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6 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

We are one of the most important industrial companies
in Italy, with 70 thousand people building and managing
transport works and services, mainly on rails, and help-
ing develop a vast mobility and logistics for the country
while focusing on its economic, social and environmental
sustainability. This is our mission, as clear as it is chal-
lenging to achieve. Nonetheless, we believe that we
have continued in the right direction in 2014, and this is
demonstrated by the figures summarised below, which
provide a few examples to shed some light on our world.
The FS Italiane Group performed positively in terms of
operating profit, up by €80 million (+3.9%), in line with
the targets set forth in the 2014-2017 Business Plan,
while the net profit for the year was influenced by the
negative impact of, in particular, legislative measures that
were passed at year end.

Moreover, the FS Italiane Group was able to continue
pursuing the actions it had scheduled in the Investment
Plan, confirming its crucial role in the development in the
domestic transport and logistics sector.
The Group’s expenditure for investments in the year
(€4,261 million, €1,495 million of which was self-fi-
nanced and €2,766 million raised through government
grants) grew significantly (+9.4%) on the previous year,
confirming the positive trend recorded since 2011.  
In 2014, the FS Italiane Group also posted growth in traf-
fic, building on the increase seen in the previous year: it
registered roughly 42.5 billion passenger-km, some 20.3
billion of which on long-haul journeys (+5.0%) and 22.2
billion on regional and metropolitan trains (-0.9%).
These results, like the others detailed further on, are the
fruit of efforts rooted deep in the Group’s history, from

Letter
to stakeholders

Letter
to stakeholders

G R I  1 . 1  |  1 . 2  |  4 . 1 2
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over a century ago. Indeed, the Ferrovie dello Stato Ital-
iane Group is aware of the importance of its history, and
to keep the story of railway transport alive, the new Fon-
dazione Ferrovie dello Stato Italiane seat opened on 6
October 2014 in Rome, which houses a library with 50
thousand volumes, some of which date back to before
the Unification of Italy, and makes a decisive contribution
in maintaining the integrity of trains with a strong histor-
ical value.
Alongside this rich history is the present day filled with
success, not only in terms of the Group’s economic re-
sults or its significant contribution to the country’s pas-
senger and cargo mobility, but also, for instance, its
contribution to the success of the Expo 2015, its com-
mitment to help resolve the current humanitarian crises –

poverty, immigration and social disadvantage – and the
many initiatives it has undertaken to spread awareness
about more sustainable lifestyles, in addition to its tan-
gible commitment to improving the environmental per-
formance of Italy’s largest transport operator. All these
details and much more, are included in this report. More-
over, the best evidence of our efforts lies in the fact that
each FS Group employee upholds a work ethic that is
the main strength of our business.

The Chairman The CEO
Marcello Messori Michele Mario Elia 
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Transported volumes

The FS Italiane Group saw growth in traffic, both for pas-
senger and cargo services, confirming the positive per-
formance of the previous year.

Sustainability
for the  Ferrovie

dello Stato
Italiane Group

Sustainability
for the Ferrovie dello Stato

Italiane Group
G R I  1 . 1  |  2 . 1 0

totAL tRAFFIC

Volumes Change
2014 vs. 2013

Railway passengers             billion pkm* 42.5 +1.8%

Cargo                                   billion tkm** 23 +1.5%

Road passengers              million pkm*** 899 +0.6%

*  billion passenger-km
**  billion tonne-km

***  million passenger-km

tyPE oF SERVICE

Volumes Change
2014 vs. 2013

Long hauls                            billion pkm* 20.3 +5%

Regional                               billion pkm* 22.2 -0.9%

*  billion passenger-km

FoCuS on thE FRECCE tRAInS
(VoLuMES tRAnSPoRtEd By SERVICE)

Change
2014 vs. 2013

Frecce* +10.9%

Frecciarossa +13.3%

*  Frecciarossa and Frecciargento

€270 million
invested in Innovation

and Safety 

In
railway passenger

volumes
+1.8%

In
Cargo

volumes
+1.5%

In
road passenger

volumes
+0.6%
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Satisfaction levels 

The analysis of customer satisfaction with overall trans-
port services shows that the high satisfaction levels
recorded in 2013 were confirmed for 2014 as well.

Stakeholder engagement 

The Group held its second stakeholder panel for stake-
holders to propose improvements to company sustain-
ability 

Management systems

Two of the Group companies received their first ISO 14001
certification for their Environmental Management Systems
(EMS): now eight of FS SpA’s direct subsidiaries are certified
(FS SpA is also certified).
The Group companies’ Environmental Management Sys-
tems Governance Model was updated.

    
 TYPE OF SERVICE

% of satisfied Change
customers* 2014 vs. 2013

Long haul passenger division (LHPD) 91.4% +1.4%

Regional (LPT) 74.1% +0.3%

*  on a scale of one (least satisfied) to nine (most satisfied)

Approximately stakeholders involved50 new proposals 
for the Group

20

of LHPD customers 
satisfied

91.4%

of LPT customers 
satisfied

74.1%

of the Group’s operating companies,
direct subsidiaries of the Parent Company, 

are ISO 14001 certified8
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10 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

Products and solutions: innovation, safety
and respect for the environment

The Group has invested approximately €270 million in
traffic safety and the best railway transport system tech-
nologies on board trains.

Climate change 
initiatives

The Group conducts ongoing research for the sustain-
able use of resources, through energy efficiency pro-
grammes and by promoting the use of renewable
sources.
The “Enjoy” car sharing service, which Eni manages in
partnership with Trenitalia and Fiat, has been extended
to Rome, Florence and, during the summer only, Rimini,
bringing the total number of shared cars to over 1,000.

Social disadvantage initiatives

Its commitment to projects and initiatives to help disad-
vantaged people demonstrates how solidarity is a crucial
value for the Group.
The Group has granted a total surface area of roughly
18 thousand m2 for free use for social activities, with a
total estimated value of over €30 million.
It hosts a total of 15 help centres in areas granted for
free use inside and/or near railway stations, which
helped about 30 thousand users, up 26% on 2013.

over cars are used 
in sharing programme

in Florence, Milan, 
Rome and turin

1,000

the Group
has made                                    m² of surface area

available for free use
18,187

It hosts                    help centres
at railway stations

15

the help centres have increased
the number of users served by +26%
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Communications 
and sharing sustainability

Sustainable procurement

Awards

Federmobilità awarded Trenitalia for its “Green Express”
project for combined rail/road cargo transport. 
RFI received the Italian Maintenance Association’s “Ex-
cellence in Maintenance” award.

3. International Union of Railways.
4. Community of European Railway and Infrastructure Companies.

This is the sixth edition of the Sustainability Report pre-
pared in accordance with the Global Reporting Initiative
Guidelines and certified by KPMG SpA.
The Green Station project was kicked off in Pescara, in
collaboration with Legambiente, to manage redevelop-
ment initiatives and sustainable land development.

The Group has participated in UIC3 and CER4 European
UIC initiatives.
A Sustainability section on its website has been created.

The Group continues its commitment to extend the prin-
ciples of sustainable procurement throughout all Group
companies.
Trenitalia has established environmental sustainability cri-
teria (e.g., ISO 14001 certification) for its supplier vetting
procedures.
Ferservizi has included environmental sustainability
clauses in agreements for non-core procurement for the
entire Group (e.g., FSC® certification for office supplies
and Energy Star certification for IT equipment). 

Italferr has required that external contractors implement
quality, environment and safety management systems.
RFI has required that contractors with specific qualifica-
tion systems certify their environmental management
systems.
Netinera requires that suppliers comply with the 10 prin-
ciples of the United Nations’ Global Compact.

trenitalia Cargo 
“Green Express” project

RFI for “Excellence
in Maintenance”

C
o

rp
o

ra
te

 G
o

ve
rn

an
ce

B
us

in
es

s 
id

en
ti

ty
E

co
no

m
ic

 r
es

p
o

ns
ib

ili
ty

P
ro

d
uc

t 
lia

b
ili

ty
S

o
ci

al
 r

es
p

o
ns

ib
ili

ty
E

nv
ir

o
nm

en
ta

l r
es

p
o

ns
ib

ili
ty



12 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

The information in the 2014 Sustainability Report is com-
pared with the previous two years5. Any differences with
the information published in previous Sustainability Re-
ports are due to the fine-tuning of the recording methods
used and are specified in detail. Indeed, since 2011, an
IT solution (SuPM – Sustainability Performance Manage-
ment) has been adopted for the data collection process
to monitor and report information. The Group plans to
implement SuPM gradually throughout all the Group’s
operating companies at various reporting levels, in order
to collect and monitor data across Italy. To date, the im-
plementation at different levels has been completed for
Trenitalia, RFI, Ferservizi, FS Italiane and Busitalia - Sita
Nord, while the other companies, because they fall
within the scope of the Sustainability Report, are in-
cluded in the system with one single reporting level,
which is the equivalent of the entire company.

The Group’s companies, whose activities are covered in
this report, were identified on the basis of the following
criteria: 
• materiality: relevance of the mutual impacts (eco-

nomic, social and environmental) between each com-
pany and its main stakeholders;

• control: the Group’s ability to influence activities. 
The scope of analysis resulting from the application of
the materiality and control criteria are defined on the
basis of the scope considered, as follows:
• corporate identity and governance: Ferrovie dello

Stato Italiane and its subsidiaries, as per the consoli-
dated financial statements;

• compliance: Ferrovie dello Stato Italiane and its sub-
sidiaries, as per the consolidated financial statements;

• economic responsibility: Ferrovie dello Stato Italiane
and its subsidiaries, as per the consolidated financial
statements; 

• product liability: Ferrovie dello Stato Italiane, RFI, Tren-
italia, Busitalia - Sita Nord and the Netinera group
(main companies with significant activities in terms of
product liability);

• social responsibility6: Ferrovie dello Stato Italiane, Tren-
italia, RFI, Italferr, Ferservizi, FS Logistica, FS Jit Italia
and FS Sistemi Urbani (the scope of analysis includes
88% of the total Group)7; 

• environmental responsibility: Ferrovie dello Stato Ital-
iane, Ferservizi, RFI, Terminali Italia, Bluferries, Italferr8,
Trenitalia, Serfer, TX Logistik, Grandi Stazioni, Cen-

Sustainability Reporting: 
methodology
G R I  1 . 2  | 3 . 1  | 3 . 2  | 3 . 3  | 3 . 5  | 3 . 6  | 3 . 7  | 3 . 8  | 3 . 9  | 3 . 1 0  | 3 . 1 1  | 3 . 1 2  | 3 . 1 3

5. The publication is annual. The 2013 report was published in August 2014. 
6. The “Social responsibility” section includes data presented within the scope for the reporting period.
7. The GRI.3.1 LA10 indicator is reported for the following companies: Ferrovie dello Stato Italiane, Italferr, RFI, Trenitalia, Ferservizi

and FS Sistemi Urbani.
8. In the reporting, the environmental impacts of Italferr’s sites were separated from the environmental impacts of other Group’s activities:

this choice was made on the basis of an analysis of environmental data for sites which showed how the trends are immaterial for
the purposes of assessing the environmental efficiency of sites. Indeed, the trends reflect the environmental performance of the
sites, which, given their nature, do not present continuous or regular volumes. 

IntroductionIntroduction
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IntroductionIntroduction

tostazioni, FS Sistemi Urbani, the Netinera group, FS
Logistica, Busitalia - Sita Nord, Umbria Mobilità Eser-
cizio and Ataf Gestioni; this scope includes the parent,
the companies under its direct control (excluding
those that perform financial activities for the Group
and railway transport certification/inspection activities)
and the companies that the parent controls indirectly
through its subsidiaries and that have more than 100
employees.

The content of the 2014 Report relates to the organisa-
tion’s values, strategies, policies, management systems
and objectives for organisations in line with the GRI G3.1
Guidelines defined in 2011 by the Global Reporting Ini-
tiative (GRI)9. The main purpose of the Report is to inform
stakeholders about the progress made in terms of eco-
nomic, environmental and social sustainability using a
triple bottom line format. The department heads have
provided the data and information published herein ex-
cept where they have been taken from other official
sources10. The Board of Directors of Ferrovie dello Stato
Italiane SpA examined the 2014 Sustainability Report
during its meeting on 28 July 2015.

The approach taken has enabled the Group to report
the standard elements and performance indicators re-
quired by the GRI’s G3.1 Guidelines at application level
A+, as verified by an independent expert (KPMG). The
audit was conducted to evaluate the accuracy of data
and the compliance of contents with such Guidelines.
In accordance with the GRI Guidelines, the disclosures
on the management approach (DMA) summarise the
Ferrovie dello Stato Italiane Group’s approach to sus-
tainability management. The DMA is available on the
website fsitaliane.it (Commitment/Sustainability Report).
The parts of the document containing standard informa-
tion on the organisation and its performance are indi-
cated in the GRI Content Index, as required by the GRI
Guidelines. The GRI Content Index is also available on-
line: fsitaliane.it (Commitment/Sustainability Report).

9. Global Reporting Initiative (GRI): independent institution that develops and promotes guidelines for the preparation of Sustainability
Reports. The guidelines are followed on a voluntary basis.

10. For additional details, in certain cases, reference should be made to the Group’s 2014 Annual Report.  
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• the Sustainability Report of a major European railway
group11;

• the main reporting standards for the sector (the Guide-
lines of the Global Reporting Initiative - GRI G4 for the
sector and GRI 3.1);

• the requirements of ethical indexes and socially re-
sponsible investors (e.g., the Dow Jones Sustainability
Indexes);

• the Group’s media exposure;
• the main regulations applicable to the sector;
• focus groups with external stakeholders (see the para-
graph on Stakeholders).

The “materiality” of each issue has been calculated as
the weighted average of the internal and external stake-
holders’ reviews. This Report covers issues that reached
the materiality limit that the Group has set12 and are
mapped in the matrix below.

14 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

Materiality analysis

This report includes the results of the most material is-
sues for internal and external stakeholders. In order to
identify which issues were most material, approximately
50 social, economic and environmental issues were
analysed, leading to the creation of the materiality matrix
indicated below. 
The Group has identified the following internal sources: 
• the 2013 Sustainability Report;
• the Business Plan;
• management;
• internal policies and codes of conduct (e.g., the Code
of Ethics, Environmental Policy, Charter of Values and
Anti-Trust Manual). 

The following external sources have been considered: 
• the guidelines of the International Union of Railways (UIC);

11. Deutsche Bahn - 2013 Sustainability Report.
12. Certain aspects, although they are under the threshold, have been reported in any case, for the purposes of consistency with

previous reports.

MATERIALITY MATRIX

Environment 

Economic

Social - Community

Social - Human rights

Social - Labour 

Social - Product

Key - Material issue
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1.1 History

17

The Italian Railways began operating in 1839 with the
opening of the first railway line. Azienda Unitaria delle
Ferrovie dello Stato was established in 1905 and it be-
came a public entity in 1985. Seven years later, it was
transformed into a joint-stock company.
In 2000, after a radical reorganisation process in com-

pliance with the European directives on the deregulation
of railway transport, Trenitalia was established, and Rete
Ferroviaria Italiana was set up the following year, with
Ferrovie dello Stato becoming the Parent Company. In
May 2011, the latter’s name was changed to Ferrovie
dello Stato Italiane.

1. Business
identity

1. Business 
identity
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The Group’s current structure is that of an industrial
group with a Parent Company, i.e., FS SpA, whose busi-
ness purpose is13:
• to build and manage railway transport infrastructure

networks;
• to carry out cargo and passenger transport activities,

mainly by rail, including the promotion, implementation
and management of initiatives and services in the field
of transport;

• to directly or indirectly carry out any other activity that
is instrumental, complementary or connected to the
above, expressly including customer services and ac-
tivities aimed at enhancing the value of its assets used
in the performance of the activities covered by its by-
laws.

The Ferrovie dello Stato Italiane Group is organised into
four operating segments14: Transport, Infrastructure,
Real Estate Services and Other Services. 
The Parent Company heads the companies operating in
the segments. These companies have their own corpo-
rate characteristics and enjoy operational autonomy in
the pursuit of business targets.
In particular, the Group companies active in passenger
and/or cargo transport by rail, road or sea operate in the
Transport segment. By far, the most important of these
is Trenitalia, and the segment also includes the Netinera
and TX Logistik groups (both operating mainly in Ger-
many), FS Logistica and its subsidiaries/investees and
Busitalia - Sita Nord and its subsidiaries/investees, in ad-
dition to other smaller companies.
The main company operating in the Railway Infra-
structure segment is RFI which manages the mainte-
nance, use and development of the infrastructure. RFI

also ensures sea connections to Italy’s largest islands.
Moreover, RFI manages some of its own assets that
are not functional to railway operations. To a lesser
extent, the Group’s engineering company, Italferr, and
other companies contribute to the Infrastructure seg-
ment results15.
The Real Estate Services segment includes the compa-
nies that manage the main railway stations and the com-
panies that manage and develop the FS Italiane Group’s
real estate assets that are not functional to railway op-
erations. These companies are, in particular, Grandi
Stazioni, Centostazioni and FS Sistemi Urbani, with its
subsidiary Metropark (which handles property develop-
ment in parking areas), and the Parent Company (for real
estate management activities only).
The companies that operate in the Other Services seg-
ment are FS SpA, as the Group’s holding company;
Ferservizi, which manages activities not directly related
to railway operations (e.g., administration, building and
facility management) on behalf of the FS Italiane Group
companies; Fercredit, active on the lease, factoring and
consumer credit market mainly on the Group’s behalf;
and Italcertifer, which certifies, evaluates and tests trans-
port and infrastructure systems.
In 2014, there were no significant changes in FS
SpA’s size, structure or ownership structure (in terms
of the ownership of shares and the amount of sub-
scribed capital as well). Non-recurring transactions
involving the Group’s main companies are described
in the Group’s 2014 Annual Report (Ferrovie dello
Stato Italiane Group’s consolidated financial state-
ments at 31 December 2014, Notes to the consoli-
dated financial statements).

1.2 Ferrovie dello Stato Italiane Group
G R I  2 . 1  |  2 . 2  |  2 . 3  |  2 . 6  |  2 . 8  |  2 . 9  |  3 . 8

13. Art 3.1 of the version of the by-laws approved by the resolution passed during the extraordinary shareholders’ meeting on 19 May
2010.

14. In accordance with IFRS 8 “Operating segments”, given that the parent issued a bond in 2013 that is listed on a regulated EU
market.

15. Tunnel Ferroviario del Brennero (“TFB”), Brenner BasisTunnel (“BBT”) and Lyon Turin Ferroviaire (“LTF” and now called Tunnel Eu-
ralpin Lyon Turin TELT Sas); the latter two are both European companies in which the Group holds an interest, and their core bu-
siness is the construction of tunnels linking Italy-Austria and Italy-France, respectively, while TFB is a financial company that owns
the Italian equity interest in BBT.



Trenitalia is the largest FS Italiane Group company op-
erating on the market. Active in both passenger and
freight transport domestically and internationally, it man-
ages over 7 thousand trains each day and transports
500 million passengers and 38 million tonnes of freight
per year. The company is committed to consolidating its
position in the ever more competitive high speed trans-
port sector. In recent years, it has also increasingly de-
veloped international operations, offering connections
with France with Thello and operating in Germany and
the rest of Europe with TX Logistik AG in the cargo busi-
ness.
The Netinera Deutschland group offers regional pas-
senger transport services through about 40 companies

operating in Germany. The group is mainly active in rail
and road transport in Germany’s local public transport
and metropolitan market, with services that, in certain
cases, extend internationally from Germany to the Czech
Republic, Poland and the Netherlands. 
RFI, the company holding the Italian railway infrastruc-
ture management concession, manages the railway
lines, stations and other equipment. It guarantees that
the various railway companies have access to the Italian
network and that the network is maintained and operat-
ing, in addition to managing investments to strengthen
and develop railway lines and facilities. Through its sub-
sidiary, Bluferries, RFI also guarantees sea connections
between Calabria and Sicily. 
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F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  S P A  

FERROVIE DELLO STATO ITALIANE SPA’S MAIN INVESTEES[

RFI

100% 100% 100% 100%

Trenitalia Italferr Ferservizi

FS Sistemi Urbani

100% 100% 100% 100%

FS Logistica Busitalia - Sita Nord Fercredit

Grandi Stazioni

59.99% 59.99% 51%

Centostazioni Netinera Deutschland
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Italferr, an engineering company, operates on the Italian
and international market in the field of traditional, high
speed and metropolitan railway transport engineering.
Its activities also extend to other transport systems and
all related engineering sectors, giving the company a
strategic role in the modernisation and development of
Italy’s railway network and putting it on the international
map as well, where it has received important contracts.
In 2014, Italy’s domestic situation, with public spending
cuts, generated a negative impact on Italferr’s operations,
entailing a decline in production volumes for mainly cap-
tive contracts, while non-captive contracts grew. Indeed,
the company managed to benefit from the still growing
trend in railway engineering services in most of the world. 
Ferservizi is the service company for the centralised
management of the support activities to the Ferrovie
dello Stato Italiane Group’s core business. 
FS Logistica, using infrastructure located throughout
Italy, carries out integrated logistics activities, offering de-
posit and handling services and the management of or-
ders from production sites to the large-scale
supermarket chain consumer market. It also designs
and builds infrastructures for terminals16. It also creates
ad hoc projects for the management of industrial prod-
uct flows and waste cycle management solutions. 

Busitalia - Sita Nord, directly and through its sub-
sidiaries Ataf Gestioni and Umbria Mobilità Esercizio, op-
erates in the local public transport by road. The
company carries out its activities in various business
segments, including urban and suburban local public
transport, long-haul roadway lines, tourism, rentals and
bus service to replace railway service. 
FS Sistemi Urbani is responsible for developing the Fer-
rovie dello Stato Italiane Group’s real estate and assets
that are not functional for railway operations.  
Grandi Stazioni is a service company that is 60%
owned by Ferrovie dello Stato Italiane and 40% by Eu-
rostazioni SpA17. It is responsible for completely rede-
veloping and managing the commercial spaces in the
network of Italy’s largest 14 railway stations.
Similarly to Grandi Stazioni, Centostazioni, the result of
the partnership between Ferrovie dello Stato Italiane
(which owns 60%) and Archimede 118 redevelops and
manages the commercial spaces in 103 medium-sized
railway stations throughout Italy.
Fercredit is a financial services company that not only
supports Ferrovie dello Stato Italiane Group companies,
but also provides solutions to the specific financial needs
arising from the Group’s agreements for the supply of
goods and/or services.

16. Activities are focused mainly in large institutional customers and multi-modal transport and logistics services for consumer goods.
17. Company in which Edizione Srl (Benetton group), Vianini Lavori SpA (Caltagirone group), Pirelli & C. SpA (Pirelli group) and SNCF

Partecipations SA (Société Nationale des Chemins de Fer) hold interests.
18. Private shareholders: SAVE - Aeroporto Marco Polo di Venezia, Manutencoop, Banco Popolare and Pulitori & Affini SpA.
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The excellent results achieved in the railway transport
sector in recent years were confirmed in 2014, in line
with the targets in the Group’s 2014-2017 Business
Plan. However, certain profit margins, such as the oper-
ating profit, suffered from a series of legislation signifi-
cantly modifying the sector’s legislative framework.  
The trend in the Group’s spending for investments is
growing, confirming its position as a leading supporter
of transport and logistics development.
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FERRoVIE dELLo StAto ItALIAnE GRouP In F IGuRES: 2014

Gross operating profit/revenue 25.18%

ROS (operating profit/revenue) 7.85%

Personnel expense/revenue (46.69%)

Number of employees at year end  69,115

Average number of employees 69,487

Length of the railway network km 16,723

Train-km on long-haul lines thousands 78,782

Train-km on regional lines thousands 189,574

Rail passenger-km millions 42,471

Road passenger-km millions 899

Tonne-km* millions 23,188

* railway transport - traction only

Train-km (trkm) This measurement unit is used in the railway sector to indicate the total distance travelled
by trains on a railway infrastructure. It is calculated as the sum of the length (in km) of
the journey travelled by each train considered.

Passenger-km (pkm) This is the measurement unit used for passenger transport. It is equal to the sum of the
length (in km) of the journey travelled by each passenger considered.

Tonne-km (tkm) This is the measurement unit used for cargo transport. It is calculated as the product
of the weight transported (in tonnes) times the kilometres travelled by each load con-
sidered.

Source: Reprocessing of the Ferrovie dello Stato Group’s 2014 consolidated financial statements
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The Ferrovie dello Stato Italiane Group is mainly active
in Italy, although it has expanded its presence on foreign
markets in recent years, offering transport, railway engi-
neering and specialised assistance services, as well as
through participation in consortia for specific projects. 

1.3 Markets and services
G R I  2 . 2  |  2 . 3  |  2 . 5  |  2 . 7

thE nEtwoRK In F IGuRES: 2014 1

Operating railway lines km 16,723

Types

Double-track lines km 7,556

Single-track lines km 9,167

Power

Electrical lines km 11,940

Diesel fuel lines km 4,782

Total track length km 24,278

Traditional line km 22,928

HS line2 km 1,350

Railway equipment 

Passenger service stations 2,087

Ferrying facilities 3

Total production volumes in 2014 millions of train-km 331

1. Data updated to 31 December 2014

2. Referring to sections equipped with ERTMS and the related connections to other service locations

1.3.1 Domestic market

RFI performs other activities in addition to its core busi-
ness as infrastructure operator, including leasing com-
mercial spaces at stations, with the exception of the 117
stations for which Grandi Stazioni and Centostazioni
handle these activities. 
RFI’s main activities include: 
• maintenance and operation of the infrastructure;
• offering the railway companies’ trains access to the

network;
• technological and infrastructural upgrades to the net-

work and high speed/high capacity investments; 
• development and application of technologies and sys-

tems for sustainable infrastructure growth.
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RFI  nEtwoRK In oPERAtIon

KEyS

Principal routes 
Junction routes 
Secondary routes 
Foreign/Cross-border routes
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Trenitalia, the largest FS Italiane Group company, oper-
ates throughout Italy with three divisions:
• Long Haul Passenger Division, offering long haul rail-

way transport services for passengers, including on
sections of corridors forming the European network;

• Regional Passenger Division, which provides metro-
politan, regional and inter-regional railway mobility
services under public transport contracts;

• Cargo Division, which develops, designs, produces,
manages and sells railway transport services for cargo
in Italy and from/to abroad. 

Busitalia - Sita Nord is the Group’s local public transport
company by bus. In this segment, either directly or
through its subsidiaries, it offers urban and suburban
connections in Veneto, Tuscany (directly and through
Ataf Gestioni) and Umbria (through Umbria Mobilità Es-
ercizio). Furthermore, through its subsidiary, Busitalia Rail
Service, it organises the provision of railway line replace-
ment services throughout Italy on Trenitalia’s behalf.
FS Logistica is active on the domestic market with its
business units. Its core business is focused on large in-
stitutional customers and multi-modal transport and lo-
gistics services for consumer goods.
FS Sistemi Urbani is responsible for developing the
Group’s assets which are not functional to railway oper-
ations and for providing integrated urban services with
a business-oriented approach, as well as streamlining
and improving the functioning and service offered to the
public. Its main real estate activities and services include:
projects to strengthen services that are important in

terms of their economic and social impact, feasibility
studies, consultancy, design and supervision of works,
technical/cost feasibility assessments, environmental im-
pact surveys and procedures for contracting work to
third parties. Through its subsidiary Metropark, the com-
pany manages car parks near major railway stations.  

1.3.2 International market

Continental Europe, the Mediterranean, the Middle East,
Latin America, the US, India and Australia are the main
areas abroad where the Ferrovie dello Stato Italiane
Group operates. The main services offered on these for-
eign markets relate to engineering, passenger transport
and cargo logistics.
In the field of passenger transport, the Ferrovie dello
Stato Italiane Group has expanded its European pres-
ence, extending its range of international connections
through the subsidiary Thello19 and collaborating with
leading European railway companies.
The Netinera group operates in rail and road transport
on the German local public transport market, and has
also offered a few cross-border services from Germany
to the Czech Republic and Poland, in addition to cargo
services.
In the cargo transport and logistics sector, Trenitalia op-
erates on many foreign markets, mainly through TX Lo-
gistik, including: Austria, Denmark, Germany, Norway,
Holland, Sweden and Switzerland.

nEtwoRK oPERAtEd By GRAndI  StAzIonI

Palermo Centrale

Napoli Centrale

Bologna Centrale

Milano Centrale

Bari Centrale

Roma Termini

Roma Tiburtina

Genova Brignole

Genova Piazza Principe

Torino Porta Nuova

Verona Porta Nuova

Venezia Santa Lucia

Venezia Mestre

Firenze Santa Maria Novella

nEtwoRK oPERAtEd By CEntoStAzIonI  

north-west

Centre-north

north-Centre

Centre-South

north-East

South

19. Subsidiary of Trenitalia with an investment of 66.67%.
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20. In line with the priorities established in Regulation 1315/2013.
21. These projects are, in certain cases, subject to bilateral agreements that the Italian government signs with bordering countries to

define coordinated development plans for railway infrastructures.
22. In implementation of Cargo Regulation 913/2010.

Grandi Stazioni operates abroad through Grandi
Stazioni Ceska Republika Sro, a Czech company re-
sponsible for the redevelopment and commercial man-
agement of two railway stations in the Czech Republic. 
RFI ’s foreign activities mainly consist of its partnership
with infrastructure managers in other countries and ac-
tivities sponsored by the European Union for the devel-
opment of the Trans European Network - Transport
(“TEN-T”). In Italy, this translates into the infrastructure’s
gradual updating to international standards20 and the im-
provement of its connections with the main hubs (ports,
airports and core terminals). Large-scale projects also

fall within this segment, such as the Brennero base tun-
nel and the south access sections leading to it, the new
Turin-Lyon line and the strengthening and redeveloping
of existing lines leading to the main Alpine passes, in
terms of both increasing capacity and improving per-
formance, particularly for cargo transport21. RFI sched-
ules and commercialises hourly train routes and the
related services across borders, in collaboration with the
other countries’ network managers.
Furthermore, in recent years, RFI has been involved in
the development of the four European railway corridors
for cargo transport (corridors 1, 3, 5 and 6)22.
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Roma

Bologna

Verona

Firenze

Genova

La Spezia

Livorno

MilanoNovara

Venezia
Trieste

Torino
Lione/Parigi

Marsiglia

Lubiana/Budapest

Vienna

Udine

Ravenna

Napoli

Palermo

Bari

Gioia Tauro

La Valletta

Monaco/Berlino

Anversa/Rotterdam

Ancona

Taranto

TEN-T CORE CORRIDOR NR. 6
“Genova-Rotterdam Corridor”

TEN-T CORE CORRIDOR NR. 1
“Baltic-Adriatic Corridor”

TEN-T CORE CORRIDOR NR. 3
“Mediterranean Corridor”

TEN-T CORE CORRIDOR NR. 3
“Mediterranean Corridor”

TEN-T CORE CORRIDOR NR. 5
“Helsinki-Valletta Corridor”
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Italferr handles the design, the management and super-
vision of works, tenders and project management for
large infrastructural investments in over 40 countries
around the world.
The following table shows ongoing international projects
that are expected to be completed in the medium term.

PRoJECtS In PRoGRESS In 2014

Coach, bus, trolley, taxi and train station in Tirana
Feasibility study for the multi-modal station. 

Albania

Development of the Algerian railway network
Technical assistance for the design of new lines, the management of tenders and supervision of work for the
completion of the infrastructure investment programme, as well as for the Anesrif agency’s personnel training.

Algeria

Saudi Landbridge Railway Project
Preliminary and detailed designs of the new Riyadh-Jeddah line.

Saudi Arabia

Design of a section of the Fiume-Zagreb-Budapest corridor
Design of the Hrvatski Leskovac-Karlovac section.

Croatia

Updating of the signalling system on the Cairo-Port Said section
Updating of signalling systems on the Benha-Zagazig-El Ismalia-El Qantara and Zagazig - Abu-Kebir sections.

Egypt

Doha Metro
Development of the Doha metro design.

Qatar

Consultancy services for rail operations legal framework, operations management system development 
and master document preparation
Consultancy services for the maintenance and operations of the new railway line connecting the Ethiopian 
capital with the Dijibouti port and the city’s new light rail.

Ethiopia

New Turin-Lyon HS line
Design of the new line variation in the “Operations and plant” lot for Lyon Turin Ferroviaire (LTF).

France

The National Railway Project
Preliminary design of the new railway network.

Oman

Serbia System Track Analysis
Setting up a database for the Serbian railway’s most significant assets and infrastructure objects.

Update of the national strategy to 2021 and preparation of the Serbian railway investment plan
Revision of the strategic plan to update the Serbian railway network.

Serbia

Monitoring the Corridor X railway superstructure
Monitoring the works to update the railway superstructure along Corridor X.

Serbia - 
Macedonia

New contract for the design of the Ankara-Esenboga connection
Design of the railway connection between the Esenboga international airport and Ankara.

Supervision of works on the Eurasia tunnel and project review
Supervision of works oversight and revision of the Eurasia tunnel project in Turkey.

Turkey
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Italcertifer has been continuing its activities in Saudi Ara-
bia for the “Al Shoula” consortium to certify the safety
systems on the new “Haramain High-Speed Rail (HHS)”
line between the two holy cities Mecca and Medina. In
the United Arab Emirates, the company certified the
command and control system on the Shan-Habshan

line. In Australia, for Rio Tinto, it is certifying the signalling
system for 1,300 km of line and, for Roy Hill, it is certify-
ing the satellite guided driverless train speed protection
system. On 25 July 2014, the high speed railway line in
Turkey between Ankara-Istanbul, which Italcertifer had
certified, was opened.
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2.1 Corporate Governance
G R I  2 . 6  |  4 . 1  |  4 . 3  |  4 . 4  |  4 . 5  |  4 . 6  |  4 . 7  |  4 . 9  |  4 . 1 0  |  E C 2  |  L A 1 3  |  S O 2  |  S O 3  |  S O 4

Beginning with its Code of Ethics23, the Ferrovie dello
Stato Italiane Group has embraced the principles of
transparency and correct conduct as essential require-
ments in its path towards sustainability.
The Ferrovie dello Stato Italiane Group’s structure is the
result of a complex reorganisation/privatisation process
over the years, leading to the current structure in which
a Parent Company, Ferrovie dello Stato Italiane SpA,
heads the operating companies in the various operating
segments along the chain and other companies that
provide services and support for the Group’s operations.
The Group’s organisation reflects the corporate segre-
gation of the railway infrastructure network from trans-
port services, in accordance with European directives
on the privatisation of the railway market.
The Parent Company, which is wholly owned by the Ital-
ian Government through the sole shareholder, the Min-
istry of the Economy and Finance, establishes and
coordinates, under the supervision of a Supervisory
Committee, the Group companies’ policies and busi-
ness strategies on the basis of economic, environmental
and social considerations. In particular, the Group fo-
cuses on the interaction among the railway transport,
natural environment and the community.
The companies have their own corporate characteristics
and are autonomous in their management of operations
to achieve business targets.
A governance system made up of departments is in
place to ensure that governance processes are effective
(the Parent Company is organised into 10 head depart-
ments), which contributes to the decision making and
sharing process, while also making the most of expertise
and professionalism found within the parent. 
Ferrovie dello Stato Italiane SpA, which presents a struc-
ture flanking the typical duties of a corporate company
with industrial and financial activities, prepares the

Group’s Business Plan and coordinates its creation and
consolidation with the operating companies, oversees
and monitors intercompany transactions and manages
institutional affairs with the government, considered in
the broadest sense (central government, ministries, re-
gions and public administrations in general).
In addition to the separate financial statements, the Par-
ent Company prepares the Group’s consolidated finan-
cial statements, and both are in compliance with the
international accounting principles IAS/IFSR. 
Independent auditors included in the specific register are
engaged for the legally-required audit of the separate
and consolidated financial statements, as provided for
by the Italian Civil Code. The independent auditors also
issue a review report on the Sustainability Report. 
With the issue of the first bond in July 2013 (maturing in
July 2020) – listed on the Irish stock exchange as part
of the EMTN (Euro Medium Term Notes) programme,
Ferrovie dello Stato Italiane SpA became an “Entity of
Public Interest” pursuant to article 16 of Legislative de-
cree no. 39/2010 (concerning “legally-required audits of
the annual and consolidated financial statements”).

23. The Code of Ethic is a “charter of fundamental rights and responsibilities” whereby the FS Italiane Group establishes and clarifies
its ethical and social responsibilities and commitments to all internal and external stakeholders.
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2.1.1 Governance bodies

The corporate governance structure of FS SpA and its
main subsidiaries is organised according to the traditional
system in which the Shareholders’ Meeting appoints a
Board of Directors (responsible for management) and a
Board of Statutory Auditors (responsible for controls).
The by-laws provide that the Board of Directors delegate
its duties to a CEO. Following the Shareholders’ Meeting
resolution, the Board of Directors can also delegate op-

erating duties to the Chairman on the aspects indicated
by the Shareholders’ Meeting and determine their actual
contents.
The following chart represents FS SpA’s corporate gov-
ernance structure.
For additional information, reference should be made to
the 2014 Annual Report (see the Directors’ report, para.
Corporate governance).
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Shareholders’ Meeting

FS SpA’s Shareholders’ Meeting is attended by the sole
shareholder, the Ministry of the Economy and Finance.
In 2014, it met nine times for ordinary meetings and
once for an extraordinary meeting.

Board of Directors

Pursuant to article 10 of the by-laws, as amended by FS
SpA’s Shareholders’ Meeting during the extraordinary
meeting held on 29 May 2014, the Board of Directors
(also referred to as the “BoD”) consists of a minimum of
three to a maximum of nine members appointed by the
shareholder. 
In any event, the composition of the Board of Directors
must ensure a balanced proportion of men and women,
in accordance with the applicable regulations and the
terms provided for thereby.
On 29 May 2014, as the majority of Directors ap-
pointed by the Shareholders’ Meeting on 9 August
2013 were no longer in office (and therefore, as the en-
tire Board of Directors was considered outgoing), the
Shareholders’ Meeting appointed the new board mem-
bers, with a three-year term of office until the date of
the shareholders’ meeting that will be called to approve
the 2016 financial statements. In its meeting of 30 May
2014, the new Board of Directors appointed Michele
Mario Elia as CEO24.
FS SpA’s Board of Directors in office for 2014-2016
has maintained for itself exclusive powers on matters
of economic and strategic relevance, while assigning
the Chairman specific powers for the coordination of
internal control activities and the CEO all powers for
company’s management – with the exception of
those reserved exclusively to the Chairman, those
that the Board of Directors exclusively maintains and
those that cannot be delegated under law – as well
as giving the CEO mandate to take any initiative for
the Group’s development, also with a view to the
Group’s privatisation, and coordinate the related ac-
tivities.
FS SpA’s Board of Directors normally meets once a
month and, in any case, whenever the Chairman or CEO
believes a meeting is necessary or whenever the majority
of its members or the Board of Statutory Auditors pres-
ents a justified written request. The Board met 15 times
in 2014.
The Shareholders’ Meeting resolve on the Directors’
fees.

As proposed by the Remuneration and Appointment
Committee and with the approval of the Board of Statu-
tory Auditors, the Board of Directors decided to increase
the Chairman’s and the CEO’ remuneration pursuant to
article 2389.3 of the Italian Civil Code. Their remunera-
tion consists of both fixed fees and variable fees linked
to the achievement of annual targets, which the Board
of Directors defined on the basis of the Remuneration
and Appointment Committee’s proposal.

Committees

FS SpA sets up advisory or proposal-making commit-
tees within the Board of Directors only when strictly
necessary. In line with widespread practice among
listed companies, FS SpA’s Board of Directors in office
for 2013-2015 (whose mandate ended on 29 May
2014) had established the Remuneration Committee,
responsible for proposing the remuneration of Direc-
tors with delegated powers and supporting the CEO
in the definition of guidelines for the Ferrovie dello
Stato Italiane Group’s remuneration policy. After the
Board of Directors was renewed, with the sharehold-
ers’ resolution of 29 May 2014 (for 2014-2016), FS
SpA’s new Board of Directors (during the meeting on
24 July 2014) resolved to set up the following com-
mittees:
• the Audit, Risk Control and Corporate Governance

Committee, responsible for supporting the board’s in-
ternal control and risk management assessments, the
company’s and the Group’s corporate governance
and social responsibility, by presenting proposals and
providing advisory activities;

• the Remuneration and Appointment Committee, re-
sponsible for presenting proposals and providing
advisory services to the Board of Directors with re-
spect to, inter alia, the CEO’s and the Chairman’s re-
muneration (should the latter be assigned operating
duties), any “co-options” and periodic checks that
the Directors of FS SpA meet independence and in-
tegrity requirements and are still eligible to hold their
office.

The members of these committees receive additional
fees equal to 30% of the fees determined by the share-
holder for Directors, in accordance with article 10.5 of
the by-laws.

24. Ferrovie dello Stato Italiane SpA’s BoD is comprised of nine Directors (seven are over 50 years old and two are between 30 and
50): the Chairman (a man), seven non-executive Directors (four of whom are women) and a Managing Director or CEO (a man).
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Other committees

In terms of its internal organisation, the Parent Company
has some committees responsible for advising/setting
guidelines/supporting, and its appointed members are
the pro tempore managers in charge of certain company
functions.
The Ethics Committee25: a body responsible for advis-
ing and setting guidelines within the framework of the
principles and rules of the Ferrovie dello Stato Italiane
Group’s Code of Ethics. It facilitates the integration of
ethical principles with various company stakeholders in
the decision-making processes, checking that the ac-
tions and conduct of Directors and employees are con-
sistent with established conduct, reviewing the company
procedures in the light of the aforementioned Code and
ensuring that it is constantly updated.
The Anti-Trust Committee26: this committee supports
Ferrovie dello Stato Italiane’s CEO to promote, through
the preparation of anti-trust compliance guidelines, the
spread of information about competition legislation and
monitoring that it is applied. The committee also defines
the Group’s position with respect to any procedures that
the Anti-Trust Authority can initiate against individual
companies.
The Investment Committee27: this committee advises
the CEO and provides guidelines on investments and di-
vestments, directing the Ferrovie dello Stato Italiane
Group’s planning process, expressing (strategic and
economic/financial) fairness opinions on initiatives, it is
responsible for approving significant investments and di-

vestments, it monitors the development of the invest-
ment plan and proposes any corrective action to be
taken.
The Group IT System and Information Security Com-
mittee28: this intercompany advisory body guides the
Ferrovie dello Stato Italiane Group’s information security
strategies, makes proposals to Group’s companies for
critical business processes in relation to emerging risks
with respect to the use and management of IT re-
sources, monitors IT initiatives, evaluates and approves
proposals for the regulation of evaluations and certifica-
tions with respect to the security of information and IT
systems.
The SoD (Segregation of Duties) Committee29: this
committee is responsible for defining, approving and
overseeing the Group’s SoD risk matrix. It also analyses
and monitors the implementation of the appropriate ac-
tions to manage/resolve SoD risks detected transversally
in the Group companies’ staff processes.
The Group Equal Opportunities Committee30: this bi-
lateral company body with equal standing and aims to
promote initiatives and actions to offer women workers
more favourable terms and better opportunities. There
are a national committee and 15 local committees31, with
one representative for every trade union that has signed
the National Labour Agreement for the Mobility sector
and the same number of members appointed by the
Group companies.

25. Set up with group measure no. 50/MD of 30 January 2006.
26. Set up with group measure no. 55/MD of 10 March 2006.
27. Set up with group measure no. 89/MD of 8 February 2007 and subsequently amended with group measures no. 120/MD of 

10 November 2008 and no. 186/MD of 24 December 2014.
28. Set up with group directive no. 168/MD of 25 November 2013, in line with group measure no. 167/MD of 25 November 2013.
29. Set up with group directive no. 184/MD of 22 December 2014 and updated with set up with group directive no. 188/MD of 

23 January 2015, as an advisory and steering body with respect to the segregation of duties.
30. Set up pursuant to no. 1, point 3, letter C) of the national labour agreement for the Mobility/Railway sector and article 3 of the

Ferrovie dello Stato Italiane Group’s contract of 20 July 2012.
31. The local committees are: CPO Liguria, CPO Piemonte-Valle d’Aosta, CPO Lombardia, CPO Veneto, CPO Verona-Trentino Alto

Adige, CPO Friuli Venezia Giulia, CPO Emilia Romagna, CPO Toscana, CPO Marche-Umbria-Abruzzo, CPO Lazio, CPO Campa-
nia-Molise, CPO Puglia-Basilicata, CPO Calabria, CPO Sicilia, CPO Sardegna.
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2.1.2 The internal control 
and risk management 
system

KPMG SpA was engaged to perform the legally-required
audit for both the Parent Company and the subsidiaries
beginning from 2014. The engagement lasts for nine
years32. 
The Court of Auditors’ Magistrate appointed to audit the
financial management of Ferrovie dello Stato Italiane,
pursuant to article 12 of Law no. 259/195, attends the
meetings of the BoD and the Board of Statutory Audi-
tors.

Board of Statutory Auditors

Along with the parent’s other corporate bodies, the
Statutory Auditors systematically monitor that the
corporate governance principles endorsed pursuant
to the Italian Civil Code are applied, compliance with
the law, the by-laws and the principles of correct ad-
ministration, particularly with respect to the adequacy
of the Parent Company’s organisational, administra-
tive and accounting system and that it functions
properly. 
When Ferrovie dello Stato Italian became an entity of
public interest33, the  Board of Statutory Auditors of the
Parent Company also became the “Internal Control and
Audit Committee”, responsible for supervising financial
reporting, the efficiency of internal control systems, in-
ternal audit and risk management, as well as the legally-
required audit and, finally, the independence of the
independent auditors.
The Board of Statutory Auditors meets at least once
every three months. In 2014, Ferrovie dello Stato Ital-
iane’s Board of Statutory Auditors met 25 times and the
Statutory Auditors attended six Shareholders’ Meetings
and 2014 meetings of the Board of Directors.

Internal Auditing

The main Group’s companies (FS Italiane, Trenitalia, RFI,
Ferservizi, Fercredit and Grandi Stazioni) have internal
audit departments, reporting to the Chairman of the re-
spective Board of Directors34; If an Audit Committee has
been set up, the internal audit department reports to it
as well, as defined by the relevant company’s internal
procedures.

The parent’s Audit Head Department provides this
service to the subsidiaries, in coordination with their in-
ternal audit departments, if they have one, or exclu-
sively if they do not.
Within the Group, internal auditing is an independent
and objective activity for assurance and advisory pur-
poses.
The approach is aimed at assessing and improving
control processes, risk management and corporate
governance.
The Group’s internal audit departments assess the ade-
quacy of internal control systems (ICS) in relation to com-
pany objectives pursued on the basis of three pillars:
• effective, efficient operations;
• protecting company assets;
• compliance with laws, regulations (both inside and

outside the company) and contracts. 
The Manager in charge of the Audit Head Department
has functional influence over the entire internal audit pro-
fessional family for logical purposes and to achieve
economies of scale at Group level.
The Audit Head Department provides the subsidiaries’
internal audit departments with planning guidelines, de-
fines the Group’s internal audit guidelines, policies and
methodologies and promotes the consistency of ICS as-
sessments, the infragroup reach of expertise and pro-
fessional updates. 
This department carries out activities throughout all
Group’s companies, including those with their own in-
ternal audit departments. It also reports to the Group’s
management on internal audit plans and the results of
all the internal audit departments. It is exclusively and
centrally responsible for investigations into suspected
fraud.
In all the Group’s companies, although to differing ex-
tents, the internal auditors monitor risks of corruption.
This monitoring is carried out through:
• the risk assessment to define and update the organi-

sational models pursuant to Legislative decree no.
231/2001 by the auditors on behalf of the Group’s su-
pervisory committees;

• assurance activities to identify any indications of fraud;
• the management of reports received about events in

violation of the principles of the Code of Ethics and
the regulations referred to in the organisational Models
pursuant to Legislative decree no. 231/2001.

32. Based on the applicable special provisions provided for by Legislative decree no. 39/10 (article 16 and subsequent articles), after
FS SpA became an “entity of public interest” by issuing the listed bond in 2013.

33. Within the term pursuant to article 16 of Legislative decree no. 39/2010 (legally-required audit), in line with article 19 of the same
decree.

34. Fercredit’s internal audit department reports functionally to the company’s Board of Directors.
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In 2014, around 1,200 people (including 63 managers)
participated in training to spread awareness about anti-
corruption policies and procedures implemented at
Group level35.
The Group companies’ internal audit departments com-
pleted a total of 110 audits in 201436, 99 of which were
used in the assessment of the internal control system.
Of these, 15 concerned safety in the workplace and pro-
tection of the environment. The remaining 84 related to
other aspects and are considered useful in assessing
how to prevent potential acts of corruption37. 
Many of the activities performed were carried out upon
the request of the relevant Supervisory Committees, or
were considered significantly relevant by these bodies.

Supervisory Committees 
and organisational models pursuant 
to Legislative decree no. 231/2001

The FS Italiane Group’s companies have adopted pro-
grammes to prevent the crimes covered by Legislative
decree no. 231/2001 and have defined the organisa-
tional, management and control models, appointing su-
pervisory committees to mitigate the risk of such crimes
being committed and thereby suffering the effects pro-
vided for by such decree.
The Supervisory Committees are set up as boards38.
In order to maximise these committees’ independence,
their members cannot hold similar positions with sub-
sidiaries or parents or, in any case, have economic rela-
tionships with such companies.
The internal audit departments provide operating serv-
ices to their respective companies’ supervisory commit-
tees and their subsidiaries, such as:
• definition and updating of the organisational models;
• performance of checks on the adequacy and compli-

ance of the organisational models;
• technical secretarial duties, such as:

– calling the periodic meetings and taking the min-
utes;

– monitoring and examining information flows from
management;

– examining reports;
– preparing reports to the company bodies;
– managing and filing document.

The Central Audit Department offers technical opera-

tional support to the supervisory committees of FS SpA
and all the Italian companies that do not have their own
independent internal audit departments: Busitalia - Sita
Nord, FS Logistica, FS Sistemi Urbani, Cemat, I-Mago,
Metropark, Centostazioni and Italferr.
In 2014, various Group companies updated their organ-
isational models pursuant to Legislative decree no.
231/2001 to implement the aforementioned legislative
changes and to update the related organisational con-
trols39.

Risk Management 

The “Group’s Risk Management Model” was first for-
malised according to the Group provision no. 169/AD of
21 January 2014 and defines the steps, method and
roles in the assessment and management of risks. 
The risk management process provides for the mapping
of processes and related targets, the identification and
assessment of risks and related controls and the pro-
posal of any improvement action for risk containment.
The Group adopts the Control Risk Self Assessment
(CRSA) method for risk management, which actively in-
volves the process owners who carry out activities. 
The process owners are the risk owners: they identify
the events related to the risk areas and classify them in
the categories defined in the risk glossary, check that
procedures, provisions and all other internal organisa-
tional aspects adequately mitigate the risks and limit their
impact. They also propose or prepare, if these measures
would result as inadequate, effective correction and im-
provement action to contain risks. 
The department’s representative and the Risk Officer
support the process owners in their activities. Under the
Group’s provision no. 178/AD of 6 October 2014, the
model has been establishing, for the main Group’s com-
panies, the appointment of a Risk Officer reporting di-
rectly to the CEO.
With Organisational Provision no. 116/AD FS of 22 Jan-
uary 2015, the Group model was strengthened with the
creation of the risk management structure, reporting di-
rectly to the CEO of FS SpA. The structure’s mission is
to ensure the implementation of an integrated Enterprise
Risk Management model to support the optimisation of
controls to improve performance of each company and
of the Group as a whole. 

35. The data refer to training organised by the Group’s six internal audit departments (either independently or as requested by the
Supervisory committees pursuant to Legislative decree no. 231/2001) and the Supervisory committees pursuant to Legislative
decree no. 231/2001 within Italferr and Centostazioni.

36. Each year, all Group companies can be audited by their individual internal audit departments or by the parent. 
37. No disciplinary measures were taken in 2014 following audits.
38. Bodies consisting of one person from outside the group have been appointed in the “small” companies (in accordance with Con-

findustria guidelines for the creation of organisational, management and control models.
39. The companies that updated the models are: Ferrovie dello Stato Italiane, Trenitalia, RFI, Blueferries, Fercredit, Italferr and Metro-

park.
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Nord, FS Logistica, FS Sistemi Urbani, Cemat, I-Mago,
Metropark, Centostazioni and Italferr.
In 2014, various Group companies updated their organ-
isational models pursuant to Legislative decree no.
231/2001 to implement the aforementioned legislative
changes and to update the related organisational con-
trols39.

Risk Management 

The “Group’s Risk Management Model” was first for-
malised according to the Group provision no. 169/AD of
21 January 2014 and defines the steps, method and
roles in the assessment and management of risks. 
The risk management process provides for the mapping
of processes and related targets, the identification and
assessment of risks and related controls and the pro-
posal of any improvement action for risk containment.
The Group adopts the Control Risk Self Assessment
(CRSA) method for risk management, which actively in-
volves the process owners who carry out activities. 
The process owners are the risk owners: they identify
the events related to the risk areas and classify them in
the categories defined in the risk glossary, check that
procedures, provisions and all other internal organisa-
tional aspects adequately mitigate the risks and limit their
impact. They also propose or prepare, if these measures
would result as inadequate, effective correction and im-
provement action to contain risks. 
The department’s representative and the Risk Officer
support the process owners in their activities. Under the
Group’s provision no. 178/AD of 6 October 2014, the
model has been establishing, for the main Group’s com-
panies, the appointment of a Risk Officer reporting di-
rectly to the CEO.
With Organisational Provision no. 116/AD FS of 22 Jan-
uary 2015, the Group model was strengthened with the
creation of the risk management structure, reporting di-
rectly to the CEO of FS SpA. The structure’s mission is
to ensure the implementation of an integrated Enterprise
Risk Management model to support the optimisation of
controls to improve performance of each company and
of the Group as a whole. 

35. The data refer to training organised by the Group’s six internal audit departments (either independently or as requested by the
Supervisory committees pursuant to Legislative decree no. 231/2001) and the Supervisory committees pursuant to Legislative
decree no. 231/2001 within Italferr and Centostazioni.

36. Each year, all Group companies can be audited by their individual internal audit departments or by the parent. 
37. No disciplinary measures were taken in 2014 following audits.
38. Bodies consisting of one person from outside the group have been appointed in the “small” companies (in accordance with Con-

findustria guidelines for the creation of organisational, management and control models.
39. The companies that updated the models are: Ferrovie dello Stato Italiane, Trenitalia, RFI, Blueferries, Fercredit, Italferr and Metro-

park.

35

Manager in Charge 
of the Company’s financial reports

Since 2007, upon the specific request of the share-
holder, the Ministry of the Economy and Finance, in
order to increasingly align the parent’s corporate gover-
nance system with those adopted by companies listed
on financial markets, the Parent Company appointed a
Manager in Charge of the Company’s financial reports
to prepare the accounting documents, pursuant to Law
no. 262 of 28 December 2005 “Provisions to protect as-
sets and govern financial markets”. 
Consequently, on 27 April 2007, Ferrovie dello Stato Ital-
iane’s Shareholders’ Meeting amended article 16 “Man-
ager in charge of the Company’s financial reports” of the
by-laws for this purpose.
Following the issue of the aforementioned bond (July
2013), FS SpA’s new status as an issuer of listed finan-
cial instruments and the position of Manager in Charge
of the Company’s financial reports became legally re-
quired as the company has fallen completely within the
scope of application of article 154-bis of the Consoli-
dated Finance Act40.
Please note that in view of the FS Italiane Group’s or-
ganisational and operational complexity, due to the num-
ber of operators and processes involved, and in order
to strengthen and improve efficiency in the application
of this legislation, FS SpA’s BoD has encouraged the ap-
pointment of a Manager in Charge of financial reporting
within each of its main subsidiaries as well41.
In accordance with the law, the Manager in Charge of
the Company’s financial reports contributes to the defi-
nition of the internal control system with respect to fi-
nancial reporting. To this end, the Manager prepares
administrative and accounting procedures for the prepa-
ration of the periodic accounting documents, certifying,
along with the CEO, in a specific report on the separate
and consolidated financial statements, that they are ad-
equate and were effectively applied during the reporting
period.
Furthermore, the Manager in Charge of the Company’s
financial reports must certify any disclosure to the market
containing accounting data in accordance with article
154-bis.2 of the Consolidated Finance Act.
For additional information, reference should be made to
the 2014 Annual Report (see the Directors’ report, para.
Corporate governance). 

Planning and management 
control system

In line with the strategic guidelines and objectives de-
fined by the Board of Directors:
• the planning and management control system sup-

ports the Group’s long-term planning process, the an-
nual operational implementation of strategies
(budgeting process), the calculation of actual results
and the analysis of such results; 

• the Strategies, Planning and Systems Head Depart-
ment (SPSHD) defines the Group’s business and mar-
ket strategies and the related planning, monitoring and
strategic control process.

More specifically, the SPSHD compiles the plan for the
parent and the FS Italiane Group – normally every five
years – by coordinating the development and consol-
idation of proposals/plans submitted by the individual
structures/Group companies, for subsequent defini-
tion by the CEO, and then it monitors the Plan imple-
mentation.
The Finance, Control and Assets Head Department
(FCAHD) defines the guidelines for the preparation of the
annual budget and management control process for the
Group.
In particular, the FCAHD prepares FS SpA’s budget, sup-
ports subsidiaries in the preparation of their budgets and
consolidates the FS Italiane Group’s budget, with the ex-
ception of investments, which fall under the SPSHD’s
scope of responsibility.
Management control activities cover nearly all aspects
of FS SpA’s and the Group’s operations, encompassing
various types of controls:
• strategic control, to check whether the strategies are

implemented on the basis of guidelines arising from
the planning process and whether results reflect the
expectations in the strategic plans;

• management control, to check whether short-term
targets have been reached and, accordingly, monitor
the achievement of budget targets; 

• operational control, to monitor operations and the ef-
ficiency of processes.

40. Consolidated finance act.
41. RFI, Trenitalia, Grandi Stazioni, Centostazioni, FS Logistica and Busitalia-Sita Nord.
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FERRoVIE dELLo StAto ItALIAnE GRouP StAKEhoLdER MAP

Institutions

trade associations

Social organisations/Associations

workers’ representatives

Employees

Lenders

Shareholders

the media

Customers

Competitors

Scientific community

Charitable organisations

Local bodies/Public administration

Public bodies

Suppliers

Companies/Partners

The Ferrovie dello Stato Italiane Group operates under
the firm belief that a company’s success hinges on its
ability to meet its stakeholders’ needs. 
The main stakeholders are identified on the basis of their

ability to influence the Group’s activities, products and
services, along with the amount of influence that the
Group has on them. 
The stakeholder categories are indicated below.

2.2 Stakeholders
G R I  1 . 2  |  3 . 5  |  4 . 1 2  |  4 . 1 3  |  4 . 1 4  |  4 . 1 5  |  4 . 1 6  |  4 . 1 7  |  S O 1  |  S O 5  |  S O 6  |  P R 6  |  P R 7
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2.2.1 The stakeholder panel

On 30 September 2014, the Ferrovie dello Stato Ital-
iane Group organised the second panel for its stake-
holders. This initiative involved about 50 stakeholders
including businesspeople, public administrations, re-
search institutes, experts, universities, business con-
sortia, consumer associations, trade associations,
social organisation, the trade press, resident users and
customers. The day consisted of discussions with all
participants and round tables in smaller groups with the
participation of a Group representative at each table to
support the issue being discussed and to encourage
the involvement of participants. 

Based on the information in the 2013 Sustainability Re-
port, 20 proposals for improvements for the Group’s
sustainability practices were made, with a focus on five
key strategic areas, each discussed in depth at a spe-
cific round table: 

F S
I T A L I A N E

PASSENGER 
MOBILITY

thE woRK-
GRouPS

SAFETY 
OF PREMISESENVIRONMENT

INTERNAL 
ORGANISATIONSERVICE QUALITY
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The Company’s commitment to consider all the propos-
als made in the day and to provide similarly specific re-
sponses was achieved in February 2015, when all
feedback was published on the Ferrovie dello Stato Ital-
iane website (http://www.fsitaliane.it/fsi/Impegno/Stake-
holder-engagement).
Furthermore, at the same time, the company published
the progress of 2013 stakeholder engagement projects,
which is also available on the Ferrovie dello Stato Italiane
website.

2.2.2 Other forms of dialogue

There are other forms of dialogue between the Group
and stakeholders, including institutionalised feedback
collection (e.g., customer satisfaction surveys), relation-
ships with the consumer and environmental associations
and the trade unions. 
Each year, the Group promotes a number of initiatives
to inform, advise, discuss and establish partnership with
the various stakeholders. 
The following table shows the main initiatives of 2014.

38 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

For each issue, two separate sub-issues were identified
to which the discussion was limited. Specifically:

I S S u E StA B L E

• Noise
• Environmental impact of infrastructures

Environment

• Urban modal integration
• Long-haul modal integration

Services/Passenger mobility 

• Safety at the station
• Safety on board trains

Safety of premises

• Diversity management
• Professional development

Internal organisation

• Accessibility
• Customer satisfaction

Service quality
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Labour Employees

Workers’ 
representatives

Training

Enhancement

Incentives

Remuneration

Work/life 
balance

Equal 
opportunities

Health 
and safety

Internal 
communi-
cations

Development (par. 5.1.3)
• Evaluation of Group targets: a total of 532 people were evaluated 

to support organisational changes and/or promotions to specific 
positions. 

• 4,476 men and 1,395 women were evaluated as part of key 
populations covered by the integrated evaluation system 
(average annual numbers of the past three years).

• The integrated evaluation system was upgraded: a module 
was implemented in the system to manage development plans, 
replacement tables and a session to support resource managers 
in searching for and using evaluation data.

Institutional training (par. 5.1.3)
• Roughly 40 newly hired fresh graduates were given two complete 

orientation sessions, consisting of 15 full days. The same target group
also received managerial training made up of 10 classroom days.  

Managerial training (par. 5.1.3)
• The training programme for junior managers involved 96 resources 

for their enhancement and development.
• The “Managerial skill development” project continued, 

enabling 33 junior managers to ramp up their managerial growth. 
• Managerial training for managers focused on two Initiatives:

– Managerial workshop in two 2-day modules for the development 
of the main empathetic leadership skills, with the participation 
of 30 managers.

– Registration for permanent Ambrosetti updates for training 
and refresher courses on economic policy, finance, markets 
and business, with the participation of 130 managers.

• With respect to Economics, 170 people received training to support
economic, financial and asset management activities.

• The pilot programme for a training model on the remuneration 
of invested capital in Trenitalia’s regional transport division was 
carried out, with the participation of 27 people.  

Professional technical training (par. 5.1.3)
• Approximately 297,000 man-days of training were provided to impart

and update specialised expertise. 
• Training on the environment and sustainability continued with ad hoc

sessions.
• Training and refresher courses continued for 62 people in the Tax 

professional family and for 80 people in the Audit professional family. 
• Training for the Human Resources professional family consisted 

of the certification of another 14 assessors and 30 internal coaches. 
• Around 200 employees, including managers, safety nominees 

and workers have received occupational health and safety training. 
• The companies have continued to develop specific training to support

specialised technical and business expertise. 

Cross training (par. 5.1.3)
• Individual and collective foreign language training continued.

Employer Branding and Recruitment (par. 5.1.3)
• Internal job posting continued. 
• The online e-recruitment system was used for 28 external searches 

to fill 42 positions. 
• A Group career page was created on Linkedin. 
• The Group placed first in the “Best Employer of Choice 2014” ranking.

A R E A  
o F  I n t E R E S t

S tA K E h o L d E R t o P I C S M A I n  I n F o R M At I o n ,  A d V I S o R y,  d I S C u S S I o n  
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Governance Lenders

Shareholders

Relationships
with 
shareholders
and lenders

Corporate
Governance

Internal communications (par. 5.1.3)
• With the new internal communications model, about 1,200 local 

managers were involved in communications initiatives dealing 
with engagement and involvement.

• Various campaigns were launched for illness prevention and treatment,
such as the Race for the Cure.

Diversity and equal opportunities (par. 5.1.4)
• Activities continued to support “women’s shifts” for on board 

personnel.
• Actions were taken to spread awareness among passengers 

about violence against women. 
• The “Frecciarosa” campaign for women to prevent cancer 

and workplace issues was repeated. 
• Another two sessions of maternity and multi-faceted leadership 

training were offered to about 30 women upon their return 
to work after maternity leave, and about 25 of their direct managers 
or supervisors. 

• Maternity leave guidelines were published. 
• A study began for a pilot programme on telecommuting.
• The DyMove project was presented, a programme aimed 

at emphasising diversity in a positive light and spreading public 
awareness about efforts to end racial discrimination.

• A benchmarking analysis began on people caring to encourage 
a better balance between personal needs and work.

Industrial Relations (par. 5.1.6)
• An agreement was signed with the trade unions to extend the validity

of the local agreements signed in 2013 to 2014, with respect 
to the “Fund for the pursuit of active policies to support income 
and employ Group companies’ personnel”.

• On 29 May 2014, the Shareholders’ Meeting appointed the new members
of the Board of Directors with a three-year term of office (par. 2.1.1).

• In 2014, the following committees were set up (par. 2.1.1):
– Audit, Risk Control and Corporate Governance Committee;
– Remuneration and Appointment Committee;
– SoD (Segregation of Duties) Committee.

• The Parent Company prepares the Group’s consolidated financial
statements and separate financial statements in compliance with IFRS
(par. 2.1.2).

• The main Group’s companies have internal auditing departments 
and the internal auditors monitor corruption risks (par. 2.1.2).

• Roughly 1,200 people (including 63 managers) within the Group 
participated in training on anti-corruption policies and procedures 
implemented at Group level (par. 2.1.2).

• Various Group companies have updated their organisational models
pursuant to Legislative decree no. 231/2001 to implement 
the aforementioned legislative changes and to update the related 
organisational controls (par. 2.1.2).

• The Group’s model was strengthened with the establishment 
of the Risk Management structure, which reports directly 
to FS Italiane’s CEO for the implementation of an integrated 
Enterprise Risk Management model.

• Announcements of the approval of the financial statements, 
Business Plans and significant transactions have been published 
on the Group’s website (par. 3.1). 

A R E A  
o F  I n t E R E S t

S tA K E h o L d E R t o P I C S M A I n  I n F o R M At I o n ,  A d V I S o R y,  d I S C u S S I o n  
A n d  PA R t n E R S h I P  I n I t I At I V E S
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and lenders
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Market Customers

Suppliers

Competitors

Partners

Service quality

Transparency

Communi-
cation

Information 

Fares
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• The Group consolidated its presence in the local public transport 
market through the acquisition of Umbria Mobilità Esercizio (par. 4.1.1).

• Periodic customer satisfaction surveys were conducted 
and complaints were analysed (par. 4.3).

• Italferr was assigned the supervision of works for the Expo 2015 (par. 2.3).
• All procurement following tenders was made in accordance with 

the contracting code (Legislative decree no. 163/2006), EU legislation
and the regulation for Group company negotiations (par. 3.5).

• When the customer is a Group company, Italferr requires, inter alia, 
in the contracts with external contractors, the implementation 
of quality, environment and safety systems (par. 3.5).

• RFI has made EMS certification mandatory for companies/suppliers 
of products for infrastructure and work on the railway superstructure
(par. 3.5). 

• Contractual clauses for the vetting of suppliers in accordance 
with environmental sustainability criteria continue to be included,
where possible, (par. 3.5).

Community Public 
administration

Institutions 

Social 
organisations

Associations

Scientific 
community

The media

Compliance
with laws

Support 
for initiatives

Transparent
communi-
cations

Upstanding
management

• The Group companies’ internal audit departments completed 110 
audits (par. 2.1.2).

• The Group took part in the activities of European institutions 
(Parliament, Commission and Council) and national institutions, 
as well as in European work groups on specific issues (par. 2.2.2).

• The second edition of the FS Italiane Group’s stakeholder panel 
was held (par. 2.2.1).

• With the support of associations for the disabled and people 
with reduced mobility, specific training courses were designed 
for Sala Blu vehicles personnel (par. 4.3).

• For years, a solidarity project has been underway (help centres) 
in partnership with local bodies and social organisations/community
groups (par. 5.2.1).

• The Help centres operating within the ONDS network saw growth 
of 26% in users (par. 5.2.1).

• The various shelters in railway premises no longer in use, 
now managed by Caritas, a charitable organisation, were increased
and expanded (par. 5.2.1).

• A solidarity campaign was organised for the renovation of the new
Caritas Day Shelter in Milan (par. 5.2.1).

• A “Cold emergency plan” was created to strengthen the Help centre
network’s activities during winter (par. 5.2.1).

• In the 509 stations that have been redeveloped for social purposes,
approximately 67,000 m² have been granted for free use (par. 5.2.1).

• Again in 2014, the Group has pledged its support for national events
like concerts, art shows, performances, conventions and artistic, 
cultural and scientific initiatives (par. 5.2.2).

• In collaboration with key institutions and associations, programmes
have been developed to support social issues of the present time 
(par. 5.2.2).

• Agreements with the local branches of the Civil Protection Service
have been renewed (par. 4.4.2).

• Meetings have been held with the national, local and international
media, online newspapers, websites and blogs (web 2.0) (par. 5.2.3).

Environment Environmental
associations

Social 
organisations

Scientific 
community

Focus on
the local area

Management of
environmental
impacts 

Effective 
communication

• The “Enjoy” car sharing programme continued to expand. 
It is managed by Eni in partnership with Trenitalia and Fiat (par. 6.2).

• The 25th edition of the Treno Verde was held (par. 6.2).
• With respect to the sorted collection of urban waste, systems 

to collect waste arising from the Group’s activities 
and those of customers and suppliers were strengthened (par. 6.4).
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In 2014, the Ferrovie dello Stato Italiane Group took part
in activities with the following associations: Confindustria
and its local branches, Agens/Federtrasporto, Federtur-
ismo, Anie, Assonime and Accredia.
There were also regular contacts with the Conference of
Regions and Autonomous Provinces, the Unified Gov-
ernment and Regions Conference, the relevant Ministries
and, in particular, the Ministry of Infrastructure and Trans-
port with respect to inspection audits.
In Europe, the Ferrovie dello Stato Italiane Group:
• has taken part in activities relevant for its business

within EU institutions (Parliament, the EU Commission
and Council);

• has collaborated with the CER (Community of Euro-
pean Railway and Infrastructure Companies) associa-
tion;

• has participated in work groups organised by the UIC
(International Union of Railways); 

• has participated in work groups organised by the Eu-
ropean Railway Agency); 

• has defended its positions with Confindustria (the Ital-
ian association of industrialists) in Brussels. 

On 3 December 2014, the CEO of Ferrovie dello Stato
Italiane was unanimously appointed Vice President of
the International Union of Railways (UIC).
The Ferrovie dello Stato Italiane Group is registered with
UPA (Associated Advertising Users), which represents
the interests of the most important industrial, commercial
and service companies investing in advertising. As a
member of UPA, the Group also automatically sub-
scribes to the Institute of Advertising Self-Discipline.
There were no non-conformities in advertising in 2014.
No form of financial assistance and no benefits are
granted to the aforementioned associations other than
the membership fees. The Group does not pay any di-
rect or indirect contributions to political parties, move-
ments, committees or organisations or trade unions.



42 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

In 2014, the Ferrovie dello Stato Italiane Group took part
in activities with the following associations: Confindustria
and its local branches, Agens/Federtrasporto, Federtur-
ismo, Anie, Assonime and Accredia.
There were also regular contacts with the Conference of
Regions and Autonomous Provinces, the Unified Gov-
ernment and Regions Conference, the relevant Ministries
and, in particular, the Ministry of Infrastructure and Trans-
port with respect to inspection audits.
In Europe, the Ferrovie dello Stato Italiane Group:
• has taken part in activities relevant for its business

within EU institutions (Parliament, the EU Commission
and Council);

• has collaborated with the CER (Community of Euro-
pean Railway and Infrastructure Companies) associa-
tion;

• has participated in work groups organised by the UIC
(International Union of Railways); 

• has participated in work groups organised by the Eu-
ropean Railway Agency); 

• has defended its positions with Confindustria (the Ital-
ian association of industrialists) in Brussels. 

On 3 December 2014, the CEO of Ferrovie dello Stato
Italiane was unanimously appointed Vice President of
the International Union of Railways (UIC).
The Ferrovie dello Stato Italiane Group is registered with
UPA (Associated Advertising Users), which represents
the interests of the most important industrial, commercial
and service companies investing in advertising. As a
member of UPA, the Group also automatically sub-
scribes to the Institute of Advertising Self-Discipline.
There were no non-conformities in advertising in 2014.
No form of financial assistance and no benefits are
granted to the aforementioned associations other than
the membership fees. The Group does not pay any di-
rect or indirect contributions to political parties, move-
ments, committees or organisations or trade unions.

43

Vision

The Group is on the front line for the modernisation of
Italy and the search to continuously improving the quality
of life in a framework of sustainable development.

Mission

We create and manage for our customers transport
works and services, mainly on rails, and we contribute
to the development of a large sustainable mobility and
logistics system for Italy, with an offer aimed at achieving
increasingly higher quality at a lower cost.

Code of Ethics

The Code of Ethics is a “charter of fundamental rights
and responsibilities” whereby the Ferrovie dello Stato
Italiane Group establishes and clarifies its ethical and so-
cial responsibilities and commitments to all internal and
external stakeholders.
The Code of Ethics is approved by the Group compa-
nies’ Boards of Directors and applies to their corporate
bodies, managers, employees, freelancers, business
partners, suppliers and all other parties involved in trans-
actions with the Group.
Among the most important of the Ferrovie dello Stato
Italiane Group’s ethical principles there are corporate re-
sponsibility and transparency in company operations,
which must always respect the environment and society,
in order to create long-lasting value for the business and
its stakeholders.

Policies 

The policies reflect the values of the Code of Ethics in
the various fields, and are based on responsibility and
transparency, which are indispensable for sustainability. 

Business management and conduct

• Creating economic value.
• Adopting the best corporate governance practices.
• Holding open and transparent discussion with all

stakeholders.
• Governing investments to encourage sustainable mo-

bility.

Environmental and local area policy

• Maximising the environmental advantages of the col-
lective transport of people by rail, road and sea, and
cargo transport by rail.

• Minimising the negative impact on the environment by
using national resources rationally and safeguarding
local areas and biodiversity.

• Contributing to the environmental awareness of the
main stakeholders, customers, personnel, suppliers
and competitors.

Human resources policy

• Creating quality jobs by innovating organisational
processes and offering equal opportunities.

• Supporting and promoting growth in technical, cultural
and managerial skills.

• Improving the company climate.

Social policy for the community

• Forging positive relationships with institutions, asso-
ciations and local communities.

• Contributing to the community’s well being, ensuring
residents enjoy safe, efficient services.

• Constantly interacting with customers in a service-
oriented way.

2.3 Mission and Strategies 

of the Ferrovie dello Stato Italiane Group
G R I  1 . 1  |  1 . 2  |  4 . 8  |  4 . 1 2  |  E C 2  |  E C 8  |  S O 5
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Health and safety policy

• Ensuring the highest level of safety in activities that
entail risks for employees, customers and the com-
munity.

• Consolidating the culture and prevention of risks and
engaging all actors, with workers foremost, in the field
of health and safety.

• Continuously improving results in terms of reducing in-
juries.

Quality and innovation policy

• Putting customers first.
• Leveraging innovation, including technological innova-

tion, to ensure the best quality products and services.

Strategic Business Areas

A series of external events affected performance in
2014, mainly in terms of changes in legislation and reg-
ulations which disrupted operations and affected the
Group’s financial results. However, these changes did
not result in the need to revise the strategies previously
defined, and so the Group’s companies have continued
to focus their business decisions in line with the guide-
lines set forth in the 2014-2017 Business Plan. 
In particular, the Group confirmed its aim of “growth in
value”, i.e., striving to force a structural condition in
which value is created for each business that it man-
ages, offering the best service with the best possible re-
turn on invested capital. 
In the near future, the Group expects to face the chal-
lenges posed by partial privatisation, with the placement
of a minority portion of its capital on the regulated stock
exchange. The Group sees this upcoming stage as an
opportunity to best pursue its business targets, which
reflect the crucial role it plays for Italian business.

Long haul and international passenger servi-
ces on the market

The Trenitalia’s Frecce service, which is mainly operated
on the high speed/high capacity (HS/HC) network, en-
sures an increasingly widespread coverage of continen-
tal Italy, with highly appreciated train frequencies, speeds
and quality, as demonstrated by customer satisfaction
levels.
The roll-out of the new Frecciarossa 1000 trains leads
to expectations of further market growth, although at
slower rates than in the past, and a slight increase in
Trenitalia’s market share. 
With respect to international services, activities are un-
derway to strengthen relationships with Switzerland, with
departure from Milan and arrival in Geneva-Basel-Zurich,
in line with the agreements with SBB. The commitment
also continues to reinforce the offer to Germany, partly
as an extension of connections to Zurich and partly
through new commercial arrangements for service to
Munich.
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Universal long haul passenger service

In agreement with the relevant Ministries, the revision of
the universal long haul passenger service offer continues
on the basis of economic and financial sustainability cri-
teria, maintaining the relationships considered as nec-
essary to ensure mobility from/to certain areas of the
countries.
To improve service management, without neglecting the
quality of the offer, certain internal action have been
taken, including the identification of a proprietary com-
mercial structure, cutting service provision costs and
boosting productivity.

Regional and local short haul 
passenger service 

The revision of the local public transport (LPT) offer and
the rail/road modal integration constitutes one of the
Group’s key strategies.
In particular, the rail/road integration, i.e., the integration
of the offer in one single strategy and the clear segrega-
tion of duties with respect to rails, LPT by road, urban
railways and urban road service is the best way to opti-
mise collective transport with clear benefits for the entire
system in terms of cost effectiveness, energy savings
and the environment. 
In line with this strategy, through the subsidiaries Busi-
talia - Sita Nord and Trenitalia, the Group actively part-
ners with locally-based companies and/or acquires
existing rail and road transport operators. 
In this respect, Busitalia Veneto was founded (January
2015), 55% owned by Busitalia - Sita Nord and 45% by
APS Holding, for the integrated management of LPT
services in the Veneto region.
Regional transport is also seeing the expected expan-
sion, in terms of revenue and market share, of Netinera,
which is controlled by Ferrovie dello Stato Italiane and
operates on the German market.

Cargo transport service

In 2014, the Cargo Division’s governance was reviewed
with the redefinition of the scope of activities of the var-
ious Group’s companies operating in this segment. 
The market was clearly divided among the various play-
ers, and internal actions were taken to recover produc-
tivity and encourage better, more transparent
relationships with customers. This will enable the Group
to grow in the future in the cargo business, despite a
considerable change in the universal service contract.
Indeed, in this respect, as the public service contract
lapsed and was not renewed, a new contractual system
for cargo services from/to Southern Italy pursuant to the
2015 Stability Act took its place.
Finally, to implement the international transport strategy,
the Group plans to partner with and/or acquire existing
operators and to significantly expand the operations of
the TX Logistik group.

International development – Other services

Confirming its international calling, and not only in the
passenger and cargo transport services described
above, the Group continues to expand with respect
to all other activities for foreign market services and
in connection with the management of stations, logis-
tics, infrastructure management, engineering, certifi-
cation, etc.

The FS Italiane Group for Expo 2015

The Ferrovie dello Stato Italiane Group has played a
leading role in the organisation of Expo 2015.
In terms of railway services, a series of initiatives was or-
ganised to ensure a high quality offer, innovative passen-
ger services and adequate promotional support for the
event. Through Trenitalia, the Group is also the Official
Global Rail Carrier for Expo 2015. 
In July 2014, Italferr was assigned the supervision of
works for Expo 2015. It performed surveillance, coor-
dinated the supervision of works already underway
and established new works oversight, including by
taking over for the previous ones, in a number of con-
tracts. Italferr supported the Expo 2015 Contracting
Station and Sole Commissioner on technical, legal
and administrative issues, ensuring that all works
could be completed by the opening date of Expo
2015.
On the other hand, Ferservizi provided Expo 2015 SpA
with assistance and support in the procurement process
for the awarding and procurement process for the
awarding and contracting of suppliers, services and
works in connection with this international event. 
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Ferrovie dello Stato Italiane SpA and the Group’s main
operating companies completed the implementation
and certification of their environmental management sys-
tems (EMS)/integrated management systems (IMS).They
have achieved the following main milestones:
• expansion of the scope of the parent’s EMS applica-

tion, obtaining ISO 14001 certification for all opera-
tional and management processes at the Villa Patrizi
Head Office in Rome;

• maintenance of ISO 14001 and EMS/IMS certification
for the operating companies that have already been
certified (Trenitalia, RFI, Italferr, Ferservizi, FS Sistemi
Urbani, Busitalia - Sita Nord, Centostazioni and FS Lo-
gistica42);

• continuance of the steps to obtain ISO 14001 certifi-
cation for Grandi Stazioni through the implementation
of operating procedures and the performance of op-
erating audits43.

During 2014 and in the first few months of 2015, the
Parent Company formalised its active role in promoting,
addressing, coordinating and facilitating the adoption of

consistent management of environmental issues within
the Group through:
• the issue of the new Group environmental policy;
• the update of the Group companies’ EMS governance

models and environmental guidelines;
• the completion of audits of the operating companies’

documentation. 
The monitoring and reporting of environmental aspects
for main Group’s companies include the continuance of
the project for the development of SuPM (Sustainability
Performance Management) IT system with the extension
of the reporting scope to Bluferries, Ataf Gestioni and
Umbria Mobilità Esercizio and the development of Busi-
talia - Sita Nord’s reporting to several levels.
The scope of application for the Management Systems
of the Group’s operating companies varies according to
the business and maturity level of the System. The fol-
lowing table shows the certification standards for each
company and the related scope. The “Integrated sys-
tems” column shows information on the integration of
the management systems. 

2.4 The Ferrovie dello Stato Italiane Group

companies’ management systems
G R I  4 . 8  |  4 . 1 2  |  P R 1  |  S O 9  |  S O 1 0

42. FS Logistica extended the physical scope of its EMS certification to the Marcianise, Bologna Interporto and Torino Orbassano
sites.

43. System audit activities were performed at the Roma Termini, Milano Centrale and Venezia Santa Lucia stations.
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IMPLEMEntAtIon StAtuS oF thE MAnAGEMEnt SyStEMS wIthIn thE FERRoVIE dELLo StAto ItALIAnE GRouP’S MAIn CoMPAnIES

Ferrovie 
dello Stato
Italiane

Audit Head Department 
and Audit departments 
of Ferrovie dello Stato 
Italiane Group 
Scope:
• design and provision 

of internal audit services 
to the Group’s companies

Ferrovie dello Stato Italiane
(Headquarters)
Scope:
• setting the guidelines 

and coordinating policies
and industrial strategies 
for the Group’s operating
companies, implementing
corporate governance
processes, preparing 
the Group’s Business Plan,
governing and monitoring
corporate relationships
within the Group,
managing relationships
with the Government 
and other institutional 
authorities.

C o M PA n y Q u A L I t y  ( Q )
I S o  9 0 0 1

E n V I R o n M E n t  ( E )
I S o  1 4 0 0 1

o C C u PAt I o n A L  S A F E t y  ( S )
o h S A S  1 8 0 0 1

I n t E G R At E d
S y S t E M S
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IMPLEMENTATION STATUS OF THE MANAGEMENT SYSTEMS WITHIN THE FERROVIE DELLO STATO ITALIANE GROUP’S MAIN COMPANIES

RFI Commercial and Network 
Operation Department 
and Main Steering 
Departments
Scope:
• management of train traffic

to ensure safe railway 
operation.

Production Department (DPR)
and Local Production Units
Scope:
• maintenance of the railway

infrastructure to ensure 
safe train travel and 
railway operation and 
the performance of train
travel and shunting activities;

• design in the railway 
engineering sector 
(superstructure, signalling
and telecommunications
systems and electrical 
traction), civil engineering
and environmental 
protection in the railway field.

National Electrical 
Equipment Workshop - 
Bologna, as one of the
DPR’s national workshops
Scope:
• maintenance to ensure 

safe train travel and railway
operation through the 
inspection, repair, rehaul
and assistance for vehicles
operating on the rails 
and railway equipment 
for electrical traction 
systems and safety 
and signalling systems.

National Superstructure
Workshop - Pontassieve, 
as one of the DPR’s national
workshops
Scope:
• maintenance to ensure 

safe train travel and railway
operation; construction 
of railway super structure
equipment through 
mechanical processing,
welding, assembly 
and attachment of rails 
and railway diverters.

National Carriage Workshop,
as one of the DPR’s national
workshops
Scope:
• maintenance to ensure 

safe train travel and railway
operation through general
inspections, non-routine
maintenance, 5-year
checks, repairs 
and assistance for 
the vehicles operating 
on rails.

Main Steering Departments
Scope:
• management of train 

traffic to ensure safe 
railway operation.

Local Production Units
Scope:
• maintenance of the railway

infrastructure to ensure
safe train travel and railway
operation;

• provision of train operating
and shunting services.

National Electrical 
Equipment Workshop - 
Bologna, as one of the
DPR’s national workshops
Scope:
• maintenance to ensure 

safe train travel and railway
operation through 
the inspection, repair, 
rehaul and assistance 
for vehicles operating 
on the rails and railway
equipment for electrical
traction systems and safety
and signalling systems.

National Superstructure
Workshop - Pontassieve, 
as one of the DPR’s national
workshops
Scope:
• maintenance to ensure 

safe train travel and railway
operation; construction 
of railway super structure
equipment through 
mechanical processing,
welding, assembly 
and attachment of rails 
and railway diverters.

National Carriage Workshop,
as one of the DPR’s national
workshops
Scope:
• maintenance to ensure 

safe train travel and railway
operation through general
inspections, non-routine
maintenance, 5-year
checks, repairs 
and assistance for the 
vehicles operating on rails.
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Scope:
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maintenance, 5-year
checks, repairs and 
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operating on rails.

Q+E+S

C O M PA N Y Q U A L I T Y  ( Q )
I S O  9 0 0 1

E N V I R O N M E N T  ( E )
I S O  1 4 0 0 1

O C C U PAT I O N A L  S A F E T Y  ( S )
O H S A S  1 8 0 0 1

I N T E G R AT E D
S Y S T E M S
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IMPLEMENTATION STATUS OF THE MANAGEMENT SYSTEMS WITHIN THE FERROVIE DELLO STATO ITALIANE GROUP’S MAIN COMPANIES

Trenitalia Trenitalia 
(Headquarters 
and operating sites)
Scope:
• design and provision 

of passenger and cargo
transport services by rail.

renitalia 
(Headquarters 
and operating sites)
Scope:
• design and provision 

of passenger and cargo
transport services by rail.

Trenitalia 
(Headquarters 
and operating sites)
Scope:
• design and provision 

of passenger and cargo
transport services by rail.

Q+E+S

Italferr Italferr 
(Headquarters 
and operating sites)
Scope:
• design, management 

supervision of construction
works, and of works 
on guided transport and
the related interferences.

Italferr 
(Headquarters 
and operating sites)
Scope:
• design, management of works

contracting, supervision of
construction works and of
works on guided transport
and the related interferences.

Italferr 
(Headquarters 
and operating sites)
Scope:
• design, management of works

contracting, supervision of
construction  works and of
works on guided transport
and the related interferences.

Q+E+S

Netinera SBN 
(Headquarters 
and operating sites)
Scope:
• transport services using

buses: regional and urban
public transport, occasional
transport, maintenance 
and customer assistance.

NW
Scope:
• maintenance and inspection

of railway vehicles in 
accordance with the operating
rules of construction and 
the German railway service.

Vogtlandbahn
Scope:
• regional and long haul 

passenger transport service
by rail.

OHE 
(Headquarters 
and operating sites)
Scope:
• maintenance and updating 

of owned and third party 
railway vehicles.

Regental Fahrzeugwerkstätten
Scope:
• maintenance and updating 

of railway vehicles;
• technical services for railway

activities.

Neißeverkehr
Scope:
• transport services using buses.

Neißeverkehr
(the company also holds
EMAS certification)
Scope:
• transport services using

buses.

C O M PA N Y Q U A L I T Y  ( Q )
I S O  9 0 0 1

E N V I R O N M E N T  ( E )
I S O  1 4 0 0 1

O C C U PAT I O N A L  S A F E T Y  ( S )
O H S A S  1 8 0 0 1

I N T E G R AT E D
S Y S T E M S

Busitalia -
Sita Nord

Busitalia - Sita Nord 
(Headquarters 
and operating sites)
Scope:
• design and provision 

of transport services 
by buses (local public
transport, long haul lines,
rentals and atypical 
services).

Busitalia - Sita Nord 
(Headquarters 
and operating sites)
Scope:
• design and provision of

transport services by buses
(local public transport, 
long haul lines, rentals 
and atypical services);

• maintenance and recondi-
tioning of the owned bus fleet.

Busitalia-Sita Nord 
(Operating sites in Veneto)
Scope:
• design and provision 

of transport services 
by buses (local public
transport, long haul lines,
rentals and atypical 
services).

Q+E+S
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IMPLEMENTATION STATUS OF THE MANAGEMENT SYSTEMS WITHIN THE FERROVIE DELLO STATO ITALIANE GROUP’S MAIN COMPANIES

Centostazioni Centostazioni 
(Headquarters 
and other sites)
Scope:
• development and 

refurbishment of 
the building complexes;

• design services and 
supervision of works;

• commercial development
and advertising services;

• real estate portfolio 
management, property 
and facility management
services.

Centostazioni 
(Headquarters 
and other sites
Scope:
• development and 

refurbishment of 
the building complexes;

• design services and 
supervision of works;

• commercial development
and advertising services;

• real estate portfolio 
management, property 
and facility management
services.

Centostazioni 
(Headquarters 
and other sites
Scope:
• development and 

refurbishment of 
the building complexes;

• design services and 
supervision of works;

• commercial development
and advertising services;

• real estate portfolio 
management, property 
and facility management
services.

Q+E+S

Ferservizi Ferservizi 
(Headquarters 
and operating units)
Scope:
• management 

of administration, 
procurement, real estate
sales, leases 
and conventions, technical
asset, maintenance 
and facility management
services for office buildings
and hotels, the issue 
of travel concessions,
company canteen services
and real estate and legal
custody services

Ferservizi 
(Headquarters 
and operating units)
Scope:
• provision of all the activities

that the company performs
to manage administrative,
real estate and facility 
services, in addition 
to Group procurement, 
IT and maintenance (with
the exclusion of sales),
lease and convention 
services and the custody
and safeguarding 
of assets owned 
by FS Italiane.

Ferservizi 
(Headquarters 
and operating units)
Scope:
• provision of all 

the activities that 
the company performs 
to manage administrative,
real estate and facility 
services, in addition 
to Group procurement, 
IT and maintenance;

• provision of assistance
services for crèches.

Q+E+S

FS Logistica FS Logistica
(Rome headquarters)
Scope:
• organisation 

and provision 
of logistics services 
in connection 
with sundry cargo;

• management 
of real estate assets.

FS Logistica (Rome head-
quarters and local units in
Torino Orbassano, Bologna
Interporto and Marcianise)
Scope:
• management 

and development 
of the company’s real 
estate assets;

• organisation of logistics
services in relation 
to sundry cargo 
and the provision 
of such services 
via third parties.

Q+E

C O M PA N Y Q U A L I T Y  ( Q )
I S O  9 0 0 1

E N V I R O N M E N T  ( E )
I S O  1 4 0 0 1

O C C U PAT I O N A L  S A F E T Y  ( S )
O H S A S  1 8 0 0 1

I N T E G R AT E D
S Y S T E M S
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IMPLEMENTATION STATUS OF THE MANAGEMENT SYSTEMS WITHIN THE FERROVIE DELLO STATO ITALIANE GROUP’S MAIN COMPANIES

FS
Sistemi 
Urbani

FS Sistemi Urbani
(Headquarters)
Scope:
• management, 

on its own behalf 
or by appointing 
third parties, 
of the Company’s 
real estate assets;

• real estate development,
on its own behalf 
or by appointing 
third parties, 
of the Company’s real 
estate assets and other
Group companies’ 
real estate assets 
not functional 
for railway operations.

Serfer Serfer
(Headquarters 
and operating site in Udine)
Scope:
• design, construction, 

maintenance 
and restructuring 
of railway connections;

• cargo and passenger 
transport services 
as railway company 
on the national railway 
infrastructure;

• welcome, assistance 
and food services 
on equipped 
passenger cars;

• management of shunting 
in railway connections;

• maintenance 
and reconditioning 
of diesel traction vehicles,
railway rolling stock 
for cargo transport 
and related services.

Serfer
(Headquarters 
and operating site in Udine)
Scope:
• design, construction, 

maintenance 
and restructuring 
of railway connections;

• cargo and passenger 
transport services 
as railway company 
on the national railway 
infrastructure;

• welcome, assistance 
and food services 
on equipped 
passenger cars;

• management of shunting 
in railway connections;

• maintenance 
and reconditioning 
of diesel traction vehicles,
railway rolling stock 
for cargo transport 
and related services.

Serfer
(Headquarters 
and operating site in Udine)
Scope:
• design, construction, 

maintenance 
and restructuring 
of railway connections;

• cargo and passenger 
transport services 
as railway company 
on the national railway 
infrastructure;

• welcome, assistance 
and food services 
on equipped 
passenger cars;

• management of shunting 
in railway connections;

• maintenance 
and reconditioning 
of diesel traction vehicles,
railway rolling stock 
for cargo transport 
and related services.

Q+E+S

C O M PA N Y Q U A L I T Y  ( Q )
I S O  9 0 0 1

E N V I R O N M E N T  ( E )
I S O  1 4 0 0 1

O C C U PAT I O N A L  S A F E T Y  ( S )
O H S A S  1 8 0 0 1

I N T E G R AT E D
S Y S T E M S
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IMPLEMENTATION STATUS OF THE MANAGEMENT SYSTEMS WITHIN THE FERROVIE DELLO STATO ITALIANE GROUP’S MAIN COMPANIES

Terminali 
Italia

Terminali Italia
(Headquarters 
and operating sites)
Scope:
• management and operation

of terminals equipped 
for intermodal transport;
provision of terminal 
services.

Ataf Gestioni Ataf Gestioni
(Headquarters 
and operating sites)
Scope:
• design of public transport;
• provision of personal 

urban public transport
services: conventional 
and flexible services.

Ataf Gestioni
(Headquarters 
and operating sites)
Scope:
• provision of collective 

public transport services
by road in the following
stages: transport service
operation, deposit, 
cleaning, electrical 
and mechanical 
maintenance, provisioning,
entry and exit of vehicles.

Q+E

Umbria 
Mobilità 
Esercizio

Umbria Mobilità Esercizio
(Headquarters 
and operating units)
Scope:
• design of transport 

services by road and rail;
• planning and provision 

of urban and suburban LPT
services by road and rail,
lake navigation 
and inter-regional buses;

• provision of bus rentals
with drivers;

• management of alternative
mobility services (lifts,
cable railways, escalators
and moving walkways);

• management of car parks
and moors, sea works 
and dredging;

• river and defence works,
water repairs 
and reclamation;

• maintenance of buses,
rolling stock, boats, 
plant and alternative 
mobility systems.

Umbria Mobilità Esercizio
(Headquarters 
and operating units)
Scope:
• planning and provision 

of urban and suburban LPT
services and inter-regional
buses;

• provision of bus rentals
with drivers;

• management of alternative
mobility services;

• management of car parks
and moors, plant 
and alternative mobility
systems.

Q+E

C O M PA N Y Q U A L I T Y  ( Q )
I S O  9 0 0 1

E N V I R O N M E N T  ( E )
I S O  1 4 0 0 1

O C C U PAT I O N A L  S A F E T Y  ( S )
O H S A S  1 8 0 0 1

I N T E G R AT E D
S Y S T E M S
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IMPLEMEntAtIon StAtuS oF thE MAnAGEMEnt SyStEMS wIthIn thE FERRoVIE dELLo StAto ItALIAnE GRouP’S MAIn CoMPAnIES

Terminali 
Italia

Terminali Italia
(Headquarters 
and operating sites)
Scope:
• management and operation

of terminals equipped 
for intermodal transport;
provision of terminal 
services.

Ataf Gestioni Ataf Gestioni
(Headquarters 
and operating sites)
Scope:
• design of public transport;
• provision of personal 

urban public transport
services: conventional 
and flexible services.

Ataf Gestioni
(Headquarters 
and operating sites)
Scope:
• provision of collective 

public transport services
by road in the following
stages: transport service
operation, deposit, 
cleaning, electrical 
and mechanical 
maintenance, provisioning,
entry and exit of vehicles.

Q+A

Umbria 
Mobilità 
Esercizio

Umbria Mobilità Esercizio
(Headquarters 
and operating units)
Scope:
• design of transport 

services by road and rail;
• planning and provision 

of urban and suburban LPT
services by road and rail,
lake navigation 
and inter-regional buses;

• provision of bus rentals
with drivers;

• management of alternative
mobility services (lifts,
cable railways, escalators
and moving walkways);

• management of car parks
and moors, sea works 
and dredging;

• river and defence works,
water repairs 
and reclamation;

• maintenance of buses,
rolling stock, boats, 
plant and alternative 
mobility systems.

Umbria Mobilità Esercizio
(Headquarters 
and operating units)
Scope:
• planning and provision 

of urban and suburban LPT
services and inter-regional
buses;

• provision of bus rentals
with drivers;

• management of alternative
mobility services;

• management of car parks
and moors, plant 
and alternative mobility
systems.

Q+A

C o M PA n y Q u A L I t y  ( Q )
I S o  9 0 0 1

E n V I R o n M E n t  ( E )
I S o  1 4 0 0 1

o C C u PAt I o n A L  S A F E t y  ( S )
o h S A S  1 8 0 0 1

I n t E G R At E d
S y S t E M S
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The Code of Ethics is FS Italiane Group’s first tool in its
commitment to uphold internationally recognised human
rights and promote respect for them within the scope of
outsourced activities. Any party who has contractual re-
lations with the Group is required to comply with the
rules included in the Code of Ethics44.
Furthermore, in 2011, the Group signed the “UIC Dec-
laration on Sustainable Mobility & Transport”, embracing
the ten principles outlined in the United Nations’ Global
Compact for human rights, labour, the environment and
preventing corruption.
The Group maintains its commitment to prevent any
type of human rights violation through:
• contractual human rights clauses for the Group com-

panies’ international activities. Italferr, the Group com-
pany with the most operations abroad, devotes
specific attention to verifying compliance with human
rights in contracts signed with sub-contractors, both
in Italy and abroad, in framework agreements and in
agency agreements45. Certification in accordance with
SA 8000 (Social Accountability) standards, initially
scheduled for 2014, was postponed to 2016;

• focus on ensuring gender equality. To this end, the
Group’s Equal Opportunities Committee was estab-
lished as a bilateral company committee with equal
standing aims to promote initiatives and positive ac-
tions to offer women workers more favourable terms
and better opportunities (also refer to para. “Diversity
and equal opportunities”);

• fighting material and moral corruption. Each Group
company has an Ethics Committee to receive reports
of potential Code of Ethics violations (see para. “Gov-
ernance bodies”). In addition, in 2014, roughly 1,200
people (including 63 managers) within the Group par-
ticipated in training on anti-corruption policies and

procedures implemented at Group level46 (see para.
“Control instruments”);

• promoting company welfare. For example, since
2012, the Group offers supplementary healthcare to
non-manager employees47;

• initiatives to promote greater environmental responsi-
bility and more comprehensive awareness that envi-
ronmental protection is also a right of future
generations. In line with this principle, the Group has
achieved its aim of completing, by December 2014,
UNI ISO14001 certification for all its main operating
companies and the headquarters (see “Ferrovie dello
Stato Italiane Group management systems”);

• protecting the rights of disabled customers or those
with reduced mobility. To improve the quality of as-
sistance to disabled customers, in 2014, the Group
designed, with the support of associations for the
disabled, training courses for personnel of the Sala
Blu network (see para. “Service quality”); in addition,
since 2013 RFI submits in advance for approval to
INMACI48 in all tactile passageways for the blind in
new or renovated stations advance (see “Solidarity
initiatives”);

• protecting the rights of disadvantaged people who
seek shelter at railway stations. For several years, the
Group has conducted a solidarity project in collabo-
ration with local bodies and social organisations/com-
munity groups (see “Community”);

• discussion and dialogue with stakeholders. Septem-
ber 2014 saw the conclusion of the second edition of
the FS Italiane Group’s Stakeholder Engagement
Panel to gain a better understanding of the expecta-
tions of the Group’s main stakeholders (see “Stake-
holders”). The third edition will be held in autumn
2015.

2.5 Protection of human rights 
G R I  H R 1  |  H R 2  |  H R 3  |  H R 5  |  H R 6  |  H R 7  |  H R 8  |  H R 1 0  |  H R 1 1

44. Given the context in which the Group operates, no transactions were identified that would give rise to the risk of child labour or
forced labour either directly or through suppliers.

45. In Italy in 2014, there 74 inspections of contractors’ sites, in which the following aspects were checked, inter alia: 1. safety at the
sites; 2. essential sanitation services; 3. compliance with employment regulations for personnel (they were registered in the relevant
books); 4. presence and compliance of safety documentation (documents required by Italian regulations); 5. suitable places for
workers to eat meals; 6. adequate training/information to workers on the risks at the site”.

46. The data refer to training organised by the Group’s six  internal audit departments(either independently or as requested by the
Supervisory committees pursuant to Legislative decree no. 231/2001) and the Supervisory committees pursuant to Legislative
decree no. 231/2001 within Italferr and Centostazioni.

47. Non-management employees receive supplementary Eurofer pension benefits.
48. National Institute for the Autonomous Mobility of the Blind and Seeing Impaired, consisting of the Association of Seeing Impaired

and The Italian Union of the Blind and Seeing Impaired.
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In addition, training was held for employees working at
foreign branches in Oman, Saudi Arabia and Turkey to
protect health and safety and prevent injuries with re-
spect to the various aspects of their working life.
There is no training on human rights protection policies

and procedures, and the Group’s personnel have not
taken any steps following acts of discrimination (for sex,
ethnicity, religion, political opinions, nationality or social
background) or for human rights violations.
There were no complaints regarding human rights.
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In addition, training was held for employees working at
foreign branches in Oman, Saudi Arabia and Turkey to
protect health and safety and prevent injuries with re-
spect to the various aspects of their working life.
There is no training on human rights protection policies

and procedures, and the Group’s personnel have not
taken any steps following acts of discrimination (for sex,
ethnicity, religion, political opinions, nationality or social
background) or for human rights violations.
There were no complaints regarding human rights.
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2.6.1 Investigations 
and legal proceedings

Legal proceedings relating to unfair competition, anti-
trust violations and monopoly practices include the fol-
lowing:
• Anti-Trust Authority proceedings: A443 - NTV/Access

obstacles to the high-speed passenger railway trans-
port market;

• Anti-Trust Authority proceedings: A436 - Arenaways/
Access obstacles to the passenger railway transport
market;

• Anti-Trust Authority proceedings: I763 - Sea transport
services in the Messina Strait.

With respect to significant administrative or legal fines
imposed on the company for non-compliance with laws
and regulations, the following is noted:
• Anti-Trust Authority proceedings PS/4656 - Trenitalia-

Fines for travel with irregular tickets.
No significant administrative or legal fines were imposed
for violation of environmental regulations or laws and no
violations of local residents’ rights were committed.
For additional information on investigations and legal pro-
ceedings, refer to the Group’s 2014 Annual Report (see
the Directors’ report, para. “Litigation and disputes”).

2.6 Compliance 
G R I  E N 2 8  |  H R 4  |  H R 9  |  P R 9  |  S O 4  |  S O 7  |  S O 8
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3. Economic
responsibility

3. Economic 
responsibility

• In 2014, the Ferrovie dello Stato Italiane Group reported growth in the gross operating profit (+3.9%), 
as it rose to €2,113 million (+€80 million on 2013), in line with the objectives in the Business Plan.

• The profit for the year, amounting to €303 million, remained positive, although it was down on 2013 (€460 million). 
This was due to certain changes in legislation and regulations.

• Continuance of the planned actions in the Group’s Investment Plan, amounting to roughly €4.3 billion, 
up by 9.4% on 2013, and, in particular:
– continuous network innovation with the introduction of safety and traffic management technologies;
– increase in the railway system’s offer capacity by developing new lines and by updating and strengthening main lines

and major hubs;
– greater focus on customers to improve competitiveness, comfort and travel quality with the strengthening 

and updating of the Trenitalia and Busitalia-Sita Nord fleets and the fleets of subsidiaries/investees;
– progress in the redevelopment plan for 14 large Italian stations: modernisation of nine stations with the completion 

of the Venice Mestre station.

w h At  w E  h A V E  A C C o M P L I S h E d

• Development of the national long haul passenger service offered on the market, with the expansion of the offer through 
the progressive roll-out of Frecciarossa 1000 trains.

• Development of the international long haul passenger service, with the opening and/or extension of connections 
to Austria, Switzerland and Germany. 

• Redefinition of the local public transport offer and development of the modal rail/road integration, 
in line with the contracting local government’s approval, mainly at major urban hubs.

• Restructuring of cargo transport and logistics through the reorganisation of activities among the various Group companies
operating in this sector.

• Projects for continuous network innovation with the introduction of safety and traffic management technologies, 
and to increase railway system capacity.

• Restructuring of the Group’s real estate assets to improve their returns.
• Completion of the interior redevelopment of the Genoa Brignole and Bari Centrale stations.
• Completion of the exterior works on the Florence Santa Maria Novella, Genoa Porta Principe, Genoa Brignole, 

Milan Centrale and Verona Porta Nuova stations.
• Boosting the internationalisation of engineering and certification services.
• Enhancing the value of assets by use of special purpose vehicles.

w h At  w E  A I M  t o  d o

Highlight 
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2014 ended with a profit for the year of €303 million,
compared to €460 million in 2013. Indeed, there were
significant changes in legislation in 2014, which had con-
siderable adverse effects on certain results of opera-
tions. 
The gross operating profit continued to grow, coming to
€2,113 million (+3.9%), in line with the targets in the
2014-2017 Plan and confirming the soundness of the
industrial structure. Indeed, despite the negative reper-
cussions of the legislative developments mentioned
above, the Group increased its revenues, mainly from
the transport services offered on the market, while cut-
ting costs. 
The operating profit, which came to €659 million, com-
pared to €822 million in the previous year, dropped by
€163 million (approximately -20%). In particular, signifi-
cant impairment losses of €228 million contributed to
this decrease, but were necessary following the changes
in the regulatory framework. The impairment losses
mainly related to the assets in Trenitalia’s Cargo Division,
and to FS Logistica’s real estate assets to a lesser ex-
tent.

Operating revenue amounts to €8,390 million, up by €61
million on 2013, due to the €137 million increase in rev-
enues from sales and services, offset by the €76 million
decrease in other income. This growth in revenues from
sales and services was influenced by the rise in revenues
from transport services (+€194 million, +3.2%) and in
other services (+€31 million, +13.4%), offset by the de-
cline in revenues from infrastructure services (-€88 mil-
lion, -6.6%). Other income fell due to the drop in both
revenues from real estate management (-€31 million, 
-11.2%) and other income (-€45 million, -9.9%).
Operating costs are down by €20 million on 2013 
(-0.3%).

3.1 Results of operations
G R I  E C 1

FERRoVIE dELLo StAto ItALIAnE GRouP 
ConSoLIdAtEd FInAnCIAL StAtEMEntS FIGuRES

2012 2013 2014

Operating Revenues 8,228 8,329 8,390

Operating costs 6,310 6,296* 6,276

EBITDA/Gross operating profit 1,918 2,033* 2,113

EBIT/Operating profit 719 822* 659

Profit for the year 381 460 303

In millions of Euros

* 2013 figures have been reclassified for comparative purposes
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2014 ended with a profit for the year of €303 million,
compared to €460 million in 2013. Indeed, there were
significant changes in legislation in 2014, which had con-
siderable adverse effects on certain results of opera-
tions. 
The gross operating profit continued to grow, coming to
€2,113 million (+3.9%), in line with the targets in the
2014-2017 Plan and confirming the soundness of the
industrial structure. Indeed, despite the negative reper-
cussions of the legislative developments mentioned
above, the Group increased its revenues, mainly from
the transport services offered on the market, while cut-
ting costs. 
The operating profit, which came to €659 million, com-
pared to €822 million in the previous year, dropped by
€163 million (approximately -20%). In particular, signifi-
cant impairment losses of €228 million contributed to
this decrease, but were necessary following the changes
in the regulatory framework. The impairment losses
mainly related to the assets in Trenitalia’s Cargo Division,
and to FS Logistica’s real estate assets to a lesser ex-
tent.

Operating revenue amounts to €8,390 million, up by €61
million on 2013, due to the €137 million increase in rev-
enues from sales and services, offset by the €76 million
decrease in other income. This growth in revenues from
sales and services was influenced by the rise in revenues
from transport services (+€194 million, +3.2%) and in
other services (+€31 million, +13.4%), offset by the de-
cline in revenues from infrastructure services (-€88 mil-
lion, -6.6%). Other income fell due to the drop in both
revenues from real estate management (-€31 million, 
-11.2%) and other income (-€45 million, -9.9%).
Operating costs are down by €20 million on 2013 
(-0.3%).

3.1 Results of operations
G R I  E C 1

FERRoVIE dELLo StAto ItALIAnE GRouP 
ConSoLIdAtEd FInAnCIAL StAtEMEntS FIGuRES

2012 2013 2014

Operating Revenues 8,228 8,329 8,390

Operating costs 6,310 6,296* 6,276

EBITDA/Gross operating profit 1,918 2,033* 2,113

EBIT/Operating profit 719 822* 659

Profit for the year 381 460 303

In millions of Euros

* 2013 figures have been reclassified for comparative purposes
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GEnERAtIon And dIStRIButIon oF EConoMIC VALuE

2012* 2013* 2014

Directly generated economic value 8,262 8,424 8,524

Revenue from sales and services 7,511 7,597 7,734

Other income (including financial income) 751 827 790

Economic value distributed 6,766 6,746 6,628

Operating costs for the purchase of raw materials, consumables, 
supplies and goods, services and the use of third party assets 2,433 2,386 2,358

Wages and salaries paid to employees, including social security charges, 
post-employment benefits and other costs 3,877 3,910 3,918

Remuneration to lenders, including dividends distributed, dividends in arrears,
interest on loans and other forms of debt 324 329 245

Taxes (excluding deferred taxes) 132 121 107

Economic value withheld 1,496 1,678 1,896

In millions of Euros

* 2012/2013 figures have been reclassified for comparative purposes
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While Europe’s largest economies have seen a collapse
in gross fixed investments from 2008 to date, the FS
Italiane Group has been able to continue the actions
scheduled in its in Investment Plan, remaining the main
supporter of development in the transport and logistics
sector.
The Group’s Investment Plan is aimed at expanding the
country’s infrastructures and keeping them efficient
while also providing increasingly higher quality transport
services.
The Group’s total expenditure for investments in 2014
came to €4,261 million, €1,495 million of which was self
financed and € 2,766 million from government grants. 

In particular, in 2014 the Group’s technical investments9

came to € 3,964 million, up (+10%) on the amount
recognised in 2013 (€3,958 million). 

3.2 Investments
G R I  E C 8

FERRoVIE dELLo StAto ItALIAnE GRouP InVEStMEntS

2010 4,143

2011 3,808

2012 3,891

2013 3,895

2014 4,261

      0                   1,000               2,000               3,000               4,000               5,000

In millions of Euros

49. All the works, supplies and services performed or acquired to support the Group’s business processes, which increase the com-
panies’ assets, even if they are leased or are obtained via SPVs. They exclude the acquisition of companies or business units and
investments (in companies or joint ventures) and any other financial investments. 
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While Europe’s largest economies have seen a collapse
in gross fixed investments from 2008 to date, the FS
Italiane Group has been able to continue the actions
scheduled in its in Investment Plan, remaining the main
supporter of development in the transport and logistics
sector.
The Group’s Investment Plan is aimed at expanding the
country’s infrastructures and keeping them efficient
while also providing increasingly higher quality transport
services.
The Group’s total expenditure for investments in 2014
came to €4,261 million, €1,495 million of which was self
financed and € 2,766 million from government grants. 

In particular, in 2014 the Group’s technical investments9

came to € 3,964 million, up (+10%) on the amount
recognised in 2013 (€3,958 million). 
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Specifically, RFI invested €2,853 million in infrastructure
(€2,726 million for the traditional/HC network and €127
million for the HS/HC Turin-Milan-Naples network), while
Trenitalia invested €694 million in railway transport serv-
ices and other Group companies invested €417 million.
RFI invested as follows in the traditional, high capacity
network:
• 56% to maintain the efficiency of infrastructure and

technologies;
• 44% for the construction of works for large develop-

ment projects (strengthening of corridors, metropolitan
areas and regional basins).

Approximately 10% of all investments in the traditional,
high capacity network went to cutting-edge technolo-
gies.
The investment on the HS/HC Turin-Milan-Naples net-
work amounted to €127 million and, at the end of 2014,
the entire project showed total progress of roughly 93%.
Trenitalia invested €694 million, roughly 65% of which
to purchase rolling stock, approximately 17% to recon-
dition material that was already operating and the re-
maining 18% to technologically update vehicles and IT
systems and to maintain and develop maintenance
plants.

Other Group companies invested a total of roughly €417
million in Italy and abroad. Approximately 70% related
to the Netinera Deutschland group to purchase buses
and trains for passenger transport and industrial plants
in Germany, while around 12% related to Grandi Stazioni
and Centostazioni to redevelop, relaunch and take full
advantage of the main train stations and roughly 6% re-
lated to TX Logistik, Cemat and Serfer, which operate in
the cargo service sector. In addition, approximately 6%
was invested by companies operating in the bus trans-
port service in Italy. The remaining expenditure was
mainly allocated to the enhancement/redevelopment of
real estate properties and purchasing IT tools to support
business processes.
Group spending for research and development in 2014
came to €10.4 million, nearly entirely related to RFI. Ap-
proximately 67% went to traffic safety technologies, 8%
to Innovative diagnostics and the remaining 25% to
studies and tests on new parts and systems.
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For additional information reference should be made to
the 2014 Annual Report (Group projects/transfers of
public funds relating to 2014).

3.3 Significant financial assistance 
received from public entities
G R I  E C 4

Group’s projects/transfers 
of public resources 
for the year 2014 

total

Operating grants

Government Programme Contract 976

Other government grants 5

From local public bodies 19

Grants for investments

Governments grants  3,531

From local public bodies 27

EU funds 146

Total 4,704

In millions of Euros
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External costs and benefits in the transport sector, al-
though they are extremely significant, are often over-
looked when a decision is taken among several mobility
solutions. In particular, railway infrastructures often entail
lower external costs – and greater benefits – than road
infrastructures. 
A survey50 on a high speed railway line has, for in-
stance, analysed new trends in demand for transport
generated by the construction of the Italian HS sys-
tem, identifying and calculating the money value of its
impact on the environment, safety, health, economic
development and well being. For the sake of brevity,
we will consider the results for the Milan-Rome HS line
only, which is the one that has most impacted resi-
dents’ travel habits: over the expected lifespan of this
infrastructure, it will have an estimated benefit on the
community worth of no less than €2.1 billion, with sig-

nificant impacts on the entire logistics system, espe-
cially thanks to a decrease in accidents, a reduction in
the production of greenhouse gas, savings in time and
travel costs, with economic/social repercussions that
are estimated to total at least €8.7 billion thanks to
greater flows for tourism, education and business, in
addition to boosting property values in the areas near
the stations.
In general, this survey brings out the fact that that the
construction of HS lines was an opportunity to relaunch
railway transport as a whole. 
Cargo transport is another choice that generally offers
lower external costs, as demonstrated by the External
cost calculator, an online tool51 used to calculate the ex-
ternal costs, in terms of accidents and greenhouse gas
emissions, of road, rail, ship and intermodal transport
services for individual journeys. 

3.4 External costs and benefits
G R I  E C 9

50. Agici Finanza d’Impresa compiled the survey “The benefits of having built the Turin-Milan-Naples high speed railway line” in 2012.
51. The calculator was developed by a team made up of CE Delft (Netherlands), INFRAS (Switzerland) and IVE mbH (Germany) with

the support of UIC and CER and is available at www.externalcost.eu.
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The Ferrovie dello Stato Italiane Group makes its pur-
chases in accordance with EU Directives, as imple-
mented by the Contracting Code (Legislative decree no.
163/2006), and its own “Regulation on Negotiations for
the Group companies”, issued on 27 March 2012.
Suppliers are vetted on the basis of assessments relat-
ing to quality, price and other corporate pre-requisites
(the supplier’s location and nationality are not part of the
vetting criteria).
The standard contractual clauses include requirements
that the contractor should comply with:
• labour and social security laws, with the application of

national labour agreements;
• specific obligations on health, safety and work hy-

giene;
• the standards in the “Group Code of Ethics”.
Since 2013, the Group companies have been asked to
include in new contracts a clause on compliance with
the Group’s Environmental Policy, in accordance with the
guidelines for the implementation of the environmental
management systems.
Ferservizi handles non-core purchases, i.e., those not
directly related to the Group companies’ core business.
On the other hand, each company directly manage its
core purchases, except in rare, specific cases in which
Ferservizi is asked to make the purchase.

Ferservizi

In addition to the standard contractual clauses, which
apply to all Group companies, Ferservizi includes in its
contracts specific clauses requiring compliance with
Corporate Policies on Work Safety and the Environment.
Furthermore, a number of contracts include environmen-
tal sustainability clauses.
The criteria included in contracts signed in 2014 are
listed below, broken down by type of purchase:
• stationery - FSC® (Forest Stewardship Council) cer-

tification; recycled paper; green fibre products; no use
of PVC for glues and white-out; cellulose products not
bleached with chlorine dioxide;

• IT equipment - Energy Star; compliance with the
RoHS (Restriction of Hazardous Substances) Direc-
tive; EPEAT (Electronic Product Environmental As-
sessment Tool);

• global service - supply of cleaning products not clas-
sified as toxic (T), very toxic (T+), highly flammable
(F+), hazardous (Xn) or irritant (Xi).

An analysis of the tenders called by Ferservizi in 2014
shows that 29% of suppliers have their registered offices
in Northern Italy, 64% in Central Italy and 7% in Southern
Italy and the islands. Total international orders account
for 1%.

3.5 Procurement policies
G R I  E C 6  |  H R 1  |  S O 9  |  S O 1 0
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RFI

Based on the negotiation plan, RFI manages the
awarding procedures with specific tenders, vetting
suppliers by verifying that they meet the necessary re-
quirements, or using the “qualification systems” set
up pursuant to article 232 of Legislative Decree no.
163/2006, with the aim of identifying operators that
meet specific moral, technical and financial require-
ments, and which are certified in accordance with ISO
9001 standards.
Since 2011, RFI has established, as additional require-
ment for supplier qualification – that the companies reg-
istered with the SQ007 “Control services for vegetation
infesting railway areas” system operate with an Environ-
mental Management System (EMS) that is certified in ac-
cordance with UNI EN ISO 14001 standards.
Since 2014, EMS certification has been mandatory for
companies/suppliers that have obtained the certification
under the following systems:
• SQ002 “Suppliers of products for infrastructure” (lim-

ited to specific categories);
• SQ004 “Works on the railway superstructure”.
In general, the standard format for work contracts in-
cludes clauses requiring the contractor, when the project
is being approved or during the work, completely com-
ply with current legislation on the environment and fully
meets the requirements of environmental bodies. 
As for the electronic assignment of contracts for work,

services and supplies, RFI has commenced the expan-
sion of e-procurement system functions “RFI Purchase
Portal” to enable online registration with the Qualification
Systems and reduce production and transmission of
paper documents.
For purchases of stone chippings, RFI mainly focuses
on increasing, throughout Italy, the number of mines that
have received specific approval from the appointed
Technical Department in accordance with the criteria in
the Technical Specifications issued in June 2012, in
order to improve the environmental impact.
Furthermore, suppliers of wood sleepers must have ob-
tained FSC® (Forest Stewardship Council) certification).
With respect to the location of suppliers of materials for
the infrastructure, the geographical allocation of the
contracts assigned to Italian contractors, based on their
registered offices, is concentrated in Northern Italy,
which accounts for roughly 59.4%, Central Italy with
32.6% and Southern Italy and the Islands with the re-
maining 8%.
As for works, in 2014, the geographical allocation of
contracts assigned was: Northern Italy 50.2%, Central
Italy 18% and Southern Italy and the Islands 31.8%.
Service contracts show the following geographical allo-
cation: Northern Italy 36.4%, Central Italy 27.3% and
Southern Italy and the Islands 36.3%.
Total international contracts account for 7.9%.
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Trenitalia

Trenitalia has for some time now been implementing
specific initiatives to spread awareness of green procure-
ment principles among its employees and suppliers. It
uses the “Operating instructions for the management of
negotiations”, which define the criteria for managing en-
vironmental aspects in procurement procedures. Fur-
thermore, the Purchase Portal includes a section
devoted to green procurement.
Trenitalia has included, where possible, environmental
sustainability criteria in its supplier vetting procedure,
which consist of mandatory requirements and offer eval-
uation requirements. The latter are given percentage
weights that range from 5% to 15%.
A few examples of environmental requirements in ten-
ders.

In 2014, the contracts signed with Italian companies ac-
counted for 98.2% and were assigned to suppliers with
registered offices in Northern Italy (24.3%), Central Italy
(57.8%) and Southern Italy and the Islands (17.9%).

R E Q u I R E M E n t St y P E  o F  t E n d E R

• ISO 14001 certification
• Use of environmentally-friendly products and materials; 

use of energy-efficient machines

Rolling stock cleaning

• ISO 14001 certificationDemolition of railway carriages 
and sale of resulting metal scraps

• Optimal use of energy sources;
steps taken to prevent soil pollution; 
environmental certification like EMAS and ISO 14001

Design, supply and assembly 
of a new system of doors 
for passengers boarding trains

• ISO 14001 certificationSupply, distribution, loading 
and withdrawal on board trains, 
temporary storage and disposal/recycling
of non-woven covers and cushions  

• * Optimal use of energy sources; method of environmental impact 
and waste management (recyclability and renewability of materials);
steps taken to prevent soil pollution; 
ISO 14001 certification

Cyclical maintenance 
(ordinary inspection + face lift) 
for medium haul towed carriages

• ISO 14001 certificationDisposal of special waste 
(electric equipment and ferrous scraps 
not deriving from sorted waste collection)
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Italferr

In contracts in which the counterparty is a Group’s com-
pany, in addition to the standard contractual clauses,
Italferr requires external contractors implement Quality,
Environmental and Safety Management systems.
In particular, Italferr requires that firms awarded with the
construction works must design and implement, for the
entire duration of works, an Environmental Management
System for site activities that provides the company and
environmental protection bodies evidence of the envi-
ronmental control performed during work by the con-
tractor’s qualified personnel. These systems provide
that, before starting the work, the contractor company
prepares, as an extension of the environmental project
for setting up the site, an environmental analysis of site
activities to identify the material environmental aspects
to be managed during the work and to define how to
correctly manage environmental surveillance of the site
in line with the applicable legislative requirements.
Italferr has been applying Quality requirements since
1994, Environmental Management System requirements
since 2001 and Health and Safety Management System
requirements since 2010.

Netinera

The Netinera group has drafted specific purchase terms
valid for orders since September 2013.
In particular, suppliers are required to comply with the
10 principles of the Global Compact, the ILO conven-
tions, the human rights and children’s rights principles
established by the United Nations and the OECD princi-
ples. In addition, suppliers are made responsible for the
correct disposal of the packaging material used to trans-
port the purchased material.
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4. Product 
liability

4. Product 
liability 

Passenger
services

RFI
• Kick-off of the Green Station project, a partnership between Legambiente and the FS Italiane Group, 

with the inauguration of a centre to manage sustainable land development initiatives in the Pescara 
central station.

• Increase in the number of Sala Blu network stations and roll-out of new ground assistance services 
for passengers with reduced mobility.

• Launch of the new “Information and Communication” system on the Bari-Lecce and Bari-Taranto lines 
and in Milan metropolitan stations, thereby improving timeliness and the quality of information.

Trenitalia
Long Haul Passenger Transport Division
• Continued restyling of the Frecciarossa Bistrò cars.
• Launch of the Frecciargento portal with the same services already provided on the Frecciarossa portal.
• Installation of monitors on board Frecciargento ETR 485 trains to provide information and travel updates.
• Roll-out of new vehicles for daytime Intercity services.

Regional Passenger Division
• Updating of the fleet with the roll-out of new Jazz trains and additional double decker Vivalto trains.
• Launch of the new Trenitalia Smart Card in Piedmont for a simpler and faster use of the various means 

of transport.
• Development of the ticketing network and regional passes with over 70,000 new points of sale.

and the installation of 1,300 new self service machine and over 6,000 new ticket punchers.

Cargo Division
• Consolidation of the strategic positioning on the West European railway axis, through direct 

cargo transport services in France using the company’s own personnel.
• Reinforcement of transport activities on the East European railway axis in partnership 

with other Group companies active in cargo transport and logistics.
• Increase in the availability of wagons.
• Complete digitalisation of documents used by conductor personnel on tablets.
• Implementation of new intermodal services to ensure greater integration with other cargo transport 

methods.

Busitalia–Sita Nord
• Acquisition of 100% (with effect from August 2014) of Umbria Mobilità Esercizio.
• Launch of preliminary operations to set up the “Busitalia Veneto SpA” newco in partnership 

with APS Holding SpA, in view of the tender to assign LPT services in the Padua and Rovigo area.
• Renewal of the vehicle fleet with 17 new Euro5/Euro6 motorised buses to replace old generation 

of Euro0/Euro2 buses.
• Implementation of new maintenance software to make the management of preventive maintenance 

on buses more efficient.
• Implementation of the new operating system to manage rentals, called Pluservice.

Ataf Gestioni
• Roll-out of 64 Euro6 diesel buses.

Umbria Mobilità Esercizio
• Roll-out of four new Euro6 natural gas-fuelled buses. 
• Tenders to acquire five urban Euro6 diesel buses and four electric buses.
• Roll-out of 11 new buses (five urban natural-gas fuelled buses and six urban diesel minibuses).

w h At  w E  h A V E  A C C o M P L I S h E d

Highlight
G R I  1 . 2
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Train 
traffic safety

Trenitalia
• Continuance of the project to equip cargo vehicles with devices able to stop the train after a derailment.
• Continued improvement of the IT systems used to manage and monitor activities for maintenance 

and operating safety.

Safety 
services

FS Italiane – Corporate Protection
• Issue of the Ferrovie dello Stato Italiane Group’s “Guidelines for the management of civil protection

exercises”.
• Launch of activities to renew agreements with the local Civil Protection Service branches.
• Creation of 31 new integrated security systems and completion of the design for another 60 systems 

to be installed at as many railway sites throughout Italy.
• Installation of remote controls on video surveillance images from about 90 railway sites at the Security

Situation Room as part of the “CCTV Platform”.
• Design of a new management model for large stations on the high speed network, with the creation 

of railway hubs featuring specific areas for separate operation of commercial activities.
• Upgrading of the ticketing offices for the Long Haul Passenger Division and the Regional Passenger

Division and self-service ticketing to meet safety standards.

Passenger
services

RFI
• Opening and redevelopment of 18 stations in Lombardy to improve their appearance and accessibility. 
• Temporary opening of another Sala Blu at the Rho Fiera station for the six months of the Expo.
• Training courses on relational and behavioural aspects for RFI’s Sala Blu network personnel, 

in collaboration with associations for the disabled and people with reduced mobility.

Trenitalia
Long Haul Passenger Transport Division
• Launch of the new Frecciarossa 1000 train
• Conclusion of the restyling of the Frecciarossa Bistrò cars.
• Launch of the new single on board portal for Frecciarossa and Frecciargento trains.
• Continuance of the project to create a new livery for Frecciabianca trains
• Continuance of the project to update rolling stock on the daytime Intercity fleet.

Regional Passenger Division
• Continued updating of the fleet with the introduction of new Swing trains
• Extension of the Trenitalia Smart Card to other regions (beyond Piedmont) and development of additional

functions.

Cargo Division 
• Continued internationalisation process focused on the main European cargo corridors.
• Continued extension of the new commercial IT platform for all cargo traffic and its integration 

with other IT systems.
• Streamlining of the railway hubs served in Italy, in order to improve service efficiency and quality.

Busitalia - Sita Nord
• Busitalia - Sita Nord’s participation in the tender to assign the LPT service concession in the Tuscany region
• Establishment of Busitalia Veneto SpA and start of operations, following the completion of the transfers of

Busitalia-Sita Nord’s Veneto business unit and APS Holding SpA’s relevant business unit.
• Participation in the tender for the assignment of regional services in Friuli Venezia Giulia.
• Renewal of the vehicle fleet with the inclusion, slated for 2015, of 57 new Euro6 motorised buses to replace

old generation vehicles.
• Creation of video surveillance systems for fuel distribution facilities at the company depots in Veneto.

Ataf Gestioni
• Continuance of the plan to renew the company fleet and related drivers’ training; the acquisition of 55 new

vehicles has been planned for 2015.

Umbria Mobilità Esercizio
• Roll-out of 56 new buses (diesel, natural gas and electric) with a total investment of roughly €13.5 million.
• Improvements in the rolling stock fleet with a total investment of roughly €4 million.
• Renewal of the current car fleet with the roll-out of 15 Euro6 cars.

w h At  w E  h A V E  A C C o M P L I S h E d
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Situation Room as part of the “CCTV Platform”.
• Design of a new management model for large stations on the high speed network, with the creation 

of railway hubs featuring specific areas for separate operation of commercial activities.
• Upgrading of the ticketing offices for the Long Haul Passenger Division and the Regional Passenger

Division and self-service ticketing to meet safety standards.

Passenger
services

RFI
• Opening and redevelopment of 18 stations in Lombardy to improve their appearance and accessibility. 
• Temporary opening of another Sala Blu at the Rho Fiera station for the six months of the Expo.
• Training courses on relational and behavioural aspects for RFI’s Sala Blu network personnel, 

in collaboration with associations for the disabled and people with reduced mobility.

Trenitalia
Long Haul Passenger Transport Division
• Launch of the new Frecciarossa 1000 train
• Conclusion of the restyling of the Frecciarossa Bistrò cars.
• Launch of the new single on board portal for Frecciarossa and Frecciargento trains.
• Continuance of the project to create a new livery for Frecciabianca trains
• Continuance of the project to update rolling stock on the daytime Intercity fleet.

Regional Passenger Division
• Continued updating of the fleet with the introduction of new Swing trains
• Extension of the Trenitalia Smart Card to other regions (beyond Piedmont) and development of additional

functions.

Cargo Division 
• Continued internationalisation process focused on the main European cargo corridors.
• Continued extension of the new commercial IT platform for all cargo traffic and its integration 

with other IT systems.
• Streamlining of the railway hubs served in Italy, in order to improve service efficiency and quality.

Busitalia - Sita Nord
• Busitalia - Sita Nord’s participation in the tender to assign the LPT service concession in the Tuscany region
• Establishment of Busitalia Veneto SpA and start of operations, following the completion of the transfers of

Busitalia-Sita Nord’s Veneto business unit and APS Holding SpA’s relevant business unit.
• Participation in the tender for the assignment of regional services in Friuli Venezia Giulia.
• Renewal of the vehicle fleet with the inclusion, slated for 2015, of 57 new Euro6 motorised buses to replace

old generation vehicles.
• Creation of video surveillance systems for fuel distribution facilities at the company depots in Veneto.

Ataf Gestioni
• Continuance of the plan to renew the company fleet and related drivers’ training; the acquisition of 55 new

vehicles has been planned for 2015.

Umbria Mobilità Esercizio
• Roll-out of 56 new buses (diesel, natural gas and electric) with a total investment of roughly €13.5 million.
• Improvements in the rolling stock fleet with a total investment of roughly €4 million.
• Renewal of the current car fleet with the roll-out of 15 Euro6 cars.
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Train traffic
safety

Trenitalia
• Improved traceability of maintenance on vehicle safety systems.
• Improved safety systems on shunting locomotives.

Safety 
services 

FS Italiane – Corporate protection
• “Civil Protection volunteering” partnership model for Expo 2015 and the 2015-2016 Jubilee.
• Implementation of new management model projects for large stations to create railway hubs 

(Milan Centrale, Rome Termini and Florence Santa Maria Novella) staffed by personnel responsible 
for checking authorisation and papers to access railway operation areas.

• Completion of works on the security systems at 25 railway stations and completion of the design 
for additional systems to be installed at 15 railway sites.

• Preparation of security guidelines to protect stations and warehouses for precious materials (copper), 
to protect cargo hubs for hazardous materials, to update Trenitalia assets to safety standards 
and for video surveillance on board trains.

• Updating Trenitalia’s main workshops to safety standards.
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4.1.1 Passenger 
and cargo transport

Again in 2014, despite the persistently weak economic
context, the FS Italiane Group reported growth in traffic
data, confirming the positive trend of the previous year.
Overall, considering both domestic and international
business, railway passenger volumes grew by 1.8% and
cargo volumes by 1.5%.
The passenger transport segment totalled roughly 42.5
billion passenger-km altogether, including approximately
20.3 billion in the medium and long haul services
(+5.0%) and 22.2 billion in the regional and metropolitan
services (-0.9%). Market services provided a significant
contribution to the medium and long haul segment
(+6.8%), more than offsetting the reduction in universal
service volumes (-1.3%). Within market services, pas-
sengers continue to appreciate the Frecce trains, and
the Frecce offer will be expanded for the 2015 EXPO
with new connections and a stop at the Rho-Fiera 2015
Milan Expo station. The number of Frecce passengers
on high speed lines (Frecciarossa and Frecciargento)
grew by 10.9% in 2014 on 2013. Considering Freccia-
rossa services only, the increase was even more signifi-
cant: +13.3% in passengers, with customer satisfaction
levels up in terms of Comfort, timeliness, cleanliness and
on-board updates.
Production volumes in the passenger transport seg-
ment, measured in train-km, showed an overall slight
decrease of -1.1%. Passenger train-km totalled roughly
268 million, nearly 79 million of which in the medium and
long haul segment (-0.6%) and approximately 190 mil-
lion in the regional transport services segment (-1.4%).
The long haul load factor increased by about 2%
(52.4%) on the previous year, with higher values for serv-
ices sold on the market, again in this case due to the
Frecce trains strong performance (60%). The average
load factor for regional transport (34%) remained sub-
stantially in line with the previous year, although it was
affected by the large gap between the load factor during
“peak” hours and that during “non-peak” hours.

In terms of road transport, several years ago, the FS Ital-
iane Group began a process to integrate road and rail
transport by offering new solutions more tailored to de-
mand. In 2014, it consolidated its share of the local pub-
lic transport market with the acquisition of Umbria
Mobilità Esercizio, which offers road transport services,
railway services and waterway transport services within
Umbria.
This acquisition strengthened the Group, boosting do-
mestic production from roughly 59 million (including
urban transport in Florence) to 80 million bus km. On a
like-for-like basis, compared to the previous year, pro-
duction volumes grew by 4.2%.
Areas outside Italy (notably Germany) also show produc-
tion in terms of bus-km up by 6.5% on the previous year.
The Group’s cargo traffic continued to perform well in
2014 for the third consecutive year, despite the weak
economic trend, thanks to the new organisational model
based on the specialisation of corridors towards North-
ern and Eastern Europe.
Considering both domestic and international volumes,
traffic grew by 1.5% on the previous year, totalling more
than 23 billion tonne-km. Growth on foreign markets
(+6.7%) provided a substantial contribution to this per-
formance, particularly in the area between Southern
Germany, Switzerland and Austria.
Total production in the cargo segment rose by 2.9% on
the previous year to approximately 47.5 million, while the
share of services offered on foreign markets grew by
11.4%. The average load remained substantially in line
with the previous year, at around 500 tonnes per train.

4.1 Transport: 
mobility services
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4.1.2 Main types of services 
offered

M A R K E T  S E R V I C E S

These are services offered without commercial restric-
tions and without any government grants or considera-
tions. Market services include most of the long haul
connections, particularly those offered on Frecciarossa,
Frecciargento, Frecciabianca, Eurocity and Euronight
trains, some of the Intercity services and nearly all the
Group’s cargo transport.

U N I V E R S A L  S E R V I C E S  

These are public transport services offered in exchange
for considerations from the government or regions under
service contracts. They include most daytime Intercity
services and all night services, along with regional serv-
ices (operated by Trenitalia in Italy and the Netinera
group in Germany), whose characteristics (frequency,
fares, performance levels and stops) are all defined by
the public sector customers.

Passenger transport

L O N G  H A U L  R A I LWAY  T R A N S P O R T

Frecciarossa
The Frecciarossa are trains that travel on the high speed
network. They constitute what has been coined “Italy’s
high speed metro”, reducing travel times between Turin,
Milan, Reggio Emilia, Bologna, Florence, Rome, Naples
and Salerno. The benefits of the Frecciarossa service
also extend beyond the HS infrastructure, thanks to con-
nections between Milan, Reggio Emilia and Bologna
which continue onto Rimini, Pesaro and Ancona.

Frecciargento
The Frecciargento are trains with flexible structures,
which enables them to travel at faster speeds than tra-
ditional rolling stock, especially on curvy sections. They
are used on both traditional and high speed lines.
In 2014, the Frecciargento trains connected Central and
Southern Italy (Salerno, Naples, Fiumicino airport and
Rome) with the Northeast (Venice, Udine, Trieste,
Verona, Brescia and Bolzano); and Rome with Puglia
(Foggia, Bari and Lecce) and Calabria (Lamezia Terme
and Reggio Calabria).

Frecciabianca
The Frecciabianca trains travel on the traditional network
and mainly connect the medium and large urban centres
that are not on the high speed network. The main lines
served in 2014 were the line from Turin and Milan to
Venice, Udine and Trieste; the line linking Turin, Milan and
Venice to Ancona, Pescara, Bari, Lecce and Taranto; the
Northern Tyrrhenian line connecting Turin, Milan and
Genoa with Pisa and Rome and, finally, the lines be-
tween Rome and Reggio Calabria and between Rome
and Ravenna. 

Intercity (IC)
Daytime Intercity trains travel on the traditional lines and
connect large and medium cities, helping create an effi-
cient interexchange system with local transport trains
and with high speed trains. Intercity train services sold
on the market – those on the central line – connect Milan
and Naples, Trieste and Rome and Rome and Salerno.
On the other hand, the universal service consists of In-
tercity trains covering the following connections: Milan
with Grosseto, La Spezia, Livorno, Lecce, Reggio Cal-
abria, Terni and Ventimiglia; Rome with Ancona, Bari,
Florence, Palermo, Siracusa, Perugia, Reggio Calabria,
Taranto and Ventimiglia; Naples with Sestri; Turin with
Genoa and Salerno; Bologna with Pescara, Bari, Lecce
and Taranto; Reggio Calabria with Taranto; and Trieste
with Venice.

Night trains
Night trains are dedicated to long hauls between North-
ern Italy, Central Italy and the South. They connect Milan
with Lecce, Siracusa, Palermo and Salerno; Turin with
Lecce, Reggio Calabria and Salerno; and Rome with
Bolzano, Lecce, Siracusa, Palermo and Trieste.

International services
The international Eurocity and Euronight trains travel on
traditional lines and connect the main Italian cities with
medium and large centres in Austria, Germany, Switzer-
land and France. Daytime services connect Milan with
Zurich, Basel, Bern, Lucerne and Geneva and Venice
with Lucerne and Geneva. The Euronight trains connect
Rome and Milan with Munich and Rome, Milan and
Venice with Vienna. In addition, through the French sub-
sidiary Thello, the Eurocity trains carry passengers to
Nice and Marseilles, as well as other cities along the
French Riviera from Milan, Genoa and other stations in
Liguria, while night services from Venice and Milan carry
passengers to Dijon and Paris. 
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The rental sector is another significant business line, lo-
cated in Tuscany only. Furthermore, Busitalia - Sita Nord
supports Trenitalia in the organisation of replacement
services for railway routes where needed.
At international level, through the Netinera group, the FS
Italiane Group offers LPT services in Germany as well,
mainly in the metropolitan Reno-Meno area, in North
Rhine-Westphalia and in Eastern and Northern Ger-
many56.

Cargo transport

Through its corporate branches, the FS Italiane Group
operates as a railway company for transport services
sold on the cargo and logistics market in Italy and
abroad (through the subsidiaries TX Logistik57, the
Netinera group and Trenitalia Logistics France).
The offer revolves around the following areas:
• national and international intermodal traffic, ensuring

railway connections from and to the main ports and
interports;

• national and international traditional traffic, ensuring
traffic between a grid of Italian hubs and systems and
the European network;

• integrated logistics activities with deposit, handling,
order management, design and terminal infrastructure
construction services.

Trenitalia covers the main product sectors on this market
with specific specialised structures: chemicals, steel and
automotive, raw materials and consumer goods and in-
termodal services.

52. The most significant Netinera brands are: Metronom and Erixx, which operate in Northern Germany, Länderbahn together with
Alex and Vogtlandbahn, which operate in Southern Germany, and ODEG, which operates in Eastern Germany.

53. Busitalia-Sita Nord also operates via its subsidiary Ataf Gestioni in the Florence metropolitan area.
54. Bus rental services with drivers for Italian and international tourism.
55. Autolinee Mugello Valdisieve, Autolinee Chianti Valdarno, Più Bus, Etruria Mobilità, Siena Mobilità and Ishtar. Busitalia - Sita Nord

acts as consortium head for the first two of these consortium companies. The services are provided mainly in the provinces of Flo-
rence, Arezzo and Siena.

56. In particular, Autobus Sippel GmbH mainly operates in the Reno-Meno metropolitan area; Verkehrsbetriebe Bils GmbH provides
services in North Rhine-Westphalia. Neißeverkehr GmbH and Südbrandenburger Nahverkehrs GmbH operate in Eastern Germany,
while KVG Stade is active in the North. These are leading companies in their regions. 

57. A European leader in railway cargo transport, operating mainly along Europe’s North/South axis with integrated logistics services
in Austria, Denmark, Germany, Norway, the Netherlands, Sweden and Switzerland.

R E G I O N A L  R A I LWAY  T R A N S P O R T  

Trenitalia’s regional railway transport offer (classifiable as
the universal service) is defined in the service contracts
that it agrees with the government, the regions and the
autonomous provinces, which plan and schedule service
quantities, frequencies and quality.
Furthermore, through the Netinera group, the FS Italiane
Group offers regional transport services throughout Ger-
many, which it commercially manages through similar
service contracts with PTAs (Public Transport Authori-
ties) as its customers. Netinera mainly operates in North-
ern and Southern Germany52. Vlexx, a company that is
wholly owned by Regentalbahn AG, in turn wholly
owned by the holding company Netinera Deutschland,
has operated in the Frankfurt area since December
2014.

R O A D  PA S S E N G E R  T R A N S P O R T  

Through the subsidiary Busitalia - Sita Nord, the Group
offers urban and suburban local public transport (LPT)
services throughout Italy.
In particular, in Tuscany, in addition to LPT services53 are
offered on the market as well (rental services54 and au-
thorised line services). The company is active in six dif-
ferent S.c.a.r.l. companies (Italian consortium companies
limited by quotas) which manage LPT services55.
In Veneto, Busitalia - Sita Nord offers suburban services
throughout the province of Padua, with lines reaching
the surrounding provinces of Venice, Treviso, Vicenza
and Rovigo. The suburban service in Rovigo covers
most of the province and reaches the surrounding
provinces of Padua, Ferrara, Verona and Mantua. The
urban service in Rovigo covers the city and parts of the
municipal area.
In 2014, Busitalia - Sita Nord consolidated its LPT mar-
ket share with the acquisition of a 100% stake in Umbria
Mobilità Esercizio, which offers road transport services,
railway services and waterway transport services within
Umbria.
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As the national railway infrastructure operator, RFI is re-
sponsible for assigning railway infrastructure capacity.
RFI’s market is made up of railway companies and ap-
plicant entities. The latter include, in addition to the rail-
way companies, regions and autonomous provinces,
“natural persons or legal entities with a public service or
commercial interest in acquiring infrastructure capacity
in order to provide railway transport services, which do
not conduct intermediation (article 3.b) of Legislative de-
cree no. 188/2003). RFI reaches agreements providing
for:
• timetables and services to be governed with the con-

tract for infrastructure use, for no longer than the va-
lidity period of the service schedule;

• infrastructure capacity, expressed in general terms or
in total, generic volumes, to be governed under a
long-term framework agreement. 

With specific reference to the service schedule for 15
December 2013 – 13 December 2014, the market
shows:
• 38 railway companies with valid railway operation li-

cences issued by the Ministry of Infrastructure and
Transport (three of which were valid for traffic originat-
ing/ending in Italy)58;

• one railway company with a European railway licence
issued by the German authority (TX Logistik);

• 33 railway companies (among those listed above) that
performed transport services after signing infrastruc-
ture use contracts;

• 41 infrastructure use contracts59, broken down as fol-
lows:
– 1860for passenger traffic;
– 21 for cargo;
– two for technical train traffic in order to test the

rolling stock.

With respect to the framework agreements/memoranda
of understanding, at 31 December 2014, nine are valid,
broken down as follows:
• two agreed with regions:

– one framework agreement signed with the Lazio re-
gional authorities;

– one framework agreement signed with the Emilia-
Romagna regional authorities;

• two signed with the autonomous provinces:
– one framework agreement with the autonomous

province of Trento;
– one framework agreement with the autonomous

province of Bolzano;
• one framework agreement for passenger services

signed on 10 May 2010 with Sea Train Srl (an entity
with a commercial interest) expiring on 12 December
2015;

• four framework agreements signed with companies:
– one with Nuovo Trasporto Viaggiatori SpA (for

HS/HC passenger service);
– two with Trenitalia SpA (one for passenger service

on the HS/HC network and one for cargo service);
– one with Cemat SpA (for cargo service).

Total production in 2014 on the network managed by
RFI came to approximately 331 million train-km, sub-
stantially in line with the previous year. The portion of
total traffic managed by third parties operators rose by
roughly 3% on 2013.

58. Source: Ministry of Infrastructure and Transport - General Railway Transport Department (www.mit.gov.it/mit/site.php).
59. The difference between the number of contracts (41) and the number of railway companies party to such contracts (33) is due to

the fact that the railway company Trenitalia has six contracts (cargo, long haul passenger services on the traditional network, long
haul passenger transport on the HS network, regional passenger transport and technical trains) and the railway companies San-
gritana, Serfer  and Ferrovie Udine Cividale  have each signed two contracts (which differ depending on the type of service).

60. The value refers to the period before the annual schedule change, which occurred on 14 December in 2014. After that date, and
until 31 December 2014,  the number of contracts for the use of the railway infrastructure for passenger traffic went from 18 to 19
and those for technical train traffic to test rolling stock went from 2 to 1.

4.2 Infrastructure sector: 
mobility services
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4.3.1 Trenitalia

Passenger transport

The Group devotes significant attention to offer-
ing passengers high quality travel experiences,
by monitoring:
• the quality levels that are promised and pro-

vided (as per the national/international service
charter and the 20 regional service charters61);

• perceived quality;
• customer complaints.

R E G I O N A L  S E R V I C E  C H A R T E R S :

C U S T O M E R  C A R E

The 2014 national/international service charter
generally exceeded the targets set for long haul
trains.
The analysis may be continued by observing the
specific results of two main long haul service cat-
egories, the Frecce and the trains operating
under service contracts with the government62.
The Frecciarossa, Frecciargento and Freccia-
bianca fully reached their service punctuality and
regularity targets and significantly outperformed
the cleanliness target. 
On the other hand, the trains operating under
service contracts with the government met the
punctuality and regularity targets, but not the
cleanliness target, falling 3.0 percentage points
short.

4.3 Service quality
G R I  2 . 1 0  |  4 . 1 2  |  P R 4  |  P R 5  |  P R 8

61. Trenitalia publishes the service charter to express its principles and commitments to improving the services it offers. The regional
service charters are available on the website trenitalia.com.

62. The universal service provided for by the public service contract with the government included 84 Intercity day trains, 22 night
trains and 10 buses in 2014. Non-routine services are not considered.
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T H E  2 0 1 4  S E R V I C E  C H A R T E R :  

L O N G  H A U L  S E R V I C E  

Q U A L I T Y  TA R G E T S

QuALIty IndICAtoRS FoR ALL LonG hAuL tRAInS

Q u A L I t y  
FA C t o R S

I n d I C At o R S 2 0 1 3  tA R G E t 2 0 1 4  tA R G E t 2 0 1 4  A C t u A L 2 0 1 4  d E LtA
( %  P o I n t S )

n o t E S

Punctuality Trains arriving
within 15’ 
of the scheduled
time

93.00% 93.00% 93.30% 0.3 The delay 
is measured 
at the train’s final
destination station*

Service 
regularity

Regular trains, 
net of trains 
that were limited,
cancelled 
or arrived 
over 120’ late 

99.00% 99.00% 99.60% 0.6 All trains are
considered,
excluding those
that were affected
by external events,
disruptions to the
line or strikes 

Cleanliness Effectiveness 
of on board 
cleaning

77.00%** 80.00% 86.10% 6.1 Customer
satisfaction 
with cleanliness
during travel***

Information 
hotlines

Online contacts
and calls 
to the call centre

1.6 1.6 1.7 0.1 Number 
of information
contacts with respect
to the number of
passengers carried

Ticketing 
services

Functioning
automatic ticketing
machines

95.00% 95.00% 97.44% 2.4 Percentage 
out of total
automatic ticketing
machines

Sales service
accessibility:
purchases using
new channels
(excluding ticketing
offices at stations
and travel
agencies)

35.00% 35.00% 54.90% 19.9 Weight 
of purchases 
using innovative
systems out 
of total turnover
from Trenitalia’s
long haul services

* Percentage recorded by RFI’s computer system, excluding delays caused by exceptional events, strikes or other railway companies (standard B - 
Ministerial decree no. 146T/2000)

** Since 2013, this indicator refers to the percentage of customers satisfied with the cleanliness of the train during travel, unlike in 2012, when it was 
calculated as the percentage of passing checks out of a sample determined on the basis of the UNI EN 13549 specifications

*** An independent research institute surveys Trenitalia’s customer satisfaction: customers are considered as satisfied if they report a positive score 
of ≥ 6 on a scale of one to nine
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QuALIty IndICAtoRS FoR thE FRECCE

Q u A L I t y  
FA C t o R S

I n d I C At o R S 2 0 1 3  tA R G E t 2 0 1 4  tA R G E t 2 0 1 4  A C t u A L 2 0 1 4  d E LtA
( %  P o I n t S )

n o t E S

Punctuality Trains arriving
within 15’ of the
scheduled time

93.50% 94.00% 94.60% 0.6 The delay 
is measured 
at the train’s final
destination station*

Service regularity Regular trains, 
net of trains 
that were limited,
cancelled 
or arrived over 
120’ late 

99.20% 99.40% 99.80% 0.4 All trains 
are considered,
excluding those
that were affected
by external events,
disruptions 
to the line or strikes 

Cleanliness Effectiveness 
of on board
cleaning

85.00%** 87.00% 92.00% 5.0 Customer
satisfaction 
with cleanliness
during travel***

* Percentage recorded by RFI’s computer system, excluding delays caused by exceptional events, strikes or other railway companies (standard B - 
Ministerial decree no. 146T/2000)

** Since 2013, this indicator refers to the percentage of customers satisfied with the cleanliness of the train during travel, unlike in 2012, when it was 
calculated as the percentage of passing checks out of a sample determined on the basis of the UNI EN 13549 specifications

*** An independent research institute surveys Trenitalia’s customer satisfaction: customers are considered as satisfied if they report a positive score
of ≥ 6 on a scale of one to nine

QuALIty tARGEtS FoR tRAInS oPERAtInG undER SERVICE ContRACtS wIth thE GoVERnMEnt

Q u A L I t y  
FA C t o R S

I n d I C At o R S 2 0 1 3  tA R G E t 2 0 1 4  tA R G E t 2 0 1 4  A C t u A L 2 0 1 4  d E LtA
( %  P o I n t S )

n o t E S

Punctuality Punctuality 
within 30’

91.00% 91.00% 94.59% 3.6 Number of trains
with delays of less
than 30 minutes/
number of trains
operated x 100 

Punctuality 
within 60’

96.00% 96.00% 98.32% 2.3 Number of trains
with delays of less
than 60 minutes/
number of trains
operated x 100
(Standard B)

Service regularity Regular trains, 
net of trains 
that were limited,
cancelled 
or arrived over 
120’ late

98.20% 98.20% 99.26% 1.1 100% (number 
of cancelled trains 
+ number of limited
trains + number 
of trains arrived
over 120 minutes
late)/ number 
of scheduled trains
x 100 
(Standard B)

Cleanliness Effectiveness 
of on board
cleaning

88.00% 88.00% 85.05% -3.0 Cleanliness 
(AQP)* = 100% 
- % in advertising

* Average quality provided
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The purchase of tickets using innovative sales channels
is a particularly significant trend in long haul services,
with this type of ticketing as a percentage of total sales
outperforming the Group’s target by 19.9. 
Innovative channels include the growth in purchases
using the Prontotreno app and the new methods of pay-
ment for ticketing on the trenitalia.com website63. Pas-
sengers can still book their journey on trenitalia.com up
to 24 hours before departure using the Posto Click serv-
ice - and buy an e-ticket using the ticketless service.
There are 19 self-service machines outside stations at
universities (Bologna and Pisa), the Stato Maggiore
dell’Aeronautica militare and shopping centres64.
Specific attention has been devoted to the quality of
services for people with reduced mobility. Through an
ongoing, constructive partnership with associations in
this field, the most effective solutions have been identi-
fied to ensure people with reduced mobility can access
stations and trains. Trenitalia’s PostoBlu service for pas-
sengers with disabilities and reduced mobility entails
seat assignment and booking when they request assis-
tance at the Sala Blu service or using the call centre, al-
lowing passengers to make payment and pick up their
tickets later using the available sales channels. RFI’s as-
sistance network for people with reduced mobility also
includes over 270 stations throughout the entire country,

identified on the basis of their accessibility characteris-
tics, whether there are trains equipped for people with
reduced mobility and the actual demand for these as-
sistance services from station users. The 14 Sala Blu
services serves as the contact for meeting the travel re-
quirements of all passengers with disabilities and re-
duced mobility, and they are located at master stations
in the Sala Blu65 network.
The Sala Blu network is responsible for ensuring trav-
ellers enjoy the free services created specifically for
them:
• information and informational material on assistance

services available at stations;
• booking the assistance services ;
• wheel chairs, if necessary;
• an escort at the station and to the train; 
• an escort until they leave the station or board another

train;
• boarding and deboarding using lifts for passengers in

wheel chairs;
• transport of carry-on luggage at the station, where

necessary and upon request.
In 2014, approximately 250,000 assistance services
were provided to people with reduced mobility, up by
18% on 2013, and the customer satisfaction level was
98% (average scores of more than eight out of nine).

63. Quick pay using credit cards and e-payment using Masterpass.
64. In Milan, Brescia, Verona, Vicenza, Padova, Bologna, Forlì, Rimini, Genoa, Rome, Naples, Aversa and Pescara.
65. Torino Porta Nuova, Milano Centrale, Genova Piazza Principe, Verona Porta Nuova, Venezia Santa Lucia, Trieste Centrale, Bologna

Centrale, Firenze Santa Maria Novella, Roma Termini, Ancona, Napoli Centrale, Bari Centrale, Reggio Calabria Centrale and Messina
Centrale.
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P E R C E I V E D  Q U A L I T Y:  

C U S T O M E R  S AT I S FA C T I O N

Customers’ perceived quality throughout the various
stages of a journey is measured through periodic cus-
tomer satisfaction surveys. For long haul transport, these
periodic surveys refer to journeys in Italy by passengers
aged 14 and up. Each survey takes place once every two
months and entails 5,000 interviews with a sample of se-
lected travellers using a probability-based procedure.
For regional transport, the periodic surveys cover the
same target (travellers aged 14 and up), but the travel
range is shorter (local/regional). Again in this case, the
sample is created using a probability-based procedure.
Each year, four sample surveys are conducted (in March,
May, July and November), for total of about 16,800 trav-
ellers interviewed. 

The survey method used for data on customer satisfac-
tion with the perceived quality of travel consist of two
stages for both types of transport:
• interviews by contacting people at the station before

they depart on a train;
• telephone interviews using operators and CATI (Com-

puter Assisted Telephone Interview), through call-
backs to interviewees two/three days after initial
contact.

The score for each variable considered in the survey is
on a scale of one to nine, where nine corresponds with
the highest satisfaction and one with the lowest.
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Considering the services offered in more detail, the over-
all score for Frecce services improved (customer satis-
faction rose from 93.5% in 2013 to 94.1% in 2014) and
the score for Frecciabianca (+1% on 2013) rose in par-

ticular. Moreover, the overall score for Intercity (+2.7%)
and Intercity Notte night services improved (+2%) on
2013. This improvement was mainly due to greater sat-
isfaction with cleanliness, comfort and punctuality.

Long haul transport 
The analysis of customer satisfaction results substan-
tially confirms the positive scores of 2013. Indeed, in
2014, 91.4% of the travellers interviewed expressed an
overall favourable judgement of long haul services, up
by 1.4% on the previous year.
The largest increases relate to the level of cleanliness
on board trains (+3.1%), punctuality (+2.4%) and com-
fort (+2%).
Information on the ground also66 shows a positive trend,
up by 1.3% on 2013. 

66. Information provided to customers using the various channels available, except for the information provided on board trains.
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nAtIonAL And IntERnAtIonAL tRAnSPoRt: CuStoMER SAtISFACtIon

the various stages in a journey 2012 2013 2014 2014 vs. 2013

% points

Preparation for the journey 96.1% 95.5% 96.9% 1.40

Arrival at the station 83.8% 84.9% 87.1% 2.20

Time at stations 89.3% 88.5% 88.4% 0.10

Time on board the train 88.8% 89.3% 92.1% 2.80

Leaving the station 88.3% 85.5% 88.4% 2.90

Information 96.0% 95.2% 96.5% 1.30

Overall score 90.0% 90.0% 91.4% 1.40

time on board the train 2012 2013 2014 2014 vs. 2013

% points

Comfort 86.2% 88.8% 90.8% 2.00 

Cleanliness 80.4% 83.0% 86.1% 3.10 

Punctuality 84.3% 81.1% 83.5% 2.40 

On board information 88.6% 88.6% 90.3% 1.70 

Personnel 95.5% 94.2% 95.6% 1.40

Overall score 88.8% 89.3% 92.1% 2.80 
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Regional transport
The analysis of overall customer satisfaction with re-
gional transport improved in general. Indeed, in 2014,
74.1% of travellers interviewed expressed a favourable
overall opinion of regional transport services, up by 0.3%
on the previous year. 
On the other hand, “Information” lost 1.4%.

REGIonAL tRAnSPoRt: CuStoMER SAtISFACtIon

the various stages in a journey 2012 2013 2014 2014 vs. 2013

% points

Preparation for the journey 84.2% 91.0% 92.7% 1.70

Arrival at the station 69.3% 75.1% 77.6% 2.50

Time at stations 75.6% 79.7% 79.5% 0.20

Time on board the train 71.5% 72.6% 74.0% 1.40

Leaving the station 69.8% 74.7% 74.7% 0.00

Information 91.8% 90.8% 89.4% -1.40

Overall score 71.9% 73.8% 74.1% 0.30

time on board the train 2012 2013 2014 2014 vs. 2013

% points

Comfort 66.6% 71.1% 73.8% 2.70 

Cleanliness 50.2% 54.8% 58.8% 4.00 

Punctuality 62.7% 62.6% 63.5% 0.90 

On board information 62.5% 67.1% 71.7% 4.60 

Personnel 82.2% 84.6% 85.1% 0.50

Overall score 71.5% 72.6% 74.0% 1.40 

Specifically, all the factors that contribute to the overall
score for “Time on board the train” show a positive
trend. The improvement was particularly significant for
areas like on board information (+4.6%), comfort

(+2.7%) and cleanliness of trains (+4%). The latter was
achieved by completely revising the entire cleaning
process and through many changes in contracts in pre-
vious years.

At regional level, “Time on board the train” increased
mainly in Sicily (+6.1% on 2013), Abruzzo (+5.9%), the
autonomous province of Bolzano (+3.5%) and Campa-

nia (+3.3%). In these areas, the main improvements
were seen especially in “cleanliness” and “on board in-
formation”.
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C O M P L A I N T S  M A N A G E M E N T

The management of complaints is a valid tool for inter-
action with customers because it enables the Group to
monitor and analyse inefficiencies reported by cus-
tomers and improve performance67.
Complaints are managed using an IT platform that has
been integrated with other ways of reaching out to cus-
tomers (e.g., ticketing offices and assistance centres for
customers in the station, the website, the call centre,
snail mail and e-mail). Currently, the most frequently
used is the website, through which about 70% of reports
arrive. 
In 2014, 99.7% of complaints relating to market services
were resolved within 30 days, as provided for in the serv-
ice charter.
In 2014, Trenitalia did not receive documented com-
plaints of violations of the personal data protection code
or the loss of customer data. 

Long haul transport
Complaints regarding long haul services decreased by
13% on the previous year, with a particularly significant
drop in market services, which showed a 30% improve-
ment on 2013. 

Overall, the main reasons for complaints are punctuality
and the website. It is in the latter that the most significant
increase in the number of complaints was seen com-
pared to 2013, thanks to the resolution of a few technical
glitches.

67. Trenitalia uses an organisation spread throughout Italy consisting of: local offices to manage complaints and a network of focal
points to identify and resolve the issues that customers report.

CoMPLAIntS And InEFFICIEnCIES - nAtIonAL And IntERnAtIonAL tRAnSPoRt

2012 2013 2014 2014 vs. 2013

Total complaints received* 39,200 34,698 30,237 -13%

Total inefficiencies** 48,116 42,429 34,058 -20%

* Complaints are a form of written communication whereby customers report critical issues that they have noted
and can explain the specific inefficiencies. A complaint can correspond to more than one inefficiency

** See previous note
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Again in 2014, fair settlement68 remained the most ap-
propriate tool for rapidly and effectively resolving dis-
putes with customers. 
In 2014, 457 cases were handled using this method
(+15% on the previous year) and customer satisfaction,
expressed by their acceptance of the settlement offer,
reached 92% of total cases.
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AnALySIS oF CoMPLAIntS - % InEFFICIEnCIES In nAtIonAL And IntERnAtIonAL tRAnSPoRt

2012 2013 2014 2014 vs. 2013

% points

Punctuality 14.4% 21.1% 21.7% 0.60  

Regularity* 7.2% 4.1% 5.1% 1.00

Commercial legislation 12.4% 10.6% 12.5% 1.90

Comfort and cleanliness 8.3% 8.2% 8.8% 0.60 

Post-sales legislation 13.8% 6.3% 6.8% 0.50

Trenitalia website 20.1% 27.1% 19.0% -8.10 

Sales using traditional channels 3.0% 3.1% 4.3% 1.20 

Timetable and fares 8.7% 8.4% 9.3% 0.90 

Information 1.5% 1.4% 1.6% 0.20 

Call center 3.4% 2.5% 2.8% 0.30 

Safety of people and things 0.8% 0.9% 1.0% 0.10 

Other (on board/ground assistance,  
additional services, services for the disabled, etc.) 6.4% 6.3% 7.1% 0.80

* Percentage of service regularity inefficiencies. Complaints about service regularity include reports from customers relating 
to cancelled trains, strikes, the type or number of carriages differing from the expected type or number

68. Fair settlement is a procedure whereby a representative of one of the consumer groups that have signed a protocol and a Trenitalia
representative discuss a customer’s challenges and evaluate whether a satisfying offer can be made to the customer in order to
settle the complaint amicably.



Again in 2014, fair settlement68 remained the most ap-
propriate tool for rapidly and effectively resolving dis-
putes with customers. 
In 2014, 457 cases were handled using this method
(+15% on the previous year) and customer satisfaction,
expressed by their acceptance of the settlement offer,
reached 92% of total cases.
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Regional transport
The 6% decrease in the number of complaints relating
to regional services/trains is in line with the trend seen
in the previous year. 

The main decreases were seen in punctuality, comfort
and cleanliness, down by approximately 2.5% on 2013.

CoMPLAIntS And InEFFICIEnCIES – REGIonAL tRAnSPoRt

2012 2013 2014 2014 vs. 2013

Total complaints received 35,846 29,037 27,244 -6%

Total inefficiencies  35,125 25,331 24,652 -3%

AnALySIS oF CoMPLAIntS -  % InEFFICIEnCIES In REGIonAL tRAnSPoRt

2012 2013 2014 2014 vs. 2013

% points

Punctuality 23.1% 22.5% 20.0% -2.46 

Regularity 20.7% 16.2% 16.7% 0.50

Commercial legislation 8.7% 8.7% 12.0% 3.34

Comfort and cleanliness 9.3% 10.3% 7.8% -2.53

Post-sales legislation 1.9% 2.8% 2.7% -0.08

Trenitalia website 2.1% 2.6% 2.7% 0.14

Sales using traditional channels 1.1% 1.2% 2.0% 0.75 

Timetable and fares 2.4% 1.9% 2.9% 0.97

Information 7.2% 5.9% 4.8% -1.11

Call center 0.2% 0.1% 0.2% 0.14

Safety of people and things 0.4% 0.3% 0.5% 0.21

Other (on board/ground assistance, 
additional services, services for the disabled, etc.) 4.5% 10.4% 10.1% -0.26
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Cargo transport

Trenitalia offers business to business cargo transport
services, which are based on logic that differs from that
of the passenger transport sector.
The customer satisfaction drivers not only relate to each
corporate customer’s specific nature, but they also relate
to changing market scenarios and economic conditions.
In particular, in the field of cargo transport, Trenitalia’s
operating context is highly competitive both for alterna-
tive means of transport (e.g., by road or ship) and in
terms of numerous other railway companies which have
operated in Italy for years.

P E R C E I V E D  Q U A L I T Y:  

C U S T O M E R  S AT I S FA C T I O N

The customer satisfaction survey is based on a sample
of over 160 corporate companies that make up most of
its turnover. 

The survey was conducted by telephone CATI (Com-
puter Assisted Telephone Interview) based on a struc-
tured questionnaire. 
The purpose of the survey is to obtain a score, on a
scale of one to ten, of the main characteristics of the
service, such as operational aspects, sales structure
availability, information provided and administrative man-
agement.
Suggestions for potential areas of service improvement
are also gathered.
In 2014, 74.7% of the companies interviewed were sat-
isfied overall with the service offered in the year. A more
in-depth analysis on the various aspects of the service
shows an overall positive assessment of the “sales
structure” (85.9% of satisfied customers, down by 4.1%
on 2013) and “complete and timely information pro-
vided” (85.0% of satisfied customers, up by 9.9% on the
previous year).

On the other hand, the “operational aspects of the serv-
ice” score was more critical, with 64.2% of customers
reporting satisfaction. This performance was mainly due
to the lack of railway cars for cargo transport and the
service flexibility, which was considered insufficient in cer-
tain instances. The transport sector presents the need
for more flexibility during market crises and when GDP is
declining. Furthermore, the competition between railway
transport and road transport heights in bearish market
contexts, the former being notoriously more flexible. 

However, within the “operational aspects of the service”
macro category, the scores were higher for the security
of transported cargo in terms of damage and theft (sat-
isfaction level of 78.2%) and service reliability (satisfac-
tion level of 76.8%).
Finally, customers’ “propensity to use the service again”
remained satisfactory, as about nine customers out of
10 would continue to buy Trenitalia Cargo’s transport
services. 

CuStoMER SAtISFACtIon – CARGo tRAnSPoRt

Average score (scale of 1-10) Satisfaction %

2012 2013 2014 2012 2013 2014

Sales structures 6.8 7.0 6.9 79.5% 90.0% 85.9%

Complete and timely information provided 6.5 6.4 6.6 76.3% 75.1% 85.0%

Operational aspects of the service 6.1 5.9 6.0 66.5% 67.1% 64.2%

Invoice and administrative management 6.6 6.8 6.6 79.9% 88.6% 82.8%

Overall score 6.4 6.4 6.4 79.9% 81.8% 74.7%
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Analysis of customers’ suggestions
The analysis of “customers’ suggestions” shows a con-
siderable improvement over the past two years in “cus-
tomer assistance”, which, in 2012, 36.8% of
interviewees considered the area to be improved, while
only 13.2% of interviewees considered it an improve-
ment area in 2014.

On the other hand, service “flexibility” was again deemed
critical, as corporate companies are particularly sensitive
to flexibility during times of economic crisis. In 2014,
34.6% of interviewees cited it, compared with 13% in
2013 and 39.2% in 2012.

Contract negotiations with customers are compliant with
international conventions and regulations which classify
travel non-conformities in the following three groups:
loss of cargo, damage to cargo and late delivery. These
cases are managed by the insurance company or as
specific breaches in the individual contract69.
Finally, customers’ reported propensity to use Trenitalia
services again show a constant growth trend in the past
three years. 

69. The procedures for requesting compensation for damage to cargo transported are set forth in articles 43(carrier’s and customers’
liability); 44 (force majeure), 45 (damage assessment report and complaints for compensation for damage) and 46 (request for ac-
counting settlement) of Title V of the current General Railway Cargo Transport Terms and Conditions, as well as in the text of the
specific instructions. The documents can be downloaded at: cargo.trenitalia.it.

AnALySIS oF CuStoMERS’  SuGGEStIonS
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C O M P L A I N T S  M A N A G E M E N T  

Trenitalia uses an IT platform for the integrated manage-
ment of the various channels for contracts with cus-
tomers.
In 2014, 100 complaints were received and responses
were provided for 95% of them in fewer than 15 days.
The analysis of the performance of customer complaints
in 2014 shows the importance of certain satisfaction
drivers and how, for a few of these, the improvement
trends of previous years remain in line, particularly in
terms of reliability (-2% on 2013), punctuality (-3% since
2012), information(-6% in the past two years). Further-

more, the trend in complaints about flexibility inverted,
falling from 29% in the previous year to 27% in 2014%. 
These are positive signals that make it possible to meas-
ure the effectiveness of actions taken by Trenitalia, in-
cluding based on feedback from the market (complaints
and customer satisfaction surveys), to improve its
processes and, accordingly, its service offer. 

In 2014, 249 claims for compensation were received for
damage to cargo, 78 of which were allowed. The other
claims were not paid out or were denied, either because
Trenitalia was not found liable for the damage or be-
cause the need for additional documentation lengthened
the time needed to examine the claim.

CoMPLAIntS – CARGo tRAnSPoRt

2012 2013 2014 2014 vs. 2013

Total complaints received 87 84 100 19%

Percentage of complaints 
with response times under 15 days 95.0% 96.0% 95.0% -1%

CoMPLAIntS AnALySIS –  CARGo tRAnSPoRt
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4.3.2 Rete Ferroviaria Italiana 
(“RFI”)

P R O M I S E D  Q U A L I T Y:  

2 0 1 4  S E R V I C E  C H A R T E R  

S E R V I C E  Q U A L I T Y  O B J E C T I V E S

The service charter is the tool that RFI uses to express
its commitments in the reporting period and quality tar-
gets it aims to achieve. 

S U R V E Y  T E C H N I Q U E S

To direct its commitments towards the quality targets
most in line with customers at stations, RFI conducts a
“market observation” customer satisfaction survey, a
monthly assessment of the perceived quality and offered
quality of services at stations. To monitor perceived qual-
ity, the surveys70 are conducted through face to face in-
terviews, while to monitor offered quality, mystery
customers are used. In 2014, RFI extended the surveys
to another 55 stations. 

Q u A L I t y  FA C t o R S C R I t E R I A S u R V E y  t E C h n I Q u E

Perceived quality offered quality

Travel safety Number of accidents per million
train-km on the entire network

Internal monitoring

Security of people 
and things at stations

Data on stations Customer satisfaction
interviews

Internal monitoring/
Mystery customer

Modal integration Data subject to a statement
of intent 

Customer satisfaction
interviews

Mystery customer

Focus on the environment Data subject to a statement
of intent

Internal monitoring

Cleanliness of spaces Data on stations Customer satisfaction
interviews

Mystery customer

Travel comfort 
in station areas

Data on stations Customer satisfaction
interviews

Mystery customer

Additional ground services 
(commercial 
and public services)

Data on stations Customer satisfaction
interviews

Mystery customer

Services for passengers
with reduced mobility

Data on stations Customer satisfaction
interviews

Internal monitoring/
Mystery customer

Train operation information
to the public

Data on stations Customer satisfaction
interviews

Mystery customer

70. These are carried out using certified companies with consolidated research experience, which RFI selects in European tenders;
the contract in the most recent tender, held in 2013, was awarded to RTI GN Research/Scenari Srl for 2014-2016.
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Q U A L I T Y  FA C T O R S

Approximately 2,087 of “active” railway stations in 2014
with services for travellers managed by RFI – directly or
through other Group companies – are categorised into
four classes: Platinum, Gold, Silver and Bronze71. Each
of these categories features specific parameters, such
as: the number of travellers and station users, the level
of services offered to railway companies, commercial
potential and the size of areas open to the public.
Performance indicators for the entire RFI system
reached all target values in 2014, both in terms of indi-
cators measured via internal monitoring – travel safety,
implementation of the environmental policy, the number
of thefts at stations, focus on the needs of travellers with
reduced mobility – and indicators measured using cus-
tomer satisfaction surveys, which were in line with pre-
vious years, except for a slight drop in indicators for the
security of people and things, at stations, the integration
of railway services with other means of transport, par-
ticularly for road transport.

Category number of stations

Platinum* 19

Gold 102

Silver** 860

Bronze 1,106

* Torino Porta Nuova, Milano Centrale, Milano Porta Garibaldi and com-
muter rail, Genova Porta Principe and Genova underground, Firenze
Santa Maria Novella, Pisa Centrale, Roma Termini, Roma Tiburtina,
Napoli Centrale and Porta Garibaldi, Palermo Centrale, Bari Centrale,
Bologna Centrale and Bologna AV, , Padova Centrale, Verona Porta
Nuova and Venezia Santa Lucia

** The Pisa Airport station was closed in December 2013

71. The characteristics of each type and the detail of the stations are described on the company’s website: rfi.it.
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2014 Service charter
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thE RFI  SyStEM

Q u A L I t y  FA C t o R S I n d I C At o R PA R A M E t E R 2 0 1 4  tA R G E t A C t u A L  
V S . tA R G E t

Safety
Travel safety

Level of railway 
operation safety

Number of accidents 
per million train-km2

Keeping the average
value for 2006-2013 
in line with the four
benchmark countries3

Achieved

Security
Safety at the station

Level of security 
of people and things 
at stations

Number of thefts suffered
by passengers 
in the year* 4

Do not exceed 
the average value of the
three years considered

Achieved

Modal integration Quality of the station’s
connection to public
urban/suburban means
of transport

Percentage 
of satisfied people

85%* Achieved

Focus 
on the environment

Actions to implement
“RFI’s environmental
policy”6

Commitment2 Implementation Achieved

Ease and convenience of
arriving in the station

Percentage of satisfied
people

90%* Achieved

Authorised parking near
the station

Percentage of stations
with this service

85%* Achieved

Overall security at the
station

Percentage 
of satisfied people5

80%* Fully achieved

* Services covered either completely or partly by third parties

1 Achieved = target ≤ actual < target+5%; fully achieved = target+5% ≤ actual < target+10%; broadly achieved = actual > target+10%.

2 Internal monitoring

3 Since 2013, the company’s target set forth in the service charter is part of the European-wide partnership and reflects RFI’s safety performance 
compared to the performance of France, Germany and Great Britain

4 Polfer monitoring

5 This is the percentage of interviewees who gave a score of six or more on a scale of one to nine

6 Completion of the “Environmental analysis” of all RFI’s production units as part of the company wide environmental management system in accordance
with ISO 14001:2004” and the “ Immediate updating of contract specifications for compliance with the new criteria of PAN 2014”
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thE StAtIonS

Q u A L I t y  FA C t o R S I n d I C At o R PA R A M E t E R 2 0 1 4  tA R G E t A C t u A L  V S .
tA R G E t 1

Assistance 
at the station 
for passengers 
with reduced mobility

Assistance service
provided in the Sala Blu
network

Percentage 
of satisfied people

90% Fully achieved

Accessibility 
of spaces 
in the station

Increase in the number 
of platforms 
with a standard height 
to facilitate access 
to trains

Number of 55-cm 
high platforms4

At least 35 Achieved

Increase in the number 
of stations included 
in the Sala Blu network 

Number of stations At least 52 Achieved

Increase in the number 
of stations in the Sala Blu
network offering assistance
services that can be
booked up to one hour
before arrival/departure

Number of stations At least 53 Achieved

1 Achieved = target ≤ actual < target+5%; fully achieved = target+5% ≤ actual < target+10%; broadly achieved = actual > target+10%

2 San Felice sul Panaro, Cecina, Pisa San Rossore, Milano Rogoredo, Montebelluna

3 Genova Piazza Principe sotterranea, Milano Porta Garibaldi sotterranea, Bologna Centrale, Napoli Piazza Garibaldi, Rho Fiera Expo Milano 2015

4 The new indicator refers to the presence of platforms raised up to 55 cm, as required by the “Technical specifications for railway interoperability for
people with reduced mobility” (2008/164/EC) defined by the European Commission

All target values were achieved for services provided at
stations (Platinum, Gold and Silver72) showing an in-
crease in customer satisfaction with cleanliness of sta-
tion areas on 2013. The scores for comfort during time
in the station, lighting, commercial services, information
to the public on the regular operation of trains and as-
sistance services for people with reduced mobility re-
mained steady. The score for information during critical
situations was down slightly. In 2014, silver stations
stood apart, with a better trend than the other station
categories. 

72. Excluding Bronze stations, as this category is made up of small stations with low-density stops (generally <500 users on average
per day), that are often unmanned.
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THE PLATINUM STATIONS 

Q U A L I T Y  FA C T O R S I N D I C AT O R PA R A M E T E R 2 0 1 4  TA R G E T
P L AT I N U M

A C T U A L  
V S .  TA R G E T 1

Travel comfort 
in station areas

Comfort during time 
at stations 

Percentage 
of satisfied people

90%* Fully achieved

Cleanliness Cleanliness 
of station areas

Percentage 
of satisfied people

90%* Fully achieved

Additional 
ground services

Overall commercial
services 

Percentage 
of satisfied people

90%* Fully achieved

Information on train
operation provided 
to the public at stations 

In normal operating
conditions

Percentage 
of satisfied people

90% Fully achieved

In critical operation
situations

Percentage 
of satisfied people

85% Achieved

Comfort of waiting areas Percentage 
of satisfied people

90%* Achieved

Lighting in the tunnels,
overpasses and raised
walkways

Percentage 
of satisfied people

90%* Achieved

* services covered either completely or partly by third parties

1 Achieved = target ≤ actual < target+5%; fully achieved = target+5% ≤ actual < target+10%; broadly achieved = actual > target+10%

THE GOLD STATIONS 

Q U A L I T Y  FA C T O R S I N D I C AT O R PA R A M E T E R 2 0 1 4  TA R G E T
G O L D

A C T U A L  
V S .  TA R G E T 1

Travel comfort 
in station areas

Comfort during time 
at stations 

Percentage 
of satisfied people

85%* Extensively
achieved

Cleanliness Cleanliness 
of station areas

Percentage 
of satisfied people

90%* Fully achieved

Additional 
ground services

Overall commercial
services 

Percentage 
of satisfied people

90%* Fully achieved

Information on train
operation provided to
the public at stations 

In normal operating
conditions

Percentage 
of satisfied people

90% Fully achieved

In critical operation
situations

Percentage 
of satisfied people

85% Achieved

Comfort of waiting areas Percentage 
of satisfied people

85%* Achieved

Lighting in the tunnels,
overpasses and raised
walkways

Percentage 
of satisfied people

85%* Fully achieved

* Services covered either completely or partly by third parties

1 Achieved = target ≤ actual < target+5%; fully achieved = target+5% ≤ actual < target+10%; broadly achieved = actual > target+10%.
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THE SILVER STATIONS  

Q U A L I T Y  FA C T O R S I N D I C AT O R PA R A M E T E R 2 0 1 4  TA R G E T
S I LV E R

A C T U A L  
V S .  TA R G E T 1

Travel comfort 
in station areas

Comfort during time 
at stations 

Percentage 
of satisfied people

80% Extensively
achieved

Cleanliness Cleanliness of station
areas

Percentage 
of satisfied people

85% Fully achieved

Additional 
ground services

Overall commercial
services 

Percentage 
of satisfied people

90%* Fully achieved

Information on train
operation provided 
to the public at stations 

In normal operating
conditions

Percentage 
of satisfied people

90% Achieved

In critical operation
situations

Percentage 
of satisfied people

80% Achieved

Comfort of waiting areas Percentage 
of satisfied people

80% Fully achieved

Lighting in the tunnels,
overpasses and raised
walkways

Percentage 
of satisfied people

80% Fully achieved

* Services covered either completely or partly by third parties

1 Achieved = target ≤ actual < target+5%; fully achieved = target+5% ≤ actual < target+10%; broadly achieved = actual > target+10%
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thE SILVER StAtIonS  
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S I LV E R

A C t u A L  
V S .  tA R G E t 1
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Additional 
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Overall commercial
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Percentage 
of satisfied people
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Information on train
operation provided 
to the public at stations 

In normal operating
conditions

Percentage 
of satisfied people

90% Achieved

In critical operation
situations

Percentage 
of satisfied people

80% Achieved

Comfort of waiting areas Percentage 
of satisfied people

80% Fully achieved

Lighting in the tunnels,
overpasses and raised
walkways

Percentage 
of satisfied people

80% Fully achieved

* Services covered either completely or partly by third parties

1 Achieved = target ≤ actual < target+5%; fully achieved = target+5% ≤ actual < target+10%; broadly achieved = actual > target+10%
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C O M P L A I N T S  M A N A G E M E N T

RFI considers customer complaints to be an invaluable
tool in understanding customers’ perception of the serv-
ices it provides on the entire network and at stations, as
well as an important tool in guiding company actions to
improve quality and prevent or resolve any critical is-
sues73. Since 2012, an online tool, has been active, “RFI
answers”, available on www.rfi.it.

The analysis of inefficiencies reported in 2014 shows a
slight drop in total complaints managed, with a consid-
erable decrease due to the operator’s efforts, in informa-
tion to the public and comfort. On the other hand, the
number of complaints relating to the cleanliness of sta-
tions, architectural barriers and safety increased, al-
though only slightly in terms of absolute values.

CoMPLAIntS And InEFFICIEnCIES – StAtIonS

2012 2013 2014 2014 vs. 2013

Total complaints received* 3,176 3,264 3,219 -1.4%

Total inefficiencies 3,389 3,595 3,559 -1.0%

* Each individual complaint can correspond with more than one inefficiency

AnALySIS oF InEFFICIEnCIES – StAtIonS

2012 2013 2014 2014 vs. 2013

% points

Comfort at the station 20% 22% 20% -2

Cleanliness at the station 6% 7% 8% +1

Architectural barriers and services for the disabled 2% 5% 6% +1

Public information 47% 40% 33% -7

Safety at the station 4% 13% 14% +1

Other 20% 13% 18% +5

73. The complaints management process is supported by the IT system ITINERE-RFI.
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4.3.3. Busitalia - Sita Nord 
and its subsidiaries/
investees

Busitalia - Sita Nord

Q U A L I T Y  O F F E R E D :  C U S T O M E R  C A R E

When it publishes the service charter each year, the
company reiterates the fundamental principles on which
it bases its offer (equal rights, service continuity, partici-
pation, efficiency and effectiveness). 
Busitalia–Sita Nord’s service charters for Veneto and
Tuscany are published annually74.

The following tables show the main indicators published
in the Veneto service charters75, along with the results
achieved. 

BuSItALIA -  SItA noRd’S SERVICE ChARtER

S E R V I C E S2 0 1 4  S E R V I C E  C h A R t E R

Padua - Suburban service 
Rovigo - Suburban service 
Rovigo - Urban service

Veneto

Autolinee Chianti Valdarno Scarl*
Autolinee Mugello Valdisieve Scarl

Tuscany

* In Tuscany, the service charters are published with the name and all the data of the companies
that belong to the Tuscan consortium companies that are limited by quotas (referred to as
“Scarl” in Italy), including Autolinee Chianti Valdarno Scarl and Autolinee Mugello Valdisieve
Scarl. Busitalia–Sita Nord heads these consortium companies.

74. The service charters are published on the company’s website www.fsbusitalia.it.
75 The published indicators refer to Busitalia - Sita Nord’s Veneto business unit at 31 December 2014, which was conferred on 1

April 2015 to Busitalia Veneto SpA, a company set up on 20 January 2015, consisting of the Veneto services that already belonged
to Busitalia - Sita Nord, and APS’ mobility business.
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In terms of punctuality, suburban services in Padua and
Rovigo showed an increase in delays on the previous
year, mainly due to traffic, while urban services in Rovigo
improved in terms of punctuality on 2013.

PUNCTUALITY

2013 actual 2014 target 2014 actual 2014 variance

% points

Padua - Suburban service

On-time buses 95.12% 95.30% 94.61% -0.69

Trains with delays of >15’ to <=30’ 4.14% 4.00% 4.77% 0.77

for internal reasons 0.04% 0.01% 0.06% 0.05

Trains with delays of >30’ 0.74% 0.70% 0.62% -0.08

for internal reasons 0.05% 0.01% 0.04% 0.03

Rovigo - Suburban service

On-time buses 96.11% 96.50% 96.34% -0.16

Trains with delays of >5’ to <=15’ 2.95% 2.70% 2.79% 0.09

for internal reasons 0.02% 0.01% 0.03% 0.02

Trains with delays of >15’ 0.95% 0.80% 0.87% 0.07

for internal reasons 0.04% 0.00% 0.03% 0.03

Rovigo - Urban service

On-time buses 99.64% 99.70% 99.78% 0.08

Trains with delays of >5’ to <=10’ 0.26% 0.22% 0.17% -0.05

for internal reasons 0.02% 0.00% 0.00% 0.00

Trains with delays of >10’ 0.09% 0.08% 0.05% -0.03

for internal reasons 0.01% 0.00% 0.00% 0.00
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With respect to service regularity both on the suburban
lines in Padua and the urban and suburban lines in
Rovigo, once again in 2014, 100% of effective trains (ex-
cluding strikes and force majeure) ran according to
schedule and the number of shunting means was in line
with service recovery requirements.
As for the sales network, the results achieved in 2014
show a considerable increase in resales for the Padua
service (+11) and a more contained rise in the urban
service for Rovigo (+2), while the decrease in the number
of points of sale for the Rovigo suburban service was
only marginal.
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EXtEnSIon oF thE SALES nEtwoRK

2013 actual 2014 target 2014 actual 2014 delta

Padua - Suburban service

Resales 521 521 532 11

Resales/network km 0.52 0.52 0.53 0.01

Resales/cities served 3.6 3.6 3.6 0.0

Trains with on-board ticket sales 
with surcharge 100% 100% 100% 0.0

Rovigo - Suburban service

Resales 128 128 127 -1

Resales/millions of residents 175 175 173 -2

Resales/cities served 2.2 2.2 2.2 0.0

Resales/network km 0.17 0.17 0.16 -0.01

Trains with on-board ticket sales 
with surcharge 100% 100% 100% 0.0

Rovigo - Urban service

Resales 82 82 84 2

Resales/1,000 residents 1.64 1.64 1.61 -0.03

Resales/network km 0.98 0.98 1.00 0.02

Trains with on-board ticket sales 
with surcharge 100% 100% 100% 0.0
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The rate of incidents for which Busitalia - Sita Nord was
at fault, consisting of incidents during line operation,
shows an improvement in the Padua suburban service
and the Rovigo urban service, while it worsened for the
Rovigo suburban service, although the number of inci-
dents was, in any case, limited.

With respect to the environment, considering the per-
centages of vehicles equipped with Euro2 and higher
engines, which limit exhaust fumes, the Rovigo urban
and suburban service targets have substantially been
met, whereas they have not for the suburban service in
Padua, as the roll-out of new Euro6 buses, initially
scheduled for 2014, was postponed.
The urban service in Rovigo improved substantially in
terms of the indicator for Euro2 and higher buses, fol-
lowing the roll-out of new vehicles in 2014, and entailed
an improvement in the performance of environmental,
comfort and safety standards. 

InCIdEnt RAtE 

2013 actual 2014 target 2014 actual

Padua - Suburban service

Incidents suffered * 1 for every 5,586 buses per year 1 for every 7,300 buses per year 1 for every 9,005 buses per year

Rovigo - Suburban service

Incidents suffered 1 for every 82,408 buses per year 1 for every 41,200 buses per year 1 for every 27,171 buses per year

Rovigo - Urban service

Incidents suffered 1 for every 20,035 buses per year 1 for every 20,035 buses per year 1 for every 21,093 buses per year

* Incidents suffered are those under the Company’s responsibility as occurred during line operations

FoCuS on thE EnVIRonMEnt

2013 actual 2014 target 2014 actual delta

% points

Padua - Suburban service

Euro 2 and higher 91.0% 97.8% 91.4% -6.4

Rovigo - Suburban service

Euro 2 and higher 90.1% 90.1% 90.1% 0.0

Rovigo - Urban service

Euro 2 and higher 59.5% 83.8% 83.8% 0.0
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P E R C E I V E D  Q U A L I T Y:  

C U S T O M E R  S AT I S FA C T I O N  

Between the end of March and the start of April 2014,
customer satisfaction surveys were conducted in the
areas in Veneto where Busitalia - Sita Nord operates76.
The user basin consists of all customers and the sample
was stratified, with random extraction. An anonymous
questionnaire was used to collect data, and was mainly
distributed on board buses. 
In addition to data on behaviour, the survey gathered
data on customers’ perception of the service provided,
using a series of indicators to be scored from one to
ten77. 

Results of the customer satisfaction survey 
in Veneto78

1,376 questionnaires were collected for the Padua sub-
urban area, while 466 were filled out for the Rovigo sub-
urban area. 246 interviews were conducted for the
Rovigo urban service, where the questionnaire was ad-
ministered face to face. 
The socio-demographic characteristics of the three
groups are shown in the table below:

Travel safety (prudent driving) and the perceived safety
on board, along with on board personnel professional-
ism and courtesy, are the aspects that customers gave
the absolute highest scores. Although the scores show
satisfaction is sufficient, the assistance services for peo-
ple with reduced mobility remain critical, especially in the
suburban areas. However, we expect these scores to
improve with the introduction of buses that make it eas-
ier for people with reduced mobility to use. Other sensi-
tive aspects for the Rovigo urban service (although only
41% of interviewees scored it, as it is scarcely used) are
information provided via telephone and cleanliness for
Rovigo urban services.

76. In 2014, the groups related to Padua suburban services and Rovigo urban and suburban services. 
77.The question asked was: Please rate the following service aspects from 1 (completely dissatisfied) to 10 (completely satisfied)?”.
78. Survey conducted by Istituto Piepoli – Milan.

dEMoGRAPhIC-BEhAVIouRAL ChARACtERIStICS

d E M o G R A P h I C -
B E h A V I o u R A L  
C h A R A C t E R I S t I C S

A G E  < =  2 5

Padua - 
Suburban service

56%

u S E  o F  t h E  S E R V I C E
At  L E A S t  t h R E E
d Ay S  P E R  w E E K

72%

u S E  
o F  M o n t h Ly  
PA S S

58%

u S E  
o F  S I n G L E  
t I C K E t

20%

Rovigo - 
Suburban service

62% 73% 52% 21%

Rovigo - 
Urban service

46%* 62% 24% 61%**

* The percentage refers to people aged 35 and under

** Ticket valid for 75 minutes
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41% of interviewees scored it, as it is scarcely used) are
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76. In 2014, the groups related to Padua suburban services and Rovigo urban and suburban services. 
77.The question asked was: Please rate the following service aspects from 1 (completely dissatisfied) to 10 (completely satisfied)?”.
78. Survey conducted by Istituto Piepoli – Milan.
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62% 73% 52% 21%
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46%* 62% 24% 61%**

* The percentage refers to people aged 35 and under

** Ticket valid for 75 minutes
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S At I S FA C t I o n  ( % ) * PA d u A  S u B u R B A n

Safety on board (theft, harassment, etc.) 89.9%

R o V I G o  S u B u R B A n

93.1%

R o V I G o  u R B A n

98.4%

Travel safety (prudent driving) 86.8% 91.4% 95.5%

Driver’s professionalism and courtesy 84.7% 89.1% 93.9%

Online information 80.8% 78.3% 88.8%

Availability of tickets, monthly passes, etc. 79.0% 81.5% 90.7%

Availability and completeness 
of bus schedules

76.3% 78.5% 91.5%

Connections with urban/suburban lines,
train, etc.

72.3% 68.9% 78.4%

Focus on the environment 71.7% 72.5% 82.3%

Information at stops 70.6% 73.6% 91.1%

Air conditioning on the buses 68.4% 66.1% 88.6%

Comfort of the buses 68.3% 67.9% 85.8%

Frequency of buses 67.3% 68.0% 83.7%

Cleanliness of bus stations and stops 66.4% 57.1% 82.9%

Cleanliness of buses 65.9% 57.2% 82.9%

Telephone information 65.8% 68.3% 47.0%

Regularity and punctuality 60.0% 78.1% 88.2%

Crowding on the buses 60.0% 61.5% 91.1%

Services for the disabled 51.7% 53.8% 63.8%

Special lanes - - 92.3%

Geographical reach - - 91.9%

Scheduling - - 87.0%

Overall score** 78.1% 83.6% 95.5%

* The percentages are calculated net of omitted responses and considering a score of 6/10 or higher as satisfied

** “What is your overall opinion of Busitalia-Sita Nord’s service, from 1 (completely dissatisfied) to 10 (completely satisfied)?”
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C O M P L A I N T S  M A N A G E M E N T

The management of complaints and reports from cus-
tomers is a crucial tool for monitoring trends on the basis
of inefficiencies and identifying solutions to improve the
offer through the participation of the structures involved.
In 2014, 785 complaints/reports were received79 , 65%
of which via e-mail. 
Complaints are analysed by type below:

In general, there was a decrease in the number of com-
plaints about “Service regularity” (missed connection,
cancelled trains, route changes, skipped stops, detours
and strikes) and “Customer information” (schedules, in-
formational material, website, toll free number and infor-
mation help desks), while there was a slight increase in
the number of complaints regarding the “Company/cus-
tomer relationship” macro category, i.e., complaints
about personnel’s conduct and “Travel comfort” (com-
fortable seats, crowding, air conditioning, etc.). With re-
spect to the latter, in 2015, the company plans to add
new buses with high standards, including in terms of
comfort.

CLASSIFICAtIon oF CoMPLAIntS RECEIVEd*

2013 result 2014 result 2014 delta

% points

Service regularity 28.2% 26.3% -1.9

Punctuality 23.0% 22.5% -0.5

Passenger information 6.8% 4.7% -2.1

Company/passenger relationship 13.5% 16.3% 2.8

Travel comfort 14.0% 16.5% 2.5

Tickets 4.9% 5.4% 0.5

Service weakness 3.7% 4.4% 0.7

Safety 1.6% 2.0% 0.4

Cleanliness 1.6% 0.7% -0.9

Other 2.7% 1.2% -1.5

* The 2014 figure includes reported inefficiencies directly or indirectly relating to Busitalia - Sita
Nord that were received in the year. 
The percentages are in proportion to total reported aspects

79. The figure refers to complaints received in Tuscany and Veneto. The total does not include anonymous reports, which made it im-
possible to complete the management of the complaint by responding to the customer.
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Ataf Gestioni

Q U A L I T Y  O F F E R E D :  C U S T O M E R  C A R E  

The service charter indicators refer to Ataf & Li-nea Scarl,
the consortium company that manages LPT in the met-
ropolitan Florence area and comprises Ataf Gestioni Srl
and Li-nea SpA80.
Ataf & Li-nea uses a series of factors and the related in-
dicators to track the quality it offers to customers and

the quality that they perceive. The company is commit-
ted to monitoring these factors, which are detailed
below, and to ensuring compliance with the target stan-
dards set for the following year. 

2014 Service Charter – Ataf & Li-nea Scarl
The following tables show the main indicators published
in the service charter, along with the results achieved81.

80. Ataf Gestioni Srl owns 77.88% of the consortium company Ataf & Li-nea Scarl and Li-nea SpA owns the remaining 22.12%.
81. The complete list of monitored indicators is published in the Mobility Charter, and more specifically in the 7th section “The company’s

commitment” available on the website www.ataf.net.

SAFETY

I N D I C AT O R U N I T  O F  M E A S U R E

Incident rate  (no. of claims / km 
of service) x 10,000

2 0 1 3  R E S U LT

0.6

2 0 1 4  TA R G E T  
S TA N D A R D

Decrease

2 0 1 4  R E S U LT

0.6

Vehicle age No. of vehicles 
15+ years old / 
Total vehicles

14.0% Decrease 5%

No. of vehicles between
10 and 15 years old /
Total vehicles

38.4% Increase 51%

No. of vehicles between
5 and 10 years old /
Total vehicles

29.6% Decrease 13%

No. of vehicles between
0 and 5 years old /
Total vehicles

18.0% Increase 31%

SERVICE REGULARITY AND PUNCTUALITY

I N D I C AT O R U N I T  O F  M E A S U R E

Reliability Actual km / 
scheduled km

2 0 1 3  R E S U LT

98.4%

2 0 1 4  TA R G E T  
S TA N D A R D

Maintenance

2 0 1 4  R E S U LT

97.51%

Punctuality No. of buses that arrived
between 5 and 15
minutes late / Total buses

8.7% Decrease 10.35%

No. of buses that arrived
between 15 and 30
minutes late / Total buses

1.3% Maintenance 1.97%

No. of buses more
than 30 minutes late /
Total buses

0.36% Maintenance 0.56%

Shunting vehicles
available from 
7:00 - 9:00

37 Maintenance 31
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P E R C E I V E D  Q U A L I T Y:  

C U S T O M E R  S AT I S FA C T I O N  

In 2014, the customer satisfaction surveys covered a
sample of lines representing Ataf Gestioni’s offer. The tar-
get group for the survey was made up of actual cus-
tomers and the sampling was stratified by line, with a
random selection of interviewees. 
As for Busitalia - Sita Nord, in addition to data on be-
haviour, the survey gathered data on customers’ per-
ception of the efficiency of the service provided, using a
series of indicators to be scored from one to ten. Fur-
thermore, the aspects of a journey by bus and aspects
that, considering Ataf Gestioni’s service, should be im-
proved, were monitored. 

Florence urban transport customer satisfaction results82

1,907 Ataf Gestioni customers were interviewed in Feb-
ruary 2014. The social demographic group consisted of
customers aged 35 and under (50%), workers (36%)
and students (27%) who use the services at least three
days a week (59%). The most common reason for travel
was work (42.9%), followed by school (23.6%) and
leisure (14.9%). The most commonly used type of ticket
was the monthly pass (23.3%), followed by the one-hour
ticket (22.4%), including text message ticketing and tick-
ets sold on board.
The overall satisfaction level for the service offered was
89.3%83. 

CoMMERCIAL And FRont oFFICE SERVICE LEVEL 

I n d I C At o R u n I t  o F  M E A S u R E

Points of sale No. POS / 
towns served

2 0 1 3  R E S u Lt

136

2 0 1 4  tA R G E t  
S tA n d A R d

Maintenance

2 0 1 4  R E S u Lt

138

On-board ticket sales No. of lines with on-board
ticket sales / Total lines

100% Maintenance 100%

Response time 
(or complaints 
and requests)

Maximum 
response time

30 days Maintenance 30 days

82. Survey conducted by Istituto Piepoli – Milan.
83. “What is your overall opinion of Ataf & Li-nea’s service, from 1 (completely dissatisfied) to 10 (completely satisfied)?”.  The percen-

tages are calculated net of omitted responses and considering a score of 6/10 or higher as satisfied.
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The items with the highest satisfaction levels are those
related to technological innovation/updates, such as text
message ticketing and information provided online
and/or via mobile devices84. Critical factors, which in any
case received passing scores, related to crowding on
the buses and cleanliness. 

AtAF GEStIonI – CuStoMER SAtISFACtIon RESuLtS

Satisfaction (%)* 2014 result

Text message ticketing 92.9%

Web/smartphone information  90.7%

Driver’s professionalism and courtesy 89.7%

Availability of tickets/monthly passes 89.6%

Travel safety 87.7%

Additional services on board and on the ground 87.6%

Special lanes 85.5%

Telephone information 85.3%

Focus on the environment 84.8%

Geographical reach 83.7%

Connections with other lines 83.6%

Scheduling 83.4%

Information at stops and/or electronic signs 
with scrolling information 82.4%

Services for the disabled 78.2%

Regularity, punctuality 76.9%

Comfort of the buses 75.9%

Air conditioning on the buses 75.2%

Frequency of buses 74.0%

Safety on board 73.0%

Cleanliness of buses 70.9%

Cleanliness of stops 70.4%

Crowding 61.6%

Overall score 89.3%

* “Please rate the following service aspects from 1 (completely dissatisfied) to 10 
(completely satisfied)”

84. 74% of interviewed customers provided scores for the text message ticketing service, while the 80% of those interviewed rated
information provided online/on mobile devices.
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C O M P L A I N T S  M A N A G E M E N T

In 2014, 4,835 complaints/reports were received85 for
Ataf & Li-nea Scarl ’s services.
Complaints are analysed by type below:

There was an increase in complaints about service reg-
ularity, mainly due to the many construction sites
throughout the city near the end of 2014, in connection
with the construction of the new Florentine trolley bus
lines.
The decrease in complaints relating to tickets was sig-
nificant following the updating of the ticket puncher soft-
ware, which resolved certain problems that had arisen
in previous years, and due to the issue of new “Carta
Agile” cards.

CLASSIFICAtIon oF CoMPLAIntS RECEIVEd*

2013 2014 2014 vs. 2013

% points

Service regularity 24.5% 34.6% 10.2

Punctuality 6.1% 5.6% -0.4

Passenger information 10.2% 8.9% -1.3

Company/passenger relationship 19.0% 19.4% 0.4

Travel comfort 5.0% 4.5% -0.5

Tickets 24.8% 16.3% -8.5

Service weakness 3.4% 3.5% 0.1

Safety 2.1% 2.5% 0.4

Cleanliness 0.3% 0.3% 0.1

Environment 1.1% 0.4% -0.6

Other 3.7% 3.9% 0.1

* The proposed classification consists of a grouping of different aspects relating to the macro-
categories used for Busitalia - Sita Nord. The percentages are in proportion to total reported aspects

85. Reports from both identified and anonymous senders.
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Umbria Mobilità Esercizio

Q U A L I T Y  O F F E R E D :  C U S T O M E R  C A R E  

The 2014 targets are not reported as Umbria Mobilità
Esercizio began operating as a subsidiary of Busitalia -
Sita Nord on 1 March 2014. 
Below are the indicators that Umbria Mobilità Esercizio
uses to monitor the quality of the service that it offers.

Service regularity and punctuality 
100% of buses ran according to schedule, excluding the
effects of strikes and force majeure.

SERVICE REGuLARIty And PunCtuALIty 

S E R V I C E  t y P E

Urban road LPT service On-time buses

2 0 1 4  R E S u Lt

95.51%

Buses with delays of >5’ to <=10’
for internal reasons

4.35%
0.01%

Buses with delays of >10’
for internal reasons

0.14%
0.01%

Suburban LPT service On-time buses 96.06%

Buses with delays of >5’ to <=10’
for internal reasons

3.37%
0.01%

Buses with delays of >10’
for internal reasons

0.57%
0.01%

Railway service On-time buses 41.91%

Buses with delays of >1’ to <=5’ 39.24%

Buses with delays of >5’ to <=15’ 17.34%

Waterway service Ships arriving on time (0’-5’) during peak hours 97.83%

Ships with delay of >5’ during peak hours 2.17%

% of ships arriving on time (0’-5’) 
at other hours

100%

Buses with delays of >15’ 1.51%

Km travelled / Km scheduled 99.74%
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EXtEnSIon oF thE SALES nEtwoRK

S E R V I C E  t y P E

Road LPT service Resales

2 0 1 4  R E S u Lt

1,140

Resales/km network 0.5

Resales/towns served 11.29

Buses with on-board ticket sales 
with surcharge

100%

Railway service Resales 55

Resales/km network 0.36

Resales/towns served 3.93

Waterway service 

Resales/berthing 1

Buses with on-board ticket sales 
with surcharge

100%

Resales 4*

* Including one permanent resale office and three peak season offices; during the peak season, one ticket office is open
for each berth

InCIdEnt RAtE

S E R V I C E  t y P E   

Railway Incidents suffered 

2 0 1 4  R E S u Lt

1 per every 690,300
km travelled

Road LPT Incidents suffered 1 per every 91,396 km
travelled

Waterway Incidents suffered 0

Alternative mobility Incidents suffered 1 per every 18,397 km
equivalent travelled

FoCuS on thE EnVIRonMEnt

S E R V I C E  t y P E

Urban road LPT Vehicle with Euro2 or higher engines

2 0 1 4  R E S u Lt

97.2%

Suburban road LPT Vehicle with Euro2 or higher engines 80.7%

Railway Electrical traction vehicle combinations 8.2%
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C O M P L A I N T S  M A N A G E M E N T

In 2014, Umbria Mobilità Esercizio received 483 com-
plaints about its services. The complaints referred to
road services in the Perugia, Spoleto and Terni areas, in
addition to railway and waterway (lake) services.
The following table details complaints by type86:

The greatest number of complaints refer to service reg-
ularity (“missed train/bus/ship”, “operational changes”,
“missed stop”), which, along with punctuality, is one of
the most frequently reported items, particularly in Sep-
tember and October when the school year begins and
winter transport schedules go into effect. Another macro
factor relates to the company/customer relationship
(“personnel’s conduct”, “use of mobile phones/smoking”
and “driving style”).

86. The proposed classification consists of a grouping of different aspects relating to the macro-categories used for Busitalia - Sita
Nord.

CLASSIFICAtIon oF CoMPLAIntS RECEIVEd

2014 result  

Service regularity 29.6%

Punctuality 16.4%

Passenger information 2.9%

Company/passenger relationship 21.3%

Travel comfort 7.7%

Tickets 6.4%

Safety 0.2%

Cleanliness 7.0%

Environment 1.0%

Other 7.5%
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4.4 Travel safety87
G R I  4 . 1 2  |  P R 1  |  P R 2

INNOVATIVE TRAIN SPEED PROTECTION TECHNOLOGIES* 

km

CCS, CCS-HS, CCS-M and CTC, remote operation controls 11,682

TSCS (train speed control systems) 11,851

DSS (driving support systems) 4,242

ERTMS, interoperability on the HS/HC network 654

GSM-R telecommunications (which can be used for emergency calls) 10,950

* All network lines are equipped with one or more train speed protection systems

4.4.1 Traffic safety

The Group companies are constantly committed to en-
suring an increasingly higher safety level in all activities
that could pose risks for customers, the community or
employees, consolidating a culture of risk prevention and
involving all players, workers first and foremost, in the
fields of health and safety.

Traffic safety: RFI

RFI and Trenitalia manage railway traffic safety in con-
nection with train operation each to the extent that it is
concerned. 
The main technologies used to guarantee safety are de-
scribed below.

C C S  -  C O M M A N D  A N D  C O N T R O L  

S Y S T E M S

CCS - Command and control systems, as they have
evolved on the high speed lines (CCS-HS),are innovative
integrated remote management systems for train oper-
ation, line and station device diagnostics, fault preven-
tion, maintenance, information to the public, video
surveillances and for simplifying governance procedures
by minimising resolution times and maximising the effi-
ciency of resolutions for train operation issues. The sys-
tem makes it possible to send and receive commands
between manned control rooms, where the technologies
and organisation are concentrated, and unmanned pe-
ripheral units. The lines that are equipped with peripheral
command units controlled using multi-station command
and control devices feature the most sophisticated multi-
station CCS (CCS-M).

87. The data refer to 2014 and are updated to 30 June 2015.
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L E V E L  2  E R T M S / E T C S  

The level 2 ERTMS/ETCS, due to the interoperability of
European networks, enables foreign trains to operate on
the Italian network based on information defined by a
common language and managed using interoperability
components on the ground and on board. This innova-
tive technology overcomes the limits to international op-
erations arising from the different systems used in the
various countries. ERTMS/ETCS also provides conduc-
tors with all the information they need for optimal con-
duction by activating the emergency brakes if the train’s
speed exceeds the allowed maximum.

L E V E L  2  H I G H  D E N S I T Y  ( H D )  E R T M S

This is the level 2 ERTMS used in high traffic density sit-
uations (e.g., urban hubs), making it possible to reduce
the distance between trains.
This system, which overlaps with the pre-existing dis-
tancing system, is based on short sections (level 2+
ERTMS) to improve the performance of the existing rail-
way infrastructure, increasing its capacity and availability,
in accordance with the technical specifications of Euro-
pean interoperability. 

E X P E R I M E N T I N G  W I T H  T H E  U S E  

O F  S AT E L L I T E  S Y S T E M S  

F O R  L O C AT I N G  A N D  D I S TA N C I N G  

I N  C O N J U N C T I O N  W I T H  E R T M S

Thanks to recent developments and improvements in re-
liability and resolution, the potential of satellite systems
is being evaluated for its use in the railway sector for sig-
nalling, telecommunications, diagnostics, critical sys-
tems and related safety.
SATLOC, a project promoted by UIC88 and co-financed
by the European Space Agency (ESA) and carried out in
the railway sector, the feasibility of using satellites for rail-
way operation was evaluated with a business case
analysis of its application on low traffic density lines and
regional lines. In collaboration with a few companies in
the transport sector, RFI has developed an ERTMS sys-
tem with satellite location and an integrated TLC network
based on IP (ERSAT).The purpose is to consolidate the
use of two standard European systems: satellite and
ERTMS. A trial site is currently being set up to test this
technology.

C T C  S Y S T E M S  -  C E N T R A L I S E D  

T R A F F I C  C O N T R O L  S Y S T E M S

CTC systems, the predecessor to remote command
systems, makes it possible to remotely control and su-
pervise a large number of unmanned stations and stops
from a central command unit. It is mainly used on re-
gional and inter-regional lines.

T S C S  -  T R A I N  S P E E D  C O N T R O L  

S Y S T E M S

TSCS - train speed control systems are sophisticated
systems, in line with new European standard for inter-
operability between railway networks (ERTMS - Euro-
pean Rail Traffic Management System), which protects
train speed at all times with respect to the parameters
set by signals (maximum speed permitted on the line
and speed permitted for the type of train), activating the
emergency brakes when the limits are exceeded. 

S S C  -  D R I V I N G  S U P P O R T  S Y S T E M

DSS - driving support systems are advanced systems
that control the consistency of the conductors’ recogni-
tion of signals along the line and the actual status trans-
mitted on board. The control system for fixed light
signals is based on micro-wave transponder transmis-
sion. The DSS is used on low traffic density lines that
use diesel for traction. The system protects the train
speed by sending information between land and on-
board devices, activating the emergency brakes when
the train speed exceeds limits.

L E V E L  1  E R T M S  W I T H  I N F I L L  R A D I O

Level 1 ERTMS with infill radio is the first commercial ap-
plication of the level 1 ERTMS/ETCS (European Rail Traf-
fic Management System/European Train Control
System) in Italy and the first in Europe with infill-radio
based on GSM-R. The system, which is being built on
the Domodossola-Novara line (Corridor 1), requires the
integration of hardware and software on the ground in
the existing TSCS system. The addition of the infill radio
function, which sends trains information in advance on
the next signal in the direction that it is heading, makes
it possible to overcome the limit of the level 1 ETCS due
to the discontinuity of signalling information.

88. Union Internationale des Chemins des Fer.
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G S M - R

GSM-R, a system developed for the integration/interop-
erability of European railway traffic, permits both tradi-
tional voice and data communications and the exchange
of information between the most advanced technologi-
cal systems for signalling and traffic control.

Since 2003, RFI has used the integrated safety manage-
ment system (ISMS), a control model in which safety is
handled in the scope of train traffic and railway opera-
tion, labour and the environment. The control is carried
out at both a central and a local level. The central ISMS
level SIGS plays a guiding and control role. The local
level receives directions from the central level and follows
them by effectively and efficiently following the guidance.
The certificates of the various local levels are consoli-
dated in one single certificate made out to the company.
The main scopes of current RFI certification are sum-
marised in paragraph 2.4.
Railway incidents on the national railway infrastructure

managed by RFI are monitored by inputting and
analysing data in the safety database, recorded in ac-
cordance with current international criteria.
In particular, the incident rate benchmarking at ERA (Eu-
ropean Railway Agency) level, in order to calculate inci-
dents, the parameters established by EU Directive
2004/49, as amended and integrated (Eurostat), imple-
mented by Italian legislation with Legislative decree no.
162/2007, are used, while at UIC level, those set forth
in UIC Fiche A91 are also adopted89. Accordingly, ERA
data, unlike the UIC data, include incidents that occurred
on tracks where operation has been temporarily sus-
pended for maintenance work. 
Although there was an overall slight increase in the num-
ber of incidents compared to the previous year, perform-
ance in 2014 remained in line with that recorded since
2012. In particular, compared to 2013, (98 incidents),
the absolute number of events in 2014 was higher by
10, thereby showing an increase of roughly 10%.

RAILwAy InCIdEnt StAtIStICS* 

2012 2013 2014

Absolute Per billion Absolute Per billion Absolute Per billion 
value train-km value train-km value train-km

Train collisions (with trains or other) 7 22 4 12 9 27

Train derailments 5 16 6 18 4 12

Incidents at railroad crossings** 
(including pedestrians) 13 41 14 42 16 48

Incidents involving people 
caused by rolling stock in motion
(excluding suicides) 80 253 71 214 74 224

Fires involving rolling stock 1 3 2 6 0 0

Other 1 3 1 3 5 15

* Railway incidents, in accordance with the parameters imposed by the European Railway Agency (ERA), according to the criteria of EU Directive 2004/49,
as amended and integrated (EU directive 2009/149):the table includes types of incidents that meet one or more of the following conditions:
• at least one person died;
• at least one person was injured and hospitalised for over 24 hours;
• the damage exceeded €150,000;
• traffic was stopped for more than six hours. 

** Under international benchmarking criteria (UIC and ERA), the “railroad crossing” category includes both collisions with obstacles on the crossing 
(vehicles, etc.) and trains hitting users crossing the tracks inappropriately even when the crossing is closed

89. The two criteria adopted are consistent with respect to the definition of an “incident” (at least one death either immediately or
within 30 days of the incident and/or at least one serious injury and/or €150,000 damage and/or discontinued service on the line
for more than six hours).



112 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

G S M - R

GSM-R, a system developed for the integration/interop-
erability of European railway traffic, permits both tradi-
tional voice and data communications and the exchange
of information between the most advanced technologi-
cal systems for signalling and traffic control.

Since 2003, RFI has used the integrated safety manage-
ment system (ISMS), a control model in which safety is
handled in the scope of train traffic and railway opera-
tion, labour and the environment. The control is carried
out at both a central and a local level. The central ISMS
level SIGS plays a guiding and control role. The local
level receives directions from the central level and follows
them by effectively and efficiently following the guidance.
The certificates of the various local levels are consoli-
dated in one single certificate made out to the company.
The main scopes of current RFI certification are sum-
marised in paragraph 2.4.
Railway incidents on the national railway infrastructure

managed by RFI are monitored by inputting and
analysing data in the safety database, recorded in ac-
cordance with current international criteria.
In particular, the incident rate benchmarking at ERA (Eu-
ropean Railway Agency) level, in order to calculate inci-
dents, the parameters established by EU Directive
2004/49, as amended and integrated (Eurostat), imple-
mented by Italian legislation with Legislative decree no.
162/2007, are used, while at UIC level, those set forth
in UIC Fiche A91 are also adopted89. Accordingly, ERA
data, unlike the UIC data, include incidents that occurred
on tracks where operation has been temporarily sus-
pended for maintenance work. 
Although there was an overall slight increase in the num-
ber of incidents compared to the previous year, perform-
ance in 2014 remained in line with that recorded since
2012. In particular, compared to 2013, (98 incidents),
the absolute number of events in 2014 was higher by
10, thereby showing an increase of roughly 10%.

RAILwAy InCIdEnt StAtIStICS* 

2012 2013 2014

Absolute Per billion Absolute Per billion Absolute Per billion 
value train-km value train-km value train-km

Train collisions (with trains or other) 7 22 4 12 9 27

Train derailments 5 16 6 18 4 12

Incidents at railroad crossings** 
(including pedestrians) 13 41 14 42 16 48

Incidents involving people 
caused by rolling stock in motion
(excluding suicides) 80 253 71 214 74 224

Fires involving rolling stock 1 3 2 6 0 0

Other 1 3 1 3 5 15

* Railway incidents, in accordance with the parameters imposed by the European Railway Agency (ERA), according to the criteria of EU Directive 2004/49,
as amended and integrated (EU directive 2009/149):the table includes types of incidents that meet one or more of the following conditions:
• at least one person died;
• at least one person was injured and hospitalised for over 24 hours;
• the damage exceeded €150,000;
• traffic was stopped for more than six hours. 

** Under international benchmarking criteria (UIC and ERA), the “railroad crossing” category includes both collisions with obstacles on the crossing 
(vehicles, etc.) and trains hitting users crossing the tracks inappropriately even when the crossing is closed

89. The two criteria adopted are consistent with respect to the definition of an “incident” (at least one death either immediately or
within 30 days of the incident and/or at least one serious injury and/or €150,000 damage and/or discontinued service on the line
for more than six hours).

113

Analysing the causes of these incidents, out of a total of
108 events, roughly 87.7% were due to reasons outside
the scope of the railway system, i.e., to the inappropriate
conduct of people or to external events that were, in any
case, exceptional (such as particularly intense atmos-
pheric events), while the remaining 12.3% were due to
external reasons, i.e., incidents attributable to the railway
companies or operator.
The trend in deaths continued to fall in 2014 on the total
values of the two previous years, while there was a sub-
stantial increase in the number of people injured (which
excludes incidents attributable to and classified as at-
tempted suicides) almost exclusively due to the “other
injuries” category90, which saw a turnaround in the pos-
itive trend recorded in 2013. 

90. “Other injuries” include serious injuries other than passengers and employees.

ConSEQuEnCES oF RAILwAy InCIdEntS InVoLVInG PEoPLE 
on thE RFI  nEtwoRK

2012 2013 2014 Trend
2014 vs. 2013

Death of employees1 1 2 3

Death of passengers2 2 2 1

Other deaths 66 56 49

Total deaths3 69 60 53

Injured employees 7 2 3

Injured passengers 6 2 1

Other injuries 26 29 37

Total injuries4 39 33 41

1. Employees: the people who work for the railway and are in service at the time of the incident. They include the
train crew and personnel managing rolling stock and infrastructures (including contractors’ and independent
contractors’ personnel)

2. Passengers: any person, other than the crew on board, travelling on the train. Injury statistics include those 
involving passengers attempting to board/deboard moving trains

3. Death: any person who dies immediately following or within 30 days of an incident, excluding suicides, death
from natural causes or homicide

4. Injuries (serious): any person injured in an incident and hospitalised for more than 24 hours, excluding suicide attempts
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In its internal analyses, RFI categorises incidents as “Typ-
ical”, i.e., those strictly connected with railway traffic, and
“Atypical”, i.e., those due to inappropriate conduct by
people. “Typical” incidents give a fairer picture of railway
system safety, as they cover events such as collisions,
derailments, fires and collisions between rolling stock in
motion and road vehicles at railroad crossings.
In 2014, in accordance with the criteria established by
the UIC, 24 “Typical” incidents were recorded, compared
to the 18 recorded in 2013, therefore with an increase
of roughly 33%. The absolute number of events for rea-
sons external to the railway system increased slightly on
the previous year (12 incidents in 2014, compared to 10
in 2013). In addition, an analysis of the consequences
for people involved in “Typical” incidents, in 2014, there
were two deaths and six serious injuries, compared to
four deaths and eight serious injuries in 2013.

“Atypical” events substantially refer to when trains run
over people or when travellers fall from trains in motion.
In 2014, 83 “Atypical” events were recorded, compared
to 80 in 2013. The calculation of “Atypical” events in-
cludes when people using train services are hit at rail-
road crossings (10 events in 2014 versus nine in 2013).
Overall, there was a slight increase in the number of in-
cidents and no entry signals in 2014, with an inversion
in the trend of the previous two years. 

no EntRy SIGnALS

2012 2013 2014

Trains continuing through no entry signals 20 17 19

InCIdEntS 

2012 2013 2014

Typical incidents 19 18 24

Typical UIC incidents to trains 13 12 14

Typical UIC incidents during shunting 1 1 4

Typical UIC incidents 
at railroad crossings 5 5 6

Atypical 88 80 83
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M A I N T E N A N C E  

O F  T H E  R A I LWAY  I N F R A S T R U C T U R E

The correct design, planning and performance of main-
tenance ensure that the infrastructure remains in line with
the established safety standards. Targets are achieved
by the oversight of routine and non-routine maintenance,
through timely planning and performance of work and
ongoing monitoring, in order to verify that maintenance
on all components that are relevant for safety purposes
is correct and effective91. Supervision and monitoring are
particularly important. Supervision highlights the “condi-
tions” of systems to maintain and improve the reliability
and availability of railway infrastructure, ensuring that the
established safety standards are met, while monitoring,
which is performed through inspections and tests of the
technical, organisational and operational aspects of sys-
tems, is aimed at checking that the maintenance carried
out is correct and effective, that the infrastructure is in
sound conditions and that work sites are operational and
well organised. 
The main supervisory and monitoring activities in 2014
are listed below:
• checks that signals are visible in different light, envi-

ronmental, time and season conditions;
• periodic technical tests on central devices and auto-

matic stopping systems;
• checks on diverters;
• inspections of the railway line on foot, by carriage and

in cabins;
• inspections of the works;
• checks of welded tracks.
These activities are carried out in accordance with the
operational methods defined in the specific procedures
for maintenance supervision and monitoring, which are
included in the scope of the integrated safety manage-
ment system. 
The total costs for routine and non-routine maintenance
in 2014 are described below:

R A I L R O A D  C R O S S I N G S

In 2014, efforts continued to increase safety levels
through a variety of different types of measures, as fol-
lows: 
• installation of information panels providing identifica-

tion data for railroad crossings and emergency tele-
phone numbers in order to call personnel responsible
for supervising traffic in the event of an emergency or
if there are obstacles on the railway tracks;

• checks of pre-signal signs and light/sound signals at
railroad crossings, with the concurrent check of the
time needed to lift/lower the crossing gates;

• installation of road bumps and speed bumps to make
it easier to identify and see railroad crossings in urban
centres; 

• activities and projects to make roadside signs more
visible to prevent inappropriate actions by drivers, in
some cases in collaboration with the relevant govern-
ment administrations;

• testing gates that pedestrians cannot get around and
the transformation of railroad crossings with half-gates
into crossings with full gates;

• installation of new integrative automatic protection de-
vices to detect obstacles on the crossing.

The synergetic management of these measures has
made it possible to improve overall safety on railroad
crossings.

Maintenance Cost

Routine 890

Non-routine 913

In millions of Euros

91. Diverters, signals, works, railroad crossings, etc.
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T R A F F I C  S A F E T Y:  T R E N I TA L I A

The heart of Trenitalia’s operational safety oversight is
the operational safety management system revolving
around a typical “PDCA” (Plan, Do, Check, Act) cycle,
which is the basis for management systems. 
In general, various activities are carried out to keep op-
erational risk under control. These activities range from
risk analysis to assessing the acceptability of risk and
taking prevention and/mitigation measures. Where nec-
essary, specific projects are defined to decrease risk and
are reported within the safety plan each year. The proj-
ects may relate to one or more key parts of the systems:
machines (technology), people (human factor and or-
ganisation) and procedures (how processes are per-
formed). 
Trenitalia uses a specific system of indicators to track
operational safety processes, enabling it to constantly
monitor their performance. If the indicators show that
processes are worsening over time, it performs a spe-
cific analysis of the causes to take the consequent cor-
rective action. 
Trenitalia operational safety management system is
based on five levels of indicators: 
1. incident indicators to monitor incidents; 
2.performance indicators to monitor the dangerous

events; 
3.primary cause indicators to monitor the reasons for

dangerous events; 
4.process indicators to monitor support processes;
5. risk level indicators, which provide an indicator for

each hazardous event that Trenitalia identifies. The in-
dicator is calculated as the combination of the proba-
bility that the event will occur and the seriousness of
its consequences.

There is a cause/effect relationship between these levels,
i.e., when the primary causes occur, they can generate
hazardous events and, accordingly, potential incidents. 

R O L L I N G  S T O C K  M A I N T E N A N C E

The maintenance of railway vehicles is one of the key
processes in ensuring that operational safety is main-
tained and improved and to meet established quality
standards. 
In particular, Trenitalia ensures the planning, perform-
ance, control and improvement of maintenance
processes through an organisation that provides for: 
• a central maintenance engineering structure that es-

tablishes the criteria and general provisions for the
maintenance of vehicles; 

• maintenance systems covering two organisational lev-
els: the first level consists of the divisions’ ongoing
maintenance systems, in turn broken down into light
and corrective maintenance scheduled as a part of the
vehicle shifts, while the second level consists of cycli-
cal maintenance workshops where work with a signif-
icant impact on the asset value of the rolling stock is
carried out beyond the scope of the vehicle shifts. 

Specific attention is devoted to improving maintenance
processes, with the formalisation and implementation of
a safety plan providing for a series of projects each year
to ensure operational safety.
The main projects in 2014 are listed below: 
• equipping carriages with devices to stop trains if a car-

riage derails; 
• measuring the temperature of the axle boxes by con-

ducting personnel using portable devices;
• digitalisation of the repair and control plan (RCP)92 at

the Foligno workshop, the pilot site for the project.
Finally, in the cargo transport sector and, in particular,
for the transport of dangerous cargo, certification like
ECM93 was renewed in May 2014 for freight wagons, in
accordance with EU regulation 445/2011.
The certification attests that Trenitalia has established its
own maintenance systems to meet the requirements of
the aforementioned regulation, in order to ensure that
the freight wagons can operate in utmost safety.

92. The RCP is the document used to record and track maintenance on rolling stock and components.
93. ECM: Entity in Charge of Maintenance.
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4.4.2 Safety services

Every day, the Group is committed to protecting person-
nel, travellers, its assets and its know-how, in collabora-
tion with the police forces and, specifically, with the
railway police, the branch officially responsible for pre-
venting and repressing crimes in the scope of railway
transport. In July 2012, the Ferrovie dello Stato Italiane
Group and Ministry of Internal Affairs signed the second
convention94 to improve passenger security. In this re-
spect, there was a slight decrease in reports of thefts on
board trains in 2014, in part due to the railway police es-
corting people to trains. Furthermore, in order to invert
the growing trend in thefts at stations, the Group has
collaborated with the railway police in the joint project
“Watch out! It makes a difference”, a campaign to
spread awareness among travellers of the risk of thefts
and pick-pocketing.

94. The first convention was signed in November 2007 to guarantee greater railway safety on board trains and at stations.

wAtCh out!  It  MAKES A dIFFEREnCE
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Another aim of the convention is to reduce the theft of
copper along the main routes on the national network.
The Group has taken measures to prevent and contrast
the theft of copper and its choice of the police forces to
impact the second level of criminal organisations, i.e.,
the receivers of stolen goods, has led to a decrease of
14.9% in thefts along the line, compared to 2013, effec-
tively confirming the positive trend of the previous year. 

With respect to the arrangements between the Group
and the Civil Protection Service, in 2014, the conven-
tions with the Lombardy, Veneto and Umbria regional
authorities were renewed, considering the provisions of
the master agreement signed in 2008 and renewed in
2013 with the National Civil Protection Department pur-
suant to article 6 of Law no. 225/1992.
The conventions introduce new elements, such as:
• the principle of reimbursements for the services that

the Civil Protection Service requests from the Ferrovie
dello Stato Italiane Group, which include: making
rolling stock available to transport volunteers and ma-
terials and sleep cars and couchettes when hospitals
are overcrowded in the wake of natural disasters and
other emergencies;

• the organisation of joint drills to prepare/check emer-
gency plans, with specific focus on the provisions of
the Ministerial decree of 28 October 2005 on “Safety
in railway tunnels” and for Expo 2015;

• organisation of specific training sessions (e.g., at the
Scuola Superiore della Protezione Civile of Lombardy);

• mutual collaboration in prevention activities (e.g., dis-
closing Ferrovie dello Stato Italiane’s snow/emergency
plans, informing residents in advance and spreading
awareness, as in the “Risk-free earthquake” cam-
paign”).

In 2014, the collaboration deriving from the conventions
resulted in both the management of important events,
such as the Canonisation of Pope John XXIII and Paul
VI and the management of visitor flows for the Lucca
Comics Festival, and for training and courses. In partic-

ular, 32 drills were held, during which the joint involve-
ment of the Group’s operating structures and those of
the Civil Protection Service made it possible to test and
improve communications flows and the response model
in the event of criticalities or emergencies and the related
emergency plans.
The creation of the Civil Protection Service network
throughout Italy includes the link with first aid services
for personnel and passengers on board. Significant at-
tention was devoted to the medical care model to make
the various protocols that have been signed or are being
approved and signed by RFI more extensive. 
In 2014, the “Guidelines for the management of emer-
gency medical care in railway areas and lines” were is-
sued to describe the process for initiating emergency
medical assistance, with specific regard to the high
speed lines, and to coordinate, from an operational
standpoint, with the railway organisation in the manage-
ment of emergencies. 
According to the procedures already in place in the var-
ious emergency operating rooms, specific agreements
will be reached with the regions and the local healthcare
units to make first aid services efficient, timely and co-
ordinated for residents on trains (passengers, conduc-
tors and on board personnel).
With respect to the transport of sports fans to and from
matches, the number of fans who take trains to sporting
events continues to decline, as in the previous five sea-
sons. 
In terms of legal assistance for employees who have
been victims of violence while working, the Group has

SECuRIty StAtIStICS (no. oF EVEntS)

2012 2013 2014

Assaults on Ferrovie dello Stato Italiane personnel 202 228 361

Thefts at the station 2,062 2,192 2,562

Thefts on board trains 3,214 4,238 4,188

Copper thefts during operation 2,015 1,930 1,643

Copper thefts at depots 122 126 63

No. of events
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authorities were renewed, considering the provisions of
the master agreement signed in 2008 and renewed in
2013 with the National Civil Protection Department pur-
suant to article 6 of Law no. 225/1992.
The conventions introduce new elements, such as:
• the principle of reimbursements for the services that

the Civil Protection Service requests from the Ferrovie
dello Stato Italiane Group, which include: making
rolling stock available to transport volunteers and ma-
terials and sleep cars and couchettes when hospitals
are overcrowded in the wake of natural disasters and
other emergencies;

• the organisation of joint drills to prepare/check emer-
gency plans, with specific focus on the provisions of
the Ministerial decree of 28 October 2005 on “Safety
in railway tunnels” and for Expo 2015;

• organisation of specific training sessions (e.g., at the
Scuola Superiore della Protezione Civile of Lombardy);

• mutual collaboration in prevention activities (e.g., dis-
closing Ferrovie dello Stato Italiane’s snow/emergency
plans, informing residents in advance and spreading
awareness, as in the “Risk-free earthquake” cam-
paign”).

In 2014, the collaboration deriving from the conventions
resulted in both the management of important events,
such as the Canonisation of Pope John XXIII and Paul
VI and the management of visitor flows for the Lucca
Comics Festival, and for training and courses. In partic-

ular, 32 drills were held, during which the joint involve-
ment of the Group’s operating structures and those of
the Civil Protection Service made it possible to test and
improve communications flows and the response model
in the event of criticalities or emergencies and the related
emergency plans.
The creation of the Civil Protection Service network
throughout Italy includes the link with first aid services
for personnel and passengers on board. Significant at-
tention was devoted to the medical care model to make
the various protocols that have been signed or are being
approved and signed by RFI more extensive. 
In 2014, the “Guidelines for the management of emer-
gency medical care in railway areas and lines” were is-
sued to describe the process for initiating emergency
medical assistance, with specific regard to the high
speed lines, and to coordinate, from an operational
standpoint, with the railway organisation in the manage-
ment of emergencies. 
According to the procedures already in place in the var-
ious emergency operating rooms, specific agreements
will be reached with the regions and the local healthcare
units to make first aid services efficient, timely and co-
ordinated for residents on trains (passengers, conduc-
tors and on board personnel).
With respect to the transport of sports fans to and from
matches, the number of fans who take trains to sporting
events continues to decline, as in the previous five sea-
sons. 
In terms of legal assistance for employees who have
been victims of violence while working, the Group has

SECuRIty StAtIStICS (no. oF EVEntS)

2012 2013 2014

Assaults on Ferrovie dello Stato Italiane personnel 202 228 361

Thefts at the station 2,062 2,192 2,562

Thefts on board trains 3,214 4,238 4,188

Copper thefts during operation 2,015 1,930 1,643

Copper thefts at depots 122 126 63

No. of events
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set up Protection against Violence Committees to take
additional measures:
• legal protection and management of criminal proceed-

ings with Public Prosecutors;
• self-defence training for front line personnel;
• railway police escorting on critical regional trains and

long-haul trains;
• enclosing railway service areas at large stations;
• video surveillance systems.
Furthermore, front line personnel (177 RFI resources and
116 Trenitalia resources) have been given prevention and
management courses for potentially violent situations.
In order to update the strategic company assets to
safety standards for the infrastructure operator, 31 new
integrated security systems were completed in 201495

to control over 200 company assets, and the design of
roughly 60 other security systems was completed at the
same number of railway sites. At the same time, work
began to update the technological sites on the high
speed Rome-Naples line to safety standards.
Furthermore, the number of systems that can be man-
aged from the Security Situation Room96 was increased,
for a total of more than 1,200 video cameras. 
In 2014, the closed circuit TV platform project stations
were installed at the railway police’s operating rooms at

the Napoli Centrale and Firenze Santa Maria Novella sta-
tions.
In addition, work began on the design of a new man-
agement model for large stations on the high speed net-
work97, aimed at creating railway hubs manned by
personnel responsible for checking tickets and equipped
with access gates to the railway platforms. The aim is to
increase passenger safety within stations and to battle
travel without tickets, begging and illegal and abusive
activities near and on board trains.
A Group structure responsible for governance and the
centralised management of all types of IT threats both
within and beyond the Group’s information has been op-
erating since January 2013.
The Fraud Prevention team was set up in 2008 and con-
stantly monitors transactions to reduce fraud through the
purchase of train tickets using stolen or cloned credit cards.
Fraud prevention kept fraudulent transactions at 0.03% of
turnover in 2014 (in line with the 2013 figure of 0.04%).
In addition to the consolidated activities, the Fraud Pre-
vention team is also specialised in monitoring the abuse
of travel agencies, which damages the company’s image
and fraud to the detriment of customers. In 2014, 64
counterfeit tickets were found, with the consequent ap-
plication of fines and reports to the authorities.

95. Passive safety measures, such as fences, and active safety measures, such as video surveillance and access prevention sy-
stems.

96. Security system supervision and control system performed by the Company Security Department.
97. The gates initially set up at the Milano Centrale station will also be installed at Roma Termini and Firenze Santa Maria Novella.
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5. Social
responsibility

5. Social 
responsibility
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Human
resources

• Reduction in the number of occupational accidents (-13.9%) and in the frequency of accidents (-10.1%),
outperforming the targets set.

• Continuation of intercompany health and safety initiatives with the involvement of over 200 Group managers.
• Launch of the management system to monitor accidents at Group companies on the basis of

administrative and Inail (Italian insurance institution for accidents in the workplace) data.
• Launch of a health section on the Group’s intranet.
• Setting of the safety target for junior managers involved in RFI’s and Trenitalia’s main production processes 
• Implementation of new talent management functions in the integrated evaluation system.

Community • Transfer and expansion of the Bologna help centre.
• Start of renovation work on the new Trieste help centre. 
• Opening of the new Reggio Calabria help centre.
• Definition of a memorandum of understanding with the Puglia regional authorities for the creation 

of a new help centre at the Bari station.
• Definition of a memorandum of understanding with the Tuscany regional authorities for the potential

opening of additional centres in Tuscan stations.
• Definition of a memorandum of understanding for the Italian Association of Youth Hostels to acquire areas

and/or properties for youth hostels.
• Expansion of the “Cuore di Mamma Onlus” shelter inside the Ronciglione station.
• The Green Station project was kicked off in Pescara, in collaboration with Legambiente, to manage

redevelopment initiatives and sustainable land development.
• Conclusion of the fund raising campaign to support solidarity projects for the new charitable day shelter
• Completion of two research surveys on the use of idle property for social purposes.

W h at  W e  h a v e  a c c o m p l i s h e d

Highlights 
G R I  1 . 2 C

o
rp

o
ra

te
 G

o
ve

rn
an

ce
B

us
in

es
s 

id
en

ti
ty

E
co

no
m

ic
 r

es
p

o
ns

ib
ili

ty
P

ro
d

uc
t 

lia
b

ili
ty

S
o

ci
al

 r
es

p
o

ns
ib

ili
ty

E
nv

ir
o

nm
en

ta
l r

es
p

o
ns

ib
ili

ty



122 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

Human
resources

• Reduction in the number of accidents and the frequency of accidents by at least 3% and 2%, 
respectively, on 2014.

• Annual setting of 2015 occupational safety targets for managers and junior managers involved 
in production processes.

• Issue of a new occupational health and safety policy for the Group, with new targets and commitments, 
in line with the Group’s Business Plan.

• Continuation of the intercompany health and safety initiatives.
• Launch of a health section on the Group’s intranet.
• Organisation of meetings with Group companies and independent experts to discuss the best practices

adopted in the fields of health and safety and the creation of various web pages providing information 
on the good practices covered.

• Launch of a climate survey for all employees on three main areas: “My company”, “Where I work” 
and “My profession”.

• Creation of a training plan for the Group’s managers on the importance of reporting and share results.

Community • Opening of new help centres in Bologna, Viareggio and Reggio Calabria.
• Start of feasibility studies on new shelters in Tuscany (Pisa, Livorno, Pistoia and Prato).
• Conclusion of the fund raising campaign for the renovation of the new day shelter.
• Kick-off of the new European “Train in stations” project for social training courses in Italy, Bulgaria,

Luxembourg and France.
• Continuance of social training courses in North-eastern Italy.
• Opening of an evening canteen at Milano Greco to support the shelter.

W h at  W e  a i m  t o  d o  
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5.1.1 Our people
G R I  E C 7  |  L A 1  |  L A 2  |  L A 1 1  |  L A 1 3

The workforce rationalisation project continued in 2014
without any disputes, through leaving incentive policies
and the use of the fund for income and employment as-
sistance. The percentage of women out of total human
resources remains steady.

The turnover rate is 4.86%, compared to 5.99% in 2013.
The following charts show incoming and outgoing em-
ployees in the year and the turnover trend. 

5.1 Human resources

Number of employees 
of ferrovie dello stato italiaNe Group*

2012 2013 2014

Managers 

Total 730 693 653

Women  109 94 101

Men 621 599 552

Junior managers

Total 11,636 11,014 10,587

Women 1,916 1,806 1,710

Men 9,720 9,208 8,877

White collars

Total 30,975 30,167 29,608

Women 5,836 5,711 5,596

Men 25,139 24,456 24,012

Blue collars

Total 22,204 21,030 20,116

Women 1,270 1,126 1,053

Men 20,934 19,904 19,063

Total at 31 December 65,545 62,904 60,964

% of women 13.93% 13.89% 13.88%

% of men 86.07% 86.11% 86.12%

Annual average 67,191 64,535 61,767

* The scope of analysis for “Social responsibility” includes 88% of the total Group
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iNcomiNG aNd outGoiNG employees by GeNder iN 2014

83.9%
14.7%

85.3%

3,000

2,500

2,000

1,500

1,000

500

16.1%
incoming outgoing

Men 418 2,135

Women 80 367

Total 498 2,502
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INCOMING EMPLOYEES BY GEOGRAPHICAL
SEGMENT – 2014

42.2%Northern
Italy

OUTGOING EMPLOYEES BY GEOGRAPHICAL
SEGMENT – 2014

Southern
Italy and the islands

34.7%

20.5%Northern
Italy

0.8%Abroad

2.6%Abroad

Southern
Italy and the islands

48.2%

INCOMING EMPLOYEES BY AGE BRACKET – 2014

10.2%51 to 60

1.4%Over 60

19.3%31 to 40

17.7%41 to 50

21 to 30 47.4%

Up to 20 4.0%

Central
Italy
22.3%

Central
Italy
28.7%

28.6%Over 60

0.0%Up to 20

51 to 60 63.2%

41 to 50 3.4%
31 to 40 3.3%

OUTGOING EMPLOYEES BY AGE BRACKET – 2014

21 to 30 1.4%
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turNover by GeNder
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The percentage of university graduates and high school
graduates out of total employees is on the rise.

The geographical breakdown of personnel shows no
significant changes on the previous year: approximately
46.9% of current employees work in the North, while
27.2% work in Central Italy and 25.6% in Southern Italy,
including the islands.

breakdoWN of persoNNel by level of educatioN

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

2014 2013 2012
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23.48%
24.47%

22.56%

university 
Graduates

high school
Graduates

other diplomas/
degrees
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The average seniority in 2014 is 23.8 years, compared
to 23.3 in 2013.

In 2014, the average age of employees was 48.6, com-
pared to 48.1 in the previous year.

breakdoWN of persoNNel by seNiority
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5.1.2 Remuneration 
and social security 
contributions
G R I  E C 3  |  E C 5  |  L A 1  |  L A 3  |  L A 4  |  

L A 1 1  |  L A 1 4

The most common type of contract is open-ended,
which is used for 99.1% of the Group’s personnel98. As
in previous years, all employees are covered by national
labour agreements. The national labour agreement ap-
plied to the Group’s non-management employees is that
for the Mobility/Railway sector, integrated by the Group’s
company agreement of 20 July 2012. The companies
pay the contractual minimums applicable to each em-
ployee with a fixed-term contract based on their param-
eter group99. The parameter group for apprenticeship
contracts is one step lower than the final level.
All employees, including newly hired employees, receive
the contractual minimums plus the fixed remuneration

items provided for by the national labour agreement (in-
cluding seniority rises) and additional amounts related to
the various positions held.
There are no differences in remuneration based on gen-
der. Any average differences between men and women,
as reported in the table below, are due exclusively to the
fact that they hold different positions in the companies,
the ways in which they provide service and their re-
sponsibilities. For example, there are fewer women in
transport operation jobs and, accordingly, they do not
receive the additional amounts typically paid for jobs in
these fields, such as compensation for shifts, working
on holidays, working at night, etc.). 

98. In 2014, apprenticeship contracts account for roughly 0.8% and fixed-term contracts make up 0.1%.
99. Reference is made to the applicable national labour agreement for the monthly minimum amounts to be paid upon hire pursuant

to contract.

remuNeratioN of NoN-maNaGemeNt persoNNel: ratio of WomeN’s 
aNNual remuNeratioN to meN’s aNNual remuNeratioN (%)

2012 2013 2014

Junior managers

Gross annual remuneration 100.8% 101.3% 101.6% 

Total annual remuneration 95.1% 96.1% 96.1% 

White collars*

Gross annual remuneration 97.6% 98.3% 98.3% 

Total annual remuneration 82.9% 83.2% 83.5%

Blue collars

Gross annual remuneration 101.0% 100.6% 100.6% 

Total annual remuneration 93.4% 93.7% 94.1%

* White collars include office workers, but mainly consist of people filling positions typical of railway operations
(station heads, maintenance managers, conductors and train supervisors) 
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Employees’ pensions are financed through specific
mandatory contributions shared by employees and em-
ployers. Employees pay contributions equal to 9.19% of
their remuneration base. This percentage is increased
by 1% if the monthly base for the calculation of contri-
butions exceeds €3,836100. On the other hand, employ-
ers pay contributions equal to 23.81% of each
employee’s remuneration base for the calculation of con-
tributions. Employers in the Group cover, for all employ-
ees, additional costs for maternity leave, illness and
social employment insurance (ASpl and Mini-ASpl).Sup-
plementary pension funds in which the Ferrovie dello
Stato Italiane Group employees participate consist of an
agreed pension fund or, alternatively, an open-ended
pension fund that is financed as required by law and
must be a defined-contribution plan.

The Group’s main supplementary pension fund is Euro-
fer, based on an agreement, in which the employer and
the employee share contributions equally101. Workers
may increase their contributions on a voluntary basis,
without any obligation for the employer to increase its
share of the contributions. The employer is not required
to match contributions to the open-ended funds, to
which only 100% of post-employment benefits required
by Italian law are transferred. In addition to the com-
pany’s supplementary pension fund (Eurofer), the up-
dated national labour agreement, introduced
supplementary healthcare, in effect as from 2013.
The following table illustrates employees’ selection of
where to allocate their post-employment benefits.

ALLOCATION OF POST-EMPLOYMENT BENEFITS – 2014

42.6% Fully 
transferred

to INPS

24.8%Combined 
transfer 

to INPS/Eurofer

Fully transferred
to other funds

7.7%
24.9% Fully transferred

to Eurofer

100. Inps maximum for 2014.
101. In accordance with article 222 of the Group’s company contract dated 20 July 2012, the social security contributions consist of

1% of monthly remuneration, calculated out of 12 monthly salaries and referring to: the contractual minimum amounts, the indi-
vidual super-minimum amount, periodic seniority raises, indemnities for junior managers and salaries.
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tributions. Employers in the Group cover, for all employ-
ees, additional costs for maternity leave, illness and
social employment insurance (ASpl and Mini-ASpl).Sup-
plementary pension funds in which the Ferrovie dello
Stato Italiane Group employees participate consist of an
agreed pension fund or, alternatively, an open-ended
pension fund that is financed as required by law and
must be a defined-contribution plan.

The Group’s main supplementary pension fund is Euro-
fer, based on an agreement, in which the employer and
the employee share contributions equally101. Workers
may increase their contributions on a voluntary basis,
without any obligation for the employer to increase its
share of the contributions. The employer is not required
to match contributions to the open-ended funds, to
which only 100% of post-employment benefits required
by Italian law are transferred. In addition to the com-
pany’s supplementary pension fund (Eurofer), the up-
dated national labour agreement, introduced
supplementary healthcare, in effect as from 2013.
The following table illustrates employees’ selection of
where to allocate their post-employment benefits.

allocatioN of post-employmeNt beNefits – 2014

42.6% fully 
transferred

to inps

24.8%combined 
transfer 

to inps/eurofer

fully transferred
to other funds

7.7%
24.9% fully transferred

to eurofer

100. Inps maximum for 2014.
101. In accordance with article 222 of the Group’s company contract dated 20 July 2012, the social security contributions consist of

1% of monthly remuneration, calculated out of 12 monthly salaries and referring to: the contractual minimum amounts, the indi-
vidual super-minimum amount, periodic seniority raises, indemnities for junior managers and salaries.
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On the other hand, the national labour agreement for
managers of companies that produce goods and serv-
ices are used for the Group company managers. The re-
muneration system for Ferrovie dello Stato Italiane Group
managers implements that set forth by the relevant na-
tional labour agreement with respect to the definition of
the minimum guaranteed salary. The rest of remunera-
tion – both fixed and variable – considers the profes-
sional and managerial duties of each position and the
organisational roles held, as well as management and
performance assessment scores. Each position is eval-
uated using a specific weighting method to obtain ob-
jective elements for planning, designing and managing
remuneration policies, organisational decisions and ca-
reer paths. 
The method adopted to evaluate positions and compare
their remuneration with similar positions within the com-
pany and on the market was developed by a leading in-
ternational group in the rewarding sector which, in
addition to having created the method, boasts one of
the most extensive databases on remuneration and
compensation in the world. The Ferrovie dello Stato Ital-
iane Group manages remuneration policies to ensure
that internal remuneration is consistent (internal fairness)
considering the different roles within the organisation
and that remuneration is in line with market pay. In par-

ticular, annual bonuses are given to reward the contri-
bution of each manager based on their performance in
terms of ongoing excellence. 
Remuneration adjustments are aimed at supporting in-
ternal management policies and rewarding personnel
so their sense of belonging and motivation grow over
time.
Managers with key duties that affect strategies and com-
pany processes receive short-term incentives as part of
the MBO (Management By Objective) plan, in which the
variable component of remuneration is linked to the
achievement of specific performance targets that are in-
dicated in advance and set on the basis of business tar-
gets102. The MBO system for 2014 was designed to help
optimise business processes and achieve business
goals. To this end, the managers involved in the process
were assigned individual objectives in relation to their di-
rect duties and the collective results of the company
and/or Group. As in the past, safety in the workplace
and environmental sustainability were key aspects of the
2014 MBO plan in terms of developing the culture and
awareness of all Ferrovie dello Stato Italiane Group em-
ployees.
The data in the table show that the gap between
women’s and men’s gross annual remuneration and total
annual remuneration is narrowing.

Total remuneration to managers is also integrated with a
series of benefits (which, in certain cases, require their
explicit participation and contribution on a pro quota
basis), mainly consisting of: mobile phones, insurance
coverage for both occupational and other accidents and
permanent disability due to illness and death, the sup-
plementary health care plan (Fasi), the integrative pen-
sion fund (Previndai) and additional supplementary
healthcare insurance (Assidai).

102. The targets must reflect the priorities of business strategies and should be identified transparently so they can be measured and
certified objectively through the Group’s accounting and reporting systems.

remuNeratioN of maNaGemeNt persoNNel: ratio of WomeN’s aNNual
remuNeratioN to meN’s aNNual remuNeratioN (%)

2012 2013 2014

Gross annual remuneration 91.20% 93.30% 93.90%

Total annual remuneration 82.40% 92.70% 93.30%
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5.1.3 Making the most 
of human capital
G R I  E C 7  |  L A 1 0  |  L A 1 1  |  L A 1 2

Development 

In the scope of the assessment, development and mon-
itoring of the relevant target groups, these activities fo-
cused on two main areas: 
• the assessment of targets of interest to the Group: a

total of 532 people were evaluated to verify whether
they could support organisational changes and/or
cover specific positions. These targets were managed
through corporate and intercompany potential as-
sessment campaigns using an integrated evaluation
system. Furthermore, data from 127 corporate as-
sessments by RFI were included in the system. 

• upgrade of the integrated evaluation system: a mod-
ule was implemented in the system to manage devel-
opment plans, replacement tables and a dashboard
to support resource managers in searching for and
using evaluation data.

As part of the FS Italiane Group’s annual performance
assessment conducted by resource managers using the
integrated evaluation system and involving key resource
groups (managers, junior managers and university grad-
uates), 4,476 men and 1,395 women103 were evaluated
(annual average over the past three years), representing
about 9.5% of the Group’s average workforce. The su-
pervisors monitored the annual performance of re-
sources not included in the integrated evaluation system
assessment process informally (e.g., by providing feed-
back on strengths and improvement areas). 

Training

The purpose of training is to expand managerial skills
and maintain and update technical/professional ex-
pertise. In 2014, training focused on strengthening
and developing the skills needed to consolidate a
company culture aimed at creating value, developing
customer-based business models, improving opera-
tional processes and increasing synergies between
the various Group operators. Roughly 318 thousand
training days were provided at Group level, with a total
cost of €8 million. Much of the cost (€7.2 million) was
covered by specific financing for training provided by
external entities, as in previous years. 
The following main training targets were achieved:
• strengthening specialised knowledge in connection

with the various roles;
• developing a customer-based approach in operating

roles;
• focusing on the behavioural approach to occupational

safety;
• strengthening and consolidating managerial skills;
• supporting the performance of top managers with the

most responsibility; 
• orientation for fresh graduates and training on behav-

ioural skills as the basis for professional growth.

Below is a description of the Group’s main intercompany
training projects. 

103. The data refer to Trenitalia, RFI, FS Italiane, Italferr, Ferservizi and FS Sistemi Urbani.
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I N S T I T U T I O N A L  T R A I N I N G

Training projects continue for newly hired graduates. The
orientation, which consists of 15 total days of classroom
lessons and on-site visits, is aimed at imparting strategic
guidelines and the business vision, while teaching new
hires about processes, players and the main railway sys-
tems in Italy, sharing values and technical/railway knowl-
edge. In 2014, two complete sessions were organised,
with the involvement of 40 resources at Group level.
The same target group was also involved in an online
managerial training course organised about a year and
a half after the orientation. The focus of this training
course was on developing basic behavioural skills: work-
ing for project objectives, team work, learning to com-
municate and being proactive. The course, which
consisted of 10 classroom days, involved 37 resources
in two sessions. 

M A N A G E R I A L  T R A I N I N G

Specific focus was devoted to the Group’s junior man-
agers with responsibility for operating structures and
those holding management positions.
Specifically, the management position training involved
96 junior managers and was aimed at training and de-
veloping in the management of human resources in
terms of the objective assessment of people, team build-
ing and leadership, motivation management, setting ob-
jectives and managing feedback for value enhancement
and development.
The “Managerial skill development” project continued,

giving 33 junior managers the chance to ramp up their
managerial growth. The project also entailed one-on-one
coaching with mentors from within the Group to support
managers in their growth paths.
Managerial training for managers focused on two initiatives:
• managerial workshop in two 2-day modules for the

development of the main empathetic leadership skills,
with the participation of 30 managers;

• registration for ongoing Ambrosetti refresher courses,
which enabled 130 Group managers to receive train-
ing and updates on economic policy, finance, market
and business. 

All target groups (managers, junior managers and uni-
versity graduates) received various training courses in
2014, with different levels of depth, on economics, pro-
viding the total of 170 trainees with the theories and
tools to support their specific business, financial and
asset management activities.
The definition of a training model on the remuneration of
invested capital considered the key elements in measur-
ing value in the context of Trenitalia's regional transport
business. The pilot session involved 27 people including
regional Directors and managers in the maintenance and
production areas of the Regional Passenger Division.

P R O F E S S I O N A L  T E C H N I C A L  T R A I N I N G

Professional technical training, with roughly 297,000
man-days of training provided, focused on imparting and
updating specialised know-how for the main profes-
sional families. 

C
o

rp
o

ra
te

 G
o

ve
rn

an
ce

B
us

in
es

s 
id

en
ti

ty
E

co
no

m
ic

 r
es

p
o

ns
ib

ili
ty

P
ro

d
uc

t 
lia

b
ili

ty
S

o
ci

al
 r

es
p

o
ns

ib
ili

ty
E

nv
ir

o
nm

en
ta

l r
es

p
o

ns
ib

ili
ty



134 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

Training continued on the environment and sustainabil-
ity through ad hoc training activities (e.g., training for 39
auditors on methodologies and tools to manage the ac-
tivities provided for by the Group’s governance model
and environmental management systems). 
Training and updates continued for the tax and audit
families, involving 62 tax resources and 80 audit re-
sources. 
Training for human resources consisted of certifying 14
new assessors and maintaining expertise for 30 internal
coaches.
In 2014, the parent invested significantly in occupational
health and safety training, with specific focus on behav-
iour. Roughly 200 employees, including managers, nom-
inees and workers, received training. 
In addition to continuing the development of training
projects to support the specialised technical skills used
in their specific business, the individual Group compa-
nies devoted particular attention to customer-related as-
pects, occupational health and safety and the
continuous improvement of operational processes.

C R O S S  T R A I N I N G

In 2014, there was a sharp increase in the volumes and
budget dedicated to individual and collective language
training.

3.4%cross
training

93.5%technical/
professional

traiNiNG days 
by subJect area – 2014

managerial 2.6%
institutional 0.5%

traiNiNG days 
by professioNal level -  2014

43.0%White collars

0.7%managers

15.3%Junior 
managers

blue collars 41.1%
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TRAINING DAYS BY PROFESSIONAL LEVEL

0 25,000 50,000 75,000 100,000 125,000 150,000 175,000 200,000

Men Women Total

1,669
2,103

434

41,965
48,521

6,556

116,581
136,625

20,044

126,383
130,536

4,153

Managers

Junior managers

White collars 

Blue collars

TREND IN TRAINING DAYS

0 50,000 100,000 150,000 200,000 250,000 300,000 350,000 400,000

2014 2013 2012

2,440
1,913

2,103

59,710
53,286

48,521

129,032
131,246

136,625

136,287
160,977

130,536

327,469
347,422

317,785

Managers

Junior managers

White collars

Blue collars

Total
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Employer branding and recruitment 

In 2014, internal job posting was promoted to facilitate
the development and retention of human resources
within the Group companies through professional diver-
sification and job rotation among the various companies.
Specifically, to cover 36 positions, 20 jobs were posted,
leading to the evaluation of over 440 applications and
the identification of some 30 suitable candidates. 
Candidates from outside the company were considered
mainly for specialised professional positions that were
difficult to fill using resources already inside the Group. In
this respect, 28 searches were conducted to fill 42 po-
sitions, with the evaluation of around 2,050 applications
and the identification of 94 suitable candidates.
New employees were hired in accordance with the prin-
ciples endorsed in the Code of Ethics, and with fairness
and transparency in particular, ensuring equal opportu-
nities for all candidates and consistent assessment cri-
teria applied in the various selection processes for fresh
university graduates, professionals and managers
throughout the various Group companies.
In the selection of operational personnel, while uphold-
ing the Group’s principles and guidelines, each company
followed its own specific procedures, considering the
candidate’s residence in the region where the job was
based as a priority requisite.
Communication channels for professional opportunities
within the companies were expanded with the creation
of a career page for the Group on Linkedin. 

Significant changes were made to the “Work with us”
section of the Group’s website to meet the most fre-
quent requests from candidates, such as being able to
meet with recruiters, knowing response times after
sending their CV and learning about the job location and
positions to be filled.
Furthermore, again in 2014, the Group promoted signif-
icant employer branding initiatives:
• aligning school and university training to meet busi-

ness requirements;

• developing excellent training to ensure innovation and
development in the production system;

• guiding and introducing young people to the employ-
ment experience;

• consolidating the Group’s highly attractive image with
young people, emphasising the quality and innovation
of processes underway.

In particular, the following activities were carried out:
• “Master in Engineering of Infrastructure and Railway

Systems”, in collaboration with Università La Sapienza

type of contract 2012 2013 2014

Apprenticeship 38 263 143

First job Law of 30/2003 23 2 0

Fixed-term* 316 189 199

Open-ended - full time 101 131 156

Open-ended - part time 2 7 0

Total 480 592 498

* Including fixed-term contracts in the ferrying sector
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of Rome, Roma Metropolitane, Bombardier, Almaviva
and the Finmeccanica Group: a multi-disciplinary spe-
cialisation course in the railway transport sector that
trained 30 top-level engineers;

• “Master in Homeland Security”, in partnership with the
Campus Bio Medico of Rome and other Italian and in-
ternational companies to transform know-now about
business security into an asset and develop cutting-
edge professional skills in the sector;

• Master in “Procurement Management”, in collabora-
tion with Università di Roma Tor Vergata, with the
Group contributing by financing scholarships to train
procurement professionals for the domestic and for-
eign labour market;

• work experience and support in the preparation of uni-
versity theses to foster an exchange of company and
university know-how through the development of
training projects and innovative aspects, respectively;

• seminars to develop personal skills within the Group
companies;

• university competitions/business games to attract and
train talent through national tournaments in which en-
gineering students at major universities compete;

• development of relationships with schools, offering
students at the best institutes “FS Open Days”, sum-
mer work experience, support in their theses and
training on railway culture;

• alternating school/work paths to enable students to
learn about the company and its main jobs first hand;

• updates to the “Work with us” section of the website
and development of the company’s profile on other
employment websites;

• career days and job meetings in which the Ferrovie
dello Stato Italiane Group, the job opportunities in the
various companies and the hiring and development
policies are presented;

• Big Company Engineering” project to offer engineering
students the chance to learn up close and firsthand
about the companies through orientation seminars
and workshops within university courses and innova-
tive research projects, events and meetings between
managers and students.

All this, and more, put the FS Group first in the “Best
Employer of Choice 2014” ranking, a statistics-based
survey of a sample of 2,500 fresh university graduates.
In addition, the Group won an award for the “Work with
us” section of its website, taking third place out of 81 in
a survey conducted by Potential Park, a company based
in Stockholm.

Internal communication 

2014 saw the implementation of the new internal com-
munications model, which was fine-tuned in 2013 to in-
volve an increasingly larger number of employees,
particularly through the identification of key figures in
local communication processes. 
To this end, 14 meetings were scheduled and held with
the involvement of roughly 1,200 local managers about
engagement and involvement, with very positive feedback. 
During the year, through company communication chan-
nels and, in particular, using the intranet, which on a busi-
ness day receives an average of 15,000 hits, business
issues, the performance of accounts and environmental
and social sustainability were constantly referred to. 
Furthermore, the Group carried out awareness cam-
paigns on health issues and, in particular, on cancer pre-
vention, good eating habits and healthy lifestyles.
The Group’s participation in group activities included the
Race for the Cure. The Group’s team, with over 600
members, was awarded as one of the most numerous.
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5.1.4 Diversity 
and equal opportunities 
G R I  L A 1 3

The Ferrovie dello Stato Italiane Group manages human
resources in complete compliance with the rights guar-
anteed by legislation and labour agreements, without
discriminating based on sex, ethnicity, language, religion,
political opinions or personal/social status. Through the
Equal Opportunities Committee, the Group promotes ini-
tiatives and positive actions to offer women workers
more favourable conditions and greater opportunities. 
In 2014, as part of the performance of its obligations
under the national labour agreement for the
mobility/railway sector, the Equal Opportunities Com-

mittee continued to support women’s shifts (shorter
shifts upon their return from maternity leave) for on-
board personnel. It also promoted “Frecciarosa” sem-
inars on prevention issues affecting women (cancer
prevention and prevention of occupational injuries)
and, with the support of anti-assault institutions and
associations, spread awareness among travellers
about violence against women by distributing train-
ing/information material at train stations. 
At the end of 2014, women made up approximately
14% of the Group’s employees, in line with 2013.

perceNtaGe of WomeN by positioN level

0% 2% 4% 6% 8% 10% 12% 14% 16% 18% 20%

2014 2013 2012
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5.23%
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Junior managers

White collars

blue collars
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As part of the diversity management project, in 2014,
the Group promoted the following initiatives:
• maternity training and multi-faceted leadership: an-

other two sessions were held for about 30 women
after they returned from maternity leave and to about
25 of their direct or higher supervisors. The main ob-
jectives of the course were to provide women with the
tools to establish a balance between their professional
life and family life, instil a greater understanding in di-
rect supervisors about motherhood and develop
multi-faceted leadership awareness and tools to man-
age motivation, motivate and encourage professional
efficiency;

• publication of maternity leave guidelines: “Guidelines
for the management of maternity leave in the Ferrovie
dello Stato Italiane Group” were prepared and pub-
lished via internal communication channels. They con-
sist of three separate guides, one for mothers, one for
supervisors and one for the Human Resources De-
partment, providing instructions, recommendations
and proposals on how to best manage maternity be-
fore, during and after leave. The personnel offices give
the manuals to women and their supervisors when
they announce the maternity;

• telecommuting/smart working project: the analysis
and design of a telecommuting/smart working test
began within the Group. To this end, the Group looked
at other large Italian companies to see how they ap-
plied these polices. Furthermore, the Group began
analysing the related legislation and set up a work
group to design the test in detail;

• DyMove project: in partnership with the Prime Minis-
ter’s Anti-Racial Discrimination, the Group presented
and obtained financing from the EU for the DyMove
project “to value diversity in government and public
service companies”, to spread awareness about the
fight against racial discrimination. The plan for this
project includes carrying out communications cam-
paigns in 2015 with customers and training for Group
personnel on multi-culturalism. The aim is to encour-
age people to think about the value of diversity and to
provide communications tools and techniques that re-
spect cultural differences;

• benchmarking people caring: a benchmarking analy-
sis began on people caring to initiate discussion about
and evaluation of initiatives that could encourage a
better balance between personal needs and organi-
sational requirements.
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5.1.5 Safety in the workplace
and protecting health 
G R I  L A 6  |  L A 7  |  L A 8

In 2014, in line with the aim of reducing accidents and
improving prevention, as set forth in the 2011-2015
medium term guidelines, the Group companies consol-
idated prevention activities through projects to improve
the characteristics of health and safety in the workplace
management systems and to reduce accidents in the
workplace.
The Group companies are expanding the tools already in
use to analyse non-conformities and the causes of ac-
cidents with new projects to analyse “previous experi-
ence”, focused on statistics, human error engineering
and the emotional depiction of safe conduct. These or-
ganisational safety learning initiatives were presented by
experts from INAIL (the Italian labour insurance institute)
and the La Sapienza University in Rome in April during
the workshop titled “Learning about unfortunate and un-
foreseeable events”, in which over 200 health and safety
managers from the Group companies participated.
To examine occupational health and safety responsibil-
ity and organisation, a seminar was held in May titled
“Structure of occupational health and safety responsi-
bilities for production units”.

In line with EU guidelines for the prevention of the abuse
of alcohol and drugs, the Group is promoting healthy
lifestyles that prevent the related dependence and dis-
ease in its employees, through specific awareness cam-
paigns.
Based on data (not yet consolidated) provided by the
national insurance agency, Inail, the Group’s trend in ac-
cidents in the workplace shows additional improve-
ments, and is better than the targets it had set: the
number of accidents decreased by more than 13%
compared to the target of 3%, and the accident rate im-
proved by 10%, compared to a target reduction of 2%.
The data on indemnified accidents in transit were nearly
the same as in 2013. Accordingly, the ongoing develop-
ment trend of all five previous years continues. On the
other hand, deaths caused by being hit by trains, elec-
trocution and shunting in stations, show a negative
trend.
About 18% of man-days in the technical/professional
learning area were devoted to occupational health and
safety and environment training, for a total of 54,701
main-days. 
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the Group compaNies’  occupatioNal health aNd safety orGaNisatioN 1

2012 2013 2014

Number of production units 127 129 123

Production units with occupational safety certification 127 95 95

Prevention and Protection Representatives 127 129 113

Company doctors 150 160 190

Workers’ Safety Representatives2 534 534 534

Personnel subject to health monitoring check-ups 49,166 47,503 46,753

Personnel subject to railway safety medical check-ups 15,308 14,012 14,646

1. The data refer to the following companies: Ferrovie dello Stato Italiane, RFI, Trenitalia, Ferservizi, Italferr and FS Sistemi Urbani

2 The number of Workers’ Safety Representatives has been defined by union agreement in 2014, in compliance with the law. 
Such agreement is supposed to be redefined in 2015

accideNts iNdemNified by iNail , With accideNts iN the Workplace 
aNd iN traNsit shoWN separately 1

2010 2011 2012 2013 2014 2

Accidents in the workplace 2,901 2,555 2,197 1,960 1,688

Frequency3 38.32 36.29 32.79 30.43 27.37

Fatalities 5 2 1 3 5

Seriousness index4 1,354 1,296 1,210 1,106 n.d.

Accidents in transit 475 418 420 316 297

1. The slight differences with the data published in the 2013 Sustainability Report are due to changes in Inail’s data

2. Inail data for 20144 at 10/03/2015 subject to consolidation

3. Frequency rate: [no. of accidents at work/amount]* 1,000 employees, calculated in accordance with European ESAW standards

4. Seriousness index: [number of missed days/amount]* 1,000 employees

accideNts iNdemNified by iNail  – WomeN

2010 2011 2012 2013 2014 1

Frequency - Women 309 276 230 231 196

Accidents - Women 30.88 29.21 25.11 25.80 23.01

1. Inail data for 2014 at 10/03/2015 subject to consolidation
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5.1.6 Industrial Relations
G R I  4 . 1 2  |  H R 5  |  L A 5  |  L A 7  |  

L A 9  |  L A 1 1  |  L A 1 5

Relationships with trade unions are based on utmost re-
spect for the commitments required by the relevant Ital-
ian legislation and applicable contracts. 
The trade unions receive the required disclosures and
carry out bargaining activities in accordance with the na-
tional labour agreement104. Changes to the overall cor-
porate organisational structures and those of the
individual production units are disclosed to the trade
unions. 
The national labour agreement requires that before
changes can be made to the organisation of labour and
the structure of time shifts, they must be specifically ne-
gotiated, with the negotiation procedure ending within
no more than 20 days after it begins. Negotiations with
the trade unions take place centrally through the re-
spective national divisions and locally through the re-
gional divisions, in conjunction with the unit trade union
representatives. 
The Group has formal agreements in place with the
trade unions protecting workers’ health and safety, to
promote projects that foster a culture of safety and pre-
vention among workers by constantly updating em-
ployee training and with the introduction of new
equipment and new technologies.
With respect to the “Fund for the pursuit of active poli-
cies to support income and employ Group companies’

personnel”, on 23 May 2014, an agreement was signed
with the trade unions agreeing to ask the fund’s admin-
istration committee to call an extraordinary meeting to
expand the validity of the local agreements signed in
2013 to 2014 as well. Following this agreement, another
389 employees were included in the programme, which
already consisted of 875 receiving the extraordinary ben-
efits under the fund.
In July 2014, upon the request of the agreeing organi-
sations and in compliance with the contractual proce-
dures in this respect, Agens (the transport and service
agency confederation) began negotiations to renew the
national labour agreement for the 2012 railway redun-
dancy/contractual areas applicable to the company’s
employees which expired on 31 December 2014. 
At international level, through CER (the Community of
European Railway and Infrastructure Companies), the
Group continued to monitor developments in the leg-
islative revision of the IV railway package for as far as it
is concerned, with specific regard to the “social clause”
within the scope of LPT tenders.
In terms of the protection of personal data, in 2014, the
Group’s managers received instructions after the Per-
sonal Data Protection Authority issued specific meas-
ures and guidelines105.
The percentage of Group employees who are members
of trade unions106 decreased from 64.77% in 2013 to
64.12% in 2014. On the other hand, the absenteeism
rate was 8.8% in 2014 and 8.7% in the previous year.
2014 saw an increase in the number of hours missed
due to strikes, mainly as a result of “political” strikes.

2012 2013 2014

Absenteeism rate* 8.4% 8.7% 8.8%

Missed hours due to strikes** 145,231 49,669 167,439

* The data refer to the following companies: Ferrovie dello Stato Italiane, Trenitalia, RFI, Italferr, 
Ferservizi, FS Logistica, FS Jit and FS Sistemi Urbani and do not include the ferrying sector. 
The absentee rate includes, in particular, missed hours due to illness, injury, maternity, strikes,
the circumstances covered by Law no. 104, study leave, wedding leave and compensatory 
time off

** The data refer to the following companies: Ferrovie dello Stato Italiane, RFI, Trenitalia, Ferservizi,
Italferr and FS Sistemi Urbani

104. The trade unions’ role is to ensure that there are no risks to the freedom of association and bargaining within the Ferrovie dello
Stato Italiane Group.

105. With respect to: general authorisation for the treatment of sensitive and legal data, the simplified methods for disclosing and ob-
taining consent for the administrators of websites that use cookies for profiling and marketing purposes, employers’ treatment of
data relating to employees’ absences, the possibility of requesting, in exceptional cases, the Data Protection Authority to extend
the length of time that recorded images can be kept.

106. The data refer to the following companies: Ferrovie dello Stato Italiane, Trenitalia, RFI, Italferr, Ferservizi and FS Sistemi Urbani. 
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Parental leave

For the first eight months of a baby’s life, in addition to
the mandatory maternity leave established by law, em-
ployees (father and/or mother) may opt to take a period
of voluntary leave for up to a maximum of six months for
each parent, but the parental leave may not exceed a
total of 11 months for both parents.
The national labour agreement for the Mobility sector
dated 20 July 2012 implements the provisions of Leg-
islative decree no. 151/2011107 and establishes, in the
Group’s supplementary contract, better economic con-
ditions during the voluntary leave for any employee who
takes it.
The number of employees who took at least one day of
parental leave108 in 2014 is detailed as follows:

To complete maternity protection measures, the Group
also offers leave for prenatal medical appointments and
tests, as well as for check-ups for babies. Also in this
case, the Group’s supplementary contract provides for
better terms than those under the applicable national
labour agreement.
No members of Group personnel took any action in re-
sponse to acts of discrimination (based on sex, ethnic-
ity, region, political opinions, nationality or social
background) or for violations of human rights.

No. days

Women 848 24,874

Men 3,005 48,460

Total 3,853 73,334

107. Consolidated act of legislation protecting and supporting parenthood.
108. The data refer to the following companies: Trenitalia, RFI, Ferrovie dello Stato Italiane, Ferservizi, FS Logistica, FS Jit, FS Sistemi

Urbani and Italferr.
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5.1.7 Disputes 
with employees
G R I  S O 8

The figures shown in the table refer to labour disputes,
as determined at 31 December 2014, and appeals filed
in 2014. The data relate to lawsuits filed by employees,
former employees or workers for the companies that
provide contracted services to Group companies.
The most frequent types of disputes in 2014 are detailed
below by potential costs:
1.Claims for promotions.

These are human resource management disputes and
are a significant issue for the Group companies, both
in terms of costs and consequences on the organisa-
tional plan.

2.Claims for subordinated employment contracts
against Group companies for alleged violation of cur-
rent labour legislation prohibiting the interposition of
labour. 
In the light of current legislation, disputes in which the
fraudulent interposition of labour remain significant,
especially in terms of the companies’ financial expo-
sure.
In order to reduce the costs arising from the assign-
ment of contracting companies’ personnel in positions
at Group companies, the Group seeks to settle these
disputes if the Group companies are found in viola-
tion, by paying amounts out of court in exchange for
the charges to be dropped.

3.Joint obligation.
There has been a decrease with respect to previous
years in the number of disputes pursuant to article
29.2 of Legislative decree no. 276/2003 initiated by
employees of contracting companies that, when their
employers are insolvent, turn to the Group companies,
as customers, for payment of outstanding amounts
due from the contractor for remuneration and contri-
butions.
In this respect, the Supreme Court’s ruling no.
15432/2014 upheld the non-applicability of article 29
of Legislative decree no. 276/03 for public contracts,
as the contractor’s or sub-contractor’s employees

must use the special tools available to them for their
protection under articles 4 and 5 of Presidential de-
cree no. 207/2010. 

4.Conversion of fixed-term employment contracts in the
shipping sector into open-ended contracts.
As in the past, there was no increase in the number of
disputes initiated by workers in the shipping sector re-
questing open-ended subordinated employment con-
tracts with RFI in 2014.
The previous decisions by the Messina Court of Ap-
peals in the company’s favour have now reached the
Court of Cassation, which, following the ruling by the
European Justice Court, annulled the decisions and
sent the case to the relevant court of appeals to de-
cide whether, in these cases, the renewal of fixed-term
contracts was used to evade the application of regu-
lations on open-ended contracts under the shipping
code.

2012 2013 2014

Disputes with compensation  no. 2,749 2,945 2,398

Pending disputes no. 7,488 6,600 5,144

Economic value of the disputes Euro 41,003,000 46,534,000 47,678,000
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5.2.1 Solidarity initiatives

The Ferrovie dello Stato Italiane Group’s calling to sup-
port solidarity initiatives has always been a fundamental
value, and for years, it has been tangibly committed to
carrying out projects and initiatives to help disadvan-
taged people.
In particular, the Group has embraced a policy to sup-
port and plan social initiatives in the railway areas, in col-
laboration with local associations and bodies. It has
promoted many initiatives in 2014.

Help centre centres and shelters

The current emergency of disadvantaged people covers
all of Italy and is concentrated especially in train stations:
help centres constitute a large solidarity project that the

Group promotes and carries out in collaboration with
local bodies and charitable organisations to help reduce
these difficulties. Help centres are “low threshold” cen-
tres, i.e., there is no entrance and they are located in-
side and/or near train stations. The purpose is to help
disadvantaged people recover, in collaboration with the
social services and local institutions established for this
purpose. To create the help centres, the Group offers
premises inside or nearby trade stations on free loan to
associations and bodies that help marginalised and so-
cially disadvantaged people.
The help centre network currently covers 15 train sta-
tions from Northern to Southern Italy. In the past year,
given the significant flow of immigrants, efforts have in-
tensified to find new spaces for help centres in the
South.

5.2 Community 
G R I  2 . 1 0  |  4 . 1 2  |  E C 1  |  E C 8  |  H R 3  |  L A 8  |  P R 1  |  S O 1
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In addition to the help centres, shelters have been cre-
ated in railway premises no longer in use and now man-
aged by a variety of charitable organisations: 
• the “Don Luigi Di Liegro” shelter at Roma Termini;
• the “Rifugio Caritas” shelter in Milan, managed by Car-

itas Ambrosiana, which was given another area meas-
uring about 460 m2;

• the “Binario 95” day shelter in Rome;
• the “Pedro Arrupe” shelter for those seeking asylum

and political refugees, managed by the “Centro Astalli”
association”109.

The total surface area granted under free loan agree-
ments for social activities in 2014 measures 18,187 m2,
with a total estimated value of €27,280,500110.
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statioN help ceNtre NetWork 

p o t e N t i a l 1e x i s t i N G

Pistoia Rome

PratoChivasso

Pisa Milan

LivornoGenoa

Firenze Campo di Marte Messina

Firenze Rifredi Bologna

ViareggioBari

Genoa (P. Principe)Pescara

PalermoFoggia2

Villa San GiovanniNaples 

Venezia MestreCatania

Turin

Florence Santa Maria Novella

Melfi

Reggio Calabria3

Trieste4

1. The memorandum of understanding with the Tuscany regional authorities could lead 
to the opening of new centres at the stations in the region: Pistoia, Prato, Pisa, Livorno, 
Firenze Campo di Marte and Firenze Rifredi. Specifically, the formal preparation 
of the free loan agreement is being completed in Viareggio and it will most likely be 
the first help centre created following the memorandum

2. As a result of the financial difficulties faced during the year, the Foggia help centre 
was manned but did not carry out any activities

3. Additional help centres are scheduled to open in Southern Italy in strategic areas 
for new immigrants. This strategy includes the Reggio Calabria help centre, 
with the ribbon cutting on 31 December 2014 with local institutions and churches present.
It will be managed by religious charitable organisations, in accordance 
with the Reggio Calabria associations

4. The plan for the Trieste Help centre was presented during a conference held 
on 3 September 2014 at the station, where an agreement was officially signed 
for the free loan of space to the municipal authorities. 
Renovations are underway and the centre is slated to open after summer 2015

109. The centre has operated in the former Rome shunting site Ferrotel since 2002, with the support of the United Nations High Com-
missioner for Refugees, and is part of the National Asylum Project promoted by the Ministry of the Interior, Anci and the Rome
municipal authorities. Its activities consist of: professional training, educational projects for minors, Italian language courses to help
guests integrate socially and find jobs. Spaces have been granted for social and cultural activities, such as the Shoah Museum
inside the Milano Centrale station.

110.The surface area data include the help centre network (1,898,898 m²) and the shelters (9,289 m²). In addition, spaces have been
granted for social and cultural purposes, such as the Shoah Memorial (7,000 m² at the Milano Centrale station, with a market value
of €10,500,000), granted to the Shoah foundation for a symbolic fee. The total value therefore comes to € 27,280,500, calcula-
ted by multiplying the total surface area (18,187 m²) by the average market value of € 1,500/ m². Ferservizi provided the latter fi-
gure (unchanged with respect to the previous year) by referring to average market values for properties in large cities that have
partially deteriorated and are in areas with low commercial value. 
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111. To collect and analyse data, ONDS uses the IT platform Anthology specifically created with the contribution of all network players
and which won the Sodalitas Social Innovation Award in 2012.

112. Actions to help people achieve social reintegration and find jobs.
113. All steps to provide basic services such as breakfast, canteen, showers, food and clothing banks and toilets are offered to iden-

tified or anonymous users who arrive at the individual centres.
114. Source: www.unhcr.org/pages/4a1d406060.html.

the help ceNtre NetWork’s maiN services aNd averaGe impact1

2013 2014 2014 vs 2013

Total days open days 3,744 3,570 -5% 2

Total hours open hours 23,660 29,369 +24%

Social assistance projects no. 82,534 139,978 +70%

Low threshold projects no. 133,196 330,844 +148%

Total people served no. 25,110 31,702 +26%

Total new people served no. 12,040 17,184 +43%

Average impact

Social projects/day no. 284 448 +58%

Low threshold projects/day no. 442 1,105 +150%

Users/day no. 79 96 +21%

New users/days no. 39 52 +33%

1. The “daily average” is the sum of the average projects performed by each centre for every day that it is open. 
If, for example, the Rome centre is only open one day per year and performs five projects, its daily average will
be five. If the Milan centre is open three days per year and performs four projects for each day that it is open, its
average per day will be four. The average of the network consisting of two centres, in this case, is therefore
5+4=9, which differs from the average calculated as the sum of the projects of the centres divided by the sum
of the days that they are open (5+4+4+4)/(1+3) = 4.25

2. Negative variation is due the difficult situation at the Foggia Help center – opened but not operative – and at the
Bologna’s one, which had been closed for several months. All the others Help centers had been opened longer,
so explaining the total hours open increase recorded in 2014

So that the help centres work in synergy, the Group col-
laborates closely with ONDS, the National Observatory
for the Disadvantaged and Solidarity at Stations. ONDS,
which is managed by a social cooperative, Europe Con-
sulting Onlus, coordinates all training for help centre per-
sonnel and conducts detailed analyses on social
disadvantage111.
In 2014, compared to 2013, active help centres posted
a total increase of 26% in the number of users served,

alongside a 43% increase in the number of new users
served, i.e., those who used the help centre for the first
time during the year. Social assistance112 projects also
increased considerably (+70%), along with low threshold
projects113 for the people assisted (+ 151%). One of the
reasons for this exponential increase, particularly, in low
threshold services, was presumably the arrival of mas-
sive numbers of immigrants to the southern shores of
Italy in 2014 (over 170,000 people114).
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* In this and the following charts, the Bologna figure only refers to the first seven months of 2014. Data collection was suspended due to renovations.
The chart does not include Foggia, which did not operate in 2014 due to a lack of funding, Reggio Calabria, which was symbolically opened on 31 December
2014, and Trieste, where renovations are underway

TOTAL ONDS NETWORK HISTORICAL USERS AND NEW USERS (LOGARITHM SCALE)  IN 2014*
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New users 53 100 833 11,005 142 723 173 1,722 512 2 553 470 896

Total users 760 400 1,504 21,041 419 1,093 493 2,927 989 66 553 524 933

The chart below shows the percentage of new users,
highlighting the concentration in Southern Italy.
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breakdoWN of NeW users by GeNder
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Fund raising campaign 

During the 2014 Christmas season, a solidarity cam-
paign called “It takes more than things to emerge from
poverty” to renovate the new Rifiugio Caritas day shelter
at the Milano Centrale train station was launched. Vol-
unteers from the Group and the charitable organisation
gave passengers on Frecce trains chocolate bars in ex-
change for donations. Other funds were raised at the
station, where customers could make donations at the
self-service ticket machines, ticket offices and at the
FrecciaClub. Internal fund raising among the Group’s
employees also contributed to the end result115.
Finally, January 2014 saw the conclusion of the “Casa
Dolce Caritas” solidarity campaign promoted by the
Group and Caritas Romana to support the completion
and renovation of the “Don Luigi Di Liegro” shelter at the
Roma Termini station, Italy’s largest homeless shelter116.
The final total raised was over €200,000.
The “Casa Dolce Caritas” campaign was awarded as
one of the best Italian social responsibility projects at the
Sodalitas Social Awards for 2014, along with the Frec-
ciarosa project.

National and European projects 

During the year, the Group prepared a “Winter emer-
gency plan” to reinforce the activities that the help cen-
tres117 and major Italian charitable organisations carry
out during the cold winter months. In particular, via the
network of help centres and organisations, about 2,000
blankets, 19,600 chocolate bars and 4,900 containers
of condensed milk provided by Trenitalia were distrib-
uted to homeless people. 
Following the completion of the “Hope in Stations” and
“Work in Stations” projects, the European Commission
approved financing for a new project called “Train in Sta-
tions” in which the Italian, French, Luxembourg and Bul-
garian railways will jointly plan training courses on social
issues. 

115. The Christmas fund raising campaign is held every year to support the large charitable organisations in their initiatives to help di-
sadvantaged people.

116. The shelter at Roma Termini has 34 new rooms (73,000 overnight stays per year) for homeless people who, without this shelter,
would sleep in the station or on the streets nearby.

117. In particular, the Rome, Reggio Calabria, Messina, Bari and Naples centres were involved.
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Socio-labour repercussions 
of the help centres

In 2014, the Ferrovie dello Stato Italiane Group commit-
ted roughly € 270,000 to activities and projects to help
socially disadvantaged people, with repercussions on
employment for social workers at the shelters and for
the disadvantage people’s gainful employment and rein-
tegration in society.

For example, the social cooperative structure that man-
ages the help centre and “Platform 95” at Roma Termini,
which began in 2002 with a staff of six people, has pro-
gressively increased the number of social workers
staffing the centre to a total of 54 workers directly or in-
directly permanently at the centre at 31 December 2014
in the design or management of station services118.
In each month of 2014, the Platform 95 centre at Roma
Termini assisted an average of 30 people socially reinte-
grate and find jobs. Two of these people found perma-
nent positions at the social awareness publication
“Shaker, pensieri senza dimora”, whose editorial offices
are in the same space on Via Marsala 95 that the Group
granted on free loan. In addition, four disadvantaged
people have, for many years, permanently contributed
to Platform 95 services or the social awareness publi-
cation.

Furthermore, the Florence help centre at the Santa Maria
Novella train station stood out in 2014 for the start of
professional training for disadvantaged people. Italian
and English courses, IT courses and family assistance
courses were held with 156 participants, 112 of whom
found employment.
Thanks to help centre activities, in the past three years,
12 families, including three in 2014, who lived in the Flo-
rence railway area, found a home and, through the em-
ployment assistance services, were able to pay their
rent. 

118. A few of these (about ten) are not directly used for the station but rather for parallel services (immigration office in Rome and the
Civil Protection Service office); all contribute to the cooperative’s overall work.

ecoNomic value of social activities

a c t i v i t i e s d e ta i l  o f  a c t i v i t i e s a m o u N t  ( € )

Social disadvantage 
and solidarity initiatives 
at stations

Convention of the National Observatory on Disadvantage
and Solidarity at train stations; opening of new help centres;
use of unmanned stations and social spaces, projects 
and initiatives to assist people during cold weather 229,857

European social initiative
and station activities 

Gare Européenne et Solidarité network activities 
18,444

Other social initiatives Support for social reintegration/return home to family
following release from prison, motivational days 
and fund raising campaign with FS volunteers, 
online information services  8,758

Communication projects on
the Group’s corporate social
responsibility (“CSR”) 

Discussion about CSR issues, with an international
approach for companies, the public administration and
charitable organisations 13,000

Total 270,059
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Reuse of real estate asset 
and railway lines no longer in use

The Ferrovie dello Stato Italiane Group owns not only as-
sets that are functional for its core business, but also ex-
tensive real estate holdings, some of which are no longer
used, consisting of train stations, booths and tracks.

In the 509 train stations redeveloped for social use, ap-
proximately 67,000 m2 has been granted on free loan,
with a market value of €67,000,000119. 
A few examples of redeveloped areas are:

Unmanned stations Stations operating without railway personnel 1,738

Stations redeveloped 
for social use 

Red Cross, charities, fire brigade, civil protection service, natural parks,
environmental and cultural associations 509

119. Ferservizi estimated the average value per square metre as €1,000/ m2, as these are non-prime properties located in areas wi-
thout significant commercial value in small and medium-size cities. 

status of the redevelopmeNt of real estate assets

Civitella Roveto train station 
(Avezzano-Roccasecca section)

Milan S. Cristoforo 

Local Green Cross

Depot for trains departing for Lourdes, managed by Unitalsi

Lissone 
(Milan-Chiasso line)

Office for equal opportunities and sustainable mobility
associations 

Ceccano Eco-station 
(Rome-Naples line)

Valle del Sacco centre for environmental education managed 
by the Tolerus association/research centre

Arce 
(former station depot - Roccasecca-Avezzano line)

Office for the “La Lanterna” multi-association centre, which
organises activities for residents and foreigners facing difficulties 

Cervia station
(Emilia Romagna)

There’s “space at the table” at stations

Gaggiano station
(Lombardy)

Fair trade and anti-mafia along the tracks

Pedaso station
(Marche)

Caritas warehouse for the re-use of clothing

Boscoreale station
(Campania)

From a dump to an art and civic centre
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On the basis of a protocol signed with Legambiente, the
Group granted premises at the Potenza Superiore and
Pescara Centrale stations on free loan or use as part of
the Green Station project.
The social project carried out in 2013 within unused
ground floor spaces at the Ronciglione station was fur-
ther strengthened. The “Cuore di Mamma Onlus” (a
mother’s heart) association had already opened shelter
and vacation centre for families with children suffering
from cancer. 

The complex social redevelopment project for Ferrovie
dello Stato Italiane’s vacant real estate assets, which in-
cludes this initiative, is one the most significant exam-
ples of the use of real estate for social purposes by a
company in Europe.
Finally, in Italy, there is a massive amount of railway lines
no longer in use, only partly owned by the Group, which
could potentially be used for greenways. Approximately
325 km of these lines has already been used for green-
ways.

Retired national railway lines 6,500 km

FS Italiane Group’s retired national railway lines (which could potentially be used as greenways) 2,000 km

Retired national railway lines used for non-motorised traffic 325 km

status of the redevelopmeNt of railWay liNes No loNGer iN use
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Ferrovie dello Stato’s commitment 
for the community 

The Ferrovie dello Stato Italiane Group’s commitment for
the community can also be seen in its periodic meetings
with associations representing consumers and people
with reduced mobility, in order to prevent any criticalities
and to develop projects to meet their needs. 
Furthermore, two years ago, the Group began meeting
annually with its main stakeholders, an occasion that has
enabled it to begin actively listening to their needs120.

R E L AT I O N S H I P S  

W I T H  C O N S U M E R  A S S O C I AT I O N S

National initiatives in this respect involve the national rep-
resentatives of consumer associations participating in
talks with the Group focusing on issues that relate to
customers in general (service quality, prices, legislation,
etc.). On the other hand, the purpose of meetings held
with local consumer representatives and the commuters’
committees are to meet specific local needs. 

Top management participates in the meetings and dis-
cussions with consumer associations and the same as-
sociations take part in public events organised by the
Group, demonstrating its attention to dialogue with
them. In particular the consumer associations partici-
pated in the local public transport forum held in Rome on
27 March 2014.
The Group is also an active participant in the Con-
sumers’ Forum, a body made up of the most important
consumer associations, some industrial and service
companies (such as Centromarca, Intesa San Paolo,
Poste Italiane, Telecom Italia, Vodafone and Wind), trade
associations (Confservizi, Federdistribuzione, Feder-
farma and UnionCamere) and universities (Università di
Catania, Università Roma Tre, Università di Siena and
Università di Torino).
By drawing on the technical/scientific contribution of uni-
versities and researchers, the Consumers’ Forum seeks
to create opportunities for the discussion and explo-
ration of issues of general interest, financed with budget
funds.

120. See the paragraph on “Stakeholders”.
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R E L AT I O N S H I P S  W I T H  D I S A B L E D  

P E R S O N  A S S O C I AT I O N S

Ensuring that people with reduced mobility have access
to railway services is one of the Ferrovie dello Stato Ital-
iane Group’s most important commitments.
In order to better understand the needs of people with
reduced mobility, the Group is committed to listening to
their suggestions and recommendations sent through
their associations, from design to inspection. For this
purpose, since 1998, a specific round table was set up
for discussion between the Group and the main associ-
ations representing disabled people. 
The meetings held in 2014 are listed below:

The Sala Blu rooms in the main terminals constitute the cen-
tral axis for the organisation of travel for disabled people121.
Since 2013, under a specific agreement with the asso-
ciations, RFI submits to INMACI122 in advance all tactile

walkway projects in new stations or stations undergo-
ing renovations, in order to receive feedback, findings
and proposals with respect to their suitability in ensuring
the best accessibility to the visually impaired. 

121. See the chapter on “Service quality”.
122. National Institute for the Autonomous Mobility of the Blind and Visually Impaired, consisting of the Association of Visually Impai-

red and The Italian Union of the Blind and Visually Impaired.

official meetiNGs With associatioNs for the disabled iN 2014

20 January
Milan

Start of activities to share the testing of the system for hearing device users in the Sala Blu at Milano Centrale

11 June
Rome

Meeting in Rome with FAND and FISH representatives for the associations’ involvement in training 
for RFI’s assistance service personnel

27 June 
Rome

Meeting in Rome with FAND and FISH representatives for the associations’ involvement in training 
for RFI’s assistance service personnel 

8 July 
Milan  

Meeting with the associations for the hearing impaired about testing the functions of the system 
for the hearing-impaired at the Sala Blu in Milano Centrale

18 July
Rome

Meeting with FAND and FISH representatives for the associations’ involvement in training 
for RFI’s assistance service personnel 

23 October 
Rapallo

Meeting with FAND and FISH to perform the technical test to have the Rapallo station certified 
for assistance services using forklifts

7 November 
Rome

Meeting with the associations for the visually impaired to present the tactile walkways using 
the Loges-Vet Evolution system, as recommended by the associations

14 November 
Rome 

Meeting with FAND and FISH representatives about the project to use the simultaneous translation system 
in the Sala Blu network

1 December 
Milan 

Meeting with ENS and specialists in the sector about the use of the simultaneous translation system

20 December
Rapallo

After the positive outcome of technical tests, in agreement with FAND and FISH, 
RFI activated the assistance services using forklifts at the Rapallo station.

d at e s u b J e c t
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5.2.2 Social and cultural 
activities

The FS Italiane Group’s commitment 
to culture

The Group sponsors national events like concerts, exhi-
bitions, performances, conventions and initiatives to
safeguard artistic, cultural and scientific heritage.
Again in 2014, the Group renewed a major partnership
with Italy’s leading foundations and museums to create
new travel opportunities by encouraging the use of trains
as the ideal way to reach cultural capitals, learn about
the country’s heritage and see the most important exhi-
bitions. 
The main events in which the FS Italiane Group partici-
pated in 2014 were:
• the large Complesso del Vittoriano exhibitions in

Rome: “Musée d’Orsay – Masterpieces”, “Mario Sironi
1885-1961”;

• the Venice Biennale (Art and Film Festival);
• the exhibitions at Palazzo Strozzi, Florence, the Scud-

erie del Quirinale and Palazzo delle Esposizioni in
Rome, Mart in Rovereto, Palazzo Reale in Milan and
Palazzo Ducale in Genoa;

• the exhibitions at the MAXXI museum in Rome.
In addition, it partners with Fondazione Musei Civici di
Venezia, Fondazione Mart di Trento e Rovereto and Fon-
dazione Agnelli di Torino, which offer benefits to visitors
who arrive by train. 
The Group is also a member of:
• Associazione Civita, a landmark in the national debate

for the protection and enhancement of cultural and
environmental heritage;

• Accademia Nazionale di Santa Cecilia, on whose be-
half it promotes concerts and events.

The FS Italiane Group’s commitment 
to crucial social issues

In 2014, together with leading associations in this field,
the Group developed initiatives to support current social
issues like protecting children’s health, preventing school
drop-out risk, promoting and protecting women’s health
and eco-sustainability. In particular, it developed the fol-
lowing projects:
• Frecciarosa Prevention travels at high speed

In October, breast cancer awareness month, the
Group held a series of initiatives and deals for women
travelling on the Frecce trains.

• Children’s train
An event promoted and organised by the “Pontificio
Consiglio della Cultura” and “Cortile dei Gentili” with
the sponsorship of the Ministry of Education, Univer-
sities and Research. A special Frecciargento train left
Naples and carried over 400 children at risk of drop-
ping out of school to the Vatican to meet the Pope.

• Green train
20,000 students and residents visited Legambiente
and Ferrovie dello Stato Italiane’s 25th annual Green
Train to promote a more sustainable lifestyle. 



156 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

5.2.2 Social and cultural 
activities

The FS Italiane Group’s commitment 
to culture
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5.2.3 Relationships 
with the media 
and new media

In 2014, the Ferrovie dello Stato Italiane Group managed
relationships with national, local and international
media123, and with online publications, websites and
blogs (web 2.0). It has its own Press Office to carry out
activities for this purpose, as well as the Group’s latest
external communication channels, which include: 
• the online newspaper fsnews.it;
• the company website fsitaliane.it;
• the radio FSNews Radio;
• the web television station La Freccia.TV;
• the Creative and Broadcasting departments’ audio-vi-

sual content;
• the La Freccia magazine, Frecciaviaggi, the special

La Freccia editions: La Freccia Fashion, La Freccia
Expo and the volumes created in collaboration with
Fondazione FS Italiane; 

• social networks (Twitter, YouTube, Facebook, Flickr,
Storify and FourSquare).

Relationships with the media 
and publishing activities

In 2014, Ferrovie dello Stato Italiane’s Press Office pre-
pared 1,460 documents, including press releases, notes
to the press, replies and technical charts. The decrease
in the production of documents (1,551 documents for
2013) is the result of a lack of material criticalities, like
the “snow and cold emergencies” that occurred in pre-
vious years.

123. Press agency and national, local and foreign newspapers, the free press, magazines and general and trade publications, televi-
sion and photography agencies.
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The Group communicates efficiently, including at local
level, through its nine local media correspondents which,
in 2014, produced 1,181 news documents, like press
releases, notes to the press, technical charts and replies,
over 80 news releases for the Group’s online newspa-
pers (fsnews.it).

In 2014, the economic weight of articles published by
national and local newspapers, in terms of the space
that news about the FS Italiane Group takes up in pages
and on the space devoted to the Group on TV and the
radio is about €100 million.

Publishing products 

The use of printed paper was reduced by approximately
20% on 2013, thanks to the increasingly frequent use of
the online publication of digital formats and digital trans-
mission. Paper publications are in any case printed on
certified FSC® (Forest Stewardship Council) paper.
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FSNews.it

FSNews.it, the Group’s online newspaper, remains a re-
liable service site for travellers. Indeed, in 2014, it
recorded peaks when particularly high-impact events for
travellers occurred (strikes, bad weather, etc.). Overall,
the site received 6,875,310 page views from 1,831,367
unique visitors.

In 2014, FSNews.it’s editors published over 5,500 pages
of news, profiles and focuses, in addition to over 1,300
press releases.

Page views Unique visitors

250,000

200,000

150,000

100,000

50,000

January February March April May June July August September October November December

1,630 Attachments

2,250 Images

1,282 Press
releases

8

5,588

Excel tables

2014

Home page,
news, 
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Multimedia
galleries

70

Video
flv

166
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Severe weather conditions throughout Italy
on 31 January 2014

Page views: 107,315
Visitors: 27,799

Strike
on 11 December 2014

Page views: 81,323
Visitors: 35,197

Fire at the Bologna hub
on 23 December 2014

Page views: 61,457
Visitors: 24,352
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FSNews Radio 

In 2014, the FSNews Radio editorial department broad-
cast 12 hours of live content per day, including news, in-
terviews and traffic information. 

FSNews Radio 

Nel corso del 2014 la redazione di FSNews Radio ha
messo in palinsesto 12 ore di diretta giornaliera, tra no-
tizie, interviste e informazioni sulla circolazione. 

2014

172 institutional 
interviews

622

31broadcasting
of special events

traffic
information

855 News 
about the ferrovie dello stato

italiane Group
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113 Video news

11Episodes of “La Piazzetta
della Fondazione”

1

206

Special content

2014

FS Italiane 
news

Focus

1

Video-tutorials 

26

Live 
streaming
13

La Freccia.TV 

La Freccia.TV is Ferrovie dello Stato Italiane’s
video-information channel. Its editorial depart-
ment creates content from concept to broad-
casting. In 2014, 358 videos and 13 live
streaming programmes were shown.
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Audio-visual content

In 2014, 79 institutional, promotional, advertising and
documentary films were made.

5 slideshows

32 institutional
videos

10 tv
advertisements

1

27

2014

selections
for newspapers 

and tv

advertisements
i

professional 
animated graphics

4

Editorial content of the La Freccia editions

The on-board magazines, La Freccia (monthly) and Frec-
ciaviaggi (quarterly), are printed and published online, as
are the editorial columns. 
La Freccia, a general-content magazine with a focus on
Ferrovie dello Stato Italiane, is also interactive: the aug-
mented reality application enables them to access im-
ages, videos, interviews and links. In 2014, new editorial
products were created for specific themes, such as spe-
cial La Freccia editions: La Freccia Fashion in June, de-
voted to the men’s fashion event, Pitti Uomo, La Freccia
Expo in December for the 2015 Universal Expo.
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Web & New Media 

In 2014, the Group’s website fsitaliane.it was expanded
to include Investor Relations and Corporate Social Re-
sponsibility sections, and other content was further de-
veloped to make the La Freccia magazine more visible,
strengthening the photo galleries of the Group’s main
events, introducing the schedule of events and FS press
releases and social widgets. 
Given his appointment as Extraordinary Commissioner
for the construction of works on the Naples-Bari and
Palermo-Catania-Messina railway lines, FS Italiane’s
CEO, Michele Mario Elia, was given a dedicated channel
for these projects, in which all documents and official or-
ders are published.
In terms of online initiatives for Fondazione FS Italiane, in
addition to the website fondazionefs.it there is the
Museo di Pietrarsa website www.museopietrarsa.it. 
Furthermore, a project began in 2014 to update the
Group companies’ websites to make them more visu-
ally and architecturally effective. The navigation tree was
designed to make content more accessible to users with
a responsive design, so various mobile devices read the
sites as native, in accordance with accessibility regula-
tions and to make the content easier for search engines
to find. 

In terms of social networks, the Group is on:
• Twitter: with approximately 150,000 followers, includ-

ing the accounts @FSNews_IT, @LeFrecce and
@Grazie1000, plus more than 70,000 mentions (quo-
tations/requests for assistance); 

• Pagina Facebook FondazioneFS: with approximately
6,700 fans, 1,000 posts, 10 albums and around 500
photos;

• Flickr: with the account “Ferrovie dello Stato Italiane”
where 142 albums have been published with nearly
3,000 photos;

• Storify: the @FsNews_it profile has gathered multi-
media content and information on events of interest,
which are also shown on the Group’s websites to give
a multi-media timeline of events;

• FourSquare: the accounts LeFrecce and FSNews pro-
vide service and commercial information on the main
Italian train stations, with over 200,000 check-ins;
Linkedin: the official pages of the main FS Italiane
Group companies have been created, and employer
branding communications on sustainability, along with
general Group information on the same topic, have
been launched;

• YouTube (LeFrecce and FerroviedelloStato channels):
with about 175 videos published;

• Pinterest (FondazioneFS channel): 12 bulletin boards
of images for historic train aficionados;

• Slideshare (FSNews channel): 13 FS Group docu-
ments have been uploaded. 

The network listening process continues: each year, an
average of 1.5 million conversations are analysed from
10,000 different online sources, to learn about the per-
ception of services and the Group’s reputation.
All of these activities further expanded the FS Group’s
communications, which increasingly target a public
made up of the main stakeholders.
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5.2.4 Fondazione FS Italiane

Fondazione FS Italiane was established in March 2013
as a foundation to safeguard and make the most of the
historical and technical assets that the various Group
companies had, until that time, individually conserved.
The foundation promotes the rediscovery of national rail-
way history by sharing its culture, highlighting the Museo
Ferroviario Nazionale di Pietrarsa and other sites
throughout Italy and by organising historical/tourist train
rides.
The following assets belong to the foundation:
• 200 historical trains travelling throughout Italy and,

in particular, on the “Timeless tracks” lines: four
breathtaking historical and scenic railway lines, a gen-
uine “moving museum” that the Fondazione FS makes
the most of by organising journey on board historic
trains;

• retired historic trains and railway museums serve as
a historic tribute to the Italian railways. Museo
Nazionale Ferroviario di Pietrarsa, which is housed in
the former Bourbon workshops of the mechanical and
explosives factory, takes travellers on the ideal jour-
ney back in time among rolling stock of olden days;

• the library, which houses over 50,000 publications
(volumes, columns and magazines), from before the
unification of Italy to today, including the largest na-
tional collection of train timetables since 1899, can be
visited at the foundation’s headquarters in Villa Patrizi,
Rome;

• the archives, which currently consist of two main col-
lections:
– Archivio storico Architettura e Servizio Lavori e

Costruzioni (the Historical Archive of Architecture,
Works and Construction), which holds the designs for
Italy main train stations, with a particularly prestigious
section devoted to the plans for the stations built in
the 1930s. Al the documentation relating to the con-
struction of the network, the large railway works and
the production plants, consists of over 8,000 files. 

– Archivio Disegni dell’ex Servizio Materiale e Trazione
(the Drawings Archive of the former Material and
Traction Service), which holds over 7,000 rolls of
technical drawings of historic locomotives and ve-
hicles and 10,000 photographs, most of which are
on glass plates from the 1920s, 1930s and 1940s,
which were already part of the foundation’s assets;

• audio-visual material, making up a total of over
500,000 black and white and colour film and digital
photographs, more than 5,000 video cassettes, 3,000
films made between the end of WWII and the 1980s
and a recent trove of HD digital videos that is contin-
uously growing.

The foundation benefits from the collaboration of many
associations of railway aficionados, volunteers and rail-
way pensioners, who contribute to keeping the historic
rolling stock in neat and tidy shape and handle a number
of logistics and support activities on a voluntary basis.
The foundation’s many activities are publicised on the
website, while the official Facebook page has seen the
increased involvement of fans and those interested.
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foNdaZioNe fs italiaNe iN f iGures

Historic operating rolling stock • 200

Events on historic trains organised 
in one year

• 100 journeys
• 30,000 passengers
• 4 lines where no local public transport services 

are carried out were reopened for tourism 
(42 journeys, 14,500 passengers)

Library • 50,000 volumes

Archives • 8,000 plans and blueprints of the network and the stations
• 7,000 rolls of technical drawings of historic locomotives

and rolling stock
• 10,000 photographs

Audio-visual material • 500,000 black and white and colour film 
and digital photographs 

• 5,000 video cassettes
• 3,000 films

Depots for rolling stock

Museo Nazionale Ferroviario di Pietrarsa

Associations in the convention

• 11 depots + Museo Nazionale Ferroviario di Pietrarsa

• 36,000 m2 (14,000 m2 of which indoors)
• 50 historic trains
• 20,000 visitors 
• 10 large events (exhibitions, concerts and performances)
• Trecentotreni model (18x2 m)
• largest conference hall in Campania (1,000 seats)

• 13
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5. Environmental
responsibility

6. Environmental 
responsibility

167

The Group’s main environmental issues
G R I  1 . 2 |  E N 3 0

The Ferrovie dello Stato Italiane Group monitors the en-
vironmental aspects of its activities to make the most of
local resources and minimise its impact on ecosystems.
The following is a brief chart of the Group’s most mate-
rial environmental indicators. The companies included in
the reporting scope are grouped together on the basis of
their business sector:
• Infrastructure: RFI and Italferr;
• Transport: Trenitalia, the Netinera group, Busitalia -

Sita Nord, FS Logistica, Serfer, Terminali Italia, TX Lo-
gistik, Ataf Gestioni, Umbria Mobilità Esercizio and
Bluferries;

• Real estate services: Grandi Stazioni, Centostazioni,
FS Sistemi Urbani and FS Italiane124;

• Other services: Ferservizi.

As shown in the following charts, the Transport segment
has a more significant impact on the Ferrovie dello Stato
Italiane Group’s energy consumption than the other
business sectors. This is especially due to the con-
sumption of rolling stock (electricity and diesel) and road
vehicles (fuel).

total electricity total 4 ,571 GWh

89.5% transport

0.1%other 
services

infrastructure 8.8%
real estate

services
1.6%

124. FS Italiane’s environmental aspects were included in the “Real estate services” because they relate to the company’s real estate
management activities.
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An analysis of the charts that show data on the waste
produced by Group companies, including special haz-
ardous and non-hazardous waste and the urban waste
collected in the main train stations (Grandi Stazioni and
Centostazioni networks), clearly indicates that the
processes carried out in the Infrastructure and Transport
segments, particularly maintenance of rolling stock and
the infrastructure network, contribute most to the over-
all value recorded in 2014.
With respect to the destination of waste sent for treat-
ment, the largest percentage of waste is sent to be re-
cycled, in part due to the quantities of ferrous material
from the demolition of carriages and the maintenance of
the infrastructure network. 

As for waste collected at the main stations, the data
confirm that there is wide margin for improvement, de-
spite the Group companies’ commitment to overcom-
ing the difficulties of managing large spaces open to the
public, by organising, for example, awareness cam-
paigns on sorted waste. This commitment also extends
to environmental issues, as demonstrated by an analy-
sis of costs (over €12.8 million) for personnel assigned to
managing the Group’s environmental aspects and ex-
penses incurred (€510,067) to ensure their professional
growth and ongoing updates.

total diesel 116,713 t

85.0% transport 0.2%other 
services

infrastructure 14.5%
real estate

services
0.3%

total Natural Gas 40 millioN m 3

20.0% infrastructure 1.2%other 
services

63.9%transport

real estate
services

14.9%
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collected in the main train stations (Grandi Stazioni and
Centostazioni networks), clearly indicates that the
processes carried out in the Infrastructure and Transport
segments, particularly maintenance of rolling stock and
the infrastructure network, contribute most to the over-
all value recorded in 2014.
With respect to the destination of waste sent for treat-
ment, the largest percentage of waste is sent to be re-
cycled, in part due to the quantities of ferrous material
from the demolition of carriages and the maintenance of
the infrastructure network. 

As for waste collected at the main stations, the data
confirm that there is wide margin for improvement, de-
spite the Group companies’ commitment to overcom-
ing the difficulties of managing large spaces open to the
public, by organising, for example, awareness cam-
paigns on sorted waste. This commitment also extends
to environmental issues, as demonstrated by an analy-
sis of costs (over €12.8 million) for personnel assigned to
managing the Group’s environmental aspects and ex-
penses incurred (€510,067) to ensure their professional
growth and ongoing updates.
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The Ferrovie dello Stato Italiane Group is one of the
largest national consumers of energy and, as such, is
committed to striving continuously for utmost energy ef-
ficiency in all of its activities
The Group’s total primary energy consumption de-
creased by 4.3%, despite the expansion of the reporting
scope (2014 data include Ataf Gestioni and Umbria Mo-

bilità Esercizio, Busitalia - Sita Nord’s subsidiaries, in ad-
dition to Bluferries, a subsidiary of RFI). On a like-for-like
basis, the overall reduction in consumption compared
to 2013 is 7%.
The trend in consumption is favourable, although it dif-
fers for each destination.

total primary eNerGy coNsumptioN by type of use 1

2012 2013 2014 Δ 2014/2013 

Railway traction 29,915,173 30,866,221 29,482,879 -4.5%

Electrical services 4,343,218 4,434,054 3,970,683 -10.5%

Heating 1,693,705 1,829,835 1,387,769 24.2%

Vehicle traction (public transport) 455,321 689,605 1,330,878 93.0%

Shipping 592,725 543,649 562,937 3.5%

Vehicle traction (cars and work vehicles) 295,222 297,874 281,897 -5.4%

Total 37,295,364 38,661,238 37,017,042 -4.3%

Amounts in GJ

1, Energy consumption data have been processed using the following sources: Terna, International Union of Railways (UIC), Eurostat,
International Energy Agency (IEA), ISPRA
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Energy consumption for railway traction, which
makes up 80% of the Group’s primary energy con-
sumption, decreased by 4.5% although the total
transport offer decreased by a lesser extent (1.2%
drop in train-km on the Italian railway network com-
pared to 2013) and the balance is positive compared
to 2012 as well (1.4% decrease in energy used while
train-km rose by 1.3%). Accordingly, the data confirm

the effectiveness of rationalisation actions taken to
save energy in railway operation. Nevertheless, the
improvement in the trend can be traced back to a
progressive decrease in train-km provided using
diesel traction in addition to, for 2014, the favourable
weather, which made it possible to decrease con-
sumption for air conditioning/heating in the summer
and winter on board trains. 

The improvement in driving style and consequent re-
duction in consumption are targets that the Netinera
group pursues as well: as part of the Traveltainer project,
which began in 2013, the testing of the digital energy
monitoring system was completed. It obtains data on
position and performance in real time. Moreover, the
Bahnbook system, based on an online browser whereby
conductors can enter a driving profile for the route, be-
came operative. In 2015, the system will be optimised
and improved to make it easier to use.

fiNal specif ic  coNsumptioN by railWay tractioN (treNitalia)
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Energy use for electrical services (lighting, data pro-
cessing centres, lifts, air conditioners, etc.) accounted
for 11% of total energy use by type of consumption by
the Group’s operating companies. During the year, the
Group continued the monitoring and energy diagnosis
process for the main consumption centres (stations,
workshops, etc.) and the development of projects to ra-
tionalise them and increase their efficiency. 
Primary consumption for electrical services decreased
by over 10% on 2013: this trend confirms the expected
results following the Group companies’ investments in
recent years.
The main initiatives in 2014 in this respect were as follows:
• 14 Trenitalia workshops installed a remote energy con-

sumption measurement system, so consumption can
be subsequently managed on the IT platform. The
new system measures in real time irregularities in con-
sumption and takes the necessary corrective meas-
ures. Furthermore, the energy diagnosis plan
continued and was extended to another seven main-
tenance systems;

• projects to update and rehaul lighting systems con-
tinued in the Grandi Stazioni network, with the instal-
lation of new LED devices. In addition, feasibility
studies were conducted for similar projects at the
Napoli Piazza Garibaldi underground station and the
Napoli Centrale, Bologna Centrale and Roma Tiburtina
stations;

• similar feasibility studies were conducted on a sample
of 500 RFI stations. The results were useful in prepar-
ing an energy efficiency plan that provides for the re-
placement of lighting systems with LED technology
(for platforms, underpasses, travellers’ buildings and
light towers) and the introduction of remote control
and management systems.

• New LED lighting systems were installed in the Cen-
tostazioni network at the Bergamo, Gallarate, Milano
Porta Garibaldi, Monza, Padua, Termoli and Verbania
stations.

Energy consumption for heating (3.8% of the total) de-
creased by over 24%, a change significantly affected by
the favourable weather conditions and the progressive
elimination and, where possible, the replacement of
diesel water heaters with natural gas or district heating
water heaters, as in the case of RFI. Grandi Stazioni,
Centostazioni, Ferservizi and Trenitalia carried out simi-
lar initiatives in 2014 to improve the efficiency of thermal
power stations.
Sea shipping showed an overall increase in diesel con-
sumption of 3.5%: this increase was due to Bluferries’
operating schedule. RFI’s consumption for shipping in
the same period fell by 4.6% thanks to the roll-out of the
new ferry boat, Messina, which is more energy efficient
than the older boat that it replaced. 
Consumption for public service road vehicle traction
showed a general increase of 93% out of overall con-
sumption, mainly due to the inclusion of Ataf Gestioni
and Umbria Mobilità Esercizio within the reporting
scope. Their consumption is added to that of the
Netinera group and Busitalia - Sita Nord, which were al-
ready present in 2013. The four companies are commit-
ted to progressively updating their bus fleet with new
vehicles that have high-efficiency engines.
Finally, consumption for road and work vehicle traction
decreased by 5.4%. Rationalisation activities in this area
were numerous, and included the updating of company
fleets with more efficient vehicles. 
The Ferrovie dello Stato Italiane Group companies are
also committed to promoting the use of energy from
renewable sources, noting this in tenders for the sup-

total coNsumptioN of primary eNerGy by destiNatioN (2014)
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1%vehicle traction
(cars and work vehicles)

3%vehicle traction 
(public transport)

heating 4%
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ply of electricity (Grandi Stazioni, Centostazioni and
Trenitalia have signed agreements for the supply of
electricity from renewable resources accounting for
20% to 100%). Furthermore, in 2014, two solar power
systems were activated in Milan (Trenitalia’s IMC ETR
500) and Udine (Serfer workshop), and activities
began to install additional solar power systems for

Trenitalia for a total of approximately 4,500 kWp.
These systems are in addition to those already oper-
ating at the Torino Porta Susa HS station, generating
around 350 MWh, and the San Lorenzo hub in Rome,
which generated 570 MWh in the year. FS Logistica,
which manages and uses the system, consumed 46%
of the 570 MWh.

direct coNsumptioN of eNerGy from primary sources

2012 2013 2014 Δ 2014/2013 

A.Direct consumption of energy 
from non-renewable primary sources 5,537,970 6,290,707 6,448,504 2.5%

Diesel 4,212,905 4,808,032 5,041,216 4.8%

Natural gas 1,278,757 1,438,618 1,371,167 -4.7%

Petrol 17,863 16,257 14,400 -11.4%

Coal 5,507 6,290 2,209 -64.9%

LPG 7,953 7,821 6,990 -10.6%

Fuel oil 14,987 13,689 12,522 -8.5%

B.Direct consumption of energy
from non-renewable primary sources 997 2,212 2,264 2.4%

Self-generated and consumed solar power 997 2,212 2,264 2.4%

EN3 Total direct consumption of energy
from primary energy sources (A+B) 5,538,967 6,292,919 6,450,769 2.5%

Amounts in GJ

iNtermediate eNerGy coNsumptioN

2012 2013 2014 Δ 2014/2013 

EN4 Indirect primary energy consumption  
to generate intermediate energy 31,756,396 32,368,319 30,566,273 -5.6%

Direct intermediate energy consumption 16,090,932 16,539,588 16,480,703 -0.4%

Electricity 16,069,897 16,519,365 16,455,854 -0.4%

for railway traction 13,917,370 14,309,129 14,364,059 0.4%

for other uses 2,152,527 2,210,236 2,091,795 -5.4%

Heat 21,035 20,223 24,849 22.9%

for heating 21,035 20,223 24,849 22.9%

Amounts in GJ
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In 2014, the Ferrovie dello Stato Italiane Group’s total
greenhouse gas emissions decreased by 7.2%, despite
the expansion of the reporting scope, due to the reduc-
tion in the Group’s overall consumption. 
This factor is in addition to the significant decrease in
specific emissions from the production of electricity.

6.2 Emissions
G R I  E N 7  |  E N 1 6  |  E N 1 7  |  E N 1 8  |  E N 1 9  |  E N 2 0  |  E N 2 6  |  E N 2 9  |  P R 1  |  P R 3

GreeNhouse Gas emissioNs 1

2012 2013 2014 Δ 2014/2013 

A.Total indirect greenhouse gas emissions 386,667 439,771 452,308 2.9%

Diesel 310,657 354,590 371,616 4.8%

Natural gas 72,585 81,906 78,066 -4.7%

Petrol 1,271 1,157 1,025 -11.4%

Coal 505 578 203 -64.9%

LPG 516 508 454 -10.6%

Fuel oil 1,133 1,033 945 -8.5%

B,Total indirect greenhouse gas emissions 1,798,155 1,816,530 1,642,154 -9.6%

Electricity 1,796,961 1,815,379 1,640,739 -9.6%

– for railway traction 1,552,792 1,569,728 1,433,290 -8.7%

– for other uses 244,169 245,651 207,449 -15.6%

Heat 1,194 1,151 1,415 22.9%

– for heating 1,194 1,151 1,415 22.9%

EN16 Total greenhouse gas emissions (A+B) 2,184,822 2,256,301 2,094,462 -7.2%

Amounts in tCO2

1. To calculate emissions, the Group used the coefficients indicated by the IPCC “2006 Guidelines for National Greenhouse Gas 
inventories” and the ISPRA “National Inventory Report 2014”
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The railway offer maintained nearly steady, while spe-
cific emissions for passenger and cargo transport per-
formed well, considering the quality of the electricity
acquired and the introduction of more efficient trains,
such as the new regional Jazz trains, in addition to the
replacement of diesel traction vehicles, such as electric
vehicles. 
In particular, Trenitalia’s specific CO2 emissions for rail-
way traction for passenger and cargo service decreased
by 14.4% and 22.7%, respectively. Overall, the trend is
in line with the strategy for the railway sector.
The result of the Group’s commitment in promoting and
carrying out projects to mitigate its environmental im-
pacts can be seen in the trend of CO2 emissions from
Trenitalia’s industrial systems subject to the ETS (Emis-

sion Trading System) directive, down by 28% on the pre-
vious year, thereby enabling it to return emission rights to
the Ministry of the Environment corresponding to 2,677
tonnes of CO2.
In 2014, the Ferrovie dello Stato Italiane Group con-
firmed its commitment to replace thermal power stations
based on diesel and fuel with power stations that use
natural gas and district heating and progressively ratio-
nalise diesel railway traction. Overall, indirect emissions
of SO2, NOx and PM10 decreased due to the growing
percentage of electricity generated from renewable
sources, while direct emissions increased with the in-
clusion of Busitalia - Sita Nord’s two road passenger
transport subsidiaries (Ataf Gestioni and Umbria Mobil-
ità Esercizio) within the reporting scope.

specific co2 emissioNs for railWay tractioN (treNitalia)
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In addition to reducing its environmental impact, the Fer-
rovie dello Stato Italiane Group can do a lot to create a
sustainable development model in the transport sector.
Indeed, in Italy, road traffic contributes to over 80% of
greenhouse gas emissions, while air and shipping traffic
account for about 9% each and railway for only 2%. The
environmental advantage of using railway transport is
more considerable in Italy than in the rest of Europe as
so much of the national network is electrified: over 71%,
compared to European average of 52%. By using elec-
tricity for approximately 90% of trains, Italy benefits from
the mix of the national average combination, used to
product the electricity fed into the network, nearly 30%
of which is from renewable sources.
The Group companies are therefore committed to
spreading awareness among residents about the envi-
ronmental benefits of trains. To this end, for instance, on
its website trenitalia.com, Trenitalia offers the Ecopas-
senger application, which measures the environmental
impact of a specific journey in terms of energy con-
sumption and pollutant, climate-changing emissions.
Ecopassenger allows users to compare the environ-
mental effects of various means of passenger transport

other material atmospheric emissioNs 1 - 2

2012 2013 2014 Δ 2014/2013 

Total indirect emissions

SO2 1,025.1 1,330.7 1,030.4 -22.6%

NOX 1,170.4 1,345.2 1,186.0 -11.8%

PM10 43.1 44.2 39.7 -10.2%

Total direct emissions

SO2 381.8 367.8 352.4 -4.2%

NOX 4,691.9 5,339.6 5,692.4 6.6%

PM10 137.4 156.5 163.0 4.2%

Total emissions

SO2 1,406.9 1,698.5 1,382.9 -18.6%

NOX 5,862.3 6,684.8 6,878.5 2.9%

PM10 180.5 200.7 202.7 1.0%

Amounts in tonnes

1. The transformation rates indicated in the “EMEP/EEA Air Guidebook 2009” were used to calculate direct emissions,
while the ENEL rates in the “2013 Environmental Report” were used for indirect emissions”

2. Other immaterial emissions consisted of SF6, which is used as a dielectric in high voltage switches at the electric
substations, and HFC, which is used as a cooling gas in the air conditioning systems. Only a small number of air
conditioning systems use HCFC and they are continuously being reduced: any ozone-depleting gas leaks have
been estimated and are not material for the purposes of this Report

(train, airplane and car). For cargo, on the other hand,
similar comparisons can be made using Ecotransit sim-
ulations. This application is available on the website for
Trenitalia’s Cargo Division.
Also for the purpose of spreading environmental aware-
ness, particularly among young people, Ferrovie dello
Stato Italiane and Legambiente’s Green Train took to the
tracks again in 2014. It is a large-scale campaign to
record atmospheric and noise pollution. The train re-
ceived thousands of visitors of all ages in the carriages
outfitted with an interactive exhibition, a path towards
smarter, more sustainable cities tailored to meet peo-
ple’s needs and, above all, free of smog. From 13 Feb-
ruary to 27 March, in each of the 11 cities where the
convoy stopped, (Palermo, Cosenza, Potenza, Caserta,
Rome, Pescara, Ancona, Verona, Milan, Varese and
Turin), the monitoring conducted highlighted and con-
firmed the main criticality in most of our cities: the un-
sustainability of private road transport and,
consequently, the need to promote the use of public
means of transport, bicycles and other innovative solu-
tions to reduce traffic (e.g., car sharing, car pooling and
telecommuting).
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In addition to reducing its environmental impact, the Fer-
rovie dello Stato Italiane Group can do a lot to create a
sustainable development model in the transport sector.
Indeed, in Italy, road traffic contributes to over 80% of
greenhouse gas emissions, while air and shipping traffic
account for about 9% each and railway for only 2%. The
environmental advantage of using railway transport is
more considerable in Italy than in the rest of Europe as
so much of the national network is electrified: over 71%,
compared to European average of 52%. By using elec-
tricity for approximately 90% of trains, Italy benefits from
the mix of the national average combination, used to
product the electricity fed into the network, nearly 30%
of which is from renewable sources.
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ronmental benefits of trains. To this end, for instance, on
its website trenitalia.com, Trenitalia offers the Ecopas-
senger application, which measures the environmental
impact of a specific journey in terms of energy con-
sumption and pollutant, climate-changing emissions.
Ecopassenger allows users to compare the environ-
mental effects of various means of passenger transport

other material atmospheric emissioNs 1 - 2

2012 2013 2014 Δ 2014/2013 

Total indirect emissions

SO2 1,025.1 1,330.7 1,030.4 -22.6%

NOX 1,170.4 1,345.2 1,186.0 -11.8%

PM10 43.1 44.2 39.7 -10.2%

Total direct emissions

SO2 381.8 367.8 352.4 -4.2%

NOX 4,691.9 5,339.6 5,692.4 6.6%

PM10 137.4 156.5 163.0 4.2%
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Amounts in tonnes

1. The transformation rates indicated in the “EMEP/EEA Air Guidebook 2009” were used to calculate direct emissions,
while the ENEL rates in the “2013 Environmental Report” were used for indirect emissions”

2. Other immaterial emissions consisted of SF6, which is used as a dielectric in high voltage switches at the electric
substations, and HFC, which is used as a cooling gas in the air conditioning systems. Only a small number of air
conditioning systems use HCFC and they are continuously being reduced: any ozone-depleting gas leaks have
been estimated and are not material for the purposes of this Report

(train, airplane and car). For cargo, on the other hand,
similar comparisons can be made using Ecotransit sim-
ulations. This application is available on the website for
Trenitalia’s Cargo Division.
Also for the purpose of spreading environmental aware-
ness, particularly among young people, Ferrovie dello
Stato Italiane and Legambiente’s Green Train took to the
tracks again in 2014. It is a large-scale campaign to
record atmospheric and noise pollution. The train re-
ceived thousands of visitors of all ages in the carriages
outfitted with an interactive exhibition, a path towards
smarter, more sustainable cities tailored to meet peo-
ple’s needs and, above all, free of smog. From 13 Feb-
ruary to 27 March, in each of the 11 cities where the
convoy stopped, (Palermo, Cosenza, Potenza, Caserta,
Rome, Pescara, Ancona, Verona, Milan, Varese and
Turin), the monitoring conducted highlighted and con-
firmed the main criticality in most of our cities: the un-
sustainability of private road transport and,
consequently, the need to promote the use of public
means of transport, bicycles and other innovative solu-
tions to reduce traffic (e.g., car sharing, car pooling and
telecommuting).
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The “Enjoy” car sharing project continued, managed by
Eni in partnership with Trenitalia and Fiat. Rolled out in
Milan in December 2013, the service was also launched
in Rome and Florence, bringing the current total num-
ber of shared cars to over 1,000. 
Trenitalia has also developed a green travel offer, which
includes accommodations in Rome and Milan in hotels
with low environmental impacts and special offers for
renting electric bicycles and for bike sharing. 
The road transport sector also helped reduce atmos-
pheric emissions.
17 old generation Euro0/Euro2 vehicles in Busitalia - Sita
Nord’s fleet were replaced with Euro5/Euro6 buses built
using construction technologies and equipped with de-
vices for low consumption and reduced emissions. The
tender procedures were also concluded for the supply of
new Euro6 diesel buses for the operating sites in Tus-
cany and Veneto.
Umbria Mobilità Esercizio updated its fleet, replacing old
generation Euro0 vehicles with 11 new Euro5 buses.
Ataf Gestioni kicked off an energy consumption moni-
toring programme following the introduction of 64 new
Euro6 diesel buses into its fleet. In addition, it began a
study to evaluate the CO2 emissions of Euro0 to Euro5
vehicles in order to highlight the reduction achieved by
using new generation vehicles. Training sessions were
held for drivers on the use of new technologies and eco-
logical driving styles in conjunction with the roll-out of
the more modern vehicles.
The Ferrovie dello Stato Italiane Group also continues to
strive for reductions in emissions by choosing more en-
vironmentally-friendly means of transport when its em-
ployees travel for work. Indeed, since 2006, the following
rules have been followed:

• e means of transport to be used to reach destinations
is by train;

• the use of other means of transport is allowed only ex-
ceptionally and when duly justified.

In 2014, greenhouse gas emissions resulting from travel
for work were estimated to be approximately 3,607
tonnes of CO2 equivalents125; CO2 was calculated con-
sidering all services booked on the centralised system
and includes railway, air and road transport in addition to
hotel accommodations.

Mobility Management

The main mobility management initiatives for Group em-
ployees consisted of the following: 
• the preparation and updating of commuter plans in

the metropolitan areas where Group mobility man-
agers were appointed;

• sharing information on the Group’s intranet to make it
easier for employees to commute (including an info-
mobility page that analyses in real time the status of
public transport from/to the main Group sites;

• the launch of the “Organic groceries at your door”, ini-
tiative for the purchase of organic products for em-
ployees in Rome. The project entails reducing
pollutant emissions by cutting back on the travel nec-
essary for shopping and on the type of products sold,
which are mainly sourced locally;

• the definition of an agreement with ATM whereby
Group employees receive a discount on annual pub-
lic transit passes in the city of Milan.

125. Source: Cisalpina ours.
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Making the most of the land: 
design

The environmental impact assessment, service confer-
ence and special provisions for priority works are the
main tools used to prevent and mitigate the potential en-
vironmental impacts of the design and construction of
infrastructural works.
Specifically, Italferr’s approach consists of preparing
an environmental pre-feasibility study for a project
that:
• checks the project’s compatibility with the provisions

of any general or sector landscape, land and urban
planning;

• identifies the foreseeable effects of the project and its
execution on the environment and residents’ health;

• determines the environmental impact mitigation meas-
ures and any reclamation, redevelopment and envi-
ronmental/landscape improvements.

To improve the way in which the work interacts with the
local land and residents, Italferr has developed specific
design plans, including the environmental site plan and
the environmental monitoring plan, which identify mate-
rial aspects relating to site work, along with mitigation
measures and environmental monitoring activities. In
particular, the environmental monitoring plan defines the
material factors to be monitored, recorded and kept in
check, the measurement points, parameters and the fre-
quency of monitoring activities before, during and after
the work. 
Since 2009, for all highly complex projects, Italferr
monitors social aspects as well, in order to check how
the work is perceived by local residents in the area af-
fected, both during construction and in the course of
operation. In this context, to ensure systematic dia-
logue with all players involved in the construction of
large works, such as railway infrastructures, with Ital-
ferr’s support, RFI involves local communities by spon-
soring technical talks or service conferences to guide
project decisions. The frequent need to integrate work
to meet local needs has led to the design of new proj-
ects not only as a means to responding to railway mo-
bility requirements, but also as a way of combining
urban functions. 

6.3 Land
G R I  4 . 1 1  |  4 . 1 6  |  4 . 1 7  |  E N 1  |  E N 2  |  E N 3  |  E N 4  |  E N 7  |  E N 8  |  E N 9  |  E N 1 1  |  E N 1 2  |  E N 1 3  |

E N 1 4  |  E N 1 5  |  E N 2 1  |  E N 2 2  |  E N 2 5  |  E N 2 6  |  E N 3 0  |  E C 8  |  S O 1  |  S O 9  |  S O 1 0  |  P R 1  |  P R 3

Environmental plans also include specific studies to
identify the sites where inert materials to be used in in-
frastructure construction can be delivered and where
the resulting scraps can be disposed of. They also pro-
vide for inquiries with the regional municipal offices re-
garding the census of contaminated sites that might
interfere with the work. Where planning decisions re-
quire, the study is integrated with excavated land and
rock management plans/use plans reporting the de-
scription of the planned works, indexes of surveys and
the characteristics, balance and management of result-
ing scraps.
Environmental communication policies are, for Italferr, a
tool that gives it a complete and transparent overall view
of the favourable effects of the choices made in the plan-
ning stage. For this purpose - in collaboration with the
Ministry of the Environment and Land and Sea Protec-
tion and with local bodies and government - databases
and websites have been designed and developed to
constantly inform residents about construction activities,
environmental mitigation and/or offsetting works in con-
nection with the project and environmental monitoring
activities. 
In particular, to ensure the effective management and
viewing of the environmental data it acquires through the
various monitoring activities, Italferr has developed the
SIGMAP (geographical environmental and project infor-
mation monitoring system) database. In recent years, it
has expanded the system to include a thematic section
on environmental reclamation, which enables it to con-
stantly track and plan the activities of all reclamation
projects underway, along with a “Planning” section that
gathers data and information useful for the development
of new projects. 
A map portal was created to centralise local geograph-
ical data, share the thematic maps generated by Italferr’s
special units and archive specific data. It makes it pos-
sible to search for, analyse and download geographical
information. 
The data is also available to the public in a reorganised
format. 
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scription of the planned works, indexes of surveys and
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tool that gives it a complete and transparent overall view
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tion and with local bodies and government - databases
and websites have been designed and developed to
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In particular, to ensure the effective management and
viewing of the environmental data it acquires through the
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mation monitoring system) database. In recent years, it
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on environmental reclamation, which enables it to con-
stantly track and plan the activities of all reclamation
projects underway, along with a “Planning” section that
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The systems described provide ARPA (the regional en-
vironmental protection agency) with valid support in con-
trol activities during construction, and help the various
environmental observers as well.
Finally, the focus section “Environment and Sustainabil-
ity” is constantly updated on Italferr’s website. It was cre-
ated to showcase the company’s approach to
environmental planning, which, by giving a broader and
more integrated view of traditional topics and aspects,
enables visitors to see the actual environmental balance
of work, rather than its impact only.
The company promotes the engagement of institutional
and other stakeholders in the design process, enabling
it to improve interaction with the local area and focus on
specific local requirements. 

Making the most of the land:
construction new infrastructures

The construction of new infrastructures is a complex
stage for Italferr, particularly given the potential environ-
mental repercussions on the land where the projects are
being carried out. 
During this stage, focusing on the environment entails
the works contractors’ adoption of specific environ-
mental management systems that meet UNI EN ISO
14001 standards. Italferr requires that the construction
companies responsible for the works design and im-
plement, for the entire duration of the works, environ-
mental management systems for the sites that provide
the company and appointed bodies with objective evi-
dence of the controls conducted over the course of the
work. In particular, these systems require that, before
commencing the work, the contracting companies carry
out an environmental analysis of the site activities that
identify the material environmental aspects to be man-
aged during the work and define the operating meth-
ods to be used for the proper environmental supervision
of the site. 
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Environmental controls at sites also consist of periodic
inspections and walk-throughs by a team of Italferr ex-
perts and environmental monitoring activities, which
constitute another valid control tool for any necessary
changes as a result of construction. 
Environmental status monitoring enables Italferr to:
• check whether the expected impact has actually oc-

curred;
• check that the mitigation systems in place are effec-

tive;
• ensure proper environmental management at the site;
• monitor and immediately manage any environmental

emergencies.

This paragraph illustrates the main environmental as-
pects of activities at Italferr’s sites for the construction of
new railway infrastructures126. Figures are given for the
reporting period only, since the performance over the
years is not indicative of whether the approach to site
activities is sustainable. Indeed, the indicators used are
closely connected to the number of active sites in the
individual reporting period, their type and the progress of
the related activities. 

raW materials

2014

Earth - Procurement 8,250,873,300

Earth - Reuse 1,820,642,730

Concrete 1,498,267,660

Inert material 1,644,663,970

Steel for railway superstructure 6,768,000

Steel for railway technology systems 3,128,000

Stone 272,410,270

CAP sleepers 30,869,800

Iron 64,747,190

Aluminium 2,100,000

Cast iron 62,730

Copper 125,000

Lubricants 30,402

Technical gases 11,457

Electrodes for welding 15,110

Fluorescent light bulbs 373

Industrial batteries 6,670

Paint 2,500

Unit of measure in kg

126. The reported data refers to a sample of about 50% of the main sites. In particular, it includes the following sites: Catania Ognina-
Catania Centrale, the Fiumetorto-Ogliastrillo section, the Genoa hub, the HV Bologna station, the Treviglio-Brescia section, clo-
sure of the Brandizzo railroad crossing, closure of the Chivasso railroad crossing, closure of the Val di Susa railroad crossing,
Castelplanio-Montecarotto section, Cattolica tunnel, noise reduction on the Pioltello-Treviglio line, Milan-Genoa line, repair of the
Povo Mesiano stop, Ancona command and control device, Palermo command and control device, Palermo command and con-
trol system, Lercara tunnel, Brescia hub (contracts 1 and 2), Roma Tiburtina HS station, Grosseto command and control device,
Livorno command and control device, Bari-Bitetto, Palermo hub, Bologna lot 15, Florence hub.
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Waste produced

2014

Non-hazardous special waste 1,362,591

Hazardous special waste 12,287

- Hazardous special waste - asbestos 1,659 

Valori in tonnellate

Waste seNt for disposal or recycliNG

2014

Non-hazardous special waste sent for recycling 1,127,803 

Non-hazardous special waste sent for disposal 234,791 

Hazardous special waste sent for recycling 452 

Hazardous special waste sent for disposal 11,837 

Valori in tonnellate
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No significant amounts of water (i.e., more than 5% of
total water volumes) were withdrawn from sources lo-
cated in protected areas.
Moreover, in the design and construction of infrastruc-
tural works, Italferr and RFI have developed various ini-
tiatives for energy efficiency and to achieve an
increasingly rationalised use of resources, privileging the
use of locally sourced materials, maximising the reuse
of materials from mines and, where possible, transport-
ing materials by train to reduce greenhouse gas emis-
sions. 
Within the scope of these initiatives, specific focus
has been devoted to the use of the methodology that
Italferr has developed in accordance with UNI EN ISO
14064-1 standards to calculate its carbon footprint in
the design and construction of railway infrastructures.
The results of using this methodology have shown
that emissions from the productions of cement and
steel outweigh total CO2 emissions during construc-
tion. In this respect, a contractual specification was
defined in 2014 on which to base a rewards system
for contractors that tangibly contribute to cutting CO2

emissions.

Water WithdraWN

2014

Water withdrawn from the aqueduct for non-industrial use 94,193 

Water withdrawn from the aqueduct for industrial use 74,947

Water withdrawn from bodies of water for industrial use 13,686

Water withdrawn from the water table for industrial use 28,237 

Unit of measure in m3

draiNed WasteWater 

2014

Industrial wastewater sent to sewers 97,000 

for treatment 96,000 

Industrial wastewater sent elsewhere 723,005

for treatment 723,005 

Domestic wastewater sent to sewers 58,570 

Domestic wastewater sent elsewhere 6,832 

Unit of measure in m3
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Many site management measures have been taken to
reduce energy consumption, including the use of en-
ergy-efficient light bulbs.

In 2014, the costs incurred for environmental monitoring
totalled roughly €5 million, while the costs of environ-
mental reclamation, including soil reclamation, came to
approximately €0.8 million. 

primary eNerGy coNsumptioN

2014

Electricity 158,249

Diesel for road and work vehicles 491,862

Petrol for road and work vehicles 442

Natural gas for heating 514

Total 651,067 

Values in GigaJoule

GreeNhouse Gas emissioNs 1

2014

Energy consumption 31

Diesel for road and work vehicles 35,981

Petrol for road and work vehicles 29 

Natural gas for heating 54

Total 36,096 

Values in CO2

1. To calculate emissions, the Group used the rates indicated in the IPCC’s “2006 Guidelines for
National Greenhouse Gas Inventories” and the ISPRA’s “National Inventory Report 2014”
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Land protection: 
biodiversity

The development of transport infrastructures plays a del-
icate role with respect to biodiversity, as it can eliminate
habitats, fragment ecosystems, increase mortality for
certain species and have other negative repercussions
on the diversity of wildlife. 
Making infrastructure development sustainable means,
inter alia:
• prevention: abstaining from building unnecessary in-

frastructures and, above all, not involving protected
areas;

• mitigation: minimising impacts where prevention is not
possible, with suitable measures (underpasses, over-
passes and fencing);

• offsetting: restoring the overall balance of biodiversity
lost due to the construction of the infrastructure by re-
establishing ecosystems, recreating alternative habi-
tats elsewhere.

The Ferrovie dello Stato Italiane Group is aware of the
fragility of the ecosystems where it conducts its activities
and, for this reason, has made safeguarding biodiversity
a top priority.
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The following table summarises the main data for Ital-
ferr’s projects in 2014.

Preliminary
plan for the
Messina-
Catania line

Laying 
of double
tracks 
on the
Giampilieri-
Fiumefreddo
section

SIC ITA030036
“Alcantara River
Natural Reserve”
covers a surface
area of 980
hectares. 
The railway line
provides 
for repairing 
a 1050-metre long
viaduct. 
A 120-metre long
bridge has been
designed to cross
the river 
and its banks. 
The three site areas
involved in the
construction 
of works across 
the Alcantara River,
AT07.1, AS03.1 
and AT08.1 fall
outside the site 
of EU interest. 
Given the project’s
configuration 
and the location 
of the sites, 
the work 
and the spaces
where 
the processing 
will be carried out
are not expected 
to directly eliminate
habitats 
of EU interest. 
At the same time, 
as they do not
directly occupy 
any habitats, 
there is no reason
to believe 
they will be
fragmented. 

On a precautionary
basis, the potential
interference 
on habitats 
at the base 
of the bridge 
during processing
and site activities
has been
considered. 
This interference
could damage
vegetation 
(cutting brush,
dispersion 
of pollutants,
temporary deposits
of materials). 
To assess the extent
of the interference
and to quantify 
the extension 
of the areas
involved, 
the processing 
is expected to affect
an estimated
surface area 
of 1560 m2.
The three habitats
present are
expected 
to be altered 
by less than 0.1 %
with respect 
to the habitat’s 
total area in the site
of EU interest.
Accordingly, 
the materiality level
for the habitat 
is considered
negligible.

Given the prestige
of the landscape 
in this area 
and to support 
the guidelines 
of the management
plan for the site 
of EU interest, 
in terms 
of preserving 
the vegetation 
along the banks 
of the river,
landscape/
environmental
projects 
have been planned,
including wooded
and shrub brush
along the banks 
of the Alcantara
river.

The environmental
impact assessment
procedure 
is being initiated
with public
participation. 

Common kingfisher 
(Alcedo atthis)

Purple heron
(Ardea purpurea)

Eurasian bittern
(Botaurus stellaris)

Western 
marsh harrier
(Circus aeruginosus)

Great egret
(Egretta alba)

Little egret
(Egretta garzetta)

Little bittern
(Ixobrychus
minutus)

Black-crowned
night heron
(Nycticorax
nycticorax)

Little crake
(Porzana parva)

Spotted crake
(Porzana porzana)

Pond turtle
(Emys trinacris)
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b i o d i v e r s i t y

p r o t e c t e d
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Preliminary
plan -
Munich-
Verona
railway axis 

Southern
access 
to the
Brennero
tunnel
Laying
quadruple
tracks 
on the
Fortezza
Verona 
Lot 4 line,
entry 
to Verona

Site IT3210043 
of EU interest, i.e.,
“Adige River
between Belluno
Veronese and West
Verona” covers 
a surface area 
of 476 hectares.
The planned track 
is approximately 
9.5 km long in total
and interferes 
with site IT3210043
where it crosses 
the Adige River due
to the construction
of the Nassar
viaduct (VI02). 
The location 
for the sites 
was selected 
in order to avoid
interfering with the
Nature 2000 site.

The analyses 
of the area 
between the work
and the protected
areas do not 
show that 
the construction 
will have 
any impact.

It is necessary 
to redevelop 
the vegetation 
in the area under
the Nassar viaduct,
where the flora 
has deteriorated
due to the two
invasive species:
Broussonetia 
papyrifer
and Robinia
pseudoacacia.
Furthermore, 
a broader ecological
restoration project 
is planned, 
as habitat 91E0* –
the Alnus glutinosa
and Fraxinus
excelsior
(Alno-Padion, 
Alnion incanae, 
Salicion albae)
rain forests –
is currently poorly
conserved 
with respect 
to the vast presence
of exotic species,
and the area
between the viaduct
and the
Boscomantico
estate 
is fragmented.

The environmental
impact assessment
procedure 
is being initiated
with public
participation.

There are no
protected species 
in the area.
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Land preservation: 
archaeology

The archaeological findings known to be present since
the start are considered basic data, which must be con-
sidered during the design stage. Italferr has created an
archaeological impact assessment procedure to identify
the interference of civil works on archaeological assets
from when it begins the initial design. This assessment
consists of studies by the Archaeological Office to iden-
tify the risk level for archaeological assets, which may in-
clude: 
• analysis of bibliographical and archive data;
• analysis of current and historic maps;
• toponomy analysis;
• analysis of aerial photographs;
• survey of the area affected by the railway plans.
The results are sent to the local land superintendent
who, if deemed necessary, begins the procedure to
check in advance whether the site is of archaeological
interest, which consists of two main stages:
• an integration to the preliminary plan, consisting of

probing, geo-physical and geo-chemical surveys and
archaeological digs to ensure a sufficient sampling of
the area affected by the work;

• an integration to the definitive and executive design,
consisting of surveys and further digs.

The findings of these explorations enable the superin-
tendent to express a justified opinion on each stage of
the design.

In particular, in 2014, to obtain the local archaeological
superintendent’s opinions, archaeological studies were
carried out on the following projects: Turin-Milan line,
Croso Grosseto-Stura, noise dampening projects and
GZP127 for Milan-Lambrate, technological upgrade to
Rubiera, Lot 4 entry to Verona, HS entry to Verona, tech-
nological upgrade to the Chiasso-Monza line, multi-func-
tion portals, Genoa Gate, infrastructural upgrade to
Orte-Falconara, Fabriano double tracks, technological
upgrade to the Campoleone-Priverno section, double
tracks on the Aprilia-Campoleone section, increasing the
speed of Metaponto-Sibari, electrification of Potenza-
Foggia, multi-station interlocking system128 in Lecce, in-
terlocking system129 at Bari Centrale,
Giampilieri-Fiumefreddo section and double tracks on
Catenanuova-Raddusa, Roccapalumba-Marianopoli
section.
During the year, Italferr also directly carried out work to
design and conduct the following surveys/archaeologi-
cal digs and specialised analyses: NRP130 Sesto
Fiorentino, North lot; VMS131 Bologna, revolving platform;
Roma San Lorenzo, trench lathe; updating the HS
Rome-Naples tunnels to safety standards; technologi-
cal upgrade in Naples; Naples-Bari route along the Can-
cello-Frasso, Naples-Cancello, Frasso-Vitulano sections;
Afragola HS station; cancellation of the Naples-Batti-
paglia line RX132 in Pontecagnano; laying of the double
track on the Cervaro-Bovino line, Sant’Andre Bitetto
section, updating the Potenza-Foggia line, Bari hub,
southern section; Metaponto-Sibari-Sant’Antonello in-
tersection line; Bicocca-Catenanuova section; Catena-
nuova-Raddusa Agira section.
In addition, ongoing support on contracts in progress,
on which General Contractors or contractors conduct
archaeological explorations, is provided by carrying out
periodic progress checks of activities, identifying the
best solutions for digs and handling relationships with
the Superintendent. In the first half of the year, these ac-
tivities were performed with specific regard to the laying
of the double track on the Cervaro-Bovino section and
the Bari Sant’Andrea-Bitetto section.

127. General zoning plan.
128. Computerised multi-station central unit.
129. Computerised central unit.
130. Noise reclamation plan.
131. Voltage maintenance system.
132. Railroad crossing.
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2013. In particular, the reduced demolition of railway car-
riages to transport cargo resulted in a decrease in the
amount of non-hazardous special waste produced
(identified as waste consisting of retired vehicles). 
The percentage of special waste sent for recycling out of
total waste, which decreased on 2013, is higher than that
in previous years, demonstrating that the rationalisation
and improvement of waste management activities within
the scope of the Group companies’ management sys-
tems are having progressively positive effects.

The Group companies have also strengthened their col-
lection systems for waste that is classified as urban
waste, deriving from its activities and those of its cus-
tomers and suppliers. Ferservizi has further developed
its sorted waste collection (paper and plastic) at the Fer-
rotels and has renewed the memorandum of under-
standing with AMA SpA for the “Larger User” sorted
waste service provided at the headquarters in Via Tripoli-
tania, Rome133.

Waste produced by the ferrovie dello stato italiaNe Group

2012 2013 2014

Waste classified as urban waste 1,920 2,470 4,442

sorted waste 429 1,177 2,606

Non-hazardous special waste 136,076 180,327 168,873

Hazardous special waste 40,413 40,689 42,572

Total waste produced 178,409 223,486 215,887

Values in t

Waste seNt for disposal or recycliNG 
by the ferrovie dello stato italiaNe Group

2012 2013 2014

Total waste special t 176,400 222,460 211,299

sent for recycling 88% 92% 94%

133. In July 2013, Ferservizi received “Triple R” recognition, which is awarded when all stages of the sorted collection of waste, from
communication to conferral, are carried out correctly.

6.4 Waste 
G R I  E N 2 2  |  E N 2 4  |  E N 2 6

Indicators show a slightly downwards trend in the pro-
duction of waste (-3.4% on 2013) which is explained by
the analysis of data for the two main companies, RFI and
Trenitalia, which account for 96.4% of the Group’s total
value. Indeed, RFI produces about 64% of all the
Group’s special waste, with substantially steady volumes
over the years as its activity, i.e., infrastructure network
maintenance is what generates most special waste. Al-
though Trenitalia generated roughly 33% of total waste
in 2014, its production of special waste fell by 24.6% on
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Centostazioni has also signed a pilot partnership agree-
ment with AMA SpA for its Rome offices to improve
sorted waste. Grandi Stazioni has commenced a
process to upgrade its centralised waste collection
areas, beginning with the redevelopment of those in the
Napoli Centrale station, to ensure better control over the
conferral and sorting of waste. It has devoted specific
attention to waste produced by the commercial opera-
tions in the network’s redeveloped stations134.
The Group companies are also aware of the importance
of monitoring and, where possible, improving – includ-
ing through training – the quantities of waste created at
its sites by third parties, whether they are contractors/ 
suppliers or customers. This has led to increased con-
trol over the work of external businesses, as provided
for by the environmental criteria introduced in tenders
and contracts. 

Under the Basel Convention, Trenitalia and TX Logistik
transport hazardous waste to and from abroad on behalf
of third parties. The following table shows the volumes of
waste monitored in accordance with the convention. 

Special waste is also transported domestically. The vol-
umes that Trenitalia transports on behalf of the Group
companies and on behalf of third parties are reported
below.

134. The Milano Centrale, Napoli Centrale, Torino Porta Nuova, Bologna Centrale, Roma Termini, Venezia Santa Lucia, Genova Brig-
nole and Piazza Principe stations.

Waste produced by third parties oN behalf
of the ferrovie dello stato italiaNe Group1

2014

Waste classified as urban waste2 t 19,692

sorted waste 13%

Non-hazardous special waste t 10,291

sent for recycling 90%

Hazardous special waste t 699

sent for recycling 30%

1. Excluding waste produced at the sites for new railway lines, which is
covered in the paragraph on “Land”

2. Including the waste collected at the main railway stations

haZardous Waste traNsported oN behalf of third parties
uNder the basel coNveNtioN

2012 2013 2014

Waste sent for recycling 359,106 322,044 159,509

Waste sent for disposal 97,275 64,485 41,840

Values in t

Waste traNsported domestically

2012 2013 2014

Non-hazardous waste t 139,158 145,899 90,953

transported on behalf of third parties 100% 100% 100%

Hazardous waste t 58,307 25,543 24,498

transported on behalf of third parties 91% 83% 92%
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In the development and execution of infrastructural in-
vestments and, in particular, within the scope of activities
to mitigate the resulting environmental impact, the de-
sign and implementation of projects to reduce noise are
particularly important. 
The following are the most common solutions that can
be used to mitigate noise pollution generated by fixed
plants and sites:
• enclosing the noisiest machinery, operations and

maintenance permitting;
• acoustic screens (noise dampening barriers or enclo-

sures with noise dampening treatment); 
• scaling of shifts when the noisiest machinery operates

and its use during the day, production requirements
permitting.

6.5 Noise
G R I  E N 2 6  |  E N 3 0

2012 2013 2014

Design of acoustic barriers 77,200 49,320 29,500

Acoustic barriers built 1,714 0 4,102

Values in m

The mitigation that can be achieved varies on a case-
by-case basis, depending on a multitude of variables
(reciprocal source/receptor position, topography, obsta-
cles to the propagation of noise, etc.), and can reach
10-15 dB (A).
In 2014, feasibility studies or environmental impact stud-
ies were carried out in addition to preliminary or definitive
plans for nearly 30 km of acoustic barriers. The follow-
ing table provides a summary of the results of Italferr’s
activities relating to new lines, in terms of both the design
and the construction of solutions to mitigate railway
noise. 

RFI, in investing substantial resources for projects to
maintain and improve the existing network (new tech-
nologies for train traffic, electrification, double tracks, re-
development of stations, maintenance, etc.) and for new
railway infrastructures (new lines and new systems for
passenger and cargo traffic, including intermodal solu-
tions), does not underestimate the effects of noise im-
pacts.
Since 2004, RFI is committed to the acoustic mitigation
of operating railway infrastructures, in accordance with
that approved by the Unified Government-Region Con-
ference and the provisions of the acoustics reclamation
plan. The plan, which covers 15 years and provides for
a cost of roughly €8.3 billion, entails the construction of
approximately 3,650 km of noise dampening barriers
along the railway lines throughout the entire country and
around 3,260 direct projects on isolated or sensitive re-
ceivers.
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In the first four years, 428 projects were carried out
under the plan. Progress in 2014 is summarised below:
• 45 projects at an advanced stage or completed;
• 320 projects commenced, including:

– 88% design completed;
– 9% design in progress;
– 3% design beginning;

• another 63 planned projects, including:
– 29 postponed by the regions;
– 34 suspended because they were already part of

other projects/programmes.
In 2014, RFI built about 14.5 km of noise dampening
barriers. The following provides a summary of RFI’s re-
sults (cumulative figures by year):

With specific reference to the noise mitigation require-
ments established for the infrastructure operator, in
2014:
• “Technical specifications for the design of noise damp-

ening barriers for railway use” were issued;
• the first stage of the inspection of the acoustic simu-

lation software INAC 3D was completed, with inspec-
tion slated to end by 2015;

• the construction of the extension of noise dampening
barriers in the autonomous province of Trento was
completed. The original barriers were built in 2012,
and now the reclamation plan pursuant to the Minis-
terial decree of 29 November 2000 has been fully im-
plemented. The deadline for the work is the first half of
2015;

• preliminary activities for the issue of the next update of
RFI’s acoustic reclamation plan pursuant to the Minis-
terial decree of 29 November 2000 were completed.
The update, scheduled for 2015, will be made on the
basis of the observations, opinions and requests from
public and private bodies downstream from the activ-
ities carried out pursuant to Legislative decree no.
194/2005 “Implementation of Directive 2002/49/EC
relating to the determination and management of en-
vironmental noise”.

Overall, the acoustic impact controls that Italferr and RFI
conducted let to the installation of over 370 km sound
absorption barriers and a number of direct projects on
isolated receivers. 

Trenitalia did not perform any mitigation projects in 2014
on the source of railway noise (maintenance systems
and rolling stock) as it carried out, where necessary,
management/operating projects to reduce any impact
of sound pollution connected to its activities. Lastly, no
criticalities were noted at maintenance sites in terms of
the environmental impact caused by vibrations.

2012 2013 2014

Acoustic barriers being approved 345,800 335,686 336,403

Acoustic barriers under construction 54,430 54,430 39,878

Values in m

2012 2013 2014

Total projects carried out to mitigate 
infrastructure sound (total cumulative length 
per year on the traditional and HS line) 353,714 353,714 372,368

Values in m
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Management of potentially 
contaminated sites

The survey of potentially contaminated sites is aimed at
identifying, during the preliminary design stage, all areas
interfering with project works where there could be an
alternation in the quality of the surface soil, subsoil and
underground water. 
An environmental characterisation plan is then defined
for any risk areas that are identified, consisting of the as-
sessment of any pollutants.
The information that Italferr gathers is collected in the
geographical environmental monitoring and project in-
formation system’s database. This system includes sec-
tion for environmental reclamation in which the
reclamation and recovery procedures can be checked
and planned. 
In 2014, environmental and reclamation monitoring ac-
tivities continued to reinforce the infrastructure of the
Genoa hub, the Brescia hub, the Falconara hub, the
Bologna Centrale HS station, the Grosseto station, the
Napoli Centrale station, the Domodossola railway hub,
the Milan Segrate shunting centre, the Settingiano-
Catanzaro Lido section, the Campoleone-Villa Literno
section, the railway connection between Porto of
Taranto and the national network and the Isernia rail-
way area.

6.6 Other impacts
G R I  E N 8  |  E N 9  |  E N 1 0  |  E N 2 1  |  E N 2 3  |  E N 2 6  |  E N 3 0  |  P R 1

Trenitalia continued managing the issues arising from its
contaminated sites and their upgrading to safety stan-
dards. In particular, it monitored design activities com-
missioned outside the company and defined
technical/operational aspects to include in technical
specifications for the contracting of reclamation/
upgrading to safety standards (for the Santa Maria la
Bruna site of national interest, technical specifications
for the tender to award a contract were prepared).
Within the integrated management system, specific di-
visional targets were set to mitigate the impacts on the
soil and subsoil, in addition to checks of underground
tanks storing hazardous substances and the evaluation
of their possible, gradual disposal or reconversion. 
A total of 18 RFI sites were involved in reclamation
processes in 2014, fewer than in 2013, as projects un-
derway in the previous year were completed. They af-
fected events that can be considered modest in terms of
their extension and type of pollution. The costs incurred
for environmental recovery, which are included under
reclamation costs, came to approximately €2.6 million.
Finally, in 2014, there were no material spills of pollutants
in connection with the Ferrovie dello Stato Italiane Group
companies’ activities.
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Water

There was a slight decrease in the overall volume of
water withdrawn compared to the previous year. Indeed,
a number of initiatives were devoted to checking the
condition of water networks and training and promoting
awareness about the rational use of water as part of the
Group companies’ management systems. In addition,
Trenitalia plans to build water recycling systems in 2015
at two pilot sites (Napoli Gianturco and Mestre). No
Group companies withdrew significant amounts of water
from sources located in protected areas, i.e., with-
drawals of water making up more than 5% of total with-
drawn water.

The summary provided in the table on water with-
drawals shows the significant predominance of vol-
umes for non-industrial use (offices, bathrooms and
workshop showers, fountains at stations, etc.) out of
total consumption. Industrial consumption trends re-
flect a shift in volumes from underground sources

(wells and springs) to public aqueducts, partly due to
the changes in RFI water procurement requirements
and partly due to the progressive replacement of
water procurement at RFI and Trenitalia from under-
ground water sources to water sourced from the
public water grid.

WithdraWals by use aNd source

2012 2013 2014

Industrial use m3 3,099,932 3,345,435 3,242,765

from aqueducts 46.0% 39.1% 46.7%

from the water table1 52.7% 59.4% 51.9%

from bodies of water 1.3% 1.5% 1.4%

Civil use m3 22,652,208 21,034,213 20,444,212

from aqueducts 46.4% 41.1% 41.9%

from the water table1 53.6% 58.9% 58.1%

Total water withdrawn m3 25,752,140 24,379,648 23,686,977

1. Withdrawal of water from the water table and sources
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In the withdrawal of water for non-industrial use, one
of the key aspects that cannot be overlooked is the
management of biological risk. Water to replenish
passenger carriages, for example, must meet health
and bacteriological standards. Indeed, utmost atten-
tion is devoted to the quality of water used, the man-
agement and maintenance of water infrastructures
and the ways in which loading operations are han-
dled.
Accordingly, routine checks are scheduled to provide in-
formation on the water quality and the effectiveness of

water treatment. The entire train water circuit is also re-
claimed (tanks, pipes, etc.) with the removal of lime and
sanitising.
The water that the Group uses at stations and offices is
mainly classified as domestic wastewater. This water is
disposed of by being sent to the municipal sewage sys-
tem in accordance with the requirements of Legislative
decree no. 152/06. On the other hand, the water used
to wash trains in the workshop yards is considered in-
dustrial wastewater and is suitably treated before being
drained in the sewers.

Finally, the Group’s main workshops are equipped with
systems to collect and treat (chemically/physically) the
wastewater resulting from the Group companies’ indus-
trial activities. The water treatment process is managed
by specialised companies. 

WithdraWals by use aNd source

2012 2013 2014

Wastewater sent to sewers m3 22,169,602 21,091,704 19,834,291

water treated beforehand 4.7% 5.1% 4.8%

Wastewater sent elsewhere m3 262,629 442,591 363,561

water treated beforehand 81.6% 84.1% 89.2%
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Electromagnetic fields

Since the early 1980s, in collaboration with qualified na-
tional structures such as the Istituto Superiore di Sanità
(Italian institute of health), Anpa (environmental protec-
tion agency) and Enel, the main Ferrovie dello Stato Ital-
iane operating companies have provided a genuine
contribution to analysing and assessing the interaction
between the environment and the electromagnetic fields
created on the rails. Many investigations have been con-
ducted to check that the electromagnetic field thresh-
olds pursuant to law are complied with, both on board
operating trains and in the areas surrounding the infra-
structure that generates the radiation.
In particular, the following railway systems generate elec-
tromagnetic fields with non-negligible frequencies under
current legislation:
• electrical power lines and stations, i.e., all electrical

lines, substations and transformation stations;
• electrical traction contact cables;
• telecommunication and radio transmission systems

used to meet service requirements;
• medium and low voltage systems for lighting and

other services.

Trenitalia measures the electromagnetic fields of rolling
stock to prepare risk assessments pursuant to Legisla-
tive decree no. 81/2008. Within the scope of the con-
tinuous improvement of the company’s integrated
management system, a new specification was defined
for the management of the electromagnetic fields of fixed
and moving systems in 2014. 
With respect to the 50 Hz electromagnetic fields gener-
ated by the power lines and systems, RFI constantly
monitors voltage on its high voltage lines and reports the
values to the relevant ARPA (environmental agency) of-
fices. As for trains, testing in the conductor’s cabin, on
operating trains and outside trains held in the workshop
for maintenance, present an overall profile that is in line
with the legislative requirements for occupational expo-
sure to electromagnetic fields.
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Comments on the trend

The figures in the table mainly refer to water withdrawals by the Villa Patrizi site in Rome, where
the central structures of the main Ferrovie dello Stato Italiane Group companies operate. The
growth trend is due to a leak detected in 2014, which was only partially offset by the decrease
in consumption by the Trieste site. Consumption tracking and monitoring have begun to note
any irregularities or leaks immediately. 

Ferrovie dello Stato Italiane SpA
G R I  1 . 2

Environmental highlights

fiNal eNerGy coNsumptioN

2012 2013 2014

Energy consumption MWh 6,729 6,608 6,176

Natural gas Sm3 322,590 356,990 275,760

total co 2 emissioNs

2012 2013 2014

CO2 t 3,414 3,387 2,783

Water

2012 2013 2014

Withdrawals for non-industrial use m3 136,635 135,267 140,266

Comments on the trend

Energy consumption relates mainly to the management of the building housing the central
headquarters in Villa Patrizi, Rome. The trend in consumption is not linear and is impacted by
weather conditions and, accordingly, varying needs for air conditioning.
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Comments on the trend

The figures in the table refer to waste produced by the Villa Patrizi site in Rome, where the central
structures of the main Ferrovie dello Stato Italiane Group companies operate. The data show a
growth trend due to the greater volume of non-hazardous special waste produced by the
replacement of furniture in the rooms used by personnel. 

Waste

2012 2013 2014

Hazardous special waste t - 1.02 1.25

Non-hazardous special waste t - 2.96 10.15

Special waste sent for recycling - 100% 100%

The company has extended the scope of application of the environmental management system by certifying all
its operational and management processes in accordance with ISO 14001 standards.

The revised governance model for the Group companies’ environmental management system was issued and
the environmental guidelines were updated to ensure the alignment of environmental management throughout
the Group. 

The document audits required by the governance model were completed for five operating companies. 

The start of renovation work on the central headquarters, including the installation of centralised air conditioning,
was postponed. However, the environmental management system was integrated to include a specific
monitoring process and a mitigation plan was launched for impact on logistics. 

Development continues on the IT solution (SuPM – Sustainability Performance Management) for sustainability
planning, monitoring and reporting. The Sustainability Reporting scope has grown since the previous year to
include additional Group companies (Bluferries, Ataf Gestioni and Umbria Mobilità Esercizio).

W h at  W e  h a v e  a c c o m p l i s h e d

As part of the environmental sustainability plan, the parent plans to audit its Italian suppliers in 2015.

In accordance with the revised version of the governance model, environmental targets will be added to the next
strategic plan.

In order to ensure the proper environmental management of the Group companies’ proprietary assets, a new
set of guidelines will be issued in 2015.  

Renovation work is slated to start in 2015 on Villa Patrizi, including, among other things, the replacement of
around 2,000 air conditioners with a more modern and efficient centralised air conditioning system.

Start of the print management system for the centralised management of printers and multi-function devices
and to monitor employees’ consumption of toner and paper. 

W h at  W e  a i m  t o  d o  

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.
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Comments on the trend

RFI has implemented rationalisation and monitoring measures that have led to reduced
consumption and cost savings in the procurement of energy. The measures taken consist of:
replacing diesel systems with others that run on natural gas and updating natural gas systems
with other, more highly efficiency systems; introduction of heat pumps in offices; streamlining
the car fleet; and centralising supply agreements. 

RFI

Environmental highlights 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 27,486 24,605 16,785

Energy consumption1 MWh 424,699 435,816 400,829

Natural gas Sm3 10,426,565 11,611,908 8,029,684

1. Including the electricity produced and consumed by solar power systems. 
Excluding high voltage electricity absorbed by the railway companies’ trains operating on the national network

total co 2 emissioNs

2012 2013 2014

CO2 t 286,871 281,200 217,215  

Comments on the trend

The trend is in line with procurement requirements relating to the performance of activities.
Improvements are planned in the monitoring of data on consumption in terms abduction from
wells and springs.

Water

2012 2013 2014

Withdrawals for non-industrial use m3 17,620,433 16,734,766 17,092,223
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The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

Comments on the trend

The production of waste is closely linked to routine and non-routine maintenance work volumes
on all railway infrastructure components (the superstructure, tracks, contact lines, etc.). The
waste indicated in the table mainly consists of steel from the tracks and copper from the contact
lines. The percentage of special waste sent for recycling is high, and shows growth on 2013.

Waste

2012 2013 2014

Hazardous special waste t 32,681.8 34,412.5 36,311.1

Non-hazardous special waste t 92,063.5 91,845.2 101,602.1

Special waste sent for recycling 97% 97% 98%
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Comments on the trend

Terminali Italia
The reduction in diesel consumption in 2014 is due to the rationalisation of the terminal network
that the company manages directly, a process that entailed the transfer of certain activities. 
With respect to electricity, the reduction in consumption was due to machine downtime in order
to perform maintenance on the portal cranes.
The elimination of natural gas consumption was due to the discontinuance of utilities in the
company’s name, with contracts transferred to the succeeding companies to which the
company assigned management of certain terminals in the network.

Bluferries
Diesel consumption grew in 2014 in close connection with the operating schedule, which
entailed an increase in Tremestieri-Villa San Giovanni connections. 

RFI’s subsidiaries

Environmental highlights 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel1 t 1,220 1,195 6,803

Energy consumption MWh 2,580 2,853 2,296

Natural gas Sm3 15,593 0 0

1. The 2014 figure includes diesel for the subsidiary Bluferries’ navigation



202 G R U P P O  F E R R O V I E  D E L L O  S T A T O  I T A L I A N E202 G R U P P O  F E R R O V I E  D E L L O  S T A T O  I T A L I A N E

Comments on the trend

Terminali Italia
The reduction in diesel consumption in 2014 is due to the rationalisation of the terminal network
that the company manages directly, a process that entailed the transfer of certain activities. 
With respect to electricity, the reduction in consumption was due to machine downtime in order
to perform maintenance on the portal cranes.
The elimination of natural gas consumption was due to the discontinuance of utilities in the
company’s name, with contracts transferred to the succeeding companies to which the
company assigned management of certain terminals in the network.

Bluferries
Diesel consumption grew in 2014 in close connection with the operating schedule, which
entailed an increase in Tremestieri-Villa San Giovanni connections. 

RFI’s subsidiaries

Environmental highlights 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel1 t 1,220 1,195 6,803

Energy consumption MWh 2,580 2,853 2,296

Natural gas Sm3 15,593 0 0

1. The 2014 figure includes diesel for the subsidiary Bluferries’ navigation

203203

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

The data include amounts reported by the two subsidiaries Terminali Italia and Bluferries, which were included in the
scope of the 2014 Sustainability Report.

total co 2 emissioNs

2012 2013 2014

CO2 t 4,926 4,911 23,222

Comments on the trend

Terminali Italia
Terminali Italia’s only utilities contracts in its name are for the Milan shunting site and the third
Verona module, which is owned by QETG. These utilities contracts relate to the functioning of
the fire prevention systems, which, once they have been filled, do not entail any water
withdrawals (unless they are used for an emergency). 

Water

2012 2013 2014

Withdrawals for non-industrial use m3 0 0 1,888

Comments on the trend

Terminali Italia
The increase in waste production in 2014 was due to non-routine maintenance and reclamation. 

Waste

2012 2013 2014

Hazardous special waste t 74 43 172.3

Non-hazardous special waste t 155 82 208.5

Special waste sent for recycling 30% 73% 78%
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RFI 

As part of the energy efficiency project, RFI assessed the financial feasibility of adopting LED technology for
lighting systems at about 500 stations. 

A retirement/replacement plan was created for thermal stations fuelled by diesel, which were mainly used to heat
work areas, with more energy efficient systems (natural gas/district heating).

The GreenNebula system was rolled out, i.e., the cloud to manage the authorisation of entities assigned waste
management services. In 2014, approximately 70% of the authorisations were input and validated.

With respect to sound pollution, the first stage of the INAC 3D software inspection was completed. This is a
digitalised system that integrates the acoustic simulation system to consider the design of noise dampening
barriers.

A training course was held for Project Engineers in the Investment Department on the “Managing of environmental
aspects in investing”. The aim of the course was to provide the necessary information to monitor environmental
aspects when planning and carrying out investments. 

Preliminary activities were carried out to update the acoustic reclamation plan, which RFI prepared pursuant to
the Ministerial decree of 29 November 2000. The update will be made on the basis of the observations, opinions
and requests from public and private bodies affected by the railway infrastructure’s noise emissions. 

Terminali Italia 

Departing train loading lists were automated at the Verona and Segrate sites using vehicle tablets, concurrently
speeding up acceptance, streamlining the intermodal transport unit tracking procedures and reducing the
consumption of paper considerably.

Work was carried out to reduce light pollution produced by the light towers at the Verona terminal and the sound
pollution created by activities at the Milan shunting hub.

Bluferries 

In 2014, the company implemented its own safety and environmental pollution and prevention management
system pursuant to the international safety management code adopted with EU regulation no. 336/2006 and
the European Parliament and Council.

W h at  W e  h a v e  a c c o m p l i s h e d
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RFI 

As part of the energy efficiency project, RFI assessed the financial feasibility of adopting LED technology for
lighting systems at about 500 stations. 

A retirement/replacement plan was created for thermal stations fuelled by diesel, which were mainly used to heat
work areas, with more energy efficient systems (natural gas/district heating).

The GreenNebula system was rolled out, i.e., the cloud to manage the authorisation of entities assigned waste
management services. In 2014, approximately 70% of the authorisations were input and validated.

With respect to sound pollution, the first stage of the INAC 3D software inspection was completed. This is a
digitalised system that integrates the acoustic simulation system to consider the design of noise dampening
barriers.

A training course was held for Project Engineers in the Investment Department on the “Managing of environmental
aspects in investing”. The aim of the course was to provide the necessary information to monitor environmental
aspects when planning and carrying out investments. 

Preliminary activities were carried out to update the acoustic reclamation plan, which RFI prepared pursuant to
the Ministerial decree of 29 November 2000. The update will be made on the basis of the observations, opinions
and requests from public and private bodies affected by the railway infrastructure’s noise emissions. 

Terminali Italia 

Departing train loading lists were automated at the Verona and Segrate sites using vehicle tablets, concurrently
speeding up acceptance, streamlining the intermodal transport unit tracking procedures and reducing the
consumption of paper considerably.

Work was carried out to reduce light pollution produced by the light towers at the Verona terminal and the sound
pollution created by activities at the Milan shunting hub.

Bluferries 

In 2014, the company implemented its own safety and environmental pollution and prevention management
system pursuant to the international safety management code adopted with EU regulation no. 336/2006 and
the European Parliament and Council.

W h at  W e  h a v e  a c c o m p l i s h e d
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RFI

Following the financial assessment carried out in 2014 concerning the adoption of LED technology for lighting
systems in the network stations, a tender will be published for the implementation of an energy efficiency project.

A plan will be carried out to replace thermal systems running on diesel with more energy efficient systems
presenting a lower environmental impact.

The railway companies’ and RFI’s electricity consumption and cash outflows will be managed separately and
independently, making it possible to more efficiently monitor the actual use of energy. 

A digital system called Atlantide will be rolled out to manage both non-hazardous waste through the filling out
of loading and unloading ledgers and forms and hazardous waste using SISTRI, in accordance with the
interoperability specifications defined by the Ministry of the Environment.

An update will be made to the acoustic reclamation plan that RFI has prepared pursuant to the Decree of the
Ministry of the Environment of 29 November 2000.

A revision has been scheduled for the executive plan for the standard HS noise dampening barrier for railway
use pursuant to Ministerial decree of 14 January 2008 (technical construction regulations).

The second and final stage of the INAC 3D acoustic simulation software inspection will be completed. At the
same time, a design manual will be prepared for noise dampening barriers.

Also with respect to noise pollution, an experimental sound reduction and track vibration mitigation system will
be launched.

Terminali Italia 

The company expects to receive safety management system certification. 

Extraordinary cleaning will be carried out on all operating vehicles using third party companies at all terminals
in accordance with current environmental legislation and safe conditions will be restored (floors, signs, etc.) at
the Segrate, Bari and Catania sites.

The company will continue to participate in the integrated logistics platform for an integrated transport system
that enables it to streamline operations, improve the services it offers and considerably reduce the use of paper. 

Bluferries

As part of the safety and environmental pollution prevention management system, the training programme for
the company’s operating personnel will focus more on environmental issues (e.g., management of environmental
emergencies such as spillage of products during on-board activities and the disposal/recycling methods for
waste collected on board) , in complete compliance with procedures. 
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Comments on the trend

The containment of electricity consumption, such as the decrease in the consumption of diesel,
is mainly connected with railway production volumes, which fell in 2014 compared to 2013.
The trend in natural gas in the past two years was affected by weather conditions, which were
particularly mild in the winter, as well as, to a lesser extent, the retirement of certain systems.

Trenitalia

Environmental highlights 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 55,131 54,412 46,034 

Total electricity MWh 3,804,878 3,992,867 3,746,274 

for railway traction MWh 3,720,203 3,910,433 3,670,262 

for other uses MWh 84,675 82,434 76,012

Natural gas Sm3 20,132,634 21,465,122 15,960,292
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Comments on the trend

The containment of electricity consumption, such as the decrease in the consumption of diesel,
is mainly connected with railway production volumes, which fell in 2014 compared to 2013.
The trend in natural gas in the past two years was affected by weather conditions, which were
particularly mild in the winter, as well as, to a lesser extent, the retirement of certain systems.

Trenitalia

Environmental highlights 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 55,131 54,412 46,034 

Total electricity MWh 3,804,878 3,992,867 3,746,274 

for railway traction MWh 3,720,203 3,910,433 3,670,262 

for other uses MWh 84,675 82,434 76,012

Natural gas Sm3 20,132,634 21,465,122 15,960,292

207

total co 2 emissioNs

2012 2013 2014

CO2 t 1,745,415 1,745,522 1,493,886

Comments on the trend

In the 2013-2014 two-year period, the volume of water withdrawn for industrial use was
substantially steady (-3%), while, following the gradual closure of certain wells, the mix of
withdrawal sources changed, as water withdrawn from aqueducts increased and that
withdrawn from the water table decreased. Withdrawals for non-industrial use saw a 14%
decrease due to the maintenance of water grids and the consequent reduction in and
prevention of leaks. 

Water

2012 2013 2014

Withdrawals for industrial use m3 3,061,381 3,283,727 3,182,306

Withdrawals for non-industrial use m3 1,405,486 1,159,249 997,637

Comments on the trend

The reduction in Trenitalia’s hazardous special waste was due to the outsourcing of certain
maintenance activities and the containment of railway production in 2014, mainly in relation to
regional transport services.
On the other hand, in 2014, non-hazardous special waste decreased due to the reduced
demolition of obsolete cargo transport carriages which, in 2013, caused a peak in the quantities
of ferrous materials to be sent for recycling.

Waste

2012 2013 2014

Hazardous special waste t 6,900.8 5,625.4 4,211.1

Non-hazardous special waste t 42,781.7 87,643 66,150.2

Special waste sent for recycling 66% 85% 86%

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.
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Comments on the trend

The increases in diesel consumption essentially refer to the growth in the subsidiary Serfer’s
business volumes for shunting services.
On the other hand, the growth in electricity consumption was mainly due to greater cargo traffic
volumes managed by the German subsidiary TX Logistik.

Trenitalia’s subsidiaries

Environmental highlights 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 1,889 1,996 2,159 

Total electricity MWh 146,308 157,348 175,596

for railway traction MWh 145,733 156,768 175,004

for other uses MWh 575 580 592

total co 2 emissioNs

2012 2013 2014

CO2 t 64,750 70,983 81,343

Comments on the trend

The subsidiaries Serfer and TX Logistik do not withdraw water for industrial use. Their non-
industrial withdrawals, which are estimated to be substantially steady over time, refer almost
exclusively to Serfer.

Water

2012 2013 2014

Withdrawals for non-industrial use m3 12,810 12,900 12,900
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Comments on the trend

After declining between 2012 and 2013, the increase in waste recorded in 2014 was due to the
recovery of business volumes in connection with the maintenance of rolling stock and the
construction and maintenance of railway works by Serfer.

Waste

2012 2013 2014

Hazardous special waste t 631.5 367.9 504.8

Non-hazardous special waste t 679.2 102.4 164.4

Special waste sent for recycling 97% 100% 95%

209

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

The data include amounts reported by the two subsidiaries, Serfer and TX Logistik.
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Trenitalia 

The installation of a remote energy consumption metering system was completed at 14 workshops, for
subsequent monitoring via an IT system. This new system enables the company to monitor any irregularities in
real time and taken the necessary corrective measures.

The maintenance system energy diagnosis plan continued with another seven diagnoses carried out.

The first 160-kWp solar power system was rolled out at Milano Martesana (IMC ETR 500) and specifications
were prepared for the installation of additional solar power systems, for a total of approximately 4,500 kWp, while
tenders were published for the assignment of contracts.

The green procurement policy was extended to more tenders for the supply of goods and services by
establishing environmental pre-requisites in the tender documents. 

Personnel training was carried out for the proper management of waste. The waste treatment methods in
place at the production sites were redesigned and new centres equipped for the collection of sorted waste
were set up.

Employee training and awareness activities continued with respect to the proper governance of water, and
additional feasibility studies were completed on the recovery and reuse of meteoric water. Periodic monitoring
was conducted on the status of water grids in order to minimise any leaks and waste.

Activities were carried out to contain acoustic emissions through specific management projects reducing the
noise generated by production activities.

New ways of sanitising areas used for travellers were tested, defined and described in specific operational
provisions. These methods use physical treatment (hot and cold) and cut the use of chemicals.

The “Enjoy” car sharing project continued to expand. Managed by Eni in partnership with Trenitalia, this project
was also launched in Rome and Florence, bringing the total number of shared cars in Italy to over 1,000.
The agreement between Trenitalia and Clear Channel was renewed to promote bike sharing in Milan and Verona.
Green travel packages were developed, including stays in Rome and Milan in hotels with low environmental
impacts, combined with special conditions for the rental of electric cars and bike sharing.

Serfer 

The solar power system was rolled out to generate solar energy for the Udine workshop.

The fleet of owned vehicles was updated through revamping work that included the replacement of engines with
new generation, more energy efficient and quieter devices.

Personnel awareness campaigns were carried out on the proper management of materials used and the waste
produced in the performance of their activities and water procurement. 

TX Logistik 

More than 50% of the rental car fleet was replaced with new and quieter models.

W h at  W e  h a v e  a c c o m p l i s h e d
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Trenitalia 

The installation of a remote energy consumption metering system was completed at 14 workshops, for
subsequent monitoring via an IT system. This new system enables the company to monitor any irregularities in
real time and taken the necessary corrective measures.

The maintenance system energy diagnosis plan continued with another seven diagnoses carried out.

The first 160-kWp solar power system was rolled out at Milano Martesana (IMC ETR 500) and specifications
were prepared for the installation of additional solar power systems, for a total of approximately 4,500 kWp, while
tenders were published for the assignment of contracts.

The green procurement policy was extended to more tenders for the supply of goods and services by
establishing environmental pre-requisites in the tender documents. 

Personnel training was carried out for the proper management of waste. The waste treatment methods in
place at the production sites were redesigned and new centres equipped for the collection of sorted waste
were set up.

Employee training and awareness activities continued with respect to the proper governance of water, and
additional feasibility studies were completed on the recovery and reuse of meteoric water. Periodic monitoring
was conducted on the status of water grids in order to minimise any leaks and waste.

Activities were carried out to contain acoustic emissions through specific management projects reducing the
noise generated by production activities.

New ways of sanitising areas used for travellers were tested, defined and described in specific operational
provisions. These methods use physical treatment (hot and cold) and cut the use of chemicals.

The “Enjoy” car sharing project continued to expand. Managed by Eni in partnership with Trenitalia, this project
was also launched in Rome and Florence, bringing the total number of shared cars in Italy to over 1,000.
The agreement between Trenitalia and Clear Channel was renewed to promote bike sharing in Milan and Verona.
Green travel packages were developed, including stays in Rome and Milan in hotels with low environmental
impacts, combined with special conditions for the rental of electric cars and bike sharing.

Serfer 

The solar power system was rolled out to generate solar energy for the Udine workshop.

The fleet of owned vehicles was updated through revamping work that included the replacement of engines with
new generation, more energy efficient and quieter devices.

Personnel awareness campaigns were carried out on the proper management of materials used and the waste
produced in the performance of their activities and water procurement. 

TX Logistik 

More than 50% of the rental car fleet was replaced with new and quieter models.

W h at  W e  h a v e  a c c o m p l i s h e d
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Trenitalia 

The remote energy consumption monitoring system will be strengthened and extended to another three
workshops.

Energy diagnostics will resume at industrial sites, with four more analyses following a specifically defined
procedure. 

Contracts will be awarded for the installation of another solar power system at the Milan Martesana workshop
and the new Roma San Lorenzo and Naples Santa Maria La Bruna sites, for a total of around 4,500 kWp.

“Measurement programme and project proposals” will be presented in order to obtain energy efficiency
certificates for new trains, including those for the high speed network and those to be used for regional transport. 

An electricity consumption measurement system will be implemented for electricity consumed by the
Frecciarossa 1000, in order to accurately monitor the consumption of the new high-speed train. 

Six training sessions will be held on energy savings and efficiency to some 40 local energy nominees.

Control activities will continue on the water grids with the rehaul of systems and the installation of visible pipes
to reduce any leakage and minimise waste.
Additional sites will be identified where feasibility studies can be carried out on the reuse of treated water and
rainwater.

Trenitalia will continue to partner with Eni, Trenitalia and Fiat in the “Enjoy” car sharing programme, which will
be expanded to the city of Turin and strengthened in Milan, with a new scooter sharing service (approximately
150 scooters to be made available). In addition, to encourage intermodal transport suing both trains and car
sharing, a special car park solely for Enjoy cars will be opened at the Roma Termini station, with ten spaces
available.

Serfer

Lighting in the workshop will be replaced with LED systems for increased energy efficiency. 

Within the scope of non-routine maintenance to the vehicle fleet, catalytic transmissions will be installed on
about 15 vehicles to replace the current transmissions, thereby cutting atmospheric emissions.

The personnel awareness campaigns for the proper management of raw materials and waste and the rational
use of water will continue. 
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Italferr

Environmental highlights 

Comments on the trend

The reduction in water consumption (-50% on 2012) was due to the closure of some of the
company’s sites and the personnel awareness campaign. 

Comments on the trend

The significant reduction in all types of energy consumption since 2012 mainly resulted from the
closure of some of the company’s sites (two out of eleven) and the optimisation of the car fleet.

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 172 125 125

Energy consumption MWh 2,677 2,417 2,113

Natural gas Sm3 110,656 58,832 42,151

Water

2012 2013 2014

Withdrawals for non-industrial use m3 18,433 13,532 9,489

total co 2 emissioNs

2012 2013 2014

CO2 t 1,916 1,530 1,280
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Italferr
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Comments on the trend

The sharp decrease in special waste was due to the fact that, unlike in previous years, there
were no significant relocations/renovations.

Waste

2012 2013 2014

Hazardous special waste t 0.0 3.9 0.0

Non-hazardous special waste t 70.5 81.3 17.5

Special waste sent for recycling 100% 95% 100%

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

The data refer to amounts reported by Italferr’s sites. The main consumption at “Sites” is described in the paragraph
on “Land” in this Sustainability Report.

The rationalisation of energy consumption continued at sites (with the closure/relocation of some of the
company’s peripheral offices to FS Italiane Group companies’ properties).

The power management project was carried forward to reduce the consumption of IT equipment.

To contain the number of copies printed by project processors, a new process became operational which will
cut the consumption of paper year by year at a linear rate of approximately 20% (i.e., as the new associated
contracts progressively take effect). The company expects the complete digitalisation of printed matter within
five years.

The installation of noise dampening barriers to mitigate the acoustic impact of the refrigeration units used for
air conditioning at the Rome site was completed.

W h at  W e  h a v e  a c c o m p l i s h e d

The power management project will continue to monitor energy savings resulting from work stations being
automatically turned off at night. 

Energy diagnostics have been planned for the Via Galati 71 site pursuant to Legislative decree no. 102/2014,
which will guide energy efficiency activities in forthcoming years.

W h at  W e  a i m  t o  d o  
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Ferservizi

Environmental highlights 

Comments on the trend

The reduction in consumption was due to the closure of seven Ferrotels. 

Comments on the trend

The significant reduction in consumption was due to the closure of seven Ferrotels.

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 437 401 243 

Energy consumption MWh 6,102 5,289 4,585

Natural gas Sm3 719,881 635,014 467,754

Water

2012 2013 2014

Withdrawals for industrial use m3 0 0 0

Withdrawals for non-industrial use m3 73,691 76,639 56,584

total co 2 emissioNs

2012 2013 2014

CO2 t 5,352 4,709 3,391
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Environmental highlights 
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Comments on the trend

The significant reduction in consumption was due to the closure of seven Ferrotels.
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Natural gas Sm3 719,881 635,014 467,754
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Comments on the trend

The reduction in quantities of hazardous and non-hazardous special waste and the increase in
material sent for recycling are mainly the result of activities carried out as part of the
environmental management system.

Waste

2012 2013 2014

Hazardous special waste t 14.5 8.5 2.9

Non-hazardous special waste t 196.6 207.7 172.2

Special waste sent for recycling 52% 84% 94%

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

The executive project for the new Genoa and Trieste site were prepared, providing for LED lighting and solar
power systems. 

Tenders were called for the acquisition of lubricant oil technologies for the Group. These tenders include pre-
requisites and rewards for energy savings and recyclable components, such as ISO 14001 certification.

The connection to the municipal district heating grid was set up for the “Brennero” Ferrotel.
A mobility management agreement, “Organic groceries at your door” was signed for the purchase of organic
products, an initiative available to Group employees living in Rome. 

A few master agreements were signed on behalf of the entire Group for “Services relating to the management
of communication events”, “Supply of stationery” and “Metal furniture”, containing provisions that reward
environmental sustainability.

Sorted waste collection (paper and plastic) began at 10 Ferrotels and the pilot partnership agreement with AMA
SpA was renewed for the headquarters (for the 3R green rating). Through its delegates, AMA SpA also held eight
awareness sessions for all personnel at the Via Tripolitania site on the correct conferral of waste.

A master agreement was defined solely for Ferservizi for the assignment of environmental services, including:
clearing out, cleaning up areas and buildings; waste collection, transport and recycling; asbestos reclamation;
and the reclamation of underground tanks. The environmental management system also provided for
approximately 1,000 hours of specific training. 

W h at  W e  h a v e  a c c o m p l i s h e d

By 2015, work will begin in Genoa and Trieste on the relocation of the respective sites to buildings with LED
lighting systems, heat pump air conditioning and the autonomous generation of electricity using solar panels.

An energy diagnosis will be conducted over the 2015-2018 three-year period pursuant to Legislative decree no.
102/2014, and actions will be defined for three of the most important buildings under Ferservizi’s management
to reduce consumption by at least 3%.

In terms of mobility management, an agreement will be defined with ATAC in Rome to facilitate the purchase of
discounted transit passes for FS Group employees.

A master agreement will be defined for the Group for the supply of restaurant vouchers printed on low
environmental impact paper, i.e., on recycled or FSC-certified paper or as e-vouchers.

The scope of the company environmental management system will be extended to all production processes that
are not currently covered (sales, leases and custody); certification of the new scope is slated for December
2015.
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Grandi Stazioni

Environmental highlights 

Comments on the trend

The reduction in the overall consumption of water was due to projects to optimise systems,
rationalise devices and transfer utilities that do not fall within the scope of activities (utility
segregation project).

Comments on the trend

The progressive increase in electricity and gas consumption in the three years considered was
essentially due to the start-up and roll-out of systems serving the new station areas as they are
progressively redeveloped. Diesel and fuel oil consumption fell as old thermal power stations
were discontinued, while weather conditions are nearly entirely responsible for dictating the
consumption of district heating systems.

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 193 161 135

Fuel oil t 203 202 171

Energy consumption MWh 62,462 63,661 66,126

District heating MWht 2,257 2,779 2,143

Natural gas Sm3 6,605,813 6,861,295 7,077,786

Water

2012 2013 2014

Withdrawals for non-industrial use m3 2,954,081 2,484,822 1,827,693

total co 2 emissioNs

2012 2013 2014
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Grandi Stazioni

Environmental highlights 

Comments on the trend

The reduction in the overall consumption of water was due to projects to optimise systems,
rationalise devices and transfer utilities that do not fall within the scope of activities (utility
segregation project).

Comments on the trend

The progressive increase in electricity and gas consumption in the three years considered was
essentially due to the start-up and roll-out of systems serving the new station areas as they are
progressively redeveloped. Diesel and fuel oil consumption fell as old thermal power stations
were discontinued, while weather conditions are nearly entirely responsible for dictating the
consumption of district heating systems.

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 193 161 135

Fuel oil t 203 202 171

Energy consumption MWh 62,462 63,661 66,126

District heating MWht 2,257 2,779 2,143

Natural gas Sm3 6,605,813 6,861,295 7,077,786

Water

2012 2013 2014

Withdrawals for non-industrial use m3 2,954,081 2,484,822 1,827,693

total co 2 emissioNs

2012 2013 2014

CO2 t 36,968 36,596 35,365
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Comments on the trend

There were no changes in the year. In 2013, the criterion used to estimate waste produced was
changed. 

Waste*

2012 2013 2014

Waste classified as urban waste t 15,000 18,048 18,048

* Station network and operating sites

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.
They include the consumption of station customers.
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The analysis of electrical systems continued to rationalise energy consumption, particularly at the Napoli
Centrale and Torino Porta Nuova stations.

Various updating and rehaul projects were carried out on the lighting systems with the installation of new LED
lights. In addition, technical/economic feasibility studies began for similar projects at the Napoli Piazza Garibaldi
(underground), Napoli Centrale, Bologna Centrale and Roma Tiburtina stations.

The new thermal power station was constructed at the Venezia Mestre station to increase average yield and
reduce atmospheric emissions.

The new waste collection area was created at the Napoli Centrale station. In agreement with the municipal
utilities company, AMA, the reorganisation of the waste collection area at the Roma Termini station was planned
and sorted waste was organised at the Roma Tiburtina station, with the creation of a door-to-door collection
service.

The station sewage network continued to be mapped and water consumption was continuously monitored in
order to detect any irregularities and to eliminate leaks, including with on-site inspections.

Through the application of procedures and the performance of internal audits of the main network stations,
activities progressed to obtain ISO 14001 certification for the environmental management system.

W h at  W e  h a v e  a c c o m p l i s h e d

Energy diagnostics will be conducted on the main station complexes: 50% of sites will be diagnosed by
December 2015 and the rest of the stations will be diagnosed by the end of 2016. The diagnoses will identify
energy rationalisation projects consisting of LED lighting systems, efficient energy production (e.g.,
cogeneration) and energy generation from renewable sources (e.g., solar panels), with the implementation of the
main projects identified by 2020.

The new Genova Brignole thermal power station will replace the previous diesel power station and the Bologna
Centrale station will be connected to the district heating grid by 2016 with the consequent retirement of the
current power stations (natural gas and diesel).

Office personnel awareness campaigns will be carried out on the rational use of paper and printers/photocopiers
in order to reduce the consumption of raw materials. 

The company plans to undertake a series of actions by 2016 to support and increase sorted waste collection
at the network stations, including: the preparation of centralised areas, specific reporting, the inclusion of
controls to involve the station complex cleaning companies and the development of communication plans
targeting those who use the public and office spaces.

The environmental management system will be improved and made fully operational in order to achieve the
objective of obtaining ISO 14001 certification, which is expected by 2016 for the Roma Termini, Milano Centrale
and Venezia Santa Lucia stations.

W h at  W e  a i m  t o  d o  
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Centostazioni

Environmental highlights 

Comments on the trend

Diesel and natural gas consumption decreased due to the retirement of certain thermal power
stations. At the same time, electricity consumption grew slightly, as heat pump units were used
to ensure comfortable temperatures in premises. 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 470 467 296

Energy consumption MWh 12,083 13,105 15,931

Natural gas Sm3 2,083,300 1,798,104 1,541,512

total co 2 emissioNs

2012 2013 2014

CO2 t 10,678 10,334 9,727

Comments on the trend

The reduction in consumption was fairly significant in 2014 and resulted from the accurate
water circuit system monitoring and optimisation and the awareness of station users about the
importance of limiting waste. In particular, an IT system was implemented to read the water
metres, alerting the local technicians when there are leaks before they can be seen so rapid
action can be taken. 

Water

2012 2013 2014

Withdrawals for non-industrial use m3 1,003,516 1,036,700 511,745
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Centostazioni

Environmental highlights 

Comments on the trend

Diesel and natural gas consumption decreased due to the retirement of certain thermal power
stations. At the same time, electricity consumption grew slightly, as heat pump units were used
to ensure comfortable temperatures in premises. 

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 470 467 296

Energy consumption MWh 12,083 13,105 15,931

Natural gas Sm3 2,083,300 1,798,104 1,541,512

total co 2 emissioNs

2012 2013 2014

CO2 t 10,678 10,334 9,727

Comments on the trend

The reduction in consumption was fairly significant in 2014 and resulted from the accurate
water circuit system monitoring and optimisation and the awareness of station users about the
importance of limiting waste. In particular, an IT system was implemented to read the water
metres, alerting the local technicians when there are leaks before they can be seen so rapid
action can be taken. 

Water

2012 2013 2014

Withdrawals for non-industrial use m3 1,003,516 1,036,700 511,745
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Comments on the trend

There were no particular changes.

Waste*

2012 2013 2014

Waste classified as urban waste t 1,931 1,742 1,719

* Station network and operating sites

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.
They include the consumption of station customers. 
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A contract was signed requiring that at least 30% of electricity comes from certified renewable sources by
2015.

Updating and rehaul projects were carried out on the lighting systems with the installation of new LED lights in
seven stations (Bergamo, Gallarate, Milano Porta Garibaldi, Monza, Padua, Termoli and Verbania) and plans
were drawn up to take similar measures at another 11 stations (Ancona, Lucca, Milano Rogoredo, Pesaro, Roma
Ostiense, Salerno, Trento, Terni, Arezzo, Mantua and Milano Lambrate).

In implementation of the thermal power station optimisation plan, the five thermal power stations were
retired/downgraded (Pesaro, Taranto, Piacenza, Rovereto and Desenzano) and two water heaters were
rehauled/replaced with new condensation boilers (Verbania and Novara).

Office paper consumption was monitored and employee awareness measures were taken. 

The company signed the “Pilot memorandum for large users” with AMA SpA in Rome, for the sorted collection
of waste (glass/plastic/metal and paper) at the headquarters, where training/updating activities began for
employees and freelancers. 

The sorted collection of waste produced in public areas was strengthened with the installation of additional
bins at 16 network stations (Ancona, Arezzo, Bergamo, Gallarate, Lucca, Mantua, Milano Lambrate, Milano
Porta Garibaldi, Milano Rogoredo, Monza, Padua, Pesaro, Roma Ostiense, Termoli, Trento and Terni). In addition,
work on the design of an ecological area inside the Milano Rogoredo station began.

Accurate monitoring of water consumption enabled the company to rapidly locate faults and restore correct
water provision, with significant reductions in consumption at the Pistoia, Prato, Como San Giovanni, Rimini,
Lucca, Rome Trastevere, Piacenza, Potenza and Benevento stations. The quality of drinking water at network
stations was also regularly tested. 

As part the “Operational station control” management model”, 303 internal audits were conducted to check that
the contracting companies operating at network stations are properly managing material environmental aspects.
Furthermore, all personnel of these companies was involved in awareness campaigns and received information
on environmental aspects.

W h at  W e  h a v e  a c c o m p l i s h e d
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The company will continue to sign supply agreements requiring that at least 30% of the electricity supplied
comes from certified renewable sources and it will continue to replace traditional fluorescent light bulbs with LED
lights.

Energy diagnostics will be conducted at the network stations that use the most energy, where TEP consumption
accounts for 50% of total consumption (Milano Porta Garibaldi, Sanremo, Cremona, Pescara, Trieste, Cagliari,
Padua, Brescia, Alessandria, Aosta).

The optimisation of thermal plants will continue, including the replacement of the power stations with plants
based on innovative technologies.

The procurement/contracting management process will be digitalised, entailing environmental benefits due to
the reduction in printed matter.

Three ecological areas will be created at the Milano Rogoredo, Bergamo and Milano Lambrate stations.

Monthly monitoring of water grids will continue. In addition, the quality of drinking water will also continue to
be monitored for all water systems and air conditioning systems at stations. 

The following actions will be taken within the scope of the “Operational station control” management model:
• Centostazioni personnel training and awareness building on environmental issues (specifically personnel

operating at the restyling sites);
• 306 internal audits at the offices and stations in the network.

W h at  W e  a i m  t o  d o  
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Busitalia - Sita Nord

Environmental highlights 

Comments on the trend

The slight drop in diesel consumption in 2014 is substantially due to two factors: the fact that
vehicles travelled a shorter total distance than in 2013 and the fact that the new Euro5/Euro6
vehicles, which replaced the old Euro0/Euro2 in the company’s fleet are more energy efficient.
The reduced use of company cars at the Veneto operating site also helped cut diesel
consumption.

The biggest decrease on 2013 was in natural gas consumption due to the reduced use of
vehicles fuelled by natural gas, as these were replaced by new last-generation diesel buses at
the Veneto operating site.

fiNal eNerGy coNsumptioN

2012 2013 2014

Diesel t 10,524 10,500 10,177

Energy consumption MWh 1,147 1,167 1,086

Natural gas Sm3 284,735 281,461 242,936

total co 2 emissioNs

2012 2013 2014

CO2 t 34,087 34,008 32,825

Water

2012 2013 2014

Withdrawals for industrial use m3 20,507 19,703 13,689

Withdrawals for non-industrial use m3 8,164 9,665 8,474
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Busitalia - Sita Nord

Environmental highlights 

Comments on the trend

The slight drop in diesel consumption in 2014 is substantially due to two factors: the fact that
vehicles travelled a shorter total distance than in 2013 and the fact that the new Euro5/Euro6
vehicles, which replaced the old Euro0/Euro2 in the company’s fleet are more energy efficient.
The reduced use of company cars at the Veneto operating site also helped cut diesel
consumption.

The biggest decrease on 2013 was in natural gas consumption due to the reduced use of
vehicles fuelled by natural gas, as these were replaced by new last-generation diesel buses at
the Veneto operating site.
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The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

Comments on the trend

In 2013 Busitalia - Sita Nord, kicked off and executed various activities to obtain environmental
certification for its Veneto operating site. The growth trend seen in 2013, compared to 2012, is
due to more careful waste monitoring at all main sites, in addition to extraordinary activities in
connection with the certification process itself.  

The significant increase in hazardous special waste in 2014 is mainly due to the scrapping of
many buses in 2014, unlike in 2013. This also generated a corresponding increase in the
percentage of special waste sent for recycling.

Waste

2012 2013 2014

Hazardous special waste t 94.7 103.8 200.6

Non-hazardous special waste t 106.3 256.1 291.3

Special waste sent for recycling 29% 16% 37%
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Controllate di Busitalia - Sita Nord

Environmental highlights 

fiNal eNerGy coNsumptioN

2014

Diesel t 11,815

Energy consumption MWh 7,208

Natural gas Sm3 7,703,412



226 F E R R O V I E  D E L L O  S T A T O  I T A L I A N E  G R O U P

Controllate di Busitalia - Sita Nord

Environmental highlights 

fiNal eNerGy coNsumptioN

2014

Diesel t 11,815

Energy consumption MWh 7,208

Natural gas Sm3 7,703,412

227227

total co 2 emissioNs

2014

CO2 t 54,890

Water

2014

Withdrawals for industrial use m3 13,513

Withdrawals for non-industrial use m3 53,712

Waste

2014

Hazardous special waste t 867.58

Non-hazardous special waste t 169.19

Special waste sent for recycling 76%

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

The data include amounts reported by the two subsidiaries, Ataf Gestioni and Umbria Mobilità Esercizio, included in the
scope of the 2014 Sustainability Report.
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Busitalia - Sita Nord 

The company replaced 17 old generation Euro0/Euro2 vehicles with Euro5/Euro6 buses built using
construction technologies and equipped with devices ensuring low consumption.
In addition, the company completed two negotiation processes for the supply of up to 85 new diesel Euro6
buses for the operating sites in Tuscany and Veneto.

A new software programme was implemented for preventive bus management which enables the company
to carry out targeted repairs on any type of bus in the fleet, ensuring that they are in the best working order,
including in terms of energy consumption. 

New accumulators with longer lifespans were purchased for the buses, reducing consumption. 

The company purchased two new treatment systems for water resulting from bus washing. These systems
use a bio-oxidation process to reduce the consumption of chemical/physical products, recover treated water
and eliminate the production and disposal of treatment sludge.

In the areas equipped for refuelling at the operating site in Tuscany, a rainwater collection and treatment
system was created by conveying the water to an oil separator before being sent to the public sewers.

The company began designing the occupational health and safety management system.

Ataf Gestioni 

A programme was set up to monitor energy consumption following the renewal of the bus fleet with 64 new
diesel Euro6 vehicles. A study began to evaluate CO2 emissions of Euro0 to Euro5 vehicles, in order to highlight
the reductions achieved through the addition of new generation vehicles to the fleet.

Devices were installed to monitor diesel withdrawals to refuel buses and company cars and to prevent spillage.

In order to reduce paper consumption, the company encouraged the digital transfer and archiving of company
documentation and the sale of train tickets via text messaging, in addition to the installation of new ticket
punchers for passes and e-tickets.

A project was kicked off to purchase new bio-oxidation treatment systems to reduce the consumption of
chemical/physical waste water treatment products. 

Umbria Mobilità Esercizio 

Old generation Euro0 vehicles in the fleet were replaced with 11 new Euro5 buses.
The company also replaced four service cars with the same number of natural gas Euro6 vehicles and called a
tender for the purchase of five urban buses with diesel Euro6 engines and four electric buses, all in order to
contain emissions that pollute the atmosphere.

W h at  W e  h a v e  a c c o m p l i s h e d
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system was created by conveying the water to an oil separator before being sent to the public sewers.

The company began designing the occupational health and safety management system.
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A programme was set up to monitor energy consumption following the renewal of the bus fleet with 64 new
diesel Euro6 vehicles. A study began to evaluate CO2 emissions of Euro0 to Euro5 vehicles, in order to highlight
the reductions achieved through the addition of new generation vehicles to the fleet.

Devices were installed to monitor diesel withdrawals to refuel buses and company cars and to prevent spillage.

In order to reduce paper consumption, the company encouraged the digital transfer and archiving of company
documentation and the sale of train tickets via text messaging, in addition to the installation of new ticket
punchers for passes and e-tickets.

A project was kicked off to purchase new bio-oxidation treatment systems to reduce the consumption of
chemical/physical waste water treatment products. 

Umbria Mobilità Esercizio 

Old generation Euro0 vehicles in the fleet were replaced with 11 new Euro5 buses.
The company also replaced four service cars with the same number of natural gas Euro6 vehicles and called a
tender for the purchase of five urban buses with diesel Euro6 engines and four electric buses, all in order to
contain emissions that pollute the atmosphere.
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Busitalia - Sita Nord 

Old air conditioning systems will be replaced with inverter systems in the offices. 

The company plans to purchase 57 Euro6 buses to replace old generation Euro0/Euro2 vehicles: 25 of these will
be used at the operating site in Veneto and 32 at the site in Tuscany.

The company also plans to roll-out the new bio-oxidation treatment plant for water resulting from bus washing at
the operating site in Tuscany.

Ataf Gestioni 

The company continues to pursue the vehicle fleet renewal plan and related drivers’ training so they have all the
tools for efficient driving.

The energy data and CO2 emissions data monitoring plan will be completed for Euro0 to Euro5 vehicles.

A new mobility management questionnaire will be created to analyse the commutes of all company personnel. 

The company will complete the acquisition of new bio-oxidation treatment systems and continue to pursue its
sustainability policy in the procurement and use of products and materials. 

Umbria Mobilità Esercizio 

The fleet of Euro0/Euro1 buses will continue to be replaced with diesel/natural gas Euro6 vehicles and electric
vehicles.

There are plans to replace the existing thermal water heater with a condensation boiler to optimise consumption
at the Terni site.

New internal procedures will be prepared to decrease paper consumption.

Within the scope of water provisioning and drainage, the operational criticalities identified in 2014 will be
monitored for an accurate control of the use of water at the various company sites.

The ship fuelling systems will be updated at the Passignano site.

Structural improvements will be made to the industrial drains at the Todi and Umbertide depots. At Todi, after
treatment, the waste water will be sent to the sewers rather than to a body of water, while excess water in the
Umbertide washing system will be reused to reduce water consumption.

W h at  W e  a i m  t o  d o  
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FS Logistica

Environmental highlights 

Comments on the trend

The decrease in diesel consumption in the three years considered is due to the company
reorganisation from 2012 to 2013 and the closure of the Industry business unit, which handled
refuelling for shunting. Since the first few months of 2013 and for all of 2014, diesel was
consumed solely for heating and to refuel the company car fleet.

fiNal eNerGy coNsumptioN 1

2012 2013 2014

Diesel t 95 43 27

Energy consumption MWh 2,343 2,261 2,576

1. Including the electricity produced and consumed by solar power systems

total co 2 emissioNs

2012 2013 2014

CO2 t 1,177 952 951

reNeWable source eNerGy productioN

2012 2013 2014

Solar energy MWh 637 597 577

Comments on the trend

Water withdrawals for non-industrial use mainly refer to consumption for the Roma San Lorenzo
site. The data indicate a nearly steady trend. 

Water

2012 2013 2014

Withdrawals for non-industrial use m3 6,779 6,562 6,845
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Comments on the trend

The trend in the production of hazardous special waste is also related to the discontinuance of
the Industry business unit in 2013, as it produced this type of waste with its cargo loading and
unloading assistance operations and spot maintenance. On the other hand, the production of
non-hazardous special waste relates to cleaning the local sites. In 2013, it exceeded the usual
volumes due to the company reorganisation and the closure of certain units.  

Waste

2012 2013 2014

Hazardous special waste t 15.4 2.5 0

Non-hazardous special waste t 0.0 90.2 7.9

Special waste sent for recycling 0% 42% 15%

The figures refer to the environmental aspects managed directly on behalf of the company or the Group companies.

The company has considered sustainability criteria in the procurement of certain types of materials (e.g., paper).

In 2014, FS Logistica had its environmental management system certified pursuant to ISO 14001 for the sites
in Roma San Lorenzo, Marcianise, Bologna Interporto and Torino Orbassano.

W h at  W e  h a v e  a c c o m p l i s h e d

W h at  W e  a i m  t o  d o  

The company will provide all personnel with specific training on the environmental aspects of company
operations and, in particular, on waste management, plants, emissions and water disposal, in addition to training
on how to use the company’s integrated management system’s tools. 

By 2015, the company plans to extend the certification of its integrated management system (safety, the
environment and quality) to other sites throughout Italy and to confirm that obtained for the Roma San Lorenzo,
Torino Orbassano, Bologna Interporto and Marcianise.
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The Netinera group

Environmental highlights 

fiNal eNerGy coNsumptioN

2013 2014

Diesel t 17,561 22,212

Total electricity MWh 27,337 153,900

for railway traction MWh 19,837 144,750

for other uses MWh 7,500 9,150

Natural gas Sm3 1,600,000 1,600,850

total co 2 emissioNs

2013 2014

CO2 t 71,715 148,410

Water

2013 2014

Withdrawals for industrial and non-industrial m3 22,601 22,096

Comments on the trend

The greater consumption seen in 2014 is mainly due to the larger reporting
scope. In particular, the reporting of the subsidiaries Erixx’ and Metronom’s
data contributed considerably to the increase in electrical energy for traction. 

Comments on the trend

Despite the broader reporting scope, water withdrawals decreased in 2014 due
to the substantial reduction in one subsidiary’s bus fleet.
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Waste

2013 2014

Hazardous special waste t 120 300

Special waste sent for recycling 100% 100%

As part of the digital energy monitoring system (Traveltrainer), developed in 2013 to improve conductors’ driving
style and reduce energy consumption, another 130 traction vehicles were tested and equipped. The system
portal and logic were validated, fine-tuned and adjusted according to the various operational situations. 

The Bahnbook system (based on an online browser which conductors use by setting the driving approach to
take during the journey) began operating.

Over 100 new diesel vehicles were rolled out, featuring engines that meet Stage IIIb standards for emissions,
the highest level on the European rails. In addition, service stations were updated to be able to refuel the new
vehicles with AdBlue fuel.

The subsidiary Metronom participated in the “Blätterwälder” project organised by the Ministry of Agriculture of
Lower Saxony (one of the 16 German states), promoting the purchase and planting of 2,015 trees to reduce
atmospheric emissions.

W h at  W e  h a v e  a c c o m p l i s h e d

The Group will optimise the Bahnbook system and, by 2016, conduction personnel will be provided with tablets
to make the system easier to use. 

The entire Netinera fleet will be equipped with the Traveltainer system. At the same time, data for the 29
Bombardier locomotives, operating at the subsidiary Metronom, will be fed into the system.

W h at  W e  a i m  t o  d o  

Comments on the trend

The increase in the quantity of hazardous special waste is almost entirely due
to the expansion of the reporting scope.
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FS Sistemi Urbani

Environmental highlights 

During the year, management and monitoring activities continued with respect to FS Sistemi Urbani’s real estate
assets through periodic inspections to prevent any environmental criticalities. Maintenance work mainly
consisted of updating areas to safety standards, with the consequent environmental reclamation and removal
of waste.

In January 2014, the company obtained ISO 14001 certification for its environmental management system.
The scope of the certification includes not only all environmental aspects directly related to the office activities
carried out at the headquarters in Villa Patrizi in Rome, but management processes and the development of real
estate assets as well.

W h at  W e  h a v e  a c c o m p l i s h e d

Monitoring continues on the company’s assets to prevent any irregularities. The aim remains to pass the 100
annual inspections in order to ensure effective process control. 
Where required, each inspection will be followed up with corrective action to clean up the areas (e.g., remove
litter and larger objects) and the necessary preventive measures will be taken to prevent irregularities from
reoccurring (e.g., demolishing unused buildings, fencing off areas, monitoring asbestos roofs and preparing
characterisation plans for sites). 

In the second half of 2015, the company will begin activities to extend the scope of the environmental
management system certification.

W h at  W e  a i m  t o  d o  

Figures for the main environmental aspects are not reported as the data concerning direct environmental aspects re-
late to office activities and are therefore included in FS SpA’s data, as it owns the Company’s office.
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Independent 

Auditors’ Report 
G R I  3 . 1 3
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Dear readers,

This is the eighth edition of the Ferrovie dello Stato Italiane Group’s Sus-
tainability Report.
We have improved the report each year, and it has grown increasingly com-
prehensive, thanks to our stakeholders, who have contributed with their
ideas and opinions. 
To this end, we ask that you please fill out the online questionnaire, which
you will find at fsitaliane.it in the Sustainability section.
Requests for information on the 2014 Sustainability Report can be sent by
e-mail to rapportosostenibilita@fsitaliane.it or via fax to +39. 06.44102077.

Questionnaire 
G R I  3 . 4
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