
17th September 2021

EMT Madrid: Lessons learned during the COVID-crisis 
and plans for a sustainable recovery



Created in 1947.
Company 100% owned by Madrid City Council.
Service 24/7 all year round.
Operates and manages the whole network of public urban buses in 
Madrid city.
EMT also provides other public mobility services in the city of 
Madrid:

• Since2014, managing parking facilities and tows.
• SinceSeptember2016, the public e-bike sharing system BiciMAD.
• Since January 2018, the cable car system

But also managing the segregated bus lanes, buses and bus 
canopies/shelters advertising exploitation, and Consultancy
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2019

5 Operational 
Centers distributed 
around Madrid City211 bus lines, a network of  3,818 km

10.574 bus stops

2,082 buses (86% green fleet)

5 depots

439 million transported passengers
1,600,000 passengers per labor day

Yearly production of 93 million km
310,000 km per labor day

Budget of  €795 millions

9,751 employees
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LaElipa
40.000 m2 334 buses

CNG/Diesel

Sanchinarro
59.000 m2 408 buses  CNG

Entrevías
52.000 m2 413 buses  CNG/Diesel

Carabanchel

65.000 m2 445 buses

Electrico/CNG/Diesel

Fuencarral

133.000 m2
457 buses
Electric/CNG/Dieselel



COVID-19



DRAMATIC DEMAND DROP
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EMT bus demand evolution



DEMAND DROP FOR THE WHOLE PT NETWORK



NEW MOBILITY HABITS OF PT USER
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Pre-COVID

New Normality

Bigger loss of users in peak
hours (55% vs 45% )

Flattening the curve: 
✓ Reduction of obliged

mobility (job loss + 
homeworking, etc)

✓ Higher risk perception of 
contagion at peak hours



STILL A WAY AHEAD



BICIMAD: Evolución de la demanda

Cycling, and BiciMAD, the only mode that grew

Recovery started during the de-escalation 
phase. Shortly, demand exceeded the 
previous year

Leisure use increased from 19h onwards

BICIMAD



…AND CHALLENGES

TROUBLED FORECASTS…



Objetive: recovering public transport users’ trust



BRINGING BACK USER TRUST ON PT

Conclusion

Covid as an opportunity

• To prioritize people:

✓ More accessible

✓ Closer

✓ More attractive

✓ More efficient

• To reinforce attitude

✓ Emphasizing respect

✓ Emphasizing safety

• To materialize commitments

✓ Joining forces

✓ Promoting cooperation

✓ Promoting solidarity



From the management 
perspective…

✓Operational response

✓Tecnological response

✓Social response

…and communication

✓External communication

✓Networks/Media

✓CSR

✓ Internal communication

BRINGING BACK USER TRUST ON PT



Operational response



Technological response



CSR

• VOLUNTEERING

• RESPONSABILITY

Social response



• TO USERS
– Informing about services and 

incidences

– Communicating measures adopted

– Convey confidence

– Bring support

External communication



@Digital AV Magazine

External communication



@El Mundo

External communication



Networks

• SHARING KNOWLEDGE AND 
EXPERIENCE

• UITP 

• POLIS 

• EUROCITIES

• IRU (World Road Transport Organization)

• Cities for Global Health

• Solutions+

• Etc.

External communication



Internal communication



• Telegram
– 2.764 users

• Mailing list for the Operation
Centres

• EMT corporative portal
– 8,500 daily accesses

• Internal channels
– Internal advices

– 6 TV screens

– Posters

Internal communication



CORPORATE INTRANET

1.Individual certificates

– For displacement needs

– For special vulnerable conditions

2.COVID-19 information repository

3.Publishing advices

4.Banners

Internal communication



• Last Saturday EMT demand reached
85% compared to 2019 and 90% on
Sunday. 

Getting back to normality…for all?



• Approved last Monday 13th!!

• Entering into force next
Wednesday 22nd

Some News…New sustainable mobility
ordinance



✓ There has been a reduction in mobility in general, with an increase in the use of private 
vehicles and a decrease in the use of public transport

✓ Increase in individual shared mobility modes
✓ Increase in walking: 13% of trips made by using EMT buses were less than 1 km. Much of 

those trips are currently being done on foot
✓ Increase in local activity within the sphere of influence of the residents (neighbour life)
✓ Increase in both teleworking and time flexibility: it may lead, although the effect takes 

longer to be appreciated, to a change in lifestyle (place of residence, increased online 
shopping, more local mobility ...)

Which of these changes will stay permanently and in what percentage?

How will these changes influence the availability of a private vehicle?

Will it be necessary to verify if the current PT model is still valid?

Take aways



Thanks!

Sergio.Fernandez@emtmadrid.es
@EMTMadrid
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