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Good Practice 

The “ACQUISITION AND INSTALLATION OF SALES AND TOLL EQUIPMENT AND DEVELOPMENT OF THE 
SOFTWARE FOR THE PROTOTYPE OF THE STATION 4.0 IN THE GRAN VÍA METRO DE MADRID 
STATION” is presented below as a Good Practice. 

The action consists of implementing a new type of Sales and Toll equipment for the two new halls of 
the Madrid Metro's Gran Vía station. For this project, new generation equipment has been designed, 
which unifies and integrates new technologies with innovative designs that facilitate their use and 
improve and optimize the characteristics of the systems in the corporate management tools (control 
applications, etc.). 

This increases the capacity of communications, to support both the current and future systems of 
metropolitan public transport and to improve the cybersecurity of an essential service for the 
mobility of the citizens of the Community of Madrid (CM), such as the Madrid Metro. 

Both the vending machines and the toll equipment are designed in accordance with the guidelines 
proposed in the Station 4.0 Project (Estación 4.0), both in terms of design and functionality. 

Station 4.0 is a digital transformation program for the Madrid Metro stations, based on industry 4.0 
and consisting of three objectives: improve customer service, optimize the company's operating and 
maintenance processes, and design and test systems open, interoperable and multivendor, that 
optimize costs and facilitate the deployment of new operating systems. 

 
 

This action has an eligible cost of €1,482,633.92, financed directly by the EDRF (European Regional 
Development Fund) in the amount of €804,446.60, and benefits nearly 7,000,000 travelers passing 
through the CM. 

It is considered a good practice because it meets the following criteria: 

 

1. The role of the EDRF in the action has been conveniently disseminated among the beneficiaries, 
potential beneficiaries and the general public. 

The action has been conveniently disseminated among the beneficiaries through different means. 

 

 

 

 



Posters and information with logos and references to EDRF: 

 

 
 
 
 
 
 
 
 
 
 
 
 

Plaques referring to EDRF at Gran Vía Station 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

Información en página web metro de Madrid con referecia a FEDER 
 

Placas con referencia a Fondos FEDER en la Estación de Gran Vía 
 

Information on the Madrid Metro website reflecting EDRF funding 
 



Press and digital information including references to EDRF and European Funds: 

 

  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



2. The action incorporates innovative elements. 

This project is above all an innovation project since new ergonomic designs are incorporated to 
facilitate the use of sales and toll equipment by travelers. These designs include larger screens that 
facilitate access to Information and Communication Technologies (ICTS), and improve interaction, 
communication and the quality of information. Its use is facilitated in two languages. The 
characteristics of these systems are optimized: greater robustness, resistance to vandalism and ease 
of maintenance. 

 

3. Adequation of the results obtained to the foreseen objectives. 

One of the objectives of the Digital Agenda is citizen access to ICTs and their interaction with them. 
The development and implementation of the new sales and toll equipment at the Gran Vía station, 
one of the most visited by passengers on the network, represents a greater rapprochement and 
interaction of the passenger with Metro de Madrid. Thus, there is an increase in the confidence of 
citizens in the use of ICTs, by verifying the benefits that will be obtained from the use of the new 
functionalities of both facilities. 

On the other hand, the implementation of mentioned equipment with a modern and functional 
design in the completely renovated Gran Vía station, makes the great digitalization project of the 
Madrid Metro stations, Station 4.0, a reality. 

This investment guarantees intelligent, sustainable and innovative mobility, increasing the use of 
public transport in the Community of Madrid. 

 

4. Contribution to the resolution of a problem or weakness detected in the scope of execution. 

The Gran Vía metro station is one of the busiest stations in the Madrid Metro network. However, one 
of the problems it presented was precisely not having agile access systems to the station itself, in 
particular modern sales and toll systems, as well as a lack of information by users. 

Likewise, one of the weaknesses that has been verified is the low degree of integration in the new 
technologies of the Gran Vía station, and the need to improve access for people with reduced 
mobility, considering that it is a station with a considerable influx of travelers. 

Through this action, a new type of next-generation sales and toll equipment has been introduced in 
the two new halls at Gran Vía station. In this way, the customer experience is improved through new 
user-friendly interfaces, with the possibility of interacting with the user through natural language, 
ergonomic designs, improved information, improved help provided from remote Control Centers 
(since it is a new centralized management model), information available at your public transport 
cards, etc. Thus, intelligent, sustainable and innovative mobility is promoted, favoring access to ICTs 
and their interaction with them by citizens, also increasing the use of more agile public services. 

 

5. High degree of coverage of the target population. 

With the new connection with CERCANÍAS Renfe (railway) and total accessibility with the 
implementation of the new lifts, the number of passengers passing through the Gran Vía station, 
which already reached more than 7 million per year, will be greatly exceeded. 



Therefore, the action affects and benefits a high percentage of the population of the Community of 
Madrid, as well as tourists and infrequent travelers, taking into account its privileged location, close 
to business, leisure and cultural centres. 

 

6. Consideration of the horizontal criteria of equal opportunities and non-discrimination, as well as 
social responsibility and environmental sustainability. 

With regard to equal opportunities and non-discrimination, equipping the stations, in this case the 
Gran Vía station, with new sales and toll equipment with an ergonomic design also designed for 
people with reduced mobility, provides a immediate social benefit. With this, they are more 
accessible to functionally diverse people, for whom it was previously less easy to use public transport. 

Likewise, by expanding the transit area, measures are incorporated to inform users, with acoustic 
messages, especially for people with visual disabilities. In addition, the height of the interface screen 
is more suitable for people who move around in a wheelchair. 

These new sales and toll equipment represent the image of modernity and evolution of public 
transport in the Community of Madrid, providing a better customer experience and enabling new 
easy-to-use interactive features. They make it possible to interact with the user through natural 
language, ergonomic designs, with increased quality of information, improving the help provided 
from the interconnected Control Centers. In this sense, this interconnectivity has the primary 
purpose of improving the final service offered to Metro customers, since the improvement of the 
company's internal processes undoubtedly results in an increase in the quality produced. 

Let us not forget either that this action also favors energy saving, therefore promoting intelligent, 
sustainable and innovative mobility, increasing the use of public services and facilitating access to 
ICTs and their interaction with them by citizens. 

 

7. Synergies with other policies or instruments of public intervention 

This action is complementary to other actions launched by the Community of Madrid, with the help 
of the ERDF, to reinforce the applications of information and communication technologies. Likewise, 
this policy seeks to facilitate electronic administration, electronic learning, electronic inclusion, and 
electronic culture. 

It also presents synergies with other actions aimed at promoting electronic administration and 
fostering confidence in the digital field, such as the acquisition, installation and commissioning of an 
object filing system for the electronic filing of the CM, the investments made for the promotion of 
teleworking in the Administration of the CM, and everything related to the promotion and use of 
new technologies and digital devices. 
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