapinn.com/go/rail

