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2019 SUSTAINABILITY REPORT - LETTER TO STAKEHOLDERS

Dear Stakeholders,

ITALO has made sustainability a core part of 
our corporate strategy since our inception in 
2006. So we were very proud in 2019 to be 
recognized as a sustainability leader, raising 
the largest ever Green Loan in the transpor-
tation sector underlining our credentials and 
improved terms and conditions for a euro 
1.1 billion. Our best-in-class environmentally 
IULHQGO\�ÁHHW�RI�HOHFWULF� WUDLQV�PHDQ�SDVVHQ-
gers travelling generate 81% less CO2 emissions 
WKDQ�GULYLQJ�DQG�����OHVV�WKDQ�Á\LQJ��WUDYHOOLQJ�
in trains with an average life 15% longer than 
competitor models. 

Our strategy of safety, hospitality, quality and 
sustainability has continued to shape our busi-
ness strategy in 2019. We expanded our net-
work enabling 5 more cities to be connected 
directly, and through our sustainable inte-
grated Italobus network, ensuring we can of-
fer more passengers the opportunity to travel 
more sustainably, more comfortably and more 
DɛRUGDEO\��

Service excellence is fundamental to ITALO’s 
VWUDWHJ\�DQG�RXU�VWDɛ�DUH�FRUH�WR�WKDW�VHUYLFH�
and are our driving force, with customer satis-
faction improving further on 2018. Our work-
force has grown by a further 404 new hires, 
attracting diverse talent underlining once 
again our commitment to gender equality, and 
RQFH�DJDLQ�KDYH�DFKLHYHG�YHU\�ORZ�VWDɛ�WXUQR-
ver rates, reaching 6% in 2019. We continue to 
invest in their development as individuals and  
 
 

as a team, setting ourselves stretching train-
ing targets, and our customer satisfaction pro-
JUDP�ÀQGLQJ�ZD\V�WR�FRQWLQXRXVO\�LQQRYDWH���

The beginning of 2020 brought a challenging 
and testing times for us all. The Covid-19 pan-
demic has had severe impacts on our business. 
ITALO has maintained the vital connections, 
provided by the rail network, even in the most 
critical months of the emergency. We focused 
throughout on ensuring those that needed to 
WUDYHO�FRXOG�GR�VR�LQ�WKH�FRQÀGHQFH�WKDW�WKH\�
and our workforce remained safe and healthy. 
We know that by working partnership with our 
many Stakeholders, we will come through this 
and, as we ramp up our operations we will 
continue to prioritise healthy and safety.

Our commitment to sustainable transport is 
stronger than ever. This third sustainability 
report is aligned to GRI standards, providing 
higher standards of disclosure to all our Stake-
holders and comparable with other major 
players in the sector nationally and interna-
tionally. 

We are all proud of ITALO’s sustainabili-
W\� DFKLHYHPHQWV� WR� GDWH� DQG� DUH� FRQÀGHQW�
through our refreshed sustainability strategy, 
which we are developing, that we will contin-
ue to lead the way. 

1. Letter to Stakeholders

Gianbattista La Rocca
&KLHI�([HFXWLYH�2IÀFHU
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2. Highlights

The Company

Customers & Society

 

 

26 SERVED TOWNS

90.5% OF COSTUMERS FULLY 
SATISFIED WITH THE QUALITY 
OF SERVICE IN 2019 9.3 OUT OF 10 WAS THE PERCEIVED QUALITY 

OF ITALO’S ASSISTANCE SERVICES 
TO PEOPLE WITH REDUCED MOBILITY

31 SERVED STATIONS

110 SERVICES PER DAY IN 2019

2% OF TOTAL OPERATED TRAINS 
DELAYED DUE TO ITALO 
RESPONSIBILITY IN 2019 96.8% OF TOTAL PURCHASE 

SPENDING SPENT ON 
ITALIAN SUPPLIERS

1.1billion € 145 INVESTMENTS IN 2019

million €

SERVED PASSENGERS 
SINCE 201285million

21 SOCIAL AND CULTURAL 
EVENTS IN 20191.30 FOLLOWERS 

ON SOCIAL MEDIA

million

TRAIN-KM IN 201922.4million

GREEN LOAN
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People

Environment
 

140 0ANNUAL SAVING THANKS  
TO ITALO FLEET

46% OF EMPLOYEES ARE 
WOMAN

142 AVERAGE PER-CAPITA 
HOURS OF TRAINING

INCIDENTS OF NON-COMPLIANCE 
WITH ENVIRONMENTAL LAWS 
AND REGULATIONS IN 2019

404 NEW HIRES IN 2019 -61% IN 2019 INJURY RATE 
AS COMPARED TO 2018

33% OF EMPLOYEES 
ARE YOUNGER 
THAN 30 YEARS OLD

19 AVERAGE PER-CAPITA HOURS 
OF RECURRENT TRAINING

100% OF TRAINS EQUIPPED 
FOR RECYCLING

-81%   CO2 EMISSIONS AS COMPARED 
TO AUTOMOTIVE

ISO 14001 ENVIRONMENTAL MANAGEMENT SYSTEM

15% LONGER TRAIN LIFE AS COMPARED 
TO OTHER CONVOYS THANKS TO THE 
USE OF LOW-DEGRADBLE MATERIALS

>99% OF TOTAL CO2 EMISSIONS 
PRODUCED BY TRACTION 
ENERGY

mln kWh

17 OF CO2 PER PASSENGER-
KILOMETER EMITTED 
BY AGV TRAINS

grams

CO2 EMISSIONS AS COMPARED 
TO AIR TRANSPORTS -95%
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3. Glossary

AGV: acronym for French “Automotrice à 
grande vitesse”, is a standard gauge, high-
speed, electric multiple-unit train designed 
and built by Alstom.

CO2 footprint: the total greenhouse gas (GHG) 
emissions caused by an individual, event, or-
ganization, service, or product, expressed as 
carbon dioxide equivalent.

Corporate governance: set of rules regulating 
company’s governance, including relationships 
with the Stakeholders and corporate goals. It 
RIWHQ� LGHQWLÀHV� WKH� RUJDQL]DWLRQDO� VWUXFWXUH�
and the functioning of corporate governing 
and controlling bodies as well.

ESG: acronym for Environmental, Social and 
Governance, it refers to the three major am-
bits of sustainability.

EVO: the New Pendolino EVO trains are part 
of Alstom’s Avelia range of high-speed trains. 
7KH� WUDLQ� LV� WKH�ÀUVW� SURYHQ�KLJK�VSHHG� WUDLQ�
fully compatible with the latest Interoperabili-
W\�7HFKQLFDO�6SHFLÀFDWLRQV��76,��������FRPPRQ�
conditions and standards established by the 
European Union.

Ethical Code:� WKH� GRFXPHQW� GHÀQLQJ� YDOXHV�
and responsibilities acknowledged and accept-
ed by the company within and outside the or-
ganization. It requires all the operations to be 
conducted in compliance with the law, in an 
ethical and fair way and respecting the inter-
ests of company’s Stakeholders.

Greenhouse gases (GHG): any gas that has the 
property of absorbing infrared radiation (net 
heat energy) emitted from Earth’s surface and 
reradiating it back to Earth’s surface, thus 

FRQWULEXWLQJ�WR�WKH�JUHHQKRXVH�HɛHFW��&DUERQ�
dioxide, methane, and water vapor are the 
most important greenhouse gases.

Green loan: any type of loan instrument made 
DYDLODEOH�H[FOXVLYHO\�WR�ÀQDQFH�RU�UH�ÀQDQFH��
in whole or in part, new and/or existing eligi-
ble Green Projects.

GRI Standards: internationally acknowledged 
VWDQGDUGV�IRU�QRQ�ÀQDQFLDO�UHSRUWLQJ�LVVXHG�E\�
the Global Reporting Initiative.

Intermodality: transport framework involving 
two or more modes of transportation in a jour-
ney.

Load factor: the ratio of passengers to availa-
ble seats of a train.

Material topics:�WKH�WRSLFV�WKDW�UHÁHFW�RUJDQ-
ization’s relevant economic, environmental 
and social impacts.

Operational staff:� VWDɛ� LQYROYHG� LQ� RQ�ERDUG�
operations and including drivers, train manag-
ers, hostesses and stewards.

Passenger-kilometer (pkm): the unit of meas-
urement representing the transport of one 
SDVVHQJHU�E\�D�GHÀQHG�PRGH�RI�WUDQVSRUW�RYHU�
one kilometer.

Pure player: a company whose revenue is 
generated entirely or primarily from activi-
ties entailing a low level of CO2 emissions and 
that is therefore capable of combating climate 
change.

RFI: Rete Ferroviaria Italiana S.p.A., the op-
erator of the whole High-speed Line, includ-
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ing stations and other related infrastructure  
and service operator.

Stakeholders: all the individuals or groups of 
LQGLYLGXDOV�WKDW�LQÁXHQFH�RU�DUH�LQÁXHQFHG�E\�
the organization, its products, its activities or 
its services and by performance results related 
to these.

Stakeholder engagement: the process aimed 
at identifying, analyzing and consulting Stake-
KROGHUV�WKURXJK�GLɛHUHQW�FKDQQHOV�

Supply chain: a system of organizations, peo-
ple, activities, information, and resources in-
volved in supplying a product or service to a 
consumer.

Sustainability KPI: key performance indicators 
aimed at monitoring strategic goals related to 
sustainability practices.

Train-kilometer (train-km): the unit of meas-
ure representing the movement of a train over 
one kilometer.

:KLWH�FHUWLÀFDWH� a document issued by an au-
thorized body formalizing the achievement of 
D�VSHFLÀHG�DPRXQW�RI�HQHUJ\�VDYLQJV�
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���&RPSDQ\�SURÀOH

4.1  HISTORY AND MISSION

ITALO started taking advantage of the liberalization of Italian passenger rail services, and the 
JURZWK�RSSRUWXQLW\�RɛHUHG�E\�WKH�LPEDODQFH�EHWZHHQ�KLJK�VSHHG�UDLOURDG��DLU�DQG�PRWRUZD\�WUDQV-
port sectors on key business routes in Italy. 
Italy’s liberalization of high speed rail transport�²�WKH�ÀUVW�FDVH�LQ�WKH�ZRUOG�²�KDV�EHHQ�GHFLVLYH�LQ�
triggering the shift from air and road transport to trains. Despite a lower infrastructural develop-
ment, Italy has presented the highest growth in high speed demand in Europe (over 80% between 
2011 and 20161). 

1  Andrea Giuricin, L’alta velocità nel mondo, https://italospa.italotreno.it/static/upload/l-a/l-alta-velocita-nel-mondo.pdf.

FIRST COMMERCIAL 
JOURNEY

2012
INVESTMENTS 

IN 2019

145
OPERATING 

REVENUE IN 2019

715

TOWNS STATION SERVED

26 31
PASSENGERS 

SERVED SINCE 2012

85
INCIDENTS OF 

CORRUPTION IN 2019

0

2003
EU guidelines 
on the liberlization 
of passenger rail services

2012
First commercial 
journey from Naples
to Milan

2019
31 stations served
110 daily services

2015
Launch of Italobus
services

2006
ITALO established
DV�WKH�ÀUVW�SULYDWH�
high-speed operator 
in the Eu

million € million €

million 
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Such trend has contributed to curb the use of air and road transport for domestic 
routes. In particular, in 2008, before high speed rail infrastructures were built, 
UDLO� VKDUH�RI�WRWDO�SDVVHQJHU�WUDɜF�EHWZHHQ�0LODQ�DQG�5RPH��RQH�RI�WKH�PRVW�
traveled long-distance national routes, was a mere 37%, it increased to 56% in 
2011 – just before the market being liberalized – and skyrocketed to 76% in 20172. 
In 2018, more than 44 million passengers traveled on high speed trains, with a 
daily average of around 170,000 – a 114% increase since 2010. This is due to the 
HQKDQFHPHQW�RI�WKH�RɛHU�LQ�WHUPV�RI�QXPEHU�RI�WUDLQV������LQ������DJDLQVW����LQ�
2008) and daily services (376 in 2019 with a 248% increase as compared to 2010).3

The success of such mode of transport has led to remarkable environmental ben-
HÀWV�DQG�HFRQRPLF�VDYLQJV� IRU�SDVVHQJHUV�DV�ZHOO��ZKLOH�RɛHULQJ�JUHDW�

opportunities to grow integration with urban and regional transport, 
bus and light rail services.

In spite of all odds, ITALO demonstrated to be a unique example 
of private excellence in the rail transportation sector, started 
up in almost six years with over one billion of private capital. 
Today, ITALO and Italian deregulation are a case study world-
wide and international rail operators come to visit ITALO to 
study the innovation, quality of service, the business model and 
WKH�HɛHFWV�RI�GHUHJXODWLRQ�RQ�UDLO�WUDQVSRUW�

4.2  VALUES

The results achieved so far have been made possible by a cor-
porate culture based on a few but sound values, as displayed in 
Figure 1 ITALO’s main values.

���75$�&RQVXOWLQJ�� ,� EHQHÀFL�GHOOD� FRQFRUUHQ]D�QHO� VHWWRUH� IHUURYLDULR�� KWWSV���LWDORVSD�LWDORWUHQR�LW�

VWDWLF�XSORDG�L�E�L�EHQHÀFL�GHOOD�FRQFRUUHQ]D�QHO�VHWWRUH�IHUURYLDULR�SGI�

3  Legambiente, Rapporto Pendolaria 2019, https://www.pendolaria.it/wp-content/uploads/2020/02/

Rapporto-Pendolaria-2019-completo.pdf.

ITALO turns 8
On 28 April 2020 ITALO turned 
8 and decided to celebrate the 
anniversary with all its community. 
Every member of the Loyalty 
Program ITALO Più could post on 
Facebook or Instagram a picture 
taken during a journey on its trains 
or in a place reached thanks to 
them, by using #ITALOtreno and 
#8AnniConITALO hashtags.  
As a birthday gift, ITALO gave them 
a voucher with the wish to be back 
on board soon and celebrate an 
8-year-long journey together again.
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Italo’s 
Values

QUALITY SUSTAINABILITY

HOSPITALITY
SAFETY

MARKET PRESENCE

)LJXUH���,7$/2·V�PDLQ�YDOXHV

QUALITY
Availability and courtesy�RI� WKH�VWDɛ�� WRJHWKHU�ZLWK�FOHDQOLQHVV�DQG�HIÀFLHQF\ of all environ-
PHQWV��LV�WKH�PDLQ�VWUHQJWK�RI�,WDOR·V�VHUYLFHV�DQG�WKH�SLOODU�RI�,WDOR·V�GLVWLQFWLYH�RɛHU��6WDɛ�DUH�
always ready to satisfy the needs of passengers in a professional and careful manner, from the 
purchase of a ticket to the relaxing journey.

HOSPITALITY
,Q�RUGHU�WR�SXUVXH�WKH�FRPSDQ\�PLVVLRQ�LQ�WKH�PRVW�HɛHFWLYH�ZD\��,WDOR�VWULYHV�WR�tailor its services 
to the needs of each traveler by building a trustworthy and collaborative relationship with them, 
ODVWLQJ�RYHU�WLPH��,WDOR�LV�DOZD\V�LQQRYDWLQJ�DQG�FRQVWDQWO\�LPSURYLQJ�WKH�VHUYLFH�RɛHUHG��ZHOFRP-
ing constant feedback from customers.

SUSTAINABILITY
The nature of Italo’s business makes sustainability topics, including responsible governance, en-
hanced social commitment and reduced environmental impacts, of utmost importance. Hence, 
in 2018 Italo started a path that has led so far to the historical subscription of a € 1.1 bn Green 
Loan��DQG�WKH�IRUPDOL]DWLRQ�RI�LWV�HɛRUWV�LQ�WKLV�ÀHOG�WKURXJK�Sustainability Reporting and a Sus-
tainability Plan.

MARKET PRESENCE
The importance of connecting people through the ever growing network of stations served - 31 in 
2019 - and daily services - 110 in 2019 - helped Italo increase its market share.

SAFETY
ITALO pursues the maximum levels of safety�DQG�VHFXULW\�IRU�LWV�WUDYHOHUV��ZRUNHUV�DQG�UDLO�WUDɜF�
as the basic standard of its services. Dedicated training to its personnel, train structural features, 
3ROIHU�DJHQWV�RQERDUG�DQG�ÀUVW�DLG�NLWV�DUH�VRPH�RI�WKH�WRROV�XVHG�WR�JXDUDQWHH�D�VDIH�VHUYLFH�
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4.3 THE COMPANY

,7$/2·V�FXUUHQW�WUDLQ�ÁHHW�LV�PDGH�XS�RI����$*9�����WUDLQV�DQG����(92�3HQGROLQRV��
7KDQNV�WR�LWV�ÁHHW��,7$/2�RɛHUV�MRXUQH\V�WKDW�DUH�ULFK�LQ�HQWHUWDLQPHQW�H[SHUL-
ences and customized services, providing the very best in comfort and designed 
to meet the needs of every kind of traveler.  

,7$/2�RɛHUV�IRXU�WUDYHO�FODVVHV�RU�´DPELHQFHVµ��6PDUW��SURYLGLQJ�D�KLJK�TXDOLW\�
VHUYLFH�DW�DɛRUGDEOH�SULFHV��&RPIRUW��RɛHULQJ�D�SHUIHFW�PL[�EHWZHHQ�WKH�DɛRUG-
DELOLW\�RI�6PDUW�DQG�WKH�FRPIRUW�RɛHUHG�E\�3ULPD��3ULPD��GHVLJQHG�IRU�SDVVHQJHUV�
ORRNLQJ�IRU�FRPIRUW�DQG�D�ÀUVW�UDWH��DWWHQWLYH�VHUYLFH��DQG�&OXE�([HFXWLYH��RɛHU-
ing an exclusive travel experience for the most demanding customers. Once on 
board, free Wi-Fi connections are available in all classes, enabling passengers to 
DFFHVV�,7$/2·V�OLYH�RQERDUG�SRUWDO��RɛHULQJ�YDULHG�HQWHUWDLQPHQW�FRQWHQW��VXFK�
DV�IUHH�ÀOPV��QHZVSDSHUV��PXVLF��GLJLWDO�ERRNV�DQG�PXFK�PRUH��7KH�HQWHUWDLQ-
PHQW�FRQWLQXHV�LQ�WKH�&LQHPD�FRDFK��ZKLFK�HDFK�PRQWK�RɛHUV�D�GLɛHUHQW�SUR-
JUDP��LQFOXGLQJ�D�VHOHFWLRQ�RI�WKH�EHVW�ÀOPV��

In 2019 ITALO connected 31 stations in 26 towns and cities: Salerno, Naples Cen-
trale, Naples Afragola,  Rome Termini, Rome Tiburtina, Florence SMN, Bologna, Ve-
rona, Rovereto, Trento, Bolzano, Brescia, Desenzano, Peschiera, Vicenza, Ferrara, 
Rovigo, Padua, Venice Mestre, Venice Santa Lucia, Treviso, Conegliano, Pordenone, 
Udine, Reggio Emilia AV, Milan Rogoredo, Milan Centrale, Rho Fiera, Bergamo, Turin 
Porta Susa and Turin Porta Nuova.

,Q�DGGLWLRQ�WR�LWV�KLJK�VSHHG�UDLO�VHUYLFHV��,7$/2�DOVR�RɛHUV�,WDOREXV�URDG�WUDQVSRUW�
services, an ITALO-branded bus service provided by private operators in various 
regions of Italy.
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4.4 SHAREHOLDING AND ORGANIZATIONAL STRUCTURE

4.4.1  Shareholding structure

,7$/2·V�VKDUHKROGHU�VWUXFWXUH�UHÁHFWV�WKH�DFTXLVLWLRQ�RI�D�PDMRULW\�LQWHUHVW�E\�WKH�*,3���*OREDO�
Infrastructure Partners fund. As part of the transaction, a number of former shareholders rein-
vested in ITALO (the “Reinvesting Shareholders”). The following infographic reports the actual 
shareholder structure:

)LJXUH���,7$/2·V�VKDUHKROGLQJ�VWUXFWXUH

7.7%
REINVESTING SHAREHOLDERS
Luca Cordero di Montezemolo
through MCG HOLDINGS Srl
Flavio Cattaneo
through PARTIND TRE Srl
Giovanni Punzo
through MDP TRE Srl
Isabella Seragnoli
through MAIS Spa
Alberto Bombassei
through NEXT INVESTMENT Srl
Peninsula Capital
through PII1 Sarl

11.5%
ALLIANZ Spa
of which 10% held through Allianz 
Infrastructure Luxemburg II Sàrl

72.6%
GIP III GLOBAL
INVESTMENT Sàrl

0.6%
MOLAGERS

7.6%
IP INFRA INVESTORS LP

11.5%72.6% 7.7% 7.6% 0.6%

Cosenza

Matera

Benevento

Salerno

Napoli Sorrento

MantovaCremona

Cortina

Roma

Bolzano

Venezia
Padova

Ferrara

Bologna

Firenze

Reggio E.

Torino

Milano

Brescia
Verona

2019 Italo Network
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4.4.2  Organizational structure

Pursuant to the corporate by-laws, ITALO is currently managed by a Board of 
Directors and an Executive Committee. The former has appointed a Chief Exec-
XWLYH�2ɜFHU�ZKR�LV�DOVR�WKH�0DQDJLQJ�'LUHFWRU�

7KH�%RDUG�RI�'LUHFWRUV�LQ�RɜFH�LQ������ZDV�FRPSRVHG�DV�IROORZV�
  Chairman: Luca Cordero di Montezemolo
  Executive Deputy Chairman: Flavio Cattaneo
��&KLHI�([HFXWLYH�2ɜFHU�DQG�*HQHUDO�0DQDJHU��*LDQEDWWLVWD�/D�5RFFD
  Directors:
   - Lucy Chadwick
   - Ines Gandini
   - Philip Marc Iley
   - Christoph Holzer
   - Michael McGee
   - Scott Allen Stanley

7KH� 'LUHFWRUV� UHPDLQ� LQ� RɜFH� IRU� WKH� SHULRG� GHWHUPLQHG� E\� WKH� DSSRLQWPHQW�
deed, which may not in any case exceed three years and may be re-elected.
The shareholders’ meeting has appointed both a Board of Statutory Auditors and 
an Independent Auditor.
2019 organizational structure of the Company consists of 3 operating divisions, 
&RPPHUFLDO��2SHUDWLRQV�DQG�+HDG�2ɜFH��LGHQWLÀHG�DV�3URGXFWLRQ�8QLWV�SXUVXDQW�
to art. 2 lett. t) of Legislative Decree No. 81 of 2008, as they are all endowed with 
WHFKQLFDO�IXQFWLRQDO�DXWRQRP\��ÀQDQFLDO�DXWRQRP\�DQG�VSHFLÀFLW\�RI�SURGXFWLRQ�
processes.

CEO
G. La Rocca

BoD CHAIRMAN
L. Cordero 

di Montezemolo

PROJECT
MANAGEMENT OFFICE
A. Ferrea

CHIEF
FINANCIAL OFFICER
R. Vitto

INDUSTRIAL PRODUCT
DEVELOPMENT & IT
F. Meda

HEALTH & SAFETY
F. Sgroi

EXECUTIVE
VICE CHAIRMAN

F. Cattaneo

HUMAN RESOURCES
& ORGANIZATION

A. Valenza

LEGAL AFFAIRS
& COMPLIANCE

N. Montella

CHIEF
COMMERCIAL OFFICER

F. Bona

CHIEF
OPERATION OFFICER

P. Belforte

INTERNAL AUDIT
& RISK MANAGEMENT

F. Cagnetti

PRESS & PUBLIC
RELATIONS

F. Cattaneo a.i.

EXECUTIVE 
COMMITTEE

STRATEGY

)LJXUH���,7$/2·V�RUJDQL]DWLRQDO�VWUXFWXUH
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The Manager of each Production Unit is provided with all the decision-making, management, stra-
WHJLF��RUJDQL]DWLRQDO��ÀQDQFLDO�DQG�FRQWURO�SRZHUV���DQG�WKH�FRQVHTXHQW�UHVSRQVLELOLWLHV���QHFHVVDU\�
for the autonomous management of the related Production Unit, including the role of Employer and 
Environmental Manager of the latter.

4.4.3  Internal Audit and Risk Management

ITALO has adopted a risk management and internal control system consisting of a set of controls, 
rules, procedures, and organizational structures designed to identify, assess, monitor and mitigate 
company risks. This system has been implemented taking into account the recommendations of the 
“Internal Controls – Integrated Framework” issued by the Committee of Sponsoring Organizations 
of the Treadway Commission (“CoSO Report”) and it consists of three levels:

1.  Under the “First Line of Defense”, Operational Management bears the responsibility of and the 
accountability for direct assessment, control and mitigation of risks, guiding the development 
and implementation of internal policies and procedures, ensuring that activities are consistent 
with goals and objectives, and implementing corrective actions to address process and control 
GHÀFLHQFLHV�

2.  The “Second Line of Defense” is represented by ITALO’s risk management and com-
pliance functions with the responsibility to oversee, through the periodic assessment 
DQG� FRQWLQXRXV� PRQLWRULQJ� DQG� FRQWURO� DFWLYLWLHV�� VSHFLÀF� ULVN� W\SRORJLHV� DQG� WR� HQVXUH�
that the First Line of Defense is properly designed, in place, and operating as intended. 
Within this context, the 5LVN�2IÀFH holds the responsibility to implement, maintain and up-
date in dedicated “Risk & Control Self-Assessment” workshops with Process Owners and Op-
erational Management ITALO’s Enterprise Risk Management (ERM) process. Moreover, it fos-
ters coordination among “Second Line of Defense” functions in order to increase integration.  

2nd Line of Defense
RISK OFFICE, HEALTH&SAFETY, 

COMPLIANCE, IT SECURITY, PRIVACY/DATA 
SECURITY, FRAUD/CREDIT/INSURANCE 
MANAGEMENT, QUALITY INSPECTORS

3rd Line 
of Defense

INTERNAL AUDIT

Vice President - BoD
Board of Statuary Auditors Surveillance Body 

ex L.D. 231/01

1st Line of Defense
PROCESS OWNERS/OPERATIONAL MANAGEMENT

)LJXUH���,7$/2·V�5LVN�0DQDJHPHQW�DQG�,QWHUQDO�&RQWURO�6\VWHP�
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At the reference date, ITALO’s main risks4 are represented by:
    Strategic / Business Risks: risks of failure to achieve business goals, due to the misalignment 

between targets and adopted strategies and/or external events, including market and social 
factors.

    Financial Risks��ULVNV�WKDW�PD\�DGYHUVHO\�LPSDLU�,7$/2·V�FDSDFLW\�WR�PHHW�LWV�ÀQDQFLDO�REOLJD-
tions (e.g. Credit risk, Liquidity risk, Funding risk, Interest rate risk)

    Operational Risks: risks of improperly performing process activities, due to inadequate and 
malfunctioning internal procedures, failure of systems and/or external events, including envi-
ronmental factors. The operational risks represent a fundamental element for a rail operator 
DV�PDLQO\�UHODWHG�WR�WUDɜF�LVVXHV�ZKLFK�DUH�FULWLFDO�IRU�ERWK�EXVLQHVV�FRQWLQXLW\�DQG�VDIHW\�

    Compliance Risks: risks of incurring in legal or administrative penalties or reputational dam-
age, due to potential not correct implementation of external laws and regulations (including, 
among others, workplace health & safety, environmental and railway safety regulations) and 
self-governance rules (e.g. codes of conduct, corporate governance rules).

Monitoring of compliance risks is a fundamental element of the system.
The Compliance Function lies within the organization perimeter of the Legal and Health and 
Safety Departments, and is tasked with:
   ensuring the compliance with the national and EU regulations within the scope of its own ju-
ULVGLFWLRQ��H�J��/�'����������

   ensuring the protection of the company’s reputation from any damage due to non-compliance 
ZLWK�H[WHUQDO�DQG�LQWHUQDO�UHJXODWRU\�ODZV��SURFHGXUHV�DQG�EHVW�SUDFWLFHV�

   performing the risk assessment activities in order to ensure the continuous update of the 231 
Model, also through the cooperation with other functions, such as Internal Audit & Risk Man-
DJHPHQW�'HSDUWPHQW�

   developing all the training activities about the L.D. 231/01. 

3.  The Internal Audit Function acts as the “Third Line of Defense” providing independent and 
REMHFWLYH�DVVLVWDQFH�DQG�FRQVXOWLQJ�VHUYLFHV�WR�DVVHVV�DQG�LPSURYH�WKH�HɛHFWLYHQHVV�RI�,7$/2·V�
governance, risk management and internal control system - including the manner in which the 
First and Second Lines of Defense achieve risk management and control objectives - taking  
as a reference the “International Professional Practice Framework” of The Institute of  
Internal Auditors.
The Head of Internal Audit Function reports to the Vice President of the Board (also Chairman 
of the Executive Committee) and is member of the Surveillance Body in compliance with Italian 
L.D. n. 231/01.

4.5 BUSINESS ETHICS AND ANTI-CORRUPTION

ITALO understand the importance of good business ethics and the value of legal compliance. It pur-
sues market competition through the correct and functional use of its resources, in full compliance 
with current regulations, principles of integrity and transparency, and environmental protection.

���)RU�IXUWKHU�GHWDLOV��UHIHUHQFH�VKRXOG�EH�PDGH�WR�WKH�VSHFLÀF�VHFWLRQ�RI�WKH�$QQXDO�)LQDQFLDO�5HSRUW�
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In order to ensure strict compliance with the principle of legality and prevent any form of corrup-
tion, the company has adopted:
   an Ethical Code�
  the 231 Model and, in particular:
   -  the Special Part “A”, called “Crimes against the Public Administration and the Judicial  

$XWKRULW\µ�
   -  the Special Part “B1” 231 Model, called “Crime of corruption between private individuals  

DQG�LQVWLJDWLRQ�WR�FRUUXSWLRQ�EHWZHHQ�SULYDWH�LQGLYLGXDOVµ�
   a Disciplinary System in order to sanction the failure to comply with the measures indicated in 
the Organizational Model and the ethical principles contained in the Ethical Code, which is an 
LQWHJUDO�SDUW�RI�WKH�����0RGHO�

   Guidelines LG PERS 01 “Management of the relationships with the Public Administration and 
SULYDWH�VXEMHFWV��DQG�WRROV�IRU�WKH�SUHYHQWLRQ�RI�FRUUXSWLRQµ��
��&RPSDQ\�SURFHGXUHV�DQG�LQWHUQDO�UHJXODWLRQV�
  a Whistleblowing Policy.

In particular, with the aim of ensuring fairness and transparency in the conduct of business and 
company activities, and of protecting its position and image, and the expectations of its Stake-
holders, ITALO has adopted its Organization, Management and Control Model pursuant to Italian 
Legislative Decree no. 231/01 (so-called 231 Model). The company is carrying out a review of 
such Model in order to embody the latest regulations governing the administrative liability of en-
WLWLHV�IRU�ÀQDQFLDO�FULPHV�

,Q�RUGHU�WR�SXUVXH�FRQWLQXRXV�LPSURYHPHQW��WKH�&RPSDQ\�KDV�DGRSWHG�VSHFLÀF�SURFHGXUHV��ZKLFK�DUH�
an integral part of the Model itself, summarizing the main controls and processes of 

the Company to reduce the risk of committing crimes to an “acceptable level”. 
,Q�SDUWLFXODU��,7$/2�KDV�LGHQWLÀHG�WKH�DFWLYLWLHV�H[SRVHG�WR�WKH�ULVN�RI�FULPHV�
DQG�GHÀQHG�D�FRQWURO�V\VWHP��LQ�RUGHU�WR�DGHTXDWHO\�SODQ�DQG�PRQLWRU�GH-
cision-making processes and to grant timely measures to prevent crimes.

The control principles are articulated into three levels: 
    general control principles, which both the internal control system 
and the risk prevention system must comply with. They consist of 
internal procedures (“protocols”) formalizing a system of powers for 
the regulation of activities, responsibilities and controls, segregation 
RI�GXWLHV��DQG�WUDFHDELOLW\�

   general principles of conduct aimed at standardizing the procedures 
for the decision-making for each category of crime deemed to be 
PRUH�RU�OHVV�UHOHYDQW��

  preventative control principles aimed at avoiding the commission 
of crimes in each of the Areas “at risk” mapped and reported in each 
Special Part of the Model.

231 Model
Organization, Management and 
Control Model pursuant to Italian 
Legislative Decree no. 231/01 is an 
organizational model adopted by 
a legal entity to prevent its own 
criminal liability for the commission 
or attempted commission of the 
crimes listed therein on behalf  
or in favor of the entity itself.
The model envisages all the tools, 
procedures and control mechanisms 
necessary for the prevention 
 of such crimes. The correct 
adoption and enforcement of such 
prescriptions exclude entity’s 
liability in the cases mentioned 
above. The decree applies, 
among the main crimes, to the 
following ambits: anti-bribery, 
anti-trust, fraud, organized 
crime, data protection, corporate 
crimes, terrorism, market 
abuse, manslaughter, copyright, 
environmental crimes and 
transnational crimes.
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Moreover, the Whistleblowing Policy, implemented in compliance with the regu-
latory requirements of Italian Law no. 179/2017, was updated in 2019.

ITALO has established its own Surveillance Body, with the task of supervising the 
IXQFWLRQLQJ��HɛHFWLYHQHVV�DQG�REVHUYDQFH�RI�WKH�2UJDQL]DWLRQDO�0RGHO��DV�ZHOO�DV�
updating it, which is composed of two external members, and an internal one.

$V�D�FRQÀUPDWLRQ�RI�,7$/2·V�DWWHQWLRQ�DQG�FRQWURO�RYHU�WKLV�LVVXH��QR�PHDVXUHV�
ZHUH�WDNHQ�WR�LPSRVH�ÀQDQFLDO�SHQDOWLHV�RU�GLVTXDOLÀFDWLRQV��H�J��GLVTXDOLÀFDWLRQ�
IURP�FRQGXFWLQJ�EXVLQHVV��IRU�DFWLRQV�TXDOLÀHG�DV�FRUUXSWLRQ�LQ������

ITALO has published its 231 Model on both its websites and on the corporate in-
tranet. In order to raise awareness and understanding of the company’s related 
provisions, training sessions on the administrative liability of entities have been 
organized for employees and corporate bodies. 
All employees are required to know the procedures within their competence, the 
internal regulations, 231 Model and the Ethical Code, which are also shared with 
DQG�HQIRUFHG�LQ�WKH�UHODWLRQVKLSV�ZLWK�WKLUG�SDUWLHV�WKURXJK�VSHFLÀF�FRQWUDFWXDO�
clauses.

The purpose of such measures is to strengthen the culture of respect of ethical 
principles, rules and relating operational procedures among the Corporate Bod-
ies, the Employees, and Partners. 
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5. Road to sustainable business

Sustainability has always accompanied ITALO’s growth since its foundation. Indeed, the strong 
HQYLURQPHQWDO� SHUIRUPDQFH� KDV� UHSUHVHQWHG� RQH� RI� WKH� GLVWLQFWLYH� IHDWXUHV� GLɛHUHQWLDWLQJ� WKH�
company from its competitors. Nevertheless, over the years, ITALO has gradually expanded its 
commitment to build a 360° sustainable business and has embarked on an ambitious journey that 
will lead the company to further integrate sustainability into its corporate strategy.

STAKEHOLDER CATEGORIES IDENTIFIED

10

MATERIAL TOPICS

19
GREEN LOAN

SUSTAINABILITY PLAN

1
GOVERNANCE ENVISAGING AN ESG STEERING 

COMMITTEE AND TWO ESG TEAMS

ESG

SUSTAINABILITY REPORT

1.1billion €

)LJXUH� �� 6XVWDLQDELOLW\� PDWXULW\� PDWUL[�� 6RXUFH�� 0�� 0ROWHQL�� *OL� 6WDGL� GL� 6YLOXSSR� GHOOD� &65� 
QHOOD�6WUDWHJLD�$]LHQGDOH��,PSUHVD�3URJHWWR�²�5LYLVWD�RQ�OLQH�GHO�',7($��Q����������

 

- Initiatives for the employees
- Non-methodical support to community
- Environmental initiatives

AWARE OF ITS
INELUCTABILITY

TOP MANAGEMENT PUSHES TO REACH 
NEXT STAGES SUSTAINABILITY

LEVEL 
OF INTERGATION

INTO THE 
CORPORATE 

STRATEGY

TIME

DEVELOPMENT STAGES OF SUSTAINABILITY WITHIN CORPORATE STRATEGY1

WILLING TO MAKE
IT CONCRETE

SEEKING
COMPETITIVE ADVANTAGE

IDEAL TENSION

- Ethical Code
��(QYLURQPHQWDO��VDIHW\�DQG�VRFLDO�FHUWLÀFDWLRQV
- Sustainability report
- Cause-related marketing

-  Use of the value chain for mitigating 
   and preventing business-related impacts
- Stakeholder engagement
- Development of the environmental policies
- Systematization of the community support
- Corporate welfare

- Enriching Sustainability
- Integration into the corporate
��,GHQWLÀFDWLRQ�RI�VRFLDO�JDSV�
  that the company can address

- CSR as the leading   
  feature of 
  corporate culture
- Collective actions 
  for changing sector 
  attitude

informal

current

methodical 

innovative

leading

st

3rd



What is a Green Loan?
Green loans are any type of 
loan instrument made available 
H[FOXVLYHO\�WR�ÀQDQFH�RU�UH�
ÀQDQFH��LQ�ZKROH�RU�LQ�SDUW��
new and/or existing eligible 
Green Projects, appropriately 
described and providing clear, 
TXDQWLÀHG��PHDVXUHG�DQG�UHSRUWHG�
HQYLURQPHQWDO�EHQHÀWV�ZKLFK�ZLOO�
be eventually assessed.

ITALO’s environmental 
performance
Among the highlights contributing 
to such a great result, the 
environmental performance of its 
$*9�ÁHHW�DV�ZHOO�DV�WKH�FRPSDQ\·V�
high environmental standards have 
played a decisive role:
•  the high percentage  

of recyclable materials used  
in the production of the trains

•  about 81% and 95% lower CO2 
emissions as compared  
to automotive and air  
transports respectively

•  modern regenerative braking 
leading to 9% of energy savings

•  noise reductions of 10% below  
the most restrictive limits in force

•  over 36,000 kg of paper saved,  
the equivalent of 62,220 kg of CO2, 
bringing paper consumption to just 
5% of the original use levels
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5.1 THE GREEN LOAN

In 2019, thanks to its great contribution to the transition to sustain-
able mobility, the company raised the largest-ever Green Loan in 
the transportation sector worldwide: a € 1.1 billion loan with an 
option for turning it into a Sustainability-Linked Loan, marking an 
XQSUHFHGHQWHG�EUHDNWKURXJK�LQ�JUHHQ�ÀQDQFLQJ�IRU�WKH�WUDQVSRUWD-
tion sector. The loan, that has been syndicated to a group of Italian 
DQG�LQWHUQDWLRQDO�EDQNV��KDV�EHHQ�XVHG�WR�UH�ÀQDQFH�,7$/2·V�½�����
million existing green investments and to further invest in its mod-
HUQ�DQG�HɜFLHQW�ÁHHW�

The transaction is an acknowledgement of the outstanding envi-
ronmental performance of ITALO and its trains. Indeed, Italo has 
demonstrated to be a mass transit operator using a best-in-class 
HFRIULHQGO\�ÁHHW�RI�WUDLQV�DQG�D�OHDGHU�LQ�HQYLURQPHQWDO�VXVWDLQDELO-
LW\�LQ�WKH�KLJK�VSHHG�UDLO�PDUNHW��ZKLFK�FODVVLÀHG�LW�DV�D�pure player 
in clean transportation for public transportation in Italy, meaning 
a company whose revenue is generated entirely or primarily from 
activities entailing a low level of CO2 emissions and that is therefore 
capable of combating climate change.

5.2 ENHANCED SUSTAINABILITY REPORTING

This is Italo’s third sustainability report and represents a further 
evolution in transparency and disclosure, adopting GRI Sustainabili-
ty Standards guaranteeing further transparency and accuracy for its 
Stakeholders. 
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5.2.1 Stakeholder analysis

Sustainability reporting is the main tool for the dissemination to stakeholders of social, economic 
and environmental information about the organization. Through this tool, the organization relates 
with its stakeholders in a clear, responsible and transparent way. ITALO operates in a strategic busi-
ness for Italian economy and society, thus, a responsible relationship with all of its stakeholders 
LV�RI�XWPRVW�LPSRUWDQFH�DQG�PXVW�LQFOXGH�WKH�FRPSOHWH�UHSRUWLQJ�RI�LWV�QRQ�ÀQDQFLDO�SHUIRUPDQFH�
and plans too.

In 2020, the company has carried out a complete mapping of its stakeholders, namely the identi-
ÀFDWLRQ�RI�WKH�individuals or groups of individuals that LQÁXHQFH�RU�DUH�LQÁXHQFHG�E\�WKH�RUJD-
nization, its activities or its services and by performance results related to them. Such process is 
necessary in order to better identify their interests, expectations and, as a consequence, ITALO’s 
responsibilities towards each category.

After surveying sector megatrends, a panel of 8 national and international peers have been thor-
oughly examined in order to identify the most common groups of stakeholders in the rail transpor-
tation sector. After considering the peculiar features of ITALO’s business and context, 10 stake-
holder groups, as reported in Figure 6, have been mapped as key stakeholders for the company. 

The importance of customers and employees arose as predominant both at a sector-wide level and 
for ITALO’s culture. 

The nature of the rail business itself, requiring an extensive network of collaboration, has ac-
knowledged the important role of investors and shareholders, institutions – both national and 
local – business partners, trade unions and the support of civic society through media and the third 
sector.

)LJXUH���,7$/2·V�VWDNHKROGHU�PDS

EMPLOYEES

CUSTOMERS

SHAREHOLDERS

MEDIA

LOCAL
AUTHORITIES AND 

COMMUNITIES

INVESTORS

INSTITUTIONS
AND PA

SUPPLIERS 
AND STRATEGIC 

PARTNERS

ASSOCIATIONS 
AND NGOs

TRADE 
UNIONS
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5.2.2 Materiality analysis

According to the GRI Sustainability Reporting Standards, organizations should fo-
cus the reporting process on those WRSLFV�WKDW�UHÁHFW�WKH�HFRQRPLF��HQYLURQ-
PHQWDO� DQG� VRFLDO� LPSDFWV� WKDW� DUH� VLJQLÀFDQW� IRU� WKH� FRPSDQ\� or that can 
LQÁXHQFH�6WDNHKROGHUV·�DVVHVVPHQWV�DQG�GHFLVLRQV�

7KRVH�WRSLFV�DUH�GHÀQHG�DV�material topics and represent the pillars of the Sus-
tainability Report, orienting the company’s sustainability overall approach as well. 

The outcome of the analysis is represented by the materiality matrix, which dis-
plays the topics on a Cartesian plane according to their relevance as assessed by 
corporate functions and Stakeholders (Figure 8).

7KH�ÀQGLQJV�SHUIHFWO\�UHÁHFW�,7$/2·V�FXOWXUH�DQG�DSSURDFK��EDVHG�RQ�WKH�SLOODUV�
of quality and safety and, more in general, on the attention to the customer. At 
the same time, a sound corporate organization is the necessary support of a good 
service, and this principle is represented by the importance acknowledged to 
economic performance but also to the human resources, the integrity of gover-
nance and the growing integration of sustainability into business strategy. Among 
the material topics, integrated mobility occupies a particular position since it 
represents one of the most important trends of the sector, a fast-growing subject 
not only in rail transportation but for mobility as a whole, and, thus, an area ITALO 
has been progressively developing.  

)LJXUH���,7$/2·V�PDWHULDOLW\�DQDO\VLV

1.  AI-based analysis of sector megatrends by surveying  
a sample of 50 companies operating in the air, 
rail and road transportation sector

3DUW�RI�WKH�6WDɛ�DQG�7RS�0DQDJHPHQW�IURP�GLɛHUHQW�GLYLVLRQV�
have been engaged in a dedicated workshop and asked to 
DVVHVV�WKH�LPSRUWDQFH�RI�HDFK�LGHQWLÀHG�WRSLF�WKURXJK�ERWK�WKH�
lens of the company and of its Stakeholders. 19 topics, related 
to the 5 areas of Governance, Customers, Human Resources, 
Society and Environment, resulted to be material to ITALO

2.  Detailed benchmark analysis of a panel of 8 peers  
IRU�WKH�LGHQWLÀFDWLRQ�RI�WKH�PRVW�UHOHYDQW�VXVWDLQDELOLW\ 
WRSLFV�LQ�WKH�ÀHOG�RI�UDLO�PRELOLW\

1 IDENTIFICATION 
OF RELEVANT TOPICS

2 ASSESSMENT  
OF THE IDENTIFIED TOPICS



)LJXUH���,7$/2·V�PDWHULDOLW\�PDWUL[
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5.3 SUSTAINABILITY PLAN

A key element of a comprehensive approach to sustainability is strategic vi-
sion. That is why ITALO is working on its three-year sustainability plan to set 
clear goals, actions and targets to improve its performance and consolidate its 
strengths. The plan aims at preparing the organization to run its business taking 
into account and respecting the interests of all its stakeholders, in order to make 
a long-lasting positive impact on the environment and the society. It envisages the 
following implementation areas, that characterize the backbone of its business 
DQG� VXVWDLQDELOLW\� FXOWXUH�� VWDNHKROGHU�HQJDJHPHQW��HQHUJ\�XVH��HPLVVLRQV�DQG�
FOLPDWH�FKDQJH��ZDVWH�PDQDJHPHQW��TXDOLW\�RI�VHUYLFH��F\EHUVHFXULW\��WHUULWRU\�
DQG�FRPPXQLW\��VXVWDLQDEOH�VXSSO\�FKDLQ��WUDLQLQJ��KHDOWK�DQG�VDIHW\��GLYHUVLW\��

Economic 
performance

Corporate governance,
compliance and risk management

Energy use, emissions
and climate changeBusiness ethics, 

anti-corruption and human rights

Costumer privacy 
and information security

Stakeholder engagement,
sustainability and corporate culture

Diversity and inclusion

Waste management

Passenger safety 
and security

Quality
of service
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5.4 SUSTAINABILITY GOVERNANCE

The growing importance and integration of sustainability into ITALO’s corporate 
strategy has prompted the expansion of the company’s governance. In January 
2020, the service order no. 01/2020 established two new bodies in charge of 
supervising and managing decision-making process for Environmental, Social and 
Governance (ESG) topics, fostering the development and implementation of relat-
ed programs and initiatives. The bodies are:

1. the ESG Steering Committee��FKDLUHG�E\�WKH�&(2�� LW�GHÀQHV�DQG�SURPRWHV�
ITALO’s ESG policy and decision-making mechanisms, by harmonizing them 
with corporate strategy. It oversees the approval processes of ESG programs 
and initiatives and ensures the coordination with the relevant functions for 
evaluating technical and economic feasibility.

� 6SHFLÀFDOO\��WKH�(6*�6WHHULQJ�&RPPLWWHH�LV�WDVNHG�ZLWK�LVVXLQJ�WKH�6XVWDLQDELO-
ity Report, the Sustainability Plan and its related KPIs.

� ,7$/2·V�&KLHI�)LQDQFLDO�2ɜFHU�LV�WKH�'HSXW\�RI�WKH�&RPPLWWHH�DQG�VXSSRUWV�
the CEO in coordinating it and engaging Stakeholders. The other members are 
WKH�&KLHI�&RPPHUFLDO�2ɜFHU��WKH�&KLHI�2SHUDWLRQV�2ɜFHU�DQG�WKH�'LUHFWRUV�
of the Health & Safety, Human Resources & Organization, Industrial Product 
'HYHORSPHQW�	�,7��DQG�/HJDO�$ɛDLUV�	�&RPSOLDQFH�GLYLVLRQV��7KH�&RPPLWWHH�
gathers at least on a quarterly basis.

2. the ESG Teams��WKH\�JDWKHU�DW�OHDVW�RQ�D�PRQWKO\�EDVLV�DQG�RSHUDWH�LQ�GLɛHU-
ent areas of sustainability. In particular:
   Environmental Team: coordinated by Health & Safety Director, it proposes 
programs related to environmental protection, emission and energy reduc-
tion, and health and safety. It supervises the implementation of such pro-
grams and monitors environmental KPIs, ensuring their alignment to corpo-
rate targets.

   Social & Governance Team: coordinated by Human Resources & Organi-
zation Director, it proposes and supervises social programs for employees, 
their families and the community, and monitors social KPIs, ensuring their 
alignment to corporate targets. Moreover, it encourages internal awareness 
on ESG topics through dedicated internal communication initiatives.
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6.    ENVIRONMENT



The European Green Deal 
In December 2019, the European Commission 
presented the so-called European Green Deal, 
a growth strategy that aims to protect, conserve 
and enhance the EU’s natural capital, protect 
the health and well-being of citizens from 
environment-related risks and impacts, and ensure 
a just and inclusive transition. The ultimate goal 
of this strategy is building a modern, resource-
HIÀFLHQW�DQG�FRPSHWLWLYH�HFRQRP\�with no net 
GHG emissions in 2050 and an economic growth 
decoupled from resource use. The Green Deal is 
an integral part of his Commission’s strategy to 
implement the United Nation’s 2030  
Agenda and the sustainable development goals.
7KH�PDFUR�DUHDV�RI�WKH�DFWLRQ�SODQ�DUH�DQ�HɜFLHQW�
resource use, circular economy, biodiversity 
protection and pollution reduction.
7KH�GRFXPHQW�HQFRPSDVVHV�D�VSHFLÀF�DFWLRQ�
to transform mobility, labelled as “Accelerating 
the shift to sustainable and smart mobility”. 
Intermodal transport is highlighted as a crucial 
HOHPHQW�IRU�HQKDQFLQJ�WKH�HɜFLHQF\�RI�WUDQVSRUW�
system and reducing emissions, in particular for 
IUHLJKW�RSHUDWLRQV��6SHFLÀFDOO\��D�shift towards 
rail and waterborne transport is encouraged, 
requiring an increase of the related infrastructures.
Special attention is reserved to automation, 
connectivity and digitalization, as fundamental 
HOHPHQWV�RI�HɛHFWLYH�VPDUW�
and integrated mobility services.
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6. Environment 

ITALO has always put environmental sustainability at the 
core of its business model, as proved by its outstanding 
energy and emission reduction performance over the 
years.

In recent years, the reduction of emissions, including 
JUHHQKRXVH� JDVHV� �*+*��� ÀQH� SRZGHUV� DQG� QRLVH�� KDV�
become a priority of mobility providers and institutions 
have endorsed the commitment to a new and more sus-
tainable mobility worldwide, as the EU has done with its 
European Green Deal. 
 
In this context, railway sector must play a central role, 
representing a ready-to-use clean means of transporta-
tion. Indeed, in 2017 transport accounted for a quarter 
of the EU total energy related CO2 emissions. 

However, only 0.5% of such emissions came from the rail 
VHFWRU��ZKLFK�LV�D�VLJQ�RI�WKH�KLJKHU�HQHUJ\�HɜFLHQF\�RI�
rail transport as compared to other modes of transport. 
Moreover, it does not need the investments that the au-
tomotive sector requires for electrical conversion. 

OF CO2 PER PASSENGER-KILOMETER 
EMITTED BY AGV TRAINS

OF TOTAL CO2 EMISSIONS PRODUCED 
BY TRACTION ENERGY

OF TRAINS EQUIPPED 
FOR RECYCLING

17

99% 100%

ANNUAL SAVING
THANKS TO ITALO FLEET

LONGER TRAIN LIFE AS COMPARED 
TO OTHER CONVOYS THANKS TO THE USE 

OF LOW-DEGRADABLE MATERIALS

15%

INCIDENTS OF NON-COMPLIANCE 
WITH ENVIRONMENTAL LAWS 
AND REGULATIONS IN 2019

CO2 EMISSIONS AS COMPARED 
TO AUTOMOTIVE

0

over

-81%

-95%
CO2 EMISSIONS AS COMPARED 

TO AIR TRANSPORTS

140mln kWh grams
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The use of electricity for traction makes the train ready to run at 
“zero emissions”: having a renewable production of energy would 
then allow the train to operate without direct impact on the en-
vironment, paving the way to the transition to “zero emissions”.

To date, a relatively high share of renewable energy composes 
the Italian “electricity mix” which will be further increased over 
the coming years. 

On its part, ITALO has structured a management system that is 
aware of the ambitious goal set by the EU, the climate-energy 
package “20-20-20” and cooperates for a unique Global Sustain-
able Goal with other rail companies through the adoption of the 
“Declaration for sustainable mobility”5, that is an agreement 
supported by the United Nations including more than 200 rail 
companies globally. The declaration aims at producing positive 
impacts and improvements in three key areas: meeting the ex-
pectations of society, meeting the expectations of customers, 
and ensuring a responsible leadership.

6.1 ENERGY, EMISSIONS AND NOISE

6.1.1 Energy and emissions

Since 2014, the Ministry of Economic Development in collabora-
tion with the Ministry of the Environment has admitted ITALO’s 
$*9�ÁHHW�WR�D�SURJUDP�DLPHG�DW�HQFRXUDJLQJ�HQHUJ\�HɜFLHQF\�
ZKLFK� SURYLGHV� IRU� WKH� DVVLJQPHQW� RI� :KLWH� &HUWLÀFDWHV�� 7KH�
SXUFKDVH�DQG�FLUFXODWLRQ�RI�,7$/2�ÁHHW�KDV�SURGXFHG�DQ�DQQXDO�
VDYLQJ� RI� ����PLOLRQ� .ZK� FRPSDUHG� WR� WKH� FHUWLÀHG� EDVHOLQH��
The policy adopted by ITALO in the selection of AGV trains has 
been followed for the purchase of the (92�WUDLQ�ÁHHW as well, 
the most sustainable product currently available on the market, 
which has been admitted to the energy saving incentive pro-
gram.

7KH� LQYHVWPHQW� LQ� WKH� UHQHZDO� RI� WKH� ÁHHW�� ZKLFK� KDV� EHHQ�
granted the biggest Green Loan ever in the transportation 
sector, represents a milestone in ITALO’s strategy for climate 
change action, since train energy consumption and related emis-
sions cover over 99% of the company’s total ones. 

���KWWSV���XLF�RUJ�,0*�SGI�XLFBVXVWDLQDELOLW\BGHFODUDWLRQBÀQDO�SGI

2020 climate 
and energy package
The 2020 package is a set of 
binding legislation enacted in 2009 
to ensure the EU meets its climate 
and energy targets for the year 
2020. The package sets three 
key targets:
•  20% cut in greenhouse gas 

emissions��IURP������OHYHOV��
•  20% of EU energy from 

renewables�
•  20% improvement in energy 
HIÀFLHQF\.

The EU has taken action in several 
areas to meet the targets, for 
example, through Emission trading 
system (ETS), national targets for 
emission reduction and renewable 
HQHUJ\��DQG�LQQRYDWLYH�ÀQDQFLQJ�

:KLWH�FHUWLÀFDWHV
$�ZKLWH�FHUWLÀFDWH��DOVR�UHIHUUHG�
WR�DV�DQ�(QHUJ\�6DYLQJV�&HUWLÀFDWH�
�(6&��RU�(QHUJ\�(ɜFLHQF\�&UHGLW�
(EEC), is a document issued by 
an authorized body formalizing 
WKH�DFKLHYHPHQW�RI�D�VSHFLÀHG�
amount of energy savings. Each 
FHUWLÀFDWH�UHSUHVHQWV�D�WUDFHDEOH�
commodity bearing a property right 
over additional energy savings and 
FHUWLI\LQJ�WKDW�WKH�EHQHÀW�RI�WKHVH�
savings has not been accounted for 
elsewhere.
 

ENVIRONMENTAL MANAGEMENT 
SYSTEM

ISO 14001
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,QGHHG��WKH�HQHUJ\�HɜFLHQF\�RI�UDLO�WUDQVSRUWDWLRQ�DQG��LQ�SDUWLFXODU��RI�,7$/2·V�QHZ�WUDLQV�²�DY-
HUDJH�ÁHHW�HPLVVLRQV�DFKLHYLQJ�D� UHPDUNDEOH����J&22/pkm in 2019 – is a fundamental element 
mitigating the energy impact of the increased operational capacity, which led to growing energy 
consumptions and scope 2 emissions in 2019. This is particularly relevant as far as alternative 
modes of transport are considered, as a totally electric powertrain allows rail transportation to cut 
its emissions up to 81% as compared to cars, and 95% if airplanes are taken into consideration, with 
an estimated average consumption of 14 gCO2/pkm for trains against 74 gCO2/pkm for petrol cars 
and 285 gCO2/pkm for aircrafts6.

$W� WKH� VDPH� WLPH�� ,7$/2� LV�ZRUNLQJ� RQ� HQKDQFLQJ� LWV� HQHUJ\� HɜFLHQF\� DQG� UHGXFLQJ� HPLVVLRQV�
through other initiatives as well. For instance, ITALO has issued a new policy which encourages the 
substitution of conventional cars with electric or hybrid ones.

$V�IRU�RɜFH�HQHUJ\�FRQVXPSWLRQV��WKH�FRPSDQ\�KDV�FDUULHG�RXW�D�FRPSOHWH�UH�ODPSLQJ�RI�WKH�KHDG-
TXDUWHUV��LQWURGXFLQJ�PRUH�HɜFLHQW�/('�ODPSV��3URJUDPPDEOH�WKHUPRVWDWV�IRU�KHDWLQJ�DQG�FRROLQJ�
V\VWHPV�DQG�HQHUJ\�VDYLQJ�RɜFH�HTXLSPHQW��VXFK�DV�(QHUJ\�6WDU�FHUWLÀHG�SULQWHUV�DQG�SKRWRFRSL-
ers, with automatic stand-by, have also been installed.

6.1.2 Noise pollution

Environmental legislation on noise emissions from infrastructure requires a series of noise exposure 
limits that regulate outdoor environments, demanding the periodic updating of the processes for 
the assessment and measurement of noise emissions resulting from operations. 

7KH�(QYLURQPHQWDO�0DQDJLQJ�6\VWHP�5HVSRQVLEOH�GHÀQHV�WKH�IUHTXHQF\�DW�ZKLFK�SKRQR�PHWULF�VXU-
veys are carried out for the evaluation of the external noise in relation to a range of factors, such 
as the nature of the noise-producing activities, the vulnerability of the surrounding area, or any 
reports and/or complaints received from interested parties.

'XULQJ�WKH�DVVHVVPHQW�RI�DQ\�HTXLSPHQW�RU�IDFLOLW\��,7$/2�YHULÀHV�WKH�H[LVWHQFH�DQG�VXEVHTXHQW�
adoption of the limits of the sound levels in force through the acquisition of the Acoustic Zoning 
3ODQV� �LI�GHÀQHG�DW�PXQLFLSDO� OHYHO���E\� LQWHUQHW� UHVHDUFK��RU�E\�GLUHFW� UHTXHVW� WR�WKH�UHOHYDQW�
PXQLFLSDO�RɜFH��DQG�SURYLGHV�D�VROXWLRQ�WR�OLPLW�WKH�QRLVH�SROOXWLQJ�E\�VHWWLQJ�XS�DFRXVWLF�EDUULHUV�
or other equivalent solutions. In addition, in case the company has to operate extra-ordinary and 
temporary interventions, ITALO applies for an authorization at the local competent institution and 
makes sure a supplementary derogation is provided if the noise limits cannot be respected. In 2019, 
there were no incidents of non-compliance with applicable laws.

���,Q�WHUPV�RI�VSHFLÀF�&22 emissions per passenger kilometer. Statistics and assumptions available at “European Environment 

Agency report TERM 2014”, https://www.eea.europa.eu/publications/term-report-2014/download.
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6.2 WASTE MANAGEMENT

In order to better manage waste production, ITALO has adopted a six-digit code system from the 
European Waste Catalogue (EWC), possibly followed by an asterisk (*) in the case of hazardous 
waste, which will unambiguously identify the waste type. Each waste is then described according 
with the following four dimensions: waste category, waste description, CER Code (EWC), and gath-
HULQJ�PRGDOLW\��5HJDUGLQJ�GDQJHURXV�ZDVWH��LW�DWWULEXWHV�LQ�WKH�ÀUVW�SODFH�D�KD]DUGRXV�RU�QRQ�KD]-
ardous characteristic, and disciplines the actions to be undertaken to dispose it, including the 
temporary storage and all the related management activities (transport, recovery, and disposal).

$V�IRU�ZDVWH�GLVSRVDO��,7$/2�LV�LGHQWLÀHG�DV�WKH�ÀUVW�SURGXFHU�EXW�LW�LV�QRW�GLUHFWO\�LQYROYHG�LQ�WKH�
disposal of the waste itself. In fact, the company has signed agreements with public collection 
services, when possible, and stipulated contracts with TXDOLÀHG�DQG�DXWKRUL]HG�VXSSOLHUV�IRU�WKH�
proper management of waste��ZKRVH�UHOLDELOLW\� LV�YHULÀHG�E\� ,7$/2�WKURXJK�VSHFLÀF�FKHFNV�RQ�
disposer’s registration in the National register. In addition, ITALO provides the disposer a formal 
GRFXPHQW�WKDW�JXDUDQWHHV�WKH�WUDFHDELOLW\�RI�WKH�ZDVWH�ÁRZ�GXULQJ�WKH�YDULRXV�VWDJHV�RI�WUDQVSRUW��
from the producer to the destination site.
 
ITALO treats non-remarkable amounts of predominantly non-hazardous waste, due to the nature 
of its business.

Nevertheless, the company has been committing to support waste reduction across all its operations.
The structural features of its new trains are the primary source of waste reduction and a best 
practice of recycling: the majority of its components is made with recyclable materials such as 
aluminum, steel, copper and glass. In addition, Alstom’s use of low-degradable materials during all 
phases of train construction allows a 15% longer life than other convoys (i.e. more than 30 years).
As for waste production, plastic and non-recyclable materials have been reduced on board, where 
paper and biodegradable items have been gradually replacing the plastic materials used for the 
catering service, while, thanks to the partnership with IVS ITALIA, the packaging used for the food 
SURGXFWV�RQ� VDOH�RQ� ,7$/2�DUH� LQ� )6&� �)RUHVW� VWHZDUGVKLS� FRXQFLO�� FHUWLÀHG� UHQHZDEOH� VRXUFHV��
respectful of environmental, social and economic factors) and bio-plastic paper coming from corn, 
completely natural, biodegradable and compostable. To a similar extent, at the headquarters all 
WKH�ERWWOHV��DQG�FRɛHH�FXSV�DQG�VWLUUHUV�DUH�DOUHDG\�ELRGHJUDGDEOH�

Waste collection, instead, focuses on the development of recycling. Recycling bins are already 
present on all the trains, and the company will further engage its passengers for a correct collec-
WLRQ�RI�WKHLU�ZDVWH��ZKLOH�RQ�ERDUG�VWDɛ�ZLOO�RSWLPL]H�WKH�GLɛHUHQWLDWLRQ�EHWZHHQ�QRQ�UHF\FODEOH�
waste and plastic. ITALO will subsequently supervise the correct sorting by the disposer as well 
through periodical audits thus monitoring the amount of waste actually recycled over the coming 
\HDUV��$W�WKH�KHDGTXDUWHUV��IURP�$SULO������WKH�ELQV�RI�WKH�XQGLɛHUHQWLDWHG�KDYH�EHHQ�UHSODFHG�E\�
recycling ones in order to encourage the separate collection of waste.
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CHECK & IMPROVEMENT
- Tracking and monitoring
- Non-conformity 
  management incidents
- Internal audits
- Directors examination

PLANNING
- Background analysis
- Policy
- Goals
- Risk and relevance analysis
- Legal requirements

IMPLEMENTING AND OPERATING
- Roles, resources, responsibilities
- Training & Competence
- Communication & Partecipation
- Documents management
-  Operating monitoring  
  and emergencies management

6.3 THE INTEGRATED HEALTH, SAFETY AND ENVIRONMENTAL 
 PROTECTION SYSTEM

ITALO voluntarily adopts a System for Occupational Health and Safety Management and Environ-
mental Protection (hereinafter “SGLA”), which has been established, implemented and continu-
ously improved by following UNI ISO 14001 and OHSAS 18001 international voluntary standards for 
environmental and health and safety management. Nevertheless, the company pursues a constant 
improvement of the management of its environmental performance: through a monitoring system 
to limit the environmental impact of all activities, from washing trains to regular maintenance and 
on-board train service.

$LPLQJ�WR�DGGUHVV�HɛHFWLYHO\�LWV�+HDOWK��6DIHW\�DQG�(QYLURQPHQWDO�JRDOV��,7$/2�KDV�GHYHORSHG�WKH�
following executing framework based on the Deming Cycle PLAN-DO-CHECK-ACT:

Thanks to this framework, ITALO is working on three main corporate goals:
    Ensuring that future generations will have an intact environmental heritage thanks to resources 
VDYLQJ�DQG�SROOXWLRQ�SUHYHQWLRQ�

    Achieving and demonstrating a good level of environmental performance by keeping under 
control ITALO’s operating impacts on the environment and staying consistent with the corporate 
3ROLF\�

    Guaranteeing the company’s employers or any cooperating third party increasing levels of pro-
tection of health and safety at work, by focusing on the prevention of accidents and occupa-
tional diseases.

,7$/2�KDV�GHYHORSHG�D�SURFHVV�IRU�WKH�LGHQWLÀFDWLRQ�RI�HQYLURQPHQWDO�DVSHFWV�DQG�WKH�HYDOXDWLRQ�RI�
WKH�VLJQLÀFDQFH�RI�WKHLU�LPSDFWV��LQ�RUGHU�WR�IRVWHU�WKH�FRQWLQXRXV�LPSURYHPHQW�RI�WKH�FRPSDQ\·V�
environmental performance. All the company resources involved in this procedure must acquire 
awareness of the impacts generated by their work activity by participating with the functions in 
charge of identifying and managing the related environmental aspects.

7KDQNV�WR�LWV�HɛHFWLYH�PDQDJHPHQW�V\VWHP��,7$/2�KDV�UHSRUWHG�no incidents of non-compliance 
to environmental laws and regulations in 2019.
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7.    CUSTOMERS
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7. Customers

7.1 ITALO’S PILLARS OF QUALITY

ITALO’s goal is to provide its customers the best possible journey experience by ensuring they get 
WR�WKHLU�GHVLUHG�GHVWLQDWLRQV�VDIHO\��RQ�WLPH�DQG�PRUH�WKDQ�VDWLVÀHG��RɛHULQJ�D�SOHDVDQW�RSWLRQ�WR�
the stress caused by car journeys, especially when these occur on medium-long distance and in high 
WUDɜF�DUHDV��0RUHRYHU��,7$/2�FRQVWDQWO\�ORRNV�IRU�LPSURYLQJ�WKH�TXDOLW\�RI�LWV�VHUYLFHV�DQG�NHHSLQJ�
to be commended as an “excellence” in terms of technical competences and customer-oriented 
culture. The commitment of the company to continuously work on making processes and related 
FRVWV�PRUH�HIÀFLHQW is also one of ITALO’s pillars of quality and its greatest competitive advantage. 

7.1.1  Hospitality

ITALO believes that its employees are the key actors of ITALO’s high quality services and that it 
is of fundamental importance that each of them develops a strong awareness of their individual 
skills and of their role within the organization as well as of the best practices for its implemen-
tation. For this reason, the company continuously invests in the development of its employees as 
single individuals as well as members of the same team who act for a common purpose: the provi-
sion of a high quality service. 

7.1.2  Quality of services

$V�TXDOLW\�UHSUHVHQWV�RQH�RI�WKH�YDOXHV�RI�,7$/2·V�FXOWXUH�DQG�D�GLVWLQFWLYH�IHDWXUH�RI�LWV�RɛHU��avail-
ability and courtesy�RI�WKH�VWDɛ��WRJHWKHU�ZLWK�cleanliness and HIÀFLHQF\ of all environments, are 

OF COSTUMERS COMPLAINED ABOUT 
ITALO’S CUSTOMER CARE SERVICE IN 2019

0.02%

SERVICE PER DAY IN 2019

OUT OF 10 WAS THE PERCEIVED QUALITY  
OF ITALO’S ASSISTANCE SERVICES TO PEOPLE 

WITH REDUCED MOBILITY

TRAIN-KM 
IN 2019

110

9.3 22.4

99.5%

FOLLOWERS 
ON SOCIAL MEDIA

1.30

OF COSTUMERS FULLY SATISFIED WITH 
THE QUALITY OF SERVICE IN 2019

OF SALES SYSTEMS MONTHLY 
AVAILABILITY

90.5%

OF TOTAL OPERATED TRAINS DELAYED
DUE TO ITALO RESPONIBILITY

2%

million million



Quality on board
Club Executive: the most exclusive 
ambience. Only 19 seats for extra 
comfort and privacy. Dedicated 
catering service with a wide 
selection of high-quality and 
fresh products, served in elegant 
packages for breakfast, lunch and 
GLQQHU��HVSUHVVR�FRɛHH��VZHHW�
snacks, including gluten free 
options, soft and alcoholic drinks, 
including beers and Prosecco wine. 
Refreshing towels, newspapers and 
magazines.
Prima: maximum relax and unique 
VHUYLFH��ZLWK�D�VHOHFWLRQ�RI�ÀUVW�
quality snacks and beverages, 
refreshing towels and newspapers 
(during the morning), and both 
ITALO Selection service and vending 
machines.
Comfort: the perfect mix between 
WKH�DɛRUGDELOLW\�RI�6PDUW�DQG�WKH�
comfort of Prima. Available on 
VSHFLÀF�GD\V�DQG�WUDLQV��3UHVHQFH�
of both ITALO Selection service and 
vending machines.
Smart:�DɛRUGDEOH��FRPIRUWDEOH�DQG�
convenient solution. Support of the 
Crew for information and assistance 
always available, as well as ITALO 
Selection service and vending 
machines. 

* ITALO Selection service: a service 

provided by an external supplier on all 

trains traveling between Rome and Milan 

during the mealtimes, which consists of 

the opportunity given to the passengers 

to purchase fresh meals on board.

Future initiatives
•  As response to ITALO’s Prima 

customers’ request related to the 
opportunity to receive alcoholic 
drinks, ITALO is intentioned to 
introduce a new aperitif service 
that will include the distribution 
of sparkling wine and appetizer 
DOVR�IRU�3ULPD�FXVWRPHUV�

•  Introduction of wooden coffee 
stirrer and single sugar packet 
with the aim to reduce the use  
RI�SODVWLF�RQ�ERDUG�

•  High promotion of recycling  
on board�

•  Upgrade of ITALO’s Club 
Executive products.
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the main strengths of ITALO’s services. Personnel is always ready 
to satisfy the needs of customers in a professional and careful 
PDQQHU��7KLV�DWWHQWLRQ�LV�UHÁHFWHG�LQ�ERWK�RQ�ERDUG�DQG�VWDWLRQ�
services, which are described in the following paragraphs.

7.1.3 Quality on board

:LWK�WKH�DLP�WR�PHHW�WKH�GLɛHUHQW�QHHGV�RI�LWV�SDVVHQJHUV��,7$/2�
RɛHUV�IRXU�MRXUQH\�DPELHQFHV�RQ�ERDUG�RI�LWV�WUDLQV��Club Exec-
utive, Prima, Comfort and Smart. 

7KH�EURDG�RɛHU�RI� ,7$/2·V�RQ�ERDUG�VHUYLFHV�DOORZV�WKH�JXHVWV�
WR�SLFN�GLɛHUHQW�WUDYHOLQJ�H[SHULHQFH�ZKLOH�QHYHU�FRPSURPLVLQJ�
on quality.

During 2019, thanks to an intensive customer satisfaction anal-
ysis, ITALO has been able to implement different initiatives 
aimed to enhance the quality of its service as well as to plan 
future initiatives, as described below.

Introduced a bimonthly schedule for Italo’s fresh 
and packed products, aimed to make the menu the 
most variable as possible.

,Q�RUGHU�WR�DOORZ�D�PRUH�IUHTXHQW�(VSUHVVR�FRɛHH�
GHOLYHU\��,WDOR�LQVWDOOHG�WKUHH�DGGLWLRQDO�FRɛHH�
PDFKLQHV��IRU�D�WRWDO�RI�ÀYH�FRɛHH�PDFKLQH�RQ�ERDUG��
7KLV�IDFLOLWDWHG�WKH�RQ�ERDUG�VWDɛ�ZLWK�WKH�SUHSDUDWLRQ�
and sped-up the service.

Implemented the “Mystery campaign” through 
the involvement of unknown internal parties, 
which assessed the quality of service on board, 
the compliance to the procedures and to the 
quality standards.

,QWURGXFHG�VSHFLÀF�UHSRUWV�WR�EH�ÀOOHG�RQ�ERDUG��
through which Italo improved the monitoring system 
that helps in assessing the performance of the 
equipment on board and the compliance of the catering 
with the standards.

Launched new services on NO STOP trains such us the 
PRUQLQJ�VHUYLFH�LQFOXGLQJ�HVSUHVVR�FRɛHH�DQG�IUHVK�
daily prepared high quality croissants served at the 
VHDW��DQG�DQ�DOO�GD\�VHUYLFH�LQFOXGLQJ�HVSUHVVR�FRɛHH�
served at the seat, both introduced for Prima customers
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7.1.4 Quality at the station

,7$/2�6WDWLRQ�6WDɛ�FRQWULEXWHV�WR�HQKDQFH�WKH�TXDOLW\�RI�,7$/2·V�VHUYLFHV�E\�FRQVWDQWO\�DVVLVWLQJ�
WUDYHOHUV�LQ�RɛHULQJ�SXQFWXDO�DVVLVWDQFH�DQG�LQIRUPDWLRQ��6WDWLRQ�+RVWHVV�DQG�6WHZDUG�DUH�WUDLQHG�
and skilled to customize the service according to travelers’ needs.

6WLOO��LQVLGH�WKH�PDLQ�VWDWLRQV�RI�WKH�QHWZRUN�LW�LV�SRVVLEOH�WR�ÀQG�,7$/2�&OXE�/RXQJHV��LGHDO�VSDFHV�
designed for ITALO’s customers to relax, read and work while they wait for departures. The area 
is provided with Wi-Fi.

,7$/2�6WDWLRQ�6HUYLFHV�DUH�FRQVWDQWO\�PRQLWRUHG�E\�VSHFLÀF�.3,V�ZLWK�WKH�DLP�WR�LGHQWLI\�DUHD�RI�
improvements and act for the satisfaction of ITALO’s customers. 

The main quality checkpoints monitored and shared during quality committee concern the work-
LQJ�HɜFLHQF\�RI�7LFNHW�9HQGLQJ�0DFKLQHV��WKH�TXDOLW\�RI�6WDWLRQ�6WDɛ�VNLOOV��VNLOOV�DQG�FRPSHWHQFHV�
monitored by periodic on-job coaching and training), and the cleaning quality audit report.

6XFK�.3,V�KDYH�VLJQLÀFDQWO\�FRQWULEXWHG�WR�HQKDQFH�SURFHVVHV�DQG�V\VWHPV��DOORZLQJ��IRU�LQVWDQFH��
WR�LQFUHDVH�WKH�SHUFHQWDJH�RI�WLFNHWV�GLUHFWO\�LVVXHG�IURP�,7$/2·V�VWDɛ��IURP�����WR�����RI�WKH�WRWDO�
tickets sold in the station).

7.1.5 Accessibility

,7$/2·V�DWWLWXGH�WR�WDLORU�LWV�RɛHU�WR�SDVVHQJHUV·�QHHGV�DQG�LWV�FXOWXUDO�FRPPLWPHQW�WR�GLYHUVLW\�
make guaranteeing access to travel for people with disabilities and reduced mobility a priority 
of corporate mission.

$OO� ,7$/2�WUDLQV�DUH�EXLOW� LQ�DFFRUGDQFH�ZLWK�WKH�7HFKQLFDO�6SHFLÀFDWLRQV� IRU� LQWHURSHUDELOLW\�RI�
the rolling stock and in compliance with the provisions of Regulation (EC) n. 1371/2007 and other 
regulations on the subject, concerning persons with reduced mobility in the conventional and high-
speed trans-European railway system.

On board of both AGV and EVO trains, two seats are provided for wheelchair passengers. The 
seats are located near the toilet suitable for people with mobility disabilities, and near the Snack 
Area, where the vending machines are designed for maximum accessibility. Besides the wheelchair 
spaces, passengers can also choose priority seats. The use of priority seat is no restricted, but el-
derly, disabled, pregnant and injured have priority to take these seats.

All the toilets on board are also equipped with signs for blind people: the pressure of an acoustic 
button signals whether it is free, and, inside, the indications are reported in Braille as well. In 
Braille it is also the numbering of the seats, easily accessible as it is located on all the seats on the 
side of the corridor. The Control Room monitors every day the health status of the toilets suitable 
for people with reduced mobility. In case of toilet’s unavailability, Coordinators arrange prompt 
maintenance interventions. 



Quality inspections
A specialized team of the 
Organization Development 
department is in charge of 
monitoring the quality of service. 
This is done by supervising the 
qualitative level of services 
delivered to customers through 
dedicated tools and audit 
SURFHGXUHV�EDVHG�RQ�VSHFLÀF�
checklists and reports. 
During 2019, a customer oriented 
framework has been adopted as 
the base of a structured system of 
KPIs, based on the idea that every 
touchpoint throughout the journey 
is an opportunity to engage the 
customer.
The main quality KPIs ITALO 
monitored concerned:
•  Stations of the network, focusing 

on the presidium on the platform, 
lounge service, assets, cleaning, 
DQG�FRPSHWHQFH�RI�WKH�VWDɛ�

•  Rail routes, focusing on on-board 
VHUYLFHV��WUDLQV��DQG�FOHDQLQJ�

• Other services, such as Italobus.
The analytical approach enabled to 
understand ITALO’s performance 
on the main customer experience 
touchpoints. Relevant process 
owners are involved in case of 
negative results or loss of service 
performance in order to implement 
steering actions.

45

2019 SUSTAINABILITY REPORT - CUSTOMERS

The passenger with disabilities and the passenger with reduced mobility can book the assistance 
services in the established time slots and according to the necessary advance notice established by 
the National Rail Manager, with respect to the scheduled departure time of the chosen train. The 
booking can be completed by contacting Pronto ITALO Contact Center. Within 30 minutes of the 
UHTXHVW��WKH�FXVWRPHU�LV�FRQWDFWHG�E\�SKRQH�WR�FRQÀUP�WKH�ERRNLQJ�RI�DVVLVWDQFH�VHUYLFHV�

On a total of nearly 37,000 assistance services provided to people with reduced mobility in 
2019, ITALO has received just one complaint. The quality of service perceived by customers who 
called Pronto ITALO, detected through the CAWI (Computer Assisted Web Interviewing) technique, 
stands at an average score of 9.3 out of 10.

7.1.6 Evaluating quality

ITALO is deeply aware of the importance to identify potential 
DUHDV�RI�LPSURYHPHQW�DV�ZHOO�DV�WR�GHÀQH�D�VWUDWHJ\�RI�DFWLRQV�
through the evaluation of the level of quality that is detected 
by its customers with regard to the services and products it 
provides.

This is the reason why ITALO implemented a customer satis-
faction VHUYLFH��ZKLFK�LQFOXGHV�GLɛHUHQW�W\SHV�RI�HQJDJHPHQW�
activities with ITALO’s customers and its employees.
The pillars of ITALO’s engagement activity are: 
• Customers satisfaction surveys�
• Tutoring and instructing programs, through which tutors and 

instructors assist and support the crew on board in order to 
LPSURYH�WKHLU�MRE�SHUIRUPDQFH��

• Auditing programs aimed to conduct regular internal con-
trols in order to identify and report any action that does not 
DGKHUH�WR�VWDQGDUGV�DQG�SURFHGXUHV�

• Reporting activities which consist of daily reports related 
to the performance of the equipment and to the compliance 
of the catering with the standards. In addition, a dedicated 
e-mail that allows employees to propose ideas and sugges-
tions is available.



ITALO’s Customer Care
In support of the excellence of 
ITALO’s services, in 2019 the 
company received only 4,205 claims 
by customers (-15% vs 2018), that 
is 0.02% of total passengers or 
about 1 claim per 4,800 passengers 
on average. Claims are used to 
improve quality of service to 
promote and implement both 
technical and process solutions 
through the ‘Quality Table 
Committee’ on a monthly basis, and 
on recurrent meetings with Legal 
functions to analyze trends and 
IRVWHU�VSHFLÀF�LQLWLDWLYHV�ZLWK�WKH�
functions involved.
In order to guarantee high 
standards in assisting its customers, 
ITALO’s Customer Care stands 
RXW�IRU�LWV�RSHUDWLRQDO�HɜFLHQF\��
In 2019, each claim has been 
managed and responded to in 8 
days on average, a rapid reaction 
as compared to the limit of 30 days 
set by the Authority regulations. 
Only 2.3% of the customers’ calls 
have been abandoned, while 84% 
have been answered in less than 20 
seconds and handled in 180 seconds 
on average.
ITALO also measures the Customer 
‘Sentiment & Feedback’ on 
Customer Service delivered, which 
in 2019 scored an average rate  
of 8.8 on a scale of 1 to 10.
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7.1.6.1 Customer satisfaction

As a consequence of the centrality of customers in ITALO’s culture, the perspective of passengers is 
the primary and most important feedback for a business that is based on and is aimed at satisfying 
travelers.

%HVLGHV� DQ� HɜFLHQW�customer care service, ITALO has studied a fundamental 
tool for monitoring and controlling the quality delivered – the Customer Sat-

isfaction ITALO survey. It is a daily measurement activity, carried out 
on all trains and routes, that origins from a primary question: “How do 
travelers perceive the quality of ITALO services at the end of the travel 
experience?”. The tool consists of a web questionnaire sent by e-mail 
one day after the journey and involves about 1,000 passengers every 
day, allowing to reach a sample of high statistical representativeness of 
about 350,000 travelers interviewed per year.

The aspects of ITALO’s services and related KPIs monitored through the 
TXHVWLRQQDLUH�FRQFHUQ�GLɛHUHQW�DUHDV��VXFK�DV�WKH�RYHUDOO�VDWLVIDFWLRQ��
ticket purchasing experience, value for money, crew’s professionalism, 
SXQFWXDOLW\��FRPIRUW�HQYLURQPHQWV��TXDOLW\�RI�ZL�À�FRQQHFWLRQ�DQG�RI�
the welcome service on board, and station service quality (station tick-
HW�RɜFHV�DQG�ORXQJHV��

Every month customer satisfaction data are analyzed in cooperation 
with the Marketing Department in the Quality Table Committee, in 
RUGHU�WR�SODQ�DFWLRQV�RI�LPSURYHPHQW��ZKLFK�LQYROYH�GLɛHUHQW�FRPSDQ\�
functions.

2019 ended with a positive performance of the Overall Satisfaction on 
the travel experience aboard ITALO: 90.5% of customers were fully 
VDWLVÀHG�ZLWK�WKH�TXDOLW\�RI� WKH�VHUYLFH, with a growth of +1.2 pp 
compared to 2018 due to an increase in the number of trains, routes 
and timetables, the development of customer services, and the im-
provement of the website. An important aspect of such improvement is 
represented by the +2.4 pp increase in the “degree of loyalty to travel 
with ITALO” as compared to 2018.
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Through the analysis of the indicators, the company was able to 
DFWLYDWH�VSHFLÀF�DFWLRQV�DERXW�3 important KPIs that recorded 
WKH�KLJKHVW�JURZWK�LQ�WKH�\HDU�WR�GDWH�ÀJXUHV�LQ�FRPSDULVRQ�
with 2018:

QUALITY OF THE WI-FI CONNECTION ON BOARD (+3.5 pp vs. 2018):
��:L�)L�DFFHVV�UXOHV�VLPSOLÀFDWLRQ
��&RQWLQXRXV�LPSURYHPHQW�RI�WKH�RɛHU�RI�WKH�RQ�ERDUG�SRUWDO

PUNCTUALITY (+3.8 pp vs. 2018):
  New timetable model structure, aimed to increase the capacity 
DQG�WKH�EXɛHU�WLPHV�WR�DEVRUE�GHOD\V

  AGV & EVO reliability growth projects
  Train manager reporting On Time Performance during services
  Systematic meeting with RFI on On Time Performance
  Monitoring of departure punctuality from the main stations 
   (Milano C.le, Firenze Santa Maria Novella, Roma Termini)
  Presence of RFI operators in critical points along the line and  

on board of critical services
 Drop of delayed trains for which ITALO is responsible, from 

1,514 in 2018 (7.1% of the operated trains) to 708 in 2019 (just 
2.0% of the operated trains).

QUALITY OF WELCOME DRINK SERVICE ON BOARD (+0.5 pp vs. 2018):
  More food and beverage products, including fresh food for Club 
  Increase of food products rotation
  Additional services (welcome drinks, goodbye praline) 
  Launch of the ITALO Selection “Buy on Board” service in Prima 
   and Smart

The great results achieved so far have fueled ITALO’s ambition 
to keep improving its performance over the coming years at a 
rate of 1 pp per year from 2020 on, in order to reach the tar-
get of ����RI� WUDYHOHUV� IXOO\� VDWLVÀHG with the quality of the 
service in 2025. The goals for the next few years are certainly 
DPELWLRXV�DQG�OLQNHG�WR�WKH�IXUWKHU�H[SDQVLRQ�RI�WKH�ÁHHW��WKH�
development of new services for travelers and the improvement 
of existing ones.
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7.2 INNOVATIVE AND DIGITAL SERVICES

The popularization of smartphones has revolutionized users’ needs, which have been increasingly 
GHPDQGLQJ�WDLORUHG�VHUYLFHV��PDNLQJ�WUDQVSRUW�RɛHU�SURJUHVVLYHO\�user centered. 

Such transformation of the way user approaches transport services has prompted the innovation of 
pricing and digitalization of payments as well. This is the reason why ITALO, in line with its mission 
to constantly upgrade its customers experience during the whole “journey”, before, during and 
DIWHU�WKH�WULS��PDLQO\�IRFXVHV�LWV�SDWK�RI�GLJLWDO�LQQRYDWLRQ�LQ�LPSURYLQJ�WKH�GLɛHUHQW�SRLQWV�RI�FRQ-
tact such as sales channels, the entertainment on board train and the management of caring after 
WKH�MRXUQH\��7R�GDWH��WKH�FRPSDQ\·V�ÀUVW�VDOHV�FKDQQHO�DQG�SRLQW�RI�FRQWDFW�LV�� LQGHHG��LWV�ZHE�
portal, in its dual mobile and desktop variation. In order to ensure an experience in line with the 
YDOXHV�RI�WKH�EUDQG��,7$/2·V�GLJLWDO�DSSURDFK�KDV�DOVR�EHHQ�LQWURGXFHG�LQ�WKH�VWDWLRQ�WLFNHW�RɜFHV��
FRQÀUPLQJ�,7$/2·V�LQWHUHVW�WR�LQWHJUDWH�GLJLWDO�VROXWLRQV�LQ�DOO�WKH�GLɛHUHQW�FKDQQHOV�RI�FRQWDFW��
regardless the type.

During 2019, ITALO implemented numerous projects aimed to improve its technological infrastruc-
ture and consolidate its innovation path. Amongst these, some projects aimed to improve customer 
loyalty and increase the revenue, others pointed to act as support to the business processes. One 
H[DPSOH�RI�WKH�UHOHYDQW�LPSDFW�VXFK�SURMHFWV�KDYH�RɛHUHG�LV�UHSUHVHQWHG�E\�WKH�LQWURGXFWLRQ�RI�D�
Data Management Platform (DPM), which has led to a remarkable increase of the conversion rate of 
WKH�PDUNHWLQJ�FDPSDLJQV�RQ�GLɛHUHQW�FXVWRPHU�FOXVWHUV�LQ�������,Q�SDUWLFXODU��DYHUDJH�FRQYHUVLRQ�
UDWH�KDV�ULVHQ�IURP������ZLWKRXW�WKH�'30�WR�����DIWHU�LWV�LQWURGXFWLRQ��DV�D�VLJQ�RI�PRUH�HɛHFWLYH�
marketing automation processes.
 
Looking at ITALO’s strategic plan, it is also possible to notice that the next four years will see the 
implementation of further innovative technologies related to any functional area of the business. 
This perfectly aligns with ITALO’s commitment to constantly improve its innovation path and to ex-
tend it to all the business areas. The main activities will regard the implementation of AI technol-
ogies, marketing automation, client engagement and retention, digital payment methods, virtual 
assistance, cybersecurity, and cloud technology.

,7$/2·V�WHFKQRORJLFDO�LQQRYDWLRQ�SDWK�LV�FRQVWDQWO\�PRQLWRUHG�E\�GLɛHUHQW�W\SHV�RI�.3,�DFFRUGLQJ�
WR�WKH�GLɛHUHQW�DUHDV�RI�EXVLQHVV�WKDW�WKLV�SDWK�LV�DSSOLHG�WR��

:LWK�UHJDUG�WR�WKH�,7�ÀHOG��,7$/2�PHDVXUHV�the levels of service and operational continuity guar-
anteed by the systems. For example, the sales system, which is the core of ITALO’s architecture, 
must ensure a monthly availability level of more than 99.5%.

&\EHUVHFXULW\�LV�D�IXQGDPHQWDO�DVSHFW�RI�,7$/2·V�WHFKQRORJLFDO�HɛRUW��,QGHHG��WKH�FRQWLQXLW\�RI�LWV�
processes is subject to their security and protection. External attempts to accede the company’s 
systems are among the biggest threats to such security. Thus, ITALO focuses its attention on both 
prevention of and timely response to these attempts: about 96.3% of security systems on all devic-
HV�DUH�WLPHO\�XSGDWHG�LQ�RUGHU�WR�LQFUHDVH�WKHLU�HɛHFWLYHQHVV�������SS�YV���������ZKLOH�������RI�DOO�
the monthly spam emails are blocked by corporate antispam systems on average.
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Furthermore, monitoring platforms allow real-time control of all systems and sales channels, en-
abling real-time alert processes that allow to act immediately if problems arise.
Still, historical data analysis, conducted by using platforms such as Splunk, allows to ensure that 
V\VWHPV�IXQFWLRQ�SURSHUO\�LQ�SURSRUWLRQ�WR�WKH�YROXPHV�RI�WUDɜF�DQG�WR�UHDFW�ZLWK�FRUUHFWLYH�DF-
tions if needed. 

7.3 THE VALUE OF SAFETY IN ITALO’S SERVICES: PASSENGER SAFETY 
 AND SECURITY

7.3.1  Italo’s management system of railway safety

Italo’s Board of Directors has decided to grant the CEO the role of Representative of the High Di-
rectorate of Railway Safety��+H�KDV�LGHQWLÀHG�WKH�“Responsible for safety management system” 
(RSMS), after verifying the requirements of the ANSF Decree 4/2011, giving him the widest possible 
range of tasks and powers of representation, organization, management and control. The RSMS is 
in charge of a safety management system, whose compliance with European standards is assessed 
by the ANSF.

In terms of on-board direct responsibility for safety instructions and conditions to be delivered, 
,7$/2�KDV�LGHQWLÀHG�WKH�GULYHU�DQG�WKH�WUDLQ�PDQDJHU�DV�WKH�UHVSRQVLEOH�ÀJXUHV�IRU�H[HFXWLQJ�WKH�
necessary actions aimed to ensuring the passengers safety and security. 

CUSTOMER RELATIONSHIP 
IMPROVEMENTS
-  Data Management Platform on Google technology
- Marketing automation processes
- Customized clustering campaigns
- B2B Evolutions

STATION TICKET OFFICES
-  Features aimed to speed up the booking process and services  
DW�VWDWLRQ�WLFNHW�RɜFHV

-  Inclusion of a new payment method, ALIPAY, dedicated  
to Chinese customers

ENHANCING SYSTEMS
- CTI improvements
-  Emergency plan with an IVR upgrade
-  Speeding up disruption service processes
-  Continuous update of the Distribution System and reservation ticketing
-  Update of the CMS Sitecore to the latest available version
-  New Anti-Fraud Security Systems Architecture
- PSD2 protocol adaptation
-  Activating disaster recovery systems

MOBILE SHIFT STRATEGY
���6LPSOLÀHG�ERRNLQJ�SURFHVV�RQ�PRELOH�DSS
-  ‘Italocompany’, a new mobile app for small business
-  Web portal italotreno.it transformation
-  3DS secure payment protocol on mobile channels
���1HZ�SXVK�QRWLÀFDWLRQ�SURFHVV�IRU�D�EHWWHU�FXVWRPL]DWLRQ� 

and mobile app loyalty in order to favor purchase repetitiveness  
and reduce acquisition cost

ON BOARD EXPERIENCE
-  New on-board portal with new entertainment contents
���6LPSOLÀHG�DFFHVV�WR�RQ�ERDUG�ZL�À�DQG�LPSURYHPHQW�RI�LWV�TXDOLW\
-  Evolution of the Agile Work Force used by managers on trains

ITALO 
INNOVATIVE 

SERVICES
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In order to identify railway safety risks��DVVHVV� WKHLU� VLJQLÀFDQFH�DQG�SUHSDUH�DGHTXDWH�PLWLJDWLRQ�
PHDVXUHV��,7$/2�KDV�GHÀQHG�WKH�PHWKRGV�DQG�UHVXOWV�RI�ULVN�DQDO\VLV�UHODWHG�WR�DOO�WKH�GLUHFW�RU�LQGLUHFW�
activities exercised by the company. Such cases were delineated thanks to the following action steps:
��)DXOW�7UHH�$QDO\VLV�
��$QDO\VLV�RI�DYDLODEOH�GDWD�RQ�UDLOZD\�LQFLGHQWV�DQG�DFFLGHQWV�
��$QDO\VLV�RI�WKH�WHUULWRU\�DGMDFHQW�WR�WKH�OLQHV�WUDYHOOHG�
  Experience sharing by each of the working group members in charge of the analysis itself.

(DFK�'DQJHURXV�(YHQW�ZDV�DVVLJQHG�D�SUREDELOLW\�DQG�VHYHULW\�YDOXH��6XEVHTXHQWO\��WKH�ÀQDO�ULVN�
ZDV�GHWHUPLQHG�XVLQJ�PDWULFHV�WKDW�WRRN�LQWR�DFFRXQW�WKH�WRSRJUDSKLFDO�HOHPHQWV�RI�WKH�GLɛHUHQW�
routes and the scenario elements.

In addition, the accident event “Passenger injuries on board” was introduced during 2019, includ-
ing the related dangerous events in order to manage passenger injuries in a more structured way. 
For instance, in order to improve safety and reduce risks, ITALO is promoting a passenger educa-
tion project aiming to improve the passengers’ awareness of safety regulations and consequently 
reduce the incident risk for people.

For correctly ensuring the safety and security procedures to be respected and constantly improved, 
ITALO built a monitoring system based on the following steps, in full compliance with the European 
UHJXODWLRQ������������HQYLVDJLQJ�WKH�GHÀQLWLRQ�RI�D�VWUDWHJ\��SULRULWLHV�DQG�PRQLWRULQJ�SODQV��WKH�
FROOHFWLRQ�DQG�DQDO\VLV�RI�LQIRUPDWLRQ��WKH�DFWLRQ�SODQ�HODERUDWLRQ�DQG�LPSOHPHQWDWLRQ�IRU�XQDF-
FHSWDEOH�QRQ�FRPSOLDQFH�FDVHV��DQG�WKH�DFWLRQ�SODQ·V�HɛHFWLYHQHVV�DVVHVVPHQW�

7.4 ITALO’S RESPONSE TO COVID EMERGENCY: CUSTOMERS

The health and safety of its customers and employees are a top priority for ITALO. With the aim 
to reassure its customers as well as its employees and to meet the guidelines established by the 
+HDOWK�$XWKRULW\��,7$/2�DGRSWHG�VSHFLÀF�PHDVXUHV�WR�PLWLJDWH�&RYLG����HPHUJHQF\·V�FRQVHTXHQFHV�
on the quality and reliability of its services:
    6SHFLÀF�PHVVDJHV are announced on board of trains and in all ITALO’s workplaces, in order to provide a 

clear and exhaustive information about the necessary measures and best practices to adopt on board.
    The company has carefully applied governmental provisions about the new operational rules for 
UDLOZD\�VHFWRU�WKURXJK�VSHFLÀF�SURWRFROV��,Q�SDUWLFXODU�LW�KDV�HQIRUFHG�WKH�VR�FDOOHG�FKHFNHUERDUG�
pattern of the passengers7, providing hand sanitizers in each coach and ensuring the use of face 
masks by the whole on-board personnel. Among the obligations, the company has developed and 
spread a special protocol for the management of suspected cases of Covid-19, which envisages the 
LVRODWLRQ�RI�WKH�DɛHFWHG�FRDFK�DQG�RI�WKH�DGMDFHQW�RQHV��DQG�WKH�XVH�RI�D�GHGLFDWHG�HPHUJHQF\�
kit present on-board of every train. Nonetheless, the highest attention is paid to the tracing of 
passengers who resulted to be positive after travelling on ITALO trains. A direct channel with the 
0LQLVWU\�RI�+HDOWK�LV�DFWLYH��DQG�WKH�OLVW�RI�WKH�VWDɛ�DQG�SDVVHQJHUV�RQ�WKH�VDPH�FDUULDJH�RI�WKH�
suspected case is promptly shared for appropriate contact tracing. Furthermore, cleaning of the 
trains�KDV�EHHQ�LQWHQVLÀHG��ZLWK�SDUWLFXODU�UHJDUG�WR�WKH�DLU�FRQGLWLRQLQJ�V\VWHPV��WKH�VDQLWL]DWLRQ�
of the trains after each journey and the frequent cleaning of crowded places when needed. Finally, 
the on-board service has been temporarily suspended. Since the restart, while guaranteeing the 
VDIHW\�RI�JXHVWV�DQG�VWDɛ�RQ�ERDUG��,7$/2�KDV�GHOLYHUHG�D�SDUWLDOO\�UHYLHZHG�VHUYLFH��RɛHULQJ�RQO\�
packed drinks and snacks but still keeping ITALO’s service personalized for each ambience.

7  7KH�JRYHUQPHQWDO�GHFUHH�RI����-XO\������DOORZV�WR�GHURJDWH�GLVWDQFLQJ�LI�VSHFLÀF�VDIHW\�PHDVXUHV�DUH�JXDUDQWHHG�E\�WKH�FRPSDQ\�
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���,Q�DGGLWLRQ�WR�WKDW��LQ�RUGHU�WR�PDLQWDLQ�WKH�OHYHO�RI�SURÀFLHQF\��,7$/2·V�Train Managers, Train 
Drivers and Plant Operators have attended a one-day recurrent training before the new start. 
The purpose of the training was not only to refresh technical skills, including multiple train pro-
cedures, but also to increase the engagement after this extraordinary time.

Immediately after the beginning of the emergency, ITALO has created a special commission called 
“Customer Relationship Continuity” while putting in place a survey to measure expectations on 
raising the quality of the service and launching new “ad hoc” measures. The survey targeted a 
sample of 19,000 ITALO customers which made it possible to plan the following operational actions 
to enhance the quality both on board and at the stations.

7.5 RESPONSIBLE COMMUNICATION

7KH� LPSRUWDQFH� RI� VKDULQJ� DQG� FRPPXQLFDWH� HɛHFWLYHO\� LWV�PLVVLRQ�� YDOXHV� DQG� VHUYLFHV� WR� LWV�
stakeholders has led ITALO to design a holistic approach to external communication, that goes 
beyond the employment of the traditional media only. 

The ambition to connect more and more people all across the country needs a strong engagement 
of current and future passengers, but also the endorsement and support by institutions and local 
communities. That is why a transparent and complete disclosure about corporate culture and prod-
uct is an integral part of business development itself. 

Such reasons have prompted the organization of a fourfold communication strategy. 

Indeed, the Press and Public Relations department supervises four major communication channels, 
as displayed in Figure 9 The main external communication channels used by ITALO.

,7$/2·V������VRFLDO�PHGLD�LQ�QXPEHUV

FOLLOWERS

131,279

FOLLOWERS

54,126 FOLLOWERS

5,996

FOLLOWERS

1,204,823
FOLLOWERS

34,210
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7.6 CONNECTING PEOPLE

7.6.1 Train services

$W�WKH�HQG�RI������,7$/2·V�ÁHHW�FRQVLVWHG�RI����KLJK�VSHHG�WUDLQV��$*9�)OHHW��DQG����3HQGROLQR�
WUDLQV��(92�)OHHW���7KH�ÀUVW�PRGHO�KDV�D�FDSDFLW\�RI�����VHDWV�RYHU����FDUULDJHV��ZKLOH�WKH�VHFRQG�
provides 472 seats distributed over 7 carriages. Due to the legislative restrictions imposed during 
and after Covid-19 emergency, both trains have travelled at a 50% of their capacity. From an op-
erational perspective, ITALO covers most of the peninsular territory of the country from North to 
South, connecting 26 towns and 31 stations with 110 daily services as of late 2019, a result that 
has been achieved thanks to two important stations added to the network in 2019: Bergamo (March 
2019) and Udine (September 2019). The network has grown by 5 stations and 5 towns as com-
pared to 2018. The openings of the Salerno-Reggio Calabria route and the seasonal Adriatic route 
in 2020 have further extended ITALO’s ability to provide thorough coverage of national territory, 
bringing the number of stations connected to 46. 

)LJXUH���7KH�PDLQ�H[WHUQDO�FRPPXQLFDWLRQ�FKDQQHOV�XVHG�E\�,7$/2

MAGAZINE 
& SOCIAL MEDIA

On-board magazine and, since 
2017, the corporate website 

www.italospa.it contribute to describe 
ITALO’s world, including its cultural 

distinctive features, to a heterogeneous 
public of passengers and potential 

customers. At the same time,  
the constant monitoring of feedbacks 

and comments provided by the 
interactive communication of social 
media is a great tool for improving 

communication and overall 
corporate strategy.

INSTITUTIONAL AND PRODUCT 
COMMUNICATION & EVENTS

Financial press releases, conferences, top management desk interviews 
and corporate events are fundamental tools for ITALO to convey the essence of its 

business to costumers and Stakeholders more in general and to engage them into its 
mission of innovation and sustainability. Traditional and social media, instead rather focus 

RQ�SURGXFW��QHZ�RɛHUV��URXWHV��VHUYLFHV�DQG�FRPPHUFLDO�LQLWLDWLYHV�DUH�DQQRXQFHG�
in a timely and clear manner in order to let travelers be always 

informed about new opportunities.

INSTITUTIONAL RELATIONSHIP 
& STUDIES OFFICE
The complex normative 

and administrative environment 
regulation rail operations makes 

an attentive management 
DQG�PRQLWRULQJ�RI�SXEOLF�DɛDLUV�YLWDO�
for the company. ITALO contributes 

to the enhancement of a direct 
DQG�HɛHFWLYH�FRPPXQLFDWLRQ�FKDQQHO�

with institutions through 
a periodical reporting activity 

to the competent Italian and European 
institutions. At a more technical level, 

ITALO has always been proactive in fostering 
VHFWRU�VSHFLÀF�VWXGLHV�LQ�RUGHU�WR�VXSSRUW�

EXVLQHVV�LQLWLDWLYHV�ZLWK�VFLHQWLÀF�
HOHPHQWV�DQG�SURPRWLQJ�WKH�EHQHÀW�

of railway transportation and of 
competition within it.

CORPORATE SOCIAL RESPONSIBILITY 
AND SUSTAINABILITY

Through the corporate website and social media, ITALO constantly 
engages its Stakeholders about the topics of social and cultural activism, 

attention to its people, and, of course, the environmental protection. 
The fast-growing centrality of sustainability within corporate strategy 
renders the constant communication of such aspects to Stakeholders 

a fundamental tool to correctly disclose ITALO’s great achievements and goals in this 
DPELW��VXFK�DV�WKH�WUDQVSDUHQW�UHSRUWLQJ�DQG�WKH�SLRQHHULQJ�XVH�RI�VXVWDLQDEOH�ÀQDQFH�
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7.6.2 Intermodality and integrated mobility

Since the beginning, ITALO has focused on integrated mobility. ITALO believes 
in the intermodal road/rail transport as a strategic way to reach wider mar-
ket segments and provide choice to a broader set of communities. Indeed, in 
December 2015, ITALO launched the intermodal service called “Italobus” with 
the aim of connecting the high-speed rail network to the cities that were not 
directly or easily connected to the main Italian stations. Italobus also aims 
to encourage the use of public transport while ensuring an integrated and 
sustainable mobility. By using intermodality, travelers can reach the high-
speed rail network without driving, paying tolls and looking for parking near 
by the station. In addition, travelers have the convenience of moving with the 
ease and comfort of a single integrated ticket that can be purchased on ITA-
LO’s sales channels. The internal organizational structure also reflects such 
commitment to the integrated mobility. Indeed, the management of both rail 
and intermodal rail/road services is controlled by one department. This also 

)LJXUH����,7$/2·V�WUDLQ�QHWZRUN�RQ����'HFHPEHU�����

31
STATIONS LINKED

110
TRIPS PER DAY

20.1
MILLION OF PASSENGER

22.4
MILLION OF TRAIN/KM

BOLZANO

VENEZIAPORDENONE

TRENTO

MESTRE

ROVERETO

PADOVA

VICENZA
ROVIGO FERRARA

VERONA

PESCHIERA

DESENZANO

BRESCIA
BERGAMO

TREVISO C.LE

MILANO
CENTRALE

RHO FIERA
MILANO

ROGOREDO
BOLOGNA

FIRENZE

ROMA
TIBURTINA

ROMA
TERMINI

NAPOLI
AFRAGOLA

NAPOLI

SALERNO

UDINE CONEGLIANO

REGGIO EMILIA
AV MEDIOPADANA

TORINO
PORTA SUSA

TORINO
PORTA NUOVA

DORSALE TO - SA

MI - RM NO STOP

DORSALE UD - NA

DIRETTRICE BZ - RM

DORSALE BGM - NA - NA

TRASVERSALE TO - VE
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allows to maximize the benefits of both communities and company. On Italobus intermodal 
services, customers go through the same high quality experience that they find on standard 
rail services. 

Italobus services are connected to the high-speed network by means of the latest generation 
coaches, through some stations, called “Hubs”, where buses, on arrival and departure, allow 
access to railway services.

To be specific, the different Italobus lines are structured as follows:
   Hub of Reggio Emilia:

 -  Line for Parma-Cremona and vice versa (10 connections per day)
-  Line for Modena-Mantua and vice versa (4 connections per day)

   Hub of Naples Afragola
-   Line for Pompei-Sorrento (4 connections per day)Line for Caserta-Benevento (4 connec-

tions per day)
   Hub of Salerno8:
-  Line for Sicignano, Potenza, Ferrandina, Matera (6 connections per day)
-  Line for Sala Consilina, Lauria, Frascineto, Cosenza (4 connections per day)

   Hub of Mestre:
-   Line for Longarone, Tai di Cadore, Valle di Cadore, Venas, Peaio, Vodo, Borca di Cadore,  

San Vito di Cadore, Cortina (2 or 4 connections per day based on the period of the year)

Seasonal services are added to those lines from time to time, dedicated to specific destina-
tions for certain periods of the year, such as winter services to ski destinations and summer 
services for seaside tourist destinations. In 2019 Italobus, for example, connected Salerno 
station to Amalfi and the main cities of the coast for the whole summer with 4 connections 
per day.

In order to develop collective mobility instead of individual mobility, ITALO has also started 
some local partnerships with companies that carry out local public transportation services.
 
For example, travelers with an Italobus ticket to or from Cosenza, can travel for free in the 
urban area of Cosenza on the buses of the AMACO company in the 75 minutes period prior and 
after the scheduled departure and arrival time of Italobus journey.

For ITALO, integrated mobility is not only about intermodality. Indeed, ITALO aims to provide 
a very complete travel experience by offering all the services that ITALO believes to be use-
ful to its customers’, such as hotel booking, car rental, car parking, luggage service at the 
station, bus transfer, taxi and scooter sharing, tickets for touristic activities and concerts as 
well as ferries. Customers can book one of these services through the main ITALO’s website, 
in the section “ITALO Go”.

8  During 2019 (by June timetable), the lines to Matera and Cosenza were moved to Naples Afragola due to the remodeling of the 

number of railway services on Salerno.
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Booking.com for hotels, Hertz for the car rental, MiMoto for the rental of reduced-price elec-
tric scooters in the cities of Milan and Turin are some of the most relevant ITALO’s partners. 
Partners offer discounted rates, loyalty points and other special conditions to ITALO and 
ITALOPiù customers. Another outstanding advantage is represented by the possibility to reach 
destinations out of the ITALO network (e.g. Snav and Travelmar operate ferry routes from the 
port of Naples and Salerno to many islands and Amalfi coast, Autostradale links many stations 
to airports by bus). 

Covid-19 has strongly impacted on both Italobus and ITALOGo services, mainly due to the in-
troduction of travel limitations and new travel habits. The company asks all of its partners to 
put in place specific safety protocols as per the government guidelines such as the use of med-
ical devices where requested (face mask), disinfection, hands sanitizers and social distancing.
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8.    PEOPLE
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8. People

8.1 HUMAN RESOURCE MANAGEMENT

Service excellence has always been a fundamental element of ITALO’s strategy and its historical 
VXFFHVV��,WDOR·V�VWDɛ�DUH�FRUH�WR�WKDW�VHUYLFH��WKHLU�TXDOLW\��DELOLW\�DQG�FRPSHWHQFH��WKH\�DUH�WKH�
driving force of the company. That is why employees are at the center of Italo’s corporate strategy 
DQG�UHSUHVHQW�RQH�RI�WKH�PDMRU�VWUHQJWKV�WKDW�GLɛHUHQWLDWHV�,7$/2�IURP�LWV�FRPSHWLWRUV�

In ITALO, the approach to Human Resources is based on three pillars, which in turn are focused on 
GLɛHUHQW�NH\�GULYHUV�

1. Support to company growth: growth is fostered by the evolution of the organization, becoming 
HYHU�PRUH�OHDQ�DQG�HɛHFWLYH�WKDQNV�WR�GLJLWDO�WUDQVIRUPDWLRQ��7KXV��Talent Acquisition and 
Attraction, Digital HR Transformation, and Productivity are all elements contributing to mod-
HUQL]H�WKH�FRPSDQ\�LQ�RUGHU�WR�PDNH�LW�PRUH�HɜFLHQW�DQG�DJLOH�IRU�WKH�QH[W�����\HDUV�SHULRG�

2. Development of key Capabilities for Excellent Quality: this stream aims at ensuring the best 
quality of service by improving skills and capabilities through appropriate education and train-
LQJ�SODQ��$�WZRIROG�HɛRUW�XQGHUSLQV�WKLV�FRPPLWPHQW��RQ�WKH�RQH�KDQG�WKH�HQKDQFHPHQW�RI�
Talent & People Development, Education and Training, on the other hand the value of Quality 
as the fundamental driver of every corporate function.

3. Retention and Engagement of Talent: talents are the real engine of a company and as such 
deserve to be rewarded both individually and collectively for their performances. As import-
ant tools to retain and engage them, Internal Communication, Reward and Retain the Best 

AVERAGE PER-CAPITA HOURS 
OF TRAINING

142
AVERAGE PER-CAPITA HOURS 

OF RECURRENT TRAINING

19

OF EMPLOYEES ARE YOUNGER 
THAN 30 YEARS OLD

33%

NEW HIRES 
IN 2019

404

EMPLOYEES

1,293

IN 2019 INJURY RATE 
AS COMPARED TO 2018

-61%

88%
OF EMPLOYEES HAVE 

A PERMANENT CONTRACT

6%
TURNOVER RATE 

IN 2019

OF EMPLOYEES 
ARE WOMEN

46%

OF NEW HIRE WERE YOUNGER 
THAN 30 YEARS OLD

75%



Liaising with universities 
and young talents

TFP Summit (Milan) - one of the 
most important tourism job fairs, 
300 young people from hospitality 
sector met.

Università Europea di Roma and 
John Cabot University (Rome) –  
Career Day for Economics and 
Humanistic undergraduates.
Federico II (Naples) and LUISS 
Guido Carli (Rome) Universities – 
enhanced collaboration for junior 
VWDɛ�MRE�SRVWLQJV�

ELIS (Rome) – training center 
for young talents, partnership 
established and selection of 3  
Plant Operators.

ITALO Station Day (Rome) – 
important recruitment event 
LQ�SDUWQHUVKLS�ZLWK�$GHVVR�����
candidates interviewed and 23 
starting a training course.

Career Day with Employerland 
(Bari) – moment of tips, interviews 
and CV collection.
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Performer, and Welfare & Corporate Social Responsibility are key drivers of HR plans and are 
UHÁHFWHG� LQWR�GLɛHUHQW�DFWLYLWLHV� VXFK�DV��DQ� LPSURYHG� LQIRUPDWLRQ�VKDULQJ�DERXW�FRUSRUDWH�
strategy and commercial and operational initiatives within the company in order to engage and 
PRWLYDWH�HPSOR\HHV��D�QHZ�ZHOIDUH�VWUDWHJ\�EDVHG�QRW�RQO\�RQ�HPSOR\HHV�EXW�DOVR�RQ�WKHLU�
IDPLOLHV�DQG�WKH�VRFLHW\�WKH\�OLYH�LQ��DQ�KDUPRQL]HG�VHW�RI�UHZDUGLQJ�SROLFLHV��IRFXVHG�RQ�WKH�
needs and goals of ITALO’s professional cluster they are addressed to.

 In early 2020, Covid-19 has required the company and employees to work in entirely new ways, 
to new health and safety standards and many working remotely from home. As these have been  
GHYHORSHG�,WDOR�KDV�SXW�LWV�VWDɛ�DQG�FXVWRPHUV�DW�WKH�FHQWHU�RI�LW·V�FRQVLGHUDWLRQV��DQG�IRFXVHG� 
on 2 priorities: 

1. Ensuring employees’ safety and security: in particular this has been pursued, among the dif-
ferent initiatives, by encouraging smart working for the whole working week and, in general, 
E\�IRVWHULQJ�ÁH[LEOH�ZRUNLQJ�KRXUV��,I�QRW�SRVVLEOH�GXH�WR�WKH�QDWXUH�RI�WKH�MRE��HPSOR\HHV·�
KHDOWK�KDV�EHHQ�VDIHJXDUGHG�E\�GHÀQLQJ�VSHFLÀF�SURFHGXUHV�DLPLQJ�DW�PLQLPL]LQJ�WKH�ULVNV�RI�
the work environment. Moreover, a special Covid-19 insurance has been implemented for the 
ZKROH�VWDɛ�

2. Improving employee engagement: a constant communication on indus-
try-wide and company news and initiatives has made employees 

always aware of major developments, leaving no one behind. 
Furthermore, several engaging initiatives involving the whole 
VWDɛ�KDYH�VSHFLÀFDOO\�IDYRUHG�WKHLU�ZHOO�EHLQJ�DQG�SHUVRQDO�
development.

On 31 December 2019, ITALO had a total workforce of 1420 peo-
ple, of which 1293 were directly employed by the company, with 
a growth of 170 and 208 units respectively as compared to 2018. 

8.2 TALENT ATTRACTION

Since its establishment, ITALO has developed a clear strategy for 
talent attraction with the aim of structuring a strong sense of 
service culture and corporate belonging. First of all, ITALO re-
cruitment process is highly structured and selective, with partic-
ular attention to interpersonal and linguistic skills. The selec-
tion respects the criteria of technical competences, thoroughly 
tested during the interview by the line managers through practi-
cal tests. An important aspect is represented by the motivational 
side and the person’s potentiality, analyzed both in the individual 
and group interview phases, through assessment centers built ad 
hoc for the position.

The selection processes are carried out partly online, through 
tests, questionnaires and video interviews, aimed at assessing 
the minimum competences for accessing the candidacy. This 
process allows both to speed up the selection and to focus only 
on the best candidates. Indeed, high quality standard is the ul-
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timate goal and is guaranteed by in-depth and structured individual interviews 
carried out together with the direct/line managers.

ITALO has chosen to improve candidate experience, paying attention to the issue 
RI�FDUHHU�RULHQWDWLRQ�WKURXJK�WKH�XVH�RI�JDPLÀFDWLRQ�WHFKQLTXHV�LQFOXGHG�LQ�WKH�
application phase and the participation to Career and Talent Days, moments of 
meeting and discussion on work topics and professional aspirations.

The importance of this kind of events is part of the new talent attraction and 
communication strategy based on the centricity of candidates.   

In 2019, ITALO received a total of 120,000 applications, of which almost 55,000 
from corporate website and over 66,000 related only to operational positions. 
The innovative hiring techniques have presented positive feedbacks in terms of 
HɛHFWLYHQHVV�RI�WKH�VHOHFWLRQ�SURFHVV��ZKLFK�OHG�WR�WKH�LQFOXVLRQ�RI�����HPSOR\-
ees in 2019 (+27% vs. 2018), both among the operational and non-operational 
VWDɛ��

$V�D�GLVWLQFWLYH�IHDWXUH�RI�,7$/2·V�VWDɛ��PRVW�RI�WKH�QHZ�KLUHV�FRQFHUQHG�\RXQJ�
employees – more than 75% of new entries were younger than 30 years old (+1 
pp vs. 2018). The great growth of the workforce (+ 28% overall new employee hire 
rate) was EDODQFHG�ÀJXUHV�IRU�PHQ�DQG�ZRPHQ, giving evidence of particular 
attention to diversity not only within the company but during the selection phase 
as well.

7KH�DWWHQWLRQ�WR�\RXWK�DQG�WKHLU�LQWURGXFWLRQ�WR�WKH�ODERU�PDUNHW�LV�FRQÀUPHG�
by the high number of ITALO’s apprentices and interns – 152 in 2019 – represent-
ing 10.7% of the total workforce. Such commitment is to be framed within the 
negative performance of the Italian youth labor market as compared to the EU 
average. Indeed, only 41.6% of youth between 15 and 34 years old have a job in 
Italy (vs 58.7% in the EU), and 18.3% are unemployed (vs 9.5% in the EU). Such 
statistics reveal serious issues for Italian youth to enter the labor market for 
WKH�ÀUVW�WLPH��7KHUHIRUH��,7$/2�DFWLYHO\�FRQWULEXWHV�WR�IDYRU�\RXWK�HPSOR\PHQW�
through its training programs and cultural orientation, providing its young em-
ployees, apprentices and interns with a valuable professional experience as well.

7KLV�SHUIRUPDQFH�LV�WKH�FRQÀUPDWLRQ�RI�WKH�moment of growth that the company 
KDV�EHHQ�XQGHUJRLQJ��7KH�FRQVROLGDWLRQ�RI�WKH�ZRUNIRUFH�LV�DOVR�FRQÀUPHG�E\�WKH�
hiring plan for the three-year period 2020-2022, which provides for 150 new hires 
that will help consolidate the quality of ITALO’s team and services.

The positive impact of the company on the whole national labor market is rein-
forced by the good geographical balance of the hires, which amounted to 175 
and 229 for Northern and Central-Southern Italy respectively.

$�FRQVWDQW�HQODUJHPHQW�RI�LWV�VWDɛ�KDV�EHHQ�PDGH�SRVVLEOH�DOVR�E\�DQ�H[FHOOHQW�
performance in terms of low turnover rates – around 6% (-1 pp vs. 2018) - which 
are largely outnumbered by the new hires. Such results are a direct consequence 
RI�,7$/2·V�HɛRUW�LQ�SXUVXLQJ�WDOHQW�UHWHQWLRQ��RQH�RI�WKH�SLOODUV�RI�+5�PDQDJH-
ment as displayed in the previous paragraphs, achieved through just rewarding 
mechanisms, a rich welfare system and an overall good work environment based 
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on diversity, respect and career opportunities.

8.3 EMPLOYEE DEVELOPMENT

Alongside the attraction of new talents, a strong focus is placed on the development of employees 
through the provision of clear opportunities for career advancement. According to its Training and 
Development internal policy, ITALO favors internal growth – especially in the operational sphere 
– which envisages external searches only when strictly necessary. The adoption of this policy con-
tributes to the creation and development of a strong corporate identity and will play a key role in 
2020 to support the re-launch of activities after Covid emergency.

Human Resources function manages the succession planning. By collaborating with the relevant 
FRPSDQ\� GHSDUWPHQWV�� LW� LGHQWLÀHV� WKH� UHVRXUFHV� KROGLQJ�PRWLYDWLRQ�� SRWHQWLDO� DQG� OHDGHUVKLS�
skills to undergo a growth path by covering gradually increasing organizational positions.

'XULQJ����������MRE�SRVWLQJV�ZHUH�ODXQFKHG�IRU�LQWHUQDO�VWDɛ�RQO\��DSSOLHG�IRU�E\�PRUH�WKDQ�����
resources. Among them, job postings for key operational roles are particularly important, allowing 
station and train Hostesses/Stewards, and Plant Operators to reach the level of train and station 
Managers, and Train Drivers respectively. In 2019, 195 resources were assessed for Train and Station 
Manager and Train Driver roles, and 81 of them began the training programs to obtain the necessary 
TXDOLÀFDWLRQV��,QWHUQDO�JURZWK�SURFHVV�KDV�EHHQ�DGRSWHG�IRU�RSHUDWLRQDO�FRRUGLQDWLRQ�UROHV�DV�ZHOO��
for which 6 job postings were managed, with 56 resources assessed and 8 promotions.

$W�WKH�VDPH�WLPH��LQWHUQDO�VHOHFWLRQ�DOORZV�PDQ\�RSHUDWLRQDO�UHVRXUFHV�WR�SDVV�WR�WUDGLWLRQDO�VWDɛ�
UROHV��LQ������RQO\�����MRE�SRVWLQJV�ZHUH�PDQDJHG�WR�ÀOO�VWDɛ�YDFDQFLHV��ZLWK�D�WRWDO�RI����SHUVRQV�
DVVHVVHG�DQG����HPSOR\HHV�PRYHG�WR�VWDɛ�UROHV�

Development is crucial for Top and Middle Management team as well, which has been the address-
ees of a special program during 2019. Based on the company 2018 leadership potential assessment, 
ITALO started an Individual & Group Executive Coaching Program, focused on group weaknesses and 
DLPLQJ�WR�HQKDQFH�WKH�PDQDJHULDO�SURÀOH�RI����,7$/2·V�([HFXWLYHV��

Furthermore, in tight continuity with 2018 assessment plan, a new wave of leadership potential as-
sessment on 15 middle managers has been carried out during 2019, focused on identifying required 
OHDGHUVKLS�SURÀOHV�WR�HQVXUH�EXVLQHVV�GHYHORSPHQW�DQG�JURZWK��GHVLJQLQJ�LQGLYLGXDO�GHYHORSPHQW�
SODQ��GHÀQLQJ�D�VXFFHVVLRQ�SODQ�IRU�NH\�VWUDWHJLF�UROHV��DQG�HQVXULQJ�.H\�3HRSOH�UHWHQWLRQ�

Young talents represent a further focus point of ITALO’s internal development strategy. In 2019, a 
VSHFLÀF�FDUHHU�SDWK�GHGLFDWHG�WR�QHR�JUDGXDWHV�ZDV�LQWURGXFHG��ZLWK�WKH�SXUSRVH�RI�PRWLYDWLQJ�
and retaining young high potential resources in a long term perspective.

Nonetheless, development is strictly dependent on evaluation, which is a priority of company’s HR 
management approach.

In January 2020, ITALO started the performance evaluation process related to 2019, covering all 
WKH�HOLJLEOH�VWDɛ�LQ�WKH�FRPSDQ\9��LQFOXGLQJ�H[WHUQDO�VWDɛ��,WDOR·V�performance evaluation pro-
cesses are based on a common soft-skill system framework and they are carefully reviewed and 
discussed in individual feedback sessions. The evaluation processes are strictly integrated with per-
formance management system, based on the attribution to each resource of corporate, functional 

9  Employees with at least six months of actual service are eligible for the performance evaluation process.
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DQG�LQGLYLGXDO�WDUJHWV��FRQWULEXWLQJ�WR�WKH�GHÀQLWLRQ�RI�FRPSDQ\·V�UHZDUGLQJ�V\VWHPV�

8.4 WELFARE

Corporate welfare available to personnel has a strategic role in employee retention and engage-
ment, and a broader meaning for ITALO’s commitment towards society in an ESG perspective. 
Indeed, welfare aims to improve not only the quality of life and well-being of employees, but it 
is extended to their families and the society in which they live as a whole. This approach is based 
on the belief that workers who feel good and safe both at home and at work, make them perform 
better as individuals and as employees.

That is why listening and being close to the employee and his family is a fundamental element of 
ITALO’s mission.

Itales is the corporate welfare program, which represents a distinctive feature of ITALO’s culture, 
growth and identity strategy.
 
,WDOHV�LV�DGGUHVVHG�SUHGRPLQDQWO\�WR�RSHUDWLRQDO�VWDɛ��7KH�SURJUDP�DLPV�WR�VSUHDG�WKH�FXOWXUH�RI�
prevention, health, environment, work life balance and employee branding. 

The main cornerstones of the program��RQ�ZKLFK�,7$/2�IRFXVHG�LWV�HɛRUW�LQ�������DUH�Care, Cul-
ture, Engagement and Balance10. 

 

10 Data refer to 2019.

CULTURE
- Fund-raising ‘Ospedali Dipinti’

- Green Program

- MAAM Maternity as Master

ENGAGEMENT
- 24th International Railway  

  Men Football Tournament

- Italo Beach Volley & Soccer Tournament

- Christmas Party

CARE
- Professional and Non professional  

  Accidents Insurance & Medical Insurance

- BLS with AED & Heimlich maneuver

- Prevention Health Care Program  

  with Susan Komen

BALANCE
- Welfare credits

-  ‘ALTUOFIANCO’ Support  

for Employees & Family members

- ‘On the road’ Support for youth

.ITALES
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Care included all activities relating to health and prevention, such as Professional and Non Pro-
IHVVLRQDO�$FFLGHQWV�,QVXUDQFH��0HGLFDO�,QVXUDQFH�IRU�DOO�HPSOR\HHV�DQG�IRU�����IDPLO\�PHPEHUV��
WUDLQLQJ�DQG�FHUWLÀFDWLRQ�RI�����HPSOR\HHV�LQ�WKH�%/6�$GXOW�DQG�3HGLDWULF�&HUWLÀFDWLRQ�7UDLQLQJ�3UR-
JUDP�ZLWK�$('�DQG�WKH�+HLPOLFK�PDQHXYHU��3UHYHQWLRQ�+HDOWK�&DUH�6XVDQ�.RPHQ�3URJUDP�ZLWK�����
VFUHHQLQJV�IRFXVHG�RQ�EUHDVW�����PDPPRJUDÀF�����EUHDVW�WHVWV�����EUHDVW�XOWUDVRXQG���J\QHFRORJ\��
dermatology and thyroid, with 28, 60 and 68 visits respectively.

Culture included all activities relating to the culture of physical and mental well-being.
This area included:
   the «Ospedali Dipinti» fundraising, supporting the painting of walls with subjects from the un-

dersea world in Monaldi Hospital in Naples.
   the Green Program, regarding both a recycling project in ITALO’ headquarters and the conversion 

of 180 kg of company’s old uniforms into school uniforms donated to poor African countries
   Social Security Project Maternity and Master Project with LIFEED®. LIFEED® training programs 

companies explore how to activate the learning potential inherent in life transitions – for ex-
ample parenting - and to turn it into tangible training grounds to improve one’s soft skills, to 
EH�VSHQW�LQ�WKH�EXVLQHVV�ÀHOG��7KH�PHWKRG�WULHV�WR�WUDQVIHU�OHDUQLQJV�IURP�KRPH�WR�ZRUN�²�DQG�
vice versa – and it is provided through a digital program, with weekly micro-learning modules, 
PXOWLPHGLD�DQG�LQWHUDFWLYH�FRQWHQW�WR�DLG�UHÁHFWLRQ�DQG�SUDFWLFH��7KH�SURJUDP�IRU�QHZ�SDUHQWV�
was launched in September 2019, available to expectant mothers and all parents of young chil-
dren (0-3 years old). To date, 47 people have signed up for the program, with a balance between 
mothers and fathers (51% and 49% respectively), who showed deep engagement, with more than 
1,400 responses to self-awareness exercises.

This experience was integrated by a 4-appointments webinar program open to the whole company, 
which was focused on acquiring the basic elements of Life Based Learning. 78 employees took part 
in the program, which counted a total of 107 attendances, as more than 67% registered on more 
than one webinar.

Engagement entailed aggregation activities to strengthen corporate identity and employees’ sense 
of belonging.

Among the sport initiatives, ITALO sponsored the 24th International Railway Men Football Tourna-
ment, the 5th ITALO Beach Volley Tournament, the 1st ITALO Beach Volley Tournament and the 4th 
ITALO Soccer Tournament, engaging a total of 430 participants.
:LWK�WKH�ÀUVW�&KULVWPDV�3DUW\��,7$/2�DLPHG�DW�FRQVROLGDWLQJ�WKH�YDOXHV�RI�6LPSOLFLW\��7UDQVSDUHQF\��
Linearity, Clarity and Essentiality. Santa Claus with his assistants, in collaboration with the Heal 
$VVRFLDWLRQ��RɛHUHG�VROLGDU\�JLIWV�WR�GRFWRUV��QXUVHV�DQG�ELRORJLVWV�ZKR�ZRUN�GDLO\�LQ�WKH�ÀHOG�RI�
care and research of pediatric neuro-oncology.

Balance focused on activities relating to work-life balance.
Employees enjoy a welfare credit depending on a quota assigned by ITALO and by the conversion 
IHH�RI�WKHLU�&ROOHFWLYH�3HUIRUPDQFH��,W�FDQ�EH�XVHG�IRU�GLɛHUHQW�JRRGV�DQG�VHUYLFHV�WR�EH�VHOHFWHG�
through a portal managed in collaboration with Eudaimon.

The services are divided into four areas:
  Family: designed to be a concrete support to reconcile work and family
  Health and wellness: regarding health and psycho-physical well-being
  Leisure��DLPLQJ�DW�IXOÀOOLQJ�SHUVRQDO�QHHGV��UHOD[LQJ�DQG�HQMR\LQJ�FXOWXUH�DQG�OHLVXUH�LQLWLDWLYHV
  Savings: to take advantage of purchase opportunities for technology, travel and clothing.

BALANCE
- Welfare credits

-  ‘ALTUOFIANCO’ Support  

for Employees & Family members

- ‘On the road’ Support for youth
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Welfare credit program has been increasing over the past three years as for both the percentage 
of employees signing it up and percentage of credit spent.

A second project, named ALTUOFIANCO��SURYLGHG�VXSSRUW�LQ�DQDO\]LQJ�DQG�IXOÀOOLQJ�HPSOR\HHV·�
personal and family needs, while with “On the road” ITALO helped youth to choose the most 
appropriate educational or professional path. The project envisaged two courses dedicated to 
employees’ children belonging to Teenagers (13-14 years old) and to Young (17-19 years old) age 
groups, which numbered 27 and 13 attendees respectively. 

8.5 DIVERSITY

ITALO recognizes equal dignity for all those involved in its activities, not admitting any form of 
discrimination.

One of the aspects of diversity the company is most active in is gender equality. Historically, ITALO 
has always been highly committed to the enhancement of female resources in every business area, 
including those technical ones with a predominantly male presence such as the role of the driver. 
6XFK�FRPPLWPHQW�LV�UHSUHVHQWHG�E\�ERWK�LWV�HɛRUW�WR�DWWUDFW�IHPDOH�WDOHQWV�LQ�WKH�ÀUVW�SODFH��DQG�
to guarantee fair working conditions which could concretely favor work-life balance�LQ�GLɛHUHQW�
SKDVHV�RI�OLIH��WKURXJK�GLɛHUHQW�LQLWLDWLYHV�VXFK�DV�WKH�0$$0�SURJUDP��,Q�WKLV�VHQVH��RQH�RI�WKH�
important tools allowing a reconciliation between professional and private spheres for young par-
ents is parental leave, which has been used by 213 employees, a majority of which young mothers. 
7KH�HɛHFWLYHQHVV�RI�WKLV�WRRO�KDV�EHHQ�FRQÀUPHG�E\�LWV�ORZ�LPSDFW�RQ�WKH�SURIHVVLRQDO�FRQWLQXLW\�
of those who took it. Indeed, nearly 90% of them regularly resumed their position after the leave 
and still worked for ITALO 12 months after returning to work following a period of parental leave11.

,7$/2·V�HɛRUWV�KDYH�OHG�WR�JUHDW�UHVXOWV�LQ�������HVSHFLDOO\�LQ�UROHV�WUDGLWLRQDOO\�KHOG�E\�PHQ��,Q�
particular female train drivers nearly doubled, passing from 4 to 7 resources, while the number of 
control room specialist roles occupied by women grew by 20% - from 12 to 15. Such outcome has 
been made possible also by ITALO’s internal development process. The career advancement pro-
cess for Hostesses and Stewards aspiring to the role of Train Manager, focused on the skills and ex-
perience of candidates, saw 71% of the 108 employees taking part to the selection process and 62% 
of the 45 promoted being women.A good presence of women and overall balance between male 
DQG�IHPDOH�UHVRXUFHV�LV�FRQÀUPHG�E\�WKH�ÀJXUHV�DERXW�WKH�ZKROH�SHUVRQQHO� 46% of the personnel 
(and 48% of the total workforce) is represented by women, a percentage that rises up to 50% for 
the under 30 group and 69% for the apprentices (+4 pp vs. 2018), a sign of the great attention ITALO 
pays to giving development and training opportunities to young female talents.

A second aspect of equal opportunities concerns the ratio of the remuneration of women to men, 
an area ITALO is committed to progressively improve and that has led to a substantial balance for 
GLɛHUHQW�HPSOR\HH�FDWHJRULHV��

Nevertheless, diversity entails also a heterogeneous workforce from both a geographic and age-
based perspective. In this perspective, ITALO has 65 employees born outside of Italy representing 
35 different countries, with a balanced distribution between national macro-areas.

11 Retention rate, measuring the percentage of employees retained 12 months after returning from parental leave, refers to employees 

who took parental leave and returned to work in 2018.
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8.6 TRAINING

The importance of people as fundamental asset of company’s success and the 
nature of rail industry, requiring a constant technical update of the operators, 
render training one of the most critical aspects of ITALO’s business. Besides the 
mandatory courses required by law, in 2019 only, each employee has attended 27 
hours of non-mandatory training on average.

This is the reason why the company has decided to invest in an in-house highly 
specialized department, namely the Training School on technical and regulatory 
LVVXHV��ZKLFK�UHSUHVHQWV�D�ÁDJVKLS�RI�WKH�FRPSDQ\��

In 2019, ITALO’s employees undertook 142 hours of training on average, with 
D�SHDNLQJ�DYHUDJH�RI�����IRU�RSHUDWLRQDO�VWDɛ��7KH�SURJUDPV�KDYH�EHHQ�DLPHG�
DW�WKH�ZKROH�ZRUNIRUFH��LQFOXGLQJ�OHDVHG�VWDɛ��FROODERUDWRUV�DQG�LQWHUQV��ZKLFK�
undertook an average of 117 per-capita hours of training.

'XULQJ������,7$/2�LPSOHPHQWHG�ÀUVW�WUDLQLQJ�WKDW�OHG�WR�WKH�TXDOLÀFDWLRQ�RI�PRUH�WKDQ�
150 train hostesses and stewards, 48 train managers, 128 plant operators, 58 train 
drivers, and 39 Station resources. In addition, great importance is given to recurrent 
WHFKQLFDO�WUDLQLQJ�SURJUDPV�DV�ZHOO��ZKLFK�IXOO\�LQYROYHG�RSHUDWLRQDO�VWDɛ�LQ������

2019 has been an extraordinary year in terms of training provided, due to the 
JUHDW�QXPEHU�RI�QHZ�KLUHV��WKH�UHQHZDO�RI�WKH�ÁHHW�ZKLFK�KDV�SURPSWHG�D�UHODW-
ed technical training, and a high number of new courses and initiatives launched 
across the months. Indeed, more than 158,000 hours of extraordinary training12 
have been provided to employees (122 hours per person on average), against the 
19 hours of recurrent training attended on average by employees.

+RZHYHU�� ,7$/2�KDV� QRW� IRFXVHG� RQO\� RQ� WUDLQLQJ� RSHUDWLRQDO� VWDɛ��7KH� GHYHO-
opment of soft skills has been gaining increasing importance and has led to the 
implementation of several experiential training projects in 2019, such as the new 
training program that used the sports metaphor, aimed at reinforcing each em-
ployee’s awareness about the value of its own role within the organization. In the 
VDPH�SHULRG��D�VSHFLÀF�WUDLQLQJ�SURJUDP�IRFXVHG�RQ�managerial skills, addressed 
to ITALO’s Station Managers, was implemented.

Alongside these initiatives, in 2019, ITALO inaugurated an individual and group 
FRDFKLQJ�SURJUDP�DLPHG�DW�PDQDJHULDO�ÀJXUHV��DQG�FRXUVHV�DERXW�Project Portfo-
lio Governance and Project Management in order to streamline processes while 
LPSURYLQJ�HɜFLHQF\�

Finally, the nature of its business and the increasing internationalization of the 
company has been making the development of linguistic skills crucial for an ex-
cellent service. The attention paid to foreign languages, in particular English, 
has continued in 2019 with the delivery of individual training courses on business 
English, which has envisaged both in-presence and on online classes.

12�([WUDRUGLQDU\�WUDLQLQJ�LV�GHÀQHG�DV�QRQ�UHFXUUHQW�WUDLQLQJ��VXFK�DV�WKH�RQH�SURYLGHG�WR�QHZ�HQWULHV�RU�RQ�

the occasion of one-time events such as the purchase of new trains.
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8.7 INTERNAL COMMUNICATION

In a society where communication plays an increasingly prominent and strate-
gic role within companies and organizations, ITALO has designed a new Internal 
Communication Model in order to promote and enhance moments of direct dia-
logue between ITALO people, and guarantee timely and transparent information 
on company news and business.

The theoretical foundations on which the Company’s Internal Communication 
Model is based have been built thanks to a careful analysis of the internal com-
munication needs of ITALO population. Human Resources, through interviews with 
the Top Management, focus groups and online surveys, have given the opportunity 
to each Professional Family to express their own judgment and directly contribute 
to establishing the determining elements that must be part of ITALO’s Internal 
Communication.

Thanks to the results obtained, a new communication model was born that in-
volves the use of two communication channels:
   a territorial channel that provides for the organization of meetings on the ter-

ritory (Executive Roadshow & Line Meet Up) on ITALO network and has the goal 
of creating a direct line between management and collaborators, sharing insti-
tutional information, business prospects, innovative ideas, results and opinions. 
7KH�FKDQQHO�LQYROYHG�DURXQG�����SDUWLFLSDQWV�LQ������

   a digital channel which, thanks to the support of new technologies, allows both 
the use of a video conferencing platform that top management can interface 
with the entire ITALO population through, and the creation of a personalized 
monthly newsletter for sharing all the latest news from the ITALO world, which 
counted over 1000 monthly readers on average in 2019.

8VHU�IHHGEDFNV�RQ�WKH�HɛHFWLYHQHVV�RI�VXFK�WRROV�UHSRUWHG�D�OHYHO�RI�JRRG�VDWLV-
faction, encouraging the company to continue its information and communication 
DFWLYLWLHV�WRZDUGV�WKH�VWDɛ�

However, ITALO’s willing to constantly increase the quality of its operations has 
led to set new targets for the improvement of its internal communication:
   an online survey will be launched in order to evaluate the satisfaction of the 
���SURSRVHG�LQLWLDWLYHV�DQG�WR�XQGHUVWDQG�WKH�QHHGV�RI�VWDɛ�
   face-to-face meeting will integrate virtual ones in the management-operational 
���VWDɛ�GLDORJXH�SURJUDP�
 proposals of personal development well-being and leisure initiatives will be 

introduced into the newsletter.
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8.8 HEALTH AND SAFETY

8.8.1 Company’s approach to Health and Safety

As stated in the Environment section of this document, ITALO has voluntarily adopted a system for 
Occupational Health and Safety Management and Environmental Protection (hereinafter “SGLA”), 
in accordance with the UNI ISO 14001 and OHSAS 18001 international voluntary standards for 
environmental and health and safety management. According to the strong company’s awareness 
that health and safety at work are an integral part of the overall management of the company, 
ITALO has set the following objective as one of the three main corporate goals: “Guaranteeing the 
company’s employers or any cooperating third party increasing levels of protection of health and 
safety at work, by focusing on the prevention of accidents and occupational diseases”. In order to 
achieve such a goal, ITALO has developed a procedure regulating the risk management process in 
WKH�ÀHOG�RI�ZRUNHUV·�KHDOWK�DQG�VDIHW\��7KH�SURFHGXUH�DLPV�WR�GHÀQH�UHVSRQVLELOLWLHV��FULWHULD�DQG�
PRGDOLWLHV�IRU�WKH�ULVN�DVVHVVPHQW·V�H[HFXWLRQ�DQG�WKH�LGHQWLÀFDWLRQ�RI�WKH�FRQWURO�PHDVXUHV�WR�EH�
adopted in case of hazards. 

The presence of hazards and the related risks, as well as the possible impacts related, are in fact 
subject to periodic analysis by the company and are aimed at:
  Highlighting critical operations and components related to occupational health and safety as-
SHFWV�

  Managing and minimizing the operational impact on health and safety at work, in order to re-
GXFH�ULVNV�UHVLGXHV�DFFRUGLQJ�WR�WKH�DFFHSWDELOLW\�WKUHVKROG�HVWDEOLVKHG�E\�,7$/2�DV�ZHOO�

  Indicating responsibilities and implementation modalities�UHJDUGLQJ�ULVN�PLWLJDWLRQ�PHDVXUHV�
  Supporting the strategy for achieving minimum values for accidents�DQG�ZRUN�UHODWHG�GLVHDVHV�
  Providing indications on the objectives, frameworks and improvement actions together with the 

related implementation priorities.

In relation to the responsibilities of ITALO as an Employer, the management system provides for the 
LGHQWLÀFDWLRQ�RI�KD]DUGV��ULVN�DVVHVVPHQW�DQG�LGHQWLÀFDWLRQ�RI�PHDVXUHV�IRU�WKH�VDIHW\�DQG�KHDOWK�
RI�WKH�ZRUNSODFH��)RU�VXFK�D�SXUSRVH��,7$/2�EHQHÀWV�IURP�WKH�WHFKQLFDO�VXSSRUW�RI�WKH�+HDG�RI�WKH�
Prevention and Protection Service, the collaboration of the Competent Doctor and the Workers’ 
Safety Representative13  who are consulted during the risk assessment process.

Moreover, the risk assessment activity is preceded by a phase of acquiring adequate information 
about the processes implemented by the organization. In addition, operating activities, occasion-
al, ancillary and service activities (e.g. maintenance, cleaning, etc.) are all also included in the 
LGHQWLÀFDWLRQ�SURFHVV�

13 The number of the Workers’ Safety Representatives has been raised from 1 to 8 during the Covid-19 emergency, in order to allow 

a better monitoring and prevention of the related risks for the occupation health and safety.
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8.8.2 Health and Safety Responsibility Chain

ITALO, through the functions of the Top Management, provides all the appropriate activities aimed 
DW�WKH�FRUUHFW�LGHQWLÀFDWLRQ�RI�WKH�UHTXLUHPHQWV�RI�WKH�6*/$�DQG�LWV�FRQWURO��HQVXULQJ�WKH�SURYLVLRQ�
of the necessary resources to implement and keep the SGLA updated.

Besides the Top Management team, the Health and Safety Director is in charge of the Health and 
6DIHW\�DUHD�DQG�KROGV�VSHFLÀF�UHVSRQVLELOLWLHV�LQ�UHODWLRQ�WR�WKH�LPSOHPHQWDWLRQ�DQG�PDLQWHQDQFH�
of the SGLA. 

Therefore, among the responsibilities of the Health and Safety Director, he has to ensure the appli-
cation of the SGLA, report to the Top Management in order to ensure a continuous improvement, 
track the goal achievements of the area by joining the Board’s examination session as well. The 
task is carried out through periodical audits on the workplaces and a constant monitoring of the 
performance, which after the Covid-19 emergency aim to verify the correct implementation of 
related protocols.

The Director is also supported by an Occupational Health and Safety responsible (that is Head of 
the Prevention and Protection Service), who helps spread the SGLA in the company and ensures its 
application is known and respected by all the employees. 

8.8.3 The value of Safety

For tasks related to Occupational Health and Safety and Environmental Protection to be assigned to 
personnel with appropriate skills and training, ITALO has set up suitable training procedures for the 
HPSOR\HHV��6XFK�SURFHGXUHV�UHTXLUH��IRU�HDFK�SRVLWLRQ�DQG�UROH��WKDW�WKH�DUHD�'LUHFWRU�GHÀQHV�WKH�
technical skillset and the attitudes that the ideal candidate should have. Such an activity is under 
the responsibility of the Health and Safety Director and its collaborators.

7KLV�DWWHQWLRQ�WR�WKH�VXEMHFW�LV�FRQÀUPHG�E\�ZKDW�,7$/2�GRHV�LQ�WHUPV�RI�KHDOWK�DQG�VDIHW\�WUDLQ-
ing beyond legal requirements. Indeed, the company has extended the scope of the emergency 
PDQDJHPHQW�WUDLQLQJ��VXFK�DV�WKH�%DVLF�/LIH�6XSSRUW�DQG�HDUO\�'HÀEULOODWLRQ��%/6'��FRXUVH��WR�RS-
HUDWLRQDO�VWDɛ�FDWHJRULHV�IRU�ZKRP�LW�LV�QRW�DFWXDOO\�PDQGDWRU\��VXFK�DV�KRVWHVVHV�DQG�VWHZDUGV��LQ�
order to give its personnel the highest degree of preparedness in assisting passengers. To the same 
HQG��VSHFLÀF�FRXUVHV�DERXW�microcrisis management and self-defense have been provided to both 
VWDWLRQ�DQG�WUDLQ�VWDɛ�DQG�UHSUHVHQWV�D�XQLTXH�IHDWXUH�RI�,7$/2·V�FRPSUHKHQVLYH�WUDLQLQJ�SURJUDP��
This kind of training is aimed at preparing employees to manage and correctly react to certain 
extraordinary events occurring at the stations or on board, such as acts of violence by passengers, 
WKXV�JXDUDQWHHLQJ�D�KLJKHU�VHFXULW\�IRU�WKH�VWDɛ�LWVHOI�DQG�IRU�RWKHU�FXVWRPHUV�

7KH� HɛHFWLYHQHVV� RI� WKH� FRPSDQ\·V� +HDOWK� DQG� 6DIHW\�PDQDJHPHQW� V\VWHP� DQG� WKH� HɛRUWV� WR�
spread a sound culture of safety among the workers has led to good performance in terms of injury 
UDWH��7KH����LQMXULHV�RFFXUUHG�GXULQJ������DUH�DWWULEXWDEOH�WR�GLɛHUHQW�NLQGV�RI�FROOLVLRQV�DJDLQVW�
objects or persons (14 injuries), falls (3 injuries), acts of violence (2 injuries) or other accidents (4 
injuries). The resulting injury rate of 13.1 is a sign of the great improvement in ITALO’s health and 
safety performance, representing a 61% reduction as compared to 2018 data.
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8.9 INDUSTRIAL RELATIONS

In 2019, ITALO signed its Labor Collective Agreement with the Union National rep-
resentatives. The document develops a new model of industrial relations, aiming 
at constructive confrontation and at accompanying the growth of the company in 
compliance with shared contractual arrangements.

ITALO’s industrial relations model is divided into 3 phases: information, consulta-
tion and bargaining.
1. Information promotes the sharing of issues that characterize the company man-

agement such as the industrial plan, hiring trends, training needs, and health 
and safety at work.

2. Consultation consists of planning initiatives, identifying common solutions and 
making use of mixed Committees – National Observatory, Occupational Safety 
Committee, Welfare and Equal Opportunities Committee, and Training and De-
velopment Committee – made up of 3 members appointed by the company and 
3 members appointed by trade union organizations. Each committee meets on 
average twice a year.

3. Bargaining is the negotiation phase aimed at identifying the solutions useful 
for managing market evolution and development processes, respecting the 
SURÀWDELOLW\�DQG�SURGXFWLYLW\�QHHGV�RI�WKH�FRPSDQ\�

A major change occurred in 2019 regarded the signature of the labor collective 
agreement applicable to ITALO’s employees on 20 February 2019, valid from 1 April 
2019 to 31 December 2021. The new contract provides for three major changes:
     the increase of contractual minimums, the inclusion of the professional salary 
   and improvement of the variable salary rewarding those who work more and 
���EHWWHU�
  a new Performance Award, which comprises corporate, functional and individual 
   objectives, the disbursement of which is linked to the economic performance of 
   the company and which provides for the possibility of seeing an increase in the 
   bonus of up to 120% compared to current ones and the possibility to convert all
���RU�SDUW�RI�LW�LQWR�ZHOIDUH�VHUYLFHV�
   a Smart Working agreement signed on 22 November 2019 with the aim of pro-
PRWLQJ�WKH�LPSURYHPHQW�RI�WKH�TXDOLW\�RI�OLIH�RI�LWV�VWDɛ�DQG�WKH�UHFRQFLOLDWLRQ�
between professional and private life, as well as reducing environmental im-
pacts. The project formally started on 1 March 2020 for the initial duration of 12 
months. Non-operational personnel will be able to perform smart working once 
a week after signing an individual agreement and information on generic and 
VSHFLÀF�ULVNV�DVVRFLDWHG�ZLWK�FDUU\LQJ�RXW�ZRUN�LQ�VPDUW�ZRUNLQJ�PRGH�
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8.10 ITALO’S RESPONSE TO COVID-19 EMERGENCY: PEOPLE

In order to mitigate the consequences of the pandemic on the regular professional activity of its 
human resources and guarantee the safety of its workplaces, ITALO has implemented several ini-
tiatives relating to 5 major areas.
 

1.  Communication and employee engagement��WKH�+5�IXQFWLRQ�ODXQFKHG�GLɛHUHQW�FRPPXQLFD-
tion initiatives conveyed through a digital newsletter: .Itell.

 .Itell is part of the Internal Communication development project which started in 2018 and 
favors a direct dialogue between the company and its employees through prompt informa-
WLRQ��WUDQVSDUHQF\�DQG�FRPSDQ\�FXOWXUH�SURPRWLRQ��,Q�RUGHU�WR�HɜFLHQWO\�FRQIURQW�WKH�&RYLG�
emergency, .Itell has made some changes, which has helped its reading rate from 58% to 80%, 
with over 1,100 readers per week that expressed their satisfaction for the tool. Among the 
new features, the graphic design has been renewed, it has been published weekly instead of 
the previous monthly frequency, and it has enriched its contents, now organized into 4 Topics: 
&RPPXQLFDWLRQ��LQFOXGLQJ�FRUSRUDWH�PHVVDJHV�DQG�XSGDWHV��3HUVRQDO�'HYHORSPHQW��ZKLFK�VXS-
ports employees’ professional growth through the enhancement of their skills (English language 
FRXUVHV��0LFURVRIW�([FHO��HWF����KHOSLQJ�UHGXFH�DQ\�VWUHVV�FDXVHG�E\�KHDOWK�HPHUJHQF\��:HOO�EH-
ing, dedicated to mental and physical well-being, through webinars on psychological support, 
SK\VLFDO�DFWLYLW\��IUHH�HERRNV��HWF���)XQ�	�/HLVXUH��ZKLFK�GHDOV�ZLWK�HPSOR\HHV·�HQWHUWDLQPHQW��
including content for creation and sharing  of employees’ videos, E-Sports, Online quizzes on TV 
and music, subscription to private TV platforms etc.

2.  Smart-working activation: the working mode has been activated and preferred for all non-op-
erational personnel in accordance with precautionary norms, and has involved more than 300 
employees. The same attention has been also continuing in the so-called phase 2 where smart 
working has been applied wherever possible to all employees and with absolute priority for 
pregnant women, parents of children in pre-school and school age, invalid and immunosup-
pressed.

Communication
 and employee 
engagement

Smart-working 
activation

Security 
protocols

Activation 
of social 

safety nets

Health Insurance 
for employees
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3.   Security protocols�� VSHFLÀF� VDIHW\�DQG�KHDOWK�SURWRFROV� LQ�DOO� DUHDV�RI�ZRUN� ²�RɜFHV�� FUHZ�
RɜFHV��VWDWLRQV��SODQWV�DQG�RQ�ERDUG�WUDLQV�²�KDYH�EHHQ�GUDIWHG��VKDUHG�DQG�SHULRGLFDOO\�UH-
YLVHG�ZLWK�WUDGH�XQLRQV�LQ�RUGHU�WR�NHHS�WKHP�HɛHFWLYH��7KH\�SURYLGH�ZRUNHUV�ZLWK�RSHUDWLRQDO�
guidelines to combat the spread of Covid-19 virus in ITALO’s workplace. Covid-19 represents 
a generic biological risk, for which equal measures must be taken for the whole population. 
These protocols therefore contain measures that follow the logic of the precaution, observing 
the current legislative prescriptions and the recommendations of the Health Authority. In all 
the workplaces, daily sanitization, hand sanitizer and face masks have been made mandatory, 
ZKLOH�IRU�WKH�7LFNHW�2ɜFHV�DQG�WKH�+HDGTXDUWHUV��WHPSHUDWXUH�PHDVXUHPHQW�DW�WKH�HQWUDQFH�
and plexiglass dividers have been integrated. Moreover, distancing among the employees have 
been guaranteed by encouraging smartworking and reducing the maximum number of workers 
DOORZHG�WR�EH�SUHVHQW�WRJHWKHU��)LQDOO\��D�SLORW�WHVW�KDV�EHHQ�FDUULHG�RXW�LQ�WKH�RɜFHV�RI�WKH�
KHDGTXDUWHUV�DQG�LQ�RQH�VWDɛ�FRUQHU�ZKLFK��WKURXJK�WKH�XVH�RI�VZDEV��KDV�FKHFNHG�WKH�DEVHQFH�
of any traces of the virus.

4.  Activation of social safety nets: ITALO has activated the social safety nets provided by the 
government to deal with the emergency due to the decrease in company activity with serious 
FRQVHTXHQFHV�RQ�LWV�HFRQRPLF�VXVWDLQDELOLW\�DQG��WKXV��RQ�HPSOR\PHQW��,Q�RUGHU�WR�ÀQDQFLDOO\�
support its employees, ITALO has arranged for the whole workforce the anticipation of the wage 
integration treatment required by law.

5.  Health Insurance for employees: in order to provide its employees with the best assistance in 
case of need, ITALO, together with Willis Tower Watson-PREVIASS has found solutions that go 
beyond the standard health insurance packages, such as allowances in case of hospitalization 
and for the period of convalescence from Covid-19, and other initiatives supporting the employ-
ees and their families in case of illness such as post- recovery assistance, doctor’s home visit, 
ambulance transfer, transfer from hospital to domicile, transfer and return from the specialist 
care institute, sending family worker, babysitters and pet sitters, accompanying minor children 
to school, and home shopping delivery.
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9.    SOCIETY
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NEW BUSINESS 
RELATIONS IN 2019

83

OF TOTAL PURCHASE SPENDING 
SPENT ON ITALIAN SUPPLIERS

96.8%
ITALO’S EFFORT 

FOR THE COMMUNITY IN 2019

SOCIAL AND CULTURAL
EVENTS IN 2019

21

9. Society

9.1 SUSTAINABLE SUPPLY CHAIN

Ethical, social and environmental issues have been gaining increasing relevance for ITALO in se-
lecting its business partners.

In order to allow an adequate level of transparency of the procurement processes and to guarantee 
WKH�PD[LPXP�UHOLDELOLW\�RI�VWUDWHJLF�VXSSOLHV��,7$/2�KDV�GHÀQHG�DQ�LQWHUQDO�VHOHFWLRQ�DQG�TXDOLÀ-
cation process of the suppliers.

To this end, ITALO has upgraded its e-procurement portal, by adding new tools which monitor and 
YHULI\�VSHFLÀF�VXVWDLQDELOLW\�UHODWHG�UHTXLUHPHQWV��,Q�SDUWLFXODU��WKH�SRUWDO�UHSRUWV�WKH�ÀQDQFLDO�
and credit reliability of suppliers, which is an important element for preserving company’s busi-
ness continuity, and the UHOHYDQW�FHUWLÀFDWLRQV held by the business partners. This information 
is obtained through an DG�KRF survey submitted to suppliers during the selection phase, which 
UHTXLUHV�GLVFORVXUH�DERXW�HQYLURQPHQWDO�SHUIRUPDQFH��HQHUJ\�HɜFLHQF\��TXDOLW\��VDIHW\��DQG�VRFLDO�
DFFRXQWDELOLW\�FHUWLÀFDWLRQV��DERXW�KHDOWK�DQG�VDIHW\�PDQDJHPHQW�V\VWHP��DERXW�ZDVWH�PDQDJH-
ment, and ethics and anti-corruption. In addition to the latter, during the selection phase each 
suppliers is informed about ITALO’s Ethical Code through dedicated contractual clauses. The con-
tracts envisage also the possibility for ITALO to perform onsite inspections in order to check the 
information declared.

This procedure allows ITALO not only to meet transparency criteria, but also to start the operations 
only with the subjects who carry out their activities in line with the desired health, safety and 
environmental standards.

,Q�DGGLWLRQ�WR�WKLV�VWDQGDUGL]HG�VHOHFWLRQ�SURFHGXUH��IRU�WKH�PRVW�VLJQLÀFDQW�DQG�VWUDWHJLF�VXSSOLHV�
ITALO issues calls for tender in order to guarantee transparency and favor a more informed choice 
of the best candidate. ITALO holds business relations with 444 partners in total, of which 93.2% 
are based in Italy. Among the most relevant business partners, 10 companies absorb around 75% of 
ITALO’s total spending for procurement. In particular, provision and maintenance of rolling stock 
and costs for acceding the network are by far the most relevant categories of supplies, covering 

70,000€



75

2019 SUSTAINABILITY REPORT - SOCIETY

over 67% of ITALO’s procurement total spending and attributable to just two suppliers, which 
provide the most strategic assets for ITALO’s business continuity.

Among these numerous business relations, 83 were acquired in 2019 as new contracts. 20 of them 
were related to new suppliers completing the ad hoc survey submitted by the company. 25% of the 
SDUWQHUV�GHFODUHG�WR�KDYH�WKH�,62�������FHUWLÀFDWLRQ�DQG�RQH�RI�WKHP�DGGHG�WKH�6$������DV�ZHOO�

9.2 TERRITORY AND COMMUNITY

Besides reaching all of Italy’s main cities of art, ITALO actively supports initiatives aimed at pre-
serving and enhancing Italy’s art heritage. On the one hand, ITALO’s initiatives are based on the 
protection and enhancement of the cultural heritage and, on the other hand, on the creation 
of partnerships and synergies with museums, exhibitions and musical events. ITALO is also active 
in promoting initiatives that increase awareness on social sustainability: the ability to ensure 
that the fundamental conditions of human well-being – such as safety, health and education – are 
equally distributed by class and gender. To do so, ITALO supports, on its own or by partnering with 
other players, initiatives that improve fairness, accessibility, participation and cultural identity. 

During 2019, ITALO continued and expanded its commitment to supporting the community partic-
ipating in 21 important initiatives promoted by local and national bodies, institutions and associ-
ations, both for the promotion of social activities and for the dissemination of cultural initiatives, 
for a total effort by the company of more than 70.000€14.

,QGHHG��LQ�WKH�GLɜFXOW�WLPHV�,WDO\�DQG�LWV�FLWL]HQV�KDYH�IDFHG�WKH�FKDOOHQJLQJ�Covid-19 emergency, 
ITALO has always been and continues to be close to the country by supporting the medical aid and 
the priceless Italian artistic heritage by promoting the national cultural and artistic sites.

During Covid-19 emergency, the Italian Red Cross volunteers could use ITALO trains for free for 
moving from and to the hospitals all around Italy and transporting fundamental health devices such 
as surgical masks, sanitizers, etc. This agreement is the outcome of the will to support the country 
DQG�DOO�WKH�ZRUNHUV�ÀJKWLQJ�WKH�YLUXV�LQ�WKH�IURQW�OLQH�

On the cultural side, ITALO channels (social media, on-board magazine, website and newsletters) 
has been bringing its passengers and employees on virtual tours to visit the most beautiful sites 
present in the towns covered by the company’s network, while awaiting the opportunity to come 
and visit them in person again soon.

The main social and cultural initiatives launched or carried out in 2019 are exposed in the following 
paragraphs. However, ITALO’s commitment to the communities and territories connected by its 
trains and buses keeps growing daily, always looking for new partnerships and projects to continue 
in this constant generation of positive impacts.

14�7KH�WRWDO�HɛRUW�LQFOXGHV�ERWK�WKH�FRVWV�ERUQH�E\�,7$/2�IRU�WKH�DFWLYDWLRQ�RI�WKH�SURMHFW�DQG�WKH�GLUHFW�FRQWULEXWLRQV�WR�IRXQGDWLRQV�

and associations for the purchase of goods and services.
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9.2.1 Promotion of social activities

ITALO in Fondazione Italia Sociale
In July 2019, ITALO joined the participants of the Fondazione Italia Sociale, bringing to 21 the num-
EHU�RI�LPSRUWDQW�ERGLHV�RI�WKH�SURÀW�DQG�QR�SURÀW�ZRUOG�WKDW�KDYH�DFFHSWHG�WKH�PLVVLRQ�RI�UHQHZDO�
and development promoted by the Foundation, which established the Italian Philanthropic Fund in 
May 2019, a tool aimed at making philanthropy increasingly solid and strategic.

ITALO and Scuola di Politiche
In the summer of 2019, ITALO collaborated with Scuola di Politiche, an institution established in 
�����ZLWK�WKH�DLP�RI�RɛHULQJ�D�WUDLQLQJ�RSSRUWXQLW\�WR�WDOHQWHG�\RXQJ�SHRSOH��7KDQNV�WR�WKLV�SDUW-
nership, ITALO has provided its employees with the opportunity to participate in courses organized 
by Scuola di Politiche, taking part in seminars, training events, summer schools and much more, 
while having the opportunity to look for talents to be included in the world of work among the 
School’s alumni.

ITALO and Leidaa
ITALO has supported LEIDAA association, which has always been at the forefront of environmental 
SURWHFWLRQ��WKH�UHFRJQLWLRQ�RI�DQLPDO�ULJKWV�DQG�WKH�ÀJKW�DJDLQVW�VWUD\�GRJV�E\�VSRQVRULQJ�WKH�PHV-
sage of solidarity through its channels.

ITALO and AISM
ITALO supports the AISM, the Italian Multiple Sclerosis Association dedicated to women with mul-
tiple sclerosis, and has actively participated in the fundraising by purchasing the hydrangea and 
gardenia seedlings that were distributed to its travelers in the Lounge ITALO Club of Roma Termini 
on 8 March 2019, and by dedicating ample space to the AISM activities on the on-board magazine 
DQG�RQ�LWV�RɜFLDO�VRFLDO�FKDQQHOV�

ITALO and Fondazione Telethon
In 2019 ITALO continued to support the “Io PER LEI” campaign, the initiative launched by Fonda-
]LRQH�7HOHWKRQ� LQ�FROODERUDWLRQ�ZLWK�8LOGP�GHGLFDWHG� WR�DOO� WKH�´UDUHµ�PRWKHUV�ZKR�GDLO\�ÀJKW�
WKH�GLɜFXOWLHV�RI�D�UDUH�JHQHWLF�GLVHDVH�ZLWK�WKHLU�FKLOGUHQ��$OO�,7$/2�WUDYHOHUV�FRXOG�VXEVFULEH�D�
regular donation to help the research and the numerous small patients to improve their future.

ITALO and Telefono Rosa
On 25 November 2019 – the International Day for the Elimination of violence against women – ITA-
LO decided to start up an important collaboration with Telefono Rosa, Italy’s NGO that has been 
working for years to support and protect women and children victims of violence, aimed at backing 
its mission. All ITALO passengers could purchase the brooches and other gadgets from the associ-
ation by making a donation in the Lounges of Napoli Centrale, Roma Termini and Milano Centrale 
stations.

ITALO and Humana People to People Italy
In 2019 ITALO has supported the humanitarian organization HUMANA People to People Italy. In May, 
eco-boxes, containers for used clothing collection, were placed in ITALO’s headquarters and in the 
VWDɛ�FRUQHUV�LQ�1DSOHV��5RPH�DQG�0LODQ�ZLWK�WKH�DLP�RI�UDLVLQJ�DZDUHQHVV�DPRQJ�HPSOR\HHV�RQ�WKH�
issues of recovery of used clothing and on the circular economy. For every kilogram of used clothing 
FROOHFWHG��,7$/2�SURYLGHG�D�ÀQDQFLDO�FRQWULEXWLRQ�WR�IXUWKHU�VXSSRUW�DOO�WKH�DFWLYLWLHV�RI�+80$1$��$�
project with both a great social and environmental impact with a circular economy view.
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9.2.2 Promotion of cultural assets and activities

Ferrara in Jazz
$OVR� IRU� WKH����������� VHDVRQ� ,7$/2�RɛHUHG� LWV� WUDYHOHUV�GHSDUWLQJ� IURP�RU�DUULYLQJ� LQ�)HUUDUD�
the opportunity to attend a reduced price at the concerts scheduled for the 20th Ferrara in Jazz 
festival. The event took place inside the Torrione San Giovanni, home of the Jazz Club Ferrara, a 
splendid Renaissance bastion and a jewel of the ancient Estense walls protected by UNESCO. The 
FROODERUDWLRQ�KDV�EHHQ�FRQÀUPHG�IRU�����������DV�ZHOO�

ITALO and the Egyptian Museum
ITALO has strengthened its presence in the Piedmontese capital allowing its travelers from or to 
Turin to visit the famous Egyptian Museum founded in 1824 at a discounted price: thanks to a 2x1 
RɛHU��WZR�SDVVHQJHUV�FRXOG�DFFHVV�WKH�0XVHXP�SD\LQJ�IRU�D�IXOO�SULFH�HQWU\�

Rides! Stories, Images, Games. Palazzo Roverella Rovigo
ITALO accompanied its travelers on a unique journey in which the theme of the carousel has been 
addressed in a social key. Thanks to the partnership with Palazzo Roverella, all holders of an ITALO 
ticket with Rovigo destination/departure received a discount on the entrance ticket to the “Rides! 
Stories, Images, Games” exhibition, displaying the works of great photographers and artists fo-
cused on carousels.

Festival History Lessons
ITALO accompanied its travelers to the event Lessons of History Festival, held in Naples from 25 to 
28 April after ten years of sold out in the great theaters of Italy.

10 years of the Dolomites UNESCO heritage
ITALO supported the celebrations for the 10th anniversary of the inclusion of the Dolomites into 
the list of UNESCO World Heritage sites, started on 26 June 2019 in Cortina d’Ampezzo and encom-
passing over 140 events throughout the summer between Veneto, Trentino-Alto Adige and Friuli 
Venezia Giulia.

Centrale Fies art work space | IPERNATURAL
From 19 to 27 July 2019, ITALO accompanied in Trento the art lovers on the occasion of IPERNAT-
URAL, 39th edition of Drodesera, performing arts festival of Centrale Fies which has highlighted a 
variety of looks on performing arts.

Without Frontiers - Lunetta a Colori
ITALO has supported Without Frontiers - Lunetta a Colori, a festival of contemporary art, urban re-
development and cultural enhancement, which sees the participation of national and international 
DUWLVWV�IURP�GLɛHUHQW�(XURSHDQ�FRXQWULHV�HYHU\�\HDU��7KH�GHFODUHG�REMHFWLYH�LV�WR�EUHDN�GRZQ�HYHU\�
frontier by combining the center with the suburbs through art and culture.

ITALO and Teatro Stabile Torino
ITALO has established a collaboration with Turin’s Teatro Stabile – National Theatre. This new 
partnership allows all ITALO passengers traveling to Turin and members of the ITALOPiù program to 
have a discount on the season ticket valid for seven shows, as well as a discount for all shows of 
the Torinodanza festival.
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ITALO Boldini and Fashion
Thanks to ITALO and its High Speed service, all art fans have easily reached Ferrara and, from 16 
February to 2 June 2019, visited at a reduced price the “Boldini and Fashion” exhibition in Palazzo 
dei Diamanti with Boldini’s endearing paintings, a combination of dynamic strokes and mannered 
and sensual poses.

Un’Estate da Re - Caserta 2019
ITALO supported yet another great cultural initiative  in Campania: the opera and symphonic music 
festival “Un’Estate da Re” featuring internationally renowned artists and musicians such as David 
Garrett, Zubin Mehta, Stefano Bollani, Ezio Bosso, Alvise Casellati, Julian Rachlin and the ballet 
JURXS�RI�WKH�6DQ�&DUOR�7KHDWUH�RI�1DSOHV�IRU�WKH�VKRZ�´3XOFLQHOODµ��7KH�HYHQW��ÀQDQFHG�DQG�VXS-
ported by the Campania Region, was hosted in the wonderful Aperia – the Bee House - of the Royal 
Palace of Caserta from 28 August to 29 September 2019.

BOTERO Exhibition in Palazzo Pallavicini - Bologna
ITALO took its passengers to the “Botero” exhibition that was held in Bologna’s Palazzo Pallavicini, 
and that they could visit at a reduced price, enjoying over 50 wonderful works made by the Co-
lumbian artist. 

Giapponismo - Venti d’Oriente nell’arte Europea 1860-1915
ITALO’s customers could also enjoy a special discount for the exhibition GIAPPONISMO - VENTI 
D’ORIENTE NELL’ARTE EUROPEA (Japanism - Eastern winds in European art) 1860-1915, displaying 
-DSDQHVH�GHFRUDWLYH�DUWV�DQG�WKHLU�LQÁXHQFH�RQ�PDMRU�(XURSHDQ�DUWLVWV��7KH�H[KLELWLRQ�ZLOO�EH�KHOG�
in Rovigo’s Palazzo Roverella and has been open to the public until 26 January 2020.

De Nittis and the revolution of seeing
ITALO passengers had the chance to see the works exposed at the exhibition “De Nittis e la rivolu-
zione dello sguardo” (De Nittis and the revolution of seeing) a reduced price. The exhibition was 
held in Ferrara’s Palazzo dei Diamanti and focused on the originality and innovative strive of the 
artist’s creative career.

The Art of Justice, justice in art
The art if justice, justice in art was the exhibition held in the Hercules Room (Salone d’Ercole) of 
The Royal Palace of Naples until 28 January 2020 and developed along two great themes, i.e. ART 
DQG�-867,&(��VHYHQWHHQ�ZRUNV�WKDW�GHVFULEHG�WKH�HYROXWLRQ�RI�-XVWLFH�DQG�KRZ�GLɛHUHQWO\�LW�KDV�
been represented in art during the ages. ITALO gave its passengers the opportunity to visit it at a 
discounted price.
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10. Methodological note

3XUVXLQJ�D�SDWK�RI�FRQWLQXRXV�LPSURYHPHQW�LQ�WKH�ÀHOG�RI�VXVWDLQDELOLW\��,7$/2�SXEOLVKHV�LWV�6XV-
WDLQDELOLW\�5HSRUW�ZKLFK�UHSRUWV�WKH�PRVW�VLJQLÀFDQW�DFWLYLWLHV�FDUULHG�RXW�ZLWK�SDUWLFXODU�UHIHUHQFH�
to the community, the environment and the territory in which it operates.

The projects in progress and planned during the year are highlighted in the document, in order to 
promote an open and transparent dialogue with company Stakeholders.

This report has been prepared in accordance with the GRI Standards: Core Option, that were 
GHÀQHG�LQ������E\�WKH�*OREDO�5HSRUWLQJ�,QLWLDWLYH��7KH�FKRLFH�RI�WKH�*5,�6XVWDLQDELOLW\�5HSRUWLQJ�
Standards for the preparation of this Sustainability Report is due to the fact that they represent 
an internationally recognized framework and allow to provide a report that is complete, clear and 
comparable within the sector and over the years. 

7KH�LQIRUPDWLRQ�LQFOXGHG�LQ�WKH�6XVWDLQDELOLW\�5HSRUW�UHÁHFWV�WKH�SULQFLSOH�RI�PDWHULDOLW\�RU�UHO-
evance, an element provided for by the relevant legislation and that characterizes the GRI Stan-
dards: the topics dealt with in the Sustainability Report are those that, following the materiality 
analysis and assessment described in the section “GRI Content Index” of this document, have 
EHHQ�FRQVLGHUHG�UHOHYDQW�IRU�WKHLU�DELOLW\�WR�UHÁHFW�WKH�VRFLDO�DQG�HQYLURQPHQWDO�LPSDFWV�RI�WKH 
FRPSDQ\·V�DFWLYLWLHV�RU�WR�LQÁXHQFH�WKH�GHFLVLRQV�RI�LWV�6WDNHKROGHUV�

Detailed information for the reported indicators is shown in the “GRI Content Index” table on page 
91 of this document. For a correct representation of the performance and to ensure the reliability 
of the data, the use of estimates, which, if present, are appropriately reported, has been limited 
as much as possible.

The information contained in this Sustainability Report refers to the reporting period January 1st, 
2019 - December 31st, 2019.

7KH�IUHTXHQF\�RI�QRQ�ÀQDQFLDO�UHSRUWLQJ�DQG�WKH�SXEOLFDWLRQ�RI�WKH�6XVWDLQDELOLW\�5HSRUW�LV�VHW�RQ�
an annual basis.

�����6XVWDLQDELOLW\�5HSRUW�UHÁHFWV�DFWLYLWLHV�IURP�WKH������FDOHQGDU�\HDU��SULRU�WR�WKH�ZLGHVSUHDG�
outbreak of COVID-19 and therefore any forward looking statements made in this report are sub-
ject to the uncertainty caused by the outbreak.

During the challenges of the COVID-19 pandemic, priority is the health, safety and welfare of em-
ployees, customers and the communities where ITALO operates.

This document is publicly available at: https://italospa.italotreno.it/.

For any information relating to the 2019 Sustainability Report, you can contact the ESG Committee, 
at the email address esg@ntvspa.it.
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11.    ANNEX



11. Annex

15  The source of conversion factors into GJ is “Tabella parametri standard nazionali 2019 - Ministero dell’Ambiente”. 
In particular: 
- natural gas = 0,035303 GJ/smc 
- electricity = 0,0036 
- diesel = 0,042780 GJ/kg

16  CO2 emissions are based on the “Location-based method”. However, Scope 2 CO2 emissions have been determined using 
both the methodologies envisaged in GRI Sustainability Reporting Standards. As for the “Market-based method”, Total 
Scope 2 emissions amount to 168,346,029 kg for 2019, and to 102,751,971 kg for 2018. The source of emission factors for the 
calculation of Scope 2 is “Terna (2017) - Tabella dei confronti internazionali”, while for the Market-based is “AIB_Residual 
Mix 2018 v.1.2”.

4.  COMPANY PROFILE

2019 Members of the Board of Directors

< 30 30-50 > 50 Total

Men - - 3 33% 4 45% 7 78%

Women - - - - 2 22% 2 22%

Total - - 3 33% 6 67% 9 100%

Table 1 Paragraph 4.4.2 “Organizational structure” - GRI 405-1a Number and percentage of individuals within the 
organization’s governance bodies, by gender and age group.

5.  ENVIRONMENT

Energy consumption by type15 (Gigajoule)

2018 2019

Natural gas 1,227 1,796

Electricity 759,563 1,244,447

Diesel 1,098 248

Total 761,888 1,246,491

Table 2. Paragraph 6.1.1 “Energy and emissions” - GRI 302-1. Total energy consumption within the organization 
in GJ from 1 January to 31 December, by consumption type.

CO2 emissions16 (kg)

CO2 footprint 2018 2019

Scope 1 149,246 118,687

Scope 2 75,745,293 124,099,023

Total 75,894,539 124,217,710

Table 3. Paragraph 6.1.1 “Energy and emissions” - GRI 305-1. Total direct and indirect GHG emissions in kg from 
1 January to 31 December.

82

2019 SUSTAINABILITY REPORT - ANNEX



8.  PEOPLE

Number of employees and external workers by employment contract

2018 2019

Type of contract and Regions Men Women Total Men Women Total

NORTHERN ITALY 235 196 431 295 247 542

Permanent 205 123 328 244 155 399

Fixed term - 4 4 - - -

Apprenticeship 17 22 39 31 42 73

Total employees 222 149 371 275 197 472

6WDɛ�OHDVLQJ 13 47 60 20 50 70

Internship - - . - - -

Other collaborators - - - - - -

Total external workers 13 47 60 20 50 70

CENTRAL AND SOUTHERN ITALY AND ISLANDS 427 392 819 441 437 878

Permanent 348 271 619 403 333 736

Fixed term 9 10 19 3 5 8

Apprenticeship 23 53 76 15 62 77

Total employees 380 334 714 421 400 821

6WDɛ�OHDVLQJ 18 56 74 16 37 53

Internship 27 2 29 2 - 2

Other collaborators 2 - 2 2 - 2

Total external workers 47 58 105 20 37 57

Total employees 602 483 1085 696 597 1293

Total external workers 60 105 165 40 87 127

Total 662 588 1250 736 684 1420

Table 5 Paragraph 8.1 “Human resource management” - GRI 102-8.a-b.Total number of employees by employ-
ment contract (permanent and temporary) on 31 December, by gender and geographic area.

2019 Waste by type and disposal method (tons)

Disposal method Non-Hazardous Hazardous

Recycle 13 -

/DQGÀOO 696 -

Total 709 -

Table 4 Paragraph 6.2 “Waste management” - GRI 306-2 Tons of waste produced and disposed from 1 January to 
31 December, by type and disposal method.
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2019 New employee hires

Number and rate of hires < 30 30-50 > 50 Total

NORTHERN ITALY 144 56% 31 11% - - 175 32%

Men 61 48% 16 10% - - 77 26%

Women 83 63% 15 13% - - 98 40%

CENTRAL AND SOUTHERN 
ITALY AND ISLANDS 162 65% 67 11% - - 229 26%

Men 74 69% 28 9% - - 102 23%

Women 88 62% 39 13% - - 127 29%

Total men 135 57% 44 9% - - 179 24%

Total women 171 63% 54 13% - - 225 33%

Total 306 60% 98 11% - - 404 28%

2018 New employee hires

Number and rate of hires < 30 30-50 > 50 Total

NORTHERN ITALY 92 52% 28 11% - - 120 28%

Men 36 40% 12 9% - - 48 20%

Women 56 64% 16 15% - - 72 37%

CENTRAL AND SOUTHERN 
ITALY AND ISLANDS 142 65% 54 9% 2 7% 198 24%

Men 77 78% 31 10% 2 8% 110 26%

Women 65 55% 23 8% - - 88 22%

Total men 113 60% 43 10% 2 6% 158 24%

Total women 121 59% 39 10% - - 160 27%

Total 234 59% 82 10% 2 6% 318 25%

Table 7 Paragraph 8.2 “Talent attraction” - 401-1.a. Total number and rate of new employee hires from 1 January 
to 31 December, by geographic area, gender and age group. The rate of new employee hires is the ratio between 
the number of new hires and the number of employees.

Number of employees by employment type

Employment type

2018 2019

Men Women Total Men Women Total

Full-time 598 444 1042 691 545 1236

Part-time 4 39 43 5 52 57

Total 602 483 1085 696 597 1293

Table 6 Paragraph 8.1 “Human resource management” - GRI 102-8.c. Total number of employees by employment 
type (full-time and part-time) on 31 December, by gender.
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2019 Employee turnover

Number of ceases < 30 30-50 > 50 Total

NORTHERN ITALY 15 6% 11 4% 1 14% 27 5%

Men 9 7% 3 2% 1 20% 13 4%

Women 6 5% 8 7% - - 14 6%

CENTRAL AND SOUTHERN 
ITALY AND ISLANDS 20 8% 33 5% 1 4% 54 6%

Men 15 14% 23 7% 1 4% 39 9%

Women 5 4% 10 3% - - 15 3%

Total men 24 10% 26 6% 2 7% 52 7%

Total women 11 4% 18 4% - - 29 4%

Total 35 7% 44 5% 2 6% 81 6%

2018 Employee turnover

Number of ceases < 30 30-50 > 50 Total

NORTHERN ITALY 15 8% 18 7% - - 33 8%

Men 4 4% 10 7% - - 14 6%

Women 11 13% 8 7% - - 19 10%

CENTRAL AND SOUTHERN 
ITALY AND ISLANDS 26 12% 27 5% 3 11% 56 7%

Men 15 15% 14 5% 2 8% 31 7%

Women 11 9% 13 5% 1 50% 25 6%

Total men 19 10% 24 5% 2 6% 45 7%

Total women 22 11% 21 6% 1 33% 44 7%

Total 41 10% 45 5% 3 9% 89 7%

Table 8 Paragraph 8.2 “Talent attraction” - GRI 401-1.b. Total number and rate of employee turnover from 1 
January to 31 December, by age group, gender and region. The rate of employee turnover is the ratio between 
the number of terminations and the number of employees.

Percentage of employees receiving regular performance and career development reviews

%

2018 2019

Men Women Total Men Women Total

Full-time 89% 85% 87% 92% 85% 89%

Part-time 95% 92% 94% 90% 88% 89%

Total 94% 90% 92% 91% 87% 89%

Table 9 Paragraph 8.3 “Employee development” - GRI 404-3.a. Percentage of employees receiving regular per-
formance and career development reviews, from 1 January to 31 December.
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2019 Parental leave

Number of employees Men Women Total

Total number of employees that were entitled to parental leave 227 184 411

Total number of employees that took parental leave 
in the reporting period 86 127 213

Total number of employees that returned to work in the reporting 
period after parental leave ended 79 113 192

Total number of employees that returned to work after parental 
leave ended that were still employed 12 months after their 
return to work

64 105 169

Return to work rate 92% 89% 90%

Retention rate 85% 90% 88%

Table 10 Paragraph 8.5 “Diversity” - GRI 401-3 Parental leave from 1 January to 31 December, by gender.

2019 Number of employees per employee category, gender and age group

Number of employees < 30 30-50 > 50 Total

STAFF 32 223 19 274

Men 14 118 17 149

Women 18 105 2 125

ON-BOARD/STATION OPERATIONAL STAFF 398 608 13 1019

Men 201 335 11 547

Women 197 273 2 472

Total men 215 453 28 696

Total women 215 378 4 597

Total 430 831 32 1293

2019 Percentage of employees per employee category, gender and age group

Number of employees < 30 30-50 > 50 Total

STAFF 2% 17% 1% 20%

Men 1% 9% 1% 11%

Women 1% 8% - 9%

ON-BOARD/STATION OPERATIONAL STAFF 31% 47% 1% 79%

Men 15% 26% 1% 42%

Women 16% 21% - 37%

Total men 17% 35% 2% 54%

Total women 17% 29% - 46%

Total 34% 64% 2% 100%

Table 11 Paragraph 8.5 “Diversity” - GRI 405-1.b. Number and percentage of employees on 31 December, per 
employee category, gender and age group.
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2019 Number of employees belonging to vulnerable categories, 
by employee category and gender

Number of employees Men Women Total

6WDɛ 8 7 15

2Q�ERDUG�6WDWLRQ�RSHUDWLRQDO�VWDɛ 6 4 10

Total 14 11 25

2019 Percentage of employees belonging to vulnerable categories, 
by employee category and gender

Percentage of employees Men Women Total

6WDɛ 5% 6% 5%

2Q�ERDUG�6WDWLRQ�RSHUDWLRQDO�VWDɛ 1% 1% 1%

Total 2% 2% 2%

Table 12 Paragraph 8.5 “Diversity” - GRI 405-1.b. Number and percentage of employees belonging to vulnerable 
groups, by employee category and gender.

Ratio of the remuneration of women to men for each employee category, 
E\�VLJQLÀFDQW�ORFDWLRQV�RI�RSHUDWLRQ

Ratio women/men [%]

Per capita average remuneration 2018 2019

NORTHERN ITALY 82.3% 77.1%

6WDɛ 67.8% 56.4%

RI�ZKLFK�7RS�0DQDJHPHQW - -

RI�ZKLFK�0LGGOH�0DQDJHPHQW - -

RI�ZKLFK�(PSOR\HHV 96.9% 99.7%

2Q�ERDUG�6WDWLRQ�RSHUDWLRQDO�VWDɛ 83.8% 79.4%

CENTRAL AND SOUTHERN ITALY AND ISLANDS 79.3% 72.3%

6WDɛ 65.6% 66.2%

RI�ZKLFK�7RS�0DQDJHPHQW 35.1% 79.8%

RI�ZKLFK�0LGGOH�0DQDJHPHQW 96.5% 99.8%

RI�ZKLFK�(PSOR\HHV 91.3% 80.6%

2Q�ERDUG�6WDWLRQ�RSHUDWLRQDO�VWDɛ 87.8% 76.8%

Total 80.5% 74.4%

Table 13 Paragraph 8.5 “Diversity” - GRI 405-2 Ratio of the remuneration of women to men for each employee 
FDWHJRU\��E\�VLJQLÀFDQW�ORFDWLRQV�RI�RSHUDWLRQ�
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Average hours of training that the organization’s employees have undertaken 
during the reporting period, by gender and employee category

Number of hours

2018 2019

Men Women Total Men Women Total

6WDɛ 15.1 9.2 12.4 8.3 3.4 6.1

On-board and station 
RSHUDWLRQDO�VWDɛ 248.3 98.0 181.7 255.8 88.6 178.4

Total 195 77 143 203 71 142

Table 14 Paragraph 8.6 “Training” - GRI 404-1 Average hours of training that the organization’s employees have 
undertaken from 1 January to 31 December, by gender and employee category.

Number of work-related injuries

2018 2019

Number of fatalities as a result of work-related injury - -

Number of high-consequence work-related injuries 
(excluding fatalities) - 1

Number of recordable work-related injuries 32 23

Rate of work-related injuries17

2018 2019

Fatalities as a result of work-related injury - -

High-consequence work-related injuries 
(excluding fatalities) - 0,57

Recordable work-related injuries 33.7 13.1

Table 15 Paragraph 8.8.3 “The value of Safety” - GRI 403-9 Number and rate of work-related injuries of the 
workforce recorded from 1 January to 31 December.

17  Injury rates are determined by multiplying the ratio between number of injuries and worked hours for a constant 
equaling 1.000.000.
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9.  SOCIETY

2019 Proportion of spending on local suppliers

Italy European Union Rest of the world Total

Product/Service category
Spending 
(million €)

% of total 
spending

Spending 
(million €)

% of total 
spending

Spending 
(million €)

% of total 
spending

Spending 
(million €)

% of total 
spending

Provision and maintenance 
of rolling stock 215.5 42.5% - - - - 215.5 42.5%

Network access costs 161.6 31.8% - - - - 161.6 31.8%

Facility management 12.8 2.5% - - - - 12.8 2.5%

Information technology 17.7 3.5% 2.8 0.6% 0.9 0.2% 21.4 4.3%

Miscellaneous 83.8 16.5% 1.0 0.2% 11.4 2.2% 96.1 18.9%

Total 491.4 96.8% 3.8 0.8% 12.3 2.4% 507.4 100%

2018 Proportion of spending on local suppliers

Italy European Union Rest of the world Total

Product/Service category
Spending 
(million €)

% of total 
spending

Spending 
(million €)

% of total 
spending

Spending 
(million €)

% of total 
spending

Spending 
(million €)

% of total 
spending

Provision and maintenance 
of rolling stock 199.0 45.0% - - - - 199.0 45.0%

Network access costs 134.3 30.4% - - - - 134.3 30.4%

Facility management 11.1 2.5% - - - - 11.1 2.5%

Information technology 16.1 3.5% 3.3 0.8% 0.2 0.1% 19.6 4.4%

Miscellaneous 66.3 15.0% 0.7 0.2% 11.5 2.6% 78.6 17.7%

Total 426.8 96.4% 4.0 0,90% 11.7 2.7% 442.6 100%

Table 16 Paragraph 9.1 “Sustainable supply chain” - GRI 204-1 Percentage of the procurement budget used for 
VLJQLÀFDQW�ORFDWLRQV�RI�RSHUDWLRQ�WKDW�LV�VSHQW�RQ�VXSSOLHUV�ORFDO�WR�WKDW�RSHUDWLRQ��VXFK�DV�SHUFHQWDJH�RI�SURG-
ucts and services purchased locally)
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12.  COMPARATIVE TABLE

Material topic
7RSLF�VSHFLÀF�

disclosures Impact boundary Type of impact

Passenger safety and security Customer Health and 
Safety 

,7$/2��6XSSOLHUV��
Customers

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Quality of service N/A ,7$/2��6XSSOLHUV��
Customers

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Economic performance N/A ,7$/2��6KDUHKROGHUV Caused by ITALO 
S.p.A.

Corporate governance, 
compliance and risk 
management

Environmental 
compliance ITALO Caused by ITALO 

S.p.A.

Workplace health and safety Occupational Health 
and Safety ,7$/2��(PSOR\HHV

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Technological and digital 
innovation N/A ,7$/2� Caused by ITALO 

S.p.A.

Business ethics, anti-corruption 
and human rights Anti-corruption ,7$/2��6XSSOLHUV Caused by ITALO 

S.p.A.

Energy use, emissions 
and climate change (QHUJ\��(PLVVLRQV ,7$/2��6XSSOLHUV

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Customer privacy 
and information security Customer privacy ,7$/2��&XVWRPHUV

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Employee development 
and training

Training and 
education ,7$/2��(PSOR\HHV Caused by ITALO 

S.p.A.

Employee welfare Employment ,7$/2��(PSOR\HHV Caused by ITALO 
S.p.A.

Stakeholder engagement, 
sustainability and corporate 
culture

N/A ,7$/2��6WDNHKROGHUV Caused by ITALO 
S.p.A.

Intermodality and integrated 
mobility N/A ,7$/2��&XVWRPHUV

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Industrial relations Labor/Management 
relations

,7$/2��(PSOR\HHV��
Trade Unions

Caused by ITALO 
S.p.A.

Waste management (ɝXHQWV�DQG�ZDVWH ITALO Caused by ITALO 
S.p.A.

Diversity and inclusion Diversity and equal 
opportunities ,7$/2��(PSOR\HHV Caused by ITALO 

S.p.A.

Noise and vibration 
management N/A ITALO

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Sustainable supply chain Procurement 
practices ,7$/2��6XSSOLHUV

Caused by ITALO 
S.p.A. and directly 
connected to its 

operations

Territory and communities N/A ,7$/2��&RPPXQLWLHV Caused by ITALO 
S.p.A.
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13.  GRI CONTENT INDEX

GRI Standard Disclosure Notes Page/footnote number

GRI 102 – General Disclosure (2016)
ORGANIZATIONAL PROFILE
2UJDQL]DWLRQDO�SURÀOH

102-1 Name of the organization ITALO NTV SpA 91

102-2 Primary brands, 
products, and services ������������

102-3 Location of the 
headquarters

Viale del Policlinico 149/b
00161 Rome - Italy 91

102-4 Geographic areas 
of operations ������������

102-5 Nature of ownership 
and legal form 18

102-6 Markets served ������������

102-7 Scale of the organization �������������

102-8 Information on employees 
and other workers 83-84

102-9 Supply chain 74-75

102-10
6LJQLÀFDQW�FKDQJHV�
to the organization 
and its supply chain

1R�VLJQLÀFDQW�FKDQJHV�
occurred during the 

reporting year.
91

102-11 Precautionary principle 
or approach 79

102-12 External initiatives

102-13 Membership of associations

Strategy

102-14 Statement from senior 
decision-maker 7

Ethics and integrity

102-16
Values, principles, 

standards, and norms 
of behavior

������������

Governance 

102-18 Governance structure 19-20

102-20

Executive-level 
responsibility for 

economic, environmental, 
and social topics

31

102-32
Highest governance 

body's role 
in sustainability reporting

31

Stakeholder engagement

102-40 List of stakeholder groups 28

102-41 Collective bargaining 
agreements

100% of ITALO’s employees 
are covered by collective 
bargaining agreements as 

described at page 69.

������

102-42 Identifying and selecting 
Stakeholders 28

102-43 Approach to stakeholder 
engagement 28-30

102-44 Key topics and concerns 
raised 28-30

91
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Reporting practice 

102-45
Entities included in the 
FRQVROLGDWHG�ÀQDQFLDO�

statements
79

102-46 'HÀQLQJ�UHSRUW�FRQWHQW�
and topic Boundaries ���������

102-47 List of material topics ������

102-48 Restatements of 
information

This document 
UHSUHVHQWV�,7$/2·V�ÀUVW�
Sustainability Report 
drafted in accordance 
with the GRI Standards

92

102-49 Changes in reporting

This document 
UHSUHVHQWV�,7$/2·V�ÀUVW�
Sustainability Report 
drafted in accordance 
with the GRI Standards

92

102-50 Reporting period 79

102-51 Date of most recent report

This document 
UHSUHVHQWV�,7$/2·V�ÀUVW�
Sustainability Report 
drafted in accordance 
with the GRI Standards

92

102-52 Reporting cycle 79

102-53
Contact point for 

questions regarding 
the report

79

102-54
Claims of reporting 
in accordance with 
the GRI Standards

79

102-55 GRI content index 91-97

TOPIC-SPECIFIC STANDARDS
GRI 200 – ECONOMIC SERIES (2016)
Topic: Procurement practices
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
74-75

103-3 Evaluation of the 
management approach ���������

GRI 204: Procurement practices (2016)

204-1 Proportion of spending 
on local suppliers 89

Topic: Anti-corruption
GRI-103: Management approach (2016) 

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
���������

103-3 Evaluation of the 
management approach ���������

(segue)

GRI Standard Disclosure Notes Page/footnote number

92
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GRI 205: Anti-corruption (2016)

205-3 Substantiated incidents 
of corruption

No incidents 
of corruption in 2019 93

300 – ENVIRONMENTAL SERIES (2016)
Topic: Energy
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 

approach 
and its components

���������

103-3 Evaluation of the 
management approach ������������

GRI 302: Energy (2016)

302-1 Energy consumption 
within the organization 82

Topic: Emissions
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 

approach 
and its components

���������

103-3 Evaluation of the 
management approach ���������

GRI 305: Emissions (2016)

305-1 Direct (Scope 1) GHG 
emissions ������

305-2 Energy indirect (Scope 2) 
GHG emissions ������

7RSLF��(IÁXHQWV�DQG�ZDVWH�
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
������������

103-3 Evaluation of the 
management approach ������

GRI 306: (IÁXHQWV�DQG waste (2016)

306-2 Waste by type 
and disposal method 83

Topic: Environmental compliance
GRI-103: Management approach (2016)

103-1
Explanation of the 

material topic and its 
boundary

���������

103-2
The management 
approach and its 

components
38

103-3 Evaluation of the 
management approach ������

(segue)

GRI Standard Disclosure Notes Page/footnote number
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GRI 307: Environmental compliance (2016) 

307-1
Non-compliance 

with environmental laws 
and regulations

No incidents 
of non-compliance 

in 2019
������

Topic: Supplier environmental assessment
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
74-75

103-3 Evaluation of the 
management approach 74-75

GRI 308: Supplier environmental assessment (2016) 

308-1
New suppliers that 

were screened using 
environmental criteria

75

400 – SOCIAL SERIES (2016)
Topic: Employment
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
58-64

103-3 Evaluation of the 
management approach ������������

GRI 401: Employment (2016)

401-1 New employee hires and 
employee turnover ���������

401-2

Benefits provided 
to full-time employees 
that are not provided  

to temporary or 
part-time employees

62-64

401-3 Parental leave ������

Topic: Labor/Management Relations
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
69

103-3 Evaluation of the 
management approach 69

GRI 402: Labor/Management Relations (2016)

402-1
Minimum notice periods 
regarding operational 

changes

Notice periods 
regarding operational 
changes are regulated 

by collective bargaining 
agreements

94

(segue)

GRI Standard Disclosure Notes Page/footnote number
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Topic: Occupational health and safety 
GRI-103: Management approach (2016)

103-1
Explanation of the 

material topic and its 
boundary

���������

103-2
The management 
approach and its 

components
������������

103-3 Evaluation of the 
management approach ������

GRI 403: Occupational health and safety (2018)

403-1
Occupational health 

and safety management 
system

67-68

403-2
+D]DUG�LGHQWLÀFDWLRQ��
risk assessment, and 
incident investigation

67-68

403-3 Occupational health 
services ������������

403-4

Worker participation, 
consultation, 

and communication 
on occupational health 

and safety

67-68

403-5
Worker training 

on occupational health 
and safety

68

403-6 Promotion of worker 
health ������������

403-7

Prevention 
and mitigation 

of occupational health 
and safety impacts 
directly linked by 

business relationships

������������

403-9 Work-related injuries ������

Topic: Training and education
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
������

103-3 Evaluation of the 
management approach ��������������

GRI 404: Training and education (2016)

404-1 Average hours of training 
per year per employee ������

404-3

Percentage of employees 
receiving regular 

performance and career 
development reviews

������

(segue)

GRI Standard Disclosure Notes Page/footnote number

95

2019 SUSTAINABILITY REPORT - ANNEX



Topic: Diversity and equal opportunities
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2 The management approach 
and its components ������

103-3 Evaluation of the 
management approach �������������

GRI 405: Diversity and equal opportunities (2016)

405-1 Diversity of governance 
bodies and employees �������������

Topic: Local communities
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2 The management approach 
and its components 75-78

103-3 Evaluation of the 
management approach 75-78

GRI 413: Local communities (2016)

413-1

Operations with local 
community engagement, 
impact assessments, and 
development programs

Information unavailable.

Italo is considering to start 
impact assessment on 
its social and cultural 

activities.

Topic: Supplier social assessment
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2 The management approach 
and its components 74-75

103-3 Evaluation of the 
management approach 74-75

GRI 414: Supplier social assessment (2016)

414-1 New suppliers that were 
screened using social criteria 75

Topic: Customer health and safety
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2 The management approach 
and its components 49-51

103-3 Evaluation of the 
management approach ���������

GRI 416: Customer health and safety (2016)

416-2

Incidents of non-compliance 
concerning the health  

and safety impacts 
of products and services

No incidents 
of non-compliance 

in 2019
96

(segue)

GRI Standard Disclosure Notes Page/footnote number
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Topic: Customer privacy
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
48-49

103-3 Evaluation of the 
management approach ���������

GRI 418: Customer privacy (2016)

418-1

Substantiated complaints 
concerning breaches 

of customer privacy and 
losses of customer data

No substantiated 
complaints concerning 
breaches of customer 
privacy and losses of 
customer data in 2019

97

Topic: Quality of service
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
42-47

103-3 Evaluation of the 
management approach 42-47

Topic: Technological and digital innovation
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
48-49

103-3 Evaluation of the 
management approach 48-49

Topic: Intermodality and integrated mobility
GRI-103: Management approach (2016)

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components
53-55

103-3 Evaluation of the 
management approach 53-55

Topic: Economic performance
GRI-103: Management approach (2016)18

103-1
Explanation 

of the material topic 
and its boundary

���������

103-2
The management 
approach and its 

components

Please refer to ITALO’s 
Annual Report 2019 for 
detailed information 
DERXW�ÀQDQFLDO�DQG�

economic performance

97

103-3 Evaluation of the 
management approach

Please refer to ITALO’s 
Annual Report 2019 for 
detailed information 
DERXW�ÀQDQFLDO�DQG�

economic performance

97

(segue)

GRI Standard Disclosure Notes Page/footnote number

���3OHDVH�UHIHU�WR�,7$/2·V�$QQXDO�5HSRUW������IRU�GHWDLOHG�LQIRUPDWLRQ�DERXW�ÀQDQFLDO�DQG�HFRQRPLF�SHUIRUPDQFH�
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