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The 100% Client Initiative

Oslo, June 2010

Juan Rodríguez de la Rubia
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Avasa (294 km )

Aucat (47 km) 

Aumar (468 km) 

Castellana (51 km) 

Iberpistas (70 km) 

� Direct management of 1,524 km in Spanish concessions

The toll motorway network of abertis autopistas España
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2 Main Challenges

The Starting Point
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Positioning

Information 
on 

uses and 
habits Finding out 

needs 
and 

expectations

Quality of 
service
rating 

Satisfaction 
rating

• No knowledge about the brand

• No knowledge about the services

• Difficult access to the company

• Individualised attention

• Specific products and services for
target

• Client care

• Segmentation of Clients

• Segmentation of service processes 
Communication
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Touch point communication

Client service processes

Preparing the 
journey

The journey

Going 
through the 
toll station

Stops in 
service areas

Contact with 
abertis

Products & 
Services

Offer the Client online 
information about the 
state of the traffic 

Increase knowledge 
about motorway services

Improve the care and 
quality of the service

Offer additional services 
linked to the use of the 

vehicle

Facilitate approximation 
between the Client and 

the company

Segment Client care and 
create loyalty among 

heavy users 

Mk Plan with service areas

Interactive information 
points

Radio & Digital Newspaper

Unimos ad campaign

Website Portal

Text message alerts

New transport haulage 
services

ViaT (ETC) loyalty 
programme

Services B2B (insurance, 
renting, VO, etc..)

Contact Centre 

Link motorways digital 
magazine

6

Website Portal 
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Institutional campaign

abertis motorway brand

Joining together

Target

Professional Client (lorry 
drivers)

Self-employed Client

Services

Main 
Contact

Icon

Individual Client
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Interactive information 

points in service areas

9 10

Link motorways

digital magazine

http://cde.bluevista.es/1R4b83b732e8589012.cde
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Thank you


