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REPORT PROFILE
Metro Ligero Oeste (“MLO”) has prepared its 
Sustainability Report every two years since 2017. 
This is, therefore, the third report and covers the 
calendar years of 2020 and 2021.  

The previous Sustainability Report, for the 2018 to 
2019 period, was published on October 16, 2020. 
(102-50) (102-51) (102-52)  

This Sustainability Report, for the 2020 to 2021 
period (“the Report”), as well as previous Reports, 
can be viewed on our website:  
www.metroligero-oeste.es/responsabilidad-y-
compromisos.

The Report is prepared in accordance with the Core 
option of the GRI Standards and the AA1000APS 
AccountAbility principles standard.(102-54)  

The two adverse situations experienced during 
this period: the COVID-19 health crisis and the 
Filomena heavy snowfall, which devastated Madrid 
at the beginning of 2021, affected us personally and 
business-wise. They were two extremely serious 
milestones with an enormous impact and logically 
they directly affected the data collected in this 
Report.

For any questions that may arise in relation to the 
contents of this Report, you may contact us by email: 
sostenibilidad.mlo@metroligero-oeste.es.(102-53) 
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LETTER FROM THE CHAIRMAN
I believe that it is widely accepted that we are in one 
of those historical moments that history will judge as 
the beginning of a new world order. With a war raging 
in the centre of Europe, a critical reality of third-party 
energy dependence and economic impacts—such as a 
rise in the prices of consumer goods or bank loans—, in 
addition to the logistical collapse of the global maritime 
transportation chain, we are forced to reflect deeply 
on what model of Europe and country we want. This 
reflection will lead us to take on board changes that we 
must accept with determination. The challenge lies in 
combining these changes and this new order with the 
sustainability of the only planet we inhabit. Because there 
is no planet B. 

This challenge, as we all know, began in March 2020 with 
the toughest test we have faced as a society, on having 
to cope with exceptional circumstances that forced us to 
bring out the best in ourselves. The Covid-19 outbreak was 
something we had to face from deep ignorance, whether 
as a society or as a company. At Metro Ligero Oeste, 
from the outset, the health and safety of our workers 
and passengers was established as an unwavering 
commitment. At all times, we prioritised the protection 
of our team’s health while continuing to provide the 
service normally, having implemented sanitary measures, 
observing their strict compliance and also taking care 
of our users. The challenge was to uphold our level of 
excellence, which we succeeded in doing by maintaining 
100% of our operations, thanks to everyone’s efforts during 
the time the pandemic lasted in its toughest phase.

And well into 2021, just when we wanted to return to our 
old normality, Filomena came to visit, and with unusual 
force. A severe, extreme winter episode of the kind 
that happens once every 500 years that brought to a 

standstill, for about two weeks, the mobility of all methods 
of surface transportation. It did not matter whether they 
were rail or non-rail, collective or individual, public or 
private, their impact was felt throughout the Community of 
Madrid. But, once again, our workers’ response capability 
was second to none. Thanks to an efficient, motivated 
team of people, willing to serve and eager to overcome 
adversity, just 84 hours after the storm ended, we 
officially opened 100% of the commercial service, seeing 
hope on our users’ faces once again. It was exciting to 
see, in situ, when we made the test trip between Boadilla 
Centro and Puerta de Boadilla, how people looked at us 
and smiled, greeted us and applauded as we passed. 
Our social media activity increased a hundredfold, as 
we received expressions of gratitude from our users. 
Once again we saw on our passengers’ faces the same 
enthusiasm as at the inauguration in 2007.

It is really comforting to see that the continuous work of 
incorporating our principles and values   into our daily work 
has given us a high degree of resilience in the face of 
adversity. In the presence of such a changing world, we 
have discovered that this resilience is a fundamental pillar 
for ensuring, in practice, our sustainability and durability 
as an organisation.

Based on recent experiences, our firm commitment to 
responsible, sustainable management, coupled with our 
track record, has led us to continue to consolidate our 
management model, to propose a review and, where 
appropriate, to work on updating its pillars and strategic 
lines. These principles are the basis for our strategic 
sustainability plan that adopts environmental, social and 
good governance policies in order to continue adapting 
to an environment that is ever changing and full of 
uncertainties.

Máximo Del Río Ortiz
Chairman of the Board of Directors
Metro Ligero Oeste

One of the fruits of this consolidation is this report, 
prepared for the second time using the Global Reporting 
Initiative (GRI) standard, which helps us achieve that 
level of transparency we aspire to in accountability to our 
stakeholders. 

For many years now we have been guided by our 
commitment to the Sustainable Development Goals, to 
which we continue to add contributions, especially to the 
one that is most relevant to us in our field of business: 
sustainable mobility in cities (SDG11). 

During the period covered by this report (2020-2021), we 
have consolidated our commitment to this area through 
the initiatives undertaken at the local level. Thanks to this, 
MLO contributes to formulating a mature strategy to drive 
sustainable living so that cities become more inclusive, 
safe and sustainable.

As regards our environmental commitment, I would like 
to share our progress in terms of cutting emissions and 
efficient energy use, highlighting our reduction in electrical 
energy consumption and the efforts made to reduce 
our carbon footprint. In addition, I would like to add the 
outcome of our efforts with respect to the consumption of 
water, where we have achieved a 6% drop compared to the 
previous period, and of gas, with a 0.5% reduction.

In spite of the fact that at the worst moment of the crisis we 
were only receiving 6% of the passengers who theoretically 
should have been using our service, we have managed to 
recover the figure of more than 4,100,000 of the 7,500,000 
users we had in years of record highs. As a preview to what 
we are seeing in the first quarter of 2022, we predict that 
this year we will succeed in recovering up to 5,300,000 

passengers, which accounts for a year-on-year growth of 30%.

And all of the people who use Metro Ligero Oeste are 
showing more and more their full satisfaction with the 
service we offer. The latest Service Quality Index (SQI 
2021) states for the record that 95% of users consider the 
service to be “excellent or satisfactory” and gives Metro 
Ligero Oeste its best score ever (8.21 out of 10) in rating 
and service quality. The noteworthy strengths of the service 
are: safety, punctuality, comfort, information and customer 
service.

The safety and reliability of the service, as well as our 
commitment to sustainability, are the pillars on which we 
wish to engage with our users. In order to achieve this, 
we are tackling a variety of projects, among which I would 
like to highlight the development and implementation 
of traffic safety control systems, such as the so-called 
SIMOVE, which provides extra safety against accidents 
on preventing possible human errors, and Certification in 
Operational Railway Safety.

Finally, on a more playful note, we have begun this year 
2022 excited by the celebration, in July, of the fifteenth 
anniversary of the start of our commercial operation. 
There are countless kilometres travelled, many hours of 
maintenance and even more satisfied users.

I take my leave, but not without first thanking and 
acknowledging, once again and as many times as 
necessary, that the commitment of the workers to the 
company’s mission and vision in the face of adversity has 
enabled us to grow and mature as a company, validating 
MLO’s values, professionalism, integrity and honesty as the 
ideal tools with which to face the challenges of the future.
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It is important to note that, in the two years covered by this report,  It is important to note that, in the two years covered by this report,  
two extraordinary situations occurred: the COVID-19 health crisis  two extraordinary situations occurred: the COVID-19 health crisis  
and the Filomena heavy snowfall.and the Filomena heavy snowfall.

Both situations directly affected people in the way they move  Both situations directly affected people in the way they move  
around.around.

MANAGEMENT 
APPROACH
SIGNIFICANT EVENTS
THE GREAT CHALLENGES OF 2020/21

Focusing first of all on the COVID-19 pandemic, the fact of being 
confined brought with it some chain events, such as teleworking, 
a reduction in out-of-home leisure, instability in work environments 
and, above all, a great fear of crowds and infection, which led to a 
significant decrease in the mobility of people and their travel, and, 
therefore, in the use of public transport. 

Secondly, we would like to mention the Filomena snowfall, a 
severe winter episode which, in January 2021, brought mobility by 
any means of transport to a standstill in the Community of Madrid 
for nearly two weeks.

The impact of both situations left its mark not only on demand 
levels, but also on all the data recorded in our lines of business as 
a whole.

In spite of the difficulties of these years, we 
have continued to work on and consolidate 
our management model based on sustainable 
development principles. 

We have revised and updated the strategic lines 
that support our Sustainability Plan, based on 
environmental, social and good governance 
principles (ESG). 

We have adapted our messages, concepts 
and results to current trends in the sphere of 
sustainable development. 

To this end, we have reviewed specific topics, 
the Company’s SWOT (Strengths, Weaknesses, 
Opportunities and Threats) and we have 
monitored our objectives in relation to our 
stakeholders.

In the next Report, we will publish the results 
obtained as a consequence of this work, driven  
by the quest for continuous improvement.
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4 PILARES:

Minimising environmental 
impact   
Minimising and remedying the 
environmental and social impacts 
caused by MLO’s business activities.

4

Improving relations  
with the local community  
and other stakeholders
Being a company committed to the  
sustainable development of the environment, 
collaborating with and driving initiatives in  
this sphere in the local community.

1 Putting people and their  
development in the spotlight
Improving the quality of employees’  
work performance and promoting, as far  
as possible, employment opportunities  
at the local level.

2

Guaranteeing good  
governance, accountability  
and integrity 
Having a team that is committed and  
geared towards ensuring efficiency, ethics, 
integrity and transparency in all company 
processes. 

3

The cornerstone of our strategic sustainability 
plan is based on dialogue with our stakeholders. 
We have made great strides in improving our 
listening and communication mechanisms in order 
to better identify and meet their needs. We care 
especially about people: the local community 
where we deliver our service, users and workers, 
among others, ensuring we invest our efforts in 
programmes that make a difference and improve 
other people’s quality of life. Our listening 
mechanisms include our noteworthy user and 
employee satisfaction surveys.

The vision of stakeholders that we address in 
our sustainable management model goes far 
beyond compiling their needs and expectations 
to carry out a risk-opportunity analysis. Our goal 

is to achieve their engagement and commitment 
in all of the organisation’s important issues. 
MLO has a map of stakeholders (where we 
include available channels through which we 
offer information and receive their feedback), 
which we review regularly. Recently, and as part 
of our commitment to continuous improvement, 
we conducted an internal survey for its review 
and to identify, validate and prioritise the main 
stakeholders based on power / interest criteria 
and their corresponding expectations, in order to 
help improve our relationship with these groups. 
The conclusions of this survey support the 
previous results and rate MLO as an organisation 
committed to Sustainable Development and the 
Environment.

MAIN STAKEHOLDERS

USERS

SUPPLIERS PEOPLE

SHAREHOLDERS

Workers
Workers’ legal 
representatives

LOCAL COMMUNITY

Local administrations
Neighbourhood associations
External assistance organisations
NGOs
Professional associations
The media
Educational institutions
Competitors

CUSTOMERS
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3.6 To halve the number of
global deaths and injuries 
from road traffic accidents

 We began implementing an advanced driver assistance
system (SIMOVE) in all light rail trains. This system allows 
us to monitor tram speed continuously in real time, operating 
automatically and braking the vehicle in risk situations 
caused by speeding. The system provides added safety 
by preventing possible human errors, improving the MLO 
service at the operational level and offering enhanced safety 
and confidence to users.

 We continued the pilot Conscious Driving project in order to 
   improve MLO drivers’ attention skills.

 We continued to improve accident rates with actions such as:

Awareness campaigns against user falls, especially in the 
elderly. 
We designed an awareness campaign on the use of mobile 
phones and headphones on public roads for young people.

 We gave talks on road safety at local schools in collaboration
with tutors and the Aesleme Foundation to contribute to the 
safe, sustainable mobility of teens and young people who live 
in western Madrid. As pedestrians, cyclists and drivers, we 
made them aware that they can combine different methods 
of transport to reach their destination (light rail, bus, bicycle) 
without taking risks.

 We monitored the update and digitisation of teaching
material to support the road safety talks that comprise the 
Road Safety Education Project.

3.4 To promote mental health
      and well-being

 The EFR (family-friendly company) certificate was
renewed by the Más Familia Foundation, increasing our 
rating, raising it from a D to a C+. This improvement was the 
result of our response to the circumstances caused by the 
pandemic and the Filomena episode.

 All office employees were provided with the necessary tools
so that they can carry out their duties from home in ideal 
conditions.

 Throughout the entire pandemic, in addition to complying
with the obligations imposed by the Ministry of Health, 
some measures stand out: we adapted jobs, we provided 
workers with protective elements in addition to strictly legal 
requirements, we performed periodic post-exposure antibody 
testing of the virus (Elisa test) and conducted PCR tests on 
workers before they returned to work after contracting the 
infection.

 Throughout the pandemic, the lines of communication
launched on social media included contents of hope and 
optimism. 

 We implemented an inspection system that included
investigation, search and information analysis stages, as 
well as visual inspections and sampling, which enabled us 
to ensure that no asbestos is present in MLO’s facilities and 
rolling stock.

 We reviewed all work procedures in which silica sand
dust might be present, we evaluated exposure and we took 
periodic samples to ensure workers are not exposed.

 We started up a variety of campaigns/actions, within the
framework of the pandemic, with the aim of reinforcing the 
health and safety of passengers, as well as improving their 
experience.

RELATED TARGETSSDG MAIN ACTIVITIES IN THE 2020 AND 2021 PLAN

Sustainability Report 
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RELATED TARGETS RELATED TARGETSSDG SDGMAIN ACTIVITIES IN THE 2020 AND 2021 PLAN MAIN ACTIVITIES IN THE 2020 AND 2021 PLAN

4.4 To substantially increase
the number of youth and 
adults who have relevant 
skills, including technical 
and vocational skills, for 
employment, decent jobs 
and entrepreneurship.

   We ran new local projects to promote sustainable education,
with the aim of increasing awareness of eco-social processes 
and, ultimately, of improving the quality of the environment 
and of people. Worthy of note are: Environmental and 
sustainable cycling routes; educational visits to MLO depots; 
“Outdoor Escape Room (Where is the Environmental Exit?)” 
activity; “Forest, Cloning and Virtual Reality” activity; an 
Aquatic Classroom Project and a Renewable Energy Circuit. 

4.7 To ensure that all learners
acquire the knowledge and 
skills needed to promote 
sustainable development, 
including, among others, 
through education for 
sustainable development 
and sustainable lifestyles, 
human rights, gender 
equality, promotion 
of a culture of peace 
and nonviolence, 
global citizenship and 
appreciation of cultural 
diversity and of culture’s 
contribution to sustainable 
development.

 We continued collaborating with schools in initiatives to
bring students closer to the world of work.

 We signed a collaboration agreement with the Department
of Employment and Education of the Boadilla del Monte 
Town Council.

 We signed a collaboration agreement with the Pozuelo 
de Alarcón recruitment agency.

8.8 To protect labour rights
and promote safe 
and secure working 
environments for all 
workers, including migrant 
workers, in particular 
women migrants, and 
those in precarious 
employment.

 Within the scope of the identified risk analysis and
processing procedure, we conducted an exhaustive 
validation of the design of the Smart Job Project (signalling 
to reinforce the safety of platform work), improving it and 
making it more robust. We also designed its integration 
with other systems, such as the SIMOVE (Advanced Driver 
Assistance System) and the SAE (Operations Support 
System), for the exchange of information. In addition, we 
designed and implemented a remote control screen and 
deployed equipment in the field on the ML3 line.

 Thanks to the MLO Employee Portal app, we improved
workers’ access to information on occupational risk 
prevention in their jobs, enabling them to view all the 
contents in their daily activities from any mobile device. 

 With regard to improving the track object detection process,
we made an inventory of structural elements that could 
become detached and impact the running of light rail trains in 
order to improve the object collision rate.

 We improved and reinforced the signalling warning of the
   transit of Light Rail trains in tunnels.

 We gave training on Occupational Risk Prevention (ORP).

5.5 To ensure women’s full
and effective participation 
and equal opportunities for 
leadership.

 We have been working on updating the current legislation
of the Equality Plan. To this end, we have created an equal 
opportunities committee comprising the Workers’ Legal 
Representatives and the company, which is working on 
analysing equality between the men and women in the 
company.

6.3 To improve water quality 
by reducing pollution, 
eliminating dumping and 
minimizing release of 
hazardous chemicals 
and materials, halving 
the proportion of 
untreated wastewater and 
substantially increasing 
recycling and safe reuse 
globally.

 We designed a remote meter system to detect leaks and
abnormal consumption in water intended for different uses.

 We reinforced the preventive maintenance of the irrigation
networks in landscaped areas in order to reduce leak-related 
incidents.
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9.4 To upgrade infrastructure
and retrofit industries to 
make them sustainable, 
with increased resource-
use efficiency and greater 
adoption of clean and 
environmentally sound 
technologies and industrial 
processes.

We made the necessary investments to:

 Maintain the quality and service level required by users.

 Increase the system control and management capacity,
which will enable us to continue in the line of cost 
optimisation, mainly in reducing consumption.

 Promote training and knowledge management tools to
consolidate all the experience and knowledge acquired by 
the employees during their involvement in the project, lasting 
more than nine years on average.

 Actively participate in the exchange of experiences and
knowledge with other member operators of public transport 
sector associations.

 Promote innovation and the undertaking of actions aimed
at improving our processes and strategies that allow us to 
anticipate and prepare for the challenges of the future.

 As regards technology renewal projects and the treatment of
obsolescence, we closed the action plan that was defined for 
the years 2017-2022.

 We presented a robotics project for the development of a
remote installation and maintenance system for industrial 
equipment, using augmented reality and collaborative 
robotics.

 Within the scope of proposals for improving and optimising
the MLO network, we produced their conceptual design, 
which was submitted to several administrations.

 We continued to take part in online conferences and working
groups in the public transport sector during this period. We 
have carried on recording this participation and knowledge 
interchange. 
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11.2 To provide access to
safe, affordable, accessible 
and sustainable transport 
systems for all, improving 
road safety, notably by 
expanding public transport, 
with special attention to the 
needs of those in vulnerable 
situations, women, children, 
persons with disabilities and 
older persons.

11.4 To strengthen efforts to
protect and safeguard the 
world’s cultural and natural 
heritage.

 We maintained an active dialogue with local councils 
to learn about their needs and ongoing projects.

 We ran educational activities with different groups in the
local community with the aim of advocating sustainable, safe 
mobility, promoting alternative, innovative forms of transport 
and raising awareness about proper road behaviour: thematic 
routes on electric bicycles and awareness and prevention 
days at local old people and special education centres.

 We gave workshops with the collaboration of the local police
on the correct use of the bicycle as a means of intermodal 
transport with other methods.

 We maintained and strengthened existing collaborations in
the sphere of educational and inclusive sport with the 
Retamar and Veritas schools and the Pozuelo Basketball 
Club. These latter two have continued to promote games with 
inclusive teams so that people with a variety of disabilities 
can begin playing basketball from a recreational perspective.

 We increased assistance for socio-labour integration projects
to minimise the consequences of the situation experienced 
during the pandemic.

 We continued with our traditional participation in the Three
   Kings Parade in Boadilla del Monte in 2021.

Sustainability Report 
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13.3 To improve education,
awareness-raising and 
human and institutional 
capacity on climate change 
mitigation, adaptation, 
impact reduction and early 
warning.

 We conducted pilot tests to reduce fluorinated gas leaks from
vehicles by reducing the capacity of the refrigerant gas tanks 
of the air conditioners in the passenger compartment (3 
installed air conditioners being tested).

 We adopted measures aimed at minimising traction energy
   consumption from vehicle lighting:

Replacement of conventional luminaires with LED light 
fittings (11 vehicles equipped in the 20/21 period).
Replacement of vandal-resistant sheets with solar filter 
sheets (14 vehicles equipped).

 We continued to replace luminaires with LED light fittings
in the areas enabled for vehicle repair and tuning to achieve 
a reduction in low-voltage consumption in workshops and 
depots.

 We looked at the possibility of installing solar panels at the
Aravaca and Puerta de Boadilla stations, although the project 
has been postponed for the time being.
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RELATED TARGETS RELATED TARGETSSDG SDGMAIN ACTIVITIES IN THE 2020 AND 2021 PLAN MAIN ACTIVITIES IN THE 2020 AND 2021 PLAN

16.5 To substantially reduce
corruption and bribery in 
all their forms

 We started up a process for reporting, investigating and
assuring the smooth running of the agreed protocols.

 We included in the drawing-up of new contracts a clause
on our Code of Ethics for the information and approval of 
suppliers.

12.6 To encourage companies,
especially large and transnational 
companies, to adopt sustainable 
practices and to integrate 
sustainability information into 
their reporting cycle.

12.8 To ensure that people
everywhere have the 
relevant information and 
awareness for sustainable 
development and lifestyles in 
harmony with nature.

12.5 To substantially reduce
waste generation through 
prevention, reduction, 
recycling and reuse 
policies.

 We continued with the implementation of a sustainable
business model and a new publication of a sustainability 
report.

 We ran activities for families within the collaboration
agreement with the Town Council of Pozuelo de Alarcón with 
the aim of increasing awareness of eco-social processes 
and, ultimately, of improving the quality of the environment 
and of people. Sustainability: sustainable routes; “Forest, 
Cloning and Virtual Reality” activity; Aquatic Classroom 
Project and a Renewable Energy Circuit.

 We continued to control consumption carefully, which has led
to a drop in hazardous material storage levels and a reduction 
in indicator limits in order to drive improved environmental 
performance.

 We held environmental awareness sessions (recycling,
among others) and refresher training to improve our response  
to environmental emergencies.
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We are a responsible, sustainable mobility company that puts its daily effort 
into providing its passengers with an efficient, high-quality service.

ABOUT US

14 YEARS OF RESPONSIBILITY AND COMMITMENT 

 We are firmly committed to sustainable 
development. 

We minimise our environmental impact  
wherever we engage in our business activities. 

We care about the people involved  
in this project.

We base our economic growth on integrity  
and transparency. 

We have honoured this commitment in all our 
activities over the past 14 years to meet the 
demands of a population of close to 200,000 
inhabitants, including neighbors and workers  
in the surrounding area.

22 23

91million
passengers
transported 

More than

22 million km  
travelled

To offer a safe, punctual, 
accessible and sustainable 

mobility service. 

MISSION
The search for excellence that 

enables us to be a national 
benchmark in the passenger 

transportation industry. 

VISION
Professionalism, integrity, 
transparency, innovation, 

respect and pride in belonging  
to the organisation.

VALUES
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Metro Ligero Oeste, S.A. (MLO) is a public transport 
concession holder for the construction and operation 
of a Light Rail system that manages the ML2 and ML3 
lines. These lines connect the municipalities of Boadilla 
del Monte, Alcorcón, Pozuelo de Alarcón and Madrid to 
the transport network managed by the Madrid Regional 
Transport Consortium (the underground network, 
suburban rail and city and intercity buses).

Since July 2007, we have been managing the running 
(operation and maintenance) of the entire system: 
works, facilities and rolling stock, with a workforce of 227 
people. We are headquartered in Ciudad de la Imagen, 
in the municipality of Pozuelo de Alarcón. The project 
represented an investment of nearly 673 million euros in 
rolling stock, works, facilities, technical equipment and 
human teams.

As mentioned previously in the Management 
Approach chapter, the number of users 
transported was seriously affected during this 
reporting period, mainly due to the effects of the 
COVID-19 pandemic.

Light rail demand behaviour patterns were similar 
to those of the other means of transport in the 
Community of Madrid, including those of many 
operators in Spain, recording an average decrease 
in passenger numbers in the first months of the 
pandemic of 2020 (from March to May inclusive), 
of 80% to 90% compared to 2019. Then it quickly 
stabilised at an average drop of 50%-40%, until  
April 2021. 

From the onset of this health crisis, we continuously 
monitored demand behaviour, maintaining close 
contact with the Madrid Regional Transport 
Consortium (CRTM), in an attempt to provide an 
agile response to its development, always complying 
with health and safety recommendations.

We were able to plan a service offer in line with 
reality, capable of protecting both users and workers.

MLO PROFILE
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342
WE CREATE JOBS FOR

 PEOPLE:

permanent 
contracts in the 
2020/2021 period95,90%

227
direct employees

115
indirect employees

7.061.324 
passengers transported (average 2018/2019)

3.586.114

4.216.566
passengers transported in 2021

3.901.340
passengers transported (average 2020/2021)

-44,75%
than in the previous period 2020/21

WORKING DAYS:
2020: 146.704
2021: 173.437
Average: 160.070

SATURDAYS:
2020: 51.840
2021: 67.002
Average: 59.420

SUNDAYS:
2020: 33.944
2021: 44.040
Average: 38.992

-48%

-35%

-35%

EVOLUTION IN PASSENGER 
NUMBERS IN 2020/2021 
by day type compared to 2018/19

passengers transported in 2020
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Three business groups of recognised prestige  
in their respective areas of activity currently make up  
MLO’s shareholders:

COMPANY MANAGEMENT:  
Shareholders’ General Meeting, Board of Directors 
and Compliance Committee, with the specific 
functions of shareholder representation.

ORGANISATION:  
Strategy and Corporate Organisation Committee 
(CEOC), Internal Regime Committee (CRI), with 
the functions of strategic management of human 
resources organisation and oversight, including the 
disciplinary regime.

OPERATIONS:  
Project and Investment Oversight Committee 
(CSPeI), Integrated Management Committee 
(CGI), Operations Area Management Unit (UGZO), 
Change Management Technical Committee (CTGC), 
Legal Requirement Oversight Committee (CRL), 
responsible for the operational management of the 
company, oversight of the integrated management 
system and compliance with applicable legal 
requirements.

SAFETY:  
Operational Health and Safety Committee (COSyS), 
Operational Railway Safety Committee (CSFO), 
Occupational Health and Safety Committee (CSS),  
Business Activity Coordination (CAE), Accident 
Investigation Committee (CIA), Crisis Committee 
(CC), Drug Addiction Oversight Committee 
(CDRG), where all matters relating to railway 
safety, occupational risk prevention and any other 
safety and emergency related issues at MLO are 
addressed.

MLO’s management is based on a series of committees that make up its management bodies, coordinated  
by the general management, and whose functions are described below:

GOVERNANCE STRUCTURE INTERNAL STRUCTURE OF MLO:

26 27

abrdn.com/es-es

queenspoint.westeurope.cloudapp.azure.com/

aleatica.com/

Operational areas              Support areas            (IMS) functions*          Other functions

*Integrated Management System (IMS) functions .                       
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At Metro Ligero Oeste (MLO) we have always been committed to adopting good governance, 
transparency and integrity practices with the aim of implementing a sustainable corporate 
governance model. As a result of this commitment, we have addressed a variety of 
Environmental Social Governance (ESG) management-related topics in an attempt to adopt  
the main trends in this matter at the national and international level.

GOOD GOVERNANCE, 
RESPONSIBILITY 
AND INTEGRITY

1
2928
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MLO started an internal transformation process, 
beginning in 2016, in which a significant change was 
made to the shareholder structure. As a consequence, 
we took on the strategic commitment to become a 
benchmark in the adoption of transparency and good 
governance principles.

The Board of Directors approved, for the 2017 financial 
year, a Strategic Plan aimed at implementing a 
management model based on sustainable development 
principles. The initial stages of its development, as 
indicated in past reports, were spent reviewing and 
establishing the strategic foundations of the model.

In the years 2018/2019, we continued to develop the 
aforementioned Implementation Plan, recognising that 
good governance is key to the sustainable development 
of our business activities. In this respect, we reviewed 
the cultural elements (mission, vision, values   and 
Integrated Management Policy) on an annual basis, 
ensuring consistency with sustainable management 
principles; we worked on aspects to improve our 
procedures, unifying them under a single Integrated 
Management System; we implemented a formal 
strategic planning process for issues relevant to the 
organisation’s sustainability, and we reviewed its policies 
and strategies, improving our definition and analysis of 
stakeholders.

As a result, we successfully established our strategic 
objectives and priority lines of action through the 
formalisation of a Sustainability Plan that sets out the 
goals, activities, and budgets required to undertake 
these actions.

This integrated Sustainability Plan, in its successive 
updates, continues to incorporate into our model new 
processes for monitoring and evaluating results, thus 
becoming an active model that adds value and closes 
the circle of continuous improvement.

During this cycle (2020/21), we followed up the 
execution of the aforementioned Strategic Sustainability 
Plan with the creation of a proposed scorecard 
containing the company’s main sustainability indicators. 
This scorecard will be used to measure and monitor 
the results obtained, as well as setting the appropriate 
priorities for achieving the agreed objectives.

This exercise, together with the review and update 
of MLO’s strategic pillars, was listed as one of our 
management’s strong points in the external quality audit 
conducted in 2021.

1.1
ADOPTING GOOD GOVERNANCE PRACTICES

CHALLENGES FOR THE FUTURE

 To consolidate the proposed strategic plan and sustainable scorecard and to implement it as a single tool for 
monitoring the agreed strategic objectives, with indicators that serve to control the company’s operational, 
economic, environmental and social performance.

 To adapt the parameters that comprise both the sustainable strategic plan and the scorecard to ESG rating 
criteria, in an attempt to adopt the main trends in this matter.

To create the “MLO Identity” app, including all the corporate information necessary for new hires and third-party 
communications in digital format.

To set up an annual meeting to monitor the staff situation in each division together with the general management 
and the human resources department.
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1.2
GUARANTEEING ETHICS  
AND INTEGRITY IN  
BUSINESS ACTIVITIES

CHALLENGES FOR THE FUTURE 2022/2023

To complete the definition of the oversight process for implementing the 
Code of Ethics within the organisation: the creation of control, oversight and 
incorporation mechanisms in the integrated management system and in the 
sustainable scorecard.

To open a section on the corporate website to communicate the Code of Ethics 
to all our stakeholders, including a complaints channel.

To implement training and awareness processes on the ethical management 
model, both for new hires and, from time to time, for all members of staff.

33

Our management model aimed at fulfilling our 
commitment to zero tolerance of illicit or criminal 
behaviour is based on three pillars:

A Code of Ethics that sets out the models and 
guidelines of professional, ethical and responsible 
behaviour that must guide all members of the company 
in the undertaking of their activity.

The systems implemented for the prevention  
of criminal behaviour and any illicit conduct.

The monitoring and control mechanisms necessary  
to guarantee compliance.

NOTEWORTHY ACTIVITIES 
2020/2021

We started up a process for reporting, investigating 
and assuring the smooth running of the agreed 
protocols.

We included in the drawing-up of new contracts a 
clause on our Code of Ethics for the information and 
approval of suppliers.

We decided to postpone to the following year 
the challenge of creating a practical training and 
awareness process for the Code of Ethics and 
compliance mechanisms for new hires, extending it  
as a reminder to the entire workforce.
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Our values   focus on the development of our workers and our commitment to them, one of our 
main stakeholders. Through a policy that embraces talent management and the development  
of innovation capability, we improve our professionalism day by day and reinforce the pride  
of belonging to the organisation, always shunning any type of discrimination.

PEOPLE AND  
THEIR DEVELOPMENT

2
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Our human team always seek excellence in daily work 
and share a common goal. We experienced the best 
example of this during the pandemic, when our light 
rail vehicles never stopped running, as a result of 
responsibility, trust, a sense of pride in belonging and 
teamwork. 

We have passed with flying colours the considerable 
challenge of these past two years, marked by pandemic-
related organisational changes. The enormous task of 
Human Resources management focused on caring for 
our team and generating a feeling of closeness and 
a bond with the organisation. Thanks to motivation-
based leadership and the importance of creating a safe, 
healthy work environment, we have been able to build 
up the loyalty of and retain in-house talent.

2.1
TALENT MANAGEMENT

36

NOTEWORTHY ACTIVITIES 
2020/2021 

Due to the situation experienced during this time, 
we froze training on leadership and technological 
changes, which we expect to start up again in the 
next cycle. However, we continued, as far as possible, 
with other types of training, working actively in the 
field of safety and in matters of Occupational Risk 
Prevention (ORP), as well as delivering new training in 
Conscientious Driving.

We carried on working on the single database for 
managing training for each employee, including online 
training in this database, and we integrated it into the 
MLO employee portal app, enabling each worker to 
consult their own training profile.

HOURS PROVIDED

RATING TRAINING COURSES

50
COURSES 

IN 2020: 

Due to the situation caused by the pandemic, non-compulsory training was stopped, giving priority  
to courses on occupational health and safety.

The average stands at hours of training
% than in the previous period

1,963
- 55

1,200 HOURS OF 
TRAINING

50
5.28 hours/employee

COURSES

IN 2021: 

2,725 HOURS OF 
TRAINING

50
12 hours/employee

COURSES

AVERAGE SCORE:

9.42
OUT OF 10

9.66 9,20
IN 2020 IN 2021

OUT OF 10 OUT OF 10 

-3,8%
courses than in  
the previous period

During this period, we cut back on face-to-face training.

-2%
courses than in  
the previous period

CHALLENGES FOR THE FUTURE 2022/2023 

To create a digital training satisfaction evaluation system.

To commit to training in emotion management through mindfulness techniques.

To train customer service staff in conflict management.

To resume the analysis of training needs relating to technological and leadership changes.

To develop a training management app, including online training, with the following functions:
- A training catalogue
- Job profiles and necessary training
- An employee training data card
- Course management
- Expiry management

To establish a common performance assessment guide for structural staff, which will include  
an annual worker feedback meeting.

To start up a second version of the joint knowledge management sessions.

37

12 hrs
AVERAGE NUMBER 
OF HOURS
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2.2
STABLE HIGH-QUALITY  
EMPLOYMENT

38 3

CHALLENGES FOR THE FUTURE 2022/2023 

To continue collaborating with educational establishments in initiatives to bring students closer to the world of work.

To study possible new work-family balance-related measures (teleworking options, improving meeting management,  
among others).

To share internally statistics on the use of social benefits by workers.

As regards high-quality employment, it should be noted that 4.23% of our contracts are temporary,  
while 95.79% are permanent, with a staff turnover rate of 4.41%.

HIGH-QUALITY EMPLOYMENT

PERMANENT 
CONTRACTS

95.90%
TEMPORARY 
CONTRACTS

4.10%

We collaborated, although to a lesser extent due to the 
health crisis, with the following educational establishments  
in initiatives to bring students closer to the world of work:

The José Ramón Otero Vocational Training Centre 
Teaching Cooperative (two interns at MLO).
The Comillas Pontifical University in its Master’s Degree  
in Railway Systems (seventeen students at MLO).

We signed a collaboration agreement with the Department of 
Employment and Education of the Boadilla del Monte Town 
Council, through the Boadilla Emplea Programme, where 
MLO commits to using this employment mediation service 
which, free of charge, supplies it with ideal candidates for its 
job offers and with the advantage that these candidates live 

close to the workplace. In this way, MLO also contributes to 
fulfilling the goal of the Boadilla Town Council Recruitment 
Agency of presenting the best candidates for its job offers.

We signed a collaboration agreement with the Pozuelo de 
Alarcón recruitment agency.

We provided all office employees with the necessary tools to 
carry out their duties both from home and safely in the office. 
This challenge was widely achieved in record time and 
expectations were exceeded.

NOTEWORTHY ACTIVITIES 2020/2021 

One of our main policies in terms of people management 
is aimed at facilitating the reconciliation of work and 
personal life, which is mutually beneficial for both 
the employees and the company. Job stability and 
permanent contracts are features that reflect the 
strength and reliability of the company.

In 2021, the Más Familia Foundation renewed the 
company’s Family-Friendly Workplace certification, 
increasing our rating since the previous audit and raising 
it from a D to a C+. This improvement was the result of 
our response to the circumstances caused by COVID 

and the Filomena episode, prioritising the care of people 
and led by senior management. This has given rise to a 
high level of satisfaction in the workforce and very good 
work environment ratings.

We want to continue contributing to the vocational 
guidance of young students in the surrounding area, 
bringing them closer to the world of work and generating 
new employment opportunities for them.
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2.3
PROMOTING OCCUPATIONAL  
HEALTH AND SAFETY

40

MLO works actively to raise its workers’ awareness 
of health and safety in their jobs and workplaces, 
constantly improving training and information on 
prevention. Our goal is to promote a safe, healthy work 
environment, free from occupational accidents, incidents 
and illnesses, always focusing on improving health in the 
workplace and the occupational safety of its workers.

During the pandemic, we faced a changing, unknown 
environment, where our main goal was always to 
protect our workers’ health. We experienced two years 
of continuous legislative changes and the immediate 
enforcement of healthcare laws, including brand new 
protection elements in order to continue providing an 
essential mobility service for the population.

NOTEWORTHY ACTIVITIES 2020/2021 
Within the scope of the identified risk analysis and 
processing procedure, we conducted an exhaustive 
validation of the design of the Smart Job Project 
(signalling to reinforce the safety of platform work), 
improving it and making it more robust. We also 
designed its integration with other systems, such as the 
SIMOVE (Advanced Driver Assistance System) and the 
SAE (Operations Support System), for the exchange of 
information. In addition, we designed and implemented 
a remote control screen and deployed equipment in the 
field on the ML3 line.

We continued with the task of incorporating prevention 
aspects into preventive maintenance work procedures 
and summary sheets, collaborating with the technical 
part of each maintenance division and the Occupational 
Risk Prevention division, visiting and updating the 
operations carried out, until covering 94% of all the 
preventive measures and summary sheets updated at 
the end of 2021.

Thanks to the MLO Employee Portal app, we improved 
workers’ access to information on occupational risk 
prevention in their jobs, enabling them to view all the 
contents in their daily activities from any mobile device.

We gave awareness talks on information on specific 
place and job hazards to all maintenance staff.

We improved and reinforced the signalling warning of 
the transit of Light Rail vehicles in tunnels.

We met all the objectives set in the annual railway 
safety plan (the installation of 130 m of protective barrier 
against light rail derailments; marking of the gauge limit 
in at least 5 of the most conflictive crossings of the ML3 
line; training for Central Control Centre operators to 
improve the detection of structural defects in the light 
rail through a video surveillance system (CCTV), among 
others).

Throughout the entire pandemic, in addition to 
complying with the obligations imposed by the Ministry 
of Health, we put people first at all times. Among the 
measures implemented, the following stand out: we 
adapted workstations, we provided protective elements 
for workers in addition to strictly legal requirements 
and we performed periodic antibody testing following 
exposure to the virus (Elisa test) and PCR tests for 
workers before returning to work after contracting the 
infection.

We introduced an inspection system that included 
investigation, search and information analysis stages, 
as well as visual inspection and sampling, which serves 
to ensure that there is no asbestos present in MLO’s 
facilities and rolling stock.

We reviewed all work procedures where silica sand 
dust might be present, we evaluated exposure and we 
took periodic samples to ensure that workers are not 
exposed to it.

As mentioned above, we continued the Conscious 
Driving pilot project with the aim of improving the 
attention skills of members of staff authorised to drive 
light rail vehicles.

In order for the matter to be addressed face to face, 
we postponed to the following period the staging of the 
knowledge and awareness sessions of the workplace 
Health Promotion Plan in place on the prevention 
of drug addiction and consumption of psychoactive 
substances.

41

ACCIDENT RATE

ACCIDENTS WITHOUT SICK LEAVE

10 reduction of 2 accidents  
in those without sick leave

= to the previous period  
with respect to those  
with sick leave

ACCIDENTS WITH SICK LEAVE 2021

12

The accidents that occurred were 
MINOR, except for one. 

227 WORKERS

To create a digitalisation project for the documentation managed 
in occupational risk prevention for each job (training, PPE, medical 
skills, appointments, preventive resources, requirements for each 
job, among others). These contents would be included in the 
employee app, which can be accessed at any time by all MLO 
workers.

To have a database available for workers that allows them to 
stay abreast of all PPE-related information (deliveries, equipment 
pending, renewals, expiries, alarms...).

To hold sessions on knowledge and awareness of the workplace 
Health Promotion Plan in place on the prevention of drug addiction 
and consumption of psychoactive substances.

To include risk prevention-related aspects in the preventive 
instructions for specific jobs in the maintenance division.

Within the scope of the identified risk analysis and processing 
procedure, to complete the validation and integration tests of the 
Smart Job Project and mass production of the on-board equipment 
for its subsequent installation. It will eventually be deployed on the 
ML2 line. We will also be working on its integration in the Central 
Control Centre (CCC) so that it is coordinated with the other 
applications.

To continue reviewing documentation that includes occupational 
health and safety measures to improve the protection of 
maintenance workers (setting up a tool to improve communication on 
OHS to workers).

To install anti-glare vinyl in the driver’s cabin to prevent blinding in 
certain light conditions.

To provide training in the safe use of small machinery for all 
maintenance staff.

CHALLENGES FOR THE FUTURE 2022/2023 
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CHALLENGES FOR THE FUTURE 
2022/2023 

To stage online knowledge conferences in order to reach  
a higher number of employees and to create a digital library 
accessible to all workers.

To start up the actions set out in the company’s Equality Plan.

To renew the collective labour agreement with the workers’ 
representatives for the following period.

To develop version 2.0 of the employee portal, including all  
the improvements suggested by both employees and directors.

To establish a common performance assessment guide for 
structural staff, which will include an annual worker feedback 
meeting.

2.4
IMPROVING INTERNAL  
DIALOGUE AND  
EMPLOYMENT PRACTICES

42

The changing environment we experienced during this 
period has had a positive impact on the implementation 
of new internal communication channels, enabling 
us to reinforce a teamwork culture with a significant 
improvement in inter-departmental coordination over the 
past two years.

Senior management has committed firmly to recognising 
the effort made, sharing satisfaction with the results 
obtained through videoconference meetings or 
communications valuing worker involvement and 
professionalism.

Since mid-2021, we have been working on updating 
the current legislation of the Equality Plan. To this end, 
we have created an equal opportunities committee, 
comprising the Workers’ Legal Representatives and 
the company, which is working on analysing equality 
between the men and women in the business.

NOTEWORTHY ACTIVITIES 
2020/2021 

In order to work on improving the quality of employment, we 
conducted a climate survey in 2021 to discover first-hand 
workers’ opinions of the Organisation, Communication and 
People Management. It should be noted that the overall 
score was 7 out of 10.

We completed the MLO Employee Portal app, which 
has provided all our employees with all our internal 
documentation, as well as the procedures managed through 
the Human Resources department.

We postposed to the following period the online staging 
of the knowledge conferences in order to reach a higher 
number of employees and to create a digital library 
accessible to all workers. We believe it is important to hold 
these sessions face to face previously.

83.48%
MEN

16.52%
WOMEN

43

Data as of 31 December 2021

Data as of 31 December 2019: 
Men: 82.68% / Women:17.32%
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The cornerstone of our strategic sustainability plan is based on ongoing dialogue with  
our stakeholders. We are making strides to improve our listening and communication mechanisms  
in order to better identify and meet their needs.

We care about our local community, our users and our workers, ensuring we invest our efforts in 
improving their quality of life.

RELATIONS WITH  
THE COMMUNITY  
AND OTHER  
STAKEHOLDERS 

3
4544



compared to the 
previous period

Our aim is to offer the citizens of the Community of 
Madrid a safe, accessible, punctual, fast and sustainable 
mobility service in economic, social and environmental 
terms.

We have taken on board the ongoing commitment to 
improve the user experience as well as overall service 
delivery indicators.

During this year, we faced two difficult moments that had 
a direct impact on the delivery of our mobility service.

We worked hard to put all our efforts into ensuring the 
health and safety of our users and workers, maintaining 
the quality of our service at all times.

USER PROFILE

AGE (YEARS)

AVERAGE

35YEARS

From 16 to 24 
From 25 to 34
From 35 to 44
From 45 to 59

60 and over

35%
20%
17%

6%
22%

REASONS FOR TRAVELING IN %

GENDER

42%
MEN

58%
WOMEN

46 47

Leisure
6%

Work
67%

Personal/Family
5% 

Education
23%

SATISFACTION

DATOS DE ATENCIÓN AL CLIENTE

The decrease in data compared to the previous reporting period is due to the drop in passengers caused by the pandemic.

Nº DE OBJETOS PERDIDOS Y ENTREGADOS EN 2020/2021

AVERAGE  
LOST ITEMS

324
-62%

Compared to the 
previous report

 AVERAGE 
COMPLAINTS

64
-61%

compared to the 
previous period

AVERAGE 
INFORMATION 

REQUESTS

34,819
-40%

Compared to the 
previous report:

+2,4%

8.3/10
2021

MAXIMUM  
RESPONSE TIME

2.8 DAYS

-7% compared to the 
previous period

3.1
GUARANTEEING QUALITY  
AND TRANSPARENCY  
IN SERVICE DELIVERY
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NOTEWORTHY ACTIVITIES 2020/2021 PUNCTUALITY 

SERVICE  
AVAILABILITY

48 49

98.38% 99.89%

+1% -0.03%

(average 2020/2021)  
with no delays over  

1 minute

(average 2020/2021)  
with no delays over  

5 minutes

compared to the  
previous period

compared to the  
previous period

99.95%
(average 2020/2021)  

of km completed/scheduled

+0.18%
compared to the  
previous period 

ACCIDENT RATE 

3.97 No. of accidents  
per million km

This figure indicates the no. of collisions with cars unrelated to MLO.
In the previous report, the data collected also included collisions with 
objects, where the car collision rate stood at 5.93.

CHALLENGES FOR THE FUTURE 
2022/2023 

To continue with the global project to improve the passenger 
information system and to establish an accessible multi-channel 
communication system. Upon completion of the relevant testing 
of the pilot created, we will install a prototype at one of our 
stops that will help us define the appropriate improvements 
needed to extend this solution to the entire stop and vehicle 
network. In addition, we plan to fully redesign our assets 
available on the web and app. We will give priority to updating 
telephony and intercom elements and improving information 
systems in the event of network incidents.

To develop a civic campaign that improves users’ social 
interaction experience.

Within the scope of the identified risk analysis and processing 
procedure, the SIMOVE system will include, in the entire MLO 
fleet, the automatic operation of emergency braking in the event 
of excessive speed and the driver’s failure to act.

We continued with the global project to improve the 
passenger information system, creating a pilot system 
for stops and vehicles.

We redesigned and fully renovated the turnstiles at the 
Colonia Jardín and Aravaca stations to adapt them to 
new technologies and some groups’ special needs.

In response to the identified risk analysis and 
processing procedure:

We began the implementation of an advanced driver 
assistance system (SIMOVE) in all light rail vehicles. 
This system allows tram speed to be monitored 
continuously in real time, operating automatically 
and braking the vehicle in risk situations caused by 
speeding. The system provides added security by 
preventing possible human errors, improving the 
MLO service at the operational level and offering 
enhanced safety and confidence to users.
We continued the pilot Conscious Driving project in 
order to improve MLO drivers’ attention skills.
We have continued to improve accident rates with 
actions such as:
- Awareness campaigns against user falls, especially
  in the elderly. 
- We designed an awareness campaign on the use
  of mobile phones and headphones on public roads
  for young people.
- With regard to improving the track object detection

process, we made an inventory of structural 
elements that could become detached and impact 
the running of light rail vehicles in order to improve 
the object collision rate.

We improved the systems providing user information 
in the event of a network incident, which supplement 
those already in place, updating physical information 
at stops.

We finalised the implementation of the user 
satisfaction rating system regarding the service 
received and the data collection process.

On account of the pandemic and with the aim 
of reinforcing the health and safety of users and 
improving their experience, we started up a variety of 
campaigns / activities that included the following: 

The installation of decals announcing official 
recommendations for public transport use (social 
distancing, mandatory use of masks, among others); 
reinforcement of vehicle and facility cleaning and 
disinfection tasks; implementation of an automatic 
door opening system and, during the toughest phase 
of the pandemic, limited use of the seats closest to 
the driver’s cabin and inspection of travel tickets and 
bringing forward the network closing time to midnight.
The implementation of a real-time passenger 
counting system at our main Colonia Jardín terminal, 
through which nearly 80% of our demand passes, for 
better crowd control, among other functions.
 

We carried out the works that were necessary during 
and after storm Filomena in order to resume the 
commercial service and to continue enabling our users 
to move around safely.

During this reporting period we were unable to 
offer additional services to our passengers, but we 
continued working to improve the user experience in 
spite of the circumstances.

Sustainability Report 

2020/2021



50 51

CONSOLIDATING THE STRENGTH  
AND SOUNDNESS OF THE PROJECT

3.2

We know that sustainable management is key in our 
business strategy to generate value, a declaration of 
our firm commitment to continuous improvement and a 
sign of maturity.

We also believe that the best way to be sustainable is to 
count on our stakeholders in all business areas and to 
make a firm commitment to them. To this end, we have 
implemented a responsible procurement and contracting 
policy and we manage our resources and approach our 

main investments bearing sustainable development in 
mind.

Resource optimisation, active participation in working 
groups in the sector and the promotion of sustainable 
public transport, as part of a strategy of sustainable 
mobility in cities, help us to generate economic 
value and furnish the project with strength and 
soundness. 

EBITDA MARGIN 
2021

69.87%  13.11 M €  100.00% 65.87M € 100.00%

 -6.99 M €  -53.30%  46.02 M €  69.87%

 -23.78 M €  -181.33%  30.66M €  46.55%

 -17.83 M €  -135.94%  23.00 M €  34.92%

Revenues

Net operating profit

Earning Before Taxes

Net Profit

Aggregate investment 33.37 M €                            36.7 M €

ECONOMIC 
HIGHLIGHTS 2020 2021 

AGGREGATE INVESTMENT IN IMPROVEMENTS 

After diagnosing MLO’s current situation in terms of 
innovation, we decided to manage potential R&D 
projects on an individual basis and to postpone the 
creation of an innovation policy and plan at MLO.

We presented a robotics project for the development 
of a remote industrial equipment installation and 
maintenance system, using augmented reality and 
collaborative robotics.

MLO continued to take part in online conferences and 
working groups in the public transport sector during this 
period. We have carried on recording this participation 
and knowledge interchange.

We created a platform to record and track activities, 
conferences and training which MLO takes part in. The 
functionality for generating statistical reports on the 
recording of activities and content viewing is pending.

Within the scope of proposals for improving and 
optimising the MLO network, we produced their 
conceptual design, which was submitted to several 
administrations.

As regards projects on technology renewal and 
obsolescence management, we closed the action plan 
that was outlined for the years 2017-2022.

NOTEWORTHY ACTIVITIES 2020/2021 

CHALLENGES FOR THE FUTURE 2022/2023 
To continue to maintain contact with other operators in the sector and to generate statistical reports 
on the recording of activities and conferences by industry-specific professional associations.

We will carry on taking steps to create an environment that drives innovation and the 
development of scientific knowledge (engineering) with an operations, maintenance and 
organisation-based objective.

To continue to collaborate with prestigious universities that promote innovation and technology 
transfer in the delivery of commercial services and with associations and other professionals in the 
public transport sector.

As regards technology renewal projects and obsolescence management, we will monitor the action 
plan outlined for the years 2022-2023.

On the basis of the conceptual map of line extensions, we will begin to specifically develop the 
investments and times required to undertake these extensions.

To reissue the tool of the financial economic plan submitted that will serve to study possible 
rebalancing of the company through extensions to the concession term.

Figures reflect an impact on the profit and loss statement after economic and financial rebalance of the Concession Contract  
with the Comunity of Madrid.
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Road safety and environmental education and the 
promotion of sustainable transport are our main 
lines of action to achieve the common goal of being 
environmentally friendly and socially responsible. At 
MLO we believe it is extremely important to work in the 
sphere of education, since there is a large number of 
residents of school age in our service areas.

We have consolidated our commitment to this sphere 
through initiatives undertaken at the local level. Thanks 
to this, MLO contributes to establishing a mature 
strategy to promote sustainable living so that cities are 
more inclusive, more sustainable and safer.

In addition, these actions further progress in target 
11.2 of the Sustainable Development Goals set by  
the United Nations for 2030.

3.3
COLLABORATING  
WITH LOCAL  
ADMINISTRATIONS IN  
PROMOTING SUSTAINABLE  
LIVING IN CITIES 

EDUCATION

We maintained an active dialogue with local councils to 
learn about their needs and ongoing projects: 

We gave special support to the local police during the 
hardest months of the pandemic through the donation 
of personal protective equipment.

We resumed educational activities as early as possible 
thanks to their adaptation to an online format and/or a 
reduction in the number of people per group and the 
implementation of a special protocol for visits to our 
facilities.

We gave workshops with the collaboration of the local 
police on the correct use of the bicycle as a means of 
intermodal transport with other methods.

We worked jointly with local road safety tutors on a 
proposed teen awareness and accident prevention 
campaign on the use of mobile phones and helmets 
near light rail tracks.

We gave talks on road safety at local schools in 
collaboration with tutors and the Aesleme Foundation 

to contribute to the safe, sustainable mobility of teens 
and young people who live in western Madrid. As 
pedestrians, cyclists and drivers, we made them aware 
that they can combine different methods of transport to 
reach their destination (light rail, bus, bicycle) without 
taking risks.

We monitored the update and digitisation of teaching 
material to support the road safety talks that comprise 
the Road Safety Education Project.

We reflected on the challenge presented in the 
previous report to establish indicators to measure 
existing collaboration agreements with the local 
community and we came to the conclusion that it is not 
feasible at this time; we have postponed it until we can 
tackle it with every guarantee.

We ran new local projects to promote sustainable 
education, with the aim of increasing awareness of 
eco-social processes and, ultimately, of improving the 
quality of the environment and of people.

NOTEWORTHY ACTIVITIES 2020/2021 

- 48%* 

*in 2020 no visits were made  
to MLO on account of the pandemic

Students benefitted 
2020/21 

4,451

6  
special education 

schools

33  
schools

5  
care homes  

for the elderly

5  
universities 
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Some of the most noteworthy activities with local 
educational institutions were:

Environmental and sustainable cycling routes.

Educational visits to MLO depots.

Activity: “Outdoor Escape Room: Where is the 
Environmental Exit?”
A gymkhana based on three core aspects: 
sustainable transport, renewable energies 
and noise pollution. The activity offers a new 
perspective on the importance of collaboration by 
every citizen in reducing CO2 emissions into the 
atmosphere.

 Activity: “Forest, Cloning and Virtual Reality”
To acquaint participants with the forests that 
surround us and their importance as an ecosystem 
that guarantees the balance and survival of the 
planet through their producing oxygen and reducing 
air pollution, studying their threats and generating 
proposals for their care and maintenance, such 
as the cloning of unique species viewed in virtual 
reality. In addition to the importance of flora as a 
CO2 sink and our responsibility to maintain it, work 
is done with students on other ways to reduce 
the amount of CO2 in the atmosphere: the use of 
sustainable transport and renewable energies.

Aquatic Classroom Project
An Environmental Education Project on the 
conservation of aquatic flora and fauna that 
seeks to raise awareness of the importance of 
preserving the quality of inland waters and to 
facilitate the discovery of the lesser-known natural 
elements in these ecosystems, essential for 
natural balance and health, thus supporting the 
Sustainable Development Goals and expanding 
the offer of environmental education activities in the 
surrounding area.

Renewable energy circuit
We installed a parabolic dish, an innovative smart 
solar concentrator capable of taking advantage of 
the sun’s energy to produce heating and hot water 
without the emission of greenhouse gases. It was 
the first to be installed in an educational space 
and completes the renewable energy circuit of the 
Environmental Education classroom in Pozuelo.

54 55

CHALLENGES FOR THE FUTURE 
2022/2023 

To continue working on the Road Safety Education 
Project by updating and digitising all the teaching 
materials that support the road safety talks given 
by the local police: the aim is to develop a microsite 
targeted at students from 6 to 18 years of age.

To start up the teen accident awareness and 
prevention campaign on the use of mobile phones  
and helmets near light rail tracks.

To continue the existing line of work with the town 
councils of Pozuelo de Alarcón and Boadilla del 
Monte.
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At MLO we promote collaborations in the areas of 
education, disability and sport to meet expectations and 
improve the quality of life of the community in which we 
operate.

During this year, we maintained close contact with 
our main stakeholders, in particular local institutions, 
associations and foundations with which the company 
collaborates on a regular basis to offer support and 
to try and minimise, as far as possible, the difficulties 
experienced.

The duration / prolongation of the health crisis brought 
serious consequences and devastating effects at the 
socio-economic level. Many neighbouring families have 
seen their income cut as a result of the economic activity 
standstill, having to resort to social assistance initiatives, 
such as those provided by Cáritas, the Red Cross or 
food banks.

3.4
ENGAGING IN ACTIVITIES 
IN AND WITH THE LOCAL 
COMMUNITY

In the sphere of educational  
and inclusive sport:
We maintained and strengthened existing collaborations 
with the Retamar and Veritas schools and the Pozuelo 
Basketball Club. These latter two have continued to 
promote games with inclusive teams so that people with 
a variety of disabilities can begin playing basketball from 
a recreational perspective.

In the cultural sphere:
We continued with our traditional participation in the 
Three Kings Parade in Boadilla del Monte in 2021. In 
2020 this was not possible since it was cancelled on 
account of the pandemic.

In the sphere of disability  
and the fight against social exclusion:
We continued to collaborate with almost all the 
foundations, having increased our funding during this 
period, mainly so that these entities could cover the 
additional expenses resulting from a lack of staff and 
prevention materials in the presence of COVID-19 and, 
in some cases, the damage wrought by storm Filomena 
to their facilities. We also increased funding for social 
and employment integration projects to minimise the 
consequences of the situation experienced during the 
pandemic.

With the Red Cross, collaborating in the activities it 
runs to support people in situations of vulnerability.

With Cáritas through the donation of food, uniforms 
and computers.

With Estamos por ti, through a food aid contribution.

With some state schools in Pozuelo, through the 
donation of computers to meet online education needs 
during the pandemic.
 
With the Department of Social Affairs, Family, Women 
and Children of the Boadilla del Monte Town Council 
to promote collaborative actions aimed at raising 
awareness of all kinds of activities that cover the 
needs and interests of the surrounding community. 
During this period, we ran two projects: one to 
support the achievement of objectives relating to 
actions against gender violence and the promotion of 
equal opportunities between women and men; and 
another, to drive the workplace incorporation and 
social integration of people in situations of social and 
economic vulnerability.
This programme combines group and individual 
attention (safe housing, tutorials and follow-up) in order 
to work on aspects relating to the personal, social and 
professional development of its participants.

 

NOTEWORTHY ACTIVITIES 2020/2021 

We reflected on the challenge presented in the 
previous report to establish indicators to measure 
existing collaboration agreements with the local 
community and we came to the conclusion that it is not 
feasible at this time; we have postponed it until we can 
tackle it with every guarantee.

With the Cal Pau 
Foundation

With Afanias With the Hogar Don 
Orione Foundation

With the ONCE Guide 
Dog Foundation 

(FOPG)

With the city  
council of 
Boadilla

With the city  
council of  
Pozuelo

* Collaboration agreements with local entities remain in force; however, 
   due to the pandemic, the scope has been less.

taking part in 
the Three Kings 
Parade 

14 YEARS

SOCIAL AND CULTURAL INITIATIVES

beneficiaries

than in the  
previous period*

2,730 
-27%*

CHALLENGES FOR THE FUTURE 2022/2023 

To gain a deeper understanding of the local community’s social needs  
and to try, as far as possible, to address them.
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Establishing a strong relationship with stakeholders  
is essential to responsible performance and  
sustainable management. At MLO we are committed  
to transparency and the creation of a close link  
with our stakeholders.

During this period, more than ever, dialogue and 
communication played an essential role in being able  
to offer support to our stakeholders in every way.

3.5
PROMOTING  
STAKEHOLDER  
DIALOGUE AND  
COMMUNICATION 

Communication-related:

During the pandemic, we reinforced our customer 
service, online, via telephone, intercom, the website 
and social media, mainly dealing with vehicle 
timetable queries in real time through the corporate 
website and app. The goal was to reduce waiting 
time and to prevent crowding.

We also created 3 communication lines on social 
media:

Useful official information and information  
on the delivery of the commercial service  
during this phase.
Information targeted at the local community 
focusing on social responsibility.
Contents of hope and optimism.

Furthermore, campaigns were launched to reinforce 
urban mobility and to thank users for their loyalty and 
compliance with health regulations, coupled with the 
offer of Covid-19 prevention elements.

During storm Filomena, we experienced an 
exceptional situation in surface public transport. We 
provided a continuous communication service via 
all our channels and in just one week (from January 
8 to 15, 2021) there was an increase in passenger 
interactions that exceeded all those of the previous 
month (December 2020):

188% more downloads of the MLO App
177% more MLO web sessions
68% more incoming calls via telephone and 
intercom.

NOTEWORTHY ACTIVITIES  
2020/2021 
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Interactions and followers increased exponentially 
in our social media profiles, either through shows of 
support or requests or the search for information:

ENGAGEMENT

APP MLO

downloads

than in the  
previous period

3,571
-9.6%*

WEB MLO

visits

than in the  
previous period

221,541
-28%*

BLOG

visits

than in the  
previous period

12,344
-1.6%*

*Users who log on to the MLO website / blog 
and app are mostly regular passengers of the 
commercial service.
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We conducted an internal survey to review, identify, validate and prioritise our main 
stakeholders based on power / interest criteria and their corresponding expectations,  
in order to improve relations with these groups.

We recorded an exponential rise in our audience’s engagement and brand sentiment  
on social media, translated into growth in the MLO community.

OTHER NOTEWORTHY  
ACTIVITIES IN 2020/2021 

11,255
total Fans 
+2,8%
than in the  

previous period

3,911
total Fans 
+28%
than in the  

previous period

33,464
total Fans 
+62%
than in the  

previous period

1,990
total Fans 

+124%
than in the  

previous period

658
total Fans 
+45%
than in the  

previous period

MLO PROFILES

60

CHALLENGES FOR THE FUTURE 2022/2023 

To develop our third Sustainability Report based on GRI standards  
and to include a version of the report in English.

To identify more efficient communication channels and to set up  
a systematic listening and response process that increases their commitment  
and engagement, such as conducting the abovementioned study on the  
implementation of a WhatsApp MLO customer service channel.

To review MLO’s priority stakeholders and to drive formal contacts  
with those defined as such.

61
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At  Metro Ligero Oeste, aware of the importance of transportation as an activity having a considerable 
impact on the environment, we have developed, since our inception, environmental awareness that 
is implicit in all levels of the organisation. For this reason, we have an Environmental Management 
System in place that makes a significant effort to reduce our impact on the environment and with 
which we have achieved notable progress in terms of emission savings, waste management and 
energy and water consumption.

This system is coupled with a Strategic Sustainability Plan which, for its part, allows us to define 
important issues, objectives, lines of work and to improve processes relating     to the delivery of a 
safe, quality service, through the analysis of the possible risks and opportunities we face.

ENVIRONMENTAL 
IMPACT  
MANAGEMENT 

4
6362



4.1
RISK AND CRISIS  
MANAGEMENT

64

During this period we have had the opportunity to put 
into practice our protocols to manage two crises of 
a healthcare and meteorological nature. They have 
allowed us to deal with their consequences effectively 
and to learn in order to improve them.

Our integrated management system, in all its processes, 
takes into consideration the analysis of risks and 
opportunities. It is a dynamic, preventive system 
that enables us to respond appropriately to them: 
by managing changes, minimising adverse effects, 
maximizing opportunities to achieve expected results 
and contributing to improving performance.

The organisation’s context is analysed through a SWOT 
matrix (Strengths, Weaknesses, Opportunities and 
Threats) that includes relevant external and internal 
factors and which is reviewed regularly. The most recent 
review was carried out in October 2020 and another 
one is scheduled for 2022 due to the importance of the 
events that took place throughout 2021.

In general terms, our risks and opportunities are 
classified into broad analysis groups: operational, 
railway / traffic safety, occupational risk prevention, 
environmental, information systems, data protection; 
and their management methodology is based on the 
following diagram:

Likewise, during this period, and as a result of the 
situations experienced, we improved our crisis 
management by creating a preventive model that 
enables us to act in advance to prevent negative impacts 
that could affect our organisation.

On the other hand, as regards the description of the 
actions planned or implemented to mitigate possible risk 
impacts, we have seen fit to include them in the relevant 
sections.

3

CHALLENGES FOR THE FUTURE 2022/2023 
To integrate into a single platform the risk and opportunity management of 
all the analysis groups, as well as the process for managing changes and 
monitoring the actions generated by these changes.

Upon execution of the 2017/2022 investment plan, we will review once again 
the long-term investment plan for the years 2023/2036 in response to possible 
network obsolescence, improvements and optimisations.

To review and update the company’s crisis manual, adapting it to the UNE-ISO 
22320:2013 standard and including improvements in the field of health, climate 
and environmental crises.

65

Although in previous periods, we established the 
necessary procedure and tools to monitor any 
changes that affected the safety of our railway, in this 
period we extended this change management to all 
other areas of the organisation and we developed 
computer tools to ensure their digitisation and the 
integration of consultation and participation processes, 
highlighting in this regard the collaboration of all the 
departments and areas involved.

We developed and started up a risk report app for 
the area of   traffic safety, occupational risk prevention, 
environmental risks and quality-related risks in MLO’s 
regulatory or documentary processes.

NOTEWORTHY ACTIVITIES 
2020/2021 

IDENTIFICATION                  ANALYSIS                    EVALUATION 

MANAGEMENT             EFFECTIVENESS
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4.2 
IMPACT MANAGEMENT  
AND REMEDY 
As mentioned above, our environmental commitment, 
focused on a policy of saving and rationalising natural 
resources, fuels and raw materials, is leading to ongoing 
improvements in the results of our business activities.

We designed a remote meter system to detect leaks 
and abnormal consumption in water intended for 
different uses.

We reinforced the preventive maintenance of the 
irrigation networks in landscaped areas in order to 
reduce leak-related incidents.

We launched a pilot test to reduce flange oil 
consumption by installing stick lubrication (installed  
on 6 vehicles).

We continued to control consumption in depth, which 
has led to a drop in hazardous material storage levels 
and a reduction in indicator limits in order to drive 
improved environmental performance.

We held environmental awareness and refresher 
training sessions to improve our response to 
environmental emergencies.

NOTEWORTHY ACTIVITIES  
2020/2021 

The strategic lines for achieving these commitments’ 
goals are:

To minimise and correct the adverse environmental 
and social impacts that might be caused by MLO 
engaging in its activities in the local community.

To raise MLO workers’ awareness of caring for the 
environment in all their daily activities.

WATER  
CONSUMPTION

IRRIGATION WASHING TUNNEL

compared to  
the previous period

-19.4%
Average 2020/2021:  
235 m3/year

TOTAL WATER  
CONSUMPTION

compared to  
the previous period

-6.1%
Average 2020/2021:  
3,203  m3/year

compared to  
the previous period

-1.9%
Average 2020/2021:  
357 m3/year

GAS  
CONSUMPTION

compared to the 
previous period

-0.5%
Average:  
39,619 m3/year
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CHALLENGES FOR THE FUTURE 2022/2023 
To continue the lines of research on dry lubricant use. To increase the number of vehicles in the 
study. To evaluate its influence on the acoustic impact.

To continue to improve the degree of integration of the environmental management system into the 
organisation’s operations.

To reinforce training and awareness sessions on the use of hazardous materials and management 
of environmental emergencies.

Overall total 200,077 kg

WASTE 2021 (MLO)

HAZARDOUS  26,391

Oil   1,315
Aerosol sprays  80
Lead-acid batteries   200
Detergents  1,880
Fats  280
Other inorganic waste  20
WEEE  1,521
Electrolyte   5
Packaging   780
Rags and contaminated  2,360  
absorbent material 
Equipment that has contained HFCs   160
Sludge with HC 9,220
Waters with HC   8,560
Ni-Cd Batteries / Li-ion Batteries 10

NON-HAZARDOUS 173,686

Sand   28,390
Scrap    7,930
Copper  1,087
Debris 116,770
Air filters  160
Wood  4,320
Paper  880
Plastic  3,980
Pruning  7,220
Bulky waste  2,120
Toner and inks   89
Alkaline batteries  80
Luminaires  660

68 69
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4.3 
ADVOCATING ENERGY  
EFFICIENCY AND PROMOTING 
CLIMATE CHANGE  
MITIGATION
We remain committed to promoting the use of renewable 
energy resources and advocating energy efficiency as 
a way of reducing our impact on the climate and as a 
competitiveness tool.

We conducted pilot tests to reduce fluorinated gas 
leaks from vehicles by reducing the capacity of the 
refrigerant gas tanks of the air conditioners in the 
passenger compartment (3 installed air conditioners 
being tested).

We adopted measures aimed at minimising traction 
energy consumption from vehicle lighting:

Replacement of conventional luminaires with LED 
light fittings (11 vehicles equipped in the 20/21 
period).
Replacement of vandal-resistant sheets with solar 
filter sheets (14 vehicles equipped).

We continued to replace luminaires with LED light 
fittings in the areas enabled for vehicle repair 
and tuning to achieve a reduction in low-voltage 
consumption in workshops and depots.

We looked at the possibility of installing solar panels at 
the Aravaca and Puerta de Boadilla stations, although 
the project has been postponed for the time being.

NOTEWORTHY ACTIVITIES  
2020/2021 

33

CHALLENGES FOR THE FUTURE 2022/2023 
To promote the use of electric vehicles by increasing the installation of 
recharging points in workshops and depots.

To continue efforts to reduce traction energy consumption by replacing 
conventional luminaires with LED light fittings in the entire vehicle fleet.

To continue replacing vandal-resistant sheets with solar filter sheets 
in order to reduce the energy used in air conditioning the light rail 
vehicles.

To continue reducing the carbon footprint caused by leaks in the air 
conditioning circuits of the equipment in the passenger lounge. To this 
end we will:

Prepare a detailed control and monitoring report of all the factors that 
intervene in the carbon footprint within scopes 1 and 2.
Modify the maintenance plan, focusing it on the points of the air 
conditioning systems where the greatest number of leaks occur 
and changing the measuring valve stems of the air conditioning 
equipment.
Reduce the volume of refrigerant gas loaded in the circuits, thus 
minimising the amount of gas leaked in each breakdown.
Analyse the possibility of changing the gases in the air conditioning 
systems for others with less impact on the carbon footprint.

To create an energy control panel to learn detailed information on:

Consumption per connection (electricity company or self-generation).
Consumption broken down by aggregate point and in detail.
To establish an electrical power consumption control system to detect 
abnormal usage.
To review the energy control panel, adding more low-voltage 
analysers.

To contract 100% of electricity consumption from renewable sources.
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We are committed to energy savings and efficiency

EFFICIENT ENERGY USE
Data compared to the previous period 2020/2021

TRACTION  
ENERGY

MAINTENANCE  
ENERGY

Energy used to move light  
rail trains

Average 2020/2021:  
6,019,158 KWh

Energy used in maintenance 
tasks

Average 2020/2021:  
1,412,493 KWh

avoided per year through the use  
of MLO instead of private cars

TRAFFIC-FREE CITIES
Using MLO reduces congestion and promotes sustainable mobility

-1.7% +6.1%

3,876 t eq CO2*

* Taking into account a diesel car with an average consumption of 6.9 litres per 100 km, an occupancy
  rate of 1.2 people and which travels 8 kilometres.

FACILITY  
ENERGY

Energy used in the tram system 
service functions (escalators, 
lifts, among others)

Average 2020/2021:  
2,227,154 KWh

+0.4%

REDUCTION IN EMISSIONS
2021 data

due to increased gas consumption  
caused by the need for better  
ventilation during the pandemic

+ 25%

CARBON FOOTPRINT

of electric energy used  
from renewable sources

99.9% Due to the use of electric vehicles in 
MLO, we have been able to prevent 
emission of 15 t eq CO2

into the atmosphere

272 t eq CO2

TOTAL  
2021
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4.4 
RESPONSIBLE  
MANAGEMENT OF  
SUPPLIER RELATIONS
Our suppliers and subcontractors play a very important 
role in delivering a high-quality service. For this reason, 
despite the health and extreme weather crises suffered in 
the 2020 and 2021 financial years, we have maintained 
all existing contractual relationships with our suppliers, 
rigorously complying with the timely payments of all 
ongoing technical assistance.

MLO’s contracting process is carried out following a 
supplier procurement and evaluation procedure, included 
within the processes of our Integrated Management 
System, certified in accordance with ISO 9001, ISO 
14001, ISO 45001 and AENOR’s benchmarked 
Operational Railway Safety standards.

Our evaluation system is carried out annually through 
a series of surveys that are sent to all divisions and in 
which the quality, delivery time and price of the product or 
service are taken into consideration.

All suppliers are required to comply with applicable 
regulations on labour protection, the environment, 
occupational risk prevention and human rights.

We continue to work mainly with domestic suppliers.

3333

OUR SUPPLIERS

ARE DOMESTIC OF  
WHICH MORE THAN

93.94%

73.45%

Community of Madrid

5.13%

EU

0.93%

outside the EU

333

CHALLENGES FOR THE FUTURE 2022/2023 
To design and develop a supplier portal: a platform that will serve as a space to 
improve supplier relations in terms of work operations, needs and expectations, 
document exchange, fast tracking the approval procedure, evaluation, etc.

To consolidate the implementation of clauses to improve our social and 
sustainability commitment, human rights and ethics in framework agreements.

To implement an information and communication channel with key suppliers to 
make it easier to obtain formal documentation and information feedback.

74

We implemented the Docuware and Captio apps that aim to digitise 
and streamline administrative processes, also eliminating paper use.

We postponed implementation of the clauses to improve our social 
and sustainability commitment in the supplier evaluation criteria. We 
intend to address this task together with the introduction of clauses to 
also improve our commitment to human and ethical rights in framework 
agreements.

We delayed the process of notifying suppliers of their evaluation, 
pending the consolidation of our supplier communication and 
information channel.

NOTEWORTHY ACTIVITIES 2020/2021:

The drop is due to changes made  
in accreditation criteria

77.70%
of purchases are from  
certified suppliers

Average of supplier performance
evaluations:

QUALITY

PRICE 

DEADLINE

4,7 out of 5
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GRI STANDARD     DISCLOSURE                                          PAGE NUMBER(S) AND/OR URL               OMISSION

GRI 101: Foundation 2016 (GRI101 does not include any disclosures)

GENERAL DISCLOSURES (based on the Core option)

      ORGANIZATIONAL PROFILE

 102-1 Name of the organization Metro Ligero Oeste, S.A. (“MLO”) -

 102-2 Activities, brands, products MLO Profile  -
           and services

 102-3 Location of headquarters  Madrid -

 102-4 Location of operations  Madrid  -

 102-5 Ownership and legal form  Stock Company -

 102-6 Markets served  Passenger transportation service.  -
  Municipalities of Boadilla del Monte, Alcorcón,
  Pozuelo de Alarcón and Madrid

 102-7 Scale of the organization Share capital: €137M  -
  Business revenue: €65.9M 

 102-8 Information on employees  MLO Profile  -
           and other workers 

 102-9 Supply chain  4.4 Responsible management  -
  of supplier relations

 102-10 Significant changes  There have been no significant changes -
             to the organization  in the 2020-2021 period
             and its supply chain

 102-11 Precautionary Principle or approach We apply the precautionary principle in the  -
  development and launch of new services.

 102-12 External initiatives • Member of Forética -

 102-13 Membership of associations • International Public Transport Union (UITP) -
  • Alamys, an association encompassing the main 
  transport entities in Latin America, Spain 
  and Portugal
  • Association of Urban and Metropolitan Public 
  Transport (Atuc Sustainable Mobility)
  • AEM (Spanish Maintenance Association)

GRI 102: 
General 
Disclosures 
2016

                                                                                        STAKEHOLDER ENGAGEMENT

 102-40 List of stakeholder groups Management approach - Stakeholder engagement   -

 102-41 Collective bargaining agreements The entire workforce is covered in the collective bargaining - 
  agreements, with the exception of the management team

 102-42 Identifying and selecting   - 
             stakeholders

 102-43 Approach to stakeholder 
Management approach

 -
             engagement

 102-44 Key topics and concerns   Management approach and 3.5 Promoting  -
             raised  stakeholder dialogue and communication

PRÁCTICAS PARA LA                                 REPORTING PRACTICE

 102-45 Entities included in the consolidated  MLO does not belong to any business group - 
             financial statements

 102-46 Defining report content 

Management approach

  - 
             and topic Boundaries

 102-47 List of material topics  -

 102-48 Restatements of information Correction of errata in the 2018-19 Report: -
  - The Carbon Footprint data contained a  
  calculation error. The correct data is as follows:
  Carbon footprint 2019: 218 MTCO2e
  Reduction percentage compared to 2017: 29%
  Number of kilometres for the calculation: 8 km
  - The legend of the Punctuality data “departures  
  over 1 or 5 minutes” should be replaced by: 
  “no delays over 1 or 5 minutes” 

 102-49 Changes in reporting There have been none -

 102-50 Reporting period Calendar year 2020 and 2021 -

 102-51 Date of most recent report September 2019 -

 102-52 Reporting cycle Reports https://www.metroligero-oeste.es/ - 
  responsabilidad-y-compromisos

 102-53 Contact point for questions sostenibilidad.mlo@metroligero-oeste.es -
             regarding the report

 102-54 Claims of reporting in accordance Prepared in accordance with the Core option of the GRI  - 
             with the GRI Standards Standards and the AccountAbility principles

 102-55 GRI content index GRI content index  -

 102-56 External assurance Not required by stakeholder groups -

           STRATEGY

 102-14 Statement from senior decision-maker Letter from the Chairman  -

                ETHICS AND INTEGRITY

 102-16 Values, principles, standards,  About us   -
              and norms of behavior Code of Ethics approved by the General Management in 2017

                         GOVERNANCE

 102-18 Governance structure  MLO Profile

Decent work  
and economic 
growth

8 Decent work  
and economic 
growth

8

Peace, justice 
and strong 
institutions

16

GRI 102: 
General 
Disclosures 
2016
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              ETHICS AND INTEGRITY

 103-1 Explanation of the material topic  1.2 Good governance, responsibility and integrity:   - 
           and its Boundary       Guaranteeing ethics and integrity in business 

 103-2 The management approach 
      activities

 - 
            and its components

 103-3 Evaluation of the management approach   -

 205-2 Communications and training about a. The company’s entire management team has received 
           anti-corruption policies and procedures information on the organization’s anti-corruption 
  policies and procedures 
  b. 100% of the workforce has also received  
  information on the organization’s anti-corruption  
  policies and procedures

 205-3 Confirmed incidents of corruption  a. There have been no confirmed cases of corruption 
           and actions taken

GRI STANDARD     DISCLOSURE                                          PAGE NUMBER(S) AND/OR URL               OMISSION

TOPIC-SPECIFIC DISCLOSURES

GRI 205: 
Anticorruption 
2016

GRI 205: 
Anticorruption 
2016

GRI 103: 
Management 
Approach 
2016

Peace, justice 
and strong 
institutions

16

Peace, justice 
and strong 
institutions

16

                         STABLE HIGH-QUALITY EMPLOYMENT

 103-1 Explanation of the material topic  2.2 People and their development: -   
           and its Boundary       Stable high-quality employment

 103-2 The management approach  - 
           and its components

 103-3 Evaluation of the management approach  -

 401-1 New employee hires Total no. of hires in 2021: 12
           and employee turnover Turnover rate 2021: 4.41%

   Total no. of hires in 2019: 17
  Turnover rate 2019: 5.21% 

GRI 103: 
Management  
Approach  
2016

GRI 401: 
Employment  
2016

                       OCCUPATIONAL HEALTH AND SAFETY

 103-1 Explanation of the material topic  2.3 People and their development:  -   
           and its Boundary       Promoting Occupational Health and Safety  

 103-2 The management approach  - 
            and its components

 103-3  Evaluation of the management approach  -

 403-9 Work-related injuries Accident rate in 2021: 12 accidents with sick leave  
                                      and 10 without sick leave

  Accident rate in 2019: 12 accidents with sick leave 
                                      and 12 without sick leave

GRI 103: 
Management  
Approach   
2016

Good Health  
and Well-being

3

           IMPROVING INTERNAL DIALOGUE AND EMPLOYMENT PRACTICES

 103-1 Explanation of the material topic  2.4 People and their development:    -   
           and its Boundary       Improving internal dialogue and employment 

 103-2 The management approach      
 practices

 - 
           and its components

 103-3 Evaluation of the management approach  -

 405-1 Diversity of governance bodies 2021: 16,52% Women  
           and employees           83,48% Men

  2019: 17,32% Women
            82,68% Men 

GRI 103: 
Management  
Approach   
2016

                      SUSTAINABLE CUSTOMER VALUE

 103-1 Explanation of the material topic  3.1 Relaciones con la comunidad local -   
           and its Boundary       y los demás Grupos de Interés: 

 103-2 The management approach  - 
           and its components

 103-3 Evaluation of the management approach  -

 418-1 Substantiated complaints concerning  There were no complaints in 2021 
           breaches of customer privacy and 3 were filed in 2019.
           and losses of customer data

GRI 103: 
Management  
Approach   
2016

3.1 Relations with the community and other
      stakeholders: Guaranteeing quality 
      and transparency in service delivery  
    

Peace, justice 
and strong 
institutions

16GRI 418: 
Customer 
Privacy 
2016

                                TALENT MANAGEMENT

 103-1 Explanation of the material topic  2.1 People and their development:  -  
            and its Boundary       Talent management

 103-2 The management approach  - 
           and its components

 103-3 Evaluation of the management approach  -

 404-1 Average hours of training per year 2021: 12 hours per year  - 
           per employee 2019: 24 hours per year

Gender 
equality

5

Gender 
equality

5
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2016
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                       COLLABORATING WITH LOCAL ADMINISTRATIONS 

 103-1 Explanation of the material topic  3.1 Relaciones con la comunidad local -   
           and its Boundary       y los demás Grupos de Interés: 

 103-2 The management approach  - 
                                                and its components

 103-3 Evaluation of the management approach  -

 203-2 Significant indirect economic impacts  
          

GRI 103: 
Management  
Approach   
2016

GRI 203: 
Indirect 
Economic 
Impacts 2016
                             COLLABORATING WITH THE LOCAL COMMUNITY

 103-1 Explanation of the material topic  3.1 Relations with the local community -   
           and its Boundary       y los demás Grupos de Interés: 

 103-2 The management approach  - 
           and its components

 103-3 Evaluation of the management approach  -

 413-1 Operations with local community  -  
           engagement 

GRI 103: 
Management  
Approach   
2016

GRI 413:  
Local 
Communities

           STRENGTH AND SOUNDNESS OF THE PROJECT

 103-1 Explanation of the material topic   3.1 Relaciones con la comunidad local -   
           and its Boundary       y los demás Grupos de Interés: 

 103-2 The management approach  - 
                     and its components

 103-3 Evaluation of the management approach  -

 201-1 Direct economic value generated  En 2021 no hubo ninguna reclamación 
            and distributed y en 2019 se registraron 3

 203-1 Infrastructure investments Aggregate investment in improvements:
           and services supported 2021: €36.7M 
  2019: €27.21M

 204-1 Proportion of spending 94% of purchases at MLO are made 
           on local suppliers with domestic suppliers 

 

GRI 103: 
Management  
Approach   
2016

GRI 201: 
Economic 
Performance  
2016

3.2 Relations with the local community
      and other stakeholders: Consolidating
      the strength and soundness of the project 

Responsible 
consumption  
and production

12

Sustainable  
cities and 
communities

11

Industry,  
innovation and 
infrastructure

9

3.3 Relations with the local community
and other stakeholders: Collaborating 
with local administrations in promoting  
sustainable urban life 

3.4 Relations with the local community and 
      other stakeholders: Engaging in activities 
      in and with the local community

83

                DIALOGUE AND COMMUNICATION WITH STAKEHOLDERS

 103-1 Explanation of the material topic   - 
           and its Boundary

 103-2 The management approach  - 
                     and its components

 103-3 Evaluation of the management approach  - 
    
           Communication channels  -

GRI 103: 
Management  
Approach   
2016

3.5 Relations with the local community
and other stakeholders: Promoting 
stakeholder dialogue and communication   

                       RISK AND CRISIS MANAGEMENT

 103-1 Explanation of the material topic  3.1 Environmental impact management:l -   
           and its Boundary       Risk and crisis managementrés: 

 103-2 The management approach  - 
                     and its components

 103-3 Evaluation of the management approach  -

 416-2 Incidents of non-compliance   There were no non-compliances in 2021 
            concerning the safety impacts  
            of services

 307-1 Non-compliance with environmental  No penalties or injunctions were received
           laws and regulations for non-compliance with environmental   
  legislation and regulations

 419-1 Non-compliance with laws No penalties or injunctions were received for 
           and regulations in the social non-compliance with legislation and regulations 
           and economic area in the economic and social sphere

GRI 103: 
Management  
Approach   
2016

GRI 419:  
Socioeconomic 
Compliance 
2016

4.1 Environmental impact management: 
Risk and crisis management

Peace, justice 
and strong 
institutions

16

Peace, justice 
and strong 
institutions

16

                        ENVIRONMENTAL MANAGEMENT

 103-1 Explanation of the material topic    -  
           and its Boundary

 103-2 The management approach  - 
           and its components

 103-3 Evaluation of the management approach  -

 302-4 Reduction of energy consumption   - 
  

 303-5 Water consumption

 
 306-3 Waste generated a. Total weight of hazardous waste: 26,391 kg
  b. Total weight of non-hazardous waste: 173,686 kg 
 

GRI 302:  
Energy 2016

GRI 303: Water  
and Effluents 2018

GRI 306:  
Waste 2020

GRI 103: 
Management  
Approach   
2016

4.2 Environmental impact management: 
Impact management and remedy
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consumption  
and production
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6
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            ENERGY EFFICIENCY AND CLIMATE CHANGE

 103-1 Explanation of the material topic    -  
           and its Boundary

 103-2 The management approach  - 
           and its components

 103-3 Evaluation of the management approach  -

 302-4 Reduction of energy consumption   - 
 

 305-1 Direct GHG emissions  -

GRI 302:  
Energy 2016

GRI 305: 
Emissions 2016

GRI 103: 
Management  
Approach   
2016

4.3 Environmental impact management: 
Advocating energy efficiency and 
minimising the impact on climate change  

Responsible 
consumption  
and production

12

                                       SUPPLY CHAIN

 103-1 Explanation of the material topic   -  
           and its Boundary

 103-2 The management approach  - 
           and its components

 103-3 Evaluation of the management approach  

 308-1 New suppliers that were screened Not available in 2021 - 
           using environmental criteria

 

 414-1 New suppliers that were screened Not available in 2021 
           using social criteria 
            

GRI 308: 
Supplier 
Environmental 
Assessment 
2016

GRI 103: 
Management  
Approach   
2016

4.4 Environmental impact management:
Responsible management of supplier 
relations 

GRI 414: 
Supplier Social 
Assessment 
2016

Climate action13

Sustainability Report 

2020/2021

Decent work  
and economic 
growth

8

Good Health  
and Well-being

3




