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Salvador Alemany, Chairman

Chairman’s letter

Dear readers, 

I am pleased to present the seventh edition of our Social Responsibility 
Report, which provides a picture of abertis’ triple results —social, 
economic and environmental— corresponding to the 2009 financial 
year.

This report is our response to the growing demand for information about 
the relationship between the companies and their environment and 
stakeholders, as well as a high level of interest in abertis’ contributions 
to the development of society as a whole. This interest has increased in 
step with the escalation of the situation of global crisis this year.

The crisis is having an impact on social and economic relations. In the 
case of abertis, our internationalisation and diversification strategy 
has helped us adapt to the new situation, which in turn has allowed 
us to absorb many of the negative social consequences of the crisis 
and look ahead to the future and identify new opportunities to 
prolong our characteristic record of sustainable growth.

Now more than ever, decisions taken in the past have shown their 
worth, and integrating Social Responsibility into the vision, values 
and business strategy has turned out to be an essential element 
at abertis in terms of identifying new risks and opportunities and 
managing the negative impacts of the crisis on our business and that 
of our collaborators.

The responsibility of our activity, which is linked to the responsibility 
of all the agents who take an active role in society, is the driving 
force behind our commitment to helping develop a new paradigm for 
relationships based on building up trust. In this respect, it has been 
essential to consolidate the dialogue channels with all of abertis’ 
stakeholders and deepen the organisation’s institutional relations. At 
present it is of key importance to take advantage of the capacity 
of public and private collaboration projects, especially in the field 
of public infrastructures, as an economic and social stimulus. This 
requires a close relationship with the public authorities.
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The services that abertis provides, which have a high social impact, mean that we must direct our 
activities at people’s specific needs. Actions such as integrating road safety into the framework of 
the motorway management services that we offer and increasing the customer support channels in 
important transitional processes such as the introduction and deployment of digital terrestrial television 
and the subsequent “analogue switch-off” in Spain are crucial for this.

Within this context we must mention abertis’ commitment to the environment in which it operates. 
By increasing the percentage of the turnover certified in accordance with international standards such 
as the ISO 14001 standard on environmental management systems, abertis is establishing a common 
reference framework to ensure that the environmental impacts of all the Group’s activities are managed 
appropriately.

Our commitment to developing common energy saving and efficiency measures and actions enables 
us to increase our economic return on environmental investments whilst also helping to reduce the 
CO2 emissions generated by the Group’s activities. Innovation in processes, adaptation to new national 
and international legislation on environmental matters and participation in projects to design the 
new infrastructures of the future enable us to integrate the environment and contribute to long-term 
environmental sustainability.

Maintaining jobs has become an essential priority at a time when the job market is undergoing a sharp 
decline. The human team at abertis is vital for keeping the organisation active so that it can face the future, 
ready for when the moment comes for economic recovery and reactivation. In this respect, maintaining 
investment in training, social and healthcare benefits, and job security have become determining factors 
that, together with professional career development, help to retain talent and minimise the negative 
social impact of the current situation.

Our values and corporate identity are transferred to our relationships with external organisations, including 
both suppliers and the organisations that make up the community. Our supplier approval process enables 
us to perform a diagnosis of various aspects of our suppliers. Collaborating with the community not only 
enhances the Group’s activities, it also allows us to establish alliances that have far more benefits than 
any activities that we carry out individually.

We can feel proud of our Group’s performance in the triple results obtained for the 2009 financial year. 
We must now continue working to improve in all areas, and particularly to contribute in every way we 
can to laying the foundations of a new economic model that makes it possible to regenerate relationships 
of trust and maintain them in the long term.

Just as ten years ago we opted for a stable, integrating model of development that leaves behind short-
term goals, now is the time to reassert our identity, the values that have helped us to get where we are 
today and their internal and external impact. The trust that we put in our stakeholders, the efforts that 
have been made and the achievements attained to date are our greatest source of support to continue 
building the abertis of the future.

Chairman’s letter3
CSRAR AA



2. PRESENTATION OF THE REPORT

STRATEGIC LINE 8: 
Ensuring the monitoring and control of the implementation of the Social Responsibility Strategic Plan

In line with abertis’ objective to provide information about its triple balance, this document covers the 
data for the main social, environmental and economic impacts of the Group’s activities.

This report must be contextualised within the framework of the organisation’s accountability, which 
includes the publication of the Annual Report, the Corporate Governance Report and the Annual Accounts, 
together with the fundación abertis Report. 

The publication of this Social Responsibility Report also effects and reports on the actions resulting from 
the implementation of the Social Responsibility Strategic Plan, so that they may be known and rated by 
all the organisation’s stakeholders.

Content and principles of the CSR Report

The content of the report covers the actions carried out during the period from 1 January to 31 December 
2009, and it has been drawn up in accordance with the principles established in the Global Reporting 
Initiative’s G3 Guidelines. It also takes into consideration the possible sector-specific supplements 
published by the same organisation that are applicable to abertis’ activities, together with the principles 
of AccountAbility’s AA1000 Assurance Standard (2008): inclusivity, materiality and responsiveness.

The sector-specific supplement on airports is currently being drawn up, and abertis participates in its 
public consultation process on the basis of its experience in airport management. The sector-specific 
supplement on telecommunications is in a pilot phase and is still at a transitional stage until the final 
document is published. 

Any query, comment or clarification regarding the content of this report may be sent by e-mail to 
sostenibilidad@abertis.com.

Methodology used to compile, present and verify information

During 2009, the use of the Social Responsibility indicator management database has been consolidated 
and the tool has been improved in several ways: 

Revision and modification of the definitions contained in the indicator management handbook 
in order to adapt them to the reality of each of the countries where abertis operates and 
include the suggestions for improvement received after the tool was used for the first time 
last year.

In-person/online training sessions to unify criteria and thus improve understanding and 
reporting of the established indicators.

Development of the application of complementary information by attaching files in order to 
provide more information and facilitate the task of verifying the report. 

The structure of the report has remained the same as in the previous edition to make it easier for 
stakeholders to compare data and locate information. The basic subject areas are organised according 
to the definition of priorities expressed both internally and externally and the aim is to provide a more 
concise response to the demands for information made by abertis’ stakeholders. 

 
The information about good practices has also been extended, and the approach used emphasises the 
reality that characterises abertis: a common philosophy that takes different forms according to the 
specific situation. The essence of good practices is therefore corporate, whereas their application is 
individual to the companies that have directly taken on the good practice.

 
This report has been revised by PricewaterhouseCoopers, thus helping to ensure a more exhaustive and 
rigorous presentation of the data contained in it. 
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AA

Coverage and context of sustainability

The coverage of the report was extended in 2009, with the inclusion of avasa in abertis’ Social 
Responsibility Strategic Plan, as the Group now owns 100% of the company. Elqui and Rutas del Pacífico 
were included in said plan at the end of 2009 and are therefore still in a diagnostic phase. 

abertis redesigned the organisational structure of its motorways business in Spain during 2009. The 
new organisational model is based on the evolution from the current concept of a “concession” as a 
basic management unit to the concept of a “motorway as part of a network” that makes it possible 
to group together functions and territories in order to optimise resources. The objective is to ensure a 
quality service and maximise efficiency, as well as adapting the structure to meet new challenges such 
as continuous technological changes or the current economic situation.

Central services

abertis infraestructuras

Serviabertis

fundació abertis

Motorways Car parks Logistics Telecommunications Airports

Spanish 
motorways

saba España abertis 
logística (*)

abertis telecom 
(including retevisión 
and tradia)

codad

acesa saba Italia tbi

aucat Spel London Luton

aumar saba Chile Cardiff

iberpistas rabat Belfast

castellana Orlando

aulesa Stockholm Skavsta

avasa Sabsa

French motorways

sanef

International 
motorways
apr

autopistas del 
oeste

(*) abertis logística currently includes the central services of the logistics business area. In the future, said coverage will be extended  

to include the organisation’s different logistics parks. 

Just like the Group that it belongs to, abertis autopistas España division sets its strategy globally, but it 
acts locally and respects the individual identity of each community and each area where it operates so 
as to create a common culture within the Group.

As regards its Social Responsibility, abertis’ context of global and local sustainability is therefore ensured, 
as every local impact identified by each business unit is added to the global impacts identified by the 
corporation.    

In total, the report now covers 22 companies in which the company holds a majority share or has control 
over their management, which represents 92% of the turnover for 2009.  

abertis’ activities in the world

United States

Puerto Rico

Mexico

Jamaica

Colombia

Bolivia

Chile

Argentina

United Kingdom

Ireland

Andorra

Spain

Portugal

Sweden

France

Italy

Morocco

South Africa
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Relevance and participation of stakeholders
 
Due to the interesting results of the specific analysis of relevance carried out in 2008 among abertis’ 
stakeholders, this year it has been extended to include representatives in different countries and there 
has been a substantial increase in the number of replies. 

The contact maintained throughout the year provides information about which issues take priority for 
each type of stakeholder. Likewise, the analysis of the context and situation carried out by abertis for its 
daily operations also makes it possible to collect this type of information. 

Defining relevance and achieving the direct involvement of stakeholders means considering both 
external and internal factors. It is therefore important to include different sources of information that 
offer contrasting points of view.   

The direct participation of stakeholders through the specific relevance survey generated the quantitative 
results presented below, together with an interesting set of qualitative evaluations relating to the report 
and to abertis’ Social Responsibility strategy. 

It must be said that the 2008 report was very positively rated overall, and the Group has made the following 
contributions, among others:   

Increasing the status of television broadcasting and frequency modulation as a public service and 
all the personnel that work to maintain this service. 
Continuing to improve all aspects of the information published, making it more direct and easier 
to understand and increasing the distribution and communication of the report. 
Ensuring that the contents of the report are coherent in order to maximise the possibility of 
comparing reports from different years. 
Considering the local scope of abertis’ Social Responsibility: “The more global a company 
becomes, the greater its Social Responsibility towards the local environment must be”. 

This year, based on the recommendations presented in the AccountAbility “Commitment to stakeholders” 
handbook (2006), it has been possible to analyse stakeholders’ priorities in comparison with their evaluation 
by a group of people who occupy decision-making positions within the organisation.

Relevance and 
participation of 

stakeholders

Institutional  
relations

Satisfaction surveys 
for employees and 

customers
Specific survey for all 

the stakeholders

Comments expressed 
by the investment 

community through:
Meetings with investors
PRÓXIMO programme

General Meeting of 
Shareholders

Implications 
of developing 
the following 

methodologies:
London Benchmarking 

Group 
RepTrak

Suggestions  
and comments 

received by CSR bodies 
Observatory for Corporate 

Social Responsibility 
Unión General de 

Trabajadores
Academic institutions
Corporate Reputation 

Forum

External evaluations:
Dow Jones Sustainability 
Index, through the report 

published by the SAM Group
FTSE4Good Index through 

EIRIS
Global Compact

Triodos Bank
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Human rights and corruption
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The ratings are very positive and in general the priorities are almost the same from both perspectives. The 
greatest difference in scores is for aspects relating to environmental aspects, relations with investors and 
corporate governance, and human resources. 

Even so, there is no issue that receives an average or high score from stakeholders and yet a relative score 
from the organisation’s decision-makers. 

This matrix shows the range of scores given by the stakeholders for each of the issues covered in the 
survey in comparison with the scores given by the people responsible for taking decisions within the 
organisation. 

The scale has been adjusted to make the chart clearer, as none of the issues were given a score of less 
than 2.5. 

This chart must be read with reference to both axes in order to see the score given by each group. This 
makes it possible to see the differences in score for each of the issues, which is shown by the size of the 
circumference. The larger it is, the greater the difference in score.

Relevance matrix

General introductory aspects

Human resources

Relations with suppliers

Involvement in the community

Human rights and corruption

Social aspects

Customer support
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3. ABERTIS AND CORPORATE SOCIAL RESPONSIBILITY

STRATEGIC LINE 7: Encouraging and systemising dialogue channels

STRATEGIC LINE 8: Ensuring the monitoring and control of the implementation of the Social 
Responsibility Strategic Plan

The commitment to Social Responsibility taken on by abertis after the Group’s Social Responsibility Plan 
was first drawn up in 2003 and has evolved and played an integrating role as the organisation’s situation 
has developed. 

The dynamism and flexibility of the Social Responsibility strategy has enabled us to gradually incorporate 
new business units by performing preliminary diagnoses in relation to the plan’s strategic lines. 

This helps us to identify areas in need of improvement that must be prioritised in order to ensure the full 
integration of the newly incorporated units in the shortest possible time.  

abertis’ mission, vision and values have therefore been extended in parallel to the Group’s growth. 

The development of Social Responsibility at abertis can be seen through the adoption of commitments 
and management procedures in its daily activities that are in line with the principles of the Social 
Responsibility Strategic Plan. 

In 2007, the Social Responsibility Policy and the code of conduct were drawn up, both of which include 
the Group’s principles in terms of its relationship with all its stakeholders and the most important 
standards under which abertis operates.

These documents establish the specific guidelines on human rights and corruption that must be followed 
by all those who form part of the organisation, explicitly mentioning support for the principles of conduct 
and action of the Global Compact concerning human rights, employment, the environment and the fight 
against corruption. 

Accordingly, the internal regulations and procedure for handling the risk of fraud and corruption were 
drawn up during 2008 and implemented as of 2009. In this respect, both documents define the concepts 
of fraud and corruption and the control mechanisms established for identifying possible cases, which 
include external and internal whistleblowing processes through the corporate management of personnel 
and organisations, through senior or middle managers, by e-mail and by post. 

The management of possible cases is coordinated through the involvement of the Complaints Committee, 
the Audit and Control Committee and an executive body in charge of performing the necessary 
investigations to settle each situation. 

abertis places particular emphasis on such matters by distributing guidelines and practices in which all 
personnel are trained, especially those who are expatriated to countries where there is a greater risk of 
such things occurring.

Likewise, and in accordance with the development of Social Responsibility among the agents surrounding 
the company, the management of pension funds according to socially responsible investment criteria is 
one of the new tools that the organisation uses to spread its commitment. 

In this respect, the company through the pension funds Control Committee, encourages those responsible 
for handling the pension funds to manage their investments in such a way as to achieve financial results 
whilst considering the social, environmental and ethical criteria of the companies in which they decide 
to invest.    

MISSION
To be a reference 
operator in the field 
of infrastructures

 
CSR  
STRATEGIC

VISION
To provide a response to 
infrastructure needs serving 
mobility and  
telecommunications,  
harmonising the satisfaction  
of customers, shareholders  
and workers with the  
development of  
the company.

VALUES
Credibility 

Customer service and efficiency 
Proactive  attitude 

Responsibility 
Dialogue and collaboration  

Trust in people
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CSR management and design structure

The Social Responsibility Committee, which is part of the Institutional Relations Management and is 
made up of the Social Responsibility coordinators of the different business areas, is the body responsible 
for managing and coordinating abertis’ Social Responsibility strategy. 

Due to the Group’s new organisational structure, which was established in 2009, the Social Responsibility 
Committee reports directly to the Chairman. 

The Social Responsibility Committee met twice during 2009, mainly to review the opportunities for 
improvement deriving from the 2008 Social Responsibility Report, in terms of both information 
management and the Social Responsibility strategy, together with the development of new tools for the 
internal and external management of abertis’ social, environmental and economic impacts.

The process of involving stakeholders in the organisation and its decision-making requires the consolidation 
of effective dialogue channels. Informal relations and the management of institutional relations form the 
base of the specific relationships of abertis and its stakeholders. 

Board of Directors

Chairman - CEO

Institutional Relations Corporate Management
Corporate Social Responsibility Unit

Social Responsibility Committee

Social Responsibility Coordinators in each business unit

Motorways           Car parks             Telecommunications          Airports            Logistics

Shareholders

Próximo Programme
Briefings / meetings
Press releases
Telephone line for shareholders
Website
abertis magazine

Workers
Internal communication plan
Intranet
Internal publications

Customers
Attention to customers’ demands through the marketing or sales manager.
Dialogue and assistance services for passengers at airport terminals.
Information offices and 24-hour customer care line.

Community

Membership of different community associations and groups. 
Participation in national and international CSR forums.
Promotion of cultural accessibility in the community as a whole.
Relationship with neighbours and business associations.
Coordination of a citizen information centre for telecommunications-related 
matters.
Active dialogue and collaboration with organisations, associations, federations 
and guilds.
Cooperation with NGOs.

Suppliers
Communication to promote widespread observance of the code of conduct 
and good practices among suppliers.

Public authorities 

Development of cooperation agreements with state, regional and local 
authorities.
 Relationship with local councils.
 Active dialogue and collaboration in the management of infrastructure 
planning and development.

The media Publications and communication with the media.

Main channels of communication and dialogue with stakeholders.  

9
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abertis’ strategic objectives

The Strategic Objectives project, which abertis began in 2007 and implemented during 2008, was 
consolidated in 2009. These objectives make it possible to turn the abertis group’s strategy into 
operational objectives and thus influence performance and improve the sustainable running of the 
company. 

The Social Responsibility Strategic Plan is in line with abertis’ strategic map, which consists of 4 
strategic lines (Growth, Profitability, Sustainability and Service) and various strategic objectives that 
are grouped into 3 aspects: financial, business/processes and learning.

Some of the benefits deriving from this project are that it facilitates the assignation of responsibilities, 
turns the Group’s vision into specific objectives, enables the ongoing follow-up of the objectives, and 
creates a common language throughout the Group, among others.

A number of indicators are derived from each objective, for which an annual target is defined. Each 
indicator can either be associated with one or more business areas or it can be corporate. They include 
long-term socially responsible and sustainable management, proactive relations with the organisation’s 
different stakeholders and the promotion of a style of personnel management that is in line with 
abertis’ values. 
 

Institutional relations in a multinational company

The multinational structure of abertis, with sites in different geographical areas, leads to difficulties in 
maintaining relations with the different stakeholders.  

In order to improve relations at an international level, abertis promoted and held a second meeting in 
Italy in 2009 with the ambassadors of European countries in Spain, following the ideas put forward at 
the first meeting, which was held in 2008 in Chile with the ambassadors of European and Latin American 
countries.

Thanks to these meetings, permanent channels of communication and dialogue have been created in 
order to identify new business opportunities and consolidate and improve those that already exist.
 
 
New accessible corporate website

With the aim of providing maximum accessibility to information about the company for people with 
disabilities (physical, intellectual or technical) and elderly people, during 2009 the abertis group 
redesigned its corporate website (www.abertis.com), which will be operational as of 2010.

The website has been redesigned taking into account the international accessibility criteria issued by the 
World Wide Web Consortium (WWC) Web Accessibility Initiative (WAI), which are the reference criteria 
regarding website accessibility. abertis’ currently complies with level AA or double A (intermediate level) 
according to WAI standards.

The new design, which is clearer and fresher, has made it possible to modernise and update the contents 
in order to improve their usability and navigability, making it simpler and faster for users.

Institutional relations as a mechanism for dialogue with stakeholders
 
The responsible execution of any business initiative must be clearly reflected throughout all the activities 
that the company engages in. Not surprisingly, abertis defines its Social Responsibility as a way of 
working that is intrinsic to the company’s culture.

Within this context, abertis’ Institutional Relations with all its stakeholders are no exception and it 
also takes this approach to them. Values such as transparency, collaboration and dialogue, which are 
characteristic of a group that specialises in infrastructure management, must also characterise its 
relationships with all those concerned.

Institutional Relations are therefore seen as a mechanism of interaction between the organisation as a 
whole and all its stakeholders, achieving better and more effective access to all those concerned in order 
to share and reach a consensus as to the best possible formulas for collaboration at all times. The criteria 
and tools used for its management are based on a coherent, objective and operable model.

Examples of best practices
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External organisations and recognition
 
abertis’ links with other organisations in the environments where it operates allow the Group to 
contribute more efficiently and satisfactorily to the organisation’s development.

Corporate reputation forum (fRC)

2009 was a year of growth and professionalisation for the fRC. New members have joined, and a total 
of 13 leading companies now govern the fRC (Agbar, BBVA, Repsol, Telefónica, abertis, Ferrovial, Gas 
Natural, Iberdrola, Iberia, Renfe, Metro de Madrid, Danone and Sol Meliá).

A permanent management body has also been created, which will increase the management capacity 
for projects promoted by successive rotating presidencies of the fRC and the commitment to 
professionalisation through the participation of 20 professionals in the first edition of the Corporate 
Reputation Management Certification Programme.

The fRC continues to develop RepTrak as a corporate reputation management tool that enables the 
company to see the stakeholders’ essential priorities, identify existing risks and opportunities, establish 
and monitor reputation-related goals and draw comparisons between companies. It is the model that 
abertis uses as the basis for defining its corporate reputation management system. 

 

The fRC is responsible for a range of activities. During 2009, it organised the following activities: 

1st Reputation Conference: The fRC organised its first Conference in collaboration with IESE 
Business School and the Reputation Institute. The conference was attended by almost 300 
professionals and directors.
Cooperation for development: In order to consolidate public/private alliances for development 
aid, where companies can become involved as actors rather than just mere donors, the fRC 
took part in the “1st Conference on Water as a Human Right” promoted by the Spanish Agency 
for International Cooperation (AECID) and the Global Compact in Spain. 
It took part in the Reputation Institute’s 13th Annual Conference: “Corporate Reputation: 
Brand, Identity and Competitiveness”, which was held in Amsterdam, Holland.
It took part in the 1st Corporate Governance Conference: “Corporate Reputation in times of 
crisis” in collaboration with IE Business School in Madrid.
Dissemination and raising awareness of the Millennium Development Goals through the 
“2015: A better world for Joana” campaign.
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The Corporate Reputation Forum has been invited to form part of the State Council on Corporate Social 
Responsibility (CERSE) as one of the representatives of the third sector. 

The most important milestone of the CERSE during 2009 was the creation of working committees 
dedicated to transparency, socially responsible investment, education and responsible consumption, 
among other matters. It is expected that the first work and consensus documents will be presented 
during 2010, serving to support the Law on Sustainable Economy, which could pass through parliament 
during the first six months of 2010.

External recognition

abertis’ work gained the recognition of its stakeholders during 2009 in the following areas:    

Sustainable Asset Management (SAM) awarded Gold Class status in recognition of its 
sustainability track record in the industrial transport sector 2009-10.

Award granted by the Multisector Business Association (AMEC) for its international 
achievements (2009).

The Official Association of Telecommunication Engineers of Catalonia (COETTC) granted 
abertis telecom the Business Excellence Award. This award was given in recognition of the 
excellent work that it has carried out this year in the expansion of telecommunications and in 
particular the deployment of digital terrestrial television and the analogue switch-off.

abertis’ Corporate Legal Consultancy Department was granted the Aptissimi award in 
the ESADE/ACC category for the best legal department in Spain in recognition of the work 
carried out and the innovations that have significantly contributed to the company’s strategic 
implementation.

Luton airport was awarded the title of Best UK Business Airport 2009 by “Business 
Destinations” magazine in recognition of the airport’s convenience of use and the numerous 
improvements that have been made with businesses travellers in mind.  

Barcelona’s Official Chamber of Commerce, Industry and Shipping granted abertis the LLOTJA 
award for the best information for shareholders and market, which is awarded to companies 
that provide their shareholders and the market in general with transparent, full and well-
structured information.  
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Motorways 76%

Telecomunications 13%

Airports 7%

Car parks 4% Central services 0.39%

 4. ABERTIS’ TRIPLE RESULTS

ECONOMIC PERFORMANCE

Turnover according to business area

 

ENVIRONMENTAL PERFORMANCE
 

to ISO 14001

2 per million euros turnover

SOCIAL PERFORMANCE

 
to OHSAS 18001

abertis’ triple results13
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5. ABERTIS’ ACTIVITY, A SERVICE FOR CUSTOMERS AND FOR SOCIETY  

 
STRATEGIC LINE 4:  Maintaining a close relationship with customers and ensuring their satisfaction

STRATEGIC LINE 7: Encouraging and systemising dialogue channels

Policy Main aspects Examples of best practices 2009

Maintaining 
a close 
relationship 
with 
customers 
and ensuring 
their 
satisfaction.

Improvements in 
customer support

Summary of indicators

93% of the turnover covered by ISO 9001 certification

7.6 out of 10 is the overall customer satisfaction index

96%  of all enquiries, complaints and suggestions answered

 
The policy

The results

Level of certification: ISO 9001

2007 2008 2009

Central services

serviabertis º √ √

Motorways

Spanish motorways

acesa º √ √

aucat º √ √

aumar √ √ √

iberpistas √ √ √

avasa º √

French motorways

sanef (1) √ √ √

International motorways

autopistas del oeste √ √ √

Telecommunications

abertis telecom √ √ √

Airports

tbi (2) º º
Car parks

saba España √ √ √

saba Italia √ √ √

Logistics

abertis logística º √ √

% turnover*
√ 68%

 º 22%

√ 91%

º 7.4%

√ 92.55%

º5.97%

(1) sanef’s certification does not cover all the Group’s activities.
(2)  Two tbi airports have implemented a quality management system but have not yet achieved certification: Cardiff-International 

and Stockholm Skavsta.
 
* In relation to the scope of the report.

√  Implemented and certified
º In the process of being implemented

OBJECTIVE: To guarantee the 
quality of customer support

abertis’  
Strategic Quality Plan

EFQM

Management  
ndicators

Evaluation

ISO 9001 
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abertis’ customer satisfaction index (scale of 0 to 10)

2008 2009

Overall customer satisfaction index 6.3 7.6

In 2009, the method of presenting the aggregate data of the customer satisfaction index has been 
changed. In order to offer a more accurate figure, the figure offered by each business area has been 
weighted according to its percentage of the total turnover. The figure for 2008 has been adapted to 
allow comparisons. 

abertis’ overall customer satisfaction index has increased by 21% due to a generalised increase in the 
satisfaction indexes of each of the business areas.  

abertis’ customer satisfaction index by business areas (*) 

100

80

60

40

20

0

Central services Motorways Telecommunications     Airports Car parks 

(*) In 2009 serviabertis did not conduct a customer satisfaction survey, so central services refers only to logistics.  

2007  2008  2009

63 78 58 667170 72 45 676476 76 76 74 69

Enquiries, complaints and suggestions

2009

Received Answered

Enquiries 345,628 96.43%

Complaints 51,519 93.90%

Suggestions 302 71.19%

The total number of enquiries received increased by 28% in relation to the previous year, whilst the 
number of complaints increased by only 3.2%. The response rate to complaints and suggestions also 
increased in relation to the figure for 2008. 

abertis has continued working to improve customer satisfaction in the different business areas, 
establishing areas to work on during 2010:

Car parks: Accessibility and convenience of car parks.
Airports: Communication with customers in the terminal building, especially in terms of aspects 
relating to signs and information screens.
Motorways: Response time to official complaints, enquiries and claims by users.
Logistics: Improving the customer satisfaction index.
Telecommunications: Communication with customers.

Main channels of communication and dialogue with customers

Websites offering a range of information for communication with customers (user support lines, 
e-mails addresses, questionnaires, etc.) and important information is provided about the services 
offered and other related aspects.
User support line.
On-site user support points. 
Account manager by customer.
Magazines, leaflets and online newsletters. 
Information panels on motorways, airports and car parks.
Motorway information service via radio (traffic situation, warnings, etc.).
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Additional services offered to customers

Car parks 

GSM telephone coverage

Payment using Via T

Battery recharging

Vehicle washing

Vehicle guidance system

Special services for disabled people

VIP car park 

Tourist information service 

Auxiliary services (shops, vehicle repair service, etc.)

Airports   

First aid for passengers and employees

Translation services in 150 languages

Assistance to help people with reduced mobility get around the airport

Braille system in lifts

Aid scheme for passengers with economic problems

Shuttle service from economical car parks to the terminal building 

Multilingual signs 

Motorways

24-hour customer care telephone service

Points providing Arabic and French interpreters during the summer months 
(“Cross the Strait” operation) in collaboration with the Spanish traffic 
authorities and Red Cross

Electronic platform for accessing invoices

Toll station receipts sent via email to Via T customers.

Up-to-date information about travel times on information panels.

Information via radio regarding the traffic situation

Coordination of mechanical and medical assistance

Logistics

Security and video surveillance services

Comprehensive maintenance services

Catering services

Public transport services

Banking services

Truck center service

Road safety is one of abertis’ Social Responsibility commitments. This year various tasks have been 
carried out both in Spain and abroad in order to help reduce the number of road accidents: 

Publication and distribution of awareness-raising leaflets, for example:
“Did you know that...?”, with important information about driving.
“And would you pass?”, a questionnaire about driving that reflects on the importance of 
refresher courses for drivers.
Advice about safe driving in different languages (French, Arabic, Spanish, etc.).
Recommendations about Road Safety on Tele-toll receipts.

Collaboration with TVE2’s road safety programme and the La Sexta’s news programmes for the 
filming of reports about road safety systems in the Guadarrama Tunnels.
Road safety campaigns in schools to teach pupils about road signs so that they can encourage adults 
to respect them.
Creation and collaboration in various studies to determine the characteristics of the accidents 
recorded on roads and motorways in order to identify important factors in the likelihood of accidents, 
thus making it possible to establish prevention strategies.
Improvement of road surfaces, road markings and safety devices (for example, headlight reflectors, 
enclosures, etc.).
Collaboration with the Traffic Authorities (DGT) to improve information panels, speed control 
displays, etc. 
Free play centre during the summer months to entertain children for a while on journeys in order to 
give their family a rest.

In terms of telecommunications, Spain is undergoing a process of transition. During 2009 the initial phase 
of the so-called “analogue switch-off” was carried out, headed by abertis telecom. In this process of 
change from the analogue signal to the digital signal, various specific channels of information have been 
established to identify any anomalies and respond to them as quickly as possible. 

Likewise, in cases where it is not viable to send the digital signal terrestrially, the necessary means have 
been provided to send the signal via satellite, thus ensuring that every home that wants it will receive 
the new digital television signal. 

In 2009, the car park division received two fines from the Directorate General for Consumer Protection, in 
one case due to the lack of information about the price and use of motorcycle parking, and in the second 
case because of the lack of information about business hours. These two fines come to 1,000 in total. 
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Furthermore, on 19 May 2009, the Council of the Spanish Competition authority (Comisión Nacional 
de la Competencia) issued a ruling that abertis telecom should be fined 22.7 million euros as the sole 
shareholder of retevisión, considering it guilty of abuse of dominant position in some of retevisión’s 
contracts. Said ruling is not yet final and enforceable, as abertis telecom has lodged a contentious-
administrative appeal against it before the Spanish High Court. In this respect, it must be mentioned 
that on 15 January 2010 the Spanish High Court issued an Order agreeing to the suspension of the 
enforcement of the Spanish competition authority’s agreement of 19 May 2009 regarding the payment 
of the fine imposed on abertis telecom.

Examples of best practices

Information points on Spanish motorways

In order to improve the assistance provided to customers and to ensure that customers have 
access to the most up-to-date information, abertis autopistas España has developed a project 
to provide information points in different service areas of the Spanish motorway network. These 
information points consist of upright display stands measuring 2.10 m with a touch screen on 
which travellers can see a map of Europe and easily browse through different applications to 
obtain information about:

the situation on the roads
the weather forecast
the services available on each route
safety advice 
points of interest to tourists that users can see on their journey and in their 
destination.  

It also allows applications to be downloaded via Bluetooth onto mobile phones with the desired 
information. 

The project won the Total Media award as the best customer support channel at the 
International Digital Signage Show, and plans are under way for its implementation.

DTT SAT and the “analogue switch-off”

The process of analogue switch-off has presented 
various difficulties. To solve these problems abertis 
telecom, in collaboration with Televés, Hispasat, Radio 
Televisión Española, Universidad Politécnica de Madrid 
and Impulsa TDT, has developed the DTT SAT project 
thanks to which it will increase the digital terrestrial 
coverage established in the analogue switch-off plan 
by using satellite receivers. As part of this project, a 
domestic receiver has been developed which is capable 
of tuning into and displaying the DTT signal received 
directly from the satellite on a television set.

Despite the fact that the main purpose of this project 
is to provide coverage for so-called shadow areas for 
which it is not planned or possible to extend the digital 
signal, it also manages to solve other issues such as 
the regional nature of the contents of RTVE’s TVE1 and 
TVE2 programmes in all of Spain’s Autonomous Regions, 
and the implications of integrating universal DTT into 
audience measurement systems or incorporating new 
services based on interactivity and accessibility into 
universal DTT via satellite.

ISO 27001 in telecommunications

According to ISO 27001, information security 
consists of ensuring the confidentiality, integrity 
and availability of data and the systems involved 
in data processing within an organisation. An 
information security management system 
ensures that the security of said information is 
properly managed, and this must be done using 
a process that is systematic, documented and 
known throughout the organisation, taking an 
enterprise risk management approach.

In order to integrate adequate protection 
of the confidentiality, integrity, availability 
and traceability of information into abertis 
telecom’s management system, an internal 
audit of the information security management 
system was carried out during 2009 in 
accordance with the ISO 27001:2005 standard 
and the improvement actions deriving from 
the audit are now being implemented.



Sanef & VOUS on French motorways

area to offer information to motorway users. This space has 4 
colour-coded information points:   

red: where the user can obtain basic information for 
planning his/her journey, such as the travel time, weather 
information, current traffic situation, etc.

grey: offering practical information and advice for 
reducing risks on the motorway in terms of driving, the 
car and the road.

orange: where commercial advisers provide information 
about buying and using Liber-t tele-toll systems.

green: where information is provided about the cultural 
heritage and tourism of the region.

Remote car Park Management Centre   

The Remote Car Park Management Centre 
(GEDA), which was set up by saba in Spain, 
is a pioneering multi-function control centre 
for car parks and regulated areas. Thanks to 
permanent viewing by means of cameras 
installed in car parks, the system makes it 
possible to settle incidents more quickly, 
provide support for car park personnel and 
improve customer support, as it provides a 
direct way of meeting many customer needs 
regarding the car park’s services (timetables, 
access, methods of payment, etc.).

The GEDA technology enables the dynamic 
management of access (opening of barriers, 
vehicle access, etc.), equipment (space 
counters, traffic lights, etc.) and incidents 
(alarms on payment systems, videophony, 
etc.) in car parks, and the immediate 
visualisation of the operational status and 
remote management of the configuration 
of on-street parking meters, in the case of 
regulated areas.

It is used in 23 car parks and 5 regulated 
areas, and it is anticipated that by 2012 the 
remaining systems will have been installed to 
cover 86 car parks.

Handbook of good environmental 
practices for logistics customers

To achieve the objective established by 
abertis logística of offering a better quality 
service and ensuring customer satisfaction, 
whilst reducing the environmental impact, it 
is necessary to involve and work together with 
both customers and suppliers. The aim of this 
joint effort is to create a situation of mutual 
benefit, ensuring customer satisfaction and 
achieving the highest levels of environmental 
quality, safety and protection. 

Within the scope of the organisation’s 
environmental programme, one handbook 
of good practices has been developed for 
customers and another for suppliers, the 
aim of which is to inform them of abertis’ 
environmental and social commitment. The 
handbook covers abertis logística’s vision, 
and information concerning:

consumption of natural resources
consumption of material resources
atmospheric and noise pollution
wastewater
waste generation and management
use of chemical products
conservation of biodiversity

Special customer assistance at airports

As a result of specific customer demands, 
the airports managed by abertis have taken 
various steps to meet these demands. A few 
examples of this are:

During 2009 a new policy was established 
to promote the Welsh language in Cardiff 
airport. Through this linguistic policy, the 
airport hopes to be recognised by those 
concerned as a bilingual organisation that 
is at the service of the Welsh people. The 
commitments acquired by the airport include 
the incorporation of the Welsh language 
into all its communications, thus giving 
passengers the chance to communicate 
with the airport in either English or Welsh, 
and encouraging the staff to develop and 
practise their Welsh language skills.

The development of an aid scheme at 
Orlando airport for passengers with 
economic problems.

The availability in all airports of special 
assistance for passengers with reduced 
mobility or who require special care, 
by providing measures such as making 
wheelchairs available to help them get 
around the airport.
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6 ABERTIS’ ENVIRONMENT

 
STRATEGIC LINE 1:  Minimising the environmental impact

STRATEGIC LINE 7: Encouraging and systemising dialogue channels

Polícy Main aspects Examples of best practices 2009

Minimising 
the 
environmental 
impact

Environmental 
management

Consumption of 
natural resources 
and climate change

Waste generation 
and management

Biodiversity 
management Collserola Park” study 

st Reforestation Day 

Raising awareness of 
environmental issues  abertis autopistas España 

 

 
Summary of indicators

96% of the turnover is covered by an established environmental management system

3% of the consolidated net profit is invested in the environment  

87% of waste is recovered

abertis’ environmental policy focuses on gradually implementing an environmental management system 
in the different business units, with the objective of covering the entire Group in the medium term.

abertis continues to work on its commitment to the environment, carrying out actions aimed at reducing 
the impact of the most significant aspects of its activities. 

This commitment and its continued application can be seen in the increased investment made in 
environmental matters, which rose by 22% in relation to 2008, reaching a total of 19.4 million of euros.  

 
6.1 Greater scope of environmental management systems

The policy  

abertis’ primary objective in its commitment to the environment is to increase the percentage of 
business that is ISO 14001 certified to thus improve management and minimise the environmental 
impact of its activities.  

The results

Environmental management systems are the umbrella under which the environmental actions of abertis’ 
business units are carried out.  

During 2009, acesa, aucat and abertis logística implemented and certified an environmental 
management system, avasa has already implemented the system and it is pending certification, and 
autopistas del oeste has begun the implementation process.

The different companies in the Group control and monitor the applicable environmental legislation. In 
2009 abertis autopistas España received a 300 fine as a result of the fact that areas next to a section 
of the AP-7 motorway had not been mown, and central services received a 1,202 fine owing to a delay 
in submitting an environmental certificate to the public authorities. 

Telecommunications was also fined 30,050 for installing a mobile telephone base station in an area 
that was not included in the Castellón Implementation Programme. 
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The results

Level of certification: ISO 14001

2007 2008 2009

Central services

serviabertis º √ √

fundación abertis º √ √

Motorways

Spanish motorways

iberpistas √ √ √

acesa º √

aucat º √

aumar √ √ √

avasa √

French motorways

sanef (1) √ √ √

International motorways

autopistas del oeste º
Telecommunications

abertis telecom √ √ √

Airports

tbi (2) √ √ √

Car parks 

saba España √ √ √

Logistics

abertis logística º º √

% turnover*
√ √ 74.5%

 º 0.4%

           √ √ 74.9%

º 22.02%

√ √ 96.5%

º1.10%
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(1) sanef’s certification does not cover all the Group’s activities
(2) The part of tbi that has been implemented corresponds to Luton and Sweden. The rest of the Group is in the process of being 
implemented. 
*In relation to the overall scope of the report

√ Implemented and certified
√ Implemented
º In the process of being implemented

abertis is endeavouring to reduce the environmental impact of its activities. The different business units 
have identified the main objectives that need to be worked on in 2010:

2 emissions.

Environmental measures implemented by business area

Most significant aspects Most important measures implemented

Central services 
(including 
logistics)

Consumption of resources
Waste generation
Noise pollution
Atmospheric pollution

 Reduction in energy and water consumption through measures 
such as performing an energy and water audit. 
Reduction of paper consumption.
 Creation of a programme to raise awareness about 
environmental issues.
 Improvement in communication with customers regarding 
environmental issues.
Environmental approval and control of suppliers.
Improvement in waste separation.

Motorways

Consumption of resources 
Water pollution
Impact on biodiversity
Atmospheric pollution
Noise pollution
Waste generation
Activities affecting land
Emergencies
Health problems

Reduction of energy consumption.
Improvement in the control and storage of hazardous goods. 
 Implementation of measures to reduce noise pollution (e.g. 
reforestation).
 Improvement in waste management (increase in the amounts 
separated and recycled).
 Information for suppliers about important environmental 
aspects and applicable good practices.
Speed limit to prevent build-ups of traffic.

Telecommunications

Impact on biodiversity
Waste generation
Noise pollution
Consumption of resources
Emergencies

Increased control of electromagnetic emissions.
Soundproofing of centres.
Performance of an energy and water audit.
Training for emergency situations.
 Reduction in energy consumption through the installation 
of a free cooling system and the use of efficient driving 
techniques by regular drivers.
Improvement in hazardous waste management.
 Creation of a landscape integration protocol for 
installations.
 Analysis of the lifecycle of a transformer station to determine 
its environmental impact throughout its useful life.
Monitoring of photovoltaic installations and wind turbines.
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Environmental measures implemented by business area

Most significant aspects Most important measures implemented

Airports

Water pollution
Noise pollution
Soil pollution
Waste generation
 Consumption of natural 
resources
Atmospheric pollution 
Emergencies
Health problems
Impact on biodiversity

 Maintenance of an energy management system.
 Creation of a plan for subsidising the insulation of the 
houses most affected by the noise and definition of 
preferential routes that generate less noise pollution.
 Campaign to raise awareness about the consumption of 
resources and waste generation for companies contracted 
to manage airport services by directly passing on costs.
 Installation of a system that enables the detailed metering 
of electricity consumption in order to improve its utilisation.
 Installation of CO2 sensors and improvement of air-
conditioning units.
Installation of more energy-efficient lighting.
Car share scheme for commuters.
Promotion of public transport.

Car parks 
 Waste generation 
Consumption of resources
Emergencies

Reduction in electricity consumption.
Increase in the amount of waste that is separated.
Improvement in waste storage facilities. 
Actions aimed at reducing waste generation.
Installation of oil separators in rainwater drains.

Examples of best practices

TUTELA project   

In order to comply with Law 26/2007, of 23 October, on Environmental Liability, during 2009 the 
corporate insurance unit, which is accountable to the General Secretariat of abertis, studied and 
analysed the current situation of the Group and each of the activities carried out by the different 
business units. Each business area completed an environmental questionnaire to identify the 
environmental liability risk areas, and a risk matrix was drawn up.

The law establishes that activities not included in annex III must prevent and avoid damage and/or 
threats to the environment and must repair any natural resources that are damaged. An environmental 
liability policy has therefore been underwritten to cover abertis and all the subsidiaries in Spain of 
which it owns 100% in order to transfer the risks to the insurance market and thus guarantee any 
environmental liabilities and repairs to the environment.

Environmental forum for airports

In order to analyse the risks deriving from the environmental impact of abertis’ airports and minimise 
said impact, an Environmental Forum was set up in 2009, providing a platform for the active 
involvement of the Group’s airports. 

Following two meetings held in Barcelona and continuous work via e-mail, an environmental 
management handbook has been created in accordance with the ISO 14001 standard so that each 
airport can put it into practice according to its specific characteristics. Key environmental monitoring 
indicators have also been identified and the impact of the new Carbon Reduction Commitment 
regulatory framework for UK airports has been analysed.  The airports in the tbi group, as well as 
representatives of the technical departments responsible for implementing environmental measures, 
the legal department and abertis’ Social Responsibility unit, are directly involved in this Forum.   

This forum continues in 2010, making it possible to share good environmental practices, centralise risks 
and develop an environmental management system that helps to minimise the long-term impacts of 
airports’ activities on the environment in which they operate. 

OASIS project

abertis autopistas España is involved in the OASIS project (Safe, Intelligent, Sustainable Motorway 
Operation). It is a nationwide project involving various business and academic organisations, the ob-
jective of which is to define the standards of future motorways. A total of 30 people from the organi-
sation are taking part in the project.

The main work packets are safety, mobility, energy optimisation and the environment.
-  Safety: the objective is to implement corporate systems that maximise the level of safety in infras-

tructures for both civil engineering projects and technological installations.
-  Mobility: the objective is to improve the tools available for managing traffic and providing users 

with information, and also to increase the efficiency of all the cycles of the motorway by integrating 
information into a single architecture.

-  Energy optimisation: work is being done to create an energy efficiency index for cataloguing mo-
torways and to study technical/practical alternatives for energy consumption and incorporate tech-
nological advances.

-  The environment: the work is taking three basic approaches, namely improving the integration of 
motorways into the landscape, determining relationships with the environment and managing the 
dynamics of vegetation in the road’s ecosystem.
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6.2 Climate change mitigation by reducing the consumption of resources

 The policy

The results

...energy

...water

...materials
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To optimise the 
consumption of resources

Climate change  
mitigation

Timeline of the response to climate change

Most important measures implemented

2005

 The Kyoto Protocol came into force (abertis' activities were not regulated by the European 
Directive).

 abertis developed its climate change strategy, with specific actions ranging from the 
commitment to being more efficient in terms of the consumption of resources to the 
permanent monitoring of related trends and studies.

2007
 abertis participated as a stakeholder in the Catalan Convention on Climate Change, 
which was organised by the Catalan Regional Government to define the future policies 
to ensure compliance with the Kyoto Protocol. 

2008

 Creation of an energy saving and efficiency plan for all the business units. An initial 
diagnosis phase included energy audits and energy self-assessment surveys in some of 
the business units and the results were extrapolated to the rest of the Group. An energy 
saving and efficiency plan was drawn up on the basis of these results, with actions 
aimed at increasing the use of renewable energy, improving the energy efficiency of 
buildings, and training and raising awareness among personnel, among other actions. 

2009

Implementation of the energy saving and efficiency plan in the business units.
 Integration and involvement in the Carbon Reduction Commitment (CRC), the 
regulations governing carbon emissions trading in the UK, the objective of which is to 
reduce the carbon emissions of most non-energy-intensive organisations.
 Continued involvement in the Carbon Disclosure Project (CDP), an independent non-
profit organisation that collects information about risks and opportunities identified 
with respect to climate change, plans for reducing emissions and the transparency of 
corporate actions to mitigate climate change, through an annual survey of the largest 
listed companies.

Consumption of materials 

Materials consumed (t) 2007     2008 2009
% recycled 
material 
consumed

Aggregates 393,693 747,402 1,264,873 28.95%

Asphalt conglomerate 1,200,030 562,758 1,113,702 3.97%

Concrete 79,704 239,685 1,774,605 0.11%

Metals 2,789 4,904 8,575 2.85%

Paints 18 986 625 0.00%

Paper NA 188 236 38.13%

Salt NA 57,394 95,559 0.00%

Antifreeze fluid NA 506 641 0.00%

The main materials consumed were used in motorway and airport maintenance activities. The percentage 
of recycled material that is consumed also increased in all categories of materials, except for aggregates 
and concrete.
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WATER CONSUMPTION

In total, abertis’ water consumption decreased by 5% in relation to 2008. The increase in central services, 
primarily due to a leak in the irrigation system as a result of work carried out next to the central services 
buildings, was compensated for by the reduction in water consumption by car parks, telecommunications 
and airports (in airports’ case, although it has increased in relation to turnover, in terms of absolute values 
it has decreased).

Sources of water supplies

Own sources (wells), 18%

Supply company, 82%

Water consumption in relation to turnover by sector
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Electricity consumption in relation to turnover by sector
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ENERGY CONSUMPTION

The energy consumption deriving from the Group’s activities was kept almost constant during 2009 as a 
consequence of the actions carried out by the different companies in order to improve energy efficiency 
and reduce its consumption.

Distribution of energy consumption by type

Natural gas, 4.59%

Liquid fuels, 18.23%

GLP, 0.38%

Electricity, 76.79%

570 41 522 312 309

7,886 106,976 188,897 92,461 36,223112,969 226,272 88,327 24,164
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675 43 543 333 208

9,927

664 42 505 370 180
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Natural gas consumption in relation to turnover by sector

abertis basically uses natural gas at its airports, where liquid fuels are being replaced by natural gas, as 
the latter has less impact on the environment

Liquid fuel consumption in relation to turnover by sector

Liquid fuel consumption has decreased slightly, occurring mainly in the telecommunications business 
area and car parks.
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Evolution of natural gas consumption at abertis

2007  2008  2009 2007  2008  2009

Natural gas consumption in relation to turnover

100

90

80

70

60

50

40

30

20

10

0
Central services Motorways Airports Telecommunications

M
W

h/
m

ill
io

n 
 t

ur
no

ve
r

2007  2008  2009

Liquid fuel consumption in relation to turnover

8,000

7,000

6,000

5,000

4,000

3,000

2,000

1,000

0

Central services Motorways Telecommunications Airports Car Parks

Li
tr

es
/m

ill
io

n 
 t

ur
no

ve
r

2007  2008  2009

Evolution of liquid fuel consumption at abertis

MWh/million  turnover Litres/million  turnover

0 2 56 01 2 68 01 2 89 0.32

ab
er

ti
s

ab
er

ti
s

7.77 3,054

7.29 3,123

6.23 2,887

1,345 2,564 3,258 6,091 1,0532,734 3,204 7,620 1,106

2,544 5,427 6,492 1,111574
767

abertis’ environment25
CSRAR AA



5.  abertis’ activity, a service for 
customers and for society

4.   abertis’ triple profit 
and loss account

7. abertis’ human team
7.1 abertis’ human team
7.2  Management of talent and professional 

development
7.3 Generating common culture
7.4  Management of diversity and equal 

opportunities
7.5  Employee satisfaction and continuous 

improvement
7.6 Extension of social benefits
7.7  Promotion of occupational health and 

safety

8.  The 
investment 
community

9. Suppliers 10. Community 11.  Verification 
Report

12.  Table of 
contents and 
GRI indicators

6.  abertis’ environment
6.1  Greater scope of environmental 

management systems
6.2  Climate change mitigation by reducing the 

consumption of resources
6.3  Increase in waste recovery and improvement 

in wastewater treatment
6.4  Protecting and improving biodiversity
6.5  Investment in raising awareness about 

environment issues

2. Presentation 
of the report

1.  Chairman’s 
letter

3.  abertis and 
Corporate Social 
Responsibility

MEASURES IMPLEMENTED TO MITIGATE CLIMATE CHANGE

The climate change mitigation strategy has been the organisation’s main way of meeting this challenge. 
Actions to ensure more efficient consumption and research in this field both play an important role in 
this. The actions carried out include the creation and implementation of an energy saving and efficiency 
plan, participation in the Carbon Disclosure Project and adaptation to the new Carbon Reduction 
Commitment regulations in the UK.

The current state of implementation of the measures included in abertis’ climate change strategy is 
summarised below. 

Evolution of CO2 emissions generated by abertis

CO2 emissions (t) 2007 2008 2009

Direct (Scope 1) 30,231 30,826 34,087

Indirect (Scope 2) 152,462 159,158 171,145

Total 182,693 189,984 205,232

per million  turnover 53.71 56.21 57.89

Measures included in the climate change strategyv

abertis group

Defined measures: GHG Scope* Implementation

Creation of the emissions inventory for direct and indirect emissions. 1, 2  

Performance of energy audits for buildings. 1, 2  

Study of the use of biodiesel in corporate vehicles. 1  

Study of the replacement of electrical energy with alternative energy sources. 2  

Optimisation of energy consumption. 2  

Extension of the emissions inventory, including other indirect emissions. 3  

Creation of a mobility plan for employees working at abertis' headquarters 
(company bus is already in use) and at Luton airport.

3  

Creation of a monitoring dashboard so that all GHG emissions can be 
monitored and so that the defined measures can be monitored.

1, 2, 3

Creation of strategic alliances with the scientific community through fundación 
abertis, in order to actively contribute to research into climate change.

1, 2, 3  

Measures included in the climate change strategy

MOTORWAYS

Defined measures: GHG Scope* Implementation

Evaluation of the CO2 compensation resulting from the mass of trees and 
bushes planted alongside motorways.

1, 2, 3

Plans to convert used fossil fuels into biofuels. 1  

Use of solar panels for the electricity supply of emergency posts and 
information panels with varying messages.

2  

Viability study to implement photovoltaic solar energy in service areas, 
maintenance areas, toll stations and corporate buildings.

2  

Study the reduction of lighting on motorways (looking further into studies 
about how road lighting can affect safety).

2  

Comparative study of emissions with/without tele-toll and the promotion of 
tele-toll systems.

3

Environmental monitoring programme to measure gases produced by traffic. 3

Promotion of good environmental practices among customers (responsible 
driving, etc.).

3

Study of the use of biodiesel in diesel vehicles (look further into existing studies, 
contact fuel suppliers at motorway service stations, etc.).

3

TELECOMMUNICATIONS INFRASTRUCTURES

Defined measures: GHG Scope* Implementation

Replacement of fuel-run vehicles and generators with biofuels. 1  

Installation of solar panels at telecommunication centres. 2

AIRPORTS

Defined measures: GHG Scope* Implementation

Replacement of heating fuels (from diesel to natural gas). 1

Introduction of the use of electric and biofuel vehicles as a positive condition in 
tender specifications for airport service companies.

3

Use of electrical power in aircraft instead of engine-generated power to keep 
them running.

3
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Measures included in the climate change strategy (cont.)

CAR PARKS

Defined measures: GHG Scope* Implementation

Replacement of convention vehicles with electric vehicles for maintenance 
tasks.

1  

Parking spaces for bicycles. 3  

Parking spaces for car sharing. 3  

Signalling and light systems that indicate free spaces. 3  

LOGISTICS-RELATED SERVICES

Defined measures: GHG Scope* Implementation

Performance of an environmental audit at abertis logística. 1, 2

Photovoltaic solar energy system in future logistics parks. 2

Establishment of environmental requirements with customers, ensuring they are 
complied with.

3  

Application of energy saving and efficiency criteria in the construction of 
buildings at logistics parks.

1,2

Scope 1: Direct emissions, emissions directly controlled by abertis
Scope 2: Indirect emissions, emissions deriving from abertis’ electricity consumption
Scope 3: Other indirect emissions, emissions generated by sources not controlled by the company (deriving from customers’ use of 
infrastructures, the manufacture of products purchased, etc.).

Implementation level of measures:
   implemented
    in the process of being implemented
   to be implemented

Increase in biodiesel consumption

The consumption of biodiesel continued to rise during 2009, due largely to the increase in its use on 
motorways.

Biodiesel consumption

60,000

50,000

40,000

30,000

20,000

10,000
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5,580 36,482 48,430

2007  2008  2009

Increase in the use of Via T on motorways

2007     2008 2009

Average payments made by VIA T (teletac) on motorways 22% 26% 28%

abertis encourages the use of Via T (tele-toll) as a payment system on motorways that decreases the 
environmental impact of road transport. This system makes it possible to reduce the emissions generated 
by vehicles as they pass through toll stations, resulting in a 9% reduction for light vehicles and a 31% 
reduction for HGVs. 

Media campaigns are used to inform users of the advantages of utilising a tool that manages to 
considerably reduce mobility-related emissions by avoiding changes in the speed of vehicles. The effects 
of this tool are greater in the case of goods and passenger transport (HGVs). In 2009, the total percentage 
of transits using the Via T system on motorways was 32.25% of all operations, which represents 36.15% 
of the total revenue from tolls.

* Greenhouse gases
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Promotion of sustainable transport in car parks

The number of electric vehicles used to carry out maintenance tasks increased throughout 2009, as did 
the total number of parking spaces for bicycles. 

2007 2008 2009

Electric vehicles 22 24 27

Parking spaces for bicycles 164 165 178

Parking spaces allocated to car-sharing projects 20 29 28

Examples of best practices

EUROTOLL project    

In 2009, the french motorways (sanef) carried out a pilot test called Eurotoll Interoperability Tour, in 
which an HGV travelled 3,500 km on toll motorways in 7 European countries (France, Germany, Czech 
Republic, Switzerland, Austria, Italy and Spain) using a single device without needing to stop at toll 
stations. 

The initiative is part of the new situation resulting from the application of the European Interoperability 
and Eurovignette Directives. This system, which makes it possible for HGVs to travel without the need to 
stop at toll stations in the different European countries through which they pass, will lead to a reduction 
in the emissions generated during their journeys, as vehicles consume more fuel on starting up.

Mobility plan

In 2009 abertis continued working on the creation of the mobility plan for the buildings of the Zona 
Franca Logistics Park, which began at the end of 2008. Phase I of the process is now completed, in 
which a mobility survey has been carried out among the personnel working in the buildings to find 
out which means of transport they travel by, as well as requesting other information that is needed to 
create the plan, such as the place of origin, the potential for changing their mode of transport, etc. In 
total more than 600 people have participated, from a sample of 1,100. The results of the study will be 
made available during 2010.

Energy saving and efficiency  

abertis carried out various actions during 2009 with the aim of reducing electricity consumption and 
increasing energy efficiency. Some examples of such actions are:

The replacement of outdoor lighting and the installation of flow restrictors in transformer stations 
on the AP-7 Tarragona-Valencia-Alicante motorway and the AP-4 Seville-Cadiz motorway.
The installation of energy efficiency systems using capacitor banks, which results in a 20% reduction 
in energy consumption, and presence detectors in various logistics parks.
The creation of a project to promote photovoltaic energy on the roofs of logistics warehouses.
The installation of a FREE COOLING system at abertis telecom sites, which uses air from outside to 
cool the facilities naturally. This system has resulted in an energy saving of between 3 and 10%.
The adaptation of British airports to the new Carbon Reductions Commitment regulations, which 
stipulate that they must reduce their energy consumption.
The installation of more efficient lighting systems in the terminal building at Luton airport, and the 
reduction of CO

2 emissions in airport control buildings.

Sustainable construction    

In order to reduce the environmental impact of its buildings, abertis incorporated a number of 
sustainability criteria into the new buildings constructed throughout 2009 and refurbishments of 
existing buildings. Some examples of sustainability criteria that have been incorporated are:

Cardiff airport: change of air-conditioning systems, installation of sensors for the lighting, etc.
Belfast airport: local contractor, 80% of the waste generated by the building work recycled, 
installation of energy efficient light bulbs and movement sensors, and lifts and escalators with 
energy efficient motors.
logistics: continued application of the criteria incorporated in 2008, such as the use of recycled 
materials, installation of photovoltaic panels, maximum use of natural light, etc.
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6.3 Increase in waste recovery and improvement in wastewater treatment

The policy 
 
abertis’ main objective with regard to waste is to reduce its generation and improve its management, 
prioritising reuse and recycling. As regards wastewater, the objective is to improve its treatment and 
quality day by day.

The results

Evolution in waste generation and recovery

There has been an increase in the total volume of waste generated from the activities carried out by 
abertis, especially construction-related activities.  

During 2009, the french motorways began an active campaign to clean all its wastewater tanks as part 
of its maintenance plan. This is the reason why the amount of water emulsion sludges is higher than in 
previous years. However, this type of campaigns will become a permanent feature in years to come.

Wastewater treatment methods
In cases where there is no connection to the mains sewage network, a treatment system is used to 
reduce the pollutant load of wastewater before it is discharged. The treatment systems used in these 
cases are settling tanks and oil separators, septic tanks with settling systems and treatment lagoons, 
among others.

abertis is working on improving the management of the wastewater generated in its activities. An 
example of this improvement is the construction of new containment pools for pollutants. 

 

Waste recovery*
Tonnes 

generated % recovered

Hazardous 2,552 92%
Used solvents 9 49%
Used mineral oils 37 87%
Paints, varnishes, inks and waste adhesives 9 28%
Mixed chemical waste 29 79%
Water/oil emulsion sludges 2,223 95%
Scrapped vehicles (vehicles) 97 49%
Scrapped electrical and electronic equipment 90 94%
Batteries and accumulators 33 87%
Scrapped components and equipment 24 15%
Plastic packaging 0.5 100%
Other chemical preparation wastes 0.1 100%
Metal packaging 0.3 100%

Non-hazardous 341,220 87%
Waste metal (except packaging) 1,072 90%
Metal packaging 17 89%
Glass packaging 137 98%
Paper and cardboard waste (except packaging) 518 97%
Paper and cardboard packaging 166 97%
Waste rubber 231 74%
Waste plastic (except packaging) 431 79%
Plastic packaging 28 96%
Waste wood 554 82%
Scrapped electrical and electronic equipment 59 82%
Vegetable waste 2,056 63%
Domestic waste and similar 5,515 20%
Common dry sludge 23 0%
Common wet sludge 3,280 83%
Construction and demolition waste 327,133 89%
Paints, varnishes, inks and waste adhesives 0.01 100%
Batteries and accumulators 0.03 100%
TOTAL 343,772 87%

(*) The percentages have been adjusted to be published without decimals

Waste generated and recovered*

2009

2008

2007

Tonnes
Total waste generated  Recovered waste

0 100,000 200,000 300,000 400,000 500,000

343,772

300,289 (87%)

187,486 (92%)

356,286 (79%)

204,467

450,995
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Examples of best practices

Reused rubber: tyres and asphalt on the AP-4 motorway  

During 2009 a bituminous mixture made of rubber from end-of-life tyres continued to be used to 
cover the concrete surface of the AP-4 motorway. This made it possible to reduce the noise pollution of 
the motorway by 5 dB, whilst reusing a waste product. Bearing in mind that 4 tyres are used per tonne 
of bituminous mixture and that 2,904.74 tonnes were laid, a total of 11,618 tyres were reused.

Wastewater quality at motorways

Water conservation is one of the greatest environmental challenges in France and one of sanef’s main 
priorities as part of its objective to minimise the environmental impacts of its activity.

In addition to the exploitation measures contemplated on site, retention basins are being developed 
to store wastewater from motorways and help reduce the chronic contamination of the water that 
is returned to natural surroundings, as well as preventing and minimising the impact of accidental 
contamination.

The systems are undergoing improvements, taking advantage of the work to extend the A-13 motorway, 
by building 8 settlement ponds and some twenty infrastructures are being started on the new section 
of the A-4, ten on the A-1 and A-2, plus one in the vicinity of Metz.

Wastewater management at airports

The wastewater generated by the activities on airport runways requires a specific treatment as a result 
of the polluting elements that it contains. 

Cardiff airport has a treatment wetland for the wastewater generated by fire extinguishing practices. 
The vegetation in the wetland is based on reed beds, which are able to assimilate the high levels of fuel 
and foam generated by fire extinguishing activities. 

In 2009 a considerable improvement was made to a holding tank, making it possible to control the 
flow of water entering the lagoon via a pumping system and thus increasing the time available for 
eliminating any pollution from the water. The water quality of the effluent is controlled and verified to 
guarantee compliance with discharge authorisations.

The airport in Sweden and the other airports in the UK have specific drainage systems that prevent 
wastewater from coming into contact with the environment, either through accumulation in a tank 
or by surface drainage. 

These measures, combined with settling tanks and the subsequent biological treatment of the water, 
are intended to ensure environmentally-friendly wastewater management. 

Project for the reduction of paper consumption

During 2009 several steps were taken to reduce the paper consumption deriving from the Group’s 
activities. As a result of this, a reduction of a total of 12,245.42 kg of paper consumed was achieved in 
relation to 2008, therefore avoiding 171 trees being cut down (1). 

The steps taken include:

sending the Christmas card in electronic format, as has been the case since 2008, thus avoiding the 
consumption of 726.99 kg of paper.

reducing the number of printouts of the summary of the abertis group’s annual report, with a 
planned reduction of approximately 700 kg of paper.

customers having the possibility of receiving their bill in electronic format. A total of 18,500 
customers have requested this service, which has reduced the paper consumption by 6,055.44 kg.

reducing the printing on paper of acesa’s “tercer carril” magazine, decreasing the print run from 
58,000 units in December 2008 to 5,000 units in December 2009, which resulted in a saving of 
5,463 kg of paper.

 (1) The conversion factor used for the calculation is taken from Cooperativa Abacus and Greenpeace
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6.4  Protecting and improving biodiversity

The policy 
 
In its commitment to environmental conservation, abertis’ CSR strategy includes various activities 
aimed at minimising the impact of infrastructures on biodiversity and improving conservation and 
natural spaces.

The results

Current situation

Motorways and telecommunications infrastructures are the primary business areas that carry out some 
of their activities in places that are close to protected natural areas. These units therefore apply the 
necessary measures to reduce the impact that their activities have on biodiversity.

abertis in Spain pass through Natura 2000 Network areas. 

sanef in France pass through protected areas.

abertis in Puerto Rico (corresponding to the Teodoro Moscoso 
Bridge) pass through protected areas.

2 of protected areas where the facilities managed by abertis telecom are located.

It must be mentioned that 74% of the kilometres of motorway have been monitored for their impact in 
terms of noise. This percentage has decreased in relation to 2008 due to the fact that the total number of 
kilometres of motorway have increased with avasa’s incorporation into abertis’ consolidation and RSC 
perimeter. The kilometres covered by this noise study will gradually be increased.  

 
Main aspects of the motorway, airport and telecommunications sectors’ impact on 
biodiversity

 Barrier effect that fragments territory and changes the characteristics of trails and drainage works used by fauna.

Increase in noise.

Increase in light emissions.

Dispersal of species.

Introduction of foreign species.

Disturbance of habitats inhabited by protected species.

Impact on the quality of watercourses: rivers and streams.

Impact on indigenous flora and natural spaces.

Loss of land classified as Regional Nature Park or SCI.

Visual impact and impact on the landscape.

Removal of surfaces with vegetation.

Occupation of land.

Elimination of vegetation in airport areas.

Wildlife collisions with aircraft.

Main conservation measures that have been implemented  

Studies conducted prior to the construction of the infrastructure to identify the best route.

 Ensuring the permeability of the infrastructure by implementing measures such as enabling wildlife to 

cross or building bridges.

Preservation of sensitive areas through specific actions such as the creation of refuge areas for birdlife.

Revegetation and restoration of landscapes.

Measures relating to the prevention of forest fires.

Corrective measures affecting wildlife.

Control of water quality and creation of hydrological protection pools in areas around watercourses.

Installation of noise screens.

Environmental restoration of construction sites, embankments and watercourses.

Creation of a landscape integration study for telecommunications facilities.

Analysis of the lifecycle of telecommunications centres.
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Examples of best practices

Sponsorship of the “Number of visits and mobility of users of the Collserola Park” study   

fundación abertis, which sponsors studies on mobility and the impact that large communication 
infrastructures have on society, in collaboration with the Consorci del Parc de Collserola conducted a 
study during 2009 about the number of visits and mobility of users of the park.

The reason for the study was to find out about the habits of the park’s users in terms of both mobility 
(place of origin, means of transport used, etc.) and the needs and expectations that visitors have with 
regard to the park. The purpose of this was to create a space that suits the different uses that are made 
of the park, whilst ensuring the conservation of the park’s biological wealth. 

Thanks to this study, we have found out the number of visitors, the activities that they do there, their 
geographical origin and the aspects of the park that they value. Within the scope of the study, a total 
of 1,394 interviews were conducted with users of the park.

1st Reforestation day on the AP-6 motorway

On 1 April 2009 iberpistas organised the 1st motorway reforestation day. The purpose of the event 
was to continue the work aimed at ensuring environmental conservation and also to raise awareness 
among the personnel. A total of 40 volunteers gathered, including the personnel of abertis autopistas 
España division and their families, and they planted 45 pines (Pinus pinaster and Pinus silvester) in an 
area close to the mouth of tunnel III on the AP-6 motorway.

DaMA

DaMA is a tool for internal use developed by abertis telecom within the framework of raising awareness 
about how the environment can be improved. It is a server containing the geographical location of 
all the telecommunications infrastructures that are present in certain territories and areas defined as 
nature protection areas (national parks, nature parks and reserves, natural sites, microreserves, special 
wildlife protection areas and biosphere reserves). This information can be combined with real maps. 

DaMA makes it possible to see which telecommunications infrastructures are located in protected 
areas so that the corresponding activity can thus be controlled, monitored and improved according to 
the protection requirements of the protected area where it is located.

As with the other environmental awareness-raising activities, the character Aristos explains this project 
to the employees.
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6.5 Investment in raising awareness about environment issues

The policy 
 
It is abertis’ aim to extend its environmental commitments to all its stakeholders, whether internal 
or external. The different business units therefore carry out various activities to raise awareness about 
environmental issues.  

The results

76,310* invested in specific campaigns to raise awareness about environmental issues.  

Activities carried out to raise awareness
 

the campaigns carried out by abertis aeropuertos in Bolivia and abertis logística.
abertis logística. 

airports.
abertis’ 

motorways division in Catalonia.

impact of their activities, especially significant ones, and suggested good practices.

Examples of best practices

Raising awareness about environmental issues through ARISTOS

The ARISTOS project, which was created by abertis telecom, has been extended to a total of 1,100 
workers. First created in 2009 within the framework of the energy efficiency and saving plan, this 
environmental awareness plan consists of an information campaign based on internal messages with 
the character of Aristos, the Greek word for “the best”, to inform employees about the actions of 
the environmental management system, among other recommendations. A monthly communiqué is 
sent to all the personnel by e-mail or via the intranet, informing them about various issues such as 
the management of waste or resources consumed, the purchasing and hiring of services and climate 
change.

Training for abertis spanish motorways

In order to inform the personnel about the environmental management system implementation 
project, abertis’ motorways division in Catalonia provided environmental training for all its personnel. 
The training was given to a total of 1,500 workers.

During the training session, as well as explaining the environmental management system, advice was 
given about environmental good practices that are applicable in both the workplace and the home. 

 Those who attended the session were given a set of 3 bags for separating paper, containers and glass 
at home, and a game for the family based on the correct separation of different types of waste that 
are generated in the home.   

 

*The total investment in raising awareness about environmental issues is included in the figure for overall environmental costs
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7. ABERTIS’ HUMAN TEAM

 
STRATEGIC LINE 3:  Ensuring the motivation of human resources and their involvement in the 
continuous improvement of the company

STRATEGIC LINE 7:  Encouraging and systemising dialogue channels

Policy Main aspects Examples of good practices 2009

Ensure 
people’s 
motivation 
and their 
involvement 
in the 
continuous 
improvement 
of the 
company.

abertis’ human team European Works Council

Management of talent and 
professional development

‘Talent’: competence-based management system

Executive programmes

Generating common culture United by change

Management of diversity and 
equal opportunities

The diversity project, implementation phase

Employee satisfaction and 
continuous improvement

Extension of social benefits Share acquisition plan

Promotion of occupational 
health and safety

Promotion of occupational health and safety at motorways

Safety management at abertis autopistas España

 

Summary of indicators

14% increase in the number of women on the staff

3.844,427.9  invested in training 

89% of the turnover is covered by an established health and safety management system.

7.1 abertis’ human team 

The policy 

In line with its values, abertis not only ensures that its actions strictly comply with the legislation of the 
different countries in which it operates, but it also provides solutions by implementing suitable social 
measures through continuous dialogue.

The results

 
abertis’ human team

Within the current context in which there has been large-scale job destruction at a national and 
international level, abertis’ global priority has been to maintain jobs.

 
The average equivalent staff covered by the report increased by 4.15% in relation to the previous year, 
partly due to the inclusion of avasa in the Social Responsibility Strategic Plan and partly as a result of the 
general increase in the number of abertis’ employees. 

Total abertis Scope of CSR report

Number of workers on 31 December 13,851 12,163

Average equivalent staff 12,484 10,832
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Staff by countries on 31 December
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Distribution of the staff by age group
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abertis’ overall turnover rate decreased by up to 4.7, a reduction of 40% in relation to 2008. Meanwhile, 
the percentage of workers with an indefinite contract now stands at 81%, increasing slightly in relation 
to the previous year. 

Both of these figures are in line with abertis’ policy of gaining the loyalty of its staff and retaining 
talent. 

abertis’ relationship with the environment in which it operates encourages the involvement of local 
communities in the organisation’s development. A total of 96.81% of the managers employed by the 
organisation therefore come from the local environment in which abertis operates.  

Employee integration and integration of new businesses

abertis’ international presence means that important steps must be taken to achieve the integration of all the 
cultures, environments and contexts in which the Group’s business areas operate. 

One of the main tools used to meet this objective is the ‘We are abertis’ conferences. The purpose of these 
sessions is to inform people about the Group in the different places where it operates and to integrate and 
welcome all its members. During 2009, three conferences were held in Barcelona, Spain; in Sanford, United 
States; and in Giverny, France. 

In total, more than 600 members of abertis’ staff took part, meaning that more than 1,800 employees have 
contributed to the success of the “We are abertis” conferences over the years. 

This is a central point where the Group’s mission, vision and values are shared and one of the channels 
of communication with its human team through which they are informed about economic, social and 
environmental performance and the future prospects that are most important for abertis’ strategy. 

The “Welcome Manual” was also updated during 2009 to include new contents that have been adapted as 
closely as possible to the Group’s current situation. To ensure that the whole human team knows about this 
update, the Manual has been redistributed and is also available for consultation on the corporate intranet.   

The development of a procedure that makes it possible to share and report international vacancies between 
all the business units and the corporation has allowed abertis to satisfactorily meet the needs of the personnel 
who are linked with its daily activities, professional mobility and the integration of different sectors and profiles 
of activity within the Group. In the last six months, the number of international vacancies published doubled 
in volume in relation to the first six months after the tool was put into operation.  

Company/worker relations

A total of 83% of abertis’ staff are covered by the collective bargaining agreement that regulates labour 
relations between the organisation and its workers. 

This activity is channelled through works councils or the worker’s legal representatives. During 2009 a 
total of 427 meetings were held with these communication and representative bodies. 

Within the framework of abertis’ international development, it should be mentioned that the Project 
on the establishment of the European Works Council for the information and consultation of abertis’ 
workers (EECa) is now under way, resulting from the application of European Directive 94/45/EC for the 
information and consultation of matters affecting all of abertis’ employees. 

abertis will provide a period of notice in the event of operational changes, which may range from a 
minimum of five days to a maximum of 90 days according to the country, always in accordance with the 
applicable legislation.  

In 2009 abertis autopistas España division received fines relating to seniority claims for a sum of 232 
thousand euros. 

Women Men Total

Turnover% 5.41 4.36 4.71

Managers Heads of department Other employees Total

Turnover% 8.72 3.87 4.18 4.71

Managers Heads of department Other

Women Men Women Men Women Men

Turnover% 0.00 9.85 3.59 3.96 5.54 3.58
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European works council 

The project for establishing the European Works Council for the information and consultation of abertis’ 
employees began in 2009. This Council came about with the purpose of becoming a permanent channel 
of communication through which important information about the Group could be shared between the 
company and workers’ representatives.

The project is in the process of creating a Negotiating Committee with 9 representatives of employees 
in the different European countries where abertis operates (Spain has three representatives, France has 
two and the United Kingdom, Sweden, Italy and Portugal have one, respectively), who will work with the 
Group’s general management to agree on how the Council’s meetings will be managed. It is envisaged 
that the European Works Council will be established in 2010.

This Council is expected to improve communication between the company and its workers, serving as a 
dialogue forum for aspects affecting European personnel.

Examples of best practices
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7.2 Management of talent and professional development 

The policy 

abertis, organises professional development programmes to foster and manage its staff’s talent.  

The results

 
abertis’ human team

abertis consolidates its commitment to training, a fundamental aspect of its staff’s professional 
development. Despite the economic climate of 2009, the training has been maintained although the 
plans have been adapted to the economic situation. In 2009, 76.84% of abertis staff received training 
on various topics. 

The average number of training hours given per worker was 18.2 hours. 

 
The training plans centralise and identify the needs related to each worker’s activities. The development 
of new IT resources also allows the staff to access specific training in a way that adapts to their personal 
and family situation, including e-learning systems. 

During 2009, abertis continued to spread its Management by Objectives assessment model, mainly for 
managers and heads of department. 

This model encourages the personal development of each worker in accordance with his or her ambitions 
and abilities. The ultimate goal is to increase satisfaction and adapt the staff’s professional careers. 

 

 

Managers Heads of 
department

Other 
employees

Average training hours by professional category 29.58 23.80 17.73

Percentage covered by the indicator 61.07% 70.89% 61.25%  

Managers 99%

Heads of department 79%

Other employees 17%

Evolution of investment in training ( )

People included in the Management by Objectives assessment model

5,000,000
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0
2007 2008    2009

4,675,296 4,843,697 3,844,428
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‘talent’: competence-based management system 

In 2009 further progress was made in implementing a Competence-based Management model and an 
important step was taken in that a pilot ‘talent’ test was carried out. This professional development 
management system allows directors to manage the development of their teams, offering them feedback 
through an annual meeting about their skills and knowledge. This management process allows employees 
to perform a self-assessment, reach a consensus about it with their superiors and define a personalised 
development plan.

Given the complexity and scope of the project, a pilot test of the system was carried out in 2009 with 
the participation of abertis infraestructuras, abertis logística, saba, serviabertis and abertis telecom, 
involving a total of 186 people (representatives of 64 of the 148 development profiles defined within 
the Group). 

After applying the necessary corrections and adjustments, during the 2010-2011 period “talent” will be 
implemented throughout the whole organisation in 2 phases: a first phase that is planned for 2010, which 
will affect abertis infraestructuras, serviabertis and part of saba and abertis telecom. The second 
phase, which will take place in 2011, will affect sanef, abertis autopistas España, abertis airports and 
the employees of saba and abertis telecom who were not included in the first phase. 

The idea of this model is to spread the application of a methodology based on feedback and the 
development of the Group’s collaborators, in accordance with abertis’ strategic Personnel Management 
Plan. The results obtained from analysing the information generated by the model will make it possible to 
work on the internal human resources processes linked to the professional development of the staff. 

Executive programme

The consolidation of executive programmes allows abertis to continue the progress it is making in 
preparing the new generation of leaders. 

In this respect, during 2009 more than 30 middle managers were trained under the abertis Executive 
Programme. It is a stable, high-level programme given mainly by the Group’s general managers and 
corporate directors, who aim to develop more versatile professionals with a clearer vision of the Group 
and the infrastructures sector and with a high level of competence, who will become future directors.

High-potential candidates were also identified and assessed through Development Centre sessions. 
A total of a further 33 people have been added to the group already identified in 2007, making 85 
people from different business areas and countries who are taking part in the abantis programme. The 
idea of this programme is to improve the development of managerial skills in accordance with abertis’ 
leadership model whilst developing knowledge of the different business areas and responsibilities within 
the Group. 

To complement this, another initiative has been set up to continue supporting this group, consisting of 
carrying out corporate or business projects that must be designed and managed by these people. This 
serves as a basis for them to broaden their outlook and hone their management skills. In this respect, 
possible projects, criteria and methods have been identified during 2009, which will make it possible to 
implement this initiative during 2010.

Examples of best practices
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7.3 Generating common culture 

The policy 

Internal communication is the key to encouraging the Group’s cohesion and making employees proud 
to belong to it. abertis’ aim is to achieve smooth two-way communication with the staff to improve 
the organisation day by day

The results

In accordance with the objectives identified in 2008, abertis has continued to work on the following 
basic points: 

terms of managerial practices and decisions, thus helping its directors to achieve excellent management 
as a way of transmitting the corporate mission, vision and values.

an international internal magazine, a new international intranet).
intrabertis’ corporate intranet) and integrating the 

different groups within the business units (meetings with employees, etc.)

In November 2009 an international meeting of Human Resources directors and managers (HR Exchange) 
was held. As well as sharing initiatives, projects and best practices regarding personnel management, the 
meeting focused on reviewing the managerial profile and the ‘abertis Leadership Model’ as a common 
feature of the culture of abertis’ managers.

The main channel of communication with the Group’s entire human team, the intrabertis corporate 
intranet, which published more than 1,250 contents in 2009, has continued its progression towards 
intrabertis 2.0. 

During 2009 the requirements and suggestions of the different business units have been taken into 
account and will be used as the basis for developing this new platform for involvement, using an approach 
aimed at taking advantage of the positive effects of web 2.0 websites. 

The success of intrabertis and its capacity for communication can be seen from the ‘voluntaris’ project, 
the corporate volunteer programme that was established at the corporate headquarters. The platform 
has made it possible, among other things, to give voice to the volunteer project and carry out a survey to 
find out the staff’s level of interest in volunteer work in order to direct its activities better.     

intrabertis has also been the main channel for reporting the initiatives carried out by this community of 
volunteers during 2009, including the “Volunteer Day” and its coordination in different parts of Spain. 

This platform was also used in 2009 to launch the ‘Aristos’ campaign for the corporate headquarters of 
the Parc Logístic to raise awareness about environmental issues regarding different aspects that have an 
impact on the environment, as was explained above. It is used to present the actions that abertis carries 
out as a company and specific suggestions for actions that can be carried out by the people who work 
in these headquarters.

The correspondents project continued to become established during 2009. The business units that 
already have a network have continued to explore its dynamic possibilities in more depth and those that 
do not yet have such a network have set one up, identifying which profiles could contribute most and 
best to this information exchange community.

This internal network is essential for the success of the new intrabertis 2.0 and for the success and 
smooth running of the international internal magazine ‘Linking’. In an attempt to inform all members 
of the Group about the different realities that form it, Linking was designed as a first-line platform 
for communicating and sharing. This magazine will be published 3 times a year and distributed in 6 
languages.

Finally, during 2009 the company has continued to implement the “Orange book” project, a compendium 
of collectable files that covers all the Group’s identifying features, including the code of conduct and the 
organisation’s values. This year its distribution has been completed and it has been translated into seven 
languages. 
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United by change  

The organisational structure of the motorways business area in Spain was redesigned in 2009. The 
new organisational model, which brings together all abertis’ concessionaires in Spain, is based on the 
evolution from the concept of a concession as a basic management unit to the concept of a motorway 
as part of a network that allows the functions and territories to be grouped together by Managements in 
order to ensure a high-quality service and maximise efficiency.

Some of the benefits of this new organisational structure are unified management, where people are 
integrated into a single, stronger team; the single management of operations that simplifies and regulates 
working procedures, taking advantage of the best of each network and thus improving the service; and 
bringing greater efficiency to processes to improve economic and social performance.

The GPS project was carried out to inform the personnel and integrate them into abertis autopistas’ 
new organisation, creating a sense of identity and involving the whole staff in the cultural and structural 
change. Ten work groups were organised, in which a total of 170 managers were involved in establishing 
action plans. They then held meetings and contacted their collaborators (approximately 2,700 people) 
to inform them about the new organisation and its values, culture and mission. This measure promotes 
a personal, face-to-face relationship between collaborators and managers. Under the slogan “United by 
change”, each employee was given an information leaflet and a jar containing a seed to symbolise the 
birth of the new organisation, which needs all their help to grow. 
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7.4 Management of diversity and equal opportunities 

The policy 

abertis has an explicit commitment to equal opportunities and non-discrimination, which is 
highlighted in the four areas of the Diversity Management project: gender, generation, race and 
disability. This is the case in all the Group’s companies and it goes beyond the provisions established by 
the law.  

The results

Equal opportunities

abertis continues in its endeavour to ensure equal opportunities by developing the Action Plan of the 
Diversity Project.  

Once the quantitative and qualitative analysis was complete for all the business units, work began on a 
diagnosis of the Group’s Diversity in Spain. 

In response to the results of the process, in its commitment to equal opportunities and to ensure common 
guidelines and coherence throughout the Group’s companies, abertis has defined a set of basic global 
actions that must form part of each of the different business units’ plans. 

During 2010, each business unit must incorporate these global actions into its respective Equality Plan, 
developing them in the way that best suits its environment and activity in order to achieve the proposed 
objectives. 

The plans are established on a two-yearly basis and after the two-year implementation period 
another diagnosis will be performed to assess the impact and progress of the measures that have been 
implemented.

abertis’ pay policy does not discriminate on the basis of gender, and the ratio between the local minimum 
wage and the basic starting salary in each of the countries within the scope of this report for 2009 was 
as follows: 

 

Country Starting salary/Minimum wage 

Spain 195.37%

France 100.00% 

England 100.00%

Wales 139.60%

Ireland 129.39%

Italy 100.00%

Sweden 121.12%

Portugal 114.67%

United States 117.24%

Argentina 270.83%

Puerto Rico 112.95%

Chile 100.00%

Bolivia 310.90%

Colombia 100.00%

Morocco 100.00%
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Evolution of the presence of women in managerial positions Evolution of staff according to gender
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Integration of disabled people

In accordance with the Law on Social Integration of Disabled People (LISMI), which is applicable in Spain, 
the requirement that 2% of the employees have some kind of disability was met by directly employing 
disabled people and by purchasing services from special employment centres and making donations to 
this type of centres.

It must be mentioned that saba España received recognition from INTEGREMP and Sabadell town council 
for its policy of employing disabled people. 

 

Management of impatriates and expatriates

The flow of international assignments was maintained in 2009 and by the end of the year there were ten 
expatriates to companies in the abertis group and 3 impatriates in Spain.   

The Return Policy was successfully applied to 4 expatriates during the year, who still render their services 
in companies in the abertis group, whilst two people remained abroad and a new process of expatriation 
began.   

The idea of abertis’ Expatriation Policy is to ensure that employees settle in quickly and easily, meeting 
their personal needs and those of their family in order to help expatriates and impatriates adapt to their 
new environment. 

Likewise, when specific circumstances occur, as was the case of the swine flu in 2009, abertis provides 
the necessary measures for all its expatriates to be repatriated in an emergency, including both workers 
and their families. It eventually turned out that these measures were not necessary. 

Percentage of disabled workers directly hired by abertis in Spain 1.26%

Percentage of disabled workers hired in Spain, both directly and through alternative measures 1.91%

Purchase of goods and services from and donations to CETs in Spain (euros)
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Purchase of goods and services Donations

2007  2008  2009

559,213 217,444
789,012 224,167

225,622 232,512
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The Diversity Project, implementation phase

abertis’ Diversity Project anaslyses four areas:  

Gender Gender diversity in the staff, family needs and equal opportunities

Generation The values and needs of each generation in the workplace

Race Handling the presence of people from different races and their needs 
within the company and in business relations

Disability Catering for the needs and facilities required by disabled people in the 
company

During 2009, following the diagnostic phase in which more than two hundred employees took 
part, work was undertaken to prepare action plans.

All the business units in Spain developed specific action plans for the setting in which they operate, 
although all of them share ten basic criteria. These include actions related to:  

Communication: defining and disseminating a non-sexist language protocol
Personnel recruitment: adapting the publication of vacancies to the aforementioned protocol
Promotion of personnel: balancing the number of women in positions of responsibility
Pay: to continue ensuring non-discrimination
Measures to achieve a balance between employees’ personal, family and professional life.
Training and development to raise awareness about all these issues among managerial staff 
and other personnel.

Examples of best practices

7.5 Employee satisfaction and continuous improvement

The policy 

As stated in the Strategic Plan, it is abertis’ wish to contribute to the welfare of its employees. 

The results

Communication channels are a key tool for monitoring employees’ satisfaction. abertis therefore 
promotes cascading communication systems, involving the middle management in order to ensure that 
information is successfully conveyed. 

Suggestions for improvement are channelled and evaluated to analyse whether they are viable. During 
2009, a total of 41% of the suggestions received by the Group’s workers were applied.

Furthermore, as a result of the 1st abertis group opinion survey, in 2009 all the business units put 
into effect the action plans defined in 2008. Thanks to the efforts of the business units, it was possible 
to implement the plans. The follow-up shows that on average 80% of the majority of the plans has 
been covered. This measure, together with the initiatives envisaged for 2010, will be assessed by all the 
employees in another survey that will be carried out in 2011. 

The main actions identified for 2010 are:

The support and clarification of the middle management’s role and the need to offer feedback to 
collaborators.
The stabilisation and, in some cases, creation of channels of communication with the staff (regular 
meetings, suggestions, breakfasts with the Management, etc.) to ensure greater transparency and 
access to information.
Improvement and clarification of the existing processes and procedures in order to achieve greater 
efficiency.
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7.6 Extension of social benefits

The policy 

abertis has a social benefits policy for all workers that aims to encourage a balance between work, 
family life and free time, favouring integration and motivation with the company.

The results

During 2009 abertis maintained the social benefits programmes that it offers its staff. 

These include benefits relating to the employees’ quality of life, such as the corporate gym in the Zona 
Franca Logistics Park, which increased its level of service in 2009 and now has a total of 393 members. By 
promoting activities outside the work environment that include active involvement in social events, the 
idea is to ensure the staff’s satisfaction in areas that go beyond a mere working relationship. 

Measures aimed at achieving a balance between work and family life are one of the priorities of the social 
benefits offered by abertis, including flexible working hours and extended paternity and maternity leave, 
as well as other complementary measures such as nursery school vouchers. 

Finally, some of the social benefits that abertis offers its workers include medical insurance, life and 
accident insurance, a pension plan, sick pay supplements, retirement gratuities, assistance for employees 
with disabled children and grants for school textbooks, among others. 

Total investment in non-work-related activities 1,390,908.3

Share option plan for key managers and employees

In 2009 abertis established the share acquisition plan for the Group’s employees in Spain, 
covering everyone from managers to technical experts, i.e. a potential 581 members of staff in 
this country.

A share option plan has also been established for key managers and employees in other countries 
such as France, Chile, Puerto Rico, Bolivia, Portugal, Argentina, Colombia, Sweden, the USA, Italy 
and the UK, which currently includes a total of 194 people.

It should be remembered that abertis’ main aims for establishing a long-term pay policy are:

1.  To gain the loyalty of key managers and employees in abertis’ process of growth and 
internationalisation

2.  To have a pay policy that links and integrates all the key managers and employees at an 
international level with abertis’ objectives as a group

3. To align the objectives of key managers and employees with those of shareholders

4. External competitiveness: attracting new talent

Examples of best practices
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7.7  Promotion of occupational health and safety

The policy 

Protecting employees’ health and ensuring occupational health and safety are fundamental aspects of 
abertis’ human resources policy, so all the necessary measures are applied to guarantee health and 
safety in all workplaces.

The results

The main bodies responsible for managing occupational health and safety at abertis are the health and 
safety committees. These committees deal with the matters that are considered most important for the 
correct development of all employees in their jobs. 

In 2009, autopistas sudamérica received two fines from the Argentine Ministry of Labour, related to 
specific health and safety medical check-ups and administrative, construction and specific health and 
safety procedures. These two fines come to a sum of 82,736 and they are currently being appealed 
against.

abertis autopistas España also received fines for differences in social security contribution categories 
and other matters relating to occupational health and safety for a sum of 508 thousand euros. 

Level of implementation of a health and safety system, and OHSAS 18001 certification

2007 2008 2009

Central services

serviabertis √ √ √

abertis infraestructuras √ √ √

fundación abertis √ √ √

Motorways

Spanish motorways

iberpistas √ √ √

aumar √ √ √

aulesa √ √

acesa º √

aucat º √

avasa º
French motorways

sanef √ √ √

Telecommunications

abertis telecom √ √ √

Airports

tbi (1) º
Car parks

saba España √ √ √

saba Chile √ √

rabat √ √

saba Italia º √

Logística

abertis logística √ √ √

% turnover* √ √ 67.5% √ √ 68.1%
º 21.9%

√√  88.74%
º9.06%

 

(1)  Belfast and Cardiff already have a management system, whereas 
the other airports are still in the process of implementing one. 

*In relation to the scope of the report
√ Implemented and certified
√ Implemented
º In the process of being implemented

2009

Incident rate 32.98

Frequency rate 17.06

Severity rate 0.52
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Promotion of occupational health and safety in the motorways division  

In order to motivate employees to adopt a more healthy lifestyle, several business units, such as 
autopistas sudamérica, with its first initiative in autopistas del oeste, organised a communication 
campaign to disseminate tips for a healthy lifestyle through the intranet, specific posters in rest 
areas and articles in the internal magazine, focusing on 5 key points: good eating habits, physical 
activity, social and family life, a positive attitude and exercising the mind.  

Occupational health and safety management in abertis autopistas España

As far as occupational health and safety is concerned, abertis is endeavouring to reduce the 
number of work-related accidents that occur in the course of its activities, as can be seen from the 
steps taken by the Spanish motorways division and the gradual implementation of an Occupational 
Health and Safety system (OHSAS 18001:2007) in the different concessionaires. The steps taken 
during 2009 to reduce risks in the workplace can be grouped into the following areas:

risks involved in working at heights, attempting to improve the working environment 
(installation life lines) and provide specific personnel training regarding working at heights and 
the use of truck-mounted aerial platforms.
risks on the carriageway, installing safety barriers along the central reservation or painting 
motorway maintenance vehicles to make them more visible.
risks at toll stations, replacing conventional opening/closing barriers with motorised barriers 
with remote activation from the toll booth, working on 62 toll booth pits to remove disused 
wiring and adapt the space for future work, and implementing a new wheeled beacon system in 
the toll lanes with synchronised position lighting.
chemical risk, analysing exposure levels when working with chemical products and creating a 
catalogue of product safety sheets that is available for workers to consult.
providing training and raising awareness through training sessions and by continuing with the 
“zero accidents” campaign.

Examples of best practices
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8. THE INVESTMENT COMMUNITY

 
STRATEGIC LINE 2:  Guaranteeing transparency with the investment community

STRATEGIC LINE 7: Encouraging and systemising dialogue channels

Policy Main aspects Examples of best practices 2009

Guaranteeing transparency 
and keeping the company’s 
commitment with its 
shareholder remuneration 
policy

Two-way communication with 
the investment community

PRÓXIMO programme

abertis and the sustainability indexes

Commitment to economic 
profitability

Shareholder remuneration policy: 
commitment to profitability

 
Summary of indicators

401 attendees at the meetings of the Próximo Programme

8.5% increase in the amount received by shareholders (complementary dividend, capital 
increase, interim dividend)

6,105 opinions and enquiries received from shareholders

 
The policy 

abertis’ relationship with the investment community is based on transparency and constant, smooth, 
active communication using the multiple dialogue channels created specifically for them. 

This commitment leads to the attainment of good economic results by the corporation, accessibility and 
consistency of information, and the solid trust of the investment community.

The results

 
General Meeting of Shareholders

The General Meeting of Shareholders is the body that takes the most important decisions and brings 
together the shareholders to discuss problems affecting the company and the social matters that it 
considers appropriate. 

The last Ordinary General Meeting was held on 31 March 2009 and was very well attended, with 75.68% 
of the share capital present. Each and every one of the proposals was approved by more than 95% of the 
share capital with voting rights.

Meetings with investors

In accordance with its commitment to transparency with the investment community, abertis has 
continued to organise various meetings with investors, as well as consolidating the distribution of both 
press releases and notices to the investment community, although the main method of communication 
with investors and analysts is through the quarterly presentations of the company’s results. 

In compliance with the applicable legislation, abertis notifies all the stock market regulatory organisations 
of specific information about any significant incidents that occur with regard to its business activities. 
During the 2009 financial year, abertis sent communications to the Spanish National Securities Market 
Commission on 35 occasions.

 
Activity with Institutional Investors

Roadshows

Management 
agencies

31

30

249

268

0 50 100 150 200 250 300

2008  2009  

*During 2009, the way in which different types of meetings are classified was changed in order to identify the targets of said 
meetings and respond more specifically to their needs. The data for 2008 have been adapted to the method in order to make them 
comparable.  

The investment community49
CSRAR AA



Meetings by country
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2,153 1,564 2,147

44% 44%

40%

1,220
1,366

283

4,628

3,641
3,675

42%

46%
Dividends, 20%

General Meeting, 19%

Calls related to internal staff, 
19%

PRÓXIMO programme, 7%

Other enquiries, 7%

abertis magazine, 9%

Capital increase, 19%
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abertis provided other permanent means for shareholders to communicate with the investor relations 
department/shareholders’ office, primarily through:

operations data for each business unit.

abertis magazine is periodically sent to all shareholders who have requested it. This publication 
presents information about the quarterly results, as well as economic and financial events that could be 
relevant to shareholders (payment of dividends, capital increases, etc.).
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The PRÓXIMO programme
55

During 2009, abertis has continued 
to promote closer relations with the 
investment community, holding a total 
of 7 meetings in various Spanish cities: 
La Coruña, Barcelona, Granada, Madrid, 
Málaga, Seville and Oviedo.   

Since the PRÓXIMO programme was 
created in 2005, 34 acts have been held, 
allowing us to reach 2,660 shareholders/
investors.

abertis and sustainability indexes

The Dow Jones Sustainability Index (DJSI) World (at a global level) and the DJSI Stoxx (at a 
European level) are the sustainability indexes in which abertis is present for the fourth year 
running. Its presence in these indexes is the result of the steps taken by the abertis Group to 
promote sustainability, which are contained in its Social Responsibility Strategic Plan and applied 
to the different business units.  

In the review carried out in 2009 of these indexes 2,500 companies were invited in the case 
of the DJSI World and 600 for the DJSI Stoxx, of which 317 and 154 companies were selected, 
respectively. abertis obtained an above-average score in this review, particularly in aspects such 
as customer support management, environmental and social information, occupational health 
and safety, and its commitment to stakeholders and improving its positioning in terms of other 
aspects such as its climate strategy and operational ecoefficiency. abertis achieved the Gold Class 
award in the sustainability ranking in industrial transport. 
 

 

Shareholder remuneration policy: commitment to profitability

Within the context of the current crisis, which has led to a drop in activity, abertis continues 
to generate cashflow, enabling it to continue guaranteeing its shareholder remuneration policy 
without the need to get into debt in order to pay dividends.

The historical performance of dividend distribution shows an improvement in the Group’s 
commitment to shareholder remuneration.

Examples of best practices

BarcelonaZaragoza

BilbaoOviedo
La Coruña

Vigo

Madrid

Seville
Granada

Málaga

Elche
Alicante

Valencia

Castellón

Mallorca

presentations

attendees

Since 2005 

34
2,660 Total dividends (million euros)

237.4

+11% +10% +5% +18%
+12%

+5%

264.2
289.5 304.0

357.5

402.2
422.3

2003 2004 2005 2006 2007 2008 2009

5.  abertis’ activity, a service for 
customers and for society

4.   abertis’ triple profit 
and loss account

6.  abertis’ environment
6.1  Greater scope of environmental 

management systems
6.2  Climate change mitigation by reducing the 

consumption of resources
6.3  Increase in waste recovery and improvement 

in wastewater treatment
6.4  Protecting and improving biodiversity
6.5  Investment in raising awareness about 

environment issues

7. abertis’ human team
7.1 abertis’ human team
7.2  Management of talent and professional 

development
7.3 Generating common culture
7.4  Management of diversity and equal 

opportunities
7.5  Employee satisfaction and continuous 

improvement
7.6 Extension of social benefits
7.7  Promotion of occupational health and 

safety

9. Suppliers 10. Community 11.  Verification 
Report

12.  Table of 
contents and 
GRI indicators

8.  The 
investment 
community

2. Presentation 
of the report

1.  Chairman’s 
letter

3.  abertis and 
Corporate Social 
Responsibility

The investment community52
CSRAR AA



3.  abertis and 
Corporate Social 
Responsibility

1.  Chairman’s 
letter

2. Presentation 
of the report

5.  abertis’ activity, a service for 
customers and for society

4.   abertis’ triple profit 
and loss account

6.  abertis’ environment
6.1  Greater scope of environmental 

management systems
6.2  Climate change mitigation by reducing the 

consumption of resources
6.3  Increase in waste recovery and improvement 

in wastewater treatment
6.4  Protecting and improving biodiversity
6.5  Investment in raising awareness about 

environment issues

7. abertis’ human team
7.1 abertis’ human team
7.2  Management of talent and professional 

development
7.3 Generating common culture
7.4  Management of diversity and equal 

opportunities
7.5  Employee satisfaction and continuous 

improvement
7.6 Extension of social benefits
7.7  Promotion of occupational health and 

safety

8.  The 
investment 
community

9. Suppliers 10. Community 11.  Verification 
Report

12.  Table of 
contents and 
GRI indicators

9.SUPPLIERS

 
STRATEGIC LINE 5:  Extending the commitment of social responsibility to suppliers and contractors

STRATEGIC LINE 7:  Encouraging and systemising dialogue channels

Policy Main aspects Examples of best practices 2009

Extending the commitment of 
social responsibility to suppliers 
and contractors.

Extending the commitment to 
suppliers and contractors

Approving and evaluating suppliers

Summary of indicators

98% of contracts with social and environmental clauses

90% of purchases made from local suppliers

2,235  suppliers evaluated according to social and environmental criteria in relation  
to the previous year 

 
The policy 

abertis extends its social responsibility commitments to suppliers and contractors through the inclusion 
of social and environmental clauses in tenders and contracts.

The results

Extending an organisation’s commitment to social responsibility through its relations with its stakeholders 
is a way of sharing good practices and the knowledge it has acquired, whilst generating positive synergies 
in the form of a network. 

The companies that supply abertis are very varied, but they all have one thing in common in terms of the 
commercial service that they provide. Due to the nature of its business, its suppliers do not form part of 
a production chain strictly speaking, as is the case with organisations that manufacture goods. 

This characteristic defines the type of relationship, affecting the way in which risks are managed and 
contributing to their active involvement in the development of Social Responsibility. Some of the main 
suppliers provide machinery, uniforms, and primarily signage and building materials. 

Within this context, abertis channels its social responsibility through the commercial contracts signed 
with these suppliers, promoting the local development of the communities in which it operates. During 
2009 efforts were also made to develop a joint procedure for the approval and evaluation of suppliers 
that makes it possible to make a positive assessment of suppliers with the lowest levels of negative 
social, environmental and economic impacts. 

During 2009, the purchases made from local suppliers represented 90% of the year’s total purchases. 

In relation to the previous year, the percentage of tenders presented with social and environmental 
clauses increased significantly, from 65% in 2008 to 98% in 2009.
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Approval and evaluation of abertis’ suppliers 

In 2009 the corporate Procurement Committee was created, chaired by the Procurement and Ge-
neral Services Management and made up of the procurement managers of the different business 
units. One of its main purposes was to draw up a set of corporate Regulations for the Approval and 
Ongoing Assessment of Suppliers. 

To do this, the different systems applied throughout the Group were analysed and the essential 
requirements to be implemented by all the business units as part of their respective supplier ap-
proval procedures were included in these new regulations. A system was also defined for assessing 
suppliers and each business unit will have its register of approved suppliers.

Some of the benefits of these new corporate regulations are:
strengthening transparency and non-discrimination
promoting strict compliance with contractual terms and conditions and the applicable legisla-
tion, as well as major international standards, especially the principles established in the United 
Nations’ Global Compact.
assessing environmental responsibility
ensuring that suppliers have the necessary financial and production capacity to participate in 
tenders and procurement and contracting activities.
conveying a coherent, structured image, with standardised processes, regardless of which busi-
ness unit of the abertis Group they relate to.

Examples of best practices
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STRATEGIC LINE 6:  Becoming involved with the community and the social fabric

STRATEGIC LINE 7:  Encouraging and systemising dialogue channels

Policy Main aspects Examples of best practices 2009

Establishing 
permanent 
links with the 
community, 
based on active 
participation and 
the integration of 
social needs

Systemising social contributions

Consolidating relations with 
organisations that represent civil 
society

CHORIST project 

“You’ve got one life left. Don’t lose it on the 
road” 

Corporate volunteer programme 

1% cultural in the motorways division

The abertis university chairs

Summary of indicators

1.1% of the consolidated net profit allocated as a social contribution

53% investment in social accessibility and socio-economic development

56% investment in ongoing projects following the LBG methodology

The policy

The community represents the environment on which the company has a direct or indirect economic, 
social or environmental impact. It is contemplated in the company’s vision and values, and the aim is 
to establish a medium- and long-term link that has an effect on the social welfare of the community in 
which abertis operates.

The company’s commitment to the community is channelled through five main areas: social accessibility 
and economic development, cultural accessibility, transport and road safety, environmental conservation, 
and training and research.

The results

The implementation of the community commitment manual was consolidated in 2009 and work was 
carried out to create a global database that is due to be implemented by the middle of 2010. 

The purpose of this tool, which will be accessible for all the business units, is to centralise all the 
information about the sponsorship projects carried out by Group to thus optimise the investments made 
in this field and ensure their ongoing monitoring.

During 2009 161 projects were presented to the Sponsorship Committee, 95 of which were accepted and 
66 of which were rejected. 

It should be mentioned that during 2009, among other actions, abertis signed a collaboration agreement 
with Institut Guttmann to support the “Friends of Institut Guttmann” initiative by funding the programme 
“Acquisition of further equipment for the walking and body movement digital analysis laboratory for 
patients with a severe physical neurological disability”. This agreement also means that abertis -through 
agreements with well-known companies in the technological sector- will donate specialist software for 
people with physical disabilities and other IT tools to Institut Guttmann.

The Group also has important alliances with the Red Cross, for example, including collaboration 
agreements regarding healthcare on motorways, recruiting volunteers and managing a humanitarian aid 
warehouse for international emergencies, and organising the Mediterranean Youth Camp Atlantis. 

In addition to managing sponsorships, abertis is involved in the social and economic fabric of the 
communities in which it operates, taking an active role in local associations and groups in different 
fields. 

abertis International Car parks received several fines for the payment of taxes relating to its internal 
revenue service in Chile, which come to a total of 841.
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Investment made and classification by sphere of action

abertis has kept up its collaboration with organisations and bodies that generate knowledge and opinion 
about the settings in which the Group operates. 

Bearing in mind the current context, yet despite the economic situation and austerity and cost-cutting 
measures, the total contributions made by the 22 companies covered by the CSR Strategic Plan remained 
at a similar level to 2008, coming to a total of 7.5 million euros, which represents 1.1% of the consolidated 
net profit. 

In accordance with London Benchmarking Group España’s classification system, the contributions were 
structured according to the following parameters:

 

LBG contributions in 2009 by type

Isolated contribution, 13%

Social investment, 56%

Social accessibility and socio-economic 
development, 53%

Business development, 49%

Healthcare, 6%

Education and youth, 7%Social welfare, 2%

Art and culture, 24%

Environment, 12%

Humanitarian aid, 0.04%

Others, 0.14%

Training/research, 1%

Cultural accessibility, 24%

Mobility and road safety, 11%

Environmental conservation, 11%

Initiative in line with 
the business, 25%

Management costs, 
6%

Contributions to the community in 2009 by sphere of action

LBG contributions in 2009 by sphere of action
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fundación abertis: the year of its 10th anniversary

fundación abertis has celebrated its 10 years of life by underlining its commitment to society. As an 
exponent of abertis’ Corporate Social Responsibility (CSR), one of its main undertakings continues to 
be the promotion and reporting of research about the impact of infrastructures on the environment. 
Likewise, in its endeavour to ensure people’s welfare, the foundation continued its task of raising awareness 
about road safety. The most important initiative in 2009 was to establish the ‘You’ve got one life left’ 
programme in Catalonia. It is a successful and pioneering programme in Europe aimed at encouraging 
good habits among drivers under the age of 30 by offering incentives for responsible drivers.

It is with a view to reducing the accident rate on the roads that discussion forums have also been held 
with experts and professionals from different sectors. This is the case of the cycle of conferences held in 
Madrid and Barcelona under the title Different perspectives on comprehensive road safety measures. 

One of the maximum objectives achieved in 2009 was the establishment of the Italian Branch in Rome 
as part of the internationalisation process, which will be completed by the opening of more branches, 
the next of which will be in Paris. This international outlook has been extended through the creation of 
the LUMSA-abertis chair, within the framework of transferring knowledge and experiences between the 
university and the company.

For its part, the creation of the Corporate Volunteer Programme put into practice the spirit of solidarity 
of abertis’ employees and its foundation. The project, which has been driven by the workers themselves, 
has allowed the Group’s different work centres to carry out actions to help the underprivileged.

On its tenth anniversary, the foundation has reasserted its commitment to sustainability. For example, in 
2009 it presented a study analysing the effects of the growth of commercial tourism in the Antarctic. The 
study explained that the solutions for lessening these effects need to include tourist guides educating 
visitors about environmental issues. 

Exactly ten years after it was purchased, Castellet castle has increased its role in spreading knowledge 
and culture by holding all kinds of acts and updating the exhibition explaining its 2,500-year history 
under the title ‘One castle, one way’.

Lastly, the foundation’s website has once again shown that it is a useful tool that provides fast, dynamic 
access to all the contents developed by the institution. 2009 was the year in which it received most visits 
—333,854 in total—, which means an average of 915 visits per day, 38% more than the previous year. 

Thanks to the organisation’s committed use of the Internet, fundación abertis is offering the possibility 
of consulting its business report online for the second time. The document, which was published in five 
languages, received a total of 25,262 visits from its launch to the end of 2009.  

CHORIST project  

abertis telecom is one of the companies participating in the European CHORIST project. The 
purpose of this project is to put forward solutions to increase the speed and effectiveness of the 
actions taken following natural disasters and industrial accidents in order to improve citizens’ 
safety and communications between the different rescue agents.

The idea is to develop a system consisting of the following subsystems:

1.  A reliable and fully integrated warning chain, which provides the competent authorities with 
emergency warnings based on the information received by various sensors, agencies and 
citizens;

2.  The transmission of warning messages by the authorities to as many citizens as possible within 
the crisis area in the shortest possible time. This is done through the main communication 
systems used by the population: radio, TV, mobile telephones, sirens and others;

3.  Safe, interoperable high-speed voice and data telecommunications systems with rapid 
deployment for incident response teams in the field (including ad-hoc networks).

Examples of best practices
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You’ve got one life left: Acknowledging good drivers

The “You’ve got one life left. Don’t lose it on the road” 
campaign is part of the fundación abertis’ Road Safety 
Programme, the purpose of which is to inform and raise 
awareness among the population about the need for safe, 
responsible driving.

In order to raise awareness among young people between 
the ages of 18 and 30 about risks at the wheel, a group of 
volunteers from fundación abertis (in partnership with the 
Red Cross) accompanied the Mossos d’Esquadra (Catalan 
police force) to nineteen drink-driving checkpoints at 
strategic points of the Catalan road network close to areas 
with nightclubs. Young people aged 18 to 30 who gave a 
negative breath test were given a card and a code to enter 
a prize draw for 3 English courses in Ireland.

This is a partnership project, based on alliances with 
the authorities (the Regional Government of Catalonia, 
Department of Home Affairs, Education and Culture, the 
City Councils of Barcelona, Girona, Lleida and Tarragona), 
abertis’ business units (acesa, aucat, aumar, saba) and 
private organisations (Microsoft, Institut Guttmann, Red 
Cross, Club TR3SC, TV3 and Catalunya Ràdio).

In total 7,774 leaflets and 784 Club TR3SC cards were 
handed out, the website (www.etquedaunavida.com) 
received 8,000 visits and the interactive game received 
600 visits.

It is envisaged that this initiative will be extended to other 
regions in 2010.

Examples of best practices

Corporate volunteer programme: 

During 2009 the employees, with abertis’ support, 
created a corporate volunteer programme called 
“Voluntaris”. Through this programme abertis intends 
to increase its involvement with the community and its 
social fabric.

As part of the 10th anniversary celebrations of 
fundación abertis and coinciding with the presentation 
of “Voluntaris” at abertis’ different headquarters and 
centres in Spain, abertis held its First Volunteer Day 
on 1 and 2 December. Various activities were organised 
to raise awareness among the personnel about the 
opportunities for doing volunteer work. 

Food and clothing were also collected for the Food Bank 
and Roba Amiga, Cáritas and El Cottolengo charities at 
the Barcelona and Madrid headquarters and various 
abertis telecom, aumar and iberpistas centres, 
collecting a total of 2,650 kg of food and 1,680 kg of 
clothing.

As part of the volunteer project, a charity walk was also 
held in mid December in aid of the “Sponsor a treatment” 
project run by Hospital San Juan de Dios in Barcelona. 
200 abertis employees and their families took part in 
it and raised enough money to treat 100 boys and girls 
from Sierra Leone.

During 2010 the idea is to extend the abertis Volunteer 
Day to all the other countries where the Group 
operates.

1% cultural in abertis autopistas España

abertis allocates 1% of its total works budget to fund conservation work or projects 
to enhance Spain’s historical heritage, preferably on its work sites or in their immediate 
vicinity. In 2009 castellana undertook the following projects:

-  Marqués del Arco palace (El Espinar, Segovia). This 17th-century building, which is 
recognised as an Asset of Cultural Interest, is undergoing work to renovate the façades, 
roofs, entrances, etc. in order to restore the building’s original character.

-  Fuenfría Roman road (Cercedilla, Madrid). This road is part of the Visitable 
Archaeological Sites Plan created by the Autonomous Community of Madrid’s 
Directorate General of Historical Heritage. The purpose of the project is to consolidate 
and inform people about the Roman road and enhance the value of the Fuenfría valley. 
The work carried out included renovating the road to allow visitors to access and walk 
along it, installing the necessary posters and signs to help visitors understand and 
value the road and historical road-building in the valley, and clearing vegetation from 
the surface.

-  Edition of a DVD about 1% cultural activities. In order to raise awareness 
about castellana’s collaboration with its environment, in 2009 it produced a DVD 
summarising all the projects carried out up to 2008. This compendium covers projects 
such as the Main Altarpiece of the Church of San Sebastián in Villacastín, the Ojos 
Albos cave paintings and the Roman Bridge of Mediana de Voltoya, among others. The 
content of the DVD can be seen on the website www.iberpistas.es. 

 

 These projects involved a total investment of 666,201 in 2009.
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The abertis university chairs

The interaction between universities and the business world is a key factor in promoting research and 
economic development. Since 2003 abertis has been sponsoring university chairs in collaboration with 
prestigious universities and academic institutions to carry out research about transport infrastructures 
with the idea of exchanging experiences and knowledge. During 2009, establishing synergies between 
these two spheres and improving competitiveness and innovation have become matters that have spread 
beyond our borders, having signed an agreement with LUMSA University in Italy. The result of this is 
the LUMSA-abertis chair, which has been created to research and share ideas about the impact of 
infrastructures in Mediterranean countries. 

As well as opening up to foreign ventures, abertis has continued to collaborate with other academic 
institutions. The UPC-abertis chair once again organised the Transport Seminars and Traffic Course. The 
abertis research award was given to Ruperto Fernández for “Optimising the assignment of aircraft to 
boarding gates at airports considering taxiing time” and Millar Humberto Salas for “Analysis of pricing 
strategies for managing mobility on metropolitan roads”. 

Examples of best practices

The IESE-abertis chair continued to train and inspire executives, carrying out research and spreading 
ideas in the field of regulation, competition and public policies. The schedule for 2009 was marked by the 
organising of forums, round tables and workshops, most of which focused on the economic crisis.  

The activities carried out by the FEDEA-abertis chair of Infrastructure and Transport Economics include 
the ‘Airport privatisation and regulation’ workshop, which was held in Barcelona.  

Another partnership that is in excellent health is the relationship between ESADE Business School and 
abertis. The Chair in Leadership and Democratic Governance encourages dialogue between organisations 
(companies, the authorities, NGOs) and the principal actors (businesspeople, executives and political, 
social, civic, trade union representatives, etc.) that take up the challenge of governing in a scenario that 
is at the same time global yet local. 

The website www.catedrasabertis.com was created in 2009, offering detailed information about all the 
university chairs sponsored by abertis.
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ECONOMIC PERFORMANCE

Information on the financial management approach 4-5, 16-52 AR

EC1 (C) Direct economic value generated and distributed 4 AA ò

EC2 (C) Financial implications and other risks and opportunities for the organisation's activities due to climate change. 22, 26-28 ò 7,8 7

EC3 (C) Coverage of the organisation's defined benefit plan obligations. 38-39, 45-46 ò

EC4 (C) Significant financial assistance received from government. NA1

MARKET PRESENCE

EC5 (A) Range of ratios of standard entry level wage compared to local minimum wage at significant locations of operation. 42 ò

EC6 (C) Policy, practices and proportion of spending on locally-based suppliers at significant locations of operation. 53 ò

EC7 (C) Procedures for local hiring and proportion of senior management hired from the local community at locations of significant operation. 36 ò 6

INDIRECT FINANCIAL IMPACTS

EC8 (C) Development and impact of infrastructure investments and services provided primarily for public benefit through commercial, in-kind or pro bono engagement. 56-59 ò 8

EC9 (C) Understanding and describing significant indirect economic impacts, including the extent of impacts. 55-57 ò

ENVIRONMENTAL PERFORMANCE

Information on the environmental management approach 19-33

MATERIALS

EN1 (C) Materials used by weight or volume. 22 ò 8

EN2 (C) Percentage of materials used that are recycled input materials. 22 ò 8,9

ENERGY

EN3 (C) Direct energy consumption by primary energy source. 24-25 ò 8

EN4 (C) Indirect energy consumption by primary source. 24 ò 8

EN5 (A) Energy saved due to conservation and efficiency improvements. 26-28 ò 8,9 7

EN6 (A) Initiatives to provide energy-efficient or renewable energy based products and services, and reductions in energy requirements as a result of these initiatives. 27-28, 30 ò 8,9 7

EN7 (A) Initiatives to reduce indirect energy consumption and reductions achieved. 27-28, 30 ò 8,9 7

WATER

EN8 (C) Total water withdrawal by source. 23 ò 8

BIODIVERSITY

EN11 (C) Location and size of land owned, leased, managed in, or adjacent to, protected areas and areas of high biodiversity value outside protected areas. 31 ò 8 7

EN12 (C) Description of significant impacts of activities, products, and services on biodiversity in protected areas and areas of high biodiversity value outside protected areas. 31-32 ò 8 7

EN13 (A) Habitats protected or restored. 31 ò 8 7

EN14 (A) Strategies, current actions, and future plans for managing impacts on biodiversity. 31-32 ò 8 7
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EMISSIONS, EFFLUENTS AND WASTE

EN16 (C) Total direct and indirect greenhouse gas emissions by weight. 26 ò 8 7

EN17 (C) Other relevant indirect greenhouse gas emissions by weight. 26 ò 8 7

EN18 (A) Initiatives to reduce greenhouse gas emissions and reductions achieved. 26-28 ò 9 7

EN19 (C) Emissions of ozone-depleting substances by weight. NA2 8 7

EN20 (C) NO, SO and other significant air emissions by type and weight. NA3 8 7

EN21 (C) Total water discharge by quality and destination. 29-30 ª4 7

EN22 (C) Total weight of waste by type and disposal method. 29 ò 7

EN23 (C) Total number and volume of significant spills. NA5 8 7

PRODUCTS AND SERVICES

EN26 (C) Initiatives to mitigate environmental impacts of products and services, and extent of impact mitigation. 21,26-28 ò 9 7

EN27 (C) Percentage of products sold and their packaging materials that are reclaimed by category. NA6 9 7

COMPLIANCE

EN28 (C) Monetary value of significant fines and total number of non-monetary sanctions for non-compliance with environmental laws and regulations. 19 ò 8 7

OVERALL

EN30 (A) Total environmental protection expenditures and investments by type. 19; 51 AA ò 7

SOCIAL PERFORMANCE (LABOUR PRACTICES)

Information on the labour practices and work ethics management approach 34-48

EMPLOYMENT

LA1 (C) Total workforce by employment type, employment contract and region. 35-36 ò

LA2 (C) Total number and rate of employee turnover by age group, gender, and region. 34, 36 ò 6

LA3 (A) Benefits provided to full-time employees that are not provided to temporary or part-time employees, by major operations. 46 ª 6 3

LABOUR / MANAGEMENT RELATIONS

LA4 (C) Percentage of employees covered by collective bargaining agreements. 36 ò 1,3

LA5 (C) Minimum notice period(s) regarding operational changes, including whether it is specified in collective agreements. 36 ò 3

OCCUPATIONAL SAFETY AND HEALTH

LA6 (A) Percentage of total workforce represented in formal joint management–worker health and safety committees that help monitor and advise on occupational health and safety 
programmes.

47 ò 5,6

LA7 (C) Rates of injury, occupational diseases, lost days, and absenteeism, and number of work-related fatalities by region. 47 ª7

LA8 (C) Education, training, counselling, prevention, and risk-control programmes in place to assist workforce members, their families, or community members regarding serious diseases. NA8 6

64
CSRAR AA

Symbology: AR (Annual Report), AA (Annual Accounts), ò  if coverage is total ª if coverage is partial

Table of contents and GRI indicators



5.  abertis’ activity, a service for 
customers and for society

4.   abertis’ triple profit 
and loss account

6.  abertis’ environment
6.1  Greater scope of environmental 

management systems
6.2  Climate change mitigation by reducing the 

consumption of resources
6.3  Increase in waste recovery and improvement 

in wastewater treatment
6.4  Protecting and improving biodiversity
6.5  Investment in raising awareness about 

environment issues

7. abertis’ human team
7.1 abertis’ human team
7.2  Management of talent and professional 

development
7.3 Generating common culture
7.4  Management of diversity and equal 

opportunities
7.5  Employee satisfaction and continuous 

improvement
7.6 Extension of social benefits
7.7  Promotion of occupational health and 

safety

8.  The 
investment 
community

9. Suppliers 10. Community 11.  Verification 
Report

12.  Table of 
contents and 
GRI indicators

2. Presentation 
of the report

1.  Chairman’s 
letter

3.  abertis and 
Corporate Social 
Responsibility

GRI Description Page Cover. GC MDG

TRAINING AND EDUCATION

LA10 (C) Average hours of training per year per employee by employee category. 38 ª9 3

LA11 (A) Programmes for skills management and lifelong learning that support the continued employability of employees and assist them in managing career endings. 38-39 ª 3

LA12 (A) Percentage of employees receiving regular performance and career development reviews. 38 ò 3

DIVERSITY AND EQUAL OPPORTUNITY

LA13 (C) Composition of governance bodies and breakdown of employees per category according to gender, age group, minority group membership, and other indicators of diversity. 35, 43; 10-12 IA ª10 1,6 3

LA14 (C) Ratio of basic salary of men to women by employee category. 42 ª11 1,6 3

SOCIAL PERFORMANCE (HUMAN RIGHTS)

Information on the human rights management approach 8, 53-54

INVESTMENT AND PROCUREMENT PRACTICES

HR1 (C) Percentage and total number of significant investment agreements that include human rights clauses or that have undergone human rights screening. 
53-54 ª12 1,2,4

5,6
3

HR2 (C) Percentage of significant suppliers and contractors that have undergone screening on human rights and actions taken.
53-54 ª13 1,2,4

5,6

NON-DISCRIMINATION

HR4 (C) Total number of incidents of discrimination and actions taken. NA14 1,6 3

FREEDOM OF ASSOCIATION AND COLLECTIVE BARGAINING

HR5 (C) Operations identified in which the right to exercise freedom of association and collective bargaining may be at significant risk, and actions taken to support these rights. NA15 1,3 3

CHILD LABOUR

HR6 (C) Operations identified as having significant risk for incidents of child labour, and measures taken to contribute to the elimination of child labour. NA15 1,5

FORCED AND COMPULSORY LABOUR

HR7 (C) Operations identified as having significant risk for incidents of forced or compulsory labour, and measures to contribute to the elimination of forced or compulsory labour.   NA15 1,4 3

SOCIAL PERFORMANCE (SOCIETY)

Information on the society management approach 55-59

COMMUNITY

SO1 (C) Nature, scope, and effectiveness of any programs and practices that assess and manage the impacts of operations on communities, including entering, operating, and exiting. 55-59 ò 1 8

CORRUPTION

SO2 (c) Percentage and total number of business units analysed for risks related to corruption. 8 ò 10

SO3 (C) Percentage of employees trained in organisation’s anti-corruption policies and procedures. 8, 40 ò 10

SO4 (C) Actions taken in response to incidents of corruption. NA16 10
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PUBLIC POLICY

SO5 (C) Public policy positions and participation in public policy development and lobbying. 55-58 ò17 10

COMPLIANCE

SO8 (C) Monetary value of significant fines and total number of non-monetary sanctions for non-compliance with laws and regulations. 16-17, 19, 36, 
47, 55

ò

SOCIAL PERFORMANCE (PRODUCT RESPONSIBILITY)

Information on the product responsibility management approach 14-16

CUSTOMER HEALTH AND SAFETY

PR1 (C) Life cycle stages in which health and safety impacts of products and services are assessed for improvement, and percentage of significant products and services categories subject to 
such procedures. 

16 ò

PRODUCT AND SERVICE LABELLING

PR3 (C) Type of product and service information required by procedures, and percentage of significant products and services subject to such information requirements. 16-18 ò

PR5 (A) Practices related to customer satisfaction, including results of surveys measuring customer satisfaction. 14-18 ò

MARKETING COMMUNICATIONS

PR6 (C) Programmes for adherence to laws, standards, and voluntary codes related to marketing communications, including advertising, promotion, and sponsorship. NA18

CUSTOMER PRIVACY

PR8 (A) Total number of substantiated complaints regarding breaches of customer privacy and losses of customer data. ò19

COMPLIANCE

PR9 (C) Monetary value of significant fines for non-compliance with laws and regulations concerning the provision and use of products and services. 16-17 ò

Symbology: AR (Annual Report), AA (Annual Accounts), ò  if coverage is total ª if coverage is partial
1   During 2009 no significant financial aid was received from governments.
2   Not applicable as it is not significant due to the nature of activities of the abertis Group.
3   Not applicable as it is not significant due to the nature of activities of the abertis Group.
4   abertis’ water spills are disperse, making them difficult to quantify. We are currently establishing a system to estimate this information and are hoping to publish it in future reports in the medium or long term.
5   Not applicable because there were no significant spills.
6   Not applicable due to the nature of activities of the abertis Group.
7   With regard to the breakdown of these indicators by region, we are currently working on consolidating this information and are hoping to publish it in future reports in the medium term.
8   Not applicable. There are no records of the existence of serious illnesses that require the creation of specific programmes. Due to the specific circumstances in 2009 the recommended information, communication and hygiene measures associated with swine flu were implemented. 
9   As regards the breakdown by category of employee, the coverage of the indicator is not yet 100% in all professional categories. We have specified the degree of coverage of the indicator in each case and we are working towards achieving 100% coverage in the short term in future reports.
10 As far as minorities are concerned, given the nature and location of abertis’ activity and in view of our analyses of our stakeholders’ expectations, we do not consider such data to be material.
11 abertis’ wages are established based on professional categories and on the Management by Objectives Programme. Remuneration is confidential information.
12  With regard to the specific figure of the percentage of agreements, we are currently collecting information from the various countries (the Group’s size makes it difficult to collect this particular information) and are hoping to publish it in future reports in the medium term.
13 With regard to the specific figure of the percentage of distributors and contractors, we are currently collecting information from the various countries (the Group’s size makes it difficult to collect this particular information) and are hoping to publish it in future reports in the medium term.
14 Not applicable as there were no cases of discrimination in 2009.
15  Most of abertis activities take place in OECD countries where there is no significant risk of infringements of human rights. In addition, abertis’ code of conduct, which applies to all Group companies, and is extended to suppliers and contractors, expressly includes adherence to the principles of the United Nations Global 

Compact.
16 Not applicable as there were no cases of corruption.
17  The abertis Group does not encourage participation in “lobbying” activities. There are countries where such practices are carried out within the context of a proactive relationship with the public authorities. 
18 Not applicable due to the non-existence of state laws or voluntary codes in the sector.
19 This does not apply, as no claims have been made with regard to the infringement of privacy rights and unauthorised disclosure of personal data.
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