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https://www.euskotren.eus/sites/default/files/tarifas/Tarifak%20Funi%202024.pdf
https://www.euskotren.eus/sites/default/files/horarios/HORARIO%20FUNI_6.pdf
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Euskotren the leading public transport operator in the BasqueCountry,aspiresto grow substantiallyin the near future through its metric-gaugenetwork in the
BasqueCountry,by providinggreaterfrequency,transportingmore freight by rail and offering rail, funicularand other network services Thiswill all be underpinned
by economicefficiencyand sustainablenanagementriteria, thus contributingto the advancemenbf societyin general

The Euskotrenpurposeis to operate the transport concessionsghat were transferred by the SpanishCentralGovernmentto the AutonomousGovernmentof the
BasqueCountry,pursuantto Decree2488 78 of 25 August Thecorporate purposeof Euskotrenthe trade nameof the companyadoptedin 1996 is fundamentally
focusedon managingthe road, funicularand rail transport servicesof passengersnd freight, in the territorial scopeof the AutonomousCommunityof the Basque
Country Thecompanyusesthe Euskotrenbrandto run the Larreinetafunicularrailway

We are undertakingnumerousactionsto addressthe challengeof reforming and modernisingpublic transport Theseinclude actions aimed at facilitating and
improving the sustainabilitymobility of the citizens,with priority givento Safety& Securityand to ServiceQuality, in the field of our levelsof operationsand of
responsibility Our customersare alreadyenjoyingand warmlywelcomingthe resultsthat are, step by step, beingachieved

We regularlylistento our users,take on boardtheir reasonableexpectationsand seekthe bestresponsesTheirhelpis our bestguaranteeand stimulusto continue
improvingSafety& Securityand ServiceQuality

Thankyou on behalfof Euskotrenand societyin generalfor helpingusto improvethe Qualityof our Services

GeneralManager
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Our commitments to you:
SERVICE OFFERED

Ourundertakings

x  Adaptthe unit frequenciesand capacityto demand

A Monthly check of No. pax/m?, 2, with a target of 95%
passengerdenefitingand no more than 3 pax/n?.

x Provide all the scheduled services, unless in exceptional
circumstances

A Check % of passengersbenefiting from the scheduled
service with our target being95% benefiting
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Our commitments to you:
ACCESSIBILITY

Ourundertakings

x  GuaranteelO®oaccessibilityo our premisesandunits.

A Checkhe % passengerdenefitingfrom the availabilityof
the accessibilityfeatures

x  Ensurethat the ticket and validation machinesare in perfect
workingorder.

A Checlavailability/monthwith atarget>95%
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Our commitments to you: =~ —

INFORMATION FOR CUSTO
-Usual Serviee

Ourundertakings

x  Guarantee visible, straightforward and up-to-date information
insidethe funicularrailwayand at both stops

A Check the number of complaints for non-existing or
erroneousinformation. Receivingnore than 2 complaintsa
month isunacceptable

A Visualcheckof the insideand outsideinformation, with our
target beingfor at least98% of passengerdenefitingfrom
the information received
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Our commitments to you: By
INFORMATION FOR CUSTOME
-Service disruptions

Ourundertakings

x Provideinformation on any changesto the serviceat least 72
hoursin advanceandremovethem after 48 hours

A Checkthe information at stops before and after the
disruption,andbenefitingat least98%of passengers

A Monthly checkof the number of complaints Receiving
more than 2 complaints/monthis unacceptable
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Our commitments to you:
CUSTOMER SERVICE (1/2)

Ourundertakings

x  Answerat least95% of the queries,complaints,suggestionsand/or
claimsreceivedthrough any of the information channelswithin 3
days*.

o
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A Checkand monitor the time for settling claims
x Ensure proper services and assistance, by means of the
professionalisnof our staff.

A Scoreat least 7/10 for "Global Perception"and 7/10 for
"Workforce Professionalismbn the satisfactionsurvey

* |f technical assessment is required, the time period will be met that are setriant legislation
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Our commitments to you:
CUSTOMER SERVICE (2/2)

Ourundertakings

X Guaranteethat our staff are trained to provide accurate
information in a friendly manner, as well as to help users
within their remit.

A Scoreat least7 out of 10 for & ¢ NB | 6y Siyf oh T ¢
the satisfactionsurvey
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Our commitments to you:
COMFORT, CLEANLINESS, MAINTENA

Ourundertakings

x  Guaranteeprofessionaldriving by the driversin order to
generatea feelingof safetyand comfort.

A Score at least 7/10 for "Travel Comfort" on the
satisfactionsurvey

x  Guaranteecorrect cleanlinessand upkeepof the funicular
by meansof the regularcleaningprotocol.

A Scoreat least7/10 for "CleanlinessAppearanceand
Comfort"on the satisfactionsurvey
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Our commitments to you:
SAFETY & SECURITY

Ourundertakings

x  Ensureour customersare 100 protected by meansof a
regularlyupdatedemergencyplan.

x  Meet the safetyandsecurityexpectationsof our users

A Scoreat least 7/10 for "Feelingof Safety& Security'
on the satisfactionsurvey
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Our commitments to you:
ENVIRONMENTAL IMPACT

Ourundertakings

x  Saveanduseenergyin the most efficientway possible

A kw consumptionof the ut/passengersa month, with our
targetsetat HGKW

A kW consumptionof the ut/km travelled a month, with our
targetsetat X8 KW/km

x  Offsetthe impact of environmentalnoise by meansof introducing
technical measuresfor operating the funicular cars and at the
workshopor engineroom, andwith the new e-busshuttle service

A No. complaints/monthrelating to the environmentalnoise
Over2 complaints/monthper line isunacceptable

A Score at least 7/10 for "Sensation of Noise" on the
satisfactionsurvey

=3 :

A No. of failuresin pulleys and gearsof the system/month, r ,
with no more than 4 incidentsa yeat <7 f“'
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Euskotrenhas a complaint and suggestion
system so that you can send us your
opinion on the servicesoffered and the
undertakingdn this Charter

You can submit your complaints and
suggestions using the dSuggestionsand
Areas for Improvement option on our
website http://www .euskotreneus/, or
usingour app.

Suggestionsand Areas @
for ImprovementPortal

RELIEMEASURES

Passengers'rights and
obligations

Euskotren Funicular passengers will be entitled to a newnayeticket when the service is
cancelled or delayed of 30 minutes or more. And we guarantee relief or compensation mea

due to other failures OF THE SERVICE (EC Regulation No. 1371/200)7, Art. 17

1A/ 74 B
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https://www.euskotren.eus/sites/default/files/page/Folleto_web_Cast%20definitivo_0.pdf
https://www.euskotren.eus/en/customer-service/offices-and-opening-hours
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How to communicate with us

Contactaddresses _ BIZKAIAitizenAdviceOffices(OAC)

Bypost:

EuskotrenPlazaSanNikolas,2 CP48005BILBAO
Euskotren PlazaEstaciors/n CP48370GERNIKA
Euskotren Estaciorde DurangoCP48200DURANGO

At Information Offices

PlazaSanNikolas,2 CP48005BILBAO
PlazaEstaciéors/n CP48370GERNIKA
Estaciorde DurangoCP48200DURANGO

CUSTOMERBRERVICE
Telephone: 944333333
Orbythroughthe employeesat anypoint of the funicularrailwaysnetwork.

Internet: http://www .euskotreneus downloading, completing and sending the
Customer Service form to: oaczaz@euskotreeus oacger@euskotreeus
oacdur@euskotrereusor by Publicinformationemail

Fullinformationon transparencyand performanceis availablethrough

https://gardentasunaeuskotreneus/

W Twitter @Euskotrenejgv
€ Faceboolcom/Euskotrenejgv
@ Instaaramcom/ Euskotreneiav

CustomerServicedpeningHours

ZazpikalealStation, at plazaSanNikolas,2:

Winter:
Mondayto Friday 8.00a.m. to 8.00 p.m.

Saturdaysandbankholidays 9.00a.m. to 3.00 p.m.

(Closedn Saturdaysfter a bankholiday)
Summer(Julyand August) 8.00a.m. to 3.00 p.m. (Mondayto Friday)

GernikaStation, at stop in square
Winter:

Mondayto Friday(workingdays) 8.00a.m. to 8.00 p.m.

Bankholidays(yearround): 9.00a.m. to 3.00 p.m.
Summer(Julyand August) Mondayto Friday(workingdays) 8.00a.m. to 3.00 p.m.

DurangoStation.

Winter:
Mondayto Friday(workingdays) 8.00a.m. to 8.00 p.m.

Bankholidays(yearround). 9.00a.m. to 3.00 p.m.
Summer(Julyand August) Mondayto Friday
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mailto:oacdur@euskotren.eus
https://gardentasuna.euskotren.eus/
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Applicable legislation
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Railway Sector Act 38/2015, of 29 September

Railway Sector Regulations (R.D. 2387/2004, of 30 December)

Basque Transport Authority Act 5/2003, of 15 December

Land Transport Planning Act 16/1987, of 30 July

Regulations of the Land Transport Planning Act (Royal Decree 1211/90, of 28 September)

Regulation (EC) 1370/2007 on public passenger transport services by rail and by road

Act 9/2013, of 4 July, amending Land Transport Planning Act 16/1987

Public Sector Procurement Act 9/2017

Act 31/2007 on procurement procedures in the water, energy, transport and services sectors

UNEEN ISO 9001:2015 standard

UNE 13816 standard

UNE 93200 standard

RP A37.01. Specific Regulations ofAkaorServices Mark for Public Passenger Transport (TPP)

RP A58.01 Specific Regulations of AlemorServices Mark certified for Services Charter.

Occupational Health and Safety Act 31/1995

Organic Law 3/2018 on the Protection of Personal Data and the Guarantee of Digital Rights

Personal Safety & Security Act 5/2014, of 4 April.

Legislative Decree 1/2017, of 27 April, approving the consolidated text of the Basque Emergency Management Act.
Consumers and Users Statute Act 6/2003 of the Basque Parliament, of 9 December

Royal Decree 537/2019, of 20 September, of 23 November and regarding accessibility -@mstrionination for the access and use
means of transport (amending Royal Decree 1544/2007, of 23 November)

Transparency, Access to Public Information and Good Governance Act 19/2013, of 9 December

Ordinance regulating the Barik card and tickets

Regulations and General Terms and Conditions for usiniltigecard

Ordinance regulating Bat tickets.

Tax ordinance on the tariffs for public transport services for holders of CTB tickets.

Harmonisation regulations of the regular public passenger transport services by road within the sphere of the Gipuzkitizzauthor
belonging to the Gipuzkoa Transport Authority.

BizkaibusService Manual. 02/2022

Regulations for passenger transport services in the provinééant

Royal Decree 1544/2007, of November 23, which regulates the basic conditions of accessibility-disgnmination, for peoplevith
disabilities to acquire and use means of transport
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EUSKOTRESETTING BETTER BY THE DAY.

Your opinion is very important to improvke service we
offer




