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2009 was a remarkable year. Like so 
many other organisations, NS did not 

get through the year without a few 
bumps and bruises. But NS kept to its 

course and realised a number of major 
innovations on schedule.

Once again, the focus was on our 
customers, because without them there 
would be no NS. The scores they give us 
are the best indicators for the quality of 

our work. Which is why we like letting 
our customers have their say

 

 

You will find a number of people 
expressing their opinions in this annual 

report. And we would very much like 
you to join in the discussion about NS too: 
you can go to www.ns.nl/spraakmakend 

at any time.
    

Bert Meerstadt
Marcel Niggebrugge

Merel van Vroonhoven
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Beste lezer,
2009 is een jaar vol spraakmakende 

gebeurtenissen. Ook aan NS is dit jaar 
niet zonder slag of stoot voorbij 

gegaan. Maar NS hield koers. En wij 
realiseerden volgens plan een aantal 

grote vernieuwingen.

Ook nu draaide alles weer om 
onze klanten. Want zonder klanten 

geen NS. Hun rapportcijfers zijn 
de beste indicatoren voor de kwaliteit 
van ons werk. Daarover laten wij onze 

klanten graag aan het woord. 
 

 

Een aantal meningen vindt u in 
dit jaarverslag. En wij nodigen u 

van harte uit om zelf over NS mee te 
praten: op www.ns.nl/spraakmakend 

kunt u altijd terecht.
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In Brief 2009

Revenue per segment Revenue passenger services Additions per segment

Individual ticket sales 

Concessions abroad 

Subscriptions 

Student travel pass 

Other 

Other transport related

International passenger services 

Passsenger services 

Hub development and operation 

Rail infrastructure & construction

NedTrain

NS Reizigers

NS Hispeed

NedRailways

Supporting companies 
and participations

Passenger services

NS Poort

Hub development 
and operation

Strukton

NS Group

Rail infrastructure &
 construction

Passenger services 

Hub development and operation 

Rail infrastructure & construction

Other activities

Key financial ratios

in millions of euros (unless stated otherwise) 2009 2008

Revenue 4,596 4,253

Result from operating activities 161 328

Profit for the period 116 281

Additions 666 433

Returns (ROI) 2.2% 4.9%

Passenger volume  

in millions of passenger-kilometres
16,315 16,180

Punctuality 1 92.8% 93.0%

Staff (FTE at year-end) 30,068 26,581

1  Trains on the main rail network that arrive on time or where the delay is 
less than five minutes. 

People are always looking for  

ways to travel more comfortably 

and conveniently.  

People are always looking for ways to travel more 

comfort ably and conveniently. Attractive public transport, 

good connections for their onward journeys and inviting 

transport hubs all contribute to this. Public transport is also 

becoming increasingly important in maintaining sustainable 

accessibility and a high quality of life in Europe’s densely 

populated areas. NS has a role as a linchpin in this, and is 

capable of strengthening that role over the years to come.

Our ambition is to be a customer-driven, European, 

multimodal service provider, offering reliable passenger 

transport, comfortable trains and buses, lively station 

areas and a wide range of services and facilities in the 

transport chain from door-to-door. Our work on rolling 

stock maintenance is very much part of this.

We are concentrating our efforts on a single mission: 

transporting more passengers safely, punctually and 

comfortably via attractive stations.

NS at a glance
NS handles the train journeys for over 1,100,000 customers 

in the Netherlands every day, which means 4,800 scheduled 

trains on very busy tracks. NS also provides additional 

services in the door-to-door journey chain, including bus 

transport. The company manages 380 stations and is 

working with a variety of partners to develop major public 

transport hubs, turning them into dynamic urban portals. 

Every day, over 230,000 people make a purchase in one of 

the shops or hospitality facilities. Working with partners in 

Germany, Belgium and France, NS also transports its 

customers to major European destinations. The NS subsidiary 

NedRailways provides bus and train transport in Great Britain 

and Germany and bus transport in the Czech Republic; it 

carries about 650,000 train and bus passengers every day. 

The NS head office is in the Netherlands (in Utrecht).

Segmentation by activity
NS operates in three segments: passenger transport,  

hub development and operation, and rail infrastructure  

& construction.

Within the passenger transport segment, NS Reizigers is 

responsible for rail transport operations in the Netherlands 

and the associated sales and service activities. NedTrain 

handles the maintenance of the trains in the Netherlands. 

NS Hispeed was already responsible for cross-border 

passenger transport and is now also in charge of the 

high-speed transport in the Netherlands. NS subsidiary 

NedRailways handles the acquisition and operation of 

public transport concessions abroad.

Within the hub development segment, NS Poort is  

responsible for the management and commercial operation 

of stations in the Netherlands and for development in  

the vicinity of these stations.

The rail infrastructure & construction segment is handled 

by the NS subsidiary Strukton, a leading company in the 

rail construction market.

The Executive Board consists of A. Meerstadt MBA, 

M. Niggebrugge and Ms M. W. L. van Vroonhoven MBA. 

In addition to the NS Executive Board, the following 

directors of key NS subsidiaries and business units are 

members of the NS Group Council, which is closely 

involved in the management of the company as a whole: 

A. van As (NedTrain), J. P. B. Huberts (NS Reizigers),  

M. J. Noy (NS Poort), M. C. J. van Roozendaal (NS Hispeed) 

and A. J. M. Valk (NedRailways). C. Blokland (Personnel and 

Organisation) is also a member of the NS Group Council.

Customer satisfaction

% giving a score of at least 7 out of 10 or higher 2009 2008

General satisfaction for rail travel 78 76

Punctuality 56 54

Percentage of trains operated 98 99

Information on the train and at  

the station about delays
56 54

Personal safety 78 78

Seating capacity in the train at peak periods 71 70

Cleanliness of the trains 55 54

Cleanliness of the stations 58 56

Approachability of  

customer service representatives
61 59

Our ambition: to be a customer-driven, multimodal service provider

   In doing this, we are focusing  

on our five main objectives:

•  running on time

•  providing information and 

service

•  contributing to personal safety

•  creating sufficient transport 

capacity

•  ensuring that trains and 

stations are clean

 Sufficient return on investment 

is a prerequisite for being able 

to continue to invest in such 

areas as new rolling stock and  

is therefore crucial to the 

company’s continuity in the 

longer term.

This Annual Report is published in both Dutch and English. 

In the event of any discrepancies between the Dutch and English version, the Dutch version will prevail.
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