
2014  SUSTAINABILITY REPORT



2

Empresa de Transporte de Pasajeros Metro S.A.

Address: Av. Libertador Bernardo O’Higgins 1414

www.metro.cl

Fernando Rivas

Assistant Manager of Public Affairs and the Environment

Commercial and Corporate Affairs Management 

Mail: frivas@metro.cl

Andrea Allamand Puratic

Head of Sustainability and Corporate Social Responsability Project

Commercial and Corporate Affairs Department

Mail: aallamand@metro.cl



2014 Sustainability  Report

3

TABLE OF CONTENTS

Introduction

Letter from the Chairman 

p7

Letter from the CEO p9

2014 Milestones p11

Report Scope and 

Coverage p21

Report Coverage p21

Issues Relevant to the 2014 

Report 

p22

Corporate Governance 

Our Board of Directors & Management p45

Ethics & Transparency p48

Risk Management p51

Our Company

About us p29

Mission, Vision & Values 

p30

Our Customers & Service 

p30

Our Planning p34

Our Stakeholders p39

1 2



4

Financial 
Sustainability

Financial Balance p55

Non-Fare Business p58

Collaborators & 
Suppliers 

People Management p61

METROSAFETY p66

Professional Development 

p70

Quality of Life & Working 

Environment p73

Labor Relations p76

Supplier Management 

p77

Community

Community Relations p82

Complaint Management 

p85

Cultural Contributions p87

Supporting Social Initiatives 

p91

3 4 5



2014 Sustainability  Report

5

Customers

Riding Service & Experience 

p98

Safety p103

Access p105

Environment

Environmental Management 

p107

Environmental Impact 

Mitigation p108

Power p111

Air Emissions p115

Responsible Use of 

Resources p118

Urban Setting

Urban Integration p123

Network Expansion p126

7 86



6



2014 Sustainability Report

LETTER FROM THE CHAIRMAN

7

2014 was not just any old year for Metro. In fact, it wasn’t a good year at all. 

All tallied, the company faced several complicated situations that overshadowed the 

progress and improvements that were implemented on behalf of our customers and 

Santiago residents as a whole.

There have been very few times throughout out corporate history when we have been 

battered by events that have had both a negative impact on public opinion and on 

how we are perceived by our users, as well as a profound impact on how our company 

operates.

Metro’s importance as a key part of the capital city’s mass transit system and its impact 

on the lives of more than 2.4 million riders who use our service daily became clearer 

than ever in 2014. Sixty percent (60%) of mass transit users in Santiago will use the 

Metro at some point during their commute.

The service failures and interruptions that occurred in 2014 had a major impact on public 

transportation, the city, and, most importantly, city residents, who were forced to seek 

alternative transportation services to reach their jobs, educational establishments, 

homes, and elsewhere. 

On the point we are quite self-critical. It’s likely that some of the events transpired can 

be attributed to the fact that we fell by the wayside and stopped doing the good job 

for which we have been known for many years now, primarily insofar as operations and 

upkeep are concerned. 

Not only did these events have prefund public 

repercussions, but they also caused unreasonable 

doubt to be shed on our operations model, maintenance 

processes, safety policy, and even the soundness of our 

corporate governance.

Is Metro capable of overcoming this situation? Of 

course it is! But the question remains, how? Well, the 

answer is, just as we have always done, with rigor and 

dedication, discipline and innovation, and pride in who 

we are and why we take on the challenges lying ahead. 

Last December we set a new managerial course, reaffirming our 

commitment to the City of Santiago and its people, while also 

pledging to the government that we would proceed steadfastly. 

We are working on reducing the number of operational failures 

(specifically high-impact ones) and the time it t the trains up 

and running, and thereby become the world’s most fail-proof 

underground commuter rail service.

This is what we aim to do, and to that end we have devised 

a rider-centric management plan including changes to 

company statistics.

We are working on bolstering our preventive and corrective 

maintenance management system simply because no operating 

system as complex as the Metro is actually failure-free. 
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At the same time, we are working on increasing our rider capacity by adding new infrastructure, 

and other measures such as using long trains on Line 1 towards Los Dominicos during the 

morning rush hour, Express Trains, and adding on empty trains in order to get the most out of our 

resources while serving more riders during the busiest times.  

We have also made improvements to our Passenger Information Broadcasting system because 

we want our riders to be informed in the event of a service interruption. To that end, we are 

working closely with the Metropolitan Department of Public Transportation (DTPM) since we 

realize that we are part of an Integrated Transportation System. 

However, even though we clearly understand that the difficulties we experienced provided us 

with the opportunity to look within and conduct a complete review of how we were conducting 

our business, we must not be remiss in leaving out all the other ways in which we continue to 

contribute to Santiago’s identity as a city that strives to be modern, cosmopolitan, and efficient.

In 2014 we broke our own record of total trips made. Despite inconveniences in 2014, Metro 

transported more than 668 million passengers, making us the first choice in transportation for 

millions of Santiago residents.

As we have done in years prior, we achieved this outcome while maintaining positive operating 

results. Our strong financial standing has earned us respect in the market and among risk-rating 

agencies. For the first time ever we placed a US$500-million 144-A bond on the international 

market in addition to signing a US$800-million syndicated loan with the international banking 

sector.

Given our current successes, our future looks promising as well. Throughout 2014 we continued to 

push forward at a steady pace with the Line 3 & 6 project, which will bring our network total to 37 

kms by 2018, representing the most significant construction effort ever carried out in the history 

of Metro, and which will make it possible for us to provide our riders with state-of-the-art trains 

and automated services. 

But that’s not all! In November, the President of the Republic herself announced that an additional 

8.9 kilometers of new tracks will be added to Metro’s network by 2020. Line 2 extensions and the 
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future Line 3 will benefit more than 600,000 residents in El Bosque, San Bernardo and Quilicura.

We will not stray from our corporate values while taking on these tasks, in other words, we will not 

lose from sight how important our contribution is to furthering public transportation, meeting our 

riders’ needs, improving citizen’s quality of life, honoring the environment, and ensuring financial 

sustainability. 

Although these challenges are quite lofty, there is no doubt in our minds that we have what it 

takes to rise to the occasion because we have a great team of individuals who rode out the tough 

times last year with particular concern.  That is why each and every one of Metro’s workers is fully 

committed to implementing the improvements necessary to bring down the operational failure 

rate and lessen its impact on riders while continuing to grow. 

Times have been tough but we are optimistic. Metro is more important today than ever before.

In September 2015, we will celebrate our 40th anniversary and the first trip between the San 

Pablo and Metro Stations. Many others who have come before us shared this dream and made it 

come true. We are quite proud of that as a nation. Today we receive the baton with great calmness 

and determination to consolidate the present and plan the future. We know that Santiago needs 

and depends on us, and that to a great extent we are responsible for the quality of life of millions 

of Santiago residents. 

The road we are traveling is ripe with excitement as well as persistence and history. 

This is not cause for fear, instead we are encouraged to do better and better as we move forward.

Rodrigo Azócar Hidalgo

Chairman



10

LETTER FROM THE CEO

In its 45 years of existence, Metro has been known for being a reliable company 

cherished by Santiago residents. However, in 2014 we experienced some operational 

issues that really shook us, affecting our relationship with our ridership and prompting 

us to take important measures aimed at improving our management in a few key areas. 

In December we announced changes to our corporate approach by placing our 

riders at the heart of all our efforts. We also implemented immediate measures in 

Maintenance, Operations, and Passenger Information. 

These course corrections are in response to our role as the backbone in the Santiago 

mass public transit system. Given this role, the onus was on us to address the negative 

impact that service interruptions had on the public and the city’s overall operations. 

That is why our goal consists of reducing both the likelihood of failures occuring and 

their impact on passengers.

Having set our new course, we began moving forward toward a more robust 

preventive and corrective maintenance management system, simply because a system 

as complex as underground rail is not fail proof.

Accordingly, we attacked the issue from two fronts: stabilizing the system on the basis 

of post-service interruption diagnostics, and identifying critical failure points in order 

to minimize the likelihood of high-impact failures reoccurring.

In conjunction with the above, we conducted a thorough 

review of the network’s status entailing in-house 

analysis, external reviews conducted by both domestic 

and international consultants, and opinions of employee 

representatives.

We used this diagnostic review as the basis to draw 

up a work program aligned with the company’s new 

approach, thereby laying the foundation for Metro’s 

new administration. With this goal on the horizon, once 

again we set our course toward developing projects that 

will provide us with definitive solutions and improve our 

operations in the various areas being addressed.

We know that it is impossible to guarantee a failure-free 

system; however, having said that, we are working day 

and night to limit them—and their impact in the event 

they do occur—to a bare minimum.

We have also worked on bettering our passenger 

information/communication system in order 

to foster a more continuous commute for our 

passengers in the event of service contingencies. 
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Rubén Alvarado Vigar

Gerente General

This also involves improving the degree of coordination between Metro, the 

Metropolitan Department of Public Transportation (DTPM) and other regional bodies.

Short-term targets were set for the area of Passenger Communication. These 

measures are already in place and have been applied to partial service interruptions 

or contingencies. Setting up informative screen displays at access points, distributing 

pamphlets to Metro users, employing the InfoMetro system which provides riders with 

surface level transit information are a few of the actions taken thus far to ensure that 

our riders may continue their commute in the most informative and normal fashion 

possible. This is our way of regaining riders’ trust and appreciation, and becoming the 

world’s least defective underground train system.

Apart from the negative incidents casting a shadow over 2014, there is some good 

news, for example, we began construction on the shafts and galleries for our new 

Lines 3 & 6. Toward the year’s end, President Michelle Bachelet announced a plan to 

extend Lines 2 & 3, which will also bring benefits to the El Bosque, San Bernardo and 

Quilicura communities.

Building new lines and extending existing ones, as announced by the Head of State, 

constitutes the most ambitious project ever undertaken by the company, directly benefiting 

14 districts with more than 1.75 million inhabitants whose quality of life will improve.

These new lines will provide high-tech, world-class safe and efficient rail service, 

including, for example, replacing electrified tracks with an overhead power cable 

system that will feed train electric power from above; air-conditioned cars, security 

cameras, and automated driving.

These projects are a reflection of what Metro stands for, i.e., a state-owned company 

committed to the people and the city. We know that our riders need a comprehensive 

service, which is why we continuously strive to provide better underground rail service 

but we also invest our energy in broadening the coverage of our bip! Card loading 

system, so that users have the option of loading their cards where they go about their 

daily business, to mention one of our several projects. 

2015 will mark 40 years since Metro’s virgin trip. Santiago residents can rest assured 

that everyone of us working at Metro will continue to do our best to provide better 

services, because that is what we set out to do every day. 
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2014 MILESTONES

The following are the major milestones, activities and projects marking the company’s 

performance in 2014.

January

Construction began on the shafts and 
galleries of new Lines 3 & 6 

A site visit to the shaft of the future station Lo Valledor, 

Metro de Santiago, marked the beginning of the 

construction phase of the shafts and galleries making 

up new Lines 3 & 6, is constituting the most important 

undertaking in the company’s history.

Metro announced its plan to improve the 
system to load and sell its bip! Card 

After taking over the administration of the bip! Card 

in July 2013, Metro de Santiago announced its plan to 

improve card-loading services and thereby optimize the 

experience of users of the capital’s mass transit system.

The plan entails adding new card loading centers to 

the network, relocating some existing ones to areas 

currently without any service, adding an on-line payment 

option, and a tourist card, among other initiatives.

Metro’s safety processes become ISO 
9001 certified

As part of its ongoing efforts to provide riders with 

quick, safe and reliable services, Metro de Santiago 

certified its planning, execution and control processes 

under ISO 9001.

ISO 9001 is an international standard for quality 

managements and, in Metro’s case, underscores the fact 

that all Metro’s service-related processes are carried out 

in keeping with detailed planning, controlled conditions 

and ongoing monitoring to allow for improvements.

Metro receives the “Movilidad” award for 
improvements at the Tobalaba Station

For having instituted and carried out actions 

contributing to creating better access and mobility for 

public transportation users, Metro de Santiago receives 

the “Movilidad” award granted by the Ministry of 

Transportation and Telecommunications. 

The company received recognition under the “Access 

to Public Transportation” category for its work on 

the incoming track door at Line 4’s Tobalaba Station, 

which makes for easier and more orderly movement of 

passengers and quicker clearing of the platform.
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February

In an unprecedented move, Metro 
issued a US$500-million bond on the 
international market.

For the first time ever, Metro de Santiago issued a bond 

on the international market in New York for a total of 

US$500 million in order to finance construction of future 

Lines 3 & 6, in addition to other projects to revamp its 

network. 

This move opened up new markets for the company’s 

future financing needs.

Metro became the official transportation 
service for the 2014 Odesur Games held 
in Santiago

Pursuant to a cooperation agreement by and 

between the Ministry of Sports, the 2014 Santiago 

South American Games Corporation and Metro, the 

underground rail company becomes the official means 

of transportation for the Odesur games. 

Metro launched Web pay, an on-line bip! 
card loading service

Metro de Santiago took a step forward in its quest 

to expand its remote bip! Card-loading services by 

launching Web pay, a 24-hr, on-line payment service for 

capital city commuters.

March

Suecia Street is reopened for use by the 
public after construction works on Line 6 
are completed

As an example of Metro’s commitment to the community 

and public transportation, the company reopened 

traffic on Suecia Street, between General Holley St. and 

Providencia Av., a section of road that had been closed 

off in January and February due to construction on the 

new Line 6 Los Leones terminal station.

In its efforts to cause the least amount of vehicular and 

pedestrian traffic interruptions possible, Metro cut back 

the original time allotted to the first phase of its work 

schedule from four months to two months, and did the 

work over the summer in order to lessen its impact. 

Technology will make it easier for visually 
impaired commuters to ride the rail 

At its Santa Lucía Station the Metro de Santiago 

launched its new Audible Information System called 

“Te Guío,” which aims to foster autonomy and improve 

accessibility for visually impaired riders. 
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April

Company launched action plan to 
improve existing transportation services 
and provide new ones 

Operational and safety-related innovations, new 

passenger-information and -service measures, more 

cultural activities, and other actions, were among the 

items listed under the Action Plan announced by Metro 

in April. The plan entails 20 initiatives aimed at improving 

its customers’ experience and strengthening their ties 

with the city.

Included among measures announced is the addition of 

more air-conditioned trains, expansion of the express 

service to the entire Line 5 and installation of video 

screens at the entrance/exit points of the busiest 

stations for information purposes.

Line 5: Express services are expanded to 
the entire Line and information videos 
screens set up on platforms

By adding express trains to Line 5’s Pudahuel/Plaza de 

Maipú section, Metro was able to increase transportation 

services by roughly 25% and take an 8% off the total 

commute time to the Plaza de Armas.

In addition to the above, Metro set up a real-time 

information system providing users with travel-related 

information so they may better plan their commute.

First train retrofitted with AC is put into 
service 

As part of its corporate action plan aimed at improving 

commuters’ ride, Metro put the first AC-retrofitted train 

into service on Line 1.

This initiative is the first step of a project to install AC on 

35 trains, and in the end retrofitting all trains running on 

Line 1 with air conditioning.

Metro accessibility plan moves forward: 
New elevators installed at the Rondizzoni 
Station

As part of its Universal Access Plan, Metro installed two 

elevators at the Rondizzoni Station, making it the first of 

the older stations on Line 2 to have this amenity. Now 

mobility-impaired community members and area users 

will enjoy an easier commute and better quality of life. 

Metro’s new Board and Chairman 

At Metro’s Regular Shareholder’s Meeting a new corporate 

board was appointed, comprised of Aldo González  

Tissinetti, Carlos Mladinic Alonso, Juan Carlos Muñoz 

Abogabir, Vicente Pardo Díaz, Karen Poniachik Pollak, 

Paulina Soriano Fuenzalida and Claudio Soto Gamboa.

Subsequently, at the Board’s first meeting it appointed 

Aldo  González Chairman of the Board. 
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Metro and MOVILH promote a 
pro-respect and diversity campaign

Metro de Santiago and the NGO MOVILH launched a 

network-wide campaign under the slogan “Where there 

is respect, discrimination doesn’t come on board,” with a 

view to taking on discrimination from different angles.

The campaign aims to create awareness among users 

and educate underground rail passengers in order to 

prevent discriminatory acts from occurring within the 

network and beyond.

May

Metro facilitates TNE revalidation by 
equipping 85 stations with the necessary 
means to do so 

In order to facilitate the revalidation of the National 

Students’ Card (TNE) for Metropolitan region 

elementary, middle school and high-school students, 

Metro de Santiago and Junaeb opened up 85 points 

along the Metro network where students can validate 

their card.

The International Red Cross 
commemorates 150 years of humanitarian 
action at Metro facilities

In Chile the International Red Cross and Red Crescent 

celebrated their 150 years of helping the most needy 

around the globe, and chose Metro de Santiago as 

the public platform to showcase their work and invite 

Chileans to join them in their humanitarian efforts. 

Chile’s President announces feasibility 
studies for expanding Lines 2 & 3

While standing at the future Los Libertadores Station of 

Line 3, Chilean President Michelle Bachelet announced 

the feasibility study for expanding Lines 2 & 3 towards 

Quilicura, El Bosque  and San Bernardo.
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June

Line 2 puts in a real-time passenger 
information system

Line 2 joined the ranks of Lines 4 & 5, which already 

carried this technology. The purpose of this system is 

to meet riders information needs during their commute 

by providing them with timely information on platform 

screens.

Universidad  de Chile Station is 
recognized for being one of the world’s 
pretties

The BBC ranked the Santiago Metro’s Universidad de 

Chile Station among the seven most attractive metro 

stations worldwide.

The ranking highlighted the large murals painted by 

Chilean artist Mario Toral as par of his “Visual Memory 

of a Nation” series in which he depicted Chile’s national 

history on 1,200 m2 of a veritable visual narration.

July

Metro takes part in a project to spread 
scientific awareness 

Metro de Santiago, Federico Santa María Technical 

University and CONICYT’s EXPLORA Program joined 

forces with a view to making scientific work more well 

known by way of the project entitled “Nunatak Chile: a 

natural laboratory on glacial pollution” located at Line 5’s 

Baquedano Station. 

A new train car model for Lines 3 & 6 is 
inspected 

A delegation led by Metro’s Chairman paid a visit to 

the manufacturing facilities of the Spanish company 

CAF where the new Line 3 & 6 trains were to be 

manufactured. The purpose of the visit was to inspect 

the new car model and make sure it met the project’s 

technical specifications. This inspection was the 

necessary preliminary step in building the cars that are 

to be used on the future lines.
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Metro names the future Line 3 station 
after former Mayor Castillo Velasco 

As part of a wider effort carried out by the Municipality 

of La Reina in which it changed the name of the 

Tobalaba-to-Parque Mahuida section of Larraín Avenue 

to honor former Mayor Fernando Castillo Velasco, Metro 

de Santiago joined the effort to pay homage to the 

architect and former Intendent by naming the future 

Line 3 terminal station after him as well.

Explosives go off on an empty car at the 
Los Dominicos Station 

A car located at the Los Dominicos station was 

damaged after an explosive device detonated in one 

of its cars close to midnight. The event occurred after 

service hours, which is why no injuries were reported. 

Metro begins its community visits 
program for the new lines

With a view to strengthening ties with the communities 

in which new lines 3 & 6 will be built, Metro launched a 

worksite community visit program in order to make the 

community more familiar with the project’s progress. 

This initiative is part of a series of other public relations 

activities constantly carried out by Metro, and that are 

primarily aimed at a neighborhood groups, community 

leaders, the business community and residents located 

in areas near future station worksites.

 August

Company launches the SMS 1411 system 
as part of its safety-improvement 
framework 

Metro de Santiago published a series of measures aimed 

at improving the safety of its network for the benefit of 

riders using the system daily. The company highlighted 

the new 1411 SMS service available to commuters so they 

can quickly and privately report on events that may 

affect their safety during their ride.

This activity took place at the Los Dominicos Station—

the same one affected by the explosive device that went 

off in July 2014. 

Ministry of Justice and Metro unveiled 
murals painted by SENAME foster 
children

Six new works of art painted by foster children living at 

the SENAME-run Galvarino Center were installed at Line 

2’s Ciudad del Niño Station at commemorative activities 

held during the Month of Childhood and Adolescence. 

These works of art are part of a nine-part series of works 

that will become part of permanent exhibition that has 

been in place at this station since 2005, as part of the 

MetroArte program.

Breakdown affects operations at five 
stations along Line 4

A crack in a track-switching device located at the 

intersection of Quilín and Las Torres on Line 4 caused 
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service interruptions between the Vicuña Mackenna and 

Los Presidentes Stations.suspensión de la operación 

entre las estaciones Vicuña Mackenna y Los Presidentes. 

Power shortage along Line 5 tracks made 
it necessary to evacuate 50,000 people

Simultaneous breakdowns of several components of the 

centralized command and control systems providing 

power to the tracks resulted in a forced two-hour 

shutdown of services between the Quinta Normal and 

Plaza de Maipú Stations.

September

Explosive device goes off at the 
Subcentro shopping center  

Fourteen people were injured when an explosive device 

was detonated at the “Subcentro” shopping center 

located at the Escuela Militar Station. After conducting 

a thorough search, Metro and police authorities 

proclaimed the area safe for passengers.

Metro’s Board of Directors appoints a 
new CEO to head up the company

Metro de Santiago’s Board of Directors appointed Rubén 

Alvarado Vigar as the company’s new CEO.
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October

Metro launches the Keep a Breast 
foundation in Chile with a show 

In order to create more awareness among young women 

as to the need for early detection of breast cancer and 

self-exams, the US-based foundation Keep A Breast 

made its presence in Chile official with an exhibition 

located at the Quinta Normal Station along Line 5.

The show involved a display of 19 plaster busts of 

well-known women from television, politics, the music 

industry and show business, such as Ximena  Rincón, 

Karen Doggenweiler, Katty Kowaleczko, and Diana 

Bolocco. The plaster molds were then intervened by 

prominent Chilean visual artists such as Bororo, Totoy 

Zamudio, Carmen Aldunate, and Matilde Huidobro.

Metro and Mutual de Seguridad  launch a 
campaign to promote good behavior 
  

Metro de Santiago, the Chilean Chamber of 

Construction’s Safety Cooperative Mutual de 

Seguridad and the Metropolitan Department of Public 

Transportation (DTPM) developed the “Use Your Good 

Side” campaign to foster good behavior and self-

awareness among passengers in order to prevent 

accidents on board.

November

President Bachelet announces Lines 2 & 3 
will be extended 

President Michelle Bachelet announced the addition 

of 8.9 kilometers and seven new stations to Metro’s 

network. More than 600,000 inhabitants will reap the 

benefits of Lines 2 & 3 being expanded into El Bosque, 

San Bernardo and Quilicura. This initiative is part of the 

public transportation infrastructure investment plan 

announced by the President herself.

President Bachelet also reported that studies will be 

conducted to assess the viability of adding another line 

to the system with a view to easing Line 1 congestion.

Breakdown shuts down service on Lines 
1, 2 and 5

A service failure was caused by short-circuited power 

cables feeding Lines 1, 2 and 5, resulting in the closure of 

all stations servicing these three lines and the evacuation 

of all cars on the tracks. Service was gradually restored. 

Rodrigo  Azócar steps up as Metro’s new 
Chairman of the Board

Metro’s Board of Directors named Rodrigo Azócar 

Hidalgo as the company’s new president, as a 

replacement for Aldo  González  Tissinetti.
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New information displays are installed at 
station access points 

Metro de Santiago installed screens displaying real-time 

information for its riders at station access points. 

Seventy-eight (78) displays in total were installed at 

44 station entrances throughout 18 different stations 

tagged as priority stations because of their importance, 

traffic and connectivity.

The purpose of this initiative is to let riders know what 

the station and network status is prior to entering the 

station and buying a ticket.

Banco de Chile set up donation kiosks at 
Metro stations to support the Teletón

Teletón, Banco de Chile and Metro de Santiago joined 

forces once again to meet the target. For the fourth 

consecutive year, the bank set up donation kiosks in the 

underground system in order to reach out to passengers 

who use this means of transportation daily. This time 

around Banco de Chile installed its devices at 30 Metro 

stations, three more than the total number installed during 

the 2012 campaign.

December

Metro signs its most important 
international banking agreement of all 
times for a total of US$800 million

Metro signed a syndicated bank loan with BNP Paribas 

and Sumitomo Mitsui as operational agents. The US$250 

million in financial credit handled by Sumitomo Mitsui 

as the Facility Agent, will be earmarked for financing 

civil works, supplies and other project-related expenses 

linked to network expansion efforts. As for the buyer’s 

credit for US$550 million, lead by BNP Paribas as Facility 

Agent, will finance equipment, rolling stock and other 

expansion project expenses.

Metro changes its approach to include 
measures that aim to minimize the 
impact of service interruptions on 
passengers

With a view to diminishing the effect of service 

suspensions on riders and the city as a whole, Metro de 

Santiago announced its Plan to Improve Management of 

High-Impact Failures, which is framed by the company’s 

new administrative approach.

This initiative combines in-house evaluations, 

suggestions put forth by the Committee of Experts, 

workers’ perspectives, and the best international 

practices in order to reduce the failure rate and service 

restoration time after service interruptions occur. The 

plan involves taking short- and medium-term actions 

in the areas of maintenance, operations and passenger 

communications.
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Metro implements a special safety plan 
for the Christmas season 

As part of the “Reporting Safely” campaign 

spearheaded by the Office of the Undersecretary of 

Crime Prevention with a view to making the areas 

surrounding Line 2’s Cal and Canto Stations safer, Metro 

de Santiago announced a special plan for the days 

running up to the Christmas Holiday.

An alternative shaft is proposed in order 
to avoid excavating in the Plaza de Armas 
facing the Santiago Cathedral

The construction shaft for the future Plaza de Armas, 

Line 3 Station was originally planned to be dug directly 

in front of the Santiago Cathedral. However, following 

several studies conducted to find an alternative location, 

Metro de Santiago finally came up with a solution to 

the problem and announced its decision to relocate the 

works to Puente Street.

This alternative solution emerged after ongoing 

discussions between the Regional Intendent’s Office, the 

City of Santiago and Metro, all of which appreciated the 

combined effort to find a satisfactory solution.

New elevators at five stations 

As part of its universal access project, Metro installed 

elevators at the Salvador, Ciudad del Niño, San Miguel, 

Universidad Católica and Manuel Montt Stations in order 

to ease the commute of mobility-impaired riders.
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REPORT SCOPE AND COVERAGE 

Report Coverage

[[G4-29, G4-30] For the sixth consecutive year, Metro de Santiago issues a 

Sustainability Report as part of its commitment to transparency and clear, robust 

communication with its stakeholders.

[G4-28] Our Sustainability Report aims to report to the public on the company’s 

management, performance and results regarding economics, corporate governance, 

and social and environmental affairs over the January-December 2014 period. The 

report’s structure is aligned with the seven prongs of Metro’s sustainability strategy, 

to wit: customers, collaborators, suppliers, urban setting, community, environment, 

corporate governance, and financial sustainability. 

[G4-6 & G4-17] Metro’s scope of action is limited to the Santiago Metropolitan Region, 

specifically Greater Santiago, and so is the report. The report refers to the operational 

and expansion activities of Empresa de Transporte Metro S.A. , in addition to the 

performance of the MetroArte cultural organization (Corporación Cultural MetroArte), 

but it does not contain any information regarding Corporación Metro Ciudadano or 

Metro’s subsidiary, Empresa de Transporte Suburbano de Pasajeros S.A. (Transub 

S.A.).

[G4-13] It is worth noting that there weren’t any significant changes applied to the 

company’s size, structure or ownership over the course of the report period that 

would have affected the information disclosed.

[G4-32] This report was drafted according to the “essential” option of the fourth 

version (G4) of the Global Reporting Initiative (GRI) Guidelines, however, the company 

reported on many more corporate governance indicators than those required under 

this category. 

[G4-15] Metro is a signatory to the United Nations Global Compact through which 

it has aligned its strategies and operations with the ten principles outlined under 

the Compact in reference to human rights, labor standards, the environment, and 

anti-corruption. Metro’s uses the Sustainability Report to inform the public of the 

commitments it has adopted under the Global Compact and as the Communicator of 

Progress (COP).

[G4-33] Information contained herein has been validated by Metro’s senior 

management but not by outside parties.
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Identifying Relevant Issues for the 2014 
Report

Materiality Process 

The last version of the GRI’s G4 Guidelines emphasized the leadership role adopted by 

organizations in incorporating sustainability, the importance of the value chains, and 

identifying material aspects, all with a view to encouraging organizations to disclose 

information and publish indicators that are relevant to their business and stakeholders.

The GRI’s G4 Guidelines define materiality as “aspects that reflect the organization’s 

significant economic, environmental and social impacts; or issues that substantively 

influence stakeholder assessments and decisions.”

[G4-18] Although the previous Report was drafted according to the G3.1 methodology, 

it did entail a materiality process. This year we have employed the help of a consultant 

who has aided us in delving deeper into the process of defining material aspects by 

following GRI’s G4 Guidelines and applying the principles of Stakeholder Engagement, 

Sustainability Context, Materiality and Exhaustiveness, as recommended by that 

methodology.

The most relevant aspects were identified by following the four the main steps laid our 

under the GRI G4 Guidelines:

Identification (& Review)

Identifying relevant aspects begins with a review of the previous Report and aspects 

identified and disclosed thereunder. This review becomes the basis of the new 

identification process and is especially relevant for Metro because this Report is the 

first one written according to GRI’s G4 Guidelines. 

Review Priorization

Validation

Identification
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The following activities were carried out in order to determine which aspects are most 

relevant to the company and its stakeholders, to wit:

Comparative Analysis: three metro systems from around the world were used as a 

benchmark to identify the sectoral context of sustainability. The benchmark analysis 

focused on Asia, given similarities in terms of age and expansion phases. In addition, 

the same comparative exercise was carried out with three Chilean companies in order 

to better understand sustainability in the Chilean context. 

Internal Business Analysis: Metro also conducted an analysis on its secondary 

business data including strategies, codes, policies, studies and surveys, presentations, 

reports and annual reports, which led the company to identify economic, social and 

environmental aspects that are relevant to business development. 

It is worth noting that along with the abovementioned data reviews, the company also 

interviewed the Chairman of the Board, the CEO and seven other area managers in 

order to understand their take on sustainability within the company.

 

External Review: In the context of the Sustainability Report for the first ever 

Metro conducted ten interviews with some of its external stakeholders, including 

Chilean authorities, customers, suppliers, community members and civil society 

representatives. The outcome was quite valuable in that the interviews allowed the 

company to identify which Metro-related aspects are relevant to its stakeholders. 

Moreover, the company conducted a 2014 press review.

Prioritization

All aspects identified the first time around were subject to further analysis to 

determine their degree of economic, environmental and social relevance to Metro, and 

then they were categorized and put into a chart in order to have a visual take on which 

ones were more relevant to the company and its stakeholders. This categorization 

took place during a Materiality Workshop held for Metro employees from a variety of 

different areas such as human resources, maintenance, operations, planning, projects, 

and environmental, community and public affairs.
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Validation

The chart was validated internally at a workshop held with senior executives from 

different  areas. 

[G4-19] Relevant Aspects Chart 
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Coverage of (Relevant) Material Aspects 

[G4-20, G4-21]  The G4 methodology places emphasis on areas along the value chain 

where the economic, social and environmental impacts occur, thereby making it 

necessary for organizations to not just address relevant aspects in their own business. 

Metro classifies the coverage of relevant aspects according to its operations and 

expansion projects underway. External coverage of material aspects is classified 

according to the key stakeholders identified by the company.

27
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Area Material Aspects 

Internal Coverage External Coverage
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Customer

Customer Service x x x

Universal Access x x

Customer Communications/Relations x x

Customer Safety                                                              x x x

Contingency Management                                      x x x x x x x

Innovation x x x x

Collaborators 
and Suppliers

Collaborator and Supplier Safety x x x

Professional Development & Talent 
Management

x x

Labor Relations x x x x

Knowledge Management x x x

Working Environment and Work Quality                   x x

Diversity & Inclusion                                                  x x

Supplier Selection & Evaluation x x x

Integrating Sustainability into the Supply 
Chain

x x

Urban Setting

Integrated Transportation System x x x x

Urban Impact x x x

Involvement in Public Policy Making x x

Integrating Sustainability into Construction 
& Expansion Projects

x

Communities

Community Relations and Impact Management x x x x

Support for Social Initiatives x x

Culture x x x x

Environment

Environmental Impact Management x x x x x x

Climate change x x

Energy Efficiency x x

Optimizing Resources x

Corporate
Governance

Ethics x x x x

Transparency & Communications x x x x x x x x

Risk Management x x x x x x x x

Sustainability Leadership on Board of 
Directors

x x x

Integrating Sustainability into the Business x x x x x x x x

Impact on Human Rights x x x x x

Financial
Sustainability

Capitals Market Sustainability Demands x x

Financial Balance x x

Non-Fare Business Management x x x

Metro’s Coverage of Material Aspects Internally and Externally
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[G4-22, G4-23] There haven’t been any changes to the scope or coverage of the 

material aspects covered herein since this is the first report drafted under this 

methodology.



30



2014 Sustainability  Report

31

1. OUR COMPANY

 

About Us

Metro is the main artery of Santiago’s public mass transit system accounting for over 

60% of all public transportation travel. Bearing in mind the relevance of Metro to 

urban development, the company aims to provide services that constitute a positive 

contribution to the lives of city residents while striving to make efficient use of public 

resources. Metro has made an outright commitment to the city of Santiago and its 

future by working on a variety of different fronts. 

Metro’s Structure

Ownership

[G4-7] Metro is owned by the Chilean State by way of two shareholders, to wit, 

Corporación de Fomento de la Producción (CORFO) with a 62.75% share, and the 

Chilean State, represented by the Ministry of Finance, with a 37.35% share.

 

Capital increases issued and paid up have resulted in slight changes to the ownership 

structure over the years as illustrated in the table below:

 Shareholders 2012 2013 2014

CORFO 59.36% 61.66% 62.75% 

FISCO 40.64% 38.34%  37.35%

Subsidiaries & Partners

Metro’s only subsidiary is Transporte Suburbano de Pasajeros S.A. (Transub S.A.), and 

this company is not in operation. 

Metro is a member of Corporación Cultural MetroArte, a private non-profit 

organization working to promote culture and education within the community through 

art installations located throughout the Metro transportation network and nearby 

facilities. Metro is also a member of Corporación MetroCiudadano, another private, 

non-profit entity that organizes, coordinates and carries out projects related to the 

environment, urban improvements, modal integration, education, sports, recreation, 

and universal access.
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MISSION, VISION & VALUES

Mission

As a main artery of the public transportation system, our mission is to guarantee that 

customers riding on electric-powered rail have a sustainable, efficient, quality, reliable 

and safe commute.

In addition, we also aim to provide supplementary services that boost the company’s 

profit and help finance its expansion, while also making the lives of city residents 

better and ensuring the efficient use of public resources. 

Vision

Our vision is to be a state-owned company respected by citizens for being efficient, 

safe and providing a valuable service.

To be known as a company staffed by very good professionals and that is managed on 

the basis of merit.

Values

Our values are based on five key principles, which shape and guide the decisions 

and actions of every individual working at the company. These principles are 

complementary and constitute a combination of what Metro personnel are made of 

and aspire to be. 

Customer Care: we strive to be one of the best service-sector companies in the 

country.

Safety: your safety comes first.

Efficiency:we want to a role model for other metros elsewhere. 

Collaboration: we make more forward progress when we work together. 

Transparency: transparency is behind everything we do.

Our Customers & Services 

Services

[G4-4] Metro’s goal is “to carry out all activities inherent to metropolitan passenger 

rail transportation services or other complementary electric-powered media and other 

activities related to this sector, while also being able to conduct any act or operation 

related to our social purpose.”

We also have non-fare side businesses ranging from leasing shops, commercial 

and advertising space to consulting services abroad, and the Bip! Card business. 

Advertising on the trains and at the stations constitutes an important non-fare 

business. At present this side business is run under outsourced concessions. 
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Companies leasing stores and commercial space at the stations are important Metro 

customers. In 2014 this customer base consisted of telecom, retail, advertising, real 

estate, and service companies, as well as intermodal stations and consulting firms.

Metro’s Network

[G4-8] Metro’s network currently provides service to the following districts in 

Santiago: 

Line 1 Line 2 Line 5 Line 4 Line 4A

Providencia Santiago Maipú Providencia La Granja

Santiago San Miguel Pudahuel Las Condes San Ramón

Las Condes La Cisterna Lo Prado La Reina La Cisterna

Estación Central Recoleta Quinta Normal Peñalolén La Florida

Lo Prado Huechuraba Santiago La Florida

Ñuñoa Puente Alto

La Florida Ñuñoa

Macul
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Operating Stats

Metro accounts for more than 60% of all public transportation travel.

2.268 million trips on average per workday.

667.6 million trips

Regularity Figures

103 km of track 

A fleet of 1,093 cars

108 Stations

1 depot

Line 1 / 262.0  

Line 4 a / 20.3 

Line 2 / 121.8  

Line 5 / 144.1 

Line 4 / 119.4 
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Women

Our Customers

[G4-8] Line 1, 2, 4, 4ª and 5 riders constitute the bulk of Metro’s customers. According 

to the 2014 Chile3D Study conducted by GfK Adimark, Metro’s customers can be 

broken down as follows: 

By Gender

By Socio-economic Level

Men
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By Age Group

Our Planning

2014 Strategic Areas & Priorities

Ever since 2011 Metro has focused its activities on three main strategic areas, each of 

which has its own list of specific goals that were set by the Board of Directors and the 

Mangers Committee.
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Sustainability

People

7.5%

22.5%
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Each year the company defines its strategic projects on the basis of the above. These 

projects aim to close the gaps between current and expected performance levels so 

that the company will meet its goals.  

In 2014, these projects were primarily aimed at improving our commuters’ riding 

experience, developing network expansion projects, and managing our workers.

Customers Growth Efficiency Sostenibilidad People

Implementing Service 
Strategy (Phase II) 

Maximizing 
network’s current 
transportation 
capacity

Implementing the 
business plan for the 
non-fare business 
sales channels.

Implementing 
environmental 
mitigation plan

Metro DNA cultural 
study 

Implementing 
Customer 
Communication 

P63 Project 
Development 

Revamping NS74 
trains

Improving Physical 
Spaces 

MetroSafety fase 
normalización + 
(Fase II)

Customers Growth Efficiency Sustainability People

Ensure customers 
have a good riding 
experience by 
providing them with 
a predictable, quick, 
safe commute with 
appropriate comfort 
standards. 

Meet our customers’ 
service-related 
communication 
needs before, during 
and after their 
commute. 

Contribute to the 
development of 
public transportation 
by participating 
in the planning 
and development 
of metros and 
other means of 
transportation.

Develop mega 
projects sustainably 
by optimizing costs, 
deadlines, and 
quality standards. 

Maintain positive 
operating results by 
optimizing fare-
related and non-fare 
related costs and 
revenue, and financial 
debt costs. 

Guarantee the 
company’s long-
term financial 
sustainability through 
the fare structure 
and infrastructure 
optimization and use.

IProvide incentives 
for and foster energy 
efficient initiatives 
and environmental 
good practices. 

Improve the 
quality of life of 
city residents by 
providing inclusive 
transportation, 
culture, and 
additional services, 
as well as maintaining 
appropriate channels 
of communication 
with stakeholders.

Guarantee company’s 
human resources 
are competent, 
participatory and 
motivated in a 
satisfactory working 
environment.

Guarantee that 
company personnel 
provide reliable 
administrative 
services and meet 
hygiene standards
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Sustainability Management

Sustainability is both a strategic and crosscutting area in Metro, which is why 

the company is determined to weave it into its daily existence and employ it as a 

Corporate Social Responsibility (CSR) tool.

 

Metro defined its Sustainability Strategy in 2012, and ever since then the company has 

worked towards integrating sustainability into the various areas of its business. The 

company hit an important milestone in 2014 when the Board of Directors implemented 

the Sustainability & CSR Policy.

Given Metro’s crucial role in the Santiago public transportation system, this Policy is 

key in that it provides a fourth dimension—the urban dimension—to Metro’s traditional 

sustainability efforts in economic, social and environmental areas. It also defines seven 

strategic areas related to the main dimensions.

Collaborators and Suppliers
Customers

The community 

Social 
dimension

Urban 
dimension

Environment

Urban setting

Environmental 
Dimension

Economic 
Dimension

Financial 
Sustainability

Corporate 
Governance 
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The Policy defines specific commitments for each area, as follows:

Based on the methodology, a leader was appointed to head up each individual area. 

Leaders are responsible for attending meetings, making decisions, and discussing 

material aspects pertaining to sustainability and corporate social responsibility. 

Moreover, a series of indicators were set for each area as an administrative tool to 

follow up on sustainability actions.

Customers Provide a quality riding experience: safe, efficient, 

accessible and always better.

Collaborators & 

Suppliers

Adhere to the highest work standards in terms of health 

and  safety by focusing on improving the quality of life of 

our collaborators.

Promote sustainability along the supply chain and 

support supplier development.

Urban Setting Contribute to Santiago’s urban development through our 

services and projects.

Community Add to society and the quality of life of the communities 

where we work and build, by way of cultural, social and 

urban projects.

Environment Foster environmental care by fully adhering to standards, 

encouraging good practices, fostering within and among 

other companies the efficient use of resources and 

energy company-wide.

Corporate Governance Promote and maintain ethical and transparent conduct in 

all areas of our business.

Financial Sustainability Maintain a healthy financial situation that will ensure the 

company’s financial solvency by periodically reviewing 

medium- and long-term financial forecasts and planning.
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2014 Commitments

Strategics 
areas

2014 
Commitments

Outcomes Remarks

Customers Continue 
implementing the 
Universal Access 
Program

Metro installed elevators 
at seven stations along 
Lines 1 and 2. An in-house, 
multidisciplinary technical  
board was set up to 
address access issues.

Collaborators & 
Suppliers

Define 
sustainability 
standards for 
contractors

Progress was made in this 
area by including socio-
environmental criteria.

Define a plan 
to expand bike 
parking capacity.

There wasn’t any progress 
in this area.

Community Start implementing 
the community 
relations and 
internal process 
indicator strategy 
in order to 
foster ongoing 
improvements in 
the areas.

The community relations 
strategy continued in 
place with a focus on 
implementing the Good 
Neighbor Plan and on 
internal-external outreach. 

Environment
Develop an 
environmental 
mitigation program.

The program continued as 
such and includes a list of 
projects, specifically in the 
area of noise and waste. 

Continue 
implementing the 
energy efficiency 
program in 
order to meet 
the 10% energy 
consumption goal 
by 
2018.

Metro revamped its 
lighting at 18 stations 
along Line 1, in addition to 
energy efficient programs 
already in place.
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Our Stakeholders 

As a main artery in Santiago’s public transportation system, we interact with a wide 

variety of key players in order to attain our goals in all areas of our business. 

[G4-24 & G4-25] In 2010, Metro conducted an exercise to identify and prioritize its 

stakeholders. The latter has enabled us to focus our actions on their real needs and 

expectations. We continuously review and update our stakeholder map in order to 

meet their needs accordingly.

Shareholders CORFO

Fisco

Customers Usuarios de estaciones

Pasajeros

Collaborators Trabajadores

Sindicatos

Familias de trabajadores

Society Juntas de vecinos

ONG’s

Medios de comunicación

Comunidades del entorno

Authorities Presidencia

MTT. INCL. Sectra Transantiago

MOP

MEFT

Parlamento

Gobierno Regional Santiago

Municipalidades

SERNAC

Suppliers PYMES

Grandes Empresas

Subcontratas

Autoridades
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[G4-27] The table below contains a list of Metro stakeholders, management 

departments and the main areas involved with each group and their key issues.

Stakeholders METRO Counterpart Issues Addressed

Shareholders and
Investors

•	CORFO.
•	Treasury (Min. of Finance)
•	International Banks
•	Domestic Banks
•	Locales and International Bond 

Issuers

•	Chairman
•	CEO
•	Comptroller
•	Legal Counsel
•	Administration and Finance 

Manager

•	Economic Performance
•	Investments
•	Accounting

Customers •	Passengers
•	Station Users
•	Leasers of Commercial and 

advertising space
•	Pubic bodies interacting with Metro; 

SERNAC and OIRS, Ministry of 
Transportation

•	Commercial and Corporate 
Affairs Department

•	Operations and Services 
Department

•	Service operations and Status 
(Schedule met)

•	Service attributes (Safety and 
comfort)

•	Access
•	Complaints, claims and 

improvements
•	(Customer feedback
•	Groupings

Collaborators •	Workers. •	HR Department •	Socio-labor Aspects
•	Social Benefits
•	Work/Life Balance 
•	Training
•	Pay equality and equity
•	Compensation Policy
•	Health and Safety

•	Unions
•	Federation of Unions

•	HR Department •	Labor Aspects
•	Health and Safety
•	Economic Performance

•	Workers’ families •	HR Department •	Social Benefits
•	Work/Life Balance

Society •	Neighborhood Associations
•	NGOs
•	Nearby Communities
•	Media

•	Commercial and Corporate 
Affairs Department 

•	Service Operations
•	New Project attributes (route)
•	Impact of construction works
•	Cultural Activities
•	Support for social projects
•	Social & Environmental Actions
•	Operations projects aimed at 

improving communities’ quality 
of life 

Authorities •	Office of the President, Senate, and 
Parliament

•	Ministry of Transportation and 
Telecommunications

•	SECTRA.
•	Metropolitan Department of Public 

Transportation (DTPM).
•	Ministry of the Environment 

(MMA, Office of the Environment 
Superintendent, Environmental 
Assessment Agency (SEA)

•	Ministry de Economy, Development 
and Tourism (MEFT)

•	Santiago Regional Government
•	Municipality Association
•	Municipalities
•	National Consumer Association 

(SERNAC).
•	State-owned Companies System 

(SEP)

•	Chairman
•	CEO
•	Commercial and Corporate 

Affairs Department 
•	Project Development 

Department
•	Engineering and Technology 

Department

•	Legal Compliance
•	Operations and Service Status
•	New Projects
•	Environmental Mitigation Projects
•	Resource Management
•	Quality and Safety of Services
•	Service Development
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Stakeholders METRO Counterpart Issues Addressed

Suppliers •	SMEs
•	Large Companies
•	Sub-contractors

•	Project Development Manager 
•	Human Resources Department 
•	Administration and Finance 

Department

•	Hiring, Contracts, including Tenders
•	Supplier Requirements

•	Accounting

•	Auditing •	Comptroller
•	Legal Counsel
•	Administration and Finance 

Department

[G4-26] Stakeholder Communication and Participation

Stakeholders 
General channels of  

communication
Specific Channels of Communication Channels of Participation

Shareholders 
and
Investors

•	Corporate Annual Report & 
Financial Statements

•	Quarterly Results
•	Important Market Information
•	Website
•	Sustainability Report.

•	Project Progress Reports for 
Subtrans and Segpres.

•	SEP-Metro Agreement 
Performance Report

•	Operating Report
•	Internal Audits

•	JShareholder Meetings
•	Periodic Meetings

Customers •	Website
•	Social Media: Facebook, Twitter
•	Mass Media

•	Communications at stations and on 
trains

•	On-line Mobile App

•	Customer Service 
Offices 

•	Customer Satisfaction 
Surveys

•	Customer Networks

Collaborators •	Website
•	Social Media: Facebook, Twitter
•	Mass Media
•	Sustainability Report

•	Intranet
•	 “En Anden” Magazine
•	Bulletin Boards
•	Digital Newsletter
•	Mailings
•	Posters
•	Theme-Related Pamphlets

•	Periodic Meeting with 
unions

•	Working Environment 
Survey

•	Area and Level 
Working Environment 
Committees.

•	Periodic Area Meetings
•	Performance 

Management System
•	Large-Scale Events
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Stakeholders 
General channels of  

communication
Specific Channels of Communication Channels of Participation

Society •	Website
•	Social Media: Facebook, Twitter
•	Mass Media
•	Sustainability Report

•	Pamphlets and other information 
handouts

•	Worksite Signs and Billboards
•	Community Media Outlets

•	Over-the-Phone Service, 
direct contact at 
meetings, field visits, 
community book 

Authorities •	Website
•	Annual Report
•	Sustainability Report
•	Other Publications

•	Operations and Transantiago 
coordination report to the MPT

•	Project Progress reports to 
Subtrans and Segpres

•	Standing Coordination 
Meetings for joint 
activities with ministries 
and other agencies

•	Participation on 
technical boards and 
committees 

Suppliers •	Website
•	Media
•	Newsletters
•	Sustainability Report

•	Contracts
•	Roadshows for Public Tenders
•	ProPYME Seal

•	Satisfaction Survey
•	Direct service through 

E-mails, phone calls and 
meetings

•	Annual meetings with 
contractor

Associations

[G4-16] Metro is a member of several associations and institutions that espouse similar principles and share 

experiences, good practices and information with Metro.

Association/
organization

Our 
participation in 

the organization 

Projects or Committees The 
company is involve in 

Being an Association Member is a 
Strategic Decision

International 
Association of 
Public Transport 
(UITP)

Events and 
meetings

Metro Division LATAM 
Division UTO Sub-division 
UTO
Safety Commission
 

Within Metro’s international strategy 
framework, being a member of the UITP 
is crucial to being the international 
benchmarking. This allows Metro to share 
knowhow and collaborate with operators, 
governments, companies and professionals 
from the international urban commuter 
transport industry.
In addition to giving Metro the opportunity 
to learn about cutting-edge technology and 
pioneer innovations that have been applied 
by other companies.

Community of
Metros (COMET)

Metro presided 
over the group 
in 2013 and 
went back to 
being a member 
in 2014.

No. The group does not work under 
a committee system. Every year 
the members submit their areas 
of interest and two are chosen as 
subjects of a group-level study. 
These are voted on, and Metro de 
Santiago participates in the voting 
process.

Yes, given the importance of the continuous 
improvement process undertaken by the 
company, participating in this organization 
is important because it allows the company 
to compare itself to its peers and identify 
best practices that can be implemented at 
Metro.
There are several ways to support, e.g., 
consultation through forums, studies on 
topics of interest to metros, direct inquiries 
with other members, all in keeping with 
group-defined protocols.
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Association/
organization

Our 
participation in 

the organization 

Projects or Committees The 
company is involve in 

Being an Association Member is a 
Strategic Decision

Latin-American 
Association 
of Metros and 
Underground 
Trains 
(ALAMYS)

Metro de 
Santiago 
presides over 
ALAMYS 
General 
Secretariat

Metro de Santiago actively 
supports the studies carried 
out within the framework of 
the Association’s Technical 
Committees (e.g., economic 
development, fare policy, or 
project structuring) and in event 
organization and celebration 
(conferences, academic forums, 
seminars and training) that are 
defined by member annually under 
the organization’s annual work 
plan.

By participating in ALAMYS, Metro de 
Santiago is strategically positioned ahead 
of other Latin American metros, in addition 
to fostering the exchange of experiences 
and good practices

National 
Association 
of Advertisers 
(ANDA)

None Media Committee

Yes, this is considered strategic because 
it provides Metro with the opportunity 
to stay abreast of what is going on in 
marketing and advertising, and leverage 
the advertising business.

Technological 
Development 
Corporation 
(CchC) 

Member Partner 
and Vice-
chair of the 
Committee on 
Tunnels and 
Underground 
Spaces in Chile 

Metro participates periodically 
on the Committee on Tunnels 
and Underground Spaces of Chile 
(CTES-CHILE), in the Associate 
category. Associates play a key role 
in the organization by participating 
on the Board. 

We are also in Principal’s category 
given the importance of Metro 
nationally

It is strategic considering the content and 
the exchange of technical information 
related to tunnel construction and other 
related works. The Committee on Tunnels 
and Underground Spaces of Chile (CTES-
CHILE) is a standing technical body that 
works with professional and institutions 
from the industry (suppliers, consultants, 
construction companies, principals, 
academia, and others) in order to channel 
concerns, knowhow and information, in 
other words, it is where participants discuss 
technical developments, share information, 
and discuss good practices to further the 
industry. 

Global Compact Member

Metro has taken part in meetings 
organized by the Global Compact 
for the Human Rights Commission 
and the Labor Relations 
Commission

The Global Compact summons companies 
to adopt ten universal principles related 
to human rights, labor standards, the 
environment and anticorruption. 
Metro applies the UN’s ten principles 
regarding sustainability 

Action Partner

Metro is involved in several 
technical committees with other 
companies: the community, 
customers, human resources 
Programs +Diversity

Provides support so that each partner 
company and collaboration organization 
can add economic, social and 
environmental value to their business and 
activities and, together, help build a better 
country. 
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2. CORPORATE GOVERNANCE
 

Our Board of Directors and Managerial 
Team

Board of Directors

[G4-34] Metro’s Board of Directors is in charge of managing the company. Presiding 

over the Board is the Chairman, who is supported by a Vice-Chair and five board 

members. The CEO and a advisory body headed up by the Comptroller are 

subordinate to the Board of Directors.

The Board of Directors is made up of seasoned professionals from academia, business, 

and public policy/administration with a great deal of experience in their respective 

areas of expertise. 

[G4-40] Board members are elected exclusively by shareholders as there is no other 

formal procedure to do so.

[G4-38] New board members were elected at the 23rd Regular Shareholders’ Meeting 

held in April. From that point onward, Aldo González Tissinetti took over as Chairman 

of the Board until board meeting No. 857 was held on November 15th during which the 

Board of Directors accepted his resignation and in stride appointed Rodrigo Azócar 

Hidalgo as both board member and Chairman of the Board.

Chairman of the
Board of 
Directors

Rodrigo Azócar Hidalgo
Industrial-Civil 
Engineer 

6.444.699-1

Vice-chair
Paulina Soriano 
Fuenzalida

Attorney 8.783.340-2

Board Member Karen Poniachik Pollak Journalist 6.379.415-5

Board Member Carlos Mladinic Alonso
Commercial 
Engineer

6.100.558-7

Board Member
Juan Carlos Muñoz 
Abogabir

Industrial Civil- 
Engineer 

6.005.541-0

Board Member Claudio Soto Gamboa
Commercial 
Engineer

7.981.443-1

Board Member Vicente Pardo Díaz
Civil Transportation 
Engineer

6.317.380-0

[G4-39] The Chairman of the Board and board members at Metro do not hold 

executive positions. 
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Board Committees

 The Board of Directors meets twice a month in addition to holding the meetings of   

 the three board committees:

Project Management Committe: oversees guidelines applicable to new expansion 

and line projects.

Operating Committee: addresses strategic lines and manages the company’s 

business development, covering operational and service issues to planning and 

control, engineering and technology, human resources, and commercial matters.

 

Audit and Finance Committee: oversees management of the company’s financial 

resources to ensure their efficient use, in keeping with established procedures; its 

purview also includes being aware of the accounting criteria adopted by Metro and 

amendments thereto; and monitors internal auditing function and issues statements 

on the external auditor’s report of the company’s financial statements. 

The aforementioned activities of the three committees are general in nature and are 

not exclusively limited to the above since these functions are dynamic and fluctuate 

according to changes in the business. 

[G4-38] The Committees’ makeup in 2014 was as follows:

2014 Board Committees

Project Management 
(Nº of Meetings: : 12)

Operating
(Nº of Meetings: : 12)

Audit & Finance
(Nº of Meetings: : 11)

Vicente Pardo Díaz (Pdte.)
Juan Carlos Muñoz 
Abogabir (Pdte.)

Carlos Mladinic Alonso 
(Pdte.)

Rodrigo Azócar Hidalgo Rodrigo Azócar Hidalgo Rodrigo Azócar Hidalgo

Carlos Mladinic Alonso Vicente Pardo Díaz Claudio Soto Gamboa

Juan Carlos Muñoz 
Abogabir

Karen Poniachik Pollak Paulina Soriano Fuenzalida

Paulina Soriano Fuenzalida

Claudio Soto Gamboa

The Chairman of the Board of Directors sits as a member on all board committees, and 

Cristian Ruiz Santibáñez is the Secretary of the Board of Directors and its respective 

Committees.
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Managerial Team

[G4-35] The General Manager is in charge of managing the company through eight 

corporate departments and direct support from the legal department. 

(*) Organizational Chart as of 31 December 2014

Changes to the Managerial Team

In May 2014, the Board of Directors accepted Ramón Cañas Cambiaso’s voluntary 

resignation as Metro’s CEO. Former Administration and Finance Manager Hernán Vega 

Molina was appointed interim CEO until September 2014 when the Board of Directors 

named Rubén Alvarado Vigar to the position.

On 22 November 2014, Felipe Bravo Busta joined the managing team as Maintenance 

Manager, while Patricio Baronti Correa came on board as Human Resources Manager 

on 1 December 2014. 

Compensation

[G4-51, G4-52] Board member compensation is both fixed and variable, the latter of 

which depends on meeting attendance, and shareholders determine the upper limit 

placed on board member compensation. 

Board members do not receive any economic bonus for their managerial role or for 

the company’s economic performance. The chairman of the board, however, does 

receive a set monthly compensation.  

Members of the managerial team receive a set monthly salary and are also enrolled in 

a performance plan that entails an annual performance-based bonus that takes into 

consideration the degree to which they meet the corporate and individuals goals set 

out for them annually by the Board of Directors.

The 2014 Annual Report discloses Board Member and Managerial Team member 

compensation, and can be downloaded at: www.metrosantiago.cl/corporativo/

memoria.

Board of Directors

Comptroller

General Manager

Chief Legal Officer

Corporate HR
Department

Corporate Planning
and Management

 
Control Department

Corporate 
Maintenance

 
Department

 

Corporate 
Engineering and
Technology 
Department

Corporate Project

 Development

 
Department

Corporate Commercial 
and Corporate Affairs

 
Department

Corporate Planning

 
and Management

 
Control Department

Corporate 
Operations and

 
Services Department
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It is worth noting that Metro board members and senior executives do not hold any 

capital shares in the company since Metro is entirely state-owned.

Ethics & Transparency

Ethical Guidelines

Código SEP

[G4-41, G4-56] As a state-owned company Metro is governed by the State-owned 

Company System (SEP) Code, which defines a Code of Ethics, a Manual of Principles 

and Good Corporate Practices, and other requirements applicable to board members, 

all with a view to preventing conflicts of interest among governing bodies. 

The SEP Code of Ethics consists of a “set of values and ethical principles that are to 

serve as a basis for decision making, procedures, corporate culture and standards at 

state-owned companies, and is applicable to both board members and workers of 

state-owned companies.”

The Code covers the following areas: 

Value-Seeking Corporate Governance and Guideline: applying and enforcing 

appropriate corporate governance practices that lend themselves to quality, 

efficient and effective administration aimed primarily at creating sustainable value.

Probity and trustworthiness: being honest and trustworthy in all company actions, 

negotiations and hiring activities, in addition to disclosing and avoiding any and all 

conflicts of interest.

Openness and transparency: acting in a clear, transparent and open manner that is 

accessible to all, and focusing on listening, engaging in dialogue, and cooperating. 

Respect for the Political Constitution and Law: abiding by the law and ensuring 

correct and complete compliance with the Political Constitution, legislation and 

other applicable rules and regulations. 

Respect for human rights: oshaping company actions around the principles 

outlined under the United Nations Universal Declaration of Human Rights and 

treating all company workers, contractors, customers, suppliers, competitors 

and individuals at large with respect and dignity, fairly and impartially, without 

arbitrarily discriminating against them on the basis or gender, age, ethic origin, 

political creed, religion, race, marital status or anything else.

Respect for workers and their organizations: complying with legal rules and 

regulations pertaining to workers’ rights, labor law in effect and collective 

bargaining agreements and contracts; respecting workers’ rights to unionize, and 

providing workers with a safe working environment. 
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Respect for the environment: pledging a commitment to sustainable development, 

environmental protection and avoiding or keeping to a bare minimum any negative 

impact company projects, operations or activities may have on the surroundings.

Corporate Social Responsibility: developing smooth and transparent relationships 

with communities where the company operates and abiding by ethical principles 

and current legislation when dealing with customers and suppliers. 

The SEP Code also defines corporate governance principles for state-owned 

companies which are “institutional instances and practices that must be reflected 

in companies’ decision making so that when framed by transparency, ethics and 

corporate responsibility they contribute to creating sustainable value in the long 

term by fostering respect for all shareholders and stakeholders involved with the 

company.”

When enforced, these guidelines facilitate the tasks undertaken by other government 

agencies such as the Comptroller’s Office, the Superintendency of Securities and 

Insurance (SVS), the actual state-owned companies’ administrative control. Moreover, 

the “Guidelines to Corporate Governance for State-owned Companies” includes a 

self-assessment questionnaire that must be filled out annually by companies’ senior 

management, and it will be audited by the SEP starting in 2015.

The CAIGG (Government Council for General Audits), under the Office of the President 

of the Republic, also has control-related responsibilities.

Code of Ethics

[G4-56] In addition to the SEP Code of Ethics, Metro has its own Code of Ethics that 

describes the values and conducts that the company expects workers to uphold in 

their daily work activities. 

The Code of Ethics covers the follows areas: individual and interpersonal ethics; ethical 

use of resources; ethics in business dealings; ethics in dealing with the public; and the 

scope of the code and sanctions. 

Auditing

Metro has an internal auditing function that is periodically reviewed by the Internal 

Control Department, Independent Auditors and the Office of the National Comptroller. 

Given changes to the Board of Directors and the Managerial Team, as well as incidents 

taken place in 2014, the 2012-2014 Triennial Auditing Plan was postponed in order 

to provide the company with sufficient time to rewrite a new Auditing Plan for the 

2015-2017 period. The purpose of the plan is to ensure that the financial controls set in 

place by the administration sufficiently mitigate risks.

Likewise, the Legal Department conducted a study on Law 20,393 on the Criminal 

Liability of Legal Entities regarding the prevention of money laundering, financial 

terrorism and bribery.
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Reporting Violations 

[G4-58] Since 2012 Metro has been using an In-house Violation Reporting System 

where individuals can report events that may or may not constitute a crime or violate 

the Code of Ethics, Corporate Regulations or other Metro rules. The purpose of this 

initiative is to maintain the highest possible standards of ethics and probity. The site is 

confidential, reliable, and supported by an outsourced company.

The system is open to all workers and third parties who interact with the company. 

Reports may be made anonymously or not, sent through an Internet or Intranet 

website, E-mail or by letter sent to a P.O. box set up specifically for this purpose 

or directly to Metro S.A. authorities (Chairman of the Board, Controller, CEO, HR 

Manager, etc.). Workers have been informed of the reporting several different ways, 

to wit, Anden en Linea (digital in-house newsletter), printed pamphlets, corporate 

intranet, posters, and corporate induction programs.

Metro’s Comptroller is in charge of managing all reports received and ensuring that 

they are investigated and resolved. Work-related violations (discrimination, sexual 

abuse, abusing authority, etc.) are investigated by the HR Department while other 

reports on other types of violations (conflicts of interest, probity, transparency, 

fraud, misappropriation, supplies and subcontractors, etc.) are investigated by the 

Controller’s Office, which submits a confidential monthly report on the status of 

violations to the Board of Directors’ Auditing Committee.

[G4-SO5] In 2014, Metro did not receive any reports on corruption-related violations. 

Risk Management

[G4-14] Metro faces a variety of market-related risks in addition to those inherent to 

the nature of its business. In order to manage these risks, the company has set up 

measures aimed at defining risk- and impact-mitigation.

[G4-45, G4-46, G4-47] Metro’s risk-management approach begins with the strategic 

planning process periodically carried out by the company. At the most recent planning 

session, senior management compiled a list of strategic risks that could hinder Metro’s 

ability to meet its strategic goals.
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Using said risks as a starting point and the ISO 31.000 methodology, the company 

defined critical processes, risk exposure and acceptance levels. Moreover, Metro came 

up with Treatment Plans to mitigate said risks and assigned deadlines and personnel in 

charge, as well as indicators to monitor risk levels. The Business Planning and Control 

department is responsible for risk management. 

Risks identified are based on 20 critical administration- and control-related processes 

associated with the Lines 3 & 6 Project; train and station operations; maintenance 

scheduling and execution; environmental and sustainability control and management; 

risk prevention and occupational health; human resources; supplies; long-term financing 

and budget control; supplier development; and the long-term Development Plan. 

34 Strategic 
Planning Risks

144 Risks

KPI (38) 
Mitigation Plans (37)

19 Critical 
strategic risks 

20 Critical 
Processes 

22 Critical Risks 
(residual) 
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[G4-2] At year-end in 2014, the Board of Directors determined it was necessary to update the previously defined 

risks while emphasizing the need to conduct a more thorough analysis of operations and maintenance processes 

and stages.

In keeping with said analysis, Metro began focusing on the 22 most critical risks identified given their high degree of 

residual severity. The table below contains a description of these risks as well as their related risk-management and 

mitigation activities.

Strategic Risks Actions

Train derailing and/or accidents or incidents with high 
operational impact, resulting from poor execution and/or 
coordination of protocols or procedures.

Metro set up a plan to use simulators to periodically test 
drivers’ emergency-handling skills during collisions and 
other events. In addition to requiring drivers to take 
annual mental capacity/coordination tests (psychometric 
tests), Metro drew up a plan outlining measures to be 
followed, when necessary, to safeguard the health of 
collaborators and the operational continuity of Metro. 
Moreover, Metro set up a random auditing plan for Free 
Driving Events (CML) in order to verify protocols.

Trains crashes or derailings or incidents with a high 
operational impact (internal causes: trains, track and system 
maintenance).

Metro conducted a root-cause analysis on critical train, 
track and system maintenance activities. Compliance with 
all of these activities is 100% guaranteed.

Lack of adherence with safety policies, standards, 
methodologies and indicators set out for workers and 
contractors

Phase One of the Metro Safety project was launched. 
This project entails several activities including aligning 
security at the executive level (Security Policy), defining 
roles, investigating incidents, updating emergency plans, 
and a training plan.

Non-compliance with current environmental legislation and 
Metro standards that could jeopardize the company’s normal 
operations and corporate image.

The Environmental Mitigation Program is currently under 
implementation. Metro also drew up Environmental 
Considerations Procedures for contractors, and submitted 
a draft proposal to include environmental variables in the 
company’s critical processes.

Non-compliance with Metro’s pledge to uphold the 
Environmental Qualification Resolution (RCA) during the 
course of new line construction projects (P63). Said non-
compliance could result in fines and/or sanctions imposed 
by regulatory agencies, and negatively affect project 
development.

An environmental ad-hoc working group was set with 
a view to oversee RCAs. Metro also developed an 
Environmental Audit Plan for the construction phase of 
new lines. An environmental information database was 
developed as well for the construction phase in order to 
prioritize demands. 

Surcharges and deadline extensions on Lines 3 & 6 projects
Managing Authorizations of Special Works and contract 
amendments. Budget control through progress reports.
Additives reports

Risks related to Metro’s operational continuity pledge. 
Caused by union-triggered operational shutdowns, which 
could affect the quality of services and urban transportation 
(two risks).

Maintaining good labor relations as they are. In 2014, 
the collective bargaining process underway with Union 
No. 3 came to a successful close. Metro also revised 
its contingency plans for addressing the possibility of 
there not being enough critical personnel available to 
continually operate Metro.

Significant or recurring on-the-job accidents (one risk). IPhases of the METRO SAFETY project were implemented
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Strategic Risks Actions

Accidents caused by uncontrolled environmental aspects 
(one risk).

“Updating Hazardous Substance Management” projects.

Service interruptions caused by external incidents or 
accidents that affect train operations, when these occur at 
a place and time deemed critical for Metro operations (two 
risks).

Critical points along the network were identified and 
reinforcement measures were put into place at those 
points. Metro reviewed and updated the Train, Tunnel and 
Track Emergency Manual.

Fires on board trains or in tunnels that seriously affect 
human lives or Metro operations (one risk).

Metro reviewed and updated the Train, Tunnel and Track 
Emergency Manual, and conducted a drill in keeping with 
the revised manual.

Inadequate processes for recruiting, selecting and hiring 
key personnel (critical executives and mass positions) (two 
risks).

Metro updated the job description for executive positions: 
role, impact, and knowhow.
Study, survey and 100% implementation of re-training 
plan for all drivers.

Moving up deadlines on new line (P63) construction projects 
because of external demands (one risk).

Hold ongoing meetings with stakeholders
(Board of Directors, Finance Ministry, etc.).

Overshooting Metro-defined human accident indicators 
and/or fatal or incapacitating accidents during Line 6 and 3 
construction work (one risk).

Safety standard procedures were drawn up for contractor 
companies along with a review of the monitoring plan.

Risks related to a deficient control structure for new line 
construction (Lines 6 and 3) (four risks).

Metro identified, defined and documented processes 
required to ensure an appropriate control structure for 
projects. KPIs for controlling these aspects were also 
defined.

Contractor strikes during construction of Lines 3 & 6 (one 
risk).

Metro defined guidelines and articulated actions to 
address these contingencies.

Source: Metro Risk Matrix, Administrative Control and Planning Management 
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3. FINANCIAL SUSTAINABILITY
 

Financial Balance

Financial Administration

Metro is a state-owned company that finances its own operations and a third of 

its new lines and expansions. The company must constantly safeguard its financial 

sustainability in order to cover its operational and financial costs and replenish its 

assets.

Passenger transportation accounted for 80% of the company’s total revenue in 

2014. On January 1st, 2014, Metro raised rush hour fares by $30 to finance the air 

conditioning project. This far increase was enshrined under an Agreement entered into 

with the Ministry of Transportation and Telecommunications on June 26th, 2013.

It is worth noting that the fare Metro receives as income is different from the far paid 

by each passenger transported. Although fares paid by customers in December 2014 

were $700 during peak hours, $640 during intermediate hours and $590 in off-peak 

hours, on average, in December 2014 the company took in a technical fare of $349.25 

per passenger. 

The purpose of the technical fare is to cover company costs, which consist of 

operational costs, the cost of replenishing assets and paying for debt, over a 40-year 

period. This fare is updated monthly by a polynomial that takes into consideration the 

various items making up the Company’s long-term cost structure (CPI, Dollar, Euro, 

and the price of power and energy).

[G4-EC4] Metro is one of the few underground trains in the world that finances its 

own operations, while also contributing a third of the funding for new projects and 

expansions. The other two thirds are financed through investment projects, e.g., Metro 

received a total of MM $189.739 in fiscal contributions in 2014.

Financial Summary Chart (MM$)

2012 2013 2014

Regular Income 238,396,10 250,180,46 281,289,80 

Capital issued 1,776,047,71 2,001,000,85 2,207,691,64 

Equity 1,676,741,68 1,821,316,28 1,896,866,37 

Total Assets 2,984,609,45 3,134,573,45 3,519,027,16
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Investment Plans

Metro currently has US$ 3.322 million in investment projects under way, the bulk of 

which (US$ 2.758 million) corresponds to construction on Lines 3 & 6 while a lesser 

amount (US$ 564 million) has been earmarked for network improvements.

The company also allocates significant funds to investment studies and projects 

related to network expansions, system maintenance and infrastructure improvements. 

Investments in expansion projects are primarily aimed at consolidating Metro’s position 

as a main artery in the capital city’s public mass transit system, while infrastructure 

maintenance and improvement investments aim to provide riders with better quality 

services, safer more stable operations, general facility upkeep, and updating and 

replenishing systems and equipment so that we may provide our customers with a 

top-notch service. 

Regarding funding sources, in 2014 infrastructure and equipment replenishing 

and improvement investments were financed by operational revenues and capital 

contributions. Investments slated for network expansion projects overall—equipment 

imports—are financed by Metro through borrowing, which the company repays 

through increases in the technical fare received by Metro. However, domestic 

equipment investments that cover infrastructure, civil works and other expenses, 

including import taxes and tariffs on imported goods, are funded through fiscal 

contributions that are later capitalized.

Metro’s Participation in the International Financial Market

With a view to financing construction on Lines 3 & 6 and other network improvements, 

in February 2014 Metro issued its first bond on the New York Stock Exchange for 

a sum of US$500 million. Proceeds were used to finance network improvements, 

replacing the oldest trains in the fleet with new ones, and installing AC on the rest of 

the Line 1 cars, along with other projects. This venture has provided Metro with a new 

option to finance its future projects.

In December 2014, Metro entered into a US$800-million loan with BNP Paribas and 

Sumitomo Mitsui as agents—the biggest bank agreement ever in the history of the 

company. This loan will be used to finance civil works, supplies and other expenses 

related to Metro’s network expansion projects. The BNP Paribas credit will be 

earmarked for equipment, rolling stock and other expenses incurred during expansion 

projects. 
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 It is worth noting that the company had to go through a very stringent due diligence 

in order to obtain credit on the international market. This process entailed conducting 

a sustainability analysis on the company regarding issues pertaining to communities, 

the environment and corporate social responsibility. 

Income and Expenditures (Economic Value Generated and 
Distributed) 

[G4-EC1] Metro generated an additional 15% in income in 2014 compared to 2013, 

recording an increase from MM$261,454 to MM$300,542, as a result of a 12.4% bump 

in revenue from the company’s regular activities. Interest income and other revenues 

also contributed to the company’s coffers but to a lesser extent. 

With regard to outlays, compared to 2013, the greatest expense was booked under 

operating costs which experienced a 35.1% increase primarily due to higher energy 

costs, resulting in MM$ 44,288 in overhead and maintenance. Additionally, Metro spent 

MM$9,000 less on the reinvestment budget item.

Economic Value  Generated 
and Distributed 

MM $

2012 2013 2014

Income (A) $247,878 $261,454 $300,542 

Income Revenues $238,396 $250,180 $281,290

Financial 
revenues

$8,470 $9,036 $10,343 

Other revenues 
per function

$1,012 $2,238 $8,909 

Outlays (B) $247,880 $261,455 $300,542 

Personnel Total Personnel $52,883 $59,068 $61,331 

Operating
Costs

Maintenance $36,056 $38,637 $48,348 

Electric Power $29.256 $30.275 $44.288 

General 
Overhead
Expenses 

$34,522 $36,588 $49,913 

Total operating 
costs

$99,834 $105,500 $142,549 

Governance Total $5,548 $5,288 $6,396 

Lenders Interest 
payments

$42,814 $39,500 $46,446 

Debt payment $46,060 $46,216 $52,819 

Total $88,874 $85,716 $99,265 

Metro’s 
Reinvestment

Total 
Reinvestment

$741 $5,883 -$9,000 
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Non-Fare Business

Non-fare businesses are an important part of Metro’s revenue, amounting to 20% of 

the company’s 2014 income. The Business Development Department is responsible for 

managing current business opportunities and seeking out new ones for the medium 

and long term.

In addition to providing the company with financial support, non-fare businesses 

benefit communities as well. Their positive impact is three-fold, i.e., they foster 

inclusion, provide value-added services, and create a sense of belonging for the Metro 

brand in the community.

The main non-fare business are: 

Telecommunications: inside coverage on trains and at stations and outside coverage 

through antennas installed on property and infrastructure and a fiber optics network.

Real estate: office and land leases, and third-party connections. 

Advertising: at stations and on trains (JCDecaux), SubTV and external advertising. 

Services: ATMs, vending machines, public phones, and mobile services

Retail: mini-markets, shops, services, restaurants, bakeries, and telephone services.  

Inter-modal Services:  irevenues from departures and leases.

Consulting Services: international consulting.

Retail is Metro’s largest non-fare business with a total of 340 shops and modules throughout 

the entire system. 

Non-fare come 

Fare Income 
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In terms of consulting work carried out in 2014, Metro’s income coming from this item jumped 

127% in 2014 compared to 2013. Metro provided consulting services to a handful of Latin 

American metros (Argentina, Brazil, Peru and Panama), primarily regarding design issues and 

new line construction.

As part of its pledge to non-fare business customers, Metro assesses their satisfaction on 

a monthly basis in order to identify areas where both parties can make improvements and 

contribute to their business success.

In September 2013, Metro took over the administration of the bip! Card loading system. 

Metro’s Sales Channel Department is in charge of making, distributing and selling the card.

.
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4. COLLABORATORS & SUPPLIERS

People Management

[DMA] Metro is strongly committed to its workers whom it recognizes as one of 

the key components in its ability to meet its goals. This is made clear in Metro’s 

Sustainability Policy in which the company pledges to “conduct Metro’s work with the 

highest health and safety standards, thereby fostering actions that improve the quality 

of life of our collaborators.”

Human Resources is responsible for managing Metro employees and contractors.

One of Metro’s interesting corporate strategic projects benefiting workers is its 

Improving Physical Space project. 

In 2015, Metro plans on focusing its efforts on Organizational Development, which 

will include activities related to knowledge management, education, training and 

talent management. The primary goal of this endeavor is to align human resources 

management with the company’s needs and thereby foster a working environment that 

will aid the company in successfully taking on the challenges left in the wake of 2014. 

Metro has an active union life that can be seen in the fluid communication by and 

between the various organizations. This is clearly exemplified when parties reach 

agreements on the workday and other issues of common interest. Metro’s unwavering 

compliance with labor law makes for stable relations with its workers.
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Our  collaborators

[G4-10] In 2014, Metro increased its staff by 2. 8% for a total of 3,630 collaborators, 

broken down into 76.6% men and 23.4% women.

Total Employees by Gender

2012 2013 2014

Work day Men Women Total Men Women Total Men Women Total

Part-Time 31 21 52 63 60 123 43 52 95

Full-Time 2,645 704 3,349 2,656 751 3,407 2,749 786 3,535

Gender Sub-total 2,676 725 3,401 2,719 811 3,530 2,792 838 3,630

Contract Type Men Women Total Men Women Total Men Women Total

Fixed-Term 143 15 158 21 6 27 64 12 76

Open-Ended 2,533 710 3,243 2,698 805 3,503 2,728 826 3,554

Gender Sub-total 2,676 725 3,401 2,719 811 3,530 2,792 838 3,630

Metro aims to provide its collaborators with a stable environment. Accordingly, a large 

percentage of its workers are full-time employees with open-ended contracts (97% in 

2014)

Collaborators broken down by Work Day and Contract Type

Man

Women

,

,

,
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[[G4-LA12] Regarding gender diversity, in 2014 there was an increase in the number of 

women in executive-level positions compared to 2013 (14 to 21). Moreover, there was a 

slight rise in the number of women working in maintenance positions as well.

“Station Staff” continues to be the highest-ranking category in terms of number of 

female workers, with a total of 229.

Collaborators by staff category. 

Category

2012 2013 2014

Number % Number % Number %

Train Traffic Staff Men 845 24.8 1,007 28.5 1,000 27.5

Women 216 6.4 225 6.4 218 6

Maintenance Staff Men 486 14.3 448 12.7 494 13.6

Women 14 0.4 10 0.3 16 0.4

Station Staff Men 815 24 704 19.9 631 17.4

Women 196 5.8 228 6.5 229 6.3

Section Heads Men 74 2.2 79 2.2 75 2.1

Women 17 0.5 20 0.6 23 0.6

Executives Men 82 2.4 85 2.4 88 2.4

Women 15 0.4 14 0.4 21 0.6

Analysts Men 242 7.1 306 8.7 282 7.8

Women 132 3.9 190 5,. 175 4.8

Administrative Staff Men 151 4.4 89 2.5 212 5.8

Women 116 3.4 125 3.5 166 4.6
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[G4-LA12] Age-group diversity remained the same from one year to the next with 57% 

of all collaborators between the ages of 30 and 50. The total number of collaborators 

under the age of 30 dropped slightly, the 30-50 age group did not undergo any 

changes, and the over 50 group increased moderately. 

Collaborators by Age group 

Recruiting & Compensation

Metro guarantees equal opportunity and rejects any type of discrimination 

whatsoever, as stated under its Code of Ethics. 

The recruiting process is an example of this pledge. There aren’t any differences drawn 

between applicants during this process except for the job skills required. 

In 2014, Metro hired 199 new collaborators and recorded a 3.99% hiring rate. 

Regarding compensation, we have a Compensation Policy that takes into 

consideration work experience, maturity, and performance when determining 

collaborators pay band and specifying compensations, without foregoing outside 

competition and in-house equity.

Gender is not considered a variable when deciding on pay rate. 

The company compensates workers for their performance and contribution with 

monetary and non-monetary compensation (benefits and recognition).

Under 30 years Ages 30 to 50 Over 50 years
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[G4-LA13] Female-to-Male Base Pay Ratio

Staff
Category

Female Base Pay vs.
Males Base Pay

2012 2013 2014

Administrative 1.07 1.05 1.06

Analyst 0.85 0.87 0.94

Executive 0.7 0.72 0.68

Section Head 0.83 0.96 0.89

Station Staff 1.17 1.1 1.19

Maintenance Staff 1.04 1.02 1.19

Traffic Staff 0.85 0.86 0.92

[G4-EC5] Compared to Chile’s national minimum wage—which was equal to 225,000 

CLP in December 2014—the lowest wages paid to men and women at Metro were 1.24 

and 1.34 times greater than the national minimum wage, respectively. Furthermore, 

Metro workers with open-ended contracts receive an operational bonus, which 

increases their monthly taxable income. 

Metro’s Minimum wage vs. National Minimum Wage

Turnover

[G4-LA1] During the period, 266 individuals left the company, resulting in a turnover 

rate of 7.33%. This is slightly greater than the year before.

Turnover Rate

Turnover: number of workers who have left the organization vs. total number of workers

2012 2013 2014

Men Women Men Women Men Women

Standard Base 
Pay     

244,389 262,986 256,893 285,039 278,968 301,891

Times Greater
the National 
 Min. Wage 

1,27 1,36 1,22 1,36 1,24 1,34

2013 2014

Total Exited 252 266

Turnover Rate % 7.14% 7.33%
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Fifty-six percent (56%) of the workers who left the company in 2014 were from the 

30-50 age group, followed by 36% from the under 30 group. 

Resignation by Age Group 

Metro Safety

Through its Safety Policy Metro works toward fostering the value of safety across the 

entire organization, including every process undertaken by the company involving its 

workers, contractors and customers.

Health and safety are a corporate priority as well as a strategic concern addressed 

from the top by Metro’s Board of Directors. In order to adopt a leadership stance on 

these matters and promote them throughout the company, Metro’s CEO presides 

over a monthly meeting of the Managing Committee where members discuss health 

and safety administration, focusing primarily on the highlights of the METROSAFETY 

program under implementation, relevant incidents, and the status of employee, 

contractor and customer accident rates.

The Operational Safety and Emergency Response Unit is in charge of the 

METROSAFETY system. This unit is staffed by risk prevention experts and engineers 

who worked on Metro’s train lines, maintenance area, and new line projects. Their goal 

is to ensure the organization-wide penetration of operational safety.

METROSAFETY (an integrated safety system) and associated programs provide 

the company with a means to manage planning, execution and verification of safety 

aspects in addition to weaving safety-related continuous improvement actions into the 

company’s activities.

2012 2013 2014

Men Women Men Women Men Women

Under 30 yrs. 115 41 79 26 69 28

30-50 yrs 146 29 99 24 125 24

Over 50 yrs 61 11 22 2 17 3

Total by gender 322 81 200 52 211 55

Combined Total 403 252 266
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METROSAFETY is tailor-made to address the company’s specific needs and context 

and consists of 22 safety management items that, as a whole, provide exhaustive and 

systematic coverage of all aspects related to Metro’s operations and services. Given its 

broad scope, METROSAFETY was designed to be rolled out in three separate phases 

over the 2013-2016 period, as follows:

The first phase was completed during the second half of 2014. The goal of the first 

phase or “standardization” was to close the gaps affecting the company’s priority 

concerns and ensure regulatory and legal compliance. Moreover, work began on 

the second phase or “development,” which will focus on managing preventively and 

standardizing practices.

System rollout included several programs pointed at the administrative side of 

different areas throughout the organization with area managers taking on the role of 

safety management. 

METROSAFETY entails gradually setting up these safety-related programs 

companywide. The following are the priority areas chosen for 2014:

Operations and Services Department: programs seeking to decrease and control the 

accident rate. Activities began in the various Line Sub-Divisions, specifically in train 

and service units, and Safety Committees were set up to take the lead on the matter. 

Maintenance Department:  programs seeking to control the accident rate and manage 

risks inherent to maintenance tasks. That is why the company decided to begin with 

two maintenance units—trains and stations—adding programs to Metro’s various 

workshops. 

Project Development Department: programs seeking to ensure regulatory and 

legal compliance, control contractor accident rate, and manage the risks related to 

construction work on Lines 3 & 6. That is why all actions were focused on program 

implementation. 

ManagingDeveloping
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METROSAFETY and project contractors: prior to implementing the various 

programs, the company conducted several training sessions with different levels of 

company leadership, to with Metro Assistant Managers, Line Heads and Supervisors, 

Maintenance Heads and Supervisors, Section Heads and Coordinators for the Line 3 

and 6 projects, Health and Safety Committee members, and Unions.

Oversight and compliance control actions were set in motion once the programs were 

completed, all with a view to identifying potential areas of improvement in processes, 

procedures, training, and other aspects related to the Integrated Safety System. 

Safety Committees

[G4-LA5] Metro has 11 Safety Committees that cover all workers (100%) from line 

operations to maintenance shops, corporate offices and other buildings. Each 

committee is made up of three principal members and three alternate members 

representing both workers and the administration. One of the committees was 

dissolved in 2014 because of changes to the Project Department’s structure. 

In 2014 the company held four training sessions on the Integrated Safety System as 

part of the METROSAFETY program.  This training was provided to Safety Committee 

members with a view to standardizing how the eleven committees manage and 

coordinate safety actions. Committee chairs met in October to review Metro’s risk-

prevention management results by area. 

[G4-LA6] In terms of occupational safety statistics as applied to Metro workers, the 

table below illustrates a stable trend for accidents occurred during the 2013-2014 

period. However, there was a slight drop in the number of days lost due of accidents, 

not to mention a lower severity rate for the Accident Rate.
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Metro workers occupational health and safety figures.

2012 2013 2014

Accidents 127 136 138

Days lost 1,395 1,735 1,349

Fatal Accidents 0 0 0

Frequency Index 
(FI)

16,56 16,61 16,69

Severity Index (SI) 181,91 211,93 163,16

Accident Rate 
(AR) 

3.86 3.89 3.84

Absenteeism 5.67% 6.16% 6.70%

FI = (# of LT/MH accidents for the period) x 1,000,000
SI = (# of days lost bc of LT accidents/Hrs. for the period) x 1,000,000

AR = (# of LT accidents/average staff for the period) x 100

Occupational safety is a priority for Metro, and not just in regards to its own workers 

but also for contractors hired to build the new lines.

Metro’s  tenders explicitly define the safety requirements that must be met by all 

contractors. Once tender contracts are awarded, the winning bidder receives a copy 

of Special Contractor Regulations.

Given the construction work model, there are several bodies set up to provide control 

and oversight for risks associated with field activities. The work schedule outlined by 

Metro is set up so that contractors in charge of construction works are responsible 

for risk control, while contractors in charge of Technical Work Inspections (TWI) 

must provide oversight for all activities included under the construction schedule and 

ensure that they are carried out. Finally, Metro conducts audits on the entire system as 

the organization responsible for ensuring adequate TWI oversight of the construction 

company.

In 2014, Metro set up technical working committees with contractors showing the 

highest accident rates and the respective TWIs assigned to supervising their work. The 

purpose of this initiative was to update risk matrixes and draft new work schedules 

according to the real situation in the field. As a result, the company was able to put 

more appropriate controls in place for hazards identified. 
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Contractor occupational health and safety figures

2013 2014

Accidents ND 223

Days lost ND 5,732

Fatal Accidents ND 0

Frequency Index (FI) ND 18,72

Severity Index (SI) ND 481,18

Accident Rate (AR) ND 4,19

FI = (# of LT/MH accidents for the period) x 1,000,000
SI = (# of days lost bc of LT accidents/Hrs. for the period) x 1,000,000
AR = (# of LT accidents/average staff for the period) x 100

[G4-LA7] Metro makes an effort to provide adequate occupational health conditions, 

which is something the company also addresses under METROSAFETY, its Integrated 

Safety System. In 2014, the company worked on developing an analysis and evaluation 

of risks that could give rise to occupational illnesses. In addition, the company used 

the results to better manage the risks identified in this regard.

Professional Development

Training & Education 

[G4-LA9] In 2014, the company put in a total of 120,246* hours of training, with an 

average of 33 hours per collaborator, compared to 162,175 hours and an average of 46 

hours per collaborator in 2013. For the first time we are able to submit a breakdown 

of average training hours by gender: 36 annual hours of training for men and 22 for 

women.

In keeping with its pledge to provide users with quality service, in 2014 Metro security 

guards logged the highest average of training hours (57.5 ), followed by maintenance 

technicians, assistant managers and analysts. 

Average number of training hours per professional category

[G4-LA10]  Metro’s formal training programs are broken down into two large groups, 

i.e., Corporate Training and Operations Training.

*The difference between this figure and that reported under the 
financial report (119,977 hours) is the result of an adjustment applied 
to the figure following the addition of training hours corresponding to 
an operational personnel refresher course that was not included in the 
financial report figure.



2014 Sustainability  Report

73

Corporate Training Programs

Annual training plan for managers: this plan focuses on activities aimed at closing 

functional skill gaps, which are determined through a training needs survey. 

In 2014, the company carried out 255 activities during which 3,343 workers 

participated in a total of 119,977 man-hours of training provided to Metro’s eleven 

corporate departments. 

Corporate Integration: Metro redesigned and launched its new Corporate Integration 

Program consisting of an induction process that seeks to better integrate newcomers 

and instill personnel with company culture, mission and identity. 

The new format entails a more participatory and experience-based methodology 

aimed at bringing participants closer to one another and thereby strengthening their 

sense of belonging with the organization and integration. 

Throughout the year the company carried out 20 integration activities with 272 new 

workers.

Security Guards

Technical & Administrative
 staff

Maintenance Technicians

Supervisors

Assistant Managers

Regulators

Station Heads

Heads

Managers 

Drivers

Analysts

Average Training Hours
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Operations Training Programs

Operations training programs are two-pronged:

•	 Job Readying (drivers, private security guards, station heads, and supervisors

•	 Refresher course to keep up the level of knowledge and skills required by workers 

to meet company goals. 

During the period, the company conducted 533 refresher courses for operations 

personnel, including station heads, intermodal inspectors, and service supervisors. The 

main goal of these training activities was to bolster managerial tools and communicate 

information on Subcontracting Regulations, Metro’s Train, Tunnel, Track and Station 

Emergency Manual, effective communication, and case studies on incidents occurring 

at our stations, all with a view to discussing best practices and reinforcing procedures. 

Likewise, drivers went through refresher courses that addressed issues identified 

during a gap survey (an on-line assessment conducted through the EDUMETRO 

training platform). The latter consisted of detecting crosscutting issues that are critical 

to operations such as signage, maneuvering and breakdown zones, NS-74 technology, 

in addition to other technologies installed on our trains. Furthermore, 900 drivers 

received updated training on our Train, Tunnel, Track and Station Emergency Manual.

During the year, the company completed the second stage of implementation of 

the Service School for internal and external operations personnel. A total of 1,257 

individuals participated in the program, which was aimed at building customer service 

skills, such as empathy and assertiveness, in addition to ensuring that Metro’s Service 

Strategy is followed correctly during operational practices. 

Performance Evaluation

Given the new challenges facing the company, Metro’s Performance Management 

system is currently under review in order to make room for improvements in the 2015 

version.

All individuals meeting seniority requirements and the absenteeism rate undergo 

a formal performance evaluation and receive feedback on their strengths, areas of 

improvement, and development opportunities. 

Metro continues to employ the Performance Evaluation as a merit-based management 

tool thereby providing personnel with opportunities to apply to in-house positions, 

raises, courses, scholarships, etc. In 2014, the number of individuals reviewed 

continued on an upward swing. 
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[G4-LA11] Collaborators undergoing Performance Evaluations

2012 2013 2014

Number of individuals 
evaluated

2,752 3,350 3,412

% Evaluated 80.9 93.6 94

Quality of Life and Working Environment 

Environment 

In 2014, the company conducted a survey to assess workers’ perception of the 

working environment, and also held focus groups to study certain issues in depth. 

Working groups were then set up by departments in order to identify challenges and 

opportunities, in addition to agreeing on problem-solving strategies.

This year Local Working Environment Committees were set up by collaborators from 

each department. The roles of these committees is to match corporate solutions with 

local requirements in order to come up with solutions that truly meet each team’s 

individual needs. 

In order to ensure that the Local Committees work well, several meetings and training 

sessions were held with committee leaders, who received the necessary tools to 

perform the task of matching crosscutting solutions to local needs.

Quality of Life 

[G4-LA2] Metro offers a variety of social benefits that aim to address the various 

circumstances and needs of collaborators with open-ended contracts. The company 

is fully convinced that a person’s quality of life has a direct impact on its development. 

As a result, the company continues to work hard to provide better benefits and wider 

coverage.

Wellness Fund: the purpose of this fund is to improve the living conditions of workers 

and their families by way of several benefits including health-care services, and 

medical and social grants. In 2014, 97% (or 3,455 collaborators) of Metro workers with 

open-ended contracts were enrolled as fund beneficiaries, while only 84% were signed 

up in 2013. 

The fund is funded through member and company contributions at a ratio of one to 

five. In 2014, the company bolstered company health benefits by raising the limit on 

reimbursements, e.g., it doubled the dental health benefit. Moreover, special mother’s 

milk benefits were added to the ranks, reimbursement for physical therapy and 

speech therapy treatments were raised, and the special services policy coverage was 

expanded to include children up until the age of 25 and those whose cannot continue 

their studies due to illness.  
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Drug and Alcohol Policy and Program: we updated our Drug and Alcohol Policy 

throughout 2014 and provided related training to 43 managers and supervisors. 

Social Services: the Quality of Life area founded a program entitled “Más cerca de 

ti” (Closer to you). This program is a communications and support network set up in 

order to provide collaborators with easier access to benefits. In 2014, 618 collaborators 

received social services and 101 field visits were conducted.

Moreover, 35 workshops were held and the first meeting with operations supervisors 

was held in order to set up a network for getting benefit-related information out to 

workers. 

Social Bonuses/Benefits:

•	 “Metro te Acompaña”: includes bonuses for marriage, birth of a child, and death of 

a spouse, children and parents. In 2014, 322 workers received benefits under this 

program (8.9% of the membership).

•	 Education Bonus for workers’ children and workers who study: benefits ranging 

from pre-school to higher education bonus. In 2014, 1,420 workers received this 

support (39% of the membership).

•	 Health Care Benefits (drugstore, dental, optical, hospitalizations, etc.) and social 

benefits (emergency support, housing and funeral arrangements): 2,084 workers 

or 60% of program memberships benefited from this category.

“Metrovida” Health Program: in 2014 the company decided to reinforce this program 

by adding preventive health care initiatives such as the flu vaccination campaign 

for 1,366 workers and other preventive health care initiatives such as the “I prefer 

knowing I am healthy rather than thinking I am” campaign under which 740 workers 

received care. Cost-free medical and nutritional services were also provided to 219 

collaborators. 

Additionally, the company held a “Health Fair” to spread information on health care 

programs and benefits provided under the various company initiatives. 

Recreation and Sports Program: In 2014 we launched several initiatives aimed at 

improving the quality of life of our workers and their families.
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Protection for Motherhood

Metro is concerned with providing a family-friendly workplace. Accordingly, the 

company and the Federation of Unions joined efforts to draw up a Maternity Policy 

that outlines a series of protective maternity benefits, beyond legal requirements, 

targeting pregnant workers and working mothers with children under the age of two.

Type of 
Activity

Activity Description Participants Quality of Life

For the 
Family

“MI Familia Visita
Metro” (My Family 
Visits Metro)
 

Collaborators’ 
families got to 
tour Metro’s 
most emblematic 
facilities.

223

Seeks to bring workers’ children and direct 
family members closer to the company by 
hosting a fun family day where participants 
get to tour Metro’s most typical settings and 
see firsthand the daily contribution their 
parents make to Metro’s operations and 
services.

Outdoor Events

San Cristobal 
Family Walk-Along

79 The company holds a wide variety of 
sports and recreational activities aimed at 
encouraging healthy lifestyles and providing 
opportunities for workers and their families to 
spend time together. That is why the company 
held the 2nd Annual San Cristobal Family 
Walk-Along and the 1st First Annual Family 
Bike-Along

First Family Bike-
Along

37

Winter and 
Summer School 
Vacation

Seven days of 
sports, educational 
and recreational 
activities for 
workers’ children

182

This program is a way to provide workers’ 
children the opportunity to engage in 
recreational and educational activities over a 
weeklong program of fun and varied activities.

II Children’s 
Painting Contest 
“El Metro del 
Futuro”

Metro workers’ 
children are 
invited to take 
part in a drawing 
contest where the 
winning drawings 
by category are 
printed in the 
annual Metro 
calendar given to 
every employee.

56
This is an opportunity for workers’ children. 
They submit a drawing on a Metro theme and 
the winning drawings by category are printed 
in the annual Metro calendar given to every 
employee

Quality of Life 
Cultural Program 

Two plays are put 
on for the public

458

Tournaments

“Quality of Life” 
Soccer Cup

11ª annual Cup  
(three categories)

434

We held the 11° annual  “Quality of Life” 
Soccer Cup with three categories: open to all, 
seniors and women. Every Sunday from July 
to November 43 players competed to win   the 
“open to all” category. The Senior tournament 
took place over 17 games, and once again 
women competed in the Women’s Cup.

Bowling 
Championship

Second 186
At the 2nd “Bowling Championship” 186 
workers took to the lanes at Aventura Center 
for two days of fun-filled competition.

Physical Fitness 
Program

Zumba, aero box, 
Pilates, yoga and 
cross fit classes

Participaron 
durante el 
año 256 
personas 
en forma 
permanente  

The “Physical Fitness Program” includes 
physical training, zumba, aero box, Pilates, 
yoga and cross fit classes offered daily 
to workers at the CCA gym. We also offer 
regularly scheduled classes in the designated 
fitness area at the San Eugenio workshop
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Benefits include an allowance for daycare, shorter working days during the post-natal 

period, and two hours off for feeding their babies, which is one hour more than the 

legal limit and provides mothers with enough time to get to where their children are 

located. Pregnant corporate employees who wear a uniform also receive maternity 

wear and a monthly half-day leave to bring their children to well baby doctor’s 

appointments. Furthermore, special considerations are provided for women working in 

train service operations, based on the nature of their work. 

[G4-LA3] During the 2014 period, 42 women took advantage of their maternity leave 

and all of them stayed in their jobs after a one-year period.

    

Labor Relations

[G4-HR4] Company-Union relations are crucial to Metro. As a result, the company 

holds monthly meetings with each union and the Federation, in addition to separate 

meetings with the joint working groups. Communication between the parties is direct 

and constant either at meetings, through daily interactions or by phone or E-mail.

Freedom to associate is respected to such an extent that in 2014 the security guard 

union was formed and two driver unions merged into a single organization. As a result 

of these changes, Metro now has four labor organizations:

OLabor 
Organization

Members

Union No. 1 Services: station heads, security guards, technicians, and others

Union No. 2
Station Heads, professional and technical positions, and a few 
others 

Union No. 7 Drivers and a few other positions

Security Guard Union Security Guards

Union Federation Unions No.1, 2, and 7

In terms of the right to collective bargaining, in 2014 Union No. 3 reached an early 

agreement as part of its legal right under labor law.

[G4-11] In 2014, 85.5% of Metro workers were members of one of Metro’s four labor 

unions, resulting in a 3.05% increase in the unionization rate compared to 2013.

It is worth noting that 88% of Metro workers are covered under collective agreements.
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Unionized Workers:

G4-LA4] Any and all changes to the workday are discussed with union 

representatives, which is why there is no legally provided time frame for operational 

changes or creating new positions. Dialogue is the first step and a mutually agreed 

to effective date is determined. By law, if a specific deadline has been established 

it is abided by, such as the exceptional working day which was agreed to by labor 

organizations and the administration and authorized by the Department of Labor 

Inspection for a four-year period. 

[G4-HR6] Metro is known for being an organization that respects labor law, which is 

why forced labor does not exist. We strive for our workers to adhere to their shift and 

we make sure breaks are taken. Overtime is voluntary. We reinforce these guidelines 

through the Code of Ethics.

Supplier Management 

[DMA] Metro’s suppliers and contractors are a very important link in our value 

chain, specifically those working in operations and maintenance and on Line 3 & 6 

construction.

Metro has an Acquisitions Policy that outlines the main criteria and standards for 

purchasing goods, services and works. The primary goals of the policy consist of 

ensuring purchasing processes are transparent, resources are used optimally, and 

Metro personnel working in acquisitions have clear guidelines.

[G4-12] In 2014, Metro had a total of 5,176 suppliers. The main ones are listed below:

Nº of employees under agreements

Nº of unionized employees

.

.

.



80

Suppliers Products

Faiveley Transport
Chile Ltda.

Spare parts for corrective and preventive maintenance on trains 
ASO2, NS93, NS74.

Alstom Chile S.A.
Spare parts for corrective and preventive maintenance on trains 
ASO2, NS93, AS04.

Thyssenkrupp 
Elevadores S.A.

Vertical transportation spare parts for station equipment, i.e., 
elevators, escalators, stair lifts and platforms.

Lucchini Rs S.P.A. Supplies undercarriage wheels for trains AS02.

Grupos Diferenciales 
S.A.

Spare parts for maintenance on differential bridge circuits on 
trains NS93 and NS74.

Mersen Chile Ltda.
Electrical spare parts (fuses and brushes) for trains NS93 and
NS74.

Chilectra S.A.
Supplies services and materials related to the electric-power 
supply of Metro.

Archivert S.A. Supplies BIP! Cards 

Salinas y Fabres S.A.
Spare parts for maintenance on differential bridge circuits and 
bogie on trains NS93.

Skf Chilena S.A.I.C.
Supplies bearings for mechanical maintenance on trains NS74 and 
NS93.

In 2014, Metro worked with 38 key service contractors under its subcontracting 

system. They are broken down into five categories as follows:

Category of Activities 
on the Value Chain                                     

Number of       
Contractors

Location of Contractors

Security at Metro stations, workshops 
and buildings

3
Stations, workshops and 
corporate building

Cash registers at Metro ticket counters, 
and administration of Customer 
Service Offices

4 Metro Stations

Station Cleaning Services 2 Metro Stations

Station Maintenance and Services, 
tracks and electric power, minor 
maintenance

22 Metro Workshops

Administration and Support 7 Corporate Building

Metro’s supply area is responsible for acquisitions through public bidding. Once 

suppliers are selected, each individual department handles contract administration 

depending on the service hired. 

In terms of contractors, the HR Outsourcing Department is in charge of managing and 

overseeing that all contracts issued under the subcontracting system meet legal labor 

and social security requirements.

[G4-LA14] In terms of contractor relations, Metro gives priority to its subsidiary role 

as the principal company in this relationship and evaluates its contractors on their 

compliance with labor and social security requirements. To this end, Metro requires 

all contractors to submit a monthly labor and social-security compliance certificate 

issued by the Department of Labor (F30-1).



2014 Sustainability  Report

81

Since August 2014, Metro has been working with a certification company in charge of 

conducting monthly field inspections and oversight to ensure contractors are meeting 

legal labor and social-security requirements, working conditions, and workers rights. 

All observations recorded during inspections are reviewed and classified by the 

Outsourcing Department and sent to contract administrations fro their follow-up. 

Monthly reports on contractor compliance are submitted to Metro’s Board of 

Directors.

Metro has the right to withhold payment when contractors do not comply with labor 

and/or social security requirements.

In 2014, Metro conducted the 4th Supplier Satisfaction Survey in reference to the 

bidding process. Twenty-three companies answered the survey and the results were 

used to identify process improvement opportunities. 

[G4-EC9] Supplier and contractor expenses in 2014 increased by 42%, for a total of 

574,722 million pesos compared to 404,840 million in 2013. 

Domestic and international purchases followed the same trend, with a slight increase 

in the percentage of international expenses.

Spending on Suppliers

	
  
2012 (MM$) 

	
  
2013 (MM$)  2014 (MM$) 

Domestic 229,554 362,714 491,047 

International 75,468 43,126 83,675 

Total 305,022 404,840 574,722 
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5. THE COMMUNITY

At present, the socio-political context is marked by an increasingly empowered 

society that demands greater levels of participation. As a result, communities cry for 

companies to be managed transparently and responsibly while also being in touch 

with their surroundings. These circumstances result in citizens demanding to be 

involved in projects that have an effect on their quality of life. 

In this context, in 2013 the company drafted its Community Relations Strategy with 

a view to  “facilitating the transition toward a new stance in which Metro becomes 

a leading social actor in Santiago society in terms of integrating city life and the 

sustainable coexistence of city residents, without compromising the quality service 

and technical expertise for which Metro is known.” 

The company’s Sustainability Policy is firmly set within this strategy, and one of its 

primary prongs is the community and its pledge to “adding to the quality of life of 

the communities linked to our operations and projects, in addition to contributing 

to society through culture, social projects and urban services.”

The Community Relations Strategy contains specific objectives related to: getting to 

know important stakeholders, preventing and mitigating social and environmental 

impacts and their conflicts, creating and maintaining proactive and ongoing ties with 

social and municipal organizations, as well as creating organizational capacity and 

sustaining the continuous improvement process within the company.

Keys Aspects of the Community Relations Strategy (CRS)

Ongoing 
information

Preventing and reducing 
socio-environmental 

impacts

Mutual trust 
Metro-Community

Dialogue and 
participation

Sustainable development

Proactive and ongoing ties 
with stakeholders

Valuing local
knowledge

Organizational capacity 
building in community 

relations
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In 2014, the company consolidated its Community Relations Area with a 

multidisciplinary team of professionals who address managerial aspects pertaining to 

the construction of new lines and existing lines currently under operation. 

The focus was on consolidating procedures for managing work within communities 

located in areas of influence of Metro operations and new lines construction sites. 

Moreover, administrative indicators were set and periodic reports on working with the 

community work must be issued. This issue was also placed on the planning agenda 

for operations (refurbishing stations, workshops, depots, and stations surrounding) 

and projects (location of shafts, ventilation shafts, etc.). 

The strategy will continue to be implemented throughout 2015 followed by an 

evaluation and consolidation phase scheduled for the following year. 

Community Relations

Proactive and Ongoing Ties 

[G4-SO1] In 2014, Metro set several corporate goals, one of which was to increase the 

total number of community activities undertaken. The company exceeded this goal 

by 19% by holding a total of 136 activities in the area of influence of its operations and 

new line construction sites.

These activities included: 48 community meetings (accounting for 35% of all activities) 

with a total of 444 participants. Residents from neighborhoods located near the 

construction sites of the new lines 3 and 6 attended these meetings along with 

community association representatives, building managers and other. The purpose 

of these meetings was to report to the community on matters of local interest such 

as noise mitigation, local construction inconveniences, complaint management, and 

provide information on topics of community interest. There were also operations-

related meetings held with communities in reference to different projects. 

Moreover, the company held community visits to Metro’s operational facilities and 

Line 3 and 6 construction sites. Regarding visits to new line project sites, this is one 

way Metro keeps its stakeholders informed, and creates awareness among them as to 

benefits provided by these projects to the common good. The company also leverages 

these opportunities to report on construction progress and talk about construction 

methods. 

Neighbors, university students, authorities and municipal technical teams visited the 

shafts of future lines 3 and 6. Other institutions also took part in these activities as 

well, i.e., the Coyhaique Chapter of the Chilean Chamber of Construction, Universidad 

Austral, Valparaíso Catholic University, Santiago Catholic University, DUOC’s Maipú 

and Puente  Alto campuses, and others. 
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Community activities carried out in 2014

Activities (Operations 
and Projects)

Activities Participants

Number % Number %

Meetings with Local, 
Central and National
Authorities

15 11% 50 4%

Working Groups and 
Technical Discussions 
with Municipalities

43 32% 262 22%

Meetings with the 
Community 

48 35% 444 38%

Worksite/Facility Visits 23 17% 300 25%

Citizen Environmental 
Participation

5 4% 88 7%

Meetings on 
Expropriations or Rights 
of Way

2 1% 36 3%

TOTAL 136 100% 1,180 100%

Participants involved in community activities scheduled under 2014 Corporate Goal.

A positive milestone in 2014 pertaining to construction works on lines 6 and 3 was 

when Metro did good on its commitment to the Providencia community by closing 

down Suecia Street for only two months (January and February). The company 

was able to keep its promise thanks to the bypass it built at the end of 2013 that 

shortened the street closing time from six to four months, thereby minimizing 

disturbances and impact on local merchants. Prior to closing off the street Metro 

met with local merchants to apprise them of the various stages of construction, set 

up ongoing channels of communication, and provide support for local information 

strategies (flyers, pamphlets, monitors, social media reports, meetings and complaint 

management).

Meeting local, central and national 
authorities

Technical and work groups with 
municipalities

Community Meetings 

Visits to works/facilities

Citizens’ Environmental Participation

Meetings due to expropriations and 
rights of way
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This is merely one example of how Metro has worked diligently on providing the 

community with early, clear and timely information on the impact of construction on 

lines 3 and 6 as it evolves.  

The “Good Neighbor” Plan

En el ámbito de la operación, durante el año 2014 se inició la elaboración del Plan Buen 

Regarding operations, in 2014 the company launched the Good Neighbor Plan along 

with an in-house survey to gather information, and a few pilot initiatives. One of these 

was the first-ever collective ceramic mosaic project undertaken by a nearby school in 

the community surrounding the Monte Tabor Station. 

There were other initiatives carried out under the plan such as the land loan and use 

program for nearby land belonging to Metro corresponding to tunnel ventilations and 

space reserved for additional future access points. 

A few 2014 examples of the above are as follows:

•	 Line 4 Ventilation Shaft located at the intersection of A. Vespucio and Fco. 

Villagra, in Ñuñoa.This area was lent to the Municipalidad of Ñuñoa and made into 

a park that significantly improved the local area. 

•	 Plaza Libertad, Line 5, located at the corner of Catedral and Libertad, Santiago; An 

area reserved for building the main access point for the future station  bearing the 

same name. This space was lent to the Santiago Municipality for community use 

and small recycling containers were set up there.  

Regarding the line 3 and 6 construction project, in 2014 the company began assessing 

the feasibility of including the municipality and community in the future station surface 

design process as a way to evaluate their concerns. 

As a result, Metro has been able to better coordinate the involvement of several public 

bodies and municipal departments in projects with community benefits.

 



2014 Sustainability  Report

87

Managing Complaints

[G4-SO11] In 2014, Metro received and managed a total of 340 complaints. Twenty-two 

(22) of these were related to Metro’s current network operations and 318 were due to 

construction work on the new lines. About the latter, 130 of them were in connection 

to Line 3 (41%) and 188 to Line 6 (59%).

Disturbing noise was the main reason, followed by safety issues arising from 

construction works.

Reasons for complaints P63 and 2014 Operations

It is worth noting that although 75% of these complaints were lodged in a complaints 

log available to the community at each construction site, through E-mail, regular 

mail and direct mail at the Community Relations department, our protocol dictates 

that all complaints be immediately relayed to the Customer Service Office (OAC) to 

be duly recorded in our system. In addition to a formal response from the OAC, the 

Noise

Other

Safety

Damage to Infrastructure 

Vibrations

Contaminant Emissions

Environmental Hygiene

Impact on landscape

Lack of Contractor Kindness
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Community Relations team. stays in constant contact with those involved in order to 

conduct a proper follow up and monitor the situation.

[G4-SO2] As for operations, most of the operations-related complaints are due to 

noise and vibration. Metro is working on mitigating these issues at critical locations 

identified through our Environmental Mitigation Program.

Regarding construction of Lines 3 and 6, 67% of these complaints are due to 

disturbing noise. In 2014, the company implemented a complaints management 

system in order to gain access to unique corporate data regarding complaints filed. 

The objective is to align our procedures with existing mechanisms and manage all the 

information centrally at the Customer Service Office (OAC).

Community Complaints Protocol for Line 3 and 6 Projects

Step 1

Receiving

Channels to file complaints:

1.	 Help Line 600 (600 9292) and webpage www.metro.cl.

2.	E-mail comunidad@metro.cl

3.	In person at Customer Service Office at Metro de Santiago.

4.	In person in the Community Complaints Log available at each construction site.

5.	Filling out the complaint form available in our website.

6.	Direct complaint lodged with the Community Relations team (by mail or phone).

7.	 Letters to authorities and others, received by Community Relations.

8.	Through social networks (Twitter and Facebook accounts) linked to Metro, 

messages are relayed to the OAC through the communications area.

Step 2

Management

Step 3

Communication

OAC

OAC

Community Relations

Formal response to parties 

involved

Community Relations

Conducts follow up on replies and keeps 

permanent link with community

Complaint information is collected in-house from Heads 

of Line Sections, ITO among others, and externally from 

neighbors and community members
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Cultural Contribution

Since its very beginning, more than 20 years ago, Corporación Cultural MetroArte has 

focused its efforts on supporting culture and the arts through public art, fostering 

reading and interventions in public spaces.

Public Art

MetroArte projects are permanent, large format art installations funded by private 

corporations under the Cultural Donations Act. Our underground network currently 

hosts 33 public works, which breathe life into such a socially-relevant artistic initiatives 

given its public breadth in the City of Santiago.

There weren’t new works inaugurated in 2014 since our activities were focused on 

coordinating the station design efforts for the new Lines 3 and 6, which entailed 

seeking a relevant neighborhood identity for each station based on location. 

Regarding Line 6, our efforts are focused on stations Franklin, Cerrillos, Ñuñoa, 

Estadio Nacional and Inés de Suarez; and for Line 3, on stations Plaza Egaña, 

Irarrázaval, Cal y Canto, Plaza de Armas, Diagonal Oriente, Plaza Chacabuco and 

Libertadores. We have already determined the areas, materials and construction 

themes for these stations which will serve as the basis for their 2015 tender.

Participatory Murals:

This project allows individuals, groups and community organizations to conduct 

interventions on the walls of specific Metro stations, and create emotional bonds and 

a sense of belonging with the physical space. The company choses the stations and 

exterior walls, which are set aside for, use by municipal community organizations.

This initiative can be defined as an artistic-social project that is set up so that Metro 

stations take root in the local communities. It is a participatory project for citizens 

because it involves neighboring communities in coordination with official organizations 

operating in those territories.
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“Participatory Murals” are divided into two categories:

Permanent outdoor: This category, for example, involves the exterior of the Line 4 

viaduct in the Puente Alto district and Paso Matta in the Santiago District.

Temporary indoor: a few examples worth highlighting in this category are a few 

projects undertaken as part of an agreement with the Justice Department and its 

agencies. In keeping with such agreement inmates, senior citizens and at-risk children 

have painted more than 12 murals.
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Promoting Reading 

Metro de Santiago Network, thereby making this system the number one public library 

in Chile with the highest book borrowing rate. The 2014 figure, however, is lower than 

last year because two of the most popular sites at the Los Héroes and Baquedano 

stations were closed for renovations. This year the company made progress on 

planning the future sites for Lines 3 and 6.

For 13 years in a row Metro, Plagio and Minera Escondida have organized the “Santiago 

en 100 Palabras” (“Santiago in a 100 words”) literary competition. A total of 45,440 

stories were received, making it the most widespread literary contest in Chile. 

Moreover, this initiative has become an example successfully followed and replicated 

by other countries such as Mexico and Hungary.
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Public Space Intervention Programs

In 2014 we renewed our efforts to provide Santiago residents access to a variety of 

artistic and cultural expressions as they walk through our network. “Música  de estación” 

(“Music at the station”) and “Teatro de estación” (“Theater at the station”) are two of 

the highlights under this initiative, pleasantly surprising our users with performances by:  

UPA, Leo Rey, Nano Stern, Nicole, Manuel García, among others, and La Llave Maestra 

Theater Company with plays such as “Bestiario” and “Delirios de Papel”. A total of 36 

activities were carried out during this year at different Metro stations.

Activities conducted by MetroArte in 2014 are broken down as follows:

Music in Stations

Theatre

Film series 

Urban Interventions

Artworks in Stations

Promote Reading

Exhibitions

Events
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Supporting Social Initiatives

As a state-owned company Metro is not allowed to grant direct economic donations 

to social initiatives. Instead of the latter, the company channels its support to a variety 

of organizations by making space and facilities available to them to promote their 

causes and activities.

In 2014 more than 460 individual advertising spaces were made available, including 

panels, advertising panels, trains and door sides. The organizations that benefited from 

this were: Hogar  de Cristo, Coanil, Techo, CODENI, Protectora de la Infancia, Good 

Neighbors,  Mi parque, Teletón, Banigualdad, Fundación Paréntesis, Fundación para la 

Superación de la Pobreza, Fundación Descúbreme, Fundación Leche para Haití, América 

Solidaria, Fundación Gantz, Belén Educa, Greenpeace, Fundación Valoriza, Fundación 

Opción, Unicef, Sochicar ( Sociedad Chilena de Cardiología), and María Ayuda.

Metro workers also carried out a number of activities to benefit several social groups.

MetroInforma

MetroInforma is a service managed by the Commercial and Corporate Affairs 

Department providing a number of organizations with space so they can advertise 

cultural or social contributions. All events and activities advertised must necessarily 

be massive and not-for-profit. To this end, Metro has installed informational billboards 

at its 108 stations. These are updated monthly in order to provide foundations, 

corporations, public entities, museums, universities, cultural centers, theater schools, 

leagues, educational institutions, and other organizations more opportunities to 

disseminate their activities.

In 2014 more than an average of 40 institutions requested space every month in the 

Metroinforma billboards for their posters to be displayed at our stations.

After conducting a review on requests for space to advertise events and activities 

from January through April 2014, the following organizations and institutions were 

accounted for: 
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Foundations/
Leagues

Corporations/ 
Movements

Centers/
Coletives/

Clubs

Educatonal  
training

establishment 
Institutes

Museums &
Schools

Public
entities 

Fundación Mustakis
Pequeño 
Cottolengo

Centro 
Medieval y 
renacentista 
de Chile

Seminario teológico 
Macul

Escuela de 
Teatro Macul

sistema nacional 
de bibliotecas 
Públicas

Liga Chilena Contra 
la Epilepsia

Corporación La 
Esperanza

CAIP Centro 
de Análisis e 
investigación 
política

Universidad 
Católica (Escuela de 
Psicología, Direccion 
de extensión cultural)

Museo de la 
Memoria y de 
los Derechos 
Humanos

I. Municipalidad 
de Santiago 

Maria Ayuda, Ciclorecreovías
Centro 
Cultural 
Matucana 100

Nueva Acrópolis
Biblioteca 
Central para 
Ciegos

I. Municipalidad 
de Providencia

 Liga Chilena de la 
Lactancia Materna

 Aspaut
Feria Vinilo 
Libre 

Escuela Moderna de 
Música y Danza

Teatro Casa de 
las Américas

I. Municipalidad 
de Recoleta

 Liga Chilena contra 
el Mal del Parkinson

MOVHIL 
Centro 
Esperanza 
Joven

Instituto profesional 
Projazz

Sala SCD 
Bellavista

Registro Civil

Fundación Deporte 
Libre

Corporación 
Innovate

Centro de 
Investigación 
Clínica U 
Católica 

Instituto Chileno 
Japonés

Museo Nacional 
de Bellas Artes

Hospital Clínico 
Universidad de 
Chile

Fundación Cristo 
Vive

Corporación 
Administrativa de 
Poder Judicial 

Colectivo 
de Arte La 
Vitrina

Universidad Andrés 
Bello

Vicaria de la 
Pastoral Social y 
los trabajadores

DIBAM

Fundación Puente
Corporación 
Cultural de la 
Reina

Rotary Club
Universidad Diego 
Portales

Museo Nacional 
de Historia 
Natural

Comisión 
Chilena de 
Energía Nuclear

Un Techo para Chile- 
Las Condes

Alanon -
Instituto Nacional de 
Derechos Humanos 

-
I. Municipalidad 
de Puente Alto

Fundación Terapia 
Movimiento

- -
Instituto Chileno 
Francés-Sede San 
Miguel

-
Servicio Médico 
Legal

Fundación Trabajo 
para un Hermano 

- -
Universidad San 
Sebastián 

-

Consejo 
Nacional de las 
Culturas y Las 
Artes CN CA-RM

Fundación Cristo 
Vive

- -
Universidad de 
Santiago 

-
Innova Chile 
CORFO
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Additionally, a number of organizations are allowed to conduct fundraisers inside the 

stations. The majority of these activities take place between the months of April and 

August. In 2014 Metro provided a variety of organizations access to these spaces, such 

as:  Maria Ayuda, Liga Chilena de la Lactancia Materna, Liga Chilena contra el Mal del 

Parkinson, Pequeño Cottolengo, Aspaut, Biblioteca Central para Ciegos, Corporación 

La Esperanza, Niño y Patria, and Coaniquem.

Supporting the 2014 Teletón

Teletón is a charity that mobilizes most of Metro’s workforce. In order to facilitate 

and centralize its initiatives, 70 ambassadors are appointed to act as liaisons with our 

3,500 plus workers and over 5,500 external collaborators who also participate in the 

various activities.

As a state-owned company, Metro is not allowed to make donations. Its workers, 

however, are allowed to, so they do. This is an incentive for our work teams to organize 

flea markets, raffles, music galas (“Concierto Violetta”), standup comedy shows, 

hot dog parties, and kiosks by department, etc. Activities begin in late September 

approximately, amounting to a total of Ch$14,145,796 in fundraising in 2014.

Metro’s collaboration involves making space available for Teletón to advertise its dates, 

celebrities and activities. Additionally Metro plays an active role in this campaign by 

developing cobranding which is designed, produced and financed by the company. 

The purpose of this initiative is to be aligned with what is going on in the city and 

be part of this “national celebration.” Apart from its traditional contribution (trains, 

billboards, box offices), in 2014 Metro adorned the Teletón pacifiers.  
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Also in 2014 the company set up donation kiosks at 27 stations. Metro is the first entity to 

collect monetary donations for the campaign since these kiosks are the first to open in the 

city, and they are open at 8 am on the Friday prior to the Teletón.

Worker-Launched Social Initiatives at Stations

Station workers from the various lines currently operating in the Metro network 

who are motivated by social beliefs and vocation, support communities and other 

neighboring organizations located near the Metro lines where they work.

The following are some of the initiatives conducted as part of Metro’s social 

commitment:

Line 2

•	 Improving access to stations in Recoleta district: A competition was organized in 

this district in order to perform a cultural intervention at station access points in 

order to prevent graffiti.

•	 Improving Mckenney access at La Cisterna Station: Working jointly with the 

municipality in order to prevent criminal activity (lighting fixtures, perimeter fence, 

gardens).

•	 “Bambi” Kindergarten: Children and teachers from this Kindergarten in Recoleta 

went for a ride from Dorsal to Vespucio Norte, and then made some drawings to 

portray their experience.

•	 Educational talks: The objective was to teach students from Colegio Chile about 

Metro’s history and to build awareness among them about how to behave on 

board Metro trains. We set up visits to headquarters and the Integrated Control 

Center (CIC).

•	 Playful afternoon: Children from the Cread Galvarino Children’s Home supported 

by SENAME took a field trip to the Parque O’Higgins area where they enjoyed 

games, dancing and received presents. The activities included the showing of a 

corporate video as well.

•	 Support for victims of the Valparaiso fire: Collection points for personal care items, 

clothing and others items were set up at Line 2 stations.

•	 Training for Assisting Visually-Impaired Users: The goal of this event was to 

standardize the assistance provided to blind users and how they move about the 

stations. Teachers from the Santa Lucía School visited the El Parrón station to 

provide their support in training our personnel.

Lines 4 and 4A

•	 Hellen Keller Corporation: a direct and permanent link is maintained with this 

institution through visits both by Metro personnel to schools and by students 

to our stations. A variety of ongoing activities are also carried out with the 

corporation, such as Christmas caroling and folk shows for Independence day.

•	  School for “little passengers.”

•	  Access plan with different fire brigades.

•	 Visiting stations: supervisor-led educational visits for school children to stations, 

workshops and the Integrated Control Center.

•	 Schools for the blind: artistic activities and massages for our users provided by 
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massage therapy students who need to complete their goal of practical training 

hours.

•	 Fun tea party for SENAME: During the participatory mural painting at the Ciudad 

del Niño station, the line team organized a fun activity with children from SENAME.

Line 5

•	 Riding in the Cockpit”:  Children who frequently ride the Metro saw their dream of 

driving a train come true.

•	 Christmas dreams”: In December 2013 a symbolic activity was held at the 

Barrancas Station where riders wrote down their Christmas wishes. On March 25, 

2014, Patricia Gutiérrez, mother of two children ages 6 and 12, received school 

supplies donated by the station staff to help her with her back-to-school expenses, 

making her Christmas wish come true. 

•	  Aid for Valparaíso”: Blankets, personal care items and non-perishable food items 

were collected for the victims of the Valparaiso fire.

•	 Mother’s Day”:  On Sunday, May 11th, 2014, the Barrancas Station organized an 

activity for women riders where blind massage therapists offered relaxation 

massages for free.

•	 L5 Cueca Group”: On Tuesday, September 16th this folk dance troupe travelled 

along the line showing their talent to customers and workers creating a festive 

mood during Independence Day celebrations.

•	 Hospital Visit”: Visit to the San Juan de Dios Hospital oncology and neonatology 

wards. The purpose of this visit was to spend a moment of happiness with 

hospitalized children, helping them cope with their stay in this institution. Children 

were presented with corporate Metro gifts.
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6. CUSTOMERS
 

[DMA] Metro’s predominance in the public transit system and the impact that its 

service has on millions of people particularly underscores the urgency of providing 

residents a reliable, efficient system. The 667.6 million trips made by Metro in 2014 

secured the company’s role as the backbone of the capital city’s public mass transit 

system. An average of 2,268,000 trips on weekdays is a remarkable responsibility and 

commitment for Metro.

Our customers are one of the company’s five strategic pillars, and the main objective 

for this pillar is to ensure a riders have a good, dependable, quick and safe commute 

with adequate comfort standards. We also strive to meet our customer’s service-

related information needs before, during and after their commute.

Our Sustainability Policy underscores the importance of our customers and our 

commitment to “providing a quality, safe, efficient, accessible and continually-

improved experience during their ride.”

There were some incidents in 2014, which impacted our operations and 

inconvenienced our users. Worth noting is the full drive power shutdown on Line 5 

on August 20th. Service was down for two hours and fifty thousand users had to be 

evacuated. Ground transportation (bus services) was reinforced. There was another 

power outage on November 14th, which shut down service on Lines 1, 2 and 5. 

Operations were gradually resumed until fully operational.

In 2012 Metro launched its Service Strategy focused on our passengers’ experience, 

covering all stages, from the time they leave home up until to their final destination. 

We pledge that our “customers arrive at their destinations quickly, on time and receive 

a pleasant, well-informed service.”.  

The four pillars of Metro’s services are: 

INFORM EDUCATE EMPATHIZE PROTHEC 
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In 2014, Metro continued implementing its strategy but focused on Phase II 

“Excellence.” It also put into action two other related strategic projects involving 

customer communications and Phase II of the METROSAFETY System. Details of the 

initiatives and activities related to these projects are described below.

Service and Riding Experience

Service Academy

There was a remarkable breakthrough in 2014 when we implemented our Service 

Strategy pillars. This marked the first cycle of our Service Academy—a training 

program designed to provide our first line teams with the tools they need to best 

apply our four strategic pillars: Protect, Inform, Educate, Empathize.

Additionally, a reinforcement plan was put into action in order to emphasize those 

behaviors linked to the strategy. This plan, called “The route of four pillars,” consists 

of  providing materials for daily use, including tips and reminders, as well as in situ 

recognitions  for those who are observed performing actions in line with those four 

pillars. At the same time, the Service Strategy symbol was made present throughout 

the company in order to reinforce the main concepts involved in the daily work 

strategy.

Passenger Academy

Upon realizing that their actions and behaviors have an impact on their own riding 

experience, our own passengers requested that Metro take on an educational role. 

In response to that request Metro implemented several Academies, to wit, for little 

passengers, young passengers, visually-impaired users and senior citizens. The 

academies aim to foster mutual respect and common wellbeing, and encourage 

responsible and self-care behavior.
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The following 16 activities were conducted during the June-November 2014 period.

Little Passengers Young Passengers Senior Citizens Visually impaired

Academies: 3
Line 5 Family workshop
Line 4 Family workshop

Academies: 5
Six locations in the district 
of Santiago

Academies: 2

Operational Improvements

During the reporting period, the following improvements were made to Metro’s 

network currently in operation: 

Train Upgrades: AC systems were installed on Line 1 trains starting in 2013. There 

were 14 new trains added to the ranks and another 12 trains were modified by the 

end of 2014. By now, 60% of the Line 1 rolling stock is equipped with AC. By the end 

of 2015 it is expected that 100% of the trains will be refurbished. At a later stage, 

close to 60% of the trains on Lines 2 and 5 will also be fitted with AC systems.

Retrofitting of NS74 trains:  detail engineering work began in order to retrofit 

NS74 trains, plus the construction of a manufacturing facility at Taller Neptuno, in 

order to extend the life of this train model by 20 years.

Implementation of Automated Control System for trains:  in addition to other 

perks, the system will entail benefits related to transportation supply and 

consumption.

Enabling Web pay to load Bip! Card: implementation of bip! Card loading from a 

checking account or sight account 24/7, followed by validate of the credit at an Infobip 

center or kiosk at our network stations. Additionally, 800 new loading posts were 

added to the loading network, in addition to retail stores, schools and shops.

Customer Satisfaction

[G4-PR5] A third-party pollster firm interviews customers at our stations on a monthly 

basis asking them questions about relevant aspects of our service. Individuals chosen 

to take part in the surveys are selected from among users at all network sites, i.e., lines, 

and stations, and at different times. Results are shared with and reviewed by each line 

subdepartments, in addition to operations, marketing, maintenance, human resources, 

among others, in order to implement work programs that provide continuous 

improvements to our management.

In 2014 user satisfaction underwent ups and downs, with the month of September 

ranked the worst at 38% net satisfaction. This poor score is attributed to major service 

interruptions affecting operations and customer travel.
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However, poll results showed that implementing the Service Pillars did have a positive 

impact. This is evidenced by comparing the annual average satisfaction rate of 

“kindness of the service personnel” ranked at 45% in 2013 with the 2014 rate at 56%, 

as well as the “level of satisfaction with professionalism” rate situated at 50% in 2013 

compared to 60% the following year.

These are remarkable results bearing in mind that Metro faced major operational 

failures in late 2014, which has a potential negative impact on passengers’ perception 

of this aspect.

One negative result was the drop in passenger satisfaction with our riding conditions, 

which was previously one of the most highly appreciated attributes. This average 

annual rate fell from 49% in 2013 to 43% in 2014. This attribute is influenced by our 

passengers’ perception in rush hour, which is why we are constantly implementing 

action plans to meet customer demands. Last year, however, the operational issues 

experienced by our service, which increased passengers’ perceived discomfort during 

their commute, compounded the situation.

Managing Contingencies

As stated above, there were some substantial incidents that took place in August 

and November 2014. These has a significant impact on Metro’s operation and made 

it necessary to conduct evacuations and reinforce surface bus services. Following 

these operational failures, Metro set out to implement a new management approach 

aimed at mitigating the impact of service interruptions on our customers and the 

city. The High Impact Failure Management Plan takes into account internal analyses, 

suggestions by an Expert Committee, our workers’ opinion and best international 

practices. By means of short and long-term actions in Metro’s maintenance, operations 

and communications areas, the company intends to cut the failure rate and service 

restoration time when this kind of event happens.

The plan entails a US$114-millon investment, annual expenditures of US$14 million and 

the following actions:

Maintenance: 

•	 Checking and replacing the 750 Vcc insulators at critical points along the network.

•	 Enhanced presence of our maintenance teams throughout the network at rush 

hour.

•	 Checking on the trains’ backup power supply systems.

•	 Thoroughly inspecting tracks components.

•	 Hiring the first team to reinforce technical review of contracts and expedite  

standardization.

•	 Reinforcing the comprehensive cleaning of facilities and technical equipment, as 

well as checking tracks, manholes and gutters.
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On top of these actions Metro has implemented strategic and organizational 

management measures, such as process improvement on maintenance planning, 

enhancing the sourcing process, modernizing the maintenance management support 

system, redefining the role of maintenance in operations management, reinforcing 

technical maintenance inspections, and reviewing and reinforcing the organizational 

structure of maintenance.

Operations-wise the emphasis has been made on optimizing coordination with street 

level public transportation, and setting up previously-agreed action plans to address 

contingencies. More information about work developed by Metro and other relevant 

stakeholders is available in Chapter on Urban Setting.

In order to better manage emergency situations, Metro has implemented the following 

actions:

•	 Increasing headcount at stations.

•	 Building the job retraining team for staff working in traffic, stations, intermodal 

stations and Integrated Control Center.

•	 Reviewing the Station, Trains, Tunnels and Tracks Emergency Manual.

•	 Reviewing the Tunnel Evacuation Protocol.

•	 Providing stations with equipment to ensure communication and facilitate the 

re-directing of passengers during emergencies.

Communicating with Customers

[G4-PR3] The Riding Experience and Passenger Communication area is responsible 

for defining passenger communications. Information is produced by the 

Communications Center (CC) located at the Integrated Control Center (ICC). The 

purpose of this communication is to keep passengers informed during the entire riding 

experience and provide useful, clear and timely information.

Passenger communication covers four aspects, each with its own specific objectives:

1.	 Regular information: information about the network’s operation status and riding 

times posted on several channels such as Twitter, mobile applications, web page, 

station access screens, traffic light stands and displays over platforms.

2.	 Education: activities carried out during “Passenger Academies” and campaigns on 

best practices regarding the use of this means of transportation.

3.	 Link Information: campaigns on special dates such as New Year’s, Mother’s Day, 

Independence Day, among others, in order to establish links between the company 

and passengers.

4.	 Information during breakdowns: information during and after emergencies.



104

Metro has passenger evacuation procedures that apply to their trains, tunnels and 

stations during service disruptions. During the service breakdown on August 20, 2014, 

fifty thousand people were evacuated from the network without any major incident. 

However, the company realized it was necessary to improve information provided to 

passengers once they were already outside at the street level. After having learned 

this lesson, Metro set up a team to review and reinforce passenger information 

protocols during emergency situations. Actions adopted include:

Communication plans:  Communication plans were drawn up for specific service 

disruptions, specifying what to say, when to say it and which channels should be used 

to convey the message, depending on the nature and scope of the contingency. The 

purpose of all of this is to keep our passengers informed during their riding experience. 

These plans are applicable to all customer-related media communications, one of 

which corresponds to communication from our train operators to passengers. To that 

end, a passenger communications sheet was designed for our train operators, with a 

view to facilitating and standardizing messages delivered by our train operators.

Access displays: these were first implemented at 44 access points to 18 stations 

throughout our network. The purpose is to provide service information to passengers 

when they access the network, all the more important during contingencies affecting 

the regular timing of our services.

Due to their location these displays are very beneficial to our passengers. They 

provide them with information on how to best continue their commute even before 

they enter the station. They also help prevent commuters from going up and down 

stairs in the wrong direction simply because they are already know what is going on 

inside the station prior to entering and they do not need to head back from inside, 

thereby reducing the likelihood of accidents. These displays are also useful in that they 

limit crowding at station entrances because riders can see the stations are full from a 

comfortable distance.

The second stage of this initiative will be implemented at another 48 stations in 2015, 

increasing our coverage to 80% of passenger traffic in one year.

Helpful Information to Continue your Commute: new solutions are being implemented 

to provide Metro commuters with bus service information in order to facilitate 

connections to street-level bus service when Metro operations are disrupted. 

Information includes location of nearby bus stops and bus line services available. More 

information on this communication initiative is available in the chapter on Urban Setting.
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Emergency information:  the company has attributed greater importance to what 

information is provided to commuters during emergencies. As a result our passengers 

are better informed at to what steps should be taken during these situations. New 

visual aids were set up on all on-board displays and at the InfoMetro point at stations. 

The company also launched a campaign consisting of delivery of information 

guidelines and video clips on platform displays, social media and its Web page.

[G4-PR4] As for regulatory compliance with service information delivery 

requirements, Metro complies with all applicable regulations, and there weren’t any 

cases of Metro not complying with information delivery requirements in 2014.

[G4-PR7] Metro campaigns also meet the advertising-related criteria set forth under 

the Code of Ethics issued by the Commercial and Corporate Affairs Department. 

Likewise, by being a member of the National Advertisers Association (ANDA) Metro 

abides by the Chilean Code of Ethics on Advertising. Finally, additional criteria apply 

to advertisers companies displaying advertising in space sold by Metro through its 

operator.

Safety

[G4-PR1] By means of the Integrated Safety System called METROSAFETY we have 

worked on implementing our Safe Customer Program, which consists of a number of 

customer accident prevention actions and activities aimed at achieving zero harm.

The program consists primarily of the following action items:

•	 Following up on the customer accident rate.

•	 Putting together multidisciplinary work teams.

•	 Identifying critical spots with the highest number of accidents and analyzing the 

causes.

•	 Defining safety standards.

•	 Training operations team at the 12 most critical stations, focusing on Platform 

Assistants and Customer Assistants.

•	 Improving the conditions of walkways, handrails, central lighting, dangerous areas, 

uneven surfaces, etc.

•	 Organizing campaigns to correct customer misbehavior and delivering messages 

through loudspeakers at stations and on trains.

•	 Educating and training customers who are more accident prone.

The CEO reports monthly to the Safety Committee on the customer accident rate.

Metro’s 2014 accident rate was 6.97 accidents per million passengers and has dropped 

consistently over the last few years
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Customer Safety Figures

* Accidents per million of passengers transported

With a view to preventing accidents and encouraging our passengers to be more 

careful and aware during their commute, Metro and Mutual de Seguridad launched a 

campaign called “Escucha tu lado bueno” (listen to your good side)

Moreover, as far as crime is concerned, Metro is the safest public space in the entire 

capital city, with a crime rate of 0.41 crimes committed per million passengers 

transported in 2014—6.4% less than 2013.

 

In spite of all the measures adopted in our network, an unfortunate incident took place 

in July 2014 at the Los Dominicos station when a security guard found an explosive 

device. He followed company safety procedures and successfully kept the public out 

of harm’s way.  Another serious incident took place in September, which, although it 

did not exactly happen in our network, it must be included in this Report. A handmade 

bomb was detonated in the Subcentro shopping center, located at Escuela Militar 

station.

Number of accidents

Accident rate*

Number of 
accidents

Accident 
rate*
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Following these events Metro adopted a number of measures to reinforce network 

security and safety. Our company hired a British safety expert with 10 years 

experience in the London subway. He visited our facilities and interviewed more than 

40 workers at different levels and checked a number of emergency procedures in 

place. Based on the conclusions of said assessment, Metro added some continuous 

improvement measures to its safety system, including but not limited to the following:

•  Better coordination with police services and the Ministry of the Interior and the daily 

presence of 450 carabineros (police officers) throughout the network.

•  Daily checks of stations, terminals, workshops, and all trains in circulation.

•  Removal of trash bins on platforms.

•  Replacement of metal trash bins with transparent plastic bags.

•  New SMS 1411 service to receive user reports on events that may affect passenger 

safety during the commute.

•  More private security guards and installation of surveillance watch towers at stations 

with the highest demand.

Before the safety incidents occurred in 2014, Metro was already discussing the 

possibility of opening a police precinct with Carabineros de Chile inside our network. 

Construction will begin in 2015 at the Baquedano station.

Access

The Universal Access Program is designed to ensure that all individuals with limited 

mobility have safe and convenient access to Metro’s network and may move around as 

independently as possible. Metro is committed to complying with Act 20.422 in 2018.

An Access Group that keeps track of progress on a monthly basis monitors the 

Program.

Some milestones in 2014 were the opening of elevators at seven stations along Line 

1 (Manuel Montt, Salvador, Universidad Católica, Las Rejas) and Line 2 (Rondizzoni, 

San Miguel  and Ciudad  del Niño). The engineering work will be completed in 2015 for 

the other seven stations included in the second phase, namely, Toesca, La Moneda, 

República, Neptuno, Parque O’Higgins, El Llano and Lo Ovalle.

Additionally, this year the company began a pilot project consisting of a Audible Information 

System (NFC Technology) at the Santa Lucia station. The system provides more autonomy 

and better access to the visually impaired. Users can place their mobile phones up to the 

acrylic boards strategically located inside the station and receive an audible message 

guiding them from the entrance down to the platform level, thereby allowing them to move 

around more independently. In the future nine other stations will be equipped with the same 

technology as part of this initiative, i.e.: El Parrón, Las Rejas, Los Héroes, Pedro de Valdivia, 

Plaza de Armas, Plaza de Maipú, Plaza de Puente  Alto, Salvador, and Simón Bolívar.
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7. ENVIRONMENT
 

Environmental Management

Metro is essentially an environmentally-friendly transit system that requires a 

significant quantity of electric power for its operations. As the backbone of the 

Santiago public transit, Metro is responsible for millions of train rides every day, which 

do not release gases or particulate matter directly into the environment, and, as such, 

represent a veritable contribution to de-polluting the city of Santiago.

The company is also concerned with being more energy efficient and the efficient use 

of its resources. This is Metro’s way of controlling its greenhouse gas emissions and 

assuming responsibility for its repercussions on climate change. By choosing Metro as 

a means of transportation, users are also reduce their own emissions.

Even though Metro’s environmental impact is low, the company is still responsible 

for addressing it and has implemented appropriate mitigation methods. All of this is 

reflected under its Sustainability Policy which establishes that the company must take 

“better care of the environment, while fully complying with regulations, fostering best 

practices, managing and using our resources and energy in all areas responsibly and 

efficiently.”

The Public Affairs and Environment Division of the Commercial and Corporate 

Affairs Department is responsible for managing all processes and activities related 

to this matter. A multidisciplinary team of professionals and experts in environmental 

engineering working on different areas of the company, such as operations, 

maintenance and engineering staffs this division. As for the construction work on 

the new lines, the company also has a number of full-time professionals working 

directly with the Project Development Department, and their mission is to comply with 

environmental regulations during the construction stage.

In order to deliver on our commitment set forth under our Sustainability Policy, the 

company focuses its work on five different areas:

Environmental 
assessment and 

management of new 
projects

Ensuring compliance 
with environmental 

regulations

Furthering continuous 
improvement in 
environmental 

practices

Improving Metro’s 
environmental 

conditions

Accountability for 
climate change and 

local depollution
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The main challenges faced by the Company in this regard in 2014 were:

•  Introducing environmental criteria at the beginning of critical processes.

•  Executing projects in the Environmental Mitigation Program.

•  Consolidating environmental indicators for reporting.

•  Metro’s carbon footprint preparation and reportability.

•  Environmental Management of new line construction work.

The following section contains information on 2014 achievements and work carried out.

Mitigating Environmental Impacts

Mitigating Operational Environmental Impacts

[G4-EN27, G4-EN33] As a means to transportation, Metro’s contribution to 

making Santiago a less polluted city is well-known. However, like any other activity, 

environmental impacts arise mainly from the work conducted at its maintenance 

facilities, such as, noise pollution, vibration and waste generation.

As part of its pledge to reduce these impacts, in 2014 Metro continued implementing 

its Environmental Mitigation Program, which consists of ten projects related to noise 

and vibration, solid and liquid waste, and hazardous chemicals, all of which are at a 

different stage of implementation.

Progress went according to plan for the period. The following actions are worth 

noting: progress on the preliminary engineering designs aimed at reducing noise and 

vibration levels at our workshops; implementation of noise control measures in power 

units; and an assessment of solid and liquid waste and hazardous chemicals.

Noise and Vibration

Phase I of the “Substation Soundproofing Project” was completed. This entailed 

installing acoustic insulation in ventilation shafts at four network substations, thereby 

complying with current noise regulations enforced by the Ministry of the Environment. 

Phase II of the project will be implemented at four more substations during the 

2015-2016 period.

Additionally, as far as noise is concerned, an acoustic insulation solution was devised  

for the viaduct section along Line 5 in the Maipú district.

[G4-EN29] Despite Metro’s efforts to mitigate impacts around its operations, in 2014 

the company was fined up to $48,208,968 by the Environmental Protection Authority 

for exceeding noise limits at one of our train depots, in addition to a $126,300 fine 

imposed by the Municipality for disturbing noise at one electric substation.
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Waste

As for waste generation, in 2014 Metro began taking stock of infrastructure 

management as it relates to non-hazardous industrial waste handling, with a view to 

mitigating waste impact while ensuring wastes are disposed of properly.

[G4-EN23] In 2014, Metro’s operations generated 2,400 tons of waste broken down 

as follows: 88% corresponded to domestic waste from stations and workshops, 7% to 

industrial waste (tires), and 5% to hazardous industrial waste.

All waste produced by Metro operations and  its construction sites is stored, 

transported, treated and disposed of in accordance with existing regulations. 

Depending on the waste type, certified third-party companies are in charge of final 

disposal at sanitary landfills, recycling and incineration, among others.

Waste Produced by Metro Operations (kg)

Waste Type

Waste Quantity (kg)

2012 2013 2014

Hazardous waste 212,402 148,057 132,709

Industrial Waste 202,742 145,916 196,880

Domestic Waste 2,156,584 2,785,675 2,398,170

Metro is continuously looking for ways to reduce the amount of waste sent to final 

disposal. As a result, inert waste generated at the construction sites of the new lines, 

mainly earth works material removed from the excavations, is entirely reused to level 

the height of terrain elevations, thereby extending the life of such sites.

Waste Produced during Construction of New Lines 3 and 6

Waste Type

Waste Quantity (tons)

2013

2014

Line 3 Line 6

Debris and Muck 4,797,582 683,428 -

Domestic Waste ND 1,978,8 697,6

Scrap Metal ND 346,8 324,8

Inert Construction Waste ND 2,568,960 1,605,600
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[G4-EN25] In 2014 we continued working on our “Scheduled Decommissioning of PCB 

Transformers” project, in order to comply with the Stockholm Convention. Four tons 

of PCB loaded transformers were decommissioned in 2014 and shipped to France for 

final incineration.

Environmental Investments

[G4-EN31] Environmental mitigation requires a significant investment. Accordingly, 

Metro’s pledge to reduce the environmental impact of its operations is evidenced by 

its investment in environmental mitigation projects, which doubled from 2013 to 2014. 

Environmental Expenses and Investment for Operations

Environmental Expenses 
(M$)

2013 2014

Projects Operations Projects Operations

Noise and Vibrations 9,472 24,628 0 41,326

Waste Treatment 0 38,886 0 33,369

Seepage Water 0 102,438 0 106,984

Env. Management 186,181 0 0 7,782

Parameter Monitoring 0 0 0 8.008

Total Expenses 195.635 165,952 0 197,469

Environmental 
Investments

2013 2014

Proyectos Operaciones Proyectos Operaciones

Noise and Vibrations 0 8,709 12,666 163,124

Waste Treatment 0 45,791 3,529 46,765

Environmental 
Management

0 0 105,856,602 0

Total Investment 0 54,500 105,872,797 209,889

Mitigation of Environmental Impact of Lines 3 and 6

Metro understands that introducing environmental criteria as early as the project design 

phase helps to minimize environmental risks and their negative impact on surroundings. 

That is why various professional views are taken into consideration during design and 

construction phases of new lines, workshops and lines currently in operation.
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With regards to the new Line 3 and 6 project, Metro has met all environmental 

regulatory requirements and adopted necessary mitigation measures to ensure that 

the expansion process is as least invasive as possible on both the city and neighboring 

communities. In 2014, mitigation measures to deal with environmental impacts 

resulting from early construction works were taken on all fronts, i.e.: shaft sinking, 

station, workshop and train depot construction. Some of the measures adopted are as 

follows:

1.	 Noise: noise is mitigated through physical barriers located at all construction sites, 

training workers, posting signs and scheduling the noisiest jobs for daytime hours.

2.	 Muck disposal: since we are dealing with underground construction works, a 

great deal of muck is generated. Much is hauled out on covered trucks to disposal 

locations approved by authorities.

[G4-EN29] Despite the above measures taken by Metro in 2014, the company was 

fined by the municipality for disturbing noises coming from a shaft construction site 

and for obstructing rainfall runoff with debris placement.

As for citizens participating in processes related to the Environmental Impact 

Assessment System, Metro filed four Environmental Impact Statements (DIAs) in 2014, 

two for each new line. Metro withdrew one of these declarations as a result of changes 

to the construction process, and eliminated one new working front. The company 

plans on completing these processes in 2015 upon publishing the corresponding 

Environmental Qualification Resolutions.

[G4-EN34] During the citizens’ participation process in 2014 a group of neighbors 

living near Line 3 filed two claims with the Executive Management of SEA 

(Environmental Assessment Bureau). These were addressed at a single administrative 

procedure conducted that same year instead of taking administrative action.

Energy

Energy Consumption

[G4-EN3] Metro considers energy consumption to be a strategic concern. Accordingly, 

as outlined under the company’s strategic objectives and its Sustainability Policy, it 

has pledged to foster the efficient use of energy resources.

Its primary source of electric power consumption are train traction mechanisms, which 

account for 82% of the company’s total energy consumption of 1,478,496 GJ. The 18% 

remaining is used for lighting.
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For ten years prior to March 10, 2014, Metro held a contract with Chilectra for electric 

power supply at a constant price and indexed to the node price. In 2012, the company 

began two tendering processes and one direct negotiation in order to secure long-term 

stable supply. Neither of these processes panned out for a number of reasons.

In view of this context, Metro’s Board of Directors crafted a strategy to secure its 

medium-term power supply by buying energy at the marginal price, which explains 

why a private negotiation was undertaken. In March 2014, the Company signed an 

Electric Power Supply Agreement with Enorchile S.A., effective as of April 1, 2014, 

securing supply from the current grid for a three-year period (until March 31, 2017).

Although this agreement secures the company’s power supply, it does not minimize 

the risks associated with spot price variability. As a result, in 2014 the company began 

negotiating directly with several potential suppliers in order to guarantee its long-term 

power supply at stable prices.

In addition to electric power, Metro uses other fuels to operate the machinery running 

on its tracks, maintain its equipment, fuel taxis employed for personnel transportation, 

its backup power generators, and heating its facilities and cafeterias. Gasoline, diesel 

and LPG consumption decreased slightly from 2013 to 2014.

Metro’s Electric Power Consumption (GJ)

Energy consumption for lighting

Energy consumption for traction

,,

,,

,

,
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Fuel Consumption 2014 (L)

As for power used during construction of new lines, 100% comes from diesel, 

amounting to a grand total of 10,604,587 liters in 2014.

2014 Diesel Consumption at Construction Sites (L)

Energy Efficiency

[G4-EN6] Metro has an Energy Efficiency Program focused on gradually reducing 

energy consumption on its own network in order to reach a 10% reduction by 2018, 

using 2013 as the base scenario and counting all lines currently in operation (2014).

Line

Line

Liquefied gasGasoline Diesel

,

,

,

,
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One of the most significant challenges taken on under the Program consists 

of encouraging and supporting energy efficiency initiatives. The Systems and 

Infrastructure Engineering Division of the Engineering and Technology Department 

is in charge of developing those initiatives, which have resulted in remarkable savings 

over the last few years.  

In 2014 the company outlined a very ambitious plan for the next few years, intended 

to greatly improve our energy performance by using more efficient technologies, 

adopting best practices and creating an energy savings culture.

Last year the company embarked upon a lighting renewal project at the 18 oldest 

stations along Line 1. This entailed replacing current light fixtures with more efficient 

and technologically-improved solutions, thereby enhancing the safety and quality of 

services provided to our users, not to mention considerably reducing electric power 

consumption at stations and replacing obsolete equipment.

Moreover, an engineering firm was hired to manage the lighting upgrade of another 

18 stations along Lines 2 and 5, marking the beginning of a new effort to promote 

a culture of energy efficiency and savings among our workers. A new, ISO 50,001-

certified energy management system was set up at the Puente Cal y Canto and Pedro 

de Valdivia stations.

Existing efficiency initiatives such as loop systems, regenerative braking energy, use of 

software-based electric power management and the implementation of smart lighting 

systems all contributed to a total savings of 79.8 GWh of electricity during 2014.

Energy Efficiency Initiatives & Energy Consumption Reductions

Initiatives
2013 Energy 

Reduction (GWh)

2014 Energy 
Reduction 

Methods (GWh) 

Standards & 
Assumptions 

Used

Loop Systems 9.8 11.2

4% estimated 
reduction in total 
traction power on 
lines 1, 2 and 5.

Regenerative 
braking power 

60.2 60.6

18% estimated 
reduction in total 
traction power for 
Metro S.A.

Software-based 
power management 
and  transport 
supply scheduling

6.2 6.2

1.5% estimated 
reduction in total 
energy for Metro 
S.A.

Smart lighting 
implementation

1.7 1.8

10% estimated 
reduction 
of lighting 
consumption and 
electric power on 
lines 4 and 4A.

Total 77.9 79.8
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[G4-EN5] One method employed to analyze energy consumption efficiency involves 

determining the consumption intensity of a specific measure within the organization.  

At metro we measure the consumption intensity of traction energy per car/kilometer 

and energy used to light each m2 of facilities.

 

Energy Intensity of the Operations

Traction energy  
intensity 

2013 2014

Consumption (kWh) 341,549,969 336,574,654

Car/Kilometer 142,912,905 139,996,472

Intensity (kWh/Car km) 2,39 2,0

Intensity of lighting energy 2013 2014

Consumption (kWh) 76,332,762 77,781,428

m2 430,381 430,381

Intensity (kWh/m2) 177,4 180,7

Air Emissions

Carbon Footprint

[G4-EN15, G4-EN16 Y G4-EN17, G4-EN19] In 2011 Metro began measuring its 

operations-related carbon footprint. This process entails identifying all activities 

or areas within the company that have a higher impact in terms of carbon dioxide 

equivalent emissions (CO2-e). The marks the company’s first step towards developing 

an effective emissions reduction plan.

It is worth noting that every year new variables are added to the equation for 

determining the company’s carbon footprint is concerned, making it unfeasible to 

compare data from one year to the next.

Metro’s main source of operations-related Greenhouse Gas Emissions (GHG) is electric 

power consumption (Scope 2). As a result, 91.64% of the company’s total footprint 

is due to electric power consumption, whereas the remaining 0.2% is due to fuel 

consumption (Scope 1), and 8.35% is attributed to direct emissions related to Scope 3. 

Scope 3 direct emissions are connected to drinking water production, sewage water 

treatment, production of consumables, cargo and employee transportation, business 

trips, and waste treatment.
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Breakdown of the Carbon Footprint of Metro’s operations

Carbon Footprint of Metro Operations

Source

Greenhouse Gas Effect Emissions 
(tCO2e)

% of 
total 
foot
print

2012 2013 2014

SCOPE 1 1,086 1,681 328 0.20%

Fuel 119 174 154

Air Conditioning 967 1,507 174

SCOPE 2 153.489 180,525 149,168 91.64%

Administration 1,493 1,729 1,319

Lighting 27,673 31,247 26,683

Traction 124,323 147,550 121,167

SCOPE 3 11,324 16,885 13,597 8.35%

Energy 20 28 26

Drinking Water Production 35 33 39

Production of Consumables 263 121 9

Cargo Transportation 24 51 46

Employee Transportation 3.568 7,713 5,387

Sewage Water Treatment 166 59 142

Waste Treatment 7,019 8,706 7,742

Business Trips 229 174 206

TOTAL 165,899 199,091 162,783

NOTE: Metro’s carbon footprint reduction from 2013 to 2014 is explained by an adjustment in the emission 
factor of the Central Power Grid (Sistema Interconectado Central) by the Ministry of Energy (http://
huelladecarbono.minenergia.cl/ factores-de-emision). Additionally, footprint calculations for 2014 are based 
on actual data, whereas in 2013 much of data were estimates.

Scope 1
Scope 3

Scope 2

.

.
.
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In 2014, for the first time ever the company calculated the carbon footprint 

associated with construction work on the future Lines 3 and 6. Since construction 

work was contracted out and is not directly under Metro’s supervision, the company 

only measured Scope 3 of the footprint, leaving out Scopes 1 or 2. The company’s 

carbon footprint is mainly related to the use of consumables for construction works, 

amounting to a total of 838,012 tons of CO2-e.

Carbon Footprint from Construction Work on Lines 3 and 6

tCO2e %

Line 3 241,271 28.79%

Line 6 596,741 71.21%

Total 838,012 100.00%

[G4-EN18] Bearing in mind that Metro continues to expand its operations by building 

new lines, the best way to conduct a year-to-year comparison of the carbon footprint 

is by calculating the intensity of GHG emissions under Scopes 1 and 2. In 2014 said 

intensity was 0.00107 tCO2-e/Car Km, compared to 0.00128 tCO2-e/Car Km in 2013.

Other Air Emissions

[G4-EN21] Underground transit systems have a positive environmental impact since 

their operations help reduce emissions and pollution in the city. However, construction 

works undertaken during expansion and construction stages do generate air 

emissions, which is why it is important to report emissions contributed by Line 3 and 6 

construction work.

Major Air Emissions related to Construction Work on Lines 3 and 6 in 2014

Major Air Emissions Quantity of Emissions (kg)

NOx  95,376 

SOx  7,965 

Particulate Matter (MP)  35,185 

Other air emission categories (CO)  47,376 

Other air emission categories (HC)  125,577 

* Emissions are estimated using the January 2012 Guide to Estimating Air Emissions for Real-Estate Projects 
for the Metropolitan Region issued by the Regional Environment Agency. (“Guía para la Estimación de 
Emisiones  Atmosféricas de Proyectos Inmobiliarios para la Región  Metropolitana, SEREMI del Medio  
Ambiente, enero  2012).
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[G4-EN20] Metro also measures emissions put out by ozone depleting substances, the 

main source of which are AC units. In 2014 there weren’t any gas refrigerants used on 

trains, which contributed to a significant reduction in emissions.

Consumption of Gas Refrigerants (kg)

Source 2012 2013 2014

Ac

R 22 200 80 54

R407C 50 60 11

R410A 20 20 34

Trains R407C 324 810 0

Responsible Use of Resources

Water Consumption

Given that we operate in the public transit industry water consumption is not a critical 

operational issue for our Metro lines at present. However, bearing in mind the national 

context and water scarcity, Metro closely monitors water consumption at all its facilities.

[G4-EN8] Ninety-eight point ninety-two percent (98.92%) of Metro’s water supply 

comes from water companies located in the Metropolitan Region. They source their 

water primarily from surface sources such as the Maipo River, La Laguna Negra, and 

the Yeso and Estero San Ramón reservoirs. The remainder (1.08%) comes from water 

wells and it is used as emergency supply. This water is used to keep enough water in 

the storage tank so that the pumps have enough pressure to deliver water to all the 

workshops, thereby preventing unforeseen shutdowns and failures.

In 2014, Metro consumed a total of 544,425m3 of water compared to 440,000m3 in 

2013. Consumption at workshops accounts for 45% of total water use and it is mainly 

used for cleaning trains, 36% is used at the stations, 13% at intermodal terminals, and 

5% in the administrative buildings.

Increased water consumption at workshops and intermodal terminals is due to restoration 

work, mainly at the Neptuno Workshop and the Pajaritos Intermodal terminal.
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Water Consumed during Metro Operations (m3)

Water consumed during Line 3 and 6 construction work grew significantly from 

5,738m3  in 2013 to 89,996m3  in 2014. This increase was due to the start of drilling 

work, earth works and removal, truck traffic and an increased headcount at each shaft. 

The most water-intensive process is washing truck tires at shaft entrances. This task 

aims to reduce dust in suspension and thereby lessen the impact of construction work 

on our neighbors.

[G4-EN10] Although Metro does not have a company-wide water saving and recycling 

practice, Taller Neptuno has its own system to recycle nearly 70% of all water used 

to wash trains. In 2014 approximately 315m3  of water were reused on account of this 

process.

[G4-EN22]  All water used in company operations is disposed of through the 

residential sewage water system after being adequately treated, which is a 

responsibility of water companies.

Materials Consumption 

[G4-EN1] In order to ensure Metro operates properly, the company manages and 

reports of use and supply of materials and consumables, especially at maintenance 

facilities. In 2014 Metro added new materials to its report (Acetylene, Refrigerant, 

Water and Paper) given the role these play in measuring the carbon footprint.

Stations Workshops
Adm. 

Buildings 
(CCA-SEAT)

Workshops

,

,

,

,
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Materials Consumed during Metro Operations

Material
Unit of 

Measure

2013 2014

Quantity Quantity

Tires Ton 33* 67

Lubricants L 19,353 3,584

Grease Kg 4,877 3,295

Nitrogen m3 6,485 6,640

Oxygen m3 242 578

Lumber PMA 1,285* 817

Solvents L 13,391 10,229

Acetylene Kg 145 419

Refrigerants L - 268

Water m3 458,637 554,188

Paper UN 9,904 9,991

* These data differ from those in the 2013 Report due to a change in the unit of 
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measure and in the footprint calculation.

Steel and concrete are the main materials used during Line 3 and 6 construction work.

Materials Consumed during Line 3 and 6 Construction Work

Materials  used  in 
Construction of Lines 

3 & 6

Unit of 
Measure

2013

2014

LINE 3 LINE 6

Concrete* Ton 1,434,7 252,499 701,083

Steel* Ton 68,297 9,868 7,320

Water m3 ND 52,592 37,404

*The amount of concrete and steel used is estimated on the basis of progress made in 

tunnels and galleries in a year.
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8. URBAN SETTING 
 

[DMA] Traditionally, sustainability has encompassed economic, social and 

environmental dimensions. However, when defining it’s sustainability strategy back in 

2012 Metro decided to add a fourth dimension, to wit, urban setting. The company’s 

Sustainability Policy defines Metro’s commitment to its urban setting as “making a 

contribution to the city’s development through our services and projects.” 

Metro’s goal is to provide quality, efficient, reliable and safe services while facing the 

sundry challenges inherent to being a critical piece in the urban transport system. The 

company takes on this challenge by setting certain criteria that take into consideration 

the various dimensions affecting urban quality of life. Network expansion is meant to 

be a key piece in the urban integration puzzle. This way the company is able to meet 

its goal of making a positive contribution to the lives of city residents by offering them 

with services that give them more free time, better air quality, access to recreational 

areas, and other benefits.

The Urban Setting pillar of Metro’s 2014 Action Plan focuses on three areas: including 

sustainability criteria in long-term network expansion projects, integrating public 

spaces, and making the integrated system more efficient. 

Urban Integration

Metro’s role as a link between other urban means of transportation is fundamental. 

As a result, the company must maintain open and effective communication with 

its users and other agencies in charge of operating and planning the public transit 

system. Having the right information during unscheduled contingencies is particularly 

important for when Metro needs to coordinate its network operations with ground 

transportation. Nevertheless, our concept of integration goes beyond that and our 

management seeks to add value to the urban settings located within our areas of 

influence.

Integrated Transit System

Metro constantly works with other players involved in the public transit system. The 

Master Transport Plan is an excellent example of system coordination. This plan is the 

result of a system-wide need for guidelines on administrative matters and strategic 

investments in infrastructure that shape the urban transit system and that meet city 

residents’ long-term commuting needs. In this framework Metro sits on an integrated 

technical committee with the MTT, EFE, MINVU/SERVIU, MOP/Concessions, Ministry 

of Social Development, GORE, DIPRES, and SEGPRES.

Communication and Coordination

Metro is constantly in contact with and coordinating its activities with authorities, users 

and communities. Not only does this ongoing relationship make for a well-functioning 

system, but it also allows Metro to mitigate the negative effects of construction works 

and act efficiently in the event of contingencies. 
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A specific example of the above is how Metro handled construction work on Suecia 

Street where the company built the new Los Leones Line 6 terminal station. The 

tracks were ready for train traffic by the company-set deadline, which was in part 

made possible thanks to coordinated actions with the Ministry of Transportation and 

Telecommunications and the Municipality of Providencia.

Given the contingencies Metro faced in 2014, the company identified a significant gap in 

terms of information it provides its users. Evacuation procedures were followed without 

any incidents or accidents during these events, which is quite a feat in distressing times. 

However, the company must continue working with other city players in order enhance 

the integrated transit system’s response during similar situations. 

In order to improve available information and illustrate the strong ties between 

Metro stations and the public ground transit system, the Board of Directors of 

the Metropolitan Department of Public Transport (DTPM) and Metro prepared 

new content to be broadcast over the screens displayed on train platforms and in 

mezzanines.

The following information is displayed:

•  A network map of

•  Bus routes and bus stops located near each Metro station.

•  Map of area surrounding station

•  Map of station interior

•  An explanation of what to do in the event of emergencies or incidents

This is only one of many measures implemented by Metro as part of its efforts to 

provide public transit system users with better information. 

Other communications-related measures set up by Metro are described in the chapter 

on Customers

.
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It is worth noting that the graphics displayed on Metro’s commuter information are 

the same as the ones used by the DTPM, thereby providing passengers with a clearer 

message and reaffirming the integrated nature of the public transit system. 

Given the value we attribute to how much we learned regarding communications after 

the 2014 contingencies, Metro and other regional and local public authorities began 

working on a citywide coordinated response in the event of emergencies. 

 

Strategic Alliances

Metro has entered into some strategic alliances with several organizations in order to 

work toward meeting sundry goals. Generally speaking these translate into working 

groups and committees.  

2015 Master Transit Plan: the purpose of this is for all important players in the 

public transit sector to draw up a commonly-agreed to schedule to draft a plan that 

efficiently and equitably addresses sustainability and safety.

Inter-sectoral Commission on Bikeable Santiago: this working group discusses 

various issues related to urban bike riding, such as bike paths, “Mapocho Pedaleable,” 

public bikes, sharing the roadways with bikes, and bike parking lots/bike racks. 

Intermodal Station Group: their work involves identifying, classifying and studying 

potential intermodal points; standardizing and optimizing the use of existing 

intermodal stations; writing up design standards and criteria; rural service fare 

integration, and other matters. 

Metro is also involved in other specific working groups for the purpose of coordinating 

projects with different authorities. These groups address a variety of matters such as 

changes to service, making said changes public, etc. 

An example of the above is the joint effort carried out by Metro and Redbus at the 

Zapadores/Vespucio Norte area on Line 2. This company changed their bus route for 

the better in order to improve the north sector’s access to Metro’s network. The public 

was informed of the changes resulting from this collaborative effort by way of posters 

placed on trains, and the outcome was more demand on both systems. The working 

group deemed this a success. 

Integrating Public Space

Metro is constantly assessing how to make the most out of unused space that 

doesn’t have any commercial value. In some cases, Metro decides to lend the land to 

municipalities for their use. The parties sign an agreement in which local government 

authorities pledge to use the space wisely and to be responsible for its upkeep. These 

new public spaces are adapted to communities’ needs and end up adding value to 

urban areas. Two examples of this initiative are the concessions granted to the local 

Ñuñoa government to turn the Line 4 ventilation area located along Vespucio Norte 

into a green area and Plaza Libertad on Line 5 in the Santiago District, which was 

turned into a local recycling center. 
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Network Expansion

Line 3 and 6 Construction 

Construction of Lines 3 and 6—an approximate investment of USD2,758 million—has 

undoubtedly been the most ambitious undertaking in the history of the company. The 

projects aims to provide commuters with several benefits such as a shorter travel time, 

less congestion at the busiest stations, and a stronger, more robust Metro system for 

Santiago. Moreover, the new lines will make the city a better connected, functional 

and operative place, thanks to the addition of connecting stations between Metro lines 

and better connections with suburban rail lines. Close to one million users will reap the 

benefits when both lines are finally operational in 2018.

Furthermore, the project will also benefit users by creating close to 9,000 direct jobs 

along the entire production chain (direct labor, supplies, goods, etc.).

In 2020, once Lines 3 and 6 are operational and the other announced expansions in 

place, Metro’s network will consist of a total of 148.9 kilometers and 143 stations.

At present, close to 6,000 individuals and 216 contractors are working on the project 

and making a concrete contribution to the economy. 

L6 L3 L6 + L3
Metro Network by 

2018

Length 16 21 37 140

# of Stations 10 18 28 136

Average distance between 
Stations 

1,3 1,1 1,2 1

Connecting Stations 4 5 9 17

Year Inaugurated 2017 2018 2018

Investment (Billion US$) 1,036 1.722 2,758

Metro Park Network

Individuals today attribute a great deal of importance to public, recreational and green 

areas, which is why Metro has decided to give the new lines’ facilities an identity—both 

on the outside (ground level) and on the inside (station level). The idea is to continue 

“making a city” by creating new and different connections in Santiago, giving the 

transit system and public spaces a face lift and more dignity, while bringing existing 

parks and squares closer to the people, which is perhaps something that wasn’t 

possible prior to the arrival of the new lines.

That is where we got the idea for the Metro Park Network. The goal is to build this 

new transportation infrastructure in such as way that Metro stations are integrated 

and connected to Santiago’s system of parks and squares. This will provide residents 

with better access to 167 parks and squares dotting the neighborhoods through which 

Metro lines run—an effort to give back to the people the public space that was taken 

away because of construction. 
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New Station Design  

As far as stations located along the new lines are concerned, Metro’s design goals 

are to integrate the exterior with the interior, design with the times, have something 

functional, and create a unified Metro identity under a brand image that projects 

safety, efficiency, environmental respect, plurality, inclusion, amusement, and balance.

Doing a good job at creating an indoor/outdoor experience for customers is one of the 

project’s goals, i.e., “carrying the outside on the inside” and merging the two worlds. 



130

Metro is also working on creative ways to connect its stations with city life, for 

example, letting in natural light, having a visual connection between the indoors 

and outdoors, and natural ventilation. This is a company-wide effort, involving all 

departments, from design to functionality and operations.

Archaeological Findings 

Metro is fully committed to preserving and protecting Chile’s historic heritage and is bound 

to uphold regulations imposed by the Council of National Monuments when it stumbles 

upon archaeological remains during its excavations. Essentially, this involves following 

established procedures in order to protect all discoveries to the best extent possible. 

During new line excavations, specifically the Europa, Hospital, Franklin, Plaza de 

Armas, and Los Leones shafts, the company came across some very important 

findings, and is working with the National Monuments Council to preserve the value of 

the findings by showcasing them at Los Leones and Franklin stations.

Line 2 and 3 Extensions

In November 2014, Chilean President Michelle Bachelet announced that Lines 3 and 2 

would be extended toward Quilicura, and El Bosque and San Bernardo, respectively. 

All tallied, 8.9 kms. of new tracks will be laid and more than 600,000 residents will 

reap the benefits. 

•	 Line 2 extension to El Bosque and San Bernardo will entail 5.1 kilometers and four 

stations.

•	 Future Line 3 extension to Quilicura will benefit close to 200,000 area residents 

and add 3.8 kilometers of tracks and three stations. 

Expansion projects will bring a series of improvements to users including a more 

comfortable and shorter commute. 
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GRI INDICATORS & GLOBAL COMPACT

The Sustainability Report also serves as a COP report (Communication on Progress) 

for the United National Global Compact of which Metro is a member. The ten principles 

set forth under the Global Compact are identified in the GRI Indicators in the following 

categories: 

Human Rights:

Principle 1: Businesses should support and respect the protection of internationally 

proclaimed human rights within their area of influence.

Principle 2: Businesses should make sure that they are complicit in human rights 

abuses.

Labor Practices:

Principle 3: Businesses should uphold the freedom of association and the effective 

recognition of the right to collective bargaining.

Principle 4: Businesses should uphold the elimination of all forms of forced and 

compulsory labor.

Principle 5: Businesses should uphold the effective abolition of child labor.

Principle 6: Businesses should uphold the elimination of discrimination in respect of 

employment and occupation.

Environment:

Principle 7: Businesses should support a precautionary approach to environmental 

challenges.

Principle 8: Businesses should undertake initiatives to promote greater environmental 

responsibility.

Principle 9: Businesses should encourage the development and diffusion of 

environmentally friendly technologies.

Anti-Corruption:

Principle 10: Businesses should work against corruption in all its forms, including 

extortion and bribery.

Note: Given that an outside party has not validated the report, the verification column has been deleted from 

the GRI Indicators. 

5

7

3

1

6

8

9

10

4

2
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GENERAL BASIC CONTENT

General Basic Content Pages Global Impact

STRATEGY AND ANALYSIS

G4-1

Statement defining who is ultimately responsible 
for the organization’s decisions regarding the 
importance of sustainability in the organization and 
its strategy to address it. 

7, 9
Criterion 19: Commitment and 
leadership

G4-2
Description of main impacts, risks and 
opportunities

52

ORGANIZATION’S PROFILE 

G4-3 Name of the organization 2 Advanced Level Requirement:

G4-4
Organization’s most important brands, products 
and/or services

30 Operational Context

G4-5 Location of organization’s headquarters 2

G4-6 Countries where the organization operates 21

G4-7 Nature of property and legal status 29

G4-8
Markets served (with a breakdown by location, 
sector, type of customer, and recipients)

31, 33, 34

G4-9 Scale of the organization 28, 61 

G4-10 Labor force data 62

G4-11
Percentage of employees covered under collective 
bargaining agreements 

76, 77

G4-12 Describe the organization’s supply chain 78

Criterion 2: Value Chain
G4-13

Significant changes to the organization’s size, 
structure, ownership structure or supply chain 
taken place during the reporting period 

21

G4-14
Explain how the organization addresses the 
principle of precaution, if applicable.

51, 52, 53

G4-15
Charters, principles or other external initiatives of 
an economic, environmental or social nature that 
the organization has signed or adopted.

21

G4-16
National or international associations (e.g., 
industrial) the organization belongs to.

42

MATERIAL ASPECTS AND COVERAGE

G4-17
Entities appearing on the organization’s 
consolidated financial statements and other 
equivalent documents.

21

G4-18
Process followed to determine the content of the 
report and the coverage of each Aspect.

22, 23

G4-19
Material aspects identified during the report 
content definition process.

24

G4-20
Organization’s internal coverage of every material 
Aspect.

25, 26

G4-21
Organization’s external coverage of every material 
Aspect.

25, 26

G4-22
Consequences of amending information disclosed 
under previous reports and justification.

27

6

3
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GENERAL BASIC CONTENT

General Basic Content Pages Global Impact

G4-23

Significant changes to the Scope and Coverage of 
every Aspect vis-à-vis previous reports.

27

STAKEHOLDER PARTICIPATION 

G4-24 Stakeholders linked to the organization. 39

Criterion 21: Stakeholder 
Participation

G4-25
Description of reasons why the organization chose 
to work with the stakeholders it does.

39

G4-26

Organization’s approach to stakeholder 
participation, including the frequency with which 
it collaborates with the different stakeholder types 
and groups.

41

G4-27

Key issues and problems arising from stakeholder 
participation and a description of the evaluation 
conducted by the organization in its Report, as well 
as other aspects.

40

REPORT SCOPE 

G4-28 Reporting period (fiscal or calendar year) 21 Advanced Level Requirement:

G4-29 Date of last Report (if applicable) 21 Operational Context

G4-30 Report frequency (annual, biennial, etc.) 21

G4-31
Contact person for inquiries regarding Report 
content 

2
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GENERAL BASIC CONTENT

General Basic Content Pages Global Impact

G4-32

a) State which “in accordance” option the 
organization has chosen under G4 Guidelines 

21b) State the GRI Index for the option chosen.

c) State references to external Verification report if 
the Report has been subjected to verification.

G4-33

Organization’s current policy and practices 
regarding external Report verification

21

GOVERNANCE
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GENERAL BASIC CONTENT

General Basic Content Pages Global Impact

G4-34
Organization’s governance structure and 
committees responsible for decision making on 
economic, environmental and social issues.

45

Criteria 1 and 20: Governance

G4-35

Describe the process used by the organization’s 
governing body to appoint certain employees 
to address economic, environmental and social 
matters. 

47

G4-38
Describe the make up of the governing body and its 
committees. 

45, 46

G4-39

State whether the person presiding over the 
governing body also holds an executive position. 
If so, describe his/her executive functions and 
reasons why appointed.

45, 46

G4-40
Describe processes to appoint and select members 
of governing body and its committees and 
appointment and selection criteria.

45

G4-41

a) Describe processes employed by governing body 
to prevent and resolve possible conflicts of interest.

48
b) State whether stakeholders are informed of 
conflicts of interest.

G4-45

a) Describe the role of the governing body in 
identifying and managing economic, environmental 
and social impacts, risks and opportunities. 
Also explain the role of the governing body in 
conducting due diligence. 51

b) State whether stakeholders are consulted 
regarding the governing body’s process of 
identifying and managing economic, environmental 
and social impacts, risks and opportunities.

G4-46

Describe the role of the governing body in 
assessing the efficiency of the organization’s 
risk management processes for economic, 
environmental and social issues.

51

G4-47
Explain how often the governing body assesses 
economic, environmental and social impacts, risks 
and opportunities.

51

G4-51

a) Describe the governing body’s compensation 
policy for body members and senior management.

47b) Define relationship between performance-
related criteria that affect the compensation policy 
and the governing body and senior management’s 
economic, environmental and social goals.

G4-52

Describe processes used to determine 
compensation. State whether the organization hires 
consultants to do this, and, if so, whether they are 
management-independent. State any other type 
of compensation relationship that said consultants 
may have with the organization.

47

ETHICS AND INTEGRITY

G4-56
Organization’s values, principles and standards, 
such as codes of conduct and/or ethics.

48, 49

G4-58

Internal and external mechanisms to report 
ethical or legal violations and violations of the 
organization’s integrity, such as an upward 
reporting system to senior management, 
complaint/violation reporting mechanisms or help 
lines.

50

SPECIFIC BASIC CONTENT

Material Aspects Compact Pages Omissions Global Impact

ECONOMIC CATEGORY

DMA Economic Administrative Approach. 55, 56
Criteria 9-11
Description of actions 
and practices 

Economic 
Performance

G4-EC1: Direct Economic Value 
Generated and Distributed. 

57

Advanced Level 
Requirement:

Operational Context

G4-EC4:  Government-based Economic 
Support.

55

Market Presence 
G4-EC5: Base pay by gender and local 
minimum wage ratio where organization 
conducts significant operations.

65

Purchasing 
Practices

G4-EC9:  Percentage spent on local 
suppliers in markets where organization 
conducts significant operations. 

79
Criterion 2: Value 
Chain

ENVIRONMENT CATEGORY

DMA Economic Administrative Approach 107, 108
Criterios 15-18 
Descripción de 
acciones prácticas

Materials G4-EN1: Materials by weight or volume 120

Energy

G4-EN3:  Internal energy consumption 111

G4-EN5:  Energy intensity 115

G4-EN6:  Reduction of energy 
consumption 

113

Water

G4-EN8:  Total water collection by 
source 

118

G4-EN10: Percentage and total volume 
of recycled and reused water 

119
8

7

7

7

8

8

8

8

8

9

6

10

10
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SPECIFIC BASIC CONTENT

Material Aspects Compact Pages Omissions Global Impact

Emissions

G4-EN15: Direct greenhouse gas 
emissions  (Scope 1)

115

G4-EN16: Indirect greenhouse gas 
emissions produced by power generation 
(Scope 2)

115

G4-EN17: Other indirect greenhouse gas 
emissions (Scope 3)

115
Criterion 2: 
Value Chain

G4-EN18: Intensity of greenhouse gas 
emissions

117

G4-EN19: Reduction of greenhouse gas 
emissions

115

G4-EN20: Emissions of ozone-depleting 
substances 

118

G4-EN21: NO (x), SO (x) and other 
significant air pollution emissions.

117

Effluents and Waste 

G4-EN22:  Total liquid waste release, by 
quality and destination.

119

G4-EN23:  Total waste weight, by 
treatment type and method.

109

G4-EN25:  Weight of all waste 
transported, imported, exported or 
treated that is deemed hazardous under 
Annex I, II, III and VIII of the Basel 
Convention and percentage of waste 
transported internationally.

110

Products and 
Services

G4-EN27: Environmental impact 
mitigation for products and services.

108

Regulatory 
Compliance 

G4-EN29: Monetary value of large 
fines and the number of non-monetary 
sanctions for non-compliance 
with environmental legislation and 
regulations.

108, 111

General
G4-EN31: Breakdown of environmental 
expenses and investments.

110

Environmental 
Evaluation of 
Suppliers 

G4-EN33: Impactos ambientales G4-
EN33:  Real or potential, significant, 
negative environmental impacts on the 
value chain and mitigation measures.

108

Criterion 2: Value 
Chain

Environmental 
Complaint 
/ Violation 
Mechanisms 

G4-EN34: Number of environmental 
violations occurred, addressed and 
resolved through formal complaint 
measures.

111

CATEGORY: SOCIAL
SUB-CATEGORY: LABOR PRACTICES AND DECENT WORK

DMA Labor Management Approach
61, 66, 
67, 79

Criterion 6:  
Description of actions 
and practices

Criterion 2: Value 
Chain

Empleo

G4-LA1: Number of employees, hiring 
rate and average employee turnover rate, 
broken down by age group, gender and 
region.

65, 66

G4-LA2: Social benefits available to full-
time workers not offered to seasonal or 
part-time workers, broken down by main 
activity.

73

G4-LA3: Rate of return to work and 
retention following maternity or 
paternity leave. 

76

6

6

8

8

7

7

8

8

8

7

7

8

8

7

7

7

8

8

8

8

8

9

8

8

8
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SPECIFIC BASIC CONTENT

Material Aspects Compact Pages Omissions Global Impact

Worker/
Management 
Relations 

G4-LA4: Minimum timeframe for 
preliminary warning of operational 
changes and possible inclusion of these 
in collective bargaining agreements. 

77

Occupational Health 
and Safety 

G4-LA5: Percentage of workers 
represented on formal joint and standing 
company/worker health and safety 
committees set up to help control and 
advise on occupational health and safety 
programs.

68

G4-LA6: Types and rate of professional 
injuries, illnesses, days lost and 
absenteeism, and number of fatal victims 
resulting from work-related accidents, by 
region and gender.

68, 69
Criterion 2: Value 
Chain

G4-LA7: Workers in positions with a high 
risk or incidence of disease.

70

Training and
Education

G4-LA9: Total number of average annual 
training hours per employee, broken 
down by gender and labor category. 

70, 71

G4-LA10: Skills-management and 
continuing education programs that 
promote workers’ employability and help 
them manage their careers. 

71

G4-LA11: Percentage of employees 
who undergo regular performance and 
professional development evaluations, 
broken down by gender and job 
category.

73

Diversity and Equal 
Opportunity 

G4-LA12: Make up of governing bodies 
and breakdown of body members by job, 
gender, age, minority group and other 
diversity indicators.

63, 64

Equal Pay for 
Women and Men 

G4-LA13: Ratio of men to women’s base 
pay, broken down by job category and 
major activity.

65

Assessment of 
Suppliers’ Labor 
Practices 

G4-LA14: Porcentaje de nuevos 
proveedores que se examinaron en 
función de criterios relativos a las 
prácticas laborales

79
Criterion 2: Value 
Chain

Reporting 
Mechanisms for 
Violations of Labor 
Practices 

G4-LA16: Número de reclamaciones 
sobre prácticas laborales que se han 
presentado, abordado y resuelto 
mediantes mecanismos formales de 
reclamación

-
Defined by 
Business

CATEGORY: SOCIAL
SUB-CATEGORY: HUMAN RIGHTS

Non Discrimination
G4-HR3: Number of discrimination cases 
and corrective measures adopted.

-
Defined by 
Business

Freedom to 
Associate and 
Collective 
Bargaining 

G4-HR4:  Identification of major centers 
and suppliers where the freedom to 
associate and the right to join collective 
bargaining agreements may be violated 
or jeopardized, and measures adopted to 
uphold these rights.

76
Criterion 2: Value 
Chain

Child Labor 

G4-HR5: Identification of centers and 
suppliers where there is a significant risk 
of child labor law violations occurring, 
and measures adopted to support the 
abolition of child labor.

-
Immaterial 
Indicator for 
the Sector

3

6

6

6

6

6

3
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SPECIFIC BASIC CONTENT

Material Aspects Compact Pages Omissions Global Impact

Forced Labor 

G4-HR6:  Identification of centers and 
suppliers where there is a significant 
risk of forced labor episodes occurring, 
and measures adopted to support the 
elimination of all forms of forced labor.

77
Criterion 2: Value 
Chain

Safety Measures 

G4-HR7: Percentage of security 
personnel who have received training on 
the organization’s human rights policies 
and procedures as related to operations. 

Metro security personnel 
is trained and re-trained in 
Metro’s strategies, policies 
and procedures, which, 
although they do not 
explicating address human 
rights issues, they are 
based on those principles.

Human Rights 
Assessment of 
Suppliers 

G4-HR11: Real and potential, significant, 
negative human rights related impacts 
along the supply chain, and measures 
adopted. 

There weren’t any 
significant human rights 
related impacts identified 
along the supply chain.

Reporting 
Mechanisms for 
Human Rights 
Violations 

G4-HR12: Number of reports of human 
rights violations submitted, addressed 
and resolved through formal resolution 
mechanisms.

Defined by 
Business

CATEGORY: SOCIAL 
SUB-CATEGORY: SOCIETY

DMA Society Management Approach 
82, 83, 
123, 

Minimum Requirement: 
Description of actions 
and practices

Local Communities 

G4-SO1: Percentage of centers that 
have implemented local community 
development, impact assessment and 
participation programs. 

82

G4-SO2: Operation centers with real or 
potential, significant, negative effects on 
local communities. 

86

Anti-Corruption 
G4-SO5: Confirmed cases of corruption 
and measures adopted. 

50

Reporting 
Mechanisms for 
Social Impact Issues 

G4-SO11: Number of reports of social 
impact issues submitted, addressed 
and resolved through formal resolution 
mechanisms.

85

CATEGORIA: SOCIAL
SUB-CATEGORY: RESPONSIBILITY FOR PRODUCTS/SERVICES 

DMA Product/Service Management Approach 97, 98, 99
Minimum Requirement: 
Description of actions 
and practices

Health and Safety of 
Customers

G4-PR1: Percentage of significant 
product or service categories whose 
impact on health and safety have 
been assessed in order to identify 
improvements.

103

Product and Service 
Labeling 

G4-PR3: Type of information the 
organization should include in its 
procedures governing product and 
service information and labeling, and 
percentage of significant products 
and services that are subject to said 
requirements.

101

G4-PR4:  Number of cases of non-
compliance with regulations and 
voluntary codes applicable to product 
and service information and labeling, 
broken down by type of outcome.

103

G4-PR5: Results of customer satisfaction 
surveys.

99

10

1

1

1

1

2 4

2
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Marketing 
Communications 

G4-PR7: Number of cases of non-
compliance with regulations or 
voluntary codes applicable to marketing 
communications, such as advertising, 
promotion and sponsorship, broken 
down by type of outcome. 

103


