
% of our customers who find the indoor and outdoor facilities fully accessible

Availability of ticket validation machines % Availability of ticket vending machines

Availability

Service Offered

% of passengers who benefit from there not being more than 4 people/m2 in  tramways % of customers who find the service as scheduled

Information

Number of complaints concerning lack of information at stops % of our customers who find the necessary information inside the unit

% of our customers who find the necessary information before any anomaly Number of complaints for lack of information in stops before any anomaly.

100,00% 100,00% 100,00% 100,00% 100,00% 100,00%

J U L A U G S E P O C T N O V D E C

Target Real value Unacceptable threshold

90%

80%

99,92% 99,78% 100,00% 99,94% 99,82% 99,87%

Jul Aug Sep Oct Nov Dec

Target Real value Unacceptable threshold

95%

90%

100,00% 100,00% 100,00% 100,00% 100,00% 100,00%

100,00%

100,00%

100,00% 100,00% 100,00% 100,00%100,00% 100,00% 100,00% 100,00% 100,00% 100,00%

40%

50%

60%

70%

80%

90%

100%

110%

J U L A U G S E P O C T N O V D E C

Indoor facilities

Outdoor facilities

Target

Unacceptable threshold

Accessible facilities

98%

95%

99,99% 99,99% 100,00% 100,00% 99,99% 99,99%

J U L A U G S E P O C T N O V D E C

Target Real value Unacceptable threshold

95%

90%

99,86% 99,84% 99,77% 99,87% 99,82% 99,85%

J U L A U G S E P O C T N O V D E C

Target Real value Unacceptable threshold

95%

90%

0 0

1

0 0 0
0

1

2

3

4

5

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

0

>2

100,00% 100,00% 100,00% 100,00% 100,00% 100,00%

70%

75%

80%

85%

90%

95%

100%

105%

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

90%

< 90%

100,00% 100,00% 100,00% 100,00% 100,00% 100,00%

70%

75%

80%

85%

90%

95%

100%

105%

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

85%

<85%

0 0 0 0 0 0
0

1

2

3

4

5

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

0

>2



Customer Service

Puntuality

% of our customers who wait in the platform less time of the maximum interval offered

* Punctuality is altered by incidents of social events, demonstrations, sporting events, etc.

% of our customers who receive a response within 3 days to any claim Overall satisfaction of our customers with our service

Assessment obtained from our clients on the treatment received Review obtained from our clients about the professionalism of our staff

Comfort, Cleaniness and Maintenance

Assessment obtained from our clients on the comfort on the way Review obtained from our customers about cleaniness

100,00% 100,00% 100,00% 100,00%

97,00%

100,00%

80%

85%

90%

95%

100%

105%

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

95%

<95%

7

8,16 8,07
8,4 8,5 8,7

6,5

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3

Target Real value Unacceptable threshold

7

8,47 8,45
8,78 8,59

8,21

6,5

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3

Target Real value Unacceptable threshold

7

8,24
8,6 8,79 8,63

8,19

6,5

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3

Target Real value Unacceptable threshold

7

8,22 8,07 8,1
8,6 8,43

6,5

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3

Target Real value Unacceptable threshold

7

8,79 8,92
8,41

9,00 8,95

6,5

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3

Target Real value Unacceptable threshold

82,55%

85,95%

79,64%

82,62%
80,76%

76,65%

70%
72%
74%
76%
78%
80%
82%
84%
86%
88%

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

85%

<75%



Security

Assessment obtained from our clients on the "feeling of security"

Kw Power consumption /km driven month Consumption in kW of the units/traveling persons per month

% of our customers who are protected by our video surveillance system

Environmental impact

No. Complaints related with noise Evaluation obtained from our clients on the sensation of noise
Number of incidents in flange and rolling lubrication equipment that 

influences the sensation of noise

7

8,05 7,92

8,52
8,17

8,40

6,5

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3

Target Real value Unacceptable threshold

100,00% 100,00% 100,00% 100,00% 100,00% 100,00%

60%

65%

70%

75%

80%

85%

90%

95%

100%

105%

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

90%

70%

0,60 0,65 0,51 0,49 0,49 0,56

J U L A U G S E P O C T N O V D E C

Target Real value Unacceptable threshold

0,60

> 0,61%

As the number of users has increased, the level of performance is approaching the 
target. With a normal volume of passengers the performance will improve the objective.

0 0 0 0 0 0

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

> 5,1

≤5

1

0 0 0 0 0

J U L A U G S E P O C T N O V D E C

Real value Target Unacceptable threshold

> 2

0

8,16 8,19
7,96

8,12 8,27

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3

Target Real value Unacceptable threshold

>6,5

< 5

* A pesar de que el servicio ofertado ha sido el habitual, la demada de viajeros ha sido 

4,29
4,52

4,30
4,19 4,16

4,66

J U L A U G S E P O C T N O V D E C

Target Real value Unacceptable threshold

> 6

≤ 5,5


