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A commonly 
unsolved problem
Thalys is a French-Belgian rail 
company that operates high-speed 
train routes between major European 
cities including Paris, Brussels, 
Amsterdam, and Cologne. Founded 
in 1996, Thalys has been connecting 
customers in western Europe for 
almost 25 years. 

Their customer service team knew they needed 
a channel that was faster, more efficient, and 
more personal to support the more than 7 million 
travelers that use their service each year. They 
turned to Mindsay’s customer service automation 
and conversational AI platform to help them 
deflect simple customer requests and qualify 
complex ones so that their agents could resolve 
them faster. 

During the COVID-19 crisis, the number of tickets 
drastically increased, and from one day to the next, 
the international railway company had to manage a 
huge volume of questions related to the pandemic, 
mostly related to booking information, refund 
policies, and safety protocols.

01.

https://www.mindsay.com/
https://www.mindsay.com/
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Speeding up 
customer service 
with a Facebook 
Messenger chatbot
Thalys added its Mindsay-powered digital assistant 
to its website and Facebook Messenger to provide 
its passengers immediate responses to frequently 
asked questions including ticketing information, 
refund policies and pandemic-related queries, as 
well as transfer more complex queries to its 
in-house customer care team.

02.

68% 
of conversations handle by 
Facebook Messenger chatbot

43% 
decrease in average agent 
response time within agent hours

99%  
decrease in average agent response 
time outside of agent hours

91% 
of messages are accurately 
identified by the bot

Results related to the bot on Facebook Messenger and originally cited here.

https://developers.facebook.com/success-stories/thalys/
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During business hours, the Mindsay-powered digital 
assistant transfers customers with complex queries 
to Thalys’ customer care team. The digital assistant 
also automates the claims process by connecting to 
Thalys’ CRM system, allowing customers to request 
compensation for delayed trips without the help of 
an agent.

“When I see the number of conversations that the bot
dealt with, it would have been impossible to handle it

without the bot. We can’t live without it.“
Stephan Krämer

Customer Service Program Manager, Thalys

Thalys website and integrated chatbot
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Providing personalized 
customer service at scale
Soon after the launch of their chatbot, 
the railway company started seeing 
the positive impact. The bot did an 
excellent job deflecting frequently 
asked questions from the customer 
service team, allowing them to handle 
peaks in customer demands without 
any problem.

By integrating an AI chatbot across channels, 
Thalys has been able to improve the handling time 
of customer requests, optimizing efficiency with 
much shorter agent response times. 

As a result, Thalys has been able to scale its 
customer service operations without having to 
outsource or expand the size of its in-house team 
of experts. The agents also see the value of the 
chatbot: they know that the bot takes care of the 
easy questions so they can spend their valuable 
time handling the complex requests. This has 
allowed the company to keep costs in check while 
maintaining a high level of customer service. 

03.

The bot is able to process cancellations 
without human intervention.

https://www.mindsay.com/chatbot
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“We really found a 
partner who is open 
to suggestions, that 
is listening to its 
customers. It’s been a 
fantastic partnership.“

Stephan Krämer
Customer Service Program Manager, Thalys

The customer experience that Thalys has invested 
in is an essential part of the company’s customer 
service strategy. From the start, Mindsay has been 
at the center of that new automated customer 
experience and continues to help Thalys’ customer 
service team on all aspects of their customer 
communications.

Looking for a better 
customer service 

response time and 
satisfaction?

https://www.mindsay.com/demo

