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Atento was established 
as a subsidiary of the 
Telefonica Group.

1999 2001 2003 2008 2011 2012

Atento completed the 
first phase of expansion 
and opened centers in 
13 countries on four 
con�nents.

Implemented a business strategy 
that aimed to offer high quality 
services and to generate customer 
value with the ul�mate goal of 
establishing strategic, long-term 
contractual rela�onships.

Concluded a second phase 
of expansion, and 
consolidated itself as one 
of the largest operators in 
the world of Spanish and 
Portuguese speaking 
countries. 

Dra�ed a strategic 
development project, 
where it studied its market 
posi�on and differen�ated 
growth op�ons.

In February 2011 
Atento joined the 
Global Compact of 
the United Na�ons.

Bain Capital acquired 
the Telefonica Group 
in December 12, 2012.

Atento was founded in 1999 in Madrid, Spain as a provider of CRM BPO 
for t e e efoni a roup  Sin e t en, Atento as si ni ant  diversi ed 
its usto er ase, and a er its a uisi on in e e er of 1 , e a e 
an independent o pan  Atento ases its ine of usiness on Custo er 
Re a ons ip Mana e ent CRM , a fra ewor  t at is part of t e ode  
of Business Pro ess Outsour in  BPO , w i  invo ves t e ontra n  

of opera ons and responsi i i es of an spe i  usiness to a t ird part  
provider  t is ara teri ed  avin  a a  o e t at in udes interna  

usiness fun ons u an Resour es and inan e  and a front o e t at 
invo ves onsu er re ated servi es Conta t Center

Corporate 

About Atento 

Information 

Atento throughout time  
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Technical support 
e a e t e dia nosis, ana sis and re ote reso u on of 

technical problems.

ac  ce
Automa on of rou ne tas s, enablin  hi h volume 
informa on mana ement and business processes of sales 
and technical support.

re it  ris  an  collec on 
ec ve mana ement of bad debts at di erent sta es, and 

various t pes of por olio solu ons and customer pro les. 

Customer support 
Mana ement of incomin  calls, providin  informa on, 
ta in  re uests and complaints rela n  to our services 
and solu ons. 

Service Desk
Provides the abilit  to mana e and resolve various incidents 
and re uests for emplo ees and suppliers throu h the 
best mar et prac ces of the  nforma on echnolo  
nfrastructure ibrar  methodolo .

Sales
Contemplates from the iden ca on of poten al 
consumers to post sale shares.

Our solutions 

urin  1 , no incidents were presented b  an  ind of default or nes 
related to health and safet  impacts for the use of our services as well as 
re ula ons re ardin  the use and provision of services that could cause 

nes. Addi onall , we have on oin  dialo ue channels throu h which we 
communicate with our sta eholders to provide treatment to an  concerns 
about our services.

Atento 
currently ranks 

among the three 
top suppliers 

worldwide
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Atento around the worldv

16
Present in

countries

450
More than

clients worldwide

155, 000
employees worldwide

More than 

600
million consumer
 in Latin America

Central and
North America

Mexico*
United States
Puerto Rico
Guatemala
El Salvador
Panama

South America
Argen�na
Chile
Colombia
Peru
Uruguay

Brazil

EMEA

Brazil*

Spain*
France
Czech Republic
Morocco

*Corporate offices 

Regions Countries

Given its growth prospects, La�n America is one of the most a�rac�ve
CRM and BPO markets globally.
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Governance  

Atento has a de ned strate  and its own business model with a success stor  
of almost 1  ears. he compan  bene ts from the nowled e ac uired b  
its management team, which holds a solid experience in the sector that has 
allowed Atento to develop an e cient methodolog  and establish las ng 
contractual rela onships with customers. he management team members 
have pla ed e  posi ons in the sector and have proven their opera ng 
s ills, and how it has supported business growth over the past decade.

or more informa on on the pro le of our irec ve Commi ee  
h p www.atento.com es uienes somos comite de direccion

Board of directors 

Atento s Board of irectors is composed of  Counselors and Secretar
 evin O Reill  President
 Mar  unell  Counselor  
 Ale andro Re nal Ample elegate Counselor
 Re es Cere o Rodr gue Sedano Secretar

o promote good governance within compan , the Board of irectors relies 
on two commi ees of internal character that wor  as advisor  bodies. he 
Boards of irectors will be no ed of ever thing that happens within the 
commi ees, to which corresponds the ra ca on and nal approval of an  
decision. he Board has ensured that its course of ac on complies with the 

ood overnance. he Council has its own rules of opera on in which their 
obliga ons are established, the agreements that must go through approval 
as well as the general rules for opera on.

On an annual basis, and in accordance with applicable law, the ordinar  
general mee ng of shareholders must approve the management of the 
board of the compan .

Internal Committees 

 Audit and Ris  Commi ee  monitors the e ec veness of internal control and 
ris  management s stems, nancial repor ng and ever thing related to it.

 Compensa on and Bene ts Commi ee  reports on an  ma er related 
to commissions and designa on of directors and senior management and 
remunera on policies.

 Compliance Commi ee  ini all  established as a sub commi ee of the Audit and 
Ris  Commi ee, is responsible for ensuring compliance with the rules, policies 
and procedures in the Atento group. ts main func on is to assist the Audit 
Commi ee ma ers in compliance with these policies, standards and procedures.

Name Age Position

Alejandro Reynal 

Mauricio Mon�lha

Reyes Cerezo

Iñaki Cebollero

Michael Flodin

Mariano Castaños

Nelson Armbrust

Miguel Matey

Juan Enrique Gamé

José María Pérez Melber

41

50

49

43

50

42

50

42

53

42

Chief Execu�ve Officer

Chief Financial Officer

Legal and Regulatory Compliance   
Director

Human Resources Director

Opera�ons Director

Chief Commercial Officer

Brazil Regional Director

North America Regional Director

South America Regional Director

EMEA Regional Director
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Principles of action 

n Atento, we have ta en a number of business principles applicable to 
all emplo ees. he directors, managers and supervisors are responsible 
for sharing the principles of ac on with their teams and avoid an  con ict 
of interest. f a situa on arises, it is the responsibilit  of each emplo ee 
to report the ac ons or situa ons that violate the Principles of Ac on 
throughout the channel for complaints. All this informa on is detailed in 
the An Corrup on Polic  elaborated this ear.

Compensation of Directors and Executives

he ob ec ves of our compensa on policies and programs see  to a ract, 
mo vate, reward and retain e  talent through e ec ve approaches and 
an a rac ve o er to strengthen the execu ve responsibilit  and reward 
the achievement of business results. Certain elements of compensa on 
have been the product of nego a ons between execu ves and our eneral 

irector and or Board of irectors. 

uring 1 , the total remunera on paid to our execu ve o cers was 
.9 million S  dollars  furthermore, the total bene ts amounted to 
.  million S  dollars . Currentl , we have not provided addi onal 

compensa on to the execu ves for their services as directors or members 
of commi ees of the Board.

Risks

Our Board of irectors is currentl  responsible for the ris  management 
process supervision. This process it’s centered on the general management 
strateg  and the most signi cant ris s that Atento faces  it also assures that 
these strategies for ris  mi ga on or elimina on are implemented b  the 

irec on of the compan . 
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ear friends,

 am pleased to present another ear the Atento’s Corporate Social 
Responsabilit  Report, a document with which we want to approach ou to 
the sustainabilit  in our compan , which we live and ar culate through our 
dail  rela onship with each of our sta eholders. or this reason, this annual 
CSR report summari es the impact that our compan  has had in the whole 
societ  in 1  b  genera ng value for our emplo ees, shareholders and 
the communi es in which we operate. 

Since 11 Atento oined the lobal Compact of the nited a ons. Thus, 
our strategies and opera ons are commi ed to enforcing the ten principles 
of the Pact as re ected in this report. n Atento we are convinced that the 
adherence and commitment to the lobal Compact of the nited a ons 
helps us to consolidate as a sociall  responsible compan .

n 1 , we began an important stage in the histor  of Atento hand in hand 
with Bain Capital as a new shareholder. This stage is characteri ed b  the 
opportuni es and challenges through which we rea rmed the spirit of 
growth that has dis nguished us since our beginning and has helped us to 
develop the immense poten al of our compan  as independent. This vision, 
shared b  Bain Capital and all of us at Atento, laid the founda on of our rst 

ear as an independent en t  of Telefonica and since then, is a source of 
inspira on for the development of our economic and social ac vit .

n terms of the statement of our iden t , Atento undertoo  a review of its 
mission, compan  values, leadership standards and principles of ac on in 
which a representa on of emplo ees from di erent regions and func ons 
par cipated ac vel . The result was a renewed mission of the compan , 
where we see  to contribute to the success of businesses, ensuring the best 
experience for their customers through our commitment, integrit , building 
trust and passion to be be er ever  da .

Letter from the

CEO of Atento
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As a result of our commitment to the Global Compact, Atento has 
shown great progress on human rights, environmental ini a ves, an
corrup on policies and especiall  improved labor standards. Than s to our 
emplo ees’ commitment for the third consecu ve ear, overall sa sfac on 
rate of our customers exceeded  in 1 . uring the past ear, we 
have strengthened our commitment, b  the development, training and 
mo va on of the people who are part of Atento. Through this e ort we 
have increased the level of sa sfac on of emplo ees up to the 1 . Atento 
has been recogni ed as one of the  Best Companies to or  for in the 
world b  Great Place to or  ns tute  the onl  compan  in its sector with 
the posi on in this ran ing.

n 1  we started with a rm stand a new stage to become a more commi ed 
and capable compan  to generate value for its sta eholders and societ  as a 
whole. ue to the fact that CSR is a recogni ed priorit  for Atento, we reiterate 
our commitment to the Global Compact of the nited a ons.

 want to than  the more than 1 ,  people who are part of Atento, with 
their commitment, enthusiasm and dail  e orts the  have contributed to 
the achievement of this goal. Than s also to our customers that da  b  da  
trust Atento to manage their most precious rela onships. This trust allows 
us to con nue growing, innova ng and discovering new wa s to add value 
to the rela onship between brands and consumers. Than s, nall , to all 
who share our dail  wor  and commitment to ma ing the societ  in which 
we live a more sustainable world.

Alejandro Reynal 
CEO of Atento

 “...we seek to contribute to the 
success of businesses, ensuring the 

best experience for their 
customers through our 

commitment, integrity, building 
trust and passion to be better 

every day..”
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This report contains the performance in corporate social responsibilit  
and sustainabilit  of Atento throughout the calendar ear 1 . ts 
produc on has followed the guidelines of the GR  G .1, both to de ne 
the content and ualit  assurance informa on.

About the social responsibility reports of Atento
 
n 11, Atento oined the Global Compact and since  has elaborated 

reports with the Global Repor ng ni a ve methodolog , star ng with the 
applica on level of C and in its latest global emissions in 1  obtaining a B .

The scope of this report covers all countries where Atento operates. The 
ini a ves directed to customers, emplo ees, suppliers, societ  and the 
environment are applicable to subsidiaries or countries indicated in each case.

Among the di erences from CSR 1  Report, note that an increase of 1  
indicators was reported this ear. 

About the

report

Year Application Level
2008

2009

2010

2011

2012

C

C

B+

B+

B+

Application Level B+ B+
Summation: GRI Atento (2012) GRI Atento (2013)

Profile disclosure 32 indicators

Performance indicators
Economic

Principal Addi�onal

Environmental

46
4

62
9

3
1

12

7
2

15
Principal Addi�onal
Labor prac�ces and

decent work

7
5

14

10
5

14

Principal Addi�onal
Human Rights

9
5
5

9
5
9

Principal Addi�onal
Society

4
1
4

8
1
7

Principal Addi�onal
Product Responsibility

2
2
8

5
2
8

Principal Addi�onal
3
5

3
5
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Our

Corporate Social Responsibility

All Atento’s ac vi es are based on four principles  onest  and Trust, 
ntegrit , egalit  and uman Rights.

These principles are transversal to the compan  and func on as the guidelines 
for the three Corporate Social Responsibilit  pillars

1. Employees: selec ng, training and developing the best talent in the mar et, 
commi ng them to improve the wor ing environment as a wa  to ensure 
the sa sfac on of customers and users.

. Responsible Citizenship: through the corporate volunteer program, 
people are able to reach their full poten al to become ac ve members 
of their communi es and sustainable growth engines. n addi on, Atento 
promotes the integra on of minori es and groups with di cult access to 
emplo ment.

.  Eco-efficient Awareness: one of the ob ec ves of Atento is to promote 
the op mal use of natural resources, last trend technologies to minimi e 
carbon footprint and rec cle waste, thus promo ng greater environmental 
awareness are used.

Our principles  

Corporate Social
Responsibility 

Employees

Responsible
Citizenship

Eco-efficient
Awareness

H
on

es
ty

    
   

          Trust                   Integrity

Legality             Human Rights
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Global Compact Principles 

The Ten Principles of the Global Compact are based on niversal eclara ons 
and Conven ons applied in four areas  uman Rights, Environment, abor 
Standards and An corrup on.

Atento activities are aligned with the principles of the Global Compact of the United Nations

Principle 1:  Businesses should support and respect the protec�on of 
interna�onally proclaimed human rights; 
 

Principle 2: Make sure that they are not complicit in human rights abuses.

Atento complies with the Global Compact since it poten�ates talent and 
supports the careers of its individual employees. Employees are treated 
with dignity and are paid fairly and equitably. Thus, Atento has a 
posi�ve approach towards human rights issues that is beneficial both in 
the workplace, at the local and interna�onal community.

Atento is commi�ed to eliminate discrimina�on through several 
programs for vulnerable groups such as women, LGBT community, 
ethnic and migrant groups, young and old. Atento makes the selec�on 
of its employees based on their ability to perform the job in ques�on 
and there is no dis�nc�on, exclusion or preference.

Human Rights: 

    
    

 H
um

an Rights                     Labor Standards 

    Environment                        Anticorrupti
on
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Atento is also commi�ed to suppor�ng freedom of associa�on and the 
effec�ve recogni�on of the right to collec�ve bargaining, which refers to 
the process or ac�vity leading to the signing of collec�ve agreements 
used to determine the requirements and working condi�ons. 
We reject child labor and viola�on of the rights of children and 
adolescents. We don’t incorporate into our workforce people below the 
legal minimum age of employment, or who have not completed 
obligatory educa�on according to the laws of each country.

Labor: 

Principle 3: Businesses should uphold the freedom of associa�on and the 
effec�ve recogni�on of the right to collec�ve bargaining; 

Principle 4: The elimina�on of all forms of forced and compulsory labor;  

Principle 5: The effec�ve aboli�on of child labor; 

Principle 6: The elimina�on of discrimina�on in respect of employment 
and occupa�on.  

Anti-corruption: 

Principle 10: Businesses should work against corrup�on in all its forms, 
including extor�on and bribery. 

In 2013, no incidents of corrup�on were iden�fied in Atento.

Environment: 

Principle 7: Businesses should support a precau�onary approach to 
environmental challenges; 

Principle 8: Undertake ini�a�ves to promote greater environmental 
responsibility; 

Principle 9: Encourage the development and diffusion of environmentally 
friendly technologies.

Atento has sought to maximize the use of natural resources by incorpo-
ra�ng new technologies more friendly to the environment. Among the 
ini�a�ves, some of the subsidiaries of Atento measure the carbon 
footprint, saving consump�on of electricity, water and electricity, 
among others. Thus, Atento agrees with the Global Compact through a 
series of ac�ons that favor the diffusion of technologies that respect the 
environment.

n addi on to compliance with our Business Principles, we annuall  renew 
our commitment to the Global Compact and move forward to implemen ng 
its 1  principles to our internal regula ons. Since 11 ou can chec  our 
Corporate Social Responsibilit  Reports on the Global Compact website 
h p www.unglobalcompact.org . n 1  we published the informa on 

on the Global Compact through the modalit  of free format , lin ing the 
GRI indicators with the principles of the Global Compact.
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Objectives 2013  

Our main ob ec ve is to contribute to the success of our customers, 
establishing ourselves as their partner of choice b  signi cantl  exceeding 
the expected mar et growth. e also strive to provide growth for our 
clients b  leveraging our pla orm and our people as the e  tools of 

ualit  services. The ear 1  was a ear of changes and de ni on of the 
ob ec ves and strategies in the short and medium term inside and outside 
the compan .

These are the pillars of our strateg  and speci c ini a ves we set out to 
achieve our main ob ec ve.

Strategic Pilars

Global Strategic Initiatives

Transformational Growth Best-in-class Operations Inspiring People

• Aggressively grow our client base

• Develop and deliver CRM BPO solu�ons

• Further penetrate US near-shore

• Enhance produc�vity of our opera�ons

• Con�nued investment in the IT pla�orm

• One procurement

• Opera�ons HR effec�veness

• Compe��ve site footprint

• Dis�nct culture and values

• Alignment with client goals

• High performance organiza�on
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Dialogue with stakeholders

In 1  we held a diagnosis of our sta eholders and a subse uent 
priori a on based on two general criteria  their impact on strategic 
ob ec ves of Atento and the characteris cs of each sta eholder. ith 
the aim of iden f ing our material issues, we conducted a review of the 
documenta on and internal processes that contain relevant elements 
related to our sustainabilit  e orts.

What is materiality? 

Material informa on allows sta eholders and management supervisors 
to ma e good decisions and ac ons that in uence the performance of 
the organi a on. The relevant topics for Atento were de ned through a 
materialit  anal sis  a methodological process that involves both internal 
and external audiences in an exercise of classi ca on and anal sis of a 
comprehensive list of sustainabilit  issues, to determine those that are 
most relevant for Atento. This assessment also helps to iden f  new 
opportuni es, if the  are related to ris  mi ga on and to diagnose the 
upcoming trends. Conduc ng an assessment of materialit  helps priori e 
new strategies and derive appropriate ac on plans.

Our stakeholders

Corrup�on
and bribes

Business
principles

Extension of CSR
prac�ces to suppliers

Responsible
purchasing

Corporate
governance

CSR risk
management

Transparency

Good labor
climate

More efficient
services

Quality
improvement  

Prices and
fees

Talent

Employee
mo�va�on

Tailored
comprehensive

Leadership and team
management

Service availability
and quality

Reinforcement of the 
brand image with clients

New business
opportuni�es

Extension of CSR
prac�ces to 
suppliers

Data
protec�on

Transparencia

Mechanisms
for dialog with
Stakeholders

Growth with the
expected profitability

Adap�ng to
 clients’ needs

Employee
training

User and client
sa�sfac�on

Integra�ng CRS in
management

Differen�a�ng value
compared to the
compe��on

Aspects under 
Atento’s control

STRATEGIC

RELEVANT

Complaints
channels

Fundamental aspects not
controlled by Atento

Aspects over which there is
a certain amount of control

Stakeholders Communication channels

Clients

Employees

Shareholders

Social agents

Media 

-Sa�sfac�on Survey

-Complaints / Claims  

-Labor climate surveys 

-Ins�tu�onal communica�on 
channels 

-Atento Rally Program 

-Sugges�on box 

-Complaints channel

-Board of Directors mee�ngs  
 

-Periodic mee�ngs 

-Dona�ons policy 

-Joint nego�a�on bodies

-Press releases

-Forums, presenta�ons, etc.  

Web page
(www.atento.com) 

Annual Corporate Social 
Responsibility Report

E-mail  
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In 1  a dialogue panel to discuss sustainabilit  issues with emplo ees was 
held on Spain to dra  the new version of the Global Repor ng Ini a ve Guide. 
The ve aspects that were highlighted from our emplo ees in Spain were

 Emplo ment prac ces
 Economic performance
 E ual pa
 Educa on and training
 Customer privac  

oo ing to the ear 1 , in addi on to achieving the ob ec ves of 
emplo ee sa sfac on  and customers , Atento resumed the 
non accomplished ob ec ve in 1  to consolidate the recogni on of social 
responsibilit  ac ons of the subsidiaries. 

In 1  the Atento Awards ini a ve was created, which see s to promote 
and celebrate excellence in all aspects of the business ac vi es of the 
compan , encouraging health  compe on within the compan  on a 
global level. This ini a ve see s to celebrate and recogni e ideas, business 
performance, best prac ces and a commitment to social responsibilit .

The Atento Awards ini a ve was rst implemented in 1  and included 
the par cipa on of 11 countries with ini a ves ranging from direct care to 
the communit  to cer ca ons related to social responsibilit .
 

This initiative seeks
 to celebrate and recognize 

ideas, business performance, 
best practices and a 

commitment to social
 responsibility.

The



Corporate Social Responsibility Report 

Economic 
performance 
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In 1 , approximatel   of the pro ts of Atento were produced b  the 
telecommunica ons sector,  came from nancial services and 1  
from the mul industr  clients.

Service revenues divided by Brazil, Mexico and Spain in 2013

B  the end of 1 ,  of our revenue was derived from America, 
excluding Bra il with 1.  it is for this reason that we intend to further 
develop and expand our facili es in America and Bra il. Our opera ons 
in America are sub ect to various ris s related to economic and social 
condi ons, policies of the countries in which we operate, including ris s 
related to the following

Our

Economic performance

Total Revenues $2, 341 MM
2013

%  YoY Constant FX Growth

Adjusted EBITDA

Total Revenue
($MM)

$2, 317 $2, 341

$295 MM

2012

6.7% 7.3% 7.5%

10.3%

2013

%  YoY Constant FX Growth
% Margin

7.5%

16.9%
12.6%

2%
Other BPO 

48%
Customer
Service

9%
Back office

11%
Technical 
Support

13%
Credit
Management

17%
Sales
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 Inconsistent regula ons, legal re uirements and licensing that ma  increase 
our opera ng costs.

 The currenc  can be devalued  monetar  restric ons ma  be imposed or 
other restric ons on the movement of funds.

 The e ects of in a on and currenc  deprecia on ma  lead some of our 
subsidiaries to re uire a mandator  recapitali a on.

 Governments can expropriate, na onali e assets or increase their 
par cipa on in societ .

 Governments ma  impose burdensome regula ons, taxes or du es.
 Polic  changes ma  a ect the business environment in which we operate.
 The economic crisis, poli cal instabilit  and civil unrest, ma  nega vel  

a ect our opera ons.

In recent ears, global economic and mar et condi ons, including a n 
America, have presented vola lit  and an increased ris  percep on, leading 
to ghter credit condi ons. The results of opera ons ma  directl  a ect 
the level of business ac vit  of our customers, which in turn ma  a ect the 
level of economic ac vit  of our compan . 

Responsible purchasing 

Suppliers who want to register in our purchasing pla orm must accept the 
established Principles of Ac on and the Suppl  Chain Accountabilit  Polic , 
as well as assuming minimum sustainabilit  re uirements regarding

 The absence of child labor.
 The absence of situa ons of forced labor.
 The lac  of wor ing condi ons ha ardous to life or inhumane treatment of 

wor ers at wor

Purchasing model 

The purchasing func on of Atento is based on the principles of

Since 1 , a new purchasing polic  was established which states that each 
countr  ma  develop regulator  documents of a lower ran , that develop 
and adapt the speci ca ons contained in this corporate standard to the 
peculiari es of the countr , but in no case should contradict or exceed the 
limits given in it. There are no restric ons for countries to ta e service from 
the outside, although it was iden ed that 9  of the re uested services 
are local suppliers. The criteria for the award of a procurement values 
favorabl  speci c CSR recogni ons li e  ISO , ISO 1 , ISO 9 , 
GPT , signing the Global Compact, developing a Sustainabilit  Report 
and others  posi ve discrimina on in social providers organi a ons that 
wor  to promote inclusion in the labor mar et of people at ris  of social 
exclusion  or fair trade.

Supply Chain Responsibility Policy

Extension of the Business Pricniples to 
the Supply Chain

Purchasing instruc�ons

Corporate Control Regula�ons

Environmental Management
Requirements for Suppliers

Internal Level

Transparency Concurrence
and equality

Objectivity
and unanimity Orientation Compliance

External Level
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Customer satisfaction 
 
The aim of Atento is to build las ng rela onships with its customers and be 
perceived b  them as a strategic partner and not ust as a service provider.
Atento’s management aims to achieve closer and be er understanding of 
the business of our customers with high ualit , adding value to services 
and exible solu ons capable of adap ng to their needs.

e o er a broad por olio of customi able and scalable services that 
integrate user applica ons and bac ground services including sales, 
applica on processing, customer service and credit management. Our 
services and solu ons are delivered through mul ple channels, including 
digital SMS, email, chats, social networ s and applica ons, among others  
and voice services, that are enabled b  designing processes, technolog  
and intelligence func ons.

Our main clients:

Atento’s customer sa sfac on is high, as evidenced b  reten on rates, 
which were 9 .9  in 11 from 9 .  in 1  and 99.  in 1 . 

Our main clients

Risks of the sector 

e believe it is di cult for customers to change a large number of 
wor places with compe tors, mainl  due to the following factors  

. i  The extensive training re uired for emplo ees of the service provider.

. ii  The level of process integra on for the provider can be me consuming 
and ver  expensive.

. iii  The possible disrup on caused to client users b  introducing a new 
service provider. 

As a result, if there is no compelling reason to switch the provider of CRM 
and BPO services, companies generall  tend to sta  with their provider, 
ma ing it di cult for the provider to ac uire another client’s wor .

In 2013 Atento was not related to monopolistic 
actions, practices against free competition and their 
results.
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Credit
Management

Service 
Desk

Technical
Support

Back Office

Sales

Customer
Service

Front -End

Back-End

Our
solutions

• People &
   Processes

• Technology &
   Innova�on

• Analy�cs &
   Intelligence

• Infrastructure

• Voice

• Back office

• In person

• Digital
Email
Social 
Networks
Chats
SMS
Apps

Scale, Ver�cal
Exper�se,

Opera�onal
Efficency

and Reliability

Mul�-channel
Delivery Pla�orm

Customer
experience

Telephone

E-mail

Chat rooms

Social
Networks

SMSApps

VPA Web

VPA Kiosk

On site

Key processes 

The experience transforma on of the client  

e wor  with mar et leaders in sectors such as telecommunica ons, 
nancial services, and mul sectoral, which include consumer goods, 

services, public administra on, pa  T , healthcare, transporta on, 
technolog  and media. In 1 , approximatel   of our revenue was 
derived from sales to telecommunica ons,  to nancial services and 
1  to customers in man  industries.

Our technology 

Our technolog  strateg  focuses on i  delivering a cost e ec ve and reliable 
infrastructure to meet the needs of exis ng clients and support IT margin 
expansion, ii  improving our abilit  to rapidl  add a highl  variable cost 
structure to new business, iii  the development of new solu ons that can 
replicate rapidl  in other countries iv  provide tools and standard opera ng 
processes to enable be er customer experience, and v  establishing 
common pla orms to facilitate the centrali a on of core IT services.

Quality assurance

e have a exible, scalable and reliable technolog  pla orm that allows us 
to o er customi ed services and solu ons for our customers. The three e  
components of our technolog  strateg  are

1. A scalable and secure infrastructure, including data centers, telephon  and 
other s stems, to support and automate our services.

. Applica ons, including s stems, anal sis and intelligence tools that improve 
and op mi e our solu ons.

. The organi a on of our technolog  allows us to o er service  da s a ear, 
 hours a da .
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Relevant quality certifications 

1 Cer�fica�on of informa�on security
2 European standard that describes the requirements for service proviosining for Contact Centers.
3 Probare: Brazil Quality Program

4 Madrid Excelente: Local cer�fica�on for the Spanish market
5 Kapitolanormy CSN EN ISO 9001: 2009 (cer�fied norm for Czech Republic).
6 United States of America, 7 Puerto Rico, 8 Central America (Guatemala and El Salvador), 9 Argen�na.

ISO 27001 

SAS70 1

EN 15838 2

Na�onal Quality Award

Realiable supplier

Probare - Madrid Excelente - SA 8000

Iberoamerican Quality Award 2012

ISO 9001 (2008)

North Amercia

EEUU 6 PRI7 MEXICO CAM 8 PERU COLOMBIA ARG9 CHILE URUGUAY BRAZIL SPAIN MAROCCO

South America Brazil EMEA

ISO 20000

ISO 9000

GMD (COPC) in Technical Pla�orms

3 4
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Continuous improvement

In 1 , our technolog  pla orm managed transac ons across 9  deliver  
centers opera ng . e are commi ed to the highest ualit  standards 
and have implemented programs to cer f  all our processes, according to 

E ISO 9 1 and we used Six Sigma to ensure con nuous improvement.

Transition to the future

The industr  is undergoing a transi on towards the outsourcing of more 
complex solu ons from end to end, crea ng an opportunit  for CRM BPO 
providers, including us, to upsell and cross-sell our services. Our experience 
in the telecommunica ons and nancial industr  allows us to develop 
customi ed solu ons for our customers, entering their value chain, while 
delivering impressive business results and increasing our par cipa on in 
their por olio.

The company is not aware of incidents of 
noncompliance with regulations concerning 
marketing communications and advertising.
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Atento has created and strengthened steadil , a culture that emphasi es 
teamwor , con nuous process improvement, and customer focus. 
Emplo ees are a fundamental part of business success and the most 
important asset of the compan .

e are a team of more than 1 ,  people in 1  countries worldwide, 
with the best training and the highest levels of commitment.

General facts

 The average number of emplo ees excluding internships  increased from 
1 ,  in the ear 11 to 1 ,  in 1  and 1 ,  in 1 .

 Bra il has the largest number of emplo ees, which accounts for about 
 of the total. The C ech Republic is the countr  with fewer emplo ees 

worldwide, with less than 1 .

 9  of Atento’s subsidiaries have over 1  ears of opera on in the countries 
where the  are located.

 The wor force in Atento is predominantl  oung  except for Chile, where 
the average age is below  ears while in more than half of the countries, 
it is below .

 In seven of the countries where we operate, approximatel   of our 
wor force is wor ing under collec ve agreements  which are renego ated 
ever  one to three ears with the main unions.

Our values 

Commitment. e are commi ed to the success of our customers. 

Passion. e wor  with passion, enthusiasm and ambi on to be be er ever  da .

Integrity. e act with integrit , true to our values, defending what we 
believe and ta ing responsibilit  for our ac ons.

Trust. e guarantee trust, transparenc  and respect in rela onships 
with all our sta eholders customers, emplo ees, suppliers, societ  and 
shareholders

Commitment

to our team  

We are a team of more than 

with the best training and the 
highest levels of commitment. 

155,000 people 
in 16 countries worldwide, 
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Our culture

e believe that our emplo ees are the e  to our business model and 
the strategic pillar for our compe ve advantage. That is wh  we focus 
on strengthening a culture that emphasi es teamwor , improving our 
processes and, most importantl , the total dedica on to our customers. 

e believe that our dis nc ve culture is incorporated into all rela onships 
and processes of our organi a on and corresponds with our values and 
ob ec ves.

To do this, we have developed e  guiding principles that reinforce and 
exemplif  our core values

 e wor  together, understanding the needs of our customers locall  and 
leveraging our global scale and capabili es.

 e encourage the entrepreneurial and innova ve spirit.

 e strive to be e cient and agile to create value for our customers.

 e put passion in ever thing we do, mo vated b  the desire to be be er, 
with the ambi on to achieve our goals.

 e are nanciall  and opera onall  disciplined.

 e are proud to build a great place to wor .
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Work Climate Survey Results

As ever  ear, in 1  an internal 
wor ing environment surve  was 
conducted, in which all emplo ees 
were invited to par cipate. This 
surve  anal es  parameters 
grouped into six ma or dimensions  
immediate boss, management, image 
 pride, dail  wor , development and 

client.

Improvement Plan 2013: Actions in business

Actions 

�Regular mee�ngs with the direct manager

�Constant two way communica�on

�Mee�ngs, workshops and breakfasts with managers

and directors

�Reorganiza�on of tasks and workload

�Involvement of partners into ac�on plans

�Improving incen�ve systems

�Concilia�on

�Strengthen communica�on in selec�on process

�Promote the a�endance at training

�Enhance the involvement in the ac�ons of 

mo�va�on

�Strengthen communica�on of Atento’s products and 

services

�Involvement in the improvement of the opera�on 

Immediate boss

Management

Daily work

Development

Image/pride

Client

Over  

of our employees
feel proud to work at Atento

80% 

29.18 years old

Women 69.4%

1.9 years

working 

at Atento

Employees that are covered

by a collective agreement: 79.4%

37.42%
Under the age of 25

41.96%
Between 25 and 35 years old 

20.62%
Over 35 years old 

The profile of the 
Atento employee

Segmentation by age 
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Great Place to Work 

ith over  ears of experience, Great Place to or  is an interna onal 
leader in the anal sis and evalua on of wor  environments. To ma e 
their ran ings, the Ins tute conducts surve s about emplo ees wor ing 
environment and anal es the prac ces and policies of people management 
in the companies.

 “Great Place to Work” awards received by country 

In 1 , Atento was named one of the top  mul na onals around the 
world to wor  for b  the Great Place Ins tute  and was the onl  CRM BPO 
Compan  in the industr  to receive this dis nc on.

Peru

Mexico

Argen�na

Uruguay

El Salvador

Guatemala

Puerto Rico

Spain

Colombia

Brazil

Chile

2005 2006 2007 2008 2009 2010 2011 2012 2013 25 multinationals
in the world to work for

Atento is one of the top 
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Compensations and benefits 

The remunera on model of Atento is based on a total compensa on scheme, 
which is necessar  considering compensa on, bene ts, performance, 
recogni on, development and career opportuni es as e  factors to a ract, 
retain and mo vate our current and future emplo ees. 

The pillars of the model are
 Internal e uit
 External e uit
 i eren a on b  performance and merit
 ariable compensa on

There are t o types o  incen ves
Short term  in the collec ve structure, variabilit  of emplo ees is annual, so 
their achievement impacts the results of the compan , the results of the region 
or countr , area, and the individual goals. 

Medium and long term  par cularl  suitable for those emplo ees who occup  
direc ve posi ons and that demonstrate a sustained outstanding performance 
as well as a development poten al for posi ons of greater responsibilit  in the 
management of the compan . These incen ves are lin ed to crea ng value for 
our shareholders

ene ts are adjusted to local condi ons
 Medicine prepaid for structural sta , supervisors, managers and directors in 

Argen na and rugua .
 Pension plan in Morocco.
 Transporta on card, medical and dental insurance, pension plan, life 

insurance and funeral expenses in Brazil.
 Membership to a compensa on fund, pension fund and severance fund in 

Colombia.
 Awards, grants, health insurance, and loans for educa on and health in 

Peru.
 Transporta on bonus, savings fund and private medical insurance in Mexico.

 ood subsid  for full- me emplo ees in the Czech Republic.
 Bene ts of life insurance and health were incorporated in Chile.

Parenthood

One of the main commitments of Atento is with its emplo ees who are 
parents, who need to manage both their wor  responsibili es and their 
career plans with the responsibilit  of caring for their children. In terms 
of gender e ualit , we are commi ed to e ualit  of opportuni es and 
treatment between men and women, ensuring the absence of discrimina on 
on grounds of maternit , assump on of famil  obliga ons, marital or 
socioeconomic status.

 omen who too  maternit  leave  ,9 9                                   
 omen returning to wor  a er maternit  leave  
 Men who too  paternit  leave  
 Men returning to wor  a er paternit  leave  9

Mandatory benefits and compensation are for all of our 
employees worldwide regardless of whether they work 
full time or are temporary employees.
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Academic Training

The con nuous training of the emplo ees of Atento is a fundamental ac on 
to achieve business goals for the compan . One of the most important 
corporate programs is Atento Academ  a training model that includes 
emplo ees from all countries.

Training and Development 

e strive to a ract, develop and reward high performers and provide our 
emplo ees with an a rac ve professional career that encourages them to 
overcome the business ob ec ves of our clients. Our training methodolog  
consists of a comprehensive selec on process with common steps for each 
pro le, a consistent methodolog , selec on tools and well-de ned s stems 
that iden f  emplo ee pro le with the desired criteria. This integrated 
approach allows us to create a selec on process consistent in all countries, 
and promotes adhesion of new emplo ees to our core values, with the 
ul mate goal of improving business performance.

Since 2012 started the Development Program Top 
Leaders directed to key Directors and Managers 
Company. The program has dura�on of two years, and 
is divided in three units that develop topics such as 
Leadership, Vision, Strategy and Innova�on.

The Development Program Impulsa tu carrera directed 
to professionals who are iden�fied with poten�al to 
assume a posi�on of greater responsibility. It is based 
on the development of individual skills, through an 
area analysis and support to the trainee in the process 
of learning how to assume new roles. The 100% of 
people who par�cipated in this program in 2013 have 
taken their promo�on successfully.

The objec�ve of this program is to facilitate adapta�on 
to Atento to new employees, or the ones that are 
promoted or just finished a rota�on in a different area. 
In this program employees are given access to a website 
where they can find relevant informa�on to their work.

Impulsa tu carrera 
program

Welcome Program

Top  Leaders

Under this global model, the Atento Academy has renewed its trainning 

schools, standardized and segmented by group:

Directors and managers 

Coordinators, supervisors, 
managers and leaders

Agents, technicians,
analysts and experts

Atento Academy
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Subsidiaries' Featured Programs 

SPAIN 
The Program Sabías qué… y Colabora 
Tries to raise awareness and bring all employees closer to everything related to CSR, a space that remains as 
a  communica�on channel through a fortnightly newsle�er.

ARGENTINA AND URUGUAY
In 2013, Atento Argen�na and Uruguay began the training seminars for advisers as part of the internal CSR 
program. It aims to promote a closer working rela�on between Direc�on and Advisors, enhancing their 
training. The members of the Execu�ve Commi�ee dialogue on different topics, training through experien�al 
evidence. 

Among other themes, are:

• Leadership in the Contact Center.
• The importance of CSR in Atento.
• Communica�on in organiza�ons.
• Innova�on and crea�vity in the professional career
• How we accompany the new genera�ons in their professional development.

So far there have been 21 seminars, with the par�cipa�on of 227 advisers, and five themes were developed 
in 454 hours of training in 7 loca�ons.

MOROCCO  
Impulsa tu carrera Program 
This program allows employees to develop the skills necessary to assume the new posi�on through an 
individualized work plan that puts the focus on the areas of improvement and take on new challenges. 100% 
of people who have par�cipated in this program in 2011 have made a successful promo�on.

Human development and training in the workplace
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ARGENTINA AND URUGUAY
The annual training program for all staff of the company, includes classroom training and e-learning:

Classroom courses:

1. Safety and hygiene for call center jobs
2. Emergency in the organiza�on 
3. Ergonomics
4. Preven�on and care in the use of the voice

COLOMBIA
The subsidiary of Colombia organized preven�on programs about common and occupa�onal diseases 
throughout lectures, ac�ve breaks, preven�on fairs and screening tests..

PERU
Atentos a tu Salud
Is a program oriented to employees and their families, which provides informa�on on various diseases, 
preven�ve and correc�ve measures. Through this annual program, preven�on campaigns, HIV screenings 
and lectures, massages (stress), bone densitometry, as well as glucose and cholesterol screening are 
conducted. 

CHILE
Preven�on Day 
Is organized in conjunc�on with an NGO; ac�vi�es of healthcare with lectures and compe��ons that occur 
in the 3 centers. 

The program is also performed in conjunc�on with Regional Health Services and promotes preven�ve 
examina�ons to detect diabetes, hypertension, and vision problems.

Health and safety at work 
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BRAZIL
Atento Social is a program created in 2011, that provides face to face and distance psychosocial care for employees 
and their families. In addi�on, Atento Social provides references to public and private services for treatment and 
follow-up of cases of addic�on, psychological, psychiatric disorders, depression, domes�c violence, physical and 
sexual violence, among others, Also, the program monitors the inclusion of people with disabili�es. Since its 
crea�on, it has performed more than 1,000 treatments, avoiding resigna�on and subsidizing reloca�on cases and 
return to work.

SPAIN 
Unidad de Apoyo program 
Managed by the company Centra2 is responsible for providing companionship and emo�onal support necessary to 
employees who request it. The primary objec�ve is to encourage personal and professional development of our 
employees through individual sessions, where it serves people from the workplace, in their own processes and their 
necessi�es.  

*This program is only available for the group of employees in Atento Impulsa. 

MEXICO
Prevenimos program
Creates awareness about diabetes, obesity, hypertension, sexually transmi�ed diseases, self-examina�on for 
breast cancer and crea�ng awareness about cancer in general.

UNITED STATES AND PUERTO RICO 
Health Fair
The United States subsidiary performed a health fair, so that the employees of Atento have the opportunity to have 
different tests performed related to physical health and emo�onal wellbeing.

A Drug Preven�on Day
Was also organized in order to warn the popula�on about the use of drugs and alcohol.

EL SALVADOR, GUATEMALA AND PANAMA
Talks on STDs, pregnancy and lacta�on (ES).
Annual workshops, free health checkups and health screenings (GUA).

Health and safety at work 
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Diversity 

Atento sees diversit  as an opportunit  to develop crea ve wa s to be er 
address the needs of customers. It is a fundamental component of an  business 
strateg  and is based on the recogni on of the characteris cs that ma e each 
person uni ue. iversit  is not ust a ues on of gender, age or race  includes 
all facets of an individual who contributes to build an organiza on.

In par cular, for people who wor  in Atento
 The commitment to non-discrimina on and fair treatment is manifested 

in the processes of selec on, recruitment, compensa on, and professional 
development, which will alwa s be based on the capabili es and performance.

 e understand that the composi on of the sta  of the various opera ons and 
areas of Atento should re ect, as far as possible, the composi on and diversit  
present in each region. 

Diversity in our centers 

Country Number of
centers

Number of 
employees Attention languages

Argen�na and Uruguay

Brazil 

Chile

Colombia 

El Salvador and Guatemala 

Spain 

United States and Puerto Rico 

Morocco and France 4 

Mexico

Peru

Czech Republic  

Spanish, English and Portuguese

Spanish, English and Portuguese

Spanish and English 

Spanish and English 

Spanish, English, French and Portuguese 

Spanish, Galician, Catalan, Basque, Catalan, English, Portuguese, French, Italian, German

Spanish and English 

French, English, Spanish, Italian, German, Arab, Berber 

Spanish, English and French 

Spanish, English, Portuguese, German, Catalan, Quechua and Aymara

Czech, English, Slovak, German, French, Polish, Spanish, Italian, Portuguese, Hungarian

8.604

94,348

4,339

5,789

3,801

9,538

1,174

2,448

16,840

11,793

920

12

29

3

5

4

14

3

4

17

2

2
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Labor indicators 

Units 2013 2012

Total workforce (excluding interns)

Full-�me employees

Average employee age

Average length of employee service

Total employees joining during year

% women hired

Total employees leaving during year

% women terminated

people

%

people

%

102, 068

65.89%

123, 665%

63.24%

132.291

70.36%

136, 238

79.53%

Employees covered by collec�ve bargaining
agreement

% 65.24% 76.90%

days/months

In most subsidiaries Atento
there are no set periods,

except in the Czech Republic in which
a period of two months is established

-

159, 594 153, 638

51, 485 78, 46

29, 18 28, 32

2 1.89

people

people

years

yearsLA1

LA2

LA4

Minimum no�ce period(s) regarding significant
opera�onal changes, including whether it is
specified in collec�ve agreements

LA5

Standard ini�al wage ra�o/local minimum
wage for women

Standard ini�al wage ra�o/local minimum 
wage for men

%

%

118,60

118,43

-

-
EC5

people 23.67% 33.23%
Percentage of total workforce represented in
formal joint management-worker health and 
safety commi�ees that help monitor and advice
on occupa�onal health and safety programsLA6
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issues In Spain, those required
by legisla�on

hours

%

10,971,401.16

In Brazil, Mexico and Peru all formal
agreements with trade unions cover

health and security issues. In Spain they
are required by law

100% of employees receiving
regular performance evalua�ons.

A management review is given
at management level

-

-

0.735 1.12

0.39 0.11

19
*These deaths are not considered

work-related. 

1

Accidents / 100 employees

LA7

LA9

LA10

Health and safety issues covered
in agreements with trade unions

Total number of hours of training

hours /women 128

-

Average hours of training for women

hours /men 111

-

Average hours of training for men

Percentage of employees receiving
regular performance and career
development reviews, by gender

Percentage of women employees
Percentage of men employees 
Employees aged under 25
Employees aged between 25 and 35
Employees aged over 35
Employees with a disability

%
%
%
%
%

employees

53.45%
46.55%
37.42%
41.96%
20.62%

765

69.40%
30.6%
46.3%
35%

18.76%
-

LA12

LA13

Accident rate 

Occupa�onal illness rate Occupa�onal illnesses / 100 employees

Number of deaths Vic�ms 

Units 2013 2012
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In Atento we see  to generate social condi ons necessar  to operate and 
grow in me in harmon  with the communi es we serve. In 1  we didn’t 
iden f  that an  of our social ini a ves caused a nega ve impact.

Our

commitment to society

Through 
the signing of a Global 
Agreement there has 

been a joint commitment 
aimed at the promotion of 

values, rights and social 
transformation.
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Corporate Volunteering
It began in 9 with over ,  emplo ees focused on ac vi es such as collec ng food, mil  and to s 
for newborns. Before going to in eld ac vi es, olunteer Program sessions are implemented. 

Currentl  has an average of  volunteers, it has bene ted 1 founda ons, and has presence in 1  
ci es in  states.

Fostering Youth
oung people go through the di erent wor spaces to see how the  behave within a scope of wor  and 

when the  turn 1  the  can be hired. It lasts two ears and becomes a rst ob for man  of the oung. 
The program has bene ted 9  oung par cipants.

Atentos al Futuro
Educa on for oung, new talent discover , promo on of CSR and awareness of the importance of their 
ac vi es. It has impacted more than  outh between 1  and 9 ears old  in  states, in situa ons 
of social vulnerabilit . It also maintains rela onships with public schools, GOs and public bodies. 

Atento a Melhor Idade
Created in 11, the program aims to include people older than  ears  through professional training 
coordinated b  corporate volunteering. 

BRAZIL

Active participation of the community

Job creation and skills development

Featured programs 
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Alliance Emploi 
See s to mo vate and encourage oung people to overcome their limita ons, explain the opera on of 
a business using business language and facilitate contact with the departments of the compan  to bring 
them closer to the business world.

Asociaci n Alkhaima Colla ora on
Atento collaborated with the Al haima Associa on. The Associa on aims to guide Moroccan immigrants 
to return to new career opportuni es. 

Collabora on with A APEC e uivalent I EM  to integrate people a er receiving speci c training support.

Atento’s corporate volunteering program in Spain is part of Integra ounda on and provides the
opportunit  to help people who does not have access to  ac uire nowledge on emplo ment, and also 
strengthen their iden t  as persons en tled to a full life and to a future full of possibili es.

Other volunteer ac vi es  blood dona on, Christmas campaigns, and life-saving plugs est S ndrome 
ounda on .

Voces que Ayudan
Atento’s volunteers wor  with nongovernmental organiza ons in raising funds for their solidarit  
purposes.

Commitment to society
Aligned with our vision, we have trained oung people for emplo ment, incorporated minori es and 
groups with disabili es, and we have also generated responsible ci zenship in all our opera ons.

MOROCCO 

SPAIN

MEXICO

Active participation of the community

Active participation of the community

Job creation and skills development

Job creation and skills development
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ona on of the contact center service, applica ons, infrastructure, computers, telephone lines and 
ph sical availabilit  of pla orms for solidarit  campaigns.

Un Sol para los Chicos campaign
Since , Atento has collaborated with ICE  and Canal Trece, during the telethon n Sol para los Chicos. 

oces ue a udan is the uintessen al volunteer program, started in Argen na in 1 that involves 
1,  volunteers per ear.

olunteers from the cit  of Mar de la Plata organize annuall  the eria de las artesanias with solidarit  
means through which emplo ees exhibit their cra s or processed products. Product ra es of donated 
products are performed. The volunteer group has a booth o ering refreshments donated b  emplo ees. 
All proceeds are donated to an ins tu on in this cit .

Maratón anual de Lectura campaign
Since  Atento collaborates with undaci n eer that promotes a na onal reading marathon. In 

1 , six volunteers from Atento in Chaco managed calls to contact educa onal ins tu ons na onwide 
to report on the a onal Reading Marathon and encourage registra on for the event. 

Training program for youth Atentos al Futuro
Since , Atento has promoted the training of oung people who are comple ng their middle school 
educa on and b  promo ng issues that contribute to their future labor inser on. The program covers 
the following areas  

 Communication tools 

 Customer

 Marketing Techniques

Since 9 we wor  with third-led ini a ves such as Microso  igital iterac  course. This course is 
designed for adults over  ears that are rela ves of emplo ees. It provides basic computer concepts 
and s ills so the  can use a PC in their dail  lives, with the aim of developing social and economic 
opportuni es.

ARGENTINA AND URUGUAY

Active participation of the community

Job creation and skills development

Education and culture

 Environment

 Meeting with Employees

 Computer (Word and Excel)
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Voces que Ayudan
Is a voluntar  program aimed at helping societ  b  ma ing available the volunteer wor  of our emplo ees 
to perform social ac ons, collec ons for public good or emergenc  calls.

UNICEF
undraising for educa on and health of children in extreme povert .

Atentos al Futuro
Is a program that contributes to the educa on and training of the communit , through technical training for 
low-income outh in state educa onal ins tu ons  and loo s to favor their future emplo abilit .

Quiero ser program 
Promotes voca onal guidance tal s and one da ’ with minors that have almost nished high school.  

Appren ceships
The program contributes to the training and emplo abilit  of the communit  through paid wor  and 
technical training for disadvantaged outh, mostl  with basic training and unable to access higher 
educa on.

The volunteer program voces que ayudan
elped in 1  collected mone  to aid collaborators and poor families.   

Atento Chile developed a training program in con unc on with the government that aims to generate 
emplo ment in oung people between 1  and  ears see ing wor  for the rst me, enabling increased 

outh emplo abilit . This program allows to integrate training and wor  b  appl ing the relevant s ills, 
e orts to improve the accessibilit  and ualit  of emplo ment through training.

PERU

CHILE 

Active participation of the community

Active participation of the community

Job creation and skills development

Job creation and skills development

Education and culture

In Atento 
we are seeking to 

boost the impact of our 
social initiatives through 

the development of 
monitoring tools and 
constant follow-up. 
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In Atento we are commi ed to our environment and wor  to promote 
sustainable development. That’s wh  we strive to incorporate the best 
available technolog  to help us to consume resources as e cientl  as possible.

Our environmental impact 

The main impacts of our ac vi es are  

 The consump on of resources such as paper, energ  and water.
 aste genera on.
 Indirect emissions of greenhouse gases mainl  derived from our electricit  

consump on and shi  wor  performed b  consump on.

In Atento we see  to develop environmentall  sustainable services and 
reduce our impacts, both in designing and building new call centers, as in 
the opera on of facili es and exis ng telecommunica ons networ s. In 
case we adopted a new technolog  that could be of ris  to the environment, 
we would ta e protec ve measures according to our abili es under the 
Precau onar  Principle.

Eco-efficient

services

Climate change involves many risks and opportunities 
for Atento’s activities, especially activities that apply 
to the relationship with our suppliers and customers. 
If one of our customers suffers damage caused by 
climate change, it directly affects the use of our 
solutions and services, and therefore would have 
financial implications for Atento.  
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These are the main local ini a ves to improve environmental e cienc  that were implemented in 1

It see s to maximize the use of natural resources and incorporate new technologies friendlier to the 
environment. Also carried out a series of ac ons such as  

 Measuring carbon footprint
 Savings in the consump on of electricit , water and electricit
 Control of GEI emissions

Car on Disclosure roject Ini a ve
Annual Mee ng of Climate Change in order to monitor and neutralize the emissions of greenhouse 
gases and disseminate informa on among e  audiences.

Contest
Y tú, ¿cómo cuidas el medio ambiente?

ISO 1  in process  ualit  and Environmental Polic  E-E -ISO 1 1

ISO 1 1

Interna onal Standards covering environmental management are intended to provide organiza ons with the elements of 
an environmental management s stem and help organiza ons achieve environmental and economic goals.

BRAZIL

SPAIN

Sustainable use of resources

Pollution prevention

Mitigation and adaptation to climate change

Sustainable use of resources

Mitigation and adaptation to climate change
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 Reduce consump on of water, energ  and paper.

 uplex prin ng and awareness for emplo ees about the bene ts of limited prin ng.

 low faucets ad ustment or replacement with automa c e uipment to op mize consump on.

 urther reduc ons in energ  consump on b  replacing more e cient computers and other 

luminaries and op mizing periods of use.

Containers are installed to collect ba eries, telephones and cables that no longer serve are sent to 
special processing centers.  Permanent water conserva on campaigns and electricit  savings are 
conducted. 

Toners are rec cled wee l .

 Measurement of the thermostat and air condi oning regularl .

 Earth a .

MEXICO

UNITED STATES AND PUERTO RICO

Sustainable use of resources

Sustainable use of resources

Mitigation and adaptation to climate change

Mitigation and adaptation to climate change
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The Program of Companies Friends of Sustainable Movility  Al trabajo Mejor en Bici
Proposed b  the Government of the Cit  of Buenos Aires, whereb  the use of bic cles as a means of 
ecological, health , economical and exible transporta on is encouraged. 

Rec cling Programs of paper and plas c in di erent locali es where Atento operates for the bene t of 
hospitals ounda ons. In total Atento Argen na and rugua  have collected 1  g of paper and  g 
of caps to bene t Garrahan ounda on.

Dona on of furniture and computer e uipment
1  chairs used for parts donated to the Sagrada amilia Argen na  ounda on

9 CP  and  used monitors donated to the Asociaci n de las ranciscanas del erbo Encarnado 
rugua

Ola Ecoatento
Set of ac ons aimed to raise awareness and compliance with the Environmental Management S stem, 
focused on two main areas  resource conserva on and solid waste segrega on. 

uring 1  the rst part, Sumate’ was held with the aim of providing a rst approach of our emplo ees 
to environmental conserva on.

Measurement of the carbon footprint and the implementa on of eco e cient measures. 

ARGENTINA AND URUGUAY

PERU

Pollution prevention

Sustainable use of resources

Sustainable use of resources

Mitigation and adaptation to climate change
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Responsible use of the bic cle was reinforced through lectures and the hand out of re ec ve vests to 
all emplo ees who use bi es to get to their wor place.

Technological waste is delivered to a compan  that cer ed in the elimina on through organicall  
disposal.  

Paper rec cling in con unc on with Fundacion San Jose that helps orphans.

Saving energ  and water ma ing changes to xtures and ngs that op mize resources.

Saving energ  and water with permanent communica on campaigns.

CHILE 

Pollution prevention

Sustainable use of resources

Mitigation and adaptation to climate change
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Environmental indicators

Units 2013 2012

Total workforce (excluding interns)

Full-�me employees

Average employee age

Average length of employee service

Total employees joining during year

% women hired

Total employees leaving during year

% women terminated

people

%

people

%

102, 068

65.89%

123, 665%

63.24%

132.291

70.36%

136, 238

79.53%

Employees covered by collec�ve bargaining
agreement

% 65.24% 76.90%

days/months

In most subsidiaries Atento
there are no set periods,

except in the Czech Republic in which
a period of two months is established

-

159, 594 153, 638

51, 485 78, 46

29, 18 28, 32

2 1.89

people

people

years

yearsLA1

LA2

LA4

Minimum no�ce period(s) regarding significant
opera�onal changes, including whether it is
specified in collec�ve agreements

LA5

Standard ini�al wage ra�o/local minimum
wage for women

Standard ini�al wage ra�o/local minimum 
wage for men

%

%

118,60

118,43

-

-
EC5

people 23.67% 33.23%
Percentage of total workforce represented in
formal joint management-worker health and 
safety commi�ees that help monitor and advice
on occupa�onal health and safety programsLA6
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Other relevant indirect greenhouse gas
emissions by weight

Total weight of waste by type and disposal method

The subsidiary of Peru presents this informa�on.
The other subsidiaries do not measure this indicator

- Atento did not cause any accidental spills

thousand of $ 0 fines

Direct emissions: 595.78
Indirect emissions: 10,607
*This data was collected from only 2 Atento subsidiaries.
We will promote environmental measurement in the other subsidiaries.

Tons CO2eq 

Tons CO2eq 

Tons CO2eq 

14,632.05

EN16

EN17

EN22

Total number and volume of significant spills

EN23

Monetary value of significant fines and total number
of non-monetary sanc�ons for non-compliance with
environmental laws and regula�ons

1,632.5742 
*Only Atento Brazil measures this indicator. 

Significant environmental impacts of transpor�ng
products and other goods and materials used for the
organiza�on's opera�ons, and transpor�ng members
of the workforce

EN28

Direct greenhouse gas emissions (Scope 1) 
Indirect greenhouse gas emissions (Scope 2)

EN29

• Paper: 4.64 [t]
• Plas�c (bo�les): 1,10 [t]
• Glass: 0,01 [t]
• Plas�c (chapitas): 0,32 [t]
• Solid waste (general): 91,25 [t]

Units 2013

Tons
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Regulations

Our business opera ons are sub ect to various regula ons and the 
amendments to these or the enactment of new could re uire addi onal 
costs that could restrict our business opera ons or expose us to signi cant 

nes or penal es in case of breach of these rules.

nder data protec on laws, which are usuall  necessar  for Atento to 
manage, we use and store sensi ve or con den al customer data regarding 
the services we o er. nder the terms of our customer contracts, we report 
that we eep such informa on strictl  con den al. In this regard, we are 
sub ect to the laws of local data protec on and consumer laws in most 
countries in which we operate, who ma  re uire us to ma e addi onal 
investments to ensure compliance with these standards. Therefore, all 
emplo ees under contract are trained in policies and an -corrup on 
procedures for the organiza on. 

Compliance and

Human Rights

We seek to implement measures to protect 
sensitive and confidential customer data according 
to customer contracts and laws of privacy and 
consumer laws. The company is not aware of 
breaches of regulations and voluntary codes 
concerning information and labeling of services.
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Internal controls 

uring 1 , Atento Brazil par cipated in approximatel  , 1  labor 
proceedings ini ated b  emplo ees or former emplo ees for various 
reasons, such as la o s or disputes over emplo ment condi ons.

Human Rights 

uman rights refer to the inherent characteris cs of people’s dignit , so it is 
essen al for companies to anal ze the impact their opera ons have on the 
civil, poli cal, social, cultural and economic rights of individuals. In Atento, 
the emphasis has been on discrimina on and vulnerable groups, where 
highl  consolidated ini a ves are observed  labour audits are conducted in 
the subsidiaries of Spain, Brazil, Argen na and Mexico, which can iden f  
ris  situa ons.

Featured Programs 

SA8000 
CSR interna onal standard that see s to improve and enhance the ualit  
of rela onships and condi ons of the wor  environment. Brazil adopted 
the standard since 1 . It ensures the niversal eclara on and the main 
human rights  Right to or  and Right to oster.

Atento implemented the norm since 1  and ever since 11 centers had 
been cer ed. It is the rst BPO compan  to obtain this cer ca on in the 
world. It is divided into  re uirements   

 Child labor.
 orced labor.
 Opera onal Safet  and ealth.
 reedom of Associa on.
 iscrimina on.
 isciplinar  Prac ces.
 or ing ours and Compensa on.
 Management S stem.

Women

,  of the total emplo ees are women, of which ,9  are in leadership 
posi ons. 

Program for Moms

More than 1,  women have been treated to reduce ris s in pregnanc . 
Informa on has been printed and emailed to women directl . Since its 
implementa on,  of pregnant women have par cipated.

BRAZIL

Atento is not aware of incidents of non-compliance 
with regulations and voluntary codes concerning the 
impacts of products and services on health and safety 
during their life cycle.

293.719 hours of employee training on policies and 
procedures concerning aspects of human rights 
relevant to operations were delivered.

Human Rights

Discrimination and vulnerable groups
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Equality Plan

Signed with the GT and CCOO union that intends to promote and 
preserve e ual treatment between women and men in accordance with 
the provisions of the Organic aw on E ec ve E ualit  between omen 
and Men.

Peru has the recogni on Empresa Inclusiva, awarded b  the a onal 
Commission for the Integra on of Persons with isabili es, Ministr  of 

omen and ulnerable Popula ons.

Atento Impulsa
as created in  to integrate people with disabili es into the 

wor place. It currentl  manages  shelters of emplo ment in Madrid, 
Sevilla and Barcelona, from which di erent care services and informa on 
to customers are provided to more than 1  persons, of which more than 
9  have a ph sical or sensor  disabilit . The shelters have facili es and 
service posi ons adapted for emplo ees with disabili es. 

SPAIN

PERÚ

Human Rights

Discrimination and vulnerable groups

Discrimination and vulnerable groups

Alliance Emploi
Is a pro ect that see s to improve the opportuni es in the social reintegra on 
of sociall  excluded groups. The pro ect started in ovember 1 , and 
their personnel are being formed mentoring and coaching that will enable 
them to advise oung people. 

MOROCCO

Discrimination and vulnerable groups

GBT iversit  living in perfect harmon . Tal s and conferences are held 
related to di erent topics. 

Ethnic Diversity Week

In , the a  of Blac  Consciousness  where a series of ac vi es are 
done related to this topic. ollowing this, the ee  of i erences  was 
created where issues such as religion, ideolog , among others are treated.

Inclusion and Diversity Program

Atento established a Commi ee of Inclusion and iversit , which has a 
strategic role in promo ng inclusion through the exchange of ideas and 
iden ca on of opportuni es for ar cula on and implementa on of pro ects 
that re uire uali ed professionals, facilita ng recruitment and reten on of 
talent.
Atento Brazil has conducted speci c ac ons for inclusion of people with 
disabili es and seniors A en ve to melhor idade .

Two incidents of discrimination were reported in 
one of the subsidiaries of Atento. These complaints 
were answered from a legal / technical point
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Challenges for the

future

• Con�nue to recruit, train and 
develop the best 
professionals in the market 
to con�nue ensuring 
maximum user sa�sfac�on 
for customers.

• Strengthen the leadership 
team and deploy a new 
opera�ng model with 
geographically distributed 
corporate func�ons.

Our team 

• Boos�ng educa�on for 
individuals who form part of 
our community so they are 
able to take advantage of 
their poten�al and become 
ac�ve members of the 
community.

• The promo�on of 
employment, including the 
integra�on of 
disadvantaged groups.

• The promo�on of 
responsible ci�zenship 
through corporate 
volunteerism.

Social
commitment 

• Our goal is to achieve 
op�mal use of natural 
resources, the use of best 
available technology and 
the promo�on of 
environmental awareness.

• CSR Report 2014 according 
to new standards of GRI G4.

• Developing local country 
reports.

• CSR audits for our suppliers. 

CSR
Challenges

Ahead

• There are few 
subsidiaries of Atento 
repor�ng defined 
mechanisms of 
governance, which will 
be promoted, as this 
reflects a lack of 
strategies, objec�ves 
and goals that guide the 
ac�ons of CSR at 
regional and local level. 

Eco-efficiency Governance
Mechanisms
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Corporate Governance 

ated ecember 1 , 1  Telefonica completed the sale of Atento to 
American enture Capital und BAI  CAPITA . ith this sale, Atento 
Investments and Teleservices S.A. . remains under the ownership of 
Telefonica SA but transferred most of its assets and liabili es at Atento 
Spain oldco., S  which thus becomes the new parent compan  of the 
Atento Group in Spain.

ATALAYA LUXCO
MIDCO S.á r.l

(Luxenbourg)

ATALAYA LUXCO 2
 S.á r.l

(Luxenbourg)

ATALAYA LUXCO 3
 S.á r.l

(Luxenbourg)

ATENTO S.A.
(Luxenbourg)

ATENTO LUXCO 1 S.A.
(Luxenbourg)

ATENTO SPAIN
HOLDCO S.L.U.

(Spain)

ATENTO SPAIN
HOLDCO 4 S.L.U.

(Spain)

ARGENTINIAN
SUNSIDIARIES

BRAZILIAN
SUNSIDIARIES

SPANISH AND OTHERS
SUNSIDIARIES

MEXICAN AND OTHERS
SUNSIDIARIES

ATENTO SPAIN
HOLDCO 2 S.A.U.

ATENTO SPAIN
HOLDCO 5 S.L.U.

(Spain)

ATENTO CESKA
REPUBLIKA A.S
(Czech Republic)

Corporate Governance 
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Awards and recognitions 

DescriptionAwards and recognitions 

AMDIA Awards Granted by the Associa�on of Direct and Interac�ve Marke�ng 
of Argen�na

LATAM Awards
Annual recogni�on created with the inten�on to evaluate 
excellence and iden�fy the best companies in Customer 
Rela�onship.
Award won by Atento Brazil, Argen�na and Mexico.

AMAUTA Awards Awards of direct and interac�ve marke�ng in La�n America.

El CRC de Oro Pres�gious award in Spain granted by a consor�um of industry 
associa�ons: CRM and research centers covering AEERC, the 
IZO and IFAES.

Premio Iberoamericano de Calidad A highly pres�ge award on Spain, granted by a consor�um of 
CRM industry associa�ons and resarch centers than includes 
the AEERC, IZO and IFAES.

Top Employer A�en�ve has received the Top Employer cer�fica�on, awarded 
by the ins�tute CRF (Corporate Research Founda�on). It is the 
first company in its industry to receive the award.
Award won in Spain, Colombia and Venezuela.  

National Teleservices Award This award is one of the most important in our market in Brazil. 
Atento won 16 awards in the 2013 edi�on.

Recognition of the  Servicio
Nacional de Capacitación y 
Empleo SENCE

This recogni�on is obtained for being the company with the 
highest par�cipa�on for the past 3 years in forma�on in the 
workplace program.
Award won in Chile.

Distintivo Empresa 
Socialmente Responsable
(ESR)

This recogni�on is awarded by Centro Mexicano para la 
Filantropía (CEMEFI) and the Alianza por la Responsabilidad 
Social (AliaRSE).        
Dis�nc�ve obtained in Argen�na, Mexico, Peru and Brazil. 

In Atento we strive to nd solu ons that improve the customer experience of our clients and di eren ate ourselves 
from our compe tors through innova on. Our achievements have been widel  recognized b  the industr  in each 
of its local opera ons. These are some of them
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GRI and Global Compact indicators

Report Applca�on Level C B AC+ B+ A+
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* Sector supplement in final version

G3 Performance
Indicators & Sector
Supplement Performance
Indicators

G3 Management
Approach Disclosures

G3 Profile
Disclosures

Report on a minimum of 10 
Performance Indicators, 
including at least one from 
each of: Economic, Social and 
Environmental

Report on a minimum of 20 
Performance Indicators, at least 
one from each of Economic, 
Environmental, Human Rights, 
Labor, Society, Product 
Responsibility

Report on each core G3 and 
Sector Supplement* Indicator 
with due regard to the 
Materiality Principle by either: 
a) repor�ng on the Indicator or
b) explaining the reason for this 
omission

Management Approach 
Disclosures for each 
Indicator Category

Management Approach 
Disclosures for each 
Indicator Category

Report on: 
1.1 
2.1 -2.10 
3.1 -3.8, 3.10- 3.12
4.1 - 4.4, 4.14 - 4.15

Report on all criteria listed for 
Level C plus:  
1.2 
3.9, 3.13 
4.5,- 4.13, 4.16 - 4.17

Same as requirement for 
Level B
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GRI and Global Compact indicators

2 Organiza�onal Profile

2.1 Name of the organiza�on  

2.2 Primary brands, products, and/or services  

2.3 Opera�onal structure of the organiza�on, including main divisions, opera�ng companies,
subsidiaries, and joint ventures

 

2.4 Loca�on of organiza�on's headquarters 

2.5 Number of countries where the organiza�on operates, and names of countries with either 
major opera�ons or that are specifically relevant to the sustainability issues covered in the report

 

2.6 Nature of ownership and legal form  

2.7 Markets served (including geographic breakdown, sectors served, and types of 
customers/beneficiaries)

 

2.8 Scale of the repor�ng organiza�on 

2.9 Significant changes during the repor�ng period regarding size, structure, or ownership 

2.10 Awards received in the repor�ng period

3 Report parameters

3.1  Repor�ng period (e.g., fiscal/calendar year) for informa�on provided

3.2  Date of most recent previous report (if any) 

3.3  Repor�ng cycle (annual, biennial, etc.)  

3.4  Contact point for ques�ons regarding the report or its contents 

Front cover

Corporate informa�on: Our solu�ons

Corporate informa�on: Atento around the world

Corporate informa�on: Atento around the world

Corporate informa�on: Atento around the world

Corporate informa�on: Atento around the world,
Our solu�ons; Customer sa�sfac�on 

Annexes: Awards and recogni�ons

About the report 

About the report 

About the report 

Back cover 

Corporate governance, Back cover

Corporate informa�on: Atento around the World;  
Commitment to our team: Diversity in our centers

Corporate informa�on: Atento throughout �me; 
Annexes: Corporate Governance

1 Strategy and Analysis

1.1 Statement from the most senior decision-maker of the organiza�on 

1.2 Descrip�on of key impacts, risks, and opportuni�es 

Le�er from the CEO of Atento 

Corporate informa�on: Governance; Our Social 
Responsibility: Objec�ves 2013; Customer 
sa�sfac�on; Challenges for the future

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Completev

G3.1 Content Index - GRI Application Level B Location of disclosure
Level of 

reporting
Global Compact
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No limita�ons on the scope or boundary of the
report are presented.

About the report

About the report

About the report

GRI and Global Compact Index 

GRI and Global Compact Index 

External assurance statement

Corporate informa�on: Governance, Board 
of Directors 
Corporate informa�on: Governance, Board 
of Directors
Corporate informa�on: Governance, Board 
of Directors

Our corporate social responsibility: Our 
stakeholders 

Our corporate social responsibility: Compensa�on 
of Directors and Execu�ves

Corporate informa�on: Principles of ac�on; 
Our culture

Corporate informa�on: Governance; Commitment 

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete

Complete Principle 10

Complete

3.10 Explana�on of the effect of any re-statements of informa�on provided in earlier reports,
 and the reasons for such re-statement (e.g.,mergers/acquisi�ons, change of base 
years/periods, nature of business, measurement methods).

3.11 Significant changes from previous repor�ng periods in the scope, boundary, or 
measurement methods applied in the report

3.12 Table iden�fying the loca�on of the Standard Disclosures in the report

3.13 Policy and current prac�ce with regard to seeking external assurance for the report

4 Governance, Commitments, and Engagement

4.1 Governance structure of the organiza�on, including commi�ees under the highest gover-
nance body responsible for specific tasks, such as se�ng strategy or organiza�onal oversight

4.2 Indicate whether the Chair of the highest governance body is also an execu�ve officer

4.3 For organiza�ons that have a unitary board structure, state the number and gender of
members of the highest governance body that are independent and/or non-execu�ve 
members

4.4 Mechanisms for shareholders and employees to provide recommenda�ons or direc�on 
to the highest governance body. 

4.5
Linkage between compensa�on for members of the highest governance body, senior
managers, and execu�ves (including departure arrangements), and the organiza�on's 
performance (including social and environmental performance).

4.6 Processes in place for the highest governance body to ensure conflicts of interest 
are avoided.

4.7 Process for determining the composi�on, qualifica�ons, and exper�se of the members 

3.7 State any specific limita�ons on the scope or boundary of the report

3.8 Basis for repor�ng on joint ventures, subsidiaries, leased facili�es, outsourced opera�ons, 
and other en��es that can significantly affect comparability from period to period and/or
 between organiza�ons.

3.9 Data measurement techniques and the bases of calcula�ons, including assump�ons and 
techniques underlying es�ma�ons applied to the compila�on of the Indicators and other 
informa�on in the report. 

3.6 Boundary of the report (e.g., countries, divisions, subsidiaries, leased facili�es,
 joint ventures, suppliers) About the report

3.5 Process for defining report content

About the report; Our corporate social responsibility: 
Dialogue with our stakeholders, Our stakeholders. 
* We expect all our stakeholders to read our report. 
For this reason it will be available on the website 
page of Atento and the Global Compact webpage.  

Complete

G3.1 Content Index - GRI Application Level B Location of disclosure
Level of 

reporting
Global Compact
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Our corporate social responsibility: Dialogue with 
our stakeholders, Our stakeholders

Governance: Board of Directors; Our corporate 
social responsibility: Dialogue with our stakeholders, 
Our stakeholders. * Atento annually conducts surveys
of sa�sfac�on and organiza�onal climate studies to 
understand and address the major issues of interest 
for the audiences.

Our corporate social responsibility: Dialogue with 
our stakeholders

Economic performance * There was no addi�onal 
payment further to taxes to any government in
any of our subsidiaries.  

Corporate informa�on: Risks; Environmental 
dimension 

Compensa�ons and benefits 

Complete

Complete

Complete

Par�al

Complete

Complete

Principle 7

Principle 4

Descripción Dimensión/Página

4.16 Approaches to stakeholder engagement, including frequency of engagement by type 
and by stakeholder group. 

4.17 Key topics and concerns that have been raised through stakeholder engagement, and 
how the organiza�on has responded to those key topics and concerns, including through 
its repor�ng.

ECONOMIC INDICATORS  

Economic performance  

EC1 Direct economic value generated and distributed, including revenues, opera�ng costs, 
employee compensa�on, dona�ons and other community investments, retained earnings, 
and payments to capital providers and governments.

EC2 Financial implica�ons and other risks and opportuni�es for the organiza�on's ac�vi�es 
due to climate change. 

EC3 Coverage of the organiza�on's defined benefit plan obliga�ons. 

4.15 Basis for iden�fica�on and selec�on of stakeholders with whom to engage. 

Our corporate social responsibility: Dialogue with 
our stakeholders, Our stakeholders Complete4.14 List of stakeholder groups engaged by the organiza�on. 

Our corporate social responsibility: Global 
Compact Principles Customer sa�sfac�on: 
Quality cer�fica�ons  

Corporate informa�on: Governance

Corporate informa�on: Risks

Complete

Complete

Complete

 4.10

4.11

Processes for evalua�ng the highest governance body's own performance, par�cularly 
with respect to economic, environmental, and social performance.

4.12

Explana�on of whether and how the precau�onary approach or principle is addressed
 by the organiza�on. 

Externally developed economic, environmental, and social charters, principles, or other
ini�a�ves to which the organiza�on subscribes or endorses. 

 

Our corporate social responsibility: Global 
Compact Principles Customer sa�sfac�on: 
Quality cer�fica�ons  

Complete4.13
Memberships in associa�ons (such as industry associa�ons) and/or na�onal/interna�onal 
advocacy organiza�ons in which the organiza�on: * Has posi�ons in governance bodies; 
* Par�cipates in projects or commi�ees; * Provides substan�ve funding beyond rou�ne
membership dues; or * Views membership as strategic. 

Corporate informa�on: Principles of ac�on, Risks;
Our corporate social responsibility

Corporate informa�on: Principles of ac�on; Our 
corporate social responsibility: Our principles of 
ac�on; Commitment to our team: Values

Complete

Complete

4.8
Internally developed statements of mission or values, codes of conduct, and 
principles relevant to economic, environmental, and social performance and the
 status of their implementa�on.

4.9
Procedures of the highest governance body for overseeing the organiza�on's 
iden�fica�on and management of economic, environmental, and social performance, 
including relevant risks and opportuni�es, and adherence or compliance with 
interna�onally agreed standards, codes of conduct, and principles

G3.1 Content Index - GRI Application Level B Location of disclosure
Level of 
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Environment indicators

Environment indicators

Environment indicators

Environment indicators

Environment indicators

Complete

Complete

Complete

Par�al 

Complete

Principle 8

Principle 8

Principle 8

Principle 8,9

Principle 7

ENVIRONMENT INDICATORS 

Energy 

Water    

EN3 Direct energy consump�on by primary energy source. 

EN4 Indirect energy consump�on by primary source.

EN5 Energy saved due to conserva�on and efficiency improvements.

EN6 Ini�a�ves to provide energy-efficient or renewable energy based products and services, 
and reduc�ons in energy requirements as a result of these ini�a�ves. 

EN9 Water sources significantly affected by withdrawal of water. 

Environment indicators Par�alEN8 Total water withdrawal by source. 

Environment indicators Complete

Biodiversity    

EN11 Loca�on and size of land owned, leased, managed in, or adjacent to, protected areas and 
areas of high biodiversity value outside protected areas

Our environmental impact CompleteEN14 Strategies, current ac�ons, and future plans for managing impacts on biodiversity.

Environment indicators Completo

Emissions, effluents and waste    

EN17 Other relevant indirect greenhouse gas emissions by weight. 

Environment indicators Par�al EN22 Total weight of waste by type and disposal method. 

Environment indicators CompleteEN23 Total number and volume of significant spills. 

Our social commitment  CompleteEC8 Development and impact of infrastructure investments and services provided primarily 
for public benefit through commercial, in-kind, or pro bono engagement. 

Economic performance: Service revenues divided
by Brazil, Mexico and Spain in 2013

Complete

Indirect economic impacts

EC9 Understanding and describing significant indirect economic impacts, including the 
extent of impacts. 

Our social commitment  
Principle 6

CompleteEC7 Procedures for local hiring and propor�on of senior management hired from the local 
community at significant loca�ons of opera�on

 

Economic performance: Purchase model CompleteEC6 Policy, prac�ces, and propor�on of spending on locally-based suppliers at significant 
loca�ons of opera�on. 

G3.1 Content Index - GRI Application Level B Location of disclosure
Level of 
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Labor indicators 

Commitment with our team: Compensa�ons 
and benefits 

Labor indicators

Complete

Complete

Complete

Principle 6

Principle 2

Principle 1,3

Labor / management rela�ons

LA2 Total number and rate of new employee hires and employee turnover by age group, 
gender, and region.

LA3 Benefits provided to full-�me employees that are not provided to temporary or 
part-�me employees, by major opera�ons. 

LA4 Percentage of employees covered by collec�ve bargaining agreements.

Labor indicators CompleteLA5 Minimum no�ce period(s) regarding significant opera�onal changes, including whether
it is specified in collec�ve agreements.  

Labor indicators Complete Principle 1

Principle1

Occupa�onal health and safety

LA6 Percentage of total workforce represented in formal joint management-worker health 
and safety commi�ees that help monitor and advice on occupa�onal health and 
safety programs. 

Labor indicators Par�alLA7 Rates of injury, occupa�onal diseases, lost days, and absenteeism, and number of 
work-related fatali�es by region and by gender.

Principle 1Commitment with our team: Preven�on and 
Health Programs 

CompleteLA8

LA9

Educa�on, training, counseling, preven�on, and risk-control programs in place to assist 
workforce members, their families, or community members regarding serious diseases.

Principle 1Labor indicators CompleteHealth and safety topics covered in formal agreements with trade unions

Commitment with our team: Academic training Par�al

Educa�on and forma�on  

LA10 Average hours of training per year per employee by gender, and by employee category. 

Commitment with our team: The profile of 
our employees

Complete

SOCIAL INDICATORS    

Employment  

LA1 Total workforce by employment type, employment contract, and region, broken 
down by gender.

Our environmental impact Complete Principle 8

Transporta�ons    

EN29 Significant environmental impacts of transpor�ng products and other goods and materials
used for the organiza�on's opera�ons, and transpor�ng members of the workforce. 

LA11

LA12

Commitment with our team: Academic training CompletePrograms for skills management and lifelong learning that support the con�nued 
employability of employees and assist them in managing career endings. 

C it t ith t A d i t i i CompleteP t f l i i l f d d l t

G3.1 Content Index - GRI Application Level B Location of disclosure
Level of 
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Economic performance : Responsible purchasing, 
Purchase Model; Our corporate social responsibility:
Global Compact Principles; Compliance and Human
Rights: Regula�ons 

Economic performance: Responsible purchasing, 
Purchase Model; Our corporate social responsibility: 
Global Compact Principles; Compliance and Human 
Rights: Regula�ons

Compliance and Human Rights: Featured Programs

Compliance and Human Rights 

Complete

Complete

Par�al 

Complete

Principle 1

Principle 1

Principle 1,2,3,4,5,6

Principle1,2,6

Human rights indicators 

Investment and procurement prac�ces

Non-discrimina�on     

HR1 Percentage and total number of significant investment agreements and contracts 
that include clauses incorpora�ng human rights concerns, or that have undergone 
human rights screening. 

HR2 Percentage of significant suppliers, contractors and other business partners that 
have undergone human rights screening, and ac�ons taken

HR3 Total hours of employee training on policies and procedures concerning aspects of human 
rights that are relevant to opera�ons, including the percentage of employees trained. 

HR4 Total number of incidents of discrimina�on and ac�ons taken.

There is no record of incidents in this area. Complete Principio 1,2,5,6

Principle 1,2,4,6

Child Labor      

HR6 Opera�ons and significant suppliers iden�fied as having significant risk for incidents 
of child labor, and measures taken to contribute to the effec�ve aboli�on of child labor.

Principle 1

Economic performance: Responsible purchasing Complete

Forced and compulsory labor    

HR7 Opera�ons and significant suppliers iden�fied as having significant risk for incidents of 
forced or compulsory labor, and measures to contribute to the elimina�on of all forms 
of forced or compulsory labor. 

No incidents of human rights viola�on were 
recorded.

Complete

Indigenous rights    

HR9 Total number of incidents of viola�ons involving rights of indigenous people and 
ac�ons taken.

Principle 1,6Corporate informa�on: Governance; Commitment to 
our team: Labor indicators 

Complete

Diversity     

LA13 Composi�on of governance bodies and breakdown of employees per employee category 
according to gender, age group, minority group membership, and other indicators of 
diversity.

Principle 10% of the opera�ons have been subject to 
review by human rights issues.

Complete

Evalua�on     

HR10 Percentage and total number of opera�ons that have been subject to human rights
reviews and/or impact assessments.

G3.1 Content Index - GRI Application Level B Location of disclosure
Level of 
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Our commitment to society: Featured programs

Our commitment to society: Featured programs

Compliance and Human Rights: Featured Programs

Par�al 

Complete

Complete Principle 10

Society dimension     

Local communi�es     

Corrup�on     

SO1 PPercentage of opera�ons with implemented local community engagement, impact 
assessments, and development programs.

SO9 Opera�ons with significant poten�al or actual nega�ve impacts on local communi�es..

Customer sa�sfac�on: Quality assurance, Quality 
cer�fica�ons, Con�nuous improvement 

Compliance and Human Rights: Regula�ons 

Complete

Complete

PRODUCT RESPONSIBILITY 

Customer health and safety

PR1 Life cycle stages in which health and safety impacts of products and services are 
assessed for improvement, and percentage of significant products and services 
categories subject to such procedures. 

PR2 Total number of incidents of non-compliance with regula�ons and voluntary codes 
i h lth d f t i t f d t d i d i th i lif l

SO2 Opera�ons with significant poten�al or actual nega�ve impacts on local communi�es.

Compliance and Human Rights: Featured Programs Complete Principle 10SO3 Percentage of employees trained in organiza�on's an�-corrup�on policies and procedures. 

* Development of an An�-Corrup�on Policy where
 effects are established in case of breach. 

Complete Principle 10SO4 Ac�ons taken in response to incidents of corrup�on.

There were no financial contribu�ons delivered to 
poli�cal par�es or related ins�tu�ons by country. 

Complete Principle 10

Principle 10

Public Policy 

SO6 Total value of financial and in-kind contribu�ons to poli�cal par�es, poli�cians, and 
related ins�tu�ons by country.

Principle 10

Principle 1

Customer sa�sfac�on Complete

An�-compe��ve behavior    

SO7 Total number of legal ac�ons for an�-compe��ve behavior, an�-trust, and monopoly
 prac�ces and their outcomes. 

There were no sanc�ons. Complete

Compliance    

SO8 Monetary value of significant fines and total number of non-monetary sanc�ons for 
non-compliance with laws and regula�ons. 

Principle 1No complaints related to human rights were 
reported

Complete

Remedia�on    

HR11 Number of grievances related to human rights filed, addressed and resolved through 
formal grievance mechanisms.

G3.1 Content Index - GRI Application Level B Location of disclosure
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Customer sa�sfac�on: Regula�ons

Customer sa�sfac�on 

Complete

Complete

Product and service labelling     

Marke�ng communica�ons  

PR5 Prac�ces related to customer sa�sfac�on, including results of surveys measuring 
customer sa�sfac�on. 

PR6 Programs for adherence to laws, standards, and voluntary codes related to marke�ng 
communica�ons, including adver�sing, promo�on, and sponsorship. 

Customer sa�sfac�on CompletePR7 Total number of incidents of non-compliance with regula�ons and voluntary codes 
concerning marke�ng communica�ons, including adver�sing, promo�on, and 
sponsorship by type of outcomes

Customer sa�sfac�on: Transi�on to the future Complete

Customer privacy     

PR8 Total number of substan�ated complaints regarding breaches of customer privacy 
and losses of customer data. 

Principle 1

There were no sanc�ons.  Complete

Compliance     

PR9 Monetary value of significant fines for non-compliance with laws and regula�ons 

G3.1 Content Index - GRI Application Level B Location of disclosure
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