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CONTEXT
Línea Madrid is the brand that identifies citizen services within Madrid City 
Council

Línea Madrid merges all citizen services through the following channels: 

• telephone assistance (through 010 phone platform) 

• face-to-face assistance in 23 main Citizen Attention Offices (OAC) and 
several auxiliary offices located in each district of the city of Madrid.

• telematic assistance in social networks (FB, X) and virtual assistant (chat 
bot)

• Website www.madrid.es

Video Línea Madrid (1).mp4

https://madrid-my.sharepoint.com/:v:/r/personal/riojamma_madrid_es/Documents/Archivos%20de%20chat%20de%20Microsoft%20Teams/Video%20L%C3%ADnea%20Madrid%20(1).mp4?csf=1&web=1&e=byy8bG&nav=eyJwbGF5YmFja09wdGlvbnMiOnt9LCJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJUZWFtcyIsInJlZmVycmFsTW9kZSI6InZpZXciLCJyZWZlcnJhbFZpZXciOiJwb3N0cm9sbC1jb3B5bGluayIsInJlZmVycmFsUGxheWJhY2tTZXNzaW9uSWQiOiI0NWZmNDI2MC02Yjk5LTQ2NTMtOTg3NS01ZTA1YTZiMzc1N2QifX0%3D


❑Municipal census of inhabitants 

❑General Electronic Registry (for any Public Administration)

❑General information

❑Tax payments 

❑Fine payments  

❑Regulated city parking service  

❑Electronic signature  
❑ Electoral Census

❑ Change of address for vehicles circulation permits 

❑ Bicimad

❑Madrid Low Emissions Zone: ZBEDEP, Madrid Central and Plaza Elípica

❑ Transport Blue Card 

❑ Cadastre Services 

❑ Cultural workshops and courses 

❑ Information on notices and petitions 

❑ Traffic Sanctions  

❑ Urban camps

❑ Home telecare 

❑ Social aid 

❑ Health exclusion

❑ Card for the elderly  

❑ Enforced tax collection 

❑ Patrimonial liability claims 

30+ different services
provided



People attended in face-to-face and telephone channels



Satisfaction scores by citizen service channel

OAC = Citizen attention offices

010 = citizen service phone number



SUGGESTIONS, COMPLAINTS AND COMPLIMENTS



PROJECT BACKGROUND

• Based on the CAF's 2021 certification feedback report, Criterion 6 

indicated there was margin for improvement in the satisfaction of the group 

of people over 65 years of age.

• During the 2024 self-assessment process, this was considered as an area 

for improvement and was included in the Action Plan.

• The project began with an in-depth analysis of the barriers faced by older 

adults when accessing Línea Madrid services.

• Introduced tailored solutions



IMPLANTATION PROCESS 

• Phase 1 (April 2022): 

Walk-in services at Offices, eliminating the need for pre-scheduled 

appointments. 

• Phase 2 (May 2022): 

Dedicated toll-free telephone line (900 111 065) operating 24/7. 

The line connects seniors directly to agents, prioritizing their calls  over others. 

• Enhanced technological infrastructure

• Staff training to address seniors’ specific needs 



Key Enhancements for Seniors in telephone channel: 

- Priority Handling 

- Minimal Waiting Times

- Extended Support

- The preferential line eliminates technological barriers by connecting

seniors directly to agents without requiring keypad navigation. 

- Free calls ensure accessibility for all users, regardless of location or 

technological proficiency. 



Comparative elderly data 
by years and citizen service channels



Senior satisfaction 
comparing: 

- years 

- channel of service 
(face-to-face / telephone) 



Comparison of
waiting time to be 
attended 
between:

- elderly / total

- in office / by phone

Face to
face

Face to
face

phone

phone



Complaints, suggestions and compliments submitted in 2024.
Elder submit fewer complaints and more compliments in both 
service channels. 



Broader Impact

• For Seniors: accessibility, convenience, and satisfaction. 

• For management : greater balance across service channels. 

• This initiative serves as a benchmark for inclusive governance, ensuring 

that senior citizens remain an integral part of the community in the digital 

age.

• To facilitate the use of the website for the senior users, a website 

accessibility and usability study has been carried out at the end of 2024 and 

specific improvements for older people will be implemented during 2025.



Mar Núñez Suárez nunezsmm@madrid.es
Department of Quality and Training
General Directorate for Citizen Services
MADRID CITY COUNCIL
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