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 rain circulati n, netw rk safety and efficiency 

RFI safely mana es railway circulati n and  perati n  n the entire nati nal netw rk, with several 

Railway C mpanies pr vidin  transp rt services f r passen ers and frei ht  

 

S F  Y  

Our commitment for 2024 

S    y (                              w y          )    RF ’               

       wh  h                                                   w  h  h  

                                     y                        h          

 y            h    h                            y                   

            h     k               S    y     h        RF '                  

      k h            h  S    y Ch     ’         j       

 

              w  h                                      h       y                     with the Nati nal Reference 

 alues (NR s)                 y                   h          "C     y      wh   "    k        y   h     RV       h  

C      E        S    y         (CS  )             h    y  h  EUAR             y  h  E        C           

 

 

   2023   h                 w  h    h                           

 

* Internal/third-party monitoring 

  

Indicat r  arameter       ar et 

Security level  f railway  perati n  FWS                  
                         /           k  

* 

Stayin  bel w the NR  assi ned t  Italy f r the 
'C mpany as a wh le' railway risk cate  ry 
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In  rder t  ensure the efficiency and safety  f railway traffic and  perati ns  RF          tt      

                    w     h      w y                           h                                   

 y               x                                           h    ff     h                              

    w y                        h  S    y M          Sy     (SMS)                              y 

A SF SA1   h  SGS  wh  h             y                                  S         SO 9001        

         h             S    y M          Sy     (S GS)  wh  h                h  E             

M          Sy     (EMS)      h  O           H    h     S    y M          Sy     (SGSL)  

                     S          SO 14001      SO 45001   

RF ’                            y                            q     y           y               y  A  
extraordinary plan to upgrade the network and stations, as part of the NRRP2, is underway 
 h    h     h  C     y  w  h  h                    w                            h  'h         '      ’ 
workload, and supplement them with new, more modern ones. The plan included investments for 
over 7 billion euro in 2023, and 9 billion euro in 2024.  

This massive amount of work has led to the opening of around 1,400 construction sites, with 
inevitable effects on the temporary unavailability of certain services and on regular traffic. 
Nevertheless, possible disruptions are constantly monitored and managed through careful planning, 
and thanks to this commitment, actual punctuality 3 for long-distance trains in 2023 dropped only 
1% compared to the previous year, while that of regional trains remained substantially stable.  

 

 

 

 

 

 

 

 

  

 
1 Safety Authorisation, pursuant to Legislative Decree. 50/2019 
2  RRP (        R      y     R          P   ):         h                      htt  ://www      /  /    / -      -       h        

htt  ://www      /  /    / -      -      /          -         -      -           h    
3           y        y            y            

 

https://www.rfi.it/en/Network/Our-projects.html
https://www.rfi.it/it/rete/i-nostri-progetti/principali-interventi-lavori-programmati.html
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Sustainability  f RFI's activities and services 

F r RFI, sustainability is the driver that directs c rp rate strate ies, and acc mpanies the 

plannin , implementati n and mana ement  f the infrastructure system, c ntributin  t  the 

pursuit  f the UN   3    enda sustainable devel pment   als (Sustainable Development Goals - 

SDGs) and the  uidelines  utlined by the  ur pean Green Deal, within the framew rk  f  ur pean 

and nati nal pr  rammes  

  CONCR    COMMI M N   O  H   N IRONM N   N  OUR COMMUNI I S  

Our commitment for 2024 

Aw        h  k y       h          y -      h      w y                     -    y     

 h                                       j        RF  h          k              

   h                                                                       h   

                           y  y                          y        h              

             y                 h         RF              j                      

           h                                                               y 

  j               y                 w                                 y              

 h                                                          h                   y   tt                                   

q     y                 y                                 y                                                      w h  wh    

  k                       h                                   x      h                 wh  h  h  w  k                   

 h      h  h   h            h                           h        h    h          R   w y                M                 

           y     h  C     y'                                   y w  h    h       w  k     h          R      y     

R          P    ( RRP)  w  h   j                                   h                     y                            

  h       y  h         2026  

   2024   h  C     y h        w    w                 h    h                           ESG4                   

                                     M              y                                                    

             y                                h                                   j       h  C     y                    

 h               y                      j      h    h            S            y P          O                           h  

C     y                      w  C       Ch     A         P    (PACC RF )  y 2024             y w  h  h          

C       Ch     A         P    ( ACCP)                               h            y                                  

           w y       y                                                     h    h                 y     h      w y 

                     h                    x   

Indicat r  arameter       ar et 

Certificati n  f  r jects with Sustainability  r t c ls            * implementati n 

Climate Chan e  daptati n  lan (  CC RFI)            * implementati n 

W  h                y   '        (2023)   h              -          w            h                ESG                

   k h                 - w       h   h                      h       w              w          : 

- “"Procedure for Sharing Infrastructure Network Resilience Plan Programmes with Stakeholders", which 
describes how to manage the relationship with public and private stakeholders affected by the interventions to 
reduce network vulnerability to weather and climate impacts. 

- "Guidelines for Sustainable Procurement Management of RFI and Its Subsidiaries", which outlines the ESG 
criteria to be included in the various phases of the procurement process regarding goods, works and services, 
with particular reference to the negotiation phase in order to improve the sustainability profile of the entire 
supply chain. 

 
4 C                                                      '                                       (ESG)           
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Mana in  and devel pin  the railway netw rk acc rdin  t  principles  f c ntinu us  ffi     y  

     y                 y                                                          y         wh  h 

 h          w  k      h    h                                           w  h         tt                

 h           ffi             h                                                                      

                          

              h            RF                                                                      

     tt       h                             h             h          y                       

                            h              h         -   h           h                 w  h  h  

E             P    y                      w  h        k h        

A   h                      h                                                                  

                        h          y   h                                  h    h             h    

                              w y               h     h                              -      

           h               k                    w y        h                                       

            h  h h                                                      
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Linkin  and interchan in  with  ther m des  f transp rt 

 he ubiquity  f the nati nal rail netw rk and its access p ints, passen er stati ns and frei ht facilities, 

finds the inte rati n with  ther m des  f transp rt - and public transp rt in particular - an increased 

attractiveness fact r, pr vidin  d  r-t -d  r s luti ns f cused  n rail transp rt, f r a m re sustainable 

and efficient m bility system  

MO  L IN  GR  ION OF S   IONS  

Our commitment for 2024 

 h                    w y         w  h   h                           

           q     y                         k        -  -               

 h         RF          tt       h                                   w  k  

                                    h        h        w     h    h         

                  h                           w  h          h           

               h              y          ff                        

 

 

Indicat r  arameter       ar et 

 ercepti n  f easy and handy arrival at the stati n %           

           

 

 

         Quality objectives involving third parties  
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Fr m an inter-m dality standp int, stati ns can take  n a central r le             y  y      h   

          h                  h                                                        -     

    -                  y  S                   h  hubs  f a new m bility m del             w  h 

 h  S           U     M      y P     ( UMS)5     h                wh     h                      

 y m nit rin  the j urneys t /fr m the stati n                       w               h           

                y       h      y              y       w            y                               

 h          x          D         2023  h w  h    h  main meth d t   et t  the stati n         

walkin         y        40%                w    y bikin      m peds;  h                           

public transp rt used    21%               train          10%           Wh     h       f private cars 

                 25%      w                      h           y     O         h            h w 

 h           -        h                  y                 w  h                           h      

                                      h     -              

      h      h             RF '                                         h               h        

  w                             y  h                     h                             y  

 h    h  h                                                               h             h     y  

w  k                                           y                                                 h  

                                                    h     (     h           )    ft           

(   y                       )        w        (           h        h                    )        y 

          

 h                                             y '          '              h     h  

               h      w y          w  h  h        h                                 

O   h    h   h                 y         h                 h              h                -     

                     wh                      h                             w            

            

 

 

 

 

 

  

 
5 M      y                                  M           D         4 A      2017 "                h                                          y        

            A      3(7)    L          D          257    16 D        2016" 
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Stati n usability and c mf rt 

RFI runs m re than  ,    stati ns thr u h ut the C untry, and these railway transp rt service access hubs 

c me int  direct c ntact with travellers, urban realities and their residents  Stati ns are n w at the centre 

 f an imp rtant  r wth plan, n t  nly with respect t  the af rementi ned interm dality enhancement, 

but als  as service hubs within the territ ry and f r the pe ple wh  pass thr u h them every day  

S   ION COMFOR   

Our commitment for 2024 

 h  S       Ch       h w   h         ’ q     y                               
 h             h                                         y  
                          wh  h      h                  93%    
                  h         C            h  quality  f the stati n as a 
wh le              x                 j         (    h          h  
        w)   k                      h     w   x             h        ’  
                                     

 

 h  2023        h            y   h       

 

CL  NLIN SS  

Our commitment for 2024 

R          h  cleanliness  f stati n envir nments,  h                       h                            wh  h      w y  

      y             h                h              wh     

 

 

 

 

 h  2023        h            h    

 

 

Indicat r  arameter       ar et 

 ercepti n  f stati n’s  verall quality %                     % 
 

Indicat r  arameter       ar et 

Overall percepti n  f the cleanliness  f stati n envir nments %                   90% 
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BUSIN SS S R IC S  

Our commitment for 2024 

 h                      w  h  h  quality  f business services     h           ff      y  h                          h    h 

 h                                    h             

 

 

 

 

 

 h  2023        w       y   h       

 

              Quality objectives involving third parties 

 

S CURI Y  

Our commitment for 2024 

 

S      y (               y     h        ) -                             h            y 

                       y                       -             h    h                  

                          P      S      y A  h                                 h  

     y                        h                   h       w y       ;            h    

                                                                      h         h  

        q     y              ff                        h              

F    2023   w            y                       y             FS G           y 

 h                 RF                                k      h            h  H       C     y'            D            

 h   y                                      /   h                                                h                    -

              y                                   -           y                                         h    

                        tf       tf          j            

 

 h                      h                            2023 h          h       

             Quality objectives involving third parties  

  

 
Indicatore Parametro Obiettivo 2024 

Percezione della sicurezza in stazione % di persone soddisfatte 90% 

 

Indicat r  arameter       ar et 

Overall percepti n  f business services %                   90% 
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 t the time bein , the stati n system  n the netw rk mana ed by RFI includes  ver      l cati ns  

wh  h   ff         y              h                                  y                          w y 

                                   RF '    j                  y  h                                h 

        h     y               ff                                                      h           

                                          h   h          

 he Inte rated Stati n  lan  wh  h                            h   600          h    h     h  

C     y -       h          h     wh  h                  90%                    /                 

                                    h           x         y  h          y        k h       - 

            h                                                            y       h       

 tt          ;  h                                       h        ’                   y              y 

                 h                                         h                             y  y     

          w  h                y                    y                       h                      

          h                     h                                     h     h                     

 h    h                                     h                    h    h                        y  

               h                                      y                         y       h          L    

                h                        y   j                                    h      h      

                  h               h        ’                   y              y w y     x          

  h             h     h     y      A                             h                     y 

                           h         h                                      y  h                

                          h    E         L       G C H                  A                      

  ff                                  h  Souther Italy Railway Station Improvement Programme  

              h   RRP  wh  h          30             8 h                        h      h          

   M        V     S   G         S                  L            P                      P          

F   smaller and less frequented stati ns  RF               h  Stati n C mplementary  lan       h   

w  h   h                               h            S       wh  h                           

 x            h                                                            h              -      

                         y-                   w  h                     h     h            y     h  

         h                 h          wh  h  h y              
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 ublic Inf rmati n 

Inf rmati n  n train timetables and pr  ress - disseminated primarily in stati ns and m re and m re s  

 n web and di ital channels - is an indispensable element  f rail transp rt accessibility  

 

INFORM  ION FOR  R   LL RS ON  R IN O  R  IONS  

Our commitment for 2024  

 h  S       Ch                RF '                                                  h                          y 

            h                 M      ’                 P                 -           y RF   y                    /   

                                           h       ’               x  -   w y     y                     h  w y     w y 

                   y                      y     h                      ffi                  y         w   h        k  w    

     

 

 h  S       Ch                      k          j                   h  q     y               h                       

   ffi                                 ffi              

 

 

 

 

 

 

 h  2023        h            h    

 

  

Indicat r  arameter       ar et 

Overall inf rmati n percepti n %                   90% 

Inf rmati n percepti n under critical 

traffic c nditi ns 

%                   80% 
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Inf rmati n t  the public in stati ns,                   h    wh                                      

 h                             is the backb ne  f c mmunicati n  n train  perati ns      RF     

           y                                                     h                h     y            

                                                h     

O   h     h                 RF             y              h    h     h     w  k  h    w   C 

(               C           ) system (      y            435        ) wh  h       w         

   ffi              y                                               h                               

    h                  ‘            ’                                  h             w   h       

            y                                                                                    

   h               h      w y                      y  wh  h                h                  

           y     y                            w            y     h                     ffi          

A            h                        h  C     y         tt                the t  ls and 

meth ds                   s und and visual messa es      k   h        clear, effective and 

usable  L    y      h  L       k   A            M      (M                            - MAS) 

w            w  h  h           k                             ffi                  ff              

     y          h                                   '       y'                 W  h           visual 

inf rmati n     h           h                        w y              h                 h   

     h            h  w y    wh  h  h  '          '               P       y             h  q     y     

              h                                                           ffi                 w 

            y              y           h  R             M      C            V       S     L     

             h           h     y    w      ffi           q                  h  '  P C     '       

                    w          y  w  h   w     h                           h   h  h   h      y  h    

                    h    x  15           

 

In 2024                    w                                                            y  h         

   ffi      h     h                  h              w             h            h        O   h  

            w        www         ft   h            h                  y       h                   

        w  h  h  Live Arrivals and Departures Monitors,  h  inf rmati n services        -       ffi  

                       Inf m bility h             h               

                                   h        ’              y     P      w  h D               P       

w  h R       M      y             y            y       h                                  y 

        / q            w           h               y                          ft                h  

   tf                 - y-               

 

  

https://www.rfi.it/en.html


Services, quality fact rs and  bjectives 

15 
 

Services f r travellers with disabilities and reduced m bility 

In  rder t  facilitate m bility and the use  f stati n services by all travellers, RFI is c mmitted t  the 

pr  ressive eliminati n  f any physical, sens ry and c mmunicati n barriers at the stati n   ursuant t  

Re ulati n ( U)    1/78   n passen ers' ri hts and  bli ati ns in rail transp rt, RFI als   ffers, in  ver 36  

stati ns, a free- f-char e in-stati n assistance service f r pers ns with disabilities and reduced m bility 

( RM), and reinf rces its c mmitment t  inf rmati n accessible t  all 

 SSIS  NC   O  R   LL RS WI H  IS BILI I S  N    O L  WI H R  UC   MOBILI Y 

Our commitment for 2024 

RF '                 ff                            w  h                        w  h                y (PRM)            

 h       h                w y                            h  S       Ch       h    h                         h     h  

            x         y            wh  h          h   k                                                      k   h   

       tt    

 

 

 

A         y  m re than 36  stati ns  h    h     h  C     y                  h  service circuit ( h  Sale Blu        )   h y 

h                   h    h             w  h  h                                                h                 

 h                y  h               h   y              h         h    (     wh  h    h              q                      

wh    h    PRM)   h                    h      h                h                  h            q       w  h  h  

         

 

 

 

 

 

 

 h           x         h     w  k w     h         2023 w  h +12          

 

* Internal/third-party monitoring 

  

Indicat r  arameter       ar et 

Overall satisfacti n level re ardin  the service 
pr vided in the SALE BLU circuit %                     % 

 xtensi n  f  RM service t  new stati ns           *         t least +1  stati ns 
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 CC SSIBILI Y OF S   ION S  C S 

Our commitment for 2024 

 h  S       Ch                                                       h                                 h         

            y      h          w  h                y                           y              

 h                                  h                               

   j         x      h  w  k                         y                  

2024:  h                                      k        h   70 

 h ft   /                             h           A     h     j          

2024     h                 h                      'S                   

    w y        '           y  h                                     

           h                                                        

w  h   ff                                              

 

 

 

 

 

 

 

   2023              y           ff            70          w  h  h                   h   50    tf         h           

h   h     55      h                 65   ft        h                       h   14 k               h  

 

* Internal/Third-party monitoring 

  

Indicat r  arameter       ar et 

Shiftin /elevat r units made available t  the public                       *          70 

 efiniti n  f technical specificati ns  n 'Stati n 
furniture' inspired by the principles  f inclusive 
desi n 

                         

 

   2023              y           ff            70          w  h  h                   h   50    tf         h           

h   h     55      h                 65   ft        h                       h   14 k               h  
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 ssistance t  travellers with disabilities and reduced m bility is pr vided thr u h 15 Sale Blu  

 h            S                       y   y                 h     y        6:45         9:30       

                    h                    M      V       V                G               F         

R     A                     R      C         M           C          h    S                          

 y  h  Nati nal Sala Blu  r anizati n   h                        24/7               w  h          

       y     h           y              (                  www       S       > A           y)   

           h         y     h                               h         tt                     hy      

                                  RF  h        h                                         y           

         h           h              y                                h                Inte rated 

Stati n  lan, wh  h         h  600                     h     w  k   y              h       

                   w  h                                  

A                  h     h            y  RF               tt   t  rem vin  any  bstacles t  

c mmunicati n   y              2024                        y                    w       www       

(      y           w  h  h  w               y   q                  h  y L w     4/2004      h  

                      WAI - Web Accessibility Initiative                w  h A   '  "G              

 h              y            ")         x                           h                           y 

              h                         h     w  k  E  h        h               w                   

 h  Online Timetable - wh  h              h    h                      w  h                h  

           y                            h                 h        -  h  Live Arrival and Departure 

Monitors       h      -                           k                    ft 6                h    w 

               ff                 htt  ://                                   2018  "     R       

    "        k        w        -                             

 

 

 

 

 

 

 

 

 

  

 
6           h  Ch         "P                "  

https://www.rfi.it/it/stazioni/pagine-stazioni/accessibilita.html
https://www.rfi.it/en.html
https://salabluonline.rfi.it/(S(cvmp2v4dumowmjvftzuiph0g))/Empty
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Focus >> C mpensati n pursuant t   R  Res luti n 1 6/  18 in the event  f 

failure t  c mply with the c mmunicated time-frame f r repairin  lift and ramp 

faults 

              w  h  h                R             106    25 O       2018  y  h  A      à    R               

         (          R         A  h    y)  RF         k      c mpensate any traveller with disabilities  r with 

reduced m bility wh                            j         public service  bli ati n (PSO)     h         h               

       y   ft           h   24 h         h                   y RF   the rec very times c mmunicated  r adjusted 

by the stati n mana er  nline in the secti n Inf accessibility - Lift and  rack  ccess Ramps Status are n t 

c mplied with  

   request c mpensati n   h            w  h                w  h                y                                y 

 h                        h  j     y (                                                            P R    

  k  /                       y    wh  h       h              )        y                                  h         

 h    h  h     h                        "3                 w  h   "  

    h         h    h            h       h                     k    h                  h                                

   j                                   h              w                     y            h            h    k           

    h                 y  h  PSO           

 

CRI  RI  FOR C LCUL  ING  H  COM  NS  ION 

 arameter   

 

D   y                   ft            y w  h         
    h                       /         y RF  

 arameter B 

 

D                   y              h  h       
                                     h  

         '          j     y 

 arameter C 

 

L  k                   
           y  q         
                        

              h               h 
 h                        h  

        j     y 

 >48 h  

5 %     h    k         

 

> 1  km 

5 %     h    k         
    h  1              
       

 

 

                                
            -               y 
 h            -   lump sum  f 
€15     h             

 
  

<48 h  

 5%     h    k         

 

 

  - 1  km 

 5%     h    k         
    h  1              
       

•  he c mpensated am unt is the sum  f the value calculated f r each  f the three parameters ( +B+C)  

 

• Calculati n criteria are defined acc rdin  t  principles  f reas nableness, pr p rti nality and  radualness  

 

 

https://www.rfi.it/it/stazioni/pagine-stazioni/accessibilita/stato-ascensori-e-rampe-di-accesso-ai-binari.html
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C R    I S R I I RFI
    

                    

 r  ress        

                                                      
                                                

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                  h                              
              h      k h        RF  h   

               y              y     h  q     y 
                          h  q     y  ff     

 

   Listen, m nit r, impr ve 
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Main listenin  and m nit rin  pr cesses 

 

                     h            ff                    h   h        w      h            h  

   k h        RF            h                      w  h                      h    h            

                                     h                                           : 

1) R und tables,          y w  h              h            h     h                           w  h 

             D                  y                    -                    h                     

 y  h  FS          H       -                   w  h                                                 

               h        '                            h                                          

                                   w  h  h           A          ; 

 )  nalysis  f public c mplaints and rep rts     h                                w  h   RF '    h    

                        tt      h  h    h  h  R   w y C         (   wh  h                  y 

                -              )     h    h  h          "RF  R       " w                                

www        C                                                                              

                Aft                       y  h           h             h y          w          h  

                                   h                                   h                        

              

3) Customer satisfaction surveys            h            q     y                                   

              h y  h    h                w  w  h                       h       y  - wh  h 

                   h        x                        h     h                - h                 

              h   15 y      y  h  Osservatorio di Mercato RFI (OdM)  h    h                    

 y E                 h  q                                     h                                

60                         q     y   h                        wh  h                   h  S       

Ch            h   w  h  h    j                h            y         h            h          h  

         y                           w                y                           -  -k  w           

                                   x              h     k h       w  h                       

                             j       

 ) Business pr cess and c rp rate asset status m nit rin                                y  y 

                  y           /    x       y  y  h              h              h           

                          y  h            y w  h  h                                                    

                                               RF '  'Internal C ntr l and Risk Mana ement 

System'                         h       2 000         w  h                                   

                                                          y                           

https://www.rfi.it/en.html
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C R    I S R I I RFI
    

                    

 r  ress        

                                                      
                                                

  

3     c mmunicate with us 

RFI Risponde   h   h                                         
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C mplaints and rep rts 

 

 h    h  h  RFI Risp nde          h                                        h            ff        

 h         (                                                 w  h                               y  

                                     y            y          )                         h           

    wh  h  h                 M                                          w y    ffi      w  k      y 

     ffi     y   h                            h                             7  

Channels available 

C                                   tt      : 

1. the RFI Risponde channel, accessible from the home page www.rfi.it (at the link  

http://rfirisponde.rfi.it/RFIrisponde/HomeRfiRisponde.aspx) 

               y 

2. Registered mail with returned receipt, by filling in the specific form available on the 

Complaints and Reports page at www.rfi.it (in Italian language at the link 

https://www.rfi.en/en/misc/Segnalazioni-e-reclamations.html and in English at the link 

https://www.rfi.it/en/misc/reports-and-complaints.html), to be printed and sent to the 

following address:. RFI. S.p.A., c.a. Regulatory Affairs and Antitrust - Users' Rights Office, 

Piazza della Croce Rossa n. 1, 00161, Rome.  

 h     h                         y     h                                         RF            

Resp nse time t  c mplaints and rep rts 

RF         k                    q                          : 

- to complaints, within thirty calendar days after receiving them; 

- to reports, within 60 calendar days after receiving them. 

   j                        k                    h                 q             h                

 h   90            y                   h             

W  h           c mplaints  RF   h        j                      h        within 3  calendar days  ft   

           h     h                        h                within    calendar days  ft              

 h             

 

 

 
7 F                                                                     htt  ://www      /  /    /S           - -       /  q h        h            

"P        D    P        "     h    x        

https://www.rfi.it/en.html
http://rfirisponde.rfi.it/RFIrisponde/HomeRfiRisponde.aspx
https://www.rfi.it/en.html
https://www.rfi.it/en/misc/reports-and-complaints.html
https://www.rfi.it/en/misc/reports-and-complaints.html
https://www.rfi.it/en/misc/reports-and-complaints.html
https://www.rfi.it/en/misc/reports-and-complaints/faq.html
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Ri ht t  c mpensati n f r late  r n n-resp nse t  c mplaints 

    h                                                             tt    ft   90      y            y  

               h              h                                      EUR 5  RF ’   h                   

      q        h      '                                tt      h                      y    k 

           h        h                          h                                        h   

      y                                                w  h                     h       j     y  

Remedies in the event  f failure t  reply within the deadline  r  f a reply deemed unsatisfact ry 

    h                                       h            w  h   30   y          h      y           

            y                                                   w  h  h  AR  C           S       

             htt  ://www         -           /        w     

 

                                h  A      à    R                        (          R         A  h    y 

- AR )  h    h  h  D       C          A q        Sy     (S   )               h  w       

www         -                 y            h                            y                 

   @            -                y  -     (   @        -           )   

 

F                       h                                                              h  AR   

             www         -             

 

 ers nal  ata  r tecti n 

F                                                                                   w  h 

R         (EU)     679/2016 (  -        GDPR)  O   h  RFI Risponde  h                        h  

h            www                       h                         h                         

      

It sh uld be b rne in mind that: 

► Pursuant to Measure 4.2 of Annex A to the ART Resolution No. 28 of 25 February 2021, as 

station manager, RFI is obliged to assess as complaints those containing at least: (a) the 

identification details for the customer (name, surname, e-mail address) and of the 

representative (if any), attaching in this latter case the proxy document and identification 

document for the customer; (b) the identification detail: (i) of the journey made or planned 

(e.g. date, time of departure, origin, destination, train number), (ii) of the railway station in 

which the disruption occurred; (c) the description of the inconsistency of the station service 

observed, with respect to one or more requirements defined by European or national 

regulations and by the RFI Service Charter; 

► Pursuant to measure 5.1 of Annex A to the ART Resolution No. 28 of 25 February 2021, the 

response to the complaint shall be justified by RFI, in a language that is easily 

comprehensible for the user, with reference to all the reasons for the complaint noted by 

the user, and shall indicate in particular: (a) whether or not, in relation to the facts 

ascertained, the subject of the complaint is inconsistent with one or more requirements 

         y E                                     y RF ’  S       Ch     ; [...] (b) whether or 

https://www.autorita-trasporti.it/en/
https://www.rfi.it/en.html
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     h                                                         h                RF ’  S       

Charter and concerning the unavailability of the station lift systems managed by RFI and, if 

so, the timing and methods for obtaining it; (c) the measures put in place for the resolution 

of the fault ascertained, and, if the same has not yet been resolved, the relative timing; 

► In the event that a complaint or report is rejected on grounds of competence by RFI, the 

latter shall forward the complaint or report to the Entity deemed competent and with which 

RFI has stipulated specific Protocols, within the term of thirty days of receipt, simultaneously 

informing the user thereof. 
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 ss ciati ns c nnected t  the FS Italiane Gr up 

 h       w                 C        A                       A                              w  h 

            w  h wh  h  h  F              S              G     -                    w  h  h  U  

C             h  R  h      P       w  h D                    y     y w  h L w     18    3 M   h 

2009 -                                       h                  k h        

 

 

AD CO SUM 

www              

   

 ACU  

www                     

 

ADOC 

www                  

 

ADUS EF 

www            

 

AL ROCO SUMO 

 www                  

 

A D V  (A            D        V      - 

A               h  V      y         ) 

www                   

A   G L A    (A                      

G     L            A          

        )  

www           

A   M   C  (A                      

M                 C     ) 

www           

A   M   L  (A                      

M                     L     ) 

www          

A   P V    (A                      P     

      V                ) 

www               

AS   O     (A            S           

      ) 

www           

ASSOU E    

www              

 

C   AD  A ZA   VA 

www   tt               

 

CASADELCO SUMA ORE 

www                        

 

CODACO S 

www             

 

COD C  

www             

 

CO FCO SUMA OR  

www                     

 

COORDOW  

www       w    /  / 

 

E   S  (E              S    ) 

www        

F A   D  (F                  

A                                    

    D        à) 

www                  

FEDERCO SUMA OR  

www                     

 

F A A O     (F              

A                   

A  h   tt    h ) 

 www          

F A   

www       /  /  

 

LEGAM  E  E 

 www                 

 

F ADDA (F                 

A         D      D     A        ) 

www          

 

F   S H  (F                           

S               'H       ) 

www   h         

 

LEGA ARCO ALE O 

www                  

 

LEGA CO SUMA OR  

www                    

 

MOV ME  O CO SUMA OR  

www                         

 

MOV ME  O D FESA DEL C   AD  O 

www            tt         

 

U   C   (U                       h    

                O    ) 

www       h     

 

U  O E  AZ O ALE CO SUMA OR  

www                

 

U   M S  (U                M      

    S       ) 

 www         

 

UD CO   

www           /  /  

 

http://www.adiconsum.it/
https://www.associazioneacu.org/
https://adocnazionale.eu/
http://www.adusbef.it/
http://www.altroconsumo.it/
http://www.disabilivisivi.it/
http://www.anglat.it/
https://www.anmic.org/
http://www.anmil.it/
http://www.anpvionlus.it/
http://www.asbi.info/
http://www.assoutenti.it/
http://www.cittadinanzattiva.it/
http://www.casadelconsumatore.it/
http://www.codacons.it/
https://codici.org/
http://www.confconsumatori.com/
https://www.coordown.it/en/
http://www.ens.it/
http://www.fandnazionale.it/
http://www.federconsumatori.it/
http://www.fiaba.org/
https://www.fiab.it/en/index.php
http://www.legambiente.it/
https://web.archive.org/web/20151208105946/http:/www.fiadda.it/
http://www.fishonlus.it/
http://www.legarcobaleno.it/
http://www.legaconsumatori.it/
http://www.movimentoconsumatori.it/
http://www.difesadelcittadino.it/
http://www.uiciechi.it/
http://www.consumatori.it/
http://www.unms.it/
https://www.udicon.org/en/
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Missi n and  ctivities 

 

Rete Ferr viaria Italiana S A     h        y     h  F              S              G      h     y            h  C          

D            h            h                                       h          Mana er  f the Nati nal Railway 

Infrastructure   h                          y        : 

● Safe mana ement  f railway traffic             h                                            y     ; 

● Maintenance  f the nati nal railway infrastructure                      y  y  h  R   w y C           h    h 

       y      x          y                                -      h   w  h      y         y         w y 

                   -  y  h  "P         C        - S            "              w    RF       h  S    ; 

●  lannin  and implementati n  f investments                h   x                                h          

 q                              w     w y                            h    h                                 

w  h  h                   w  h  h  S      h    h  h          "P         C        -                "; 

● A                   h  rail timetable     h            h    q            y  h  P             F    h  

R   w y C                        w  h  h                    h     w  k S         ( S)   h   ffi     

         w  h wh  h  h                 M                     h                           h        

               h  all cati n  f infrastructure capacity          h                                              

         ; 

●  ccessibility  f the stati ns      h            ff         h                                                   

           w  h  h                                     wh  h RF                     w  h                h  

      ; 

● In-stati n assistance t   ers ns with Reduced M bility,               w  h  h          S      M       

  k         y  h  C     y       D        2010                      EU R         2021/782 (       

EC R         1371/2007) "R  h                                    "; 

● Usability  f  wned frei ht stati ns               h     w  k S        ; 

● Maritime link            h                      y        w y             S    y                     y  y 

    y                       h            w    V     S   G            M               S                     

 x        y     h    q            w y                                                ; 

● Inte rati n  f the Italian netw rk int  the trans- ur pean transp rt netw rks               h            

                                                          h                              h   w  h 

                       M              w  h    h       w  k    E        E                 G         (EE G) 

    A                                 w       h                 y       w  k       h                 

     h           ; 

● Health services         w  h                                : 

- Medical-le al assessment  f the mental and physical fitness  f pers nnel                        y 

             h                        h                h          y     h  h     w       h       

    w y                                           h       y             ffi          w y            

                                      y                  w  h   RF '                       y     w    

    h                 h    y h - hy                 h     ff                                  

w    w y          ; 

- Medical-le al assessment  f the mental and physical fitness  f private users drivin  land and 

nautical vehicles         h       1     -                                3             w  h self-
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pr tecti n examinati ns                            and hierarchical appeals                     

        ; 

- Health care  ccupati nal medicine and envir nmental pr tecti n services,                y    

    h                        h  h    h          y    w  k                   w  h L          D      

    81/08                w       G                       C        Hy       
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Our Numbers 
A  31 12 2023 

 

 

  

 H  COM  NY 

31,5 3 E    y    
15  h                             O         D            wh  h          h                                     
11 A    C          S           wh  h         h                           h                 h     w  k 
1              h    h       + 7             h    h          wh  h                       h    h          
 3 A                  2023 w  h     w y        k                   h           
18 A                  2023 w  h     w y        k                                 
376 mln train-km  h               ffi                      w  k    2023 
   h                    (   j    GS R      F -       F                                  ) 
1  h                            (Q         E               G   ) 

5 
E        E                 G                         w             w                 ("S            M             R    
F    h  C       "  G E   E  M             C         EE G C        Rh   -A       EE G        -D   č ;      -A       R    F    h  
C       ) 

7,55  Mln €  h                        '        '    2023 
€ 31,5 8,  5, 67    Sh    C       

 
 he RFI netw rk in fi ures 

R ILW Y LIN S IN O  R  ION (1) 16,83  
CLASS F CA  O   
E              6 460 k  
-    wh  h HS/HC       (2)   1 097 k  
C           y       9 422 k  
           950 k  
 YPE  
D     -    k       7 734 k  
S     -    k       9 098 k  
FUEL  
E                12 205 k  
-    wh  h       -    k         7 658 k  
-    wh  h       -    k         4 547 k  
   -                 (      ) 4 627 k  
 O  L  R CK L NG H   ,567 km 
R ILW Y F CILI I S  
S       w  h      /                           ~2 200 
F   y           3 
G               (3) 204 
 R IN S     CON ROL   CHNOLOGI S ( )   
C                          y      13 625 k  
SCM                           13 224 k  * 
SSC                      2 312 k  * 
ER MS                     y (5) 1 177 k  
GSM-R                               11 712 k  
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N tes: (1)    wh  h 70 k      h             w  k; ( ) w  h                    w  h       ≥ 250 k /h  25kV   w        y  ER MS L     2           

w  h       >200 k /h w  h h  h            ; (3)           w  h      -                          j              ( )        w  k            q       

w  h                              y     ; *    wh  h 25 k  w  h        SSC     SCM   q       ; (5) w  h                     q       w  h 

ER MS       2 '           '            q       w  h ER MS '    k  ' 
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C R    I S R I I RFI
    

                    

 r  ress        
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5  Our  rinciples 

RF                                ff                    
           w  h  h  "P              h                      

        "      h          h      y  h        F              
S              G     
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     h   w  h  h        FS          G      RF                                         w  h             s cial, ec n mic 

and envir nmental sustainability                    resp nsibility, ethics, inte rity, fairness, transparency and le ality 

w  h  h                   quality services     h  l west c st      h          y                          shared value 

           k h        

 h                                                 RF       h        FS          G                     h  C de  f 

 thics   h   h                        h              h            h  w y    wh  h     G                     

                   y          h   w  h  h                             x        h                   y    h       

'    w  k'                  x    k   ff      y  A              h              w y                 RF  h        

          y                                       : 

▪ Traffic safety and traveller protection 

RF          tt                                      h          h    ff    h  hi hest levels  f safety          

                        h                                         w  k                    w  k         h  

             F    h  pr tecti n     safety  f pe ple     h                 h  infrastructure assets                

w  h   w                                  h                                                        

▪ Fairness, impartiality and non-discrimination  

RF          access t  the netw rk     h                                             w  h               equality, 

impartiality and n n-discriminati n                  h     h      h                    w  h                          y  

  x                                                      tt                   equal treatment    w      ff      

       h                h  ri ht  f access                                                     y  ff        -       

                     w  h                                y       y            h             w  h   h            

            

▪ Information and Participation 

RF               x     availability  f inf rmati n                                                                      

                     h          y                          h  use  f the services  ffered         w  h  participati n 

          k h           h  ch ices  ff       h                                                active listenin  and 

c nfr ntati n     w                             k                              w     y    k h                   

            h      q          w  h      w                           

▪ Sustainability 

RF          tt                h  mana ement and devel pment  f its services and assets     h          h        

                   infrastructure and m bility system                 h                    x                      

     h        h  2030 A      SDG   RF  h    h                     investment and mana ement business pr cesses 

-      w  h  h                    k h             y                     - inn vative meth d l  ies and    d 

practices           y              y             h     ffi                                         y           h     

                                                  q     y      h          y      h          y       y     

                 w  k                  

https://www.rfi.it/content/dam/rfi/rfi_en/about-us/Codice_Etico_2018_ENG.pdf
https://www.rfi.it/content/dam/rfi/rfi_en/about-us/Codice_Etico_2018_ENG.pdf
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- H w          h  RF  S       Ch      

-                     2023 
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H w t  Read the RFI Service Charter 

  

Clarity, usefulness and immediacy are the criteria that RFI has set  ut f r c mmunicatin  its c mmitments t  the 

public in its Service Charter, in relati n t  the quality fact rs indicated by the re ulati ns f r c mpanies pr vidin  

transp rt services  F r this reas n: 

 All objectives are presented in relation to the service area/activity to which they relate, together with an 
explanation of the indicators selected, and a summary of the results achieved in the previous year, presented 
in detail in the appendix; 

 To make it accessible to all, including people with disabilities, the RFI Service Charter is also disseminated in 
web format at www.rfi.it, by allowing users to focus on the descriptive parts of the document on the most 
relevant aspects for end customers with cross-references, for any further details, to other sections of the 
company website; 

 The target-values of the indicators measured through the customer satisfaction surveys refer to the percentage 
of satisfied people (those who rated 6 to 9 on the scale from 1 to 9) out of the total number of respondents, 
and are set within the 75%, 80%, 85%, 90% series. The latter is the value assumed by the company to date as 
the most challenging to achieve and/or maintain in its interaction with the public; RFI's further objective is to 
see not only the percentage of those satisfied increase, but also that of the fully satisfied, i.e. those who - again 
on the 1-9 scale - rate between 7 and 9; 

  h    j                   h  S       Ch                     RF ’                                             
social sustainability, refer to specific actions to implement the Group's 'Sustainability Governance Model', 
adopted by RFI in 2021, and the Corporate Environmental Policy, and relate to the commitments and corporate 
performance reported annually in accordance with the standards of the Global Reporting Initiative in the 
Sustainability Report and in the Non-Financial Statement (Pursuant to Legislative Decree 254/2016) of the FS 
Group. 
 

 

 

 

 

 

 

 

 

 

 

 

https://www.rfi.it/en.html
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 ar ets and Results    3 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

FIELD OF 
SERVICE/ACTIVITY 

QUALITY 
FACTOR 

INDICATOR PARAMETER 
2023 

TARGET 
2023 

RESULT 

 R IN CIRCUL  ION, 
N  WORK S F  Y  N  
 FFICI NCY 

S F  Y Railway 
 perati n 
security level 

          FWS  
              
           
         /       
    k  * 

S  y    
    w  h  
 RV 
            
    y      h  
“C     y 
     wh   ” 
    w y    k 
       y  

A h      

SUS  IN BILI Y OF RFI'S 
 C I I I S  N  S R IC S  N IRONM N  L 

 N  SOCI L 
FOCUS 

 r cessin   f the 
 r cedure f r 
Sharin  
Infrastructure 
Netw rk 
Resilience  lan 
Interventi n 
 r  rammes 
with 
Stakeh lders 

          *              A h      

 r cessin   f RFI 
Sustainable 
 r curement 
System f r 
inte rati n  f 
 SG criteria in all 
sta es  f 
pr curement  f 
   ds, w rks, 
services 

          *              A h      

LINKING  N  
IN  RCH NGING WI H 
O H R MO  S OF 
 R NS OR  

MO  L 
IN  GR  ION  ercepti n  f 

easy and handy 
arrival at the 
stati n 

%           
        ► 90% ● 97 8% 

S   ION US BILI Y  N  
COMFOR   R   L COMFOR  

IN S   ION 
 N IRONM N S 

 ercepti n  f 
stati n’s  verall 
quality 

%           
        ► 90% 98 3% 

Overall li htin  
percepti n %           

        ► 90% 98 1% 

CL  NLIN SS Overall 
percepti n  f the 
cleanliness  f 
stati n 
envir nments (1) 

%           
        ► 90% 97 8% 

   I ION L 
GROUN  
S R IC S 

Overall 
percepti n 
 f business 
services 

%           
        ► 

90% ● 99 2% 

S   ION S CURI Y  ercepti n  f 
security in the 
stati n c mplex 

%           
        ► 85% ● 94 8% 
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Key 

*         / h   -    y             

● Quality objectives involving third parties ► customer satisfaction surveys 

FI L  OF 
S R IC / C I I Y QU LI Y F C OR IN IC  OR   R M   R    3 

  RG   
   3 
R SUL  

 UBLIC 
INFORM  ION IN-S   ION 

INFORM  ION ON 
 R IN CIRCUL  ION 

Overall 
inf rmati n 
percepti n 

%  f pe ple 
satisfied ►   %  8 7% 

Inf rmati n 
percepti n under 
critical traffic 
c nditi ns 

%  f pe ple 
satisfied ► 75% 8  1%  

S R IC S FOR 
 R   LL RS WI H 
 IS BILI I S  N  
R  UC   MOBILI Y 

 SSIS  NC   O 
 R   LL RS WI H 
 IS BILI I S  N  
  O L  WI H 
R  UC   MOBILI Y 

Overall 
satisfacti n level 
re ardin  the 
service pr vided 
in the SALE BLU 
circuit 

%  f pe ple 
satisfied ►   %    6% 

 xtensi n  f  RM 
service t  
new stati ns 

C mmitment* at least 
5 
stati ns 

 chieved 

 CC SSIBILI Y OF 
S   ION S  C S Implementati n 

 f measures t  
impr ve 
accessibility (55 h 
platf rms, lifts) 

number  f 
interventi ns* at least 

11   chieved 

 


