
A1: Innovations in public transport

16.00�±17.30

Focus session



Gisela Gräfin von Schlieffen
Rhein-Main-Verkehrsverbund, Germany

Turku, 31st  May 2022

Modern IT-Solution 
helps communicating professionally 
to the customer



The Rhein-Main-Verkehrsverbund (est. 1995)
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Frankfurt

S-Bahn Regional train

Regional bus City Bus



RMV product portfolio �±Individual tickets
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Student Ticket

�3�X�S�L�O�µ�VTicket

�6�H�Q�L�R�U�µ�VTicket

Tourist Ticket



RMV product portfolio - Major Customer Offerings 

May 2022 Gisela Gräfin von Schlieffen / RMV / ECOMM 20224

RMV-JobTicket

Public Servants 
Ticket

Event based 
combination tickets

�7�H�Q�D�Q�W�¶�V���W�L�F�N�H�W



RMV-JobTicket: the RMV product for companies

May 2022

�‡ Named season ticket for the employees of 
companies with more than 50 employees

�‡ The company has to pay the price for all its 
employees (solidarity model)
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After Sales -
Processes

Contract & 
implementation

Calculation & 
contract negotiation

Information 
& Offer

Implementation CRM starts with detailed documentation of the 
existing sales processes
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Request & Lead

�‡Lead data: manual
notes during calls

�‡Info re. all company
locations & sites.

�‡Product info: oral 
explanation, 
followed by flyer
shipment

�‡Preparation for
onsite-visits and
calculation

�‡Site visit to
explain
calculation and
hand out surveys

�‡Reporting and
reminder.

�‡Contract
negotiation and
approval

�‡I/F to financial
systems

�‡Reporting options

�‡Annual price
adjustments
calculated
manually for all 
contracts



Internal processes were improved prior to implementing the
CRM system
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�‡Documentation and analysis of all internal 
processes in major customer department (BPMN)

�‡ User stories created for use cases
(first time we used the SCRUM approach)

�‡Improvement of existing processes

�‡Cooperation with market research

�‡Digital format for company surveys

�‡Interfaces to backend systems
(master data, finance)

�‡Digital archiving

�‡Creation of templates for standard communication














































































































































































