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Leading the transformation
INNOVATION IS A CORNERSTONE OF 
FERROVIAL'S BUSINESS. THE COMPANY 
FOCUSES ON PROJECTS RELATED TO 
BUSINESSES THAT GENERATE ADDED 
VALUE.

INVESTMENT 
IN R&D

+48
MILLION EUROS

PROJECTS 
DEVELOPED IN 

2018

+100

STARTUPS

45
PROJECTS 

he development of innovation becomes 
effective through the Strategic Innovation 
Plan. Developed in 2018, the plan builds 

upon the previous model and has shown excellent 
performance to date when working bottom-up 
(gathering and resolving challenges) and carrying 
out top-down actions that look to the future and 
outside the company in a bid to generate long-
term value for customers, while improving levels of 
social well-being and progress.

Ferrovial's Innovation Strategy is headed and 
steered by Innovation Committee, comprising the 
company's CEO, its CIIO, the CEOs of the Business 
Units, the Head of Human Resources and the Head 
of Corporate Strategy. Moving down a level, Fer-
rovial's Innovation Strategy is coordinated by the 
Global Innovation Steering Council, which is chaired 
by the Chief Innovation and Digital Strategy Officer 
and comprises the innovation officers of all of the 
company's business units. Expert working groups 
have also been set up to tackle specific subjects.

The plan rests on five main pillars: anticipation 
and exploration; collaboration and transversal ap-
proach; focus and impact; globality and ecosystem; 
and agility and swiftness. A set of transversal tar-
gets and related programs have been established 
in key areas relating to innovation, such as data-
based management, mobility, automation and 
sustainability. The plan also includes the creation 
of a Venture Lab to incubate new digital businesses.

Thanks to Ferrovial's focus on innovation, more 
than 100 projects were in development in 2018, 
with an investment effort exceeding EUR48 million 
in R&D, 45 pilot projects carried out at start-ups 
and 17 partnership agreements signed with univer-
sities and research centers. 

The company's innovation processes are highly ma-
ture —responding to business challenges through 
an open ecosystem of innovation and through the 
continuous development of an innovation culture— 
enabling it to develop the necessary capabilities 

in emerging technologies and in detecting digital 
business opportunities. 

INNOVATION CULTURE

Ferrovial is committed to developing skills that will 
push us towards a corporate culture of agility and 
collaboration, the sharing of knowledge, foresight, 
experimentation and digital advancement. This has 
given rise to Play the Future, a program that bids to 
enhance the digital capabilities of the organization 
in key areas such as artificial intelligence, Big Data, 
IoT and drones. In 2018, new content was introduced 
and the scope of the initiative was broadened to in-
clude new target audiences, with game-based train-
ing via mobile phone and specific developments for 
each business unit. 

The company also rolled out Executive Forum, a 
meeting of Ferrovial's managers and executives to 
analyze and reflect on emerging global trends and 
their impact and to stimulate innovative thought 
and collaboration among participants by aligning 
content with the company's digital strategy and drive 
to innovate. 

A key pillar in promoting this culture of innovation 
is Zuritanken, whereby employees are encouraged 
to brainstorm innovative ideas that will benefit the 
business. In its last outing in 2018, a total of 576 
ideas were received from 1,110 employees. 

INNOVATION ECOSYSTEM  

Ferrovial's commitment to an open innovation 
model as a key element of its strategy will ultimately 
result in a collaborative ecosystem of external part-
ners capable of accelerating the innovation process. 
This framework will also include the Digital Hub, 
competency offices and technical offices, which act 
as catalysts of change and transformation. The ul-
timate goal is to make innovation more agile and 
to work together in placing new products, processes 
and business models on the market.

With the aim of expanding and strengthening the 
ecosystem, the company has continued to work on 
scouting in key regions, such as Israel, the United 
States, Finland and Singapore to identify capabilities 
and appraise those agents with whom a relationship 
could be productive.

Startups

Ferrovial views start-ups as an ideal platform for exper-
imenting with disruptive concepts, not only for because 
of their orientation but also for the speed at which the 
associated projects can take shape.

T

INNOVATION



The company has rolled out the second edi-
tion of its BuildUp! program, this time round 
with the support of Heathrow Airport and 
Climate-KIC to reduce the environmental im-
pact of using plastics.

Meanwhile, and this time in partnership with 
the European Commission and its business 
acceleration services for small and medium-
sized enterprises, Ferrovial has organized Cor-
porate Day, an event at which a selection of 
European start-ups will present their solutions 
and hold meetings with the business units.

The company is taking part in numerous col-
laboration initiatives and networking events 
with start-ups in response to the challenges 
posed by urban mobility. These events in-
clude Data City Barcelona, Smart Open Lis-
boa and Intelligent Mobility.

Public innovation agencies

Ferrovial is a member of the European 
Institute of Innovation and Technology, 
which seeks to make Europe more com-

petitive and consolidated its leadership in 
the field of innovation. Here, the company 
takes part in two of the innovation knowl-
edge communities into which the institute 
is structured: Digital-KIC and Climate-KIC.

Ferrovial also maintains close ties with In-
novate UK, a public innovation agency 
based in the United Kingdom, with which 
the company carries out joint projects on 
matters such as asset inspection using 
satellite data, real testing of autonomous 
connected vehicles, or mitigating the im-
pact of extreme climatological events.

Research centers and universities

Under its partnership agreement with the 
Massachusetts Institute of Technology 
(MIT), Ferrovial has undertaken five in-
novation projects that aim to transform 

cities and develop the infrastructures of 
tomorrow. In 2018, two new projects were 
launched to investigate air mobility noise 
and solutions for reusing sewage sludge. 
The company also took part in the study 
titled Mobility of the Future, which ad-
dresses future changes in the transporta-
tion sector.

The company also helped to launch Ma-
drid Innovation Driven Ecosystem, the first 
collaborative platform to champion inno-
vation-based enterprise across the region, 
drawing inspiration from the model de-
vised by the MIT. 

Meanwhile, an agreement was finalized 
with Stanford University to research long-
term infrastructure projects through the 
Global Projects Center's industrial affilia-
tion program. 

A Ferrovial start-up which, via an app, 
helps the user find the best travel route 
by combining different forms of transport 
(public transportation, taxi and private 
carpooling and ridesharing operators). 
In its current stage, WONDO has suc-
cessfully signed partnership agreements 
with taxi services, carsharing companies 
(Zity), bikesharing and discretionary bus 
transport companies. The company 
expects to increase the number of trans-
port options down the line to make the 
service even more flexible. 

The fourth edition of Zuritanken was held in 2018, the global brainstorming program 
to promote a culture of innovation among employees. One of the main objectives of 
this edition was to come up with bright ideas that are viable and will have a meaningful 
impact. To achieve this, the company arranged various face-to-face and online train-
ing actions on a mass scale, the aim being to focus on the design thinking approach 
and to stress the importance of the investigation phase before coming up with an idea. 
All this has allowed to company to increase and hone the skills needed to creatively 
troubleshoot problems, while helping employees understand that innovation is a pro-
cess with a clear progression of stages that can be learned and systemized and that 
it is essential to continue working towards innovation in all areas of the company to 
continue generating value.

WONDO

ZURITANKEN 
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PHOTO: Carsharing. Madrid (Spain). 



INNOVATION PROJECTS

AUTOMATION

Robotics, drones and 
artificial vision aid with 
maintenance operations by 
making the work safer, more 
efficient and more produc-
tive. ZRR is a robotization 
project for waste treatment, 
enabling us to improve the 
material recovery ratio and 
working conditions for op-
erators.

ENGINEERING

By using new materials and proce-
dures, we can continuously improve the 

design, construction and operation of 
infrastructure. The company is perma-

nently exploring new possibilities for 
generating savings for its clients. Fer-

rovial has already started to use pieces 
created by 3D printers in order to build 

and maintain railroad track.

DIGITALIZATION

The company has a global vision 
of best practices and seeks to 
transfer knowledge, methodolo-
gies and digital solutions across 
the entire organization. Using the 
Digital Platform for Linear Assets, 
the company develops standards, 
processes and protocols that 
provide a contractual framework 
for new projects and lets it imple-
ment BIM methodology across all 
phases of the project.

SAFETY AND SECURITY

Ferrovial is committed to the safety 
and security of its infrastructure, work-

ers and users. It uses 3D simulators, 
virtual reality, augmented reality and 

wearables, among other technologies, 
to improve the safety conditions of 

its workers. It also relies on drones to 
inspect 200 km of transmission lines, 
thus eliminating the risk of having its 

technicians climb the towers. 

BIG DATA

Information is a strategic asset at Fer-
rovial. We apply artificial intelligence to 
reach better decisions and optimize the 

management of our infrastructure, while 
developing new business models and 

services best suited to the needs of the 
public. This can be seen in our Managed 

Lanes in Texas or at Heathrow Airport. 

SUSTAINABILITY

Growing social concerns on the sub-
ject of climate change have prompt-

ed Ferrovial to develop tool and 
technologies that help improve the 

climate while also unlocking business 
opportunities in this field. In part-

nership with the MIT, Ferrovial and 
Heathrow have developed a device 
that captures the sound generated 
by aircraft and turns it into energy. 

MOBILITY

Technological and social trends are moving closer 
together and this is redefining the mobility of both 
people and goods. Ferrovial works hard to adapt 
its infrastructure to the needs of its users, incor-
porating the latest developments in electrical and 
autonomous mobility and offering personal mobil-
ity solutions. Wondo is a start-up conceived by Fer-
rovial to provide the public with access to the main 
urban mobility services, such as taxi, carpooling, 
motorbike sharing and private buses.



72
20

18
 M

AN
AG

EM
EN

T 
R

EP
O

RT
. F

ER
RO

VI
AL

 S
.A

. A
N

D 
SU

BS
ID

IA
RI

ES

ENSURING UNRIVALLED QUALITY 
OF SERVICE IS AN OVERRIDING 
PRIORITY FOR FERROVIAL. THE 
COMPANY APPLIES THE PRINCIPLE 
OF CONTINUOUS IMPROVEMENT 
TO ALL ITS ACTIVITIES.

The user experience

roviding customers and users with top quality 
services is one of Ferrovial’s key priorities. The 

company is currently working on a system to ensure 
more effective and efficient management. The EFQM 
model of continuous improvement lets the company 
pinpoint strengths and weaknesses across different ar-
eas of the organization, while guaranteeing excellent 
management of each key aspect and setting priorities 
for its work. 

CUSTOMER AND USER SATISFACTION

Ferrovial’s four business units carry out periodic 
surveys of the expectations and satisfaction of 
customers and users. A user means any individual 
who interacts directly or indirectly with the services 
and infrastructure the company offers, but who are 
not bound by a contractual agreement. 

In 2018, the company worked on two parallel proj-
ects to help measure satisfaction among customers 
(Construction and Services) and users of its infra-
structure (Toll Roads and Airports). It is an innovative 
experience involving not only surveys, but also the 
measurement of other service-related indicators, 
ultimately allowing for a fuller picture of the user’s 
experience of the services on offer. 

All of Ferrovial’s business units have internal proce-
dures in place that establish a methodology for 
detecting, identifying, recording and monitoring 
grievances or complaints received from customers 
and users. All grievances are recorded, processed 
and analyzed to offer the most suitable response 
and to establish actions for improvement. 

The Quality, Prevention and Environment Depart-
ment handles grievances received from customers 
requesting a solution from Ferrovial itself since they 

feel their case was not satisfactorily addressed by the 
business unit concerned. In 2018, Ferrovial companies 
as a whole received a total of 2,312 grievances from 
customers and users, of which 99% were resolved 
during the year.

USER SATISFACTION WITH TRANSPORTA-
TION INFRASTRUCTURE

In 2018, Cintra developed a series of measures to 
consolidate toll road customers and users as one 
of the strategic pillars of the concession business, 
including initiatives to better gauge and understand 
their opinion of the company’s infrastructure (toll 
payments, assistance, etc.). Meanwhile, the company 
is continuing to work on standardizing methodologies 
for measuring satisfaction and on a set of standard 
metrics and indicators for all concessions.

For toll roads in North America, the company has 
continued to stage online surveys for users of the 
407 ETR, with over 65,000 respondents in 2018. In 
relation to Managed Lanes, (LBJ and NTE), a total of 
1,200 respondents completed the surveys. 

Turning to European toll roads, highlight the user 
experience study carried out at the Autema highway, 
plus the subsequent measures to improve that experi-
ence. Further highlights included the restructuring of 
customer support at the concessionaire, the improve-
ment of its CRM and a new website and customer 
area, as well as the campaign to measure user satis-
faction at service areas, with more than 500 inter-
views completed. Meanwhile, Ausol conducted 1,200 
surveys at its service areas during the month of August, 
in addition to the 1,300 plus surveys completed by 
users on the concessionaire’s website.

Heathrow also carries out regular passenger experi-
ence surveys as part of its drive toward continuous 
service improvement. Of the total respondents, 82% 
of passengers rated their experience at the airport as 
either "Excellent" or "Very good". In addition, Heath-
row’s operational team has been working especially 
hard on improving flight punctuality, a key factor 
affecting user satisfaction, reaching a rate of 80.2% 
in 2018 for flights that take off within 15 minutes of 
their scheduled departure time.

Heathrow Airport received numerous accolades in 
2018 at the Skytrax Awards. Heathrow’s Terminal 
2 was recognized for the first time with the World’s 
Best Airport Terminal Award, and Heathrow was 
named Best Airport in Western Europe and Best 
Shopping for Shopping, for the fourth and ninth year 
in a row, respectively.

CERTIFIED 
ACTIVITY

88%
ISO 9001 

ISO 14001 

MANAGED LANES

+80% 
of users confirm positi-

ve experience

HEATHROW PAS-
SENGER EXPE-

RIENCE

4.15 
out of 5

P

QUALITY

VIDEO: FERROVIAL 
AGROMAN
BIM methodology Vs traditional 
methology

https://youtu.be/PurfojCOOCc


CERTIFIED ACTIVITY 
(% sales)

CUSTOMER SATISFACTION

ISO 14001 ISO 9001 

In Services, where carsharing company Zity 
has now completed its first year of busi-
ness, the company asks users to complete 
surveys after each use of the vehicle, 
allowing them also to include specific 
comments and feedback on how the 
service can be improved. 

QUALITY AND ENVIRONMENTAL 
SYSTEMS 

Ferrovial has implemented quality and envi-
ronmental systems into the contracts man-
aged by its business units. These systems 
are mostly certified ISO 9001 and 14001, 
though some may also be certified under 
other standards depending on local require-
ments. In 2018, the percentage of business 
activities with quality and environmental 
certifications under standards ISO 9001 and 
ISO 14001 both stood at 88%.

Ferrovial has two corporate applications 
used to record and store relevant legisla-
tion and technical regulations: Normateca, 
to ensure legal compliance throughout 
the entire contract life cycle, and a digital 
platform to compile all environmental law 
requirements applicable to Ferrovial across 
all countries in which it operates. Both plat-
forms contain rules and standards governing 
health and safety, quality and the environ-
ment. This enables the company to honor 
all its environmental obligations, including 
those relating to air, noise and light pollu-
tion. Meanwhile, all employees involved in 
production are fully familiar with operating 
procedures so as to prevent or minimize en-
vironmental risks.

Ferrovial also has other certified systems 
that comply with different standards and 
regulations, notably: 

•• Standard ISAE 3410 “Assurance En-
gagements on GHG Statements”.

•• ISO 50001, ISO 22000:2005, ISO 
18001, ISO 11000, ISO 27000, 
UNE179002:2011, UNE-EN 18295-
1:2018, UNE 158401:2007, UNE 216701, 
UNE 1176-7:2009, UNE 179002, UNE 
158101, UNE 158301, UNE 158401, 
UNE18295-1, EMAS, SGE21, Madrid 
Excelente. 

In Spain, Portugal, the United Kingdom and Australia, Ferrovial Agroman has 
achieved BIM Verification from the British Standards Institution, a testament to its 
expertise at managing projects in the construction phase with the Building Infor-
mation Modelling (BIM) methodology, in accordance with standard PAS 1192-2 
(recently converted to ISO 19650).

BIM methodology involves incorporating digitalization into construction pro-
cesses and procedures, thus ensuring greater efficiency when managing infor-
mation (plans, modifications, work orders, quality assurance, etc.) during the 
construction phase of an infrastructure project. By using virtual models and a 
collaborative approach to work involving all agents involved in the project, BIM 
offers multiple benefits over traditional construction processes, such as planning 
improvements, better control over measurements and certifications, resource 
optimization, process efficiency and stakeholder management.

During the certification process, the quality and consistency of the training plan es-
tablished by the company to implement this work methodology was second to none, 
demonstrating Ferrovial’s commitment to innovation in processes and procedures.

FERROVIAL AGROMAN HAS OBTAINED BIM VERIFICATION IN 
SPAIN, PORTUGAL, THE UNITED KINGDOM AND AUSTRALIA  
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