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  2016 Sustainability Report 

 

REPORT 
PARAMETERS 

Conducting a transparent operation and maintaining 

a fluid communication with all our stakeholders’ 

groups is paramount to DIRECTV Ecuador. 

That is why we introduce the present Sustainability 

Report which allows us to account for our social, 

economic and environmental management 

throughout the year. 

This report provides information in observance of the 

essential GRI (Global Reporting Initiative) G4 Guide 

“Conformance” guidelines and involves the 2016 

January-December period. It was drafted by DIRECTV 

Ecuador Corporate Social Responsability area, in 

cooperation with all the corporate areas which were 

involved in the information gathering process. 

In light of the thoroughness and completeness of the 

information gathered for and contained in this report 

and the high level of commitment on the side of the 

Company about its truthfulness, the external 

verification of this report is dispensed with. 

All opinions, suggestions, enquiries or comments 

related to this report are highly welcomed and may 

be addressed to the following e-mail address: 

memoriagri@directv.com.ec 

DIRECTV Ecuador 

Av. Coruña N28-14 y Manuel Iturrey, edificio 

Torre Corporativa Santa Fe 

Quito – Ecuador 
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Every day, DIRECTV endeavors to make a positive 

difference in its enviroment in the short, mid and long 

term by means of its Corporate Social Responsibility 

program, DIRECTV Generation, which is 

implemented according to four pillars: education, 

volunteerism, broadcasting (air-time donation) and 

sustainability, all of them being essential as they mark 

the path for all the development of actions which, as a 

company, are carried out in the pursuit of the benefit for 

the Ecuadorian society as a whole.  

We strive so that each employee may learn about, become 

identified and seize these four pillars, by developing 

initiatives to boost them. We seek to strengthen our 

projects to their full potential in order to achieve a greater 

impact. 

Every year is different. In 2016, our main focus was to  

promptly help the provinces most badly affected by the 

earthquake which caused thousands of 

victims, mainly in the provinces of Manabí and 

Esmeraldas. The main initiaves we worked on were: 

Offer free toll calls from  United States to Ecuador 

Broadcasting  (air-time donation) 

Free previously paid and prepaid service for the victims 

during 30 days after the earthquake.  

Volunteering in house-building for the most affected 

victims in Canoa, through our Piedra, Papel, Tijera 

program. 

Without disregarding the other pillars, during 2017 our 

focus will be set on the education area through 

Escuela+. This is one of our flagship projects, operating  

in 214 schools all throughout Ecuador´s territory: 

Escuela+ aims at collaborating, complementing and 

enriching educational content in primary and secondary 

schools, by leveraging DIRECTV’s leading technology. 

This initiative promotes highly valued programs created 

by our strategic partners: National Geographic, Discovery 

at School and Torneos and Competencias Foundation for 

Education. 

 

Training teachers as main actors is key so that they 

take the tool on and complement their clases by 

means of the audiovisual resource by taking the most 

out of it in order to boost classroom learning. This 

shall lead to highly positive results among students in 

the long run, as knowledge will be received in a 

differential and complementary way. 

At DIRECTV, we endeavor to detach our Corporate 

Social Responsibility program, DIRECTV Generation, 

from political and economic factors which may affect it. 

This is how we seek to reaffirm our commitment to 

builiding a more positive Ecuador for the 

present and coming generations. 

 

Fernando Ferro Albornoz, 

 DIRECTV Ecuador Executive President. 

WELCOME LETTER 
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WHAT IS 

DIRECTV? 

We stand as the largest satellite pay-TV operator 

worldwide, providing coverage to 26 million users in 

the US and 19 million in Latin America. We were a 

fully publicly-traded company listed on New York’s 

NASDAQ until July 2015, when we merged with 

AT&T to become an integral part of it.  

Our head office is located in the United States. At a 

regional level, we provide our service from the 

Mexico and Latin America divisions. The latter 

encompasses the Northern Cone (Ecuador, 

Colombia, Venezuela and Trinidad and Tobago) and 

the Southern Cone (Uruguay, Argentina, Chile and 

Peru) and Brazil.  
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DIRECTV Ecuador (hereon DIRECTV) operates in the 

country as a limited company, and its shareholders are 

100% legal entities: 99.99% Ecuadorian and 0.01% 

foreign. 

Our innovation, content variety and customer service, have 

erected us into market leaders; we offer different plans to 

meet our customers’ needs. Previously-paid, monthly-paid 

by means of a customer-signed contract; and Prepaid 

services to cater for those who cannot commit to a monthly 

bill or those who are looking for a flexible and economical 

option, by providing the best digital sound and image 

quality. 

With the aim of offering our customers the best 

entertainment experience, anytime, anywhere we provide a 

variety of contents which combine the most popular 

channels and exclusive programming. We work relentessly 

to come up with utmost quality products and to offer a 

unique service, thus turning customers into company fans. 

FINANCIAL PERFORMANCE 

The accrual principle was used, because it meets the 

applicable financial statements preparation and reporting 

technical standards. The financial statements audited by 

E&Y, and submitted to the Companies Superintendency, 

are the source of information. 

The monetary value in 2016 was $5,897 (thousands 

dollars),  which equals 3.53% of the income. It is worth 

mentioning that the payments to the Ecuadorian 

government on the grounds of rates, operation licenses, 

and direct/indirect taxes amount to $17,379 (thousands 

dollars), which equal 10.41% of the income, an amount 

higher than the one to be distributed to the Company´ s 

shareholders. 

  

Direct payments to the Company´s employees, including 

social benefits contributions and profits add up to $14,028 

(thousands dollars). 

 

The Company does not have a private pension plan 

for its employees. This is why DIRECTV makes annual 

contributions in order to provide for a potential pension 

payment to employees with over 25 years of seniority. 

These provision funds are accrued in the corporate 

accounting only, as the Company has not formally set 

a fund managed by specialized firms. The accrued 

amount during 2016 stood at $83 (thousands of 

dollars) 

 

Regarding corporate size, structure, stock ownership 

and supply chain, no structural changes have taken 

place. 

DIRECTV ECUADOR 

$166855 
Sales  

(in thousands  

dóllars) 

Satellite coverage in the Ecuadorian 
continental territory 100% 

OUTSTANDING FIGURES 

PREPAID 288686 

PREVIOSLY PAID 

169898 Customers 

 

410 employees 458,584 

GENERATED DIRECT MONETARY VALUE (STATED IN USD THOUSANDS) 

Income $166,855 

DISTRIBUTED MONETARY VALUE (STATED IN USD THOUSANDS) 

Operative expenses $117,303 

Employees´ salaries and benefits $14,028 

Payments to capital investors $12,048 

Payments to governments (Ecuador) $17,379 

Investments in communities $200 

Monetary value retained (according to «Direct monetary value generated» $5,897 
Minus «Distributed monetary value») (expressed in thousands USD). 
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OUR ESSENCE 

We aim to stand as the most oustanding entertainment experience. To this end, our 
goal is to endeavor towards a long-term horizon. How will we go about that? By 
offering exclusive and engaging content, coupled with state-of-the-art sound and 
image quality technology and an excellent service to those users relying on us.  

VALUES 

INTEGRITY LEADERSHIP INNOVATION DETERMINATION AGILITY TEAMWORK 

BUSINESS OBJECTIVES 

1. Provide our customers with WOW 

experience. 

2. Achieve further growth in the market. 

3. Streamline the organization operation. 

4. Commit ourselves to our employees and the 

community. 
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At DIRECTV we work untiringly in the quest for the 

latest developments. Change and innovation stand as 

our drivers. We struggle to pull down barriers and we do 

so by ongoingly investing in state-of-the-art digital 

technology. 

 

During 2016 DIRECTV consolidated its leadership 

nationwide. The business model allows access to 

televisión digital service through satellite coverage 

throughout the territory. In order for service to be 

provided, a visual line which enables the satellite signal 

tracking is required. The current 34% market share 

reached In Ecuador has allowed DIRECTV to consolidate 

its leadership. 

The Prepaid service has allowed people from lower social 

demographic levels to access to paid television services 

through an easy- and fast-installation model, taking just 

45min in average.  

From the technological standpoint, customers have more 

than 50000 access points available for service recharge. 

 

 

From the technological innovation perspective, 

DIRECTV has consolidated its high definition 

technology services offer by increasing the 

number of high definition channels (HD). This was 

achieved by increasing the capacity and quantity 

of satellites for digital television services. 

 

From its head office, DIRECTV makes significant 

investments in research and development areas 

in order to offer higher quality and low cost 

equipment which suit the local reality. In 2016, 

cost-reducing set-top boxes were developed. 

 

AT THE FOREFRONT OF 
TECHNOLOGY 
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We are convinced that, in order to be best-in-class, 

our business should be guided by the highest 

integrity and ethics standards, which shall erect 

into the pillars to offer customers an enrichening 

experience, consolidate our fruitful relationships 

with our partners and build a robust corporate 

culture. 

ANTI-CORRUPTION POLICIES  

Our anti corruption policies are based on the 

American FCPA rules and regulations (Foreign 

Corrupt Practices Act), which DIRECTV has to 

comply with as part of AT&T, a publicly-traded 

company listed on the New York Stock Exchange 

(NYSE). These rules and regulations ban any 

authorization, offering or pledging of any direct 

or indirect action on behalf of the company to a 

public officer in order to obtain or retain a business 

or to generate an undue leverage. It also involves 

guidelines to manage any expense related to public 

officers or government agencies (expenses caps, 

frequency, etc.) 

 

In order to promote anti-corruption policies, we 

organize mandatory trainings for all the staff related 

to the Governmental entities every year. 

Accordingly, mid management staff (27 people) and 

the Steering Committee, top governance body (8 

people), who are involved in decision-making are also 

included in the training scheme. 

In 2016, mid management and 
executives were trained on the 
FCPA rules and regulations. 
 

Thus, we make sure that 100% of our headcount, 

consisting of 410 employees, are knowleagable about 

the Code of Ethics.Our suppliers and authorized 

distributors were additionally included in FCPA and 

the Code of Ethics related talks. 

All suppliers who may be in any type of relationship 

or contact with public officers must fill in forms in 

order to analyze their status regarding FCPA rules 

and regulations. This analysis is carried out on the 

basis of the regional support. 

Within the company, there is an FCPA Officer who 

manages issues related to rules and regulations. 

Regarding ethical issues, there is a Committee of 

Ethics which is made up by the Human Resources 

area, the Executive Presidency and the Legal area 

(depending on the case). 

On our Ethics issues’ reporting webpage 

(EthicsPoint), situations can can be 

anonymously reported with no predujice to the 

reporting person. Cases or reports of breaches or 

non-compliance with our policies or standards are 

investigated at this level. The reported cases are 

estimated on an annual basis.  

No cases related to internal 
staff corruption have been 
reported. 
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No confirmed corruption 
cases have been detected 
as a result of all the 
analyses performed and the 
efficiency of the related risks 
controls were verified. 

A SOUND WORKING RELATIONSHIP  

In 2016, a special follow-up and management 

Committe assessed DIRECTV’s relationship with 

specific services suppliers and, additionally, the 

legal supporting documentation was analyzed. The 

Legal department and the different areas sitting on 

the Committee decided to undertake formal and 

substance changes to preempt any labour-related 

impact and mitigate any risks. 

In light of the above, the different in-company 

policies regulating the relationship with specific 

suppliers –known as dealers- were modified. The goal 

was to prevent any labour-related litigation cases 

brought by these suppliers or their employees. 

 

SAFEGUARDING INFORMATION 

Information security represents an essential issue 

for DIRECTV. Therefore, we have set ourselves 

into creating a set of security processes and 

policies to ensure information integrity, 

confidenciality and availability. 

 

These have led to risk management and reduction, 

thus providing added value to the management of our 

suscribers’ information assets.  

We comply with all relevant regulations, ranging from 

the national Constitution to the industry-related and 

legal standards. The applicable policies are included 

in our webpage, especially the ones on Personal Data 

Protection. 

No clams or judicial proceedings have been brought 

against DIRECTV during 2016.on gronds of breach of 

protection standards. 

 
One of the most important pillars for our company is the 
protection of our customers and subscribers’ information and 
data privacy. 
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We are 
Sustainable 

 A 360 ° management 

 Strengthening ties with 
stakeholders groups  

 Involvement in public affairs  

 Accountability and transparency 

 Global Reporting Initiative (GRI) y 
Sustainable Development Goals (SDG) 
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A 360 ° 
MANAGEMENT 
 

 

By means of a comprehensive managament, we involve 

all stakeholders groups in our value chain, thus 

acknowledging them and our cooperative endeavor. 

 

As a 360º management, it 
is comprehensive, and 
involves all stakeholders 
in our value chain, thus 
acknowledging them and 
our cooperative endeavor.
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As we see it, sustainability goes hand in hand with 

listening to expectations and concerns from our 

stakeholders groups and making them an integral 

part of our daily management. 

Following are our stakeholders groups: 

 Top Management   

 Employees 

 Customers 

 Authorities 

 Allies 

 Strategic suppliers (reporters, sales and recharge 

channels) 

 Goods and services suppliers 

 Dealers (sale and installation) 

 Community/foundations 

 Mass media 

WE INTERACT 

In collaboration with these stakeholders groups we 

stand as a continuously interacting network, which 

we hope will turn into a relationship of trust and a 

fruitful discussion that may lead to a win-win 

situation. 

No other matters than those listed have resulted from 

this initial stage of liaisoning with with stakeholders in 

terms of sustainability. Nor have there been actions 

or issues which may have called our attention or 

priority actions which should be promptly 

implemented.

STRENGTHENING TIES  
WITH STAKEHOLDERS 
GROUPS TOP MANAGEMENT 

Boards (weekly meetings). 

EMPLOYEES 
Mailing, posters, wallpapers, 

whatsapp, meetings (permanent). 

CUSTOMERS 
Letters, phone contact, mails, 

meetings (eventual). 

STRATEGIC 
SUPPLIERS: 

Mails, telepone contact, meetings 
(permanent). 

AUTHORITIES 
Letters, telephone contact, mails, 

meeting (eventual). 

ALLIES 
Meetings, mails, telephone contact   

(regular). 

GOODS AND 
SERVICES SUPPLIERS 
Mails, telephone contact, meetings 

(permanent). 

FOUNDATIONS 
Meetings (regular). 

MASS MEDIA  
Meetings, mails, telephone contact, 

social media (regular). 
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Forging ties with organizations from the public arena is 

a core part of DIRECTV role as a social actor. 

. 

DIRECTV is currently a member of the following 

organizations: 

 Ecuadorian-American Chamber of Commerce, 

from 2010 (DIRECTV is a Board member). 

 Chamber of Commerce of Quito, from 2008. 

 Association of Ecuador´s Telecommunications 

companies (ASETEL), from 2014. 

We pay the compulsory membership fees but do not 

make substantial monetary contributions. We strongly 

believe that this institutional participation is strategic 

to preserve our proximity to United States, as our Head 

office is located there as well as to come into contact 

with other companies.  

FOREIGN INITIATIVES 

We are also linked to other organizations by means of the 

DIRECTV Generation programs: 

PIEDRA PAPEL Y TIJERA 

PROGRAM 

Cecilia Rivadeneira Foundation, 

Municipality of Canoa, Hermano 

Miguel Foundation, Futbol Mas 

Foundation, Foundation for 

Communities and Development in   

Ecuador (COMUNIDEC), San José 

Asylum in Guayaquil and 

Guillermina Loor Moreno Asylum in 

Portoviejo. 

Note: for programs details, see “We cooperate” chapter. 

ESCUELA + PROGRAM 

Ministry of Education, Heavy Crude 

Oil Pipeline (OCP), Secretary of 

Education, Entertainment and Sports 

of the Municipality of Quito, Enseña 

Ecuador Foundation and Fe y 

Alegría Association. 

ECO DIRECTV PROGRAM 

Sponsorship of public spaces 

(Municipality of Quito, Metropolitan 

Public Company for Transportation 

and Public Works-EPMMOP), 

Soluciones Totales Ambientales 

(Sambito). 

THE FORUM PROGRAM 

Fidal Foundation, Special Olympics 

Foundation, World Wildlife Fund (WWF), 

Children´s Villages SOS Ecuador, Hogar 

de Cristo Foundation and Juntos por 

Ecuador Foundation 

INVOLVEMENT IN 
PUBLIC AFFAIRS 
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To be part of a sustainable development, it is essential to 

set goals, measure results and, evetually report them. 

This initial Sustainability Report, aims at accounting for 

our activities and our impact on the Environment. 

For the purpose of this initial report, the materiality 

defining process has followed release G4 of the Global 

Reporting Initiative (GRI) methodology.  

Based on a process led by the Top Management and 

with the active engagement of the different 

stakeholders, we were able to define DIRECTV’s 

material issues. The content and quality principles set 

by the GRI were the guiding drivers for the present 

endevour. 

Below is an outline of the actions regarding each 

process step: 

IDENTIFY: on the basis of a 18 material issues list 

previously identified in Argentina, we validated the 

stakeholders group map with all different responsible 

areas, in order to achieve the active involvement of 

the different groups. 

PRIORITIZE: by applying the stakeholders participation 

principle, we carried out 192 surveys of different 

stakeholders using different approach methods, with the 

aim of learning about the priorities set by each 

respondent  for the proposed material issues.  

VALIDATE: based on the review of all the results 

gathered, three categories were defined: 1) Strategic 

issues, 2) Relevant issues and 3) Non-relevant 

issues. The classification was submitted to the Top 

Management, where the resulting issues, as well as 

their priority and the indicators to be included in the 

present report were validated 

Though during the materiality 

survey, the “Volunteerism” 

aspect was classified into 

category N° 3, in 2016 it 

became highly relevant due to 

the earthquake taking place in 

April. At DIRECTV we believe 

this is critical when it comes to 

developing a sustainable 

business.

ACCOUNTABILITY 
AND TRANSPARENCY 
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RELATIONSHIP WITH ASPECTS OF THE 
GLOBAL REPORTING INITIATIVE (GRI) AND 
THE SUSTAINABLE DEVELOPMENT GOALS 
(SDG) 

 

 

 

The following chart shows the relationship among 

material issues (strategic and relevant ones) and 

GRI aspects and their coverage in the 2016 Report. 

. 

Note 1: There are no caps on coverage in any of the material issues defined 

in the present Report as it is the first one.  

Note 2: As it is the first reporting activity,there are no changes in scope or 

coverage. This is a baseline exercise. 

ISSUE ACRONYM  RELATIONSHIP WITH GRI ASPECTS 2016 WEIGHING COVERAGE CATEGORY 

Quality and Customer Satisfaction QCS  (PR) Product and services labeling (PR) 1 Internal/External 

Strategic 

Talent Management TM Employment (LA) | Training and Education (LA) 2 Internal 

Corporate Governance, ethics and transparency CG 
Regulatory compliance (EN) |  Claim mechanism (LA) | No discrimination (HR) | 
Struggle against corruption (SO) | Investment (HR) 

3
 Internal/External 

Technological Innovation TIN GDMA 4 Internal 

Value chain development VCD 

Acquisition practices (EC) | Suppliers enviromental assessment (EN) Claim 
mechanism (EN) | Assessment of suppliers’ labor-related practices (LA) | 
Assessment of suppliers social impacts (SO) | assessment of Suppliers on 
Human Rights matters (HR) 

5
 

Internal/External 

Channels for communication with stakeholders groups  CCG GDMA 6 Internal/External 

Financial peformance and impact in Ecuador  FPI Financial development (EC) 7 Internal 

Diversity, inclusion and employability  DIE Market presence (EC) | Diversity (LA) | Equal pay (LA) 8
 

Internal 

Relevant 

Technological inclusion TI Local communities (SO) 9 Internal/External 

Information security IS Customer privacy (PR) 10 Internal/External 

Social inclusion SI Local communities (SO) | Economic consequencies (EC) 11 Internal 

Occupational Health and safety OHS Occupational Health and safety (LA) 12 Internal 

Business-related environmental impact management EIM 
Energy (EN) | Emmisions (EN) | Wastewater (EN) | Products and services (EN) | 
Materials (EN) 

13
 

Internal/External 

Volunteerism VOL GDMA 14 Internal 

Plural Content  PC  15  

No Relevante 
Social Investment Programs SIP  16  

Products and services information PSI  17  

National industry development NID  18  
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 Quality and customer satisfaction QCS 

Channels for communication with stakeholders groups CCG 

 Value chain development VCD 

National industry development NID 

Financial performance and impact in Ecuador FPI 

Diversity, inclusion and employability DIE 

Talent management TM 

Business-related enviromental impact management EIM 

Corporate governance, ethics and transparency CG 

Social inclusion SI 

Technological inclusion TI 

Products and services information PSI 

Technological innovation TIN 

Plural content PC 

Social investment programs SIP 

Occupational Health and Safety OHS 

Information Security IS 

Volunteerism VOL 
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MATERIALITY RESULTS (CONT.) 

 MATERIALITY MATRIX 

DIRECTV Materiality 

 

 

 

 

 

 

 

 

 

 

 

 

 

SUSTAINABLE DEVELOPMENT GOALS 

Aligned with the global initiatives, we herewith 

present the relationship of material topics (strategic 

and relevant), for DIRECTV sustainable 

management regarding the SDG which were defined 

by United Nations member countries in September 

2015 for the 2030 Agenda. 

 

© 2017 AndeanEcuador Consultores Estratégicos C.L. 
Informe de Anexos Novopan del Ecuador 

MATERIAL TOPICS ABBREVIATON 

 

 GT DCV 

IT 
DIE IS INT 

 CG 
DIN 

SI 

SSO PIS 

PC 
GIA 

VOL 

Relevance for DIRECTV 

CCG 

DEE  

 IPS 

SDG RELATED MATERIAL ISSUE 

8. Promote sustained, inclusive 
and sustainable economic growth, full and productive 
employment and decent work for all  

2. TALENT MANAGEMENT 
3. CORPORATE GOVERNANCE, ÉTHICS AND TRANSPARENCY 
5. VALUE CHAIN DEVELOPMENT 
6. CHANNELS FOR COMMUNICATION WITH STAKEHOLDERS GROUPS  
7. FINANCIAL PERFORMANCE AND IMPACT ON ECUADOR 
8.DIVERSITY, INCLUSION AND EMPLOYABILITY 

12.OCCUPATIONAL HEALTH AND SAFETY  

 

4. To ensure an inclusive and egalitarian education and 2. TALENT MANAGEMENT 

 to promote continuous learning opportunities for all 6. CHANNELS FOR STAKEHOLDERS COMMUNICATION 
   
permanente para todos 5. Achieve gender equality and the empowerment of 
women and girls 

2.TALENT MANAGEMENT 
3. CORPORATE GOVERNANCE, ÉTHICS AND TRANSPARENCY 
6. CHANNELS FOR COMMUNICATION WITH STAKEHOLDERS 
GROUPS  

 8. DIVERSITY, INCLUSION AND  EMPLOYABILITY  

9. Industry, innovation and infraestructure 4. TECHNOLOGICAL INNOVATION  
6. CHANNELS FOR COMMUNICATION WITH STAKEHOLDERS GROUPS 
7. FINANCIAL PERFORMANCE AND IMPACT ON ECUADOR 
14. VOLUNTEERISM 

10. Reduce inequalities amongst and within countries 6. CHANNELS FOR COMMUNICATION WITH STAKEHOLDERS GROUPS 
8. DIVERSITY, INCLUSION AND EMPLOYABILITY 
9. TECHNOLOGICAL INCLUSION 
11. SOCIAL INCLUSION  

16. Promote pacific and inclusive societies  3. CORPORATE GOVERNANCE, ÉTHICS AND TRANSPARENCY 

For sustainable development, provide access to justice 5. VALUE CHAIN DEVELOPMENT 

 for all and build efficient, inclusive and responsible 6. CHANNELS FOR COMMUNICATION WITH STAKEHOLDERS GROUPS 

 Institutions at all levels 10. INFORMATION SECURITY ,  

  
  

11. To have inclusive, safe, resilient and  sustainable  
cities and human settlements  

6. CHANNELS FOR COMMUNICATION WITH STAKEHOLDERS GROUPS 
9. TECHNOLOGICAL INCLUSION  
11. SOCIAL INCLUSION 

 12. Ensure sustainable consumption and 
production guidelines 

1. QUALITY AND CUSTOMER SATISFACTION  
4. TECHNOLOGICAL INNOVATION  

5. VALUE CHAIN DEVELOPMENT 
6. CHANNELS FOR COMMUNICATION WITH STAKEHOLDERS GROUPS 
13. BUSINESS- RELATED ENVIRONMENTAL IMPACT MANAGEMENT 

 

Stakeholders 
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At DIRECTV every day we strive to offer all our 

customers a quality proposal, with unique and exclusive 

products, state-of-the-art technology and customized 

service. We strive to be best in kind. 

In order to fulfill our pledge of service quality to 

customers and suscribers, at DIRECTV we comply with 

all regulations on communication and information 

regarding products and services features and conditions, 

namely, we comply with the Organic Communication 

Act, the Organic Telecommunications Act and the 

Organic Act on Market power control and regulation. 

Information regarding the features, functionalities and 

conditions of the products and services we offer is 

available for users and subscribers to access on different 

mass media. 

These are some of the services we offer: 

 Basic installation in the case of new customers   

 Additional installations  

 Reinstallin durig house moving 

 Service for the customers on our base 

 Technical support   

 Technological downgrade/upgrade  

 Unsubscriptions 

Additionally, we have implemented tools for 

subscribers to self-manage the different processes 

involved in DIRECTV´s service, thereby reducing the 

rate of telephone, on-site or any other direct customer 

service related contact, and therefore leading to 

higher cost efficiency. These self-management tools 

available throughout Ecuadorian continental territory 

are as follows: 

Tool Commercial  Name Applies  to 

SMS TXT MESSAGE PREVIOUSLY PAID / PREPAID 

USSD DIRECTV MÓVIL PREVIOUSLY PAID / PREPAID 

IVR TELEPHONE SUPPORT PREVIOUSLY PAID / PREPAID 

WEB MIDIRECTV PREVIOUSLY PAID / PREPAID 

Below, there is a description of each service: 

DIRECTV Play 

It is an on-line content platform which allows enjoying 

movies, series, sports live, kids programming and 

much more, on any screen and place 24 hours a day, 

at no additional cost. 

To see content on DIRECTV Play, the user must be a 

DIRECTV active customer and be registered in 

MiDIREC-TV. One DIRECTV Play account can be 

used twice simultaneously. 

CONTROL PLUS 

It brings an important benefit for customers as it 

allows them to record series, movies or events, 

anywhere when not at home, and enjoy the programs 

of their choice. 

 

DIRECTV Sports App 

This application offers a unique sport experience, as it 
matches live broadcasting and VOD (Video On 
Demand) repetitions, with news, editorial content and 
statictis in real time. It is free on iTunes Store and 

Google Play. To access content and videos (live and 
VOD), the user must be a DIRECTV active customer 
and be registered in MiDIRECTV. 

MiDIRECTV 

MiDIRECTV is a self-management platform for 

DIRECTV customers, which offers easy, convenient 

and safe Internet access to their account 24 hours a 

day,  

Internet Account management: check account 

balance, invoices and much more.  

Personal data update: use this platform in order to 

keep your account updated. 

Access to exclusive programming: see new 

releases available only for registered customers. 

Programming purchase: to order Pay Per View 

movies and to request Premium programming (priority 

is given to specific channels with no advertising). In 

the Pay Per View or PPP service, subscribers pay for 

individual events of their preference, thus enhancing 

their programming choices. They may involve sport 

events, recently released movies or any other content. 

OUR 
PRODUCTS 
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They can be requested on theTV set directly, by text 

message or by visiting DIRECTV Cinema webpage. 

 

DIRECTV Play access: on line portal to see HBO GO, 

FOX APP, ESPN Play and DIRECTV Sports, among 

others. 

Enquiries on technical support request status can be 
made. 

DIRECTV Fans 

It is our fidelity program aimed to providing our 

subscribers with exclusive activities and unique 

experiences through contests and benefits and 

endorsed by our contents suppliers. 

DIRECTV Sports 

The passion for sports is vividly enjoyed on DIRECTV 

Sports. Through our interactive sports platform on 

channel 600, customers can view the latest news, find 

the best sport programming and enjoy interactive 

programs featuring top commentators in Latin 

America. 

 

DIRECTV Cinema 

It is a platform available on chnanel 400 which allows 

DIRECTV subscribers to access up to 5,000 movies 

monthly and to their related information according to 

genre, time or duration.  

TECHNOLOGIES 

 SD 

 SD DVR 

 HD 

 HD DVR 

 NEXUS 

PACKAGES 

 PLATINUM 

 GOLD 

 SILVER 

 BRONZE 

PRODUCTS 

 DIGITAL D IRECTV  

 DIRECTV HD 

 DIRECTV PREVIOUSLY PAID (Bronze SD 

Pack, HD Bronze, HD DVR Bronze, SD Silver, HD 

Silver, HD DVR Silver, HD Gold, HD – DVR Gold, 

DIRECTV NEXUS GOLD, Platinum) 

DIRECTV PREPAID (SD Family BasicHD Bronze) 
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SPORTS LEADERS 
 

 We want our customers to enjoy the best sports 

entertainment experience, based on state-of-the-art 

technology and exclusive contents. 

No other player can outperform DIRECTV in therms of 

sports offer. Why? Because we feature the largest HD 

offer on the market and Premium technology. Our offer 

involves our own channels such as DIRECTV Sports, 

DIRECTV Sports 2, DIRECTV Sports+ and temporary 

channels to broadcast Ecuadorian football and 

basketball. 

We offer access to exclusive matches from the major 

football, basketball, tennis, baseball and golf leagues, 

competitions and championships. We also provide 

access to car racing on the Formula 1 channel, and all 

the Great League seasons such as Baseball, NBA and 

NFL. Likewise, we have interactive Split-screen for the 4 

tennis Grand Slams, Golf Major tournaments and F1 

Grand Prixs, which allow users to enjoy each event from 

a unique perspective.  

We have highly valued opinion shows such as:  

 Debate fútbol (sports news). 

We were pioneers in broadcasting 

local football matches live, with 

differential pre-match sections 

and audios, as well as 

international coverage featuring 

Ecuadorian journalists. 

 Central Deportivo (the best Ecuadorian football 

championship summary). 

 The highlights in Ecuadorian football. 

 Special programs on basketball, golf, and 

interviews with famous sports-related guests 

 Fútbol Total 

We are pioneers in sports broadcasting for subscription 

television and in implementing the HD format in sports 

broadcasting in Ecuador. 

We broadcast all Ecuadorian football matches from A 

Series and B Series. We count on the best journalists 

team in the country, with highly regarded journalists 

nation and world wide, such as: Fabian 

Gallardo, Diego Arcos, Carlos Víctor Morales, Kristy 

Alvarado, Andrés Guschmer, Andrés Larriva, 

Francisco Molestina, José Carlos Crespo, Andrés 

Benavidez and Sebastián Machado, among others. 

And we offer much more: we enhanced our entertainment 

experience through applications to go hand-in-hand with our 

customers in their new consumption trends. With DIRECTV 

Sports App, customers can enjoy matches live on their computers, 

tablets or smartphones, at no extra cost. 

 

When there is a major sport event, 

DIRECTV surprises customers with 

the latest technology to offer top 

coverage. 
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INFORMATION AND LABELING  YEAR DETAIL 

Quantity of significant products   5 STBs, Antennas, LNB-W, Cable, Jumper 

Quantity of significant products subject to control   2 Decos, Cable 

    

CABLES YES NO DETAIL 

Product components origin x  Specified in the labeling 

Content, especially regarding  any substance which may 
entail any social or environmental impact 

 x 
 

Product safety instructions   x  

Product disposal  and social or environmental impact  x  

Other  
x  Import permit issued by INEN, RTE 

INEN 098 compliance 

STBs YES NO DETAIL 

Product components origin x  Specified in the labeling 

Content, especially regarding  any substance which may 
have  any social or environmental impact 

 x  

Product safety instructions  x  

Product disposal  and social or environmental impact  x  

Other x  
Import permit issued by ARCOTEL for 

each shipping 
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PRODUCT-RELATED 
ACCOUNTABILITY AND ETHICS  

At DIRECTV, we carry out a transparent, inclusive 

and honest comercial communication policy. 

In order to fulfill our pledge of quality service for our 

users and subscribers, DIRECTV complies with all 

regulations on communication and information related 

to its products’ features and conditions. 

In the same breath, we comply with all due legislation on 

Consumers Defense, Telecommunication, Market 

Regulation and Power Control. 

Our web contains information on products and 

services, for instance, regarding set-top boxes, we 

include information about the available models and 

functionalities, and a detailed account of our 

technologies. There is also information on antennas 

and recommended location. 

In 2016, no fines or penalties were imposed on 

us as a result of subscribers´claims. All of them were 

efficiently settled prior to the stage of fining. 

 

 

 

 

 

 

 

 

 

 

 

Neither were there unfair competition claims.  

DIRECTV implements high standards and ethical 

principles, on an ongoing basis in the quest for the 

compliance with and enforcement of its agreements, 

rights and obligations. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

DIRECTV is a company which 

makes use of its legitimate tools to 

operate and compete in a healthy 

and transparent competition 

environment. 
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INFORMATION AND LABELING  

 

We focus on having our products and services comply 

with all relevant regulations, and especially on 

establishing a clear and detailed communication with 

users and subscribers. This allows us to deliver an 

excellent customer service, thereby contributing to the 

corporate ethical culture. 

Regarding issues related to the Department of 

Protection of Citizens´Rights, the following 

claims were brought: 

 Claim over undue charges in February/May 2016. 

The Company submitted supporting documentation 

and the case was settled in May 2016. 

 Service cancellation due to a sale error on the side 

of the dealer. The case was brought in July 2016 and 

settled in August. 

 Contract termination.The case was settled in 

September 2016. 

CUSTOMERS´PRIVACY 

Users´ information and data privacy are instrumental for 

DIRECTV. The local and regional Legal team is in regular  

contact for ongoing updating and reporting on the different 

actions and effects of the information and data protection 

regulation. DIRECTV complies with all constitutional, sectoral, 

legal and other applicable regulation. 

 

The related pólices are available on our website. In 

addition, we include confidentiality clauses and 

information ownership clauses in all agreements we 

execute. 

No claims over breach of 

customers’data confidenciality 

have been raised. 

In 2016, no claims were brought against DIRECTV on 

the grounds of breach of regulations regarding the 

provision and use of products and services.We 

endeavor to comply with all the regulation 

applicable in our industry, especially regarding 

communication related to our products and services’ 

conditions. 

We strive on an ongoing basis to mitigate risks in 

advance, by monitoring business definition and 

including contractual clauses that may be beneficial 

for all parties. The Legal department works as a filter 

to advise the different business areas, so that ideas 

may be put into practice at no risk.  

Advise is provided to internal customers on the 

different areas’ enquiries, in order to support growth 

and foster relationships which meet the corporate 

principles. Our external advisors are duly assessed 

and are required to sign in FCPA policies compliance 

forms, so that they may be familiar with how to 

interact with the actors they may relate with, 

especially, public officers. No business, 

documentation, contract or other action can be 

executed unless duly approved or reviewed by the 

Legal department.  
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Our customers are at the core of our business. Our 

goal is to improve their experience. That is why an 

area devoted to envisaging, strengthening and taking 

care of the customer´s experience is in operation in 

each country. 

Identifying, knowing, segmenting and profiling our 

customers is critical to design focused strategies 

which allow us to optimize corporate investment and 

improve their experience on the basis of DIRECTV 

products and services.  

,. 

PREVIOUSLY PAID 

 PreviouslyPaid customers feature 45 months 

seniority with the Company and are 51 years old, 

both on average; with a high concentration of 30 to 

40 year-old customers with the high definition service 

(HD). 

The segmentation of Previouslypaid product 

customers is based on each customer’s REAL and 

POTENTIAL VALUE, including the intertwining of 

such variables as product, seniority and 

demographics.  

PREPAID 

Prepaid customers feature 31-month seniority and are 

38 years old, both on average. There is a high 

concentration of 26-35 year-old customers with the 

standard definition service (SD). 

Prepaid customers’ segmentation is based on the 

analysis of the customer´s recharge behaviour during 

a certain period of time and their seniority at 

DIRECTV. 

Nowadays, 93% are natural persons and 7% are 

legal ones. 

END OF PERIOD 

(EOP) 2016 

SENIORITY WITH DIRECTV ECUADOR 

PREVIOUSLYPAID 

PREPAID 

Older than 36 months 

From 24 to 36 

From 12 to 24 
m 

From 6 to 12 m 

15,8% 

10,4% 

22,8% 

38,8% 

4,8% From 3 to 6 m 

From 0 to 3 m 7,4% 

288686 
Prepaid 

Older than 36 

months 

From 24 to 36 
m 

From 12 to 24 
m 

From 6 to 12 m 

From 3 to  6 m 

From 0 a 3 m 

14,6% 

13,5% 

7,9% 

5,6% 

8,3% 

50,1% 

169898 
PreviouslyPaid 

TOTAL 
458584 

CUSTOMERS: 

OUR PRIORITY 
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EXPERIENCE WITH 
THE PRODUCT 

The products and 

services suit my needs 

EXPERIENCE WITH  
THE SERVICE 

My interactions with 

the company are 

easy and pleasant 
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TRACKING SATISFACTION LEVELS 
 
Over the last years, the customer´s experience 

management has been strengthened as a competitive 

differentiation strategy. For DIRECTV, this stands as a 

novel way of doing business which goes well beyond 

customer´s satisfaction and quality service. It entails 

getting to know, understand, design and manage 

interactions with customers, in order to influence on 

their perception, with the aim of boosting their level of 

satisfaction, permanence and likelyhood of 

recommendation. 

At DIRECTV Ecuador, we believe the customer´s 

experience stems from their perception after rationally, 

physically or emotionally interacting with any corporate 

product or service. This perception has some influence on 

behaviour, thus affecting the corporate economic value. 

The customer´s experience expands over all 

interactions within the value chain during their 

lifecycle: it arises from the attraction and interest the 

brand triggers in them, based on the pledge of value 

and goes on with the commitment of each area. Its 

scope is comprehensive and ties the business to the 

customer´s vision. 

  

Our commitment entails offering 

the best video experience to our 

customers on any device on daily 

basis, anytime, anywhere. 

As a comprehensive experience, its design stems from 

learning about customers and listening to their voice and 

designing a network of enriching interactions on that 

basis. The relationship dynamics calls for satisfaction 

and recommendation monitoring, which allows us to 

implement a continuous experience improvement 

model within a competitive and ever-changing 

environment. This, in turn, translates into sustainable 

results achievement by enhancing our rates of 

customers’ attraction, retention and bonding. 

 

 

BEST CUSTOMER 

EXPERIENCE 

EXPERIENCE WITH  
THE BRAND 

The brand is critical for 

me and I trust this 

company  
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NPS ASSESSMENT 

This indicator measures customer loyalty, based on 

their likelihood of recommendation and their 

experience. The customer answers only one question 

on service recommendation likelihood and, according 

to their answer, these are clasified into: 

 Promoters: if their score in terms of likelihood of 

recommendation is 9 or 10. 

 Neutral: if their score in terms of likelihood of 

recommendation is 7 or 8. 

 Detractors: if their score in terms of likelihood of 

recommendation ranges between 0 and 6. 

It is worth mentioning that customers in the promoter 

group associate their likelihood of recommendation to 

the following product attributes: 

 Programming 

 Technology 

 Price-service ratio 

DIRECTV Ecuador is the NPS leader in the industry, 

with an average 25% gap over its competitors. 

 

 

 

 

 

 

 

SALES ASSESSMENT 

In order to measure customers’ perception during the 

purchase experience, two variables were assessed: 

argument and perception, and commercial conditions, which 

make up the Sales Quality General Index (SQGI). 

 

 

During 2016, 4711 surveys were carried out to assess 

the SQGI driver, where a 81.62% satisfaction level 

was recorded. 

On average, in 2016, 1.12% of customers were 

dissatisfied regarding the “argument and perception” 

variables; and 17.76% felt so concerning the 

“commercial conditions” variables. 

2016 AVERAGE  
SQGI 18.38% 

Argument/Perception 1.12% 

Commercial conditions 17.76% 

FIELD SERVICES ASSESSMENT 

This survey aims at learning about the customer´s 

degree of satisfaction on attributes related to 

technical visit support management. The attributes 

under assessment were as follows: 

 

 Technician punctuality in terms of appointed time 

and date 

 Time between service request and execution. 

 Adequate post-visit functioning. 

 Technician’s willingness to solve customer´s 

enquiries. 

 Training on the product. 

 General satisfaction regarding the visit. 

The indicator results have allowed 

us to detect improvement 

opportunities during the sales 

process, by identifiying channels 

with higher rate of deviations. 

In 2016, DIRECTV Ecuador’s average NPS stood at 46.32%. 

The level of recommendation likelihood was higher among 

Postpaid customers, where a 59.30% was achieved, while in 

the case of Prepaid customers a 41.89% was achieved. 

 

DIRECTV PREVIOUSLYPAID PREPAID 

70.00% 

65.00% 

60.00% 

55.00% 

50.00% 

45.00% 

40.00% 

35.00% 

30.00% 
1 1.5 2 2.5 3 3.5 4 

QUARTER 2016 

DRIVER Q1 2016 Q2 2016 Q3 2016 Q4 2016 

DIRECTV 43.61% 48.11% 42.27% 51.28% 

PREVIOUSLY 
PAID 

58.96% 58.16% 58.08% 61.99% 

PREPAID 38.44% 44.80% 36.93% 47.37% 
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Satisfaction survey results are closely linked to the 

operative indicators, which allow us to focus on 

operation improvement. Attributes with higher deviation 

rates during 2016 were punctuality and service timing; 

so, as from July, several corporate areas devoted their 

efforts into working on those deviations and keeping 

service standards in similar levels to the ones achieved 

for the other indicators. 

During 2016, we surveyed 18574 customers, which 

accounts for 15.2% of the service visits carried out. 

The satisfaction assessment results on general 

technical service were the following: 

ATTRIBUTE AVERAGE 

% Punctuality 94.67% 

% Satisfaction on Service timing 91.93% 

% Adequate functioning 96.89% 

% Satisfied with technician´s willingness 97.58% 

% Satisfied with training provided 96.21% 

% General satisfaction with technical service 96.32% 

ATTRIBUTE SEMESTER 1 SEMESTER 2 IMPROVEMENT 

SATISFACTION WITH THE TIMING 90.07% 93.80% 3.73% 

PUNCTUALITY 93.77% 95.58% 1.81% 

These results helped us reduce 

51% of the calls related to 

technical visits information and 

related non-attendance vis-a-

vis the first semester. 

96.32% 
DIRECTV 

96.48% 
PREVIOUSLY 
PAID 

95.88% 
PREPAID 
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CALL CENTER ASSESSMENT  

The call center satisfaction survey is carried out on line: 

at the end of each customer call, representives inform 

customers that, after completion of the call, they will be 

asked some questions intended to improve attention. 

The following aspects are assessed: 

 If the reason to call was solved during the course of the 

call. 

 If the problem remains unsolved. 

 Satisfaction with the call. 

 Satisfaction with the service representative. 

In 2016, 34674 surveys were conducted at the call 

center, with the following results being obtained: 

 

All throughout 2016, 1413.059 calls were taken, which 

resulted in the following drivers: 

 Calls 
offered  

Service 
Level 

Dropout 
Rate 

PREVIOUSLYPAI
D 

597668 94.12% 1.66% 

PREPAID 815391 91.05% 3.90% 

TOTAL 2016 1413059 92.35% 2.95% 

 

CURRENT BUSINESS 2016 RESULTS  

PREPAID 
 Solution during the first call 

 Satisfaction with the call 

61.39% 

89.26% 

PREVIOUSLYPAID 
 Solution during the first call 

 Satisfaction with the call 

56.16% 

90.51% 

DIRECTV 
 Solution during the first call 

 Satisfaction with the call 

58.72% 

89.91% 

  Surveys 34674 
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OPERATIONAL RESULTS 

Communication strategies, process improvement and 

self-management channels enhancement allowed us 

to reduce the number of calls to a total of 142863 vis-

a-vis the first semester 2016. 

 

ON-SITE SERVICE CENTERS 

ASSESSMENT  

 

This survey aims at determining the customer´s 

satisfaction level with the service at our on-site 

service centers and the level of problem-solving 

ability regarding customers’ requirements. 

In 2016, 4502 customers were surveyed. 

The average satisfaction level was 99.57% 

while a 96.70% problem resolution level was 

achieved. 

 

 

4.50% 

4.00% 

3.50% 

2.50% 

2.00% 

% UNSOLVED PROBLEM  

1 2 

- QUARTER 2016 - 

3 4 

 

0.90% 

0.80% 

0.70% 

0.60% 

0.50% 

0.40% 

0.30% 

0.20% 

0.10% 

0.00% 

% DISSATISFACTION 

1 2 

- QUARTER 2016 - 

3 4 

REASON TO CALL 
SEMESTER 1 
(amount of contacts) 

SEMESTER 2 
(amount of contacts) 

IMPROVE-
MENT 

SIGNAL PROBLEMS 268813 199080 69733 

PRODUCTS INFORMATION 
AND REQUEST 

235548 202217 33331 

TOTAL CONTACTS  

 
 573418 135830 

 



 

 3 2  

 

 

 

WE ENTERTAIN  2016 Sustainability Report 

 

 

INVOICING SERVICE ASSESSMENT  

It aims at measuring customer´s satisfaction with the 

invoicing service process in terms of:  

 General invoicing satisfaction. 

 Invoice reception and non-reception related 

problems. 

 Perception of wrong charges invoicing. 

 Problems related to means of payment. 

During 2016, 5722 
surveys were carried out to 
assess invoice service 
satisfaction, with an 81.69% 
average satisfaction level 
being achieved. 

Different actions towards improving the 

satisfaction indicator were taken, which had an 

impact on those attributes valued by the customer. 

For instance, in order to leverage invoice non-

reception dissatisfaction, the “Balance on the screen” 

option was encouraged so that customers may be 

able to see their invoice data on their TV set screen. 

This allowed us to strike a 10% reduction in related 

calls. 

 
 

REASON TO CALL AMOUNT OF CONTACTS IMPROVEMENT 

 

82.50% 

82.00% 

81.50% 

81.00% 

80.50% 

SATISFACTION EVOLUTION 

1 2 3 4 

QUARTER 2016 

SATISFIED WITH 

INVOICING SERVICE 

4,007 02-BALANCE AND 
PAYMENT 

1 SEMESTER 2016 2 SEMESTER 2016 

43015 39008 

Q1 Q2 Q3 Q4 

80.62% 82.32% 81.52% 82.28% 

SATISFIED WITH THE 
INVOICING SERVICE 

 2016 AVERAGE 

Satisfied with the invoicing service 81.69% 

DIRECTV invoice reception 81.69% 

Charges identification 81.69% 

Straightfoward payment process 81.69% 
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We cooperate 

 A dynamic team 

 Ongoing education 

 Benefits and flexibility 

 Occupational Health and Safety 

 Dynamism and diversity for the sake of growth 



 

 3 4  

 

General Contract Total General Contract Total 

CONTRACT Female # Male # Female and Female and 

Male # Male % 
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Our payroll is in a direct relationship with our 

organization: there are no independent personnel or 

sole-person companies. For its operation, DIRECTV 

has complementary services contracts in the Security 

and Cleaning areas for whose purpose we comply with 

the requirements contained in currently effective 

legislation. 

Likewise, DIRECTV maintains commercial 

contracts with sales and facilities service 

providers. In this regard, commercial contracts have 

benn executed, which are managed and monitored 

by the Legal Area management for due compliance 

with all legal, social, commercial and contractual 

aspects. 

Indefinite 140 256 396 96.6% 

 

 

 

 

 

 

Temporary 1 1 0.2% 

Grand total 142 268 410 100.0%  

PAYROLL SIZE ON AN EMPLOYEES, 

EXTERNAL WORKERS AND GENDER BASIS. 

Complementary Services 

MEN WOMEN 

 

 

 

TOTAL 27 

 

We are fully persuaded that the corporate key to 

success lies in its human capital. That is why 

DIRECTV is made up of a dynamic and diverse 

team, which works hand in hand to deliver the best 

entertainment experience to customers. 

DYNAMISM AND DIVERSITY 
FOR THE SAKE OF GROWTH 

PERCENTAGE AND NUMBER OF EMPLOYEES PER CONTRACT TYPE AND GENDER. 

 On trial 2 7 9 2.2% 

 Trainee 3 3 0.7% 

Security 15 0 

Cleaning  4 7 

Courier service 1 0 

 
Professional 1 1 0.2% 
Fees 
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PAYROLL SIZE PER REGION AND 

GENDER 

CITY Female Male Grand total 

AMBATO 2 9 11 

CUENCA 6 10 16 

GUAYAQUIL 20 56 76 

MANTA 4 12 16 

QUITO 110 181 291 

Grand total 142 268 410 
 

AN INCLUSIVE ENVIRONMENT 

DIRECTV has rules on labor relationships and behaviorin 

place, namely: the Internal Labor Regulations, the 

Occupational Health and Safety Regulations and the Code 

of Ethics. These documents set external and internal 

guidelines applicable to employees’ behavior and actions. 

We also adhere to the country’s legislation applicable to all 

environments, such as the Code of Labor. 

In order to create and maintain an inclusive and 

diverse working environment, the different 

perspectives contributed by each individual to our 

workplace are considered. This challenges us into 

more open-minded team thinking and allows us to 

be more creative regarding  

 

 

 

 

 

the products and processes we develop. We are 

well aware of the fact that the market we operate in 

features a myriad of social customs and cultural 

traditions, and we respect and adhere to such 

differences. 

The organization’s values focus on:  

 Acting ethically and respecting fair market 

competition; 

 Acting on the basis of honesty and integrity; 

 Treating all people respectfully, avoiding no 

discrimination or harassment, fostering diversity and 

inclusiveness in a safe and protected environment; 

 Carrying out our processes in compliance with 

legislation; 

We count on our Internet channel (EthicsPoint), where 

cases of commercial, labor and social non-compliance 

may be reported.  Upon due investigation, actions are 

adopted to do away with any actions breaching corporate 

rules and regulation. 

  

 

 

 

 

 

 

 

 

 

 

 

 
GENDER 

GENDER AMBATO CUENCA GUAYAQUIL MANTA QUITO 

Female  18% 38% 26% 25% 38% 

Male 82% 63% 74% 75% 62% 

Grand total 100% 100% 100% 100% 100% 

 

CORPORATE GOVERNANCE   FOREIGNERS   

Gender % People  Foreigners % People 

Female  25% 2  YES 3% 11 

Male 75% 6  NO 97% 399 

Grand total 100% 8  Grand total 100% 410 
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The current employee average at DIRECTV is 34 years 
old, with no employees close to retirement age in the short 
term. Regarding employment termination, there no are 
scheduled programs for the time being. 

AGE RANGE, GENDER, CITY 

BETWEEN 30 - 50  AMBATO CUENCA GUAYAQUIL MANTA QUITO Grand total Percentage 

Female 2 5 14 2 74 97 35.8% 

Male 6 9 36 10 113 174 64.2% 

Total Bet. 30 - 50  8 14 50 12  271 66% 

 

ABOVE 50  AMBATO CUENCA GUAYAQUIL MANTA QUITO Grand total     Percentage 

Female 4 4 1.5% 

Male 7 7 2.6% 

Total above 50 11 11 3% 

 

YOUNGER THAN 30 AMBATO CUENCA GUAYAQUIL MANTA QUITO Grand total  Percentage 

Female  1 2 6 32 41 15.1% 

Male 3 1 2 20 61 87 32.1% 

Total Younger than 30  3 2 26 4 93 128 31% 

 
SUMMARY AS OF DECEMBER 2016 

Gender % People 

Female 35% 142 

Male 65% 268 

Grand total 100% 410 
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 YOUNGER THAN 30  BETWEEN 30 - 50  OLDER THAN 50  
Total % Total Employees 

 % Employees % Employees % People 

PRESIDENT/GENERAL MANAGER*        

Male 0.0%  0.4% 1 0.0%  0.2% 1 

DIRECTOR*         

Female 0.0%  0.4% 1 9.1% 1 0.5% 2 

Male 0.0%  1.1% 3 9.1% 1 1.0% 4 

MANAGERS         

Female 0.0%  2.6% 7 0.0%  1.7% 7 

Male 0.0%  6.6% 18 18.2% 2 4.9% 20 

HEADS OF DEPARTMENT         

Female 0.0%  8.5% 23 0.0%  5.6% 23 

Male 0.8% 1 5.9% 16 9.1% 1 4.4% 18 

SUPERVISOR/COORDINATOR/ SENIOR ANALYST        

Female 2.3% 3 4.8% 13 0.0%  3.9% 16 

Male 7,0% 9 10.7% 29 0.0%  9.3% 38 

ANALYST/ JR ANALYST/ASSISTANT         

Female 28.9% 37 19.2% 52 9.1% 1 22.0% 90 

Male 46.1% 59 35.4% 96 9.1% 1 38.0% 156 

OPERATIVE/SUPPORT STAFF         

Female 0.8% 1 0.4% 1 18.2% 2 1.0% 4 

Male 14.1% 18 4.1% 11 18.2% 2 7.6% 31 

Grand total 100.0% 128 100.0% 271 100.0% 11 100.0% 410 

PAYROLL BREAKDOWN 
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CORPORATE GOVERNANCE 

DIRECTV is part of AT&T-DIRECTV Northern Cone, which 

is made up by the following countries: Trinidad and Tobago, 

Venezuela, Colombia and Ecuador, and is led by the 

DIRECTV Northern regional president. 

The Ecuador operation is led by an Executive 

President, with directors in the Commercial, Operations, 

Customer Experience, Public Relationships and Social 

Corporate Responsability and Sports areas reporting to him. 

He is additionally entrusted with the direct coordination of the 

support to the Human Resources, Information Technology 

as well as the Administrative, Financial, Legal, Regulatory 

and Safety management areas, with the latter reporting to 

the relevant area’s top authorities at Cone level. 

Corporate decision-making is based upon the approval 

of regional and vertical areas leaders’ (support or services). 

 At DIRECTV, there are weekly managerial team meetings 

(president, directors/managers directly reporting to 

Ecuador´s top authorities) where decisions on issues such 

as operational management, and social and environmental 

matters are made, all of them in line with the relevant 

legislation and rules and regulations.  

. 

The Public Relations and Human Resources areas 

communicate all corporate actions in operational, social and 

enviromental areas to internal or external stakeholders. 

There are other Internal Committees which are made 

up by different heads of department: the Occupational 

Health and Safety Committee, and the Commercial 

Channels Committee, among others. They are mainly 

intended to achieve continuous improvement, 

efficiency, and process alignment and 

streamlining in the organization. All occupational and 

corporate areas levels sit on these Committees. 
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A DYNAMIC TEAM 

In addition to counting on the workforce composition 

information, learning about its turnover trends is  equally 

important to us in order to keep implementing initiatives 

that may increadingly turn us into better employers.   

At DIRECTV, staff turnover occurs mainly in 

commercial positions: sales reps, technicians, Prepaid 

sales reps, sales supervisors and telesales. 

 Below is an outlne of the 2016 staff turnover; This calculation is based on the employees´ turnover 

index, which arises from dividing the year end payroll 

total by the number of employees who left the 

company. 

AGE RANGE, GENDER, CITY  
OLDER THAN 50 AMBATO CUENCA GUAYAQUIL QUITO MANTA 

Female      
Male    0.2%  

      
BETWEEN 30 AND 50 AMBATO CUENCA GUAYAQUIL QUITO MANTA 

Female   1.0% 3.7%  
Male 0.5% 1.0% 3.7% 7.8% 0.5% 

      
YOUNGER THAN 30 AMBATO CUENCA GUAYAQUIL QUITO MANTA 

Female  0.2% 1.2% 2.0%  
Male  0.5% 2.0% 6.1% 0.2% 

      Grand total 
* Cities / Gender / Age 0.5% 1.7% 7.8% 19.8% 0.7% 

 

DIRECTV’s staff turnover for 
2016 stood at 30%. 

STAFF INCREASE RATE 

3% 
12 EMPLOYEES 
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 Following is an outline of the staff recruitment during 

2016: 

 GENDER AMBATO CUENCA GUAYAQUIL MANTA QUITO Total general 

JANUARY 
Female  2 6 21 3 117 149 

Male  6 13 40 14 176 249 

Total as of January   8 19 61 17 293 398 
         

DECEMBER 
Female  2 6 20 4 110 142 

Male  9 10 52 15 182 268 

Total as of December   11 16 72 19 292 410 

         

INCREASE   3 -3 11 2 -1 12 

         

GROUP/AGE GENDER GUAYAQUIL  MANTA QUITO Total general 

Between 30 and 50 
Female   1 1 2  

Male   1 2 3  

Younger than 30 
Female    2 2  

Male 2   3 5  

Total as of December  2  2 8 12  
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BALANCE AND RETENTION 

DIRECTV complies with and grants due leaves to all 

employees on any grounds: maternity, paternity, 

disease, disasters and others.  

 100% maternity and paternity leaves were taken. 

 100% personnel on this type of leave 

returned to work at the company.

 

 100% employees on maternity leave continue 

working at the company. 

 66% employees on paternity leave have remained 

in their position for more than a year after their leave 

(3 employees left the company within 12 months 

after their expiration of their paternity leave). 

Regarding maternity, the company makes a present 

to newborns in the form of items for either boys or 

girls. 

 PROMOTING RESPECT 

DIRECTV applies the following documents on labor 

relationships and behavior: 

 Internal Labour Regulations. 

 Occupational Health and Safety Regulations. 

 Code of Ethics. 

These documents set guidelines regarding behavior 

and actions for internal and external employees. 

DIRECTV promotes respectful treatment and does 

not accept bullying, discrimination or harassment 

behavior at the workplace. We foster merit and skill-

based development, regardless of ethnics, color, 

religion, nationality, gender, sexual orientation and 

identiy, age, disability, marital statuts or citizenship. 

The company hosts an annual communication and 

training campaign related to the Code of Ethics. Over 

the last years, the Internet has been the tool 

employed for this type of training, which emphasizes 

employees’ possibility to report or enter cases of 

ethical principles breaches on the EthicsPoint portal.

As already stated, the reported cases are 

investigated by the Human Resources and Legal 

areas in cooperation with a third party not related to 

or involved in the case. During 2016 a case still 

pending for settlement was submitted. 

There is no deadline for cases’ investigation or follow-

up, which depends on their complexity and scope, 

though, to the extent that is possible, investigations 

should be conducted expediously. Based on the 

EthicsPoint system information, 8 cases cases were 

reported in 2016. 

In turn, administrative misconducts are notified by 

means on warning notices that are attached to the 

relevant employee’s file. 

We endorse and comply with 
anti-discriminatinon 
regulations applicable in all 
places where we operate. 
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ONGOING EDUCATION 
 

 

The coaching area is engaged in  strengthening 

the competences of employees in commercial and 

service positions, by means, for instance, of the  

Commercial School and Excellence in Service 

Program.    

 

These training and coaching programs focus on 

knowledge transfer through different teaching 

methodologies. We provide tools and techniques which 

support our employees´success, and we provide for 

assessment and follow-up instances intended to 

validate learning. 

DIRECTV promotes the contiunous development 

and learning of our employees. 

The training area is in charge of developing skills 

and competences (soft skills) with the aim of keeping 

our employees updated. Some of these trainings are 

General Induction, Coaching and Leadership, as well 

as external training coordination, among others. 

TRAINING HOURS PER POSITION AND GENDER  

PRESIDENCY 
DIRECTOR / 

MANAGER 

MANAGER / HEAD 

OF DEPT. 

SUPERVISOR / 

COORDINATOR / SR. 

ANALYST 

ANALYST / ASSISTANT / 

OPERATOR / SUPPORT 

M W M W M W M W M W 

37 n/a 32 28 15 13 17 15 10 11 

          

COMMERCIAL SCHOOL 

C
H

A
N

N
E

L
S

 

DIRECT SALES 
Commercial themes 
Standarizable - School MAIN THEMES 

T
A

R
G

E
T

 
G

R
O

U
P

 Managers 

TELESALES 

 
Skills: HR Soft Skills Knowldge of 

DIRECTV 
Commercial Skills  Management model Processes/Policies Sustainability 

Heads of dept. 

Country-specific themes 
Supervisors 

NEW CHANNELS 
Country-specific, 
standard methodology Certification levels (Coding, basic, intermediate, advanced and expert) Sales reps 

 Assurance of learning: based on Evaluations, Transfers and Certifications 

 Maintenance Model: Updating, refreshment and new products  

 Continous Measurement: Business KPIs and Balance Scorecard  
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I. KNOWLEDGE ACQUISITION: 

Training to teams 

II. TRANSFER STAGES: 

 Ensuring that acquired knowledged is implemented on the daily work. 

III. PERFORMANCE: 

 Analysis of final results arising from the learning consultancy and from 
the KPI´s.

 

Entertainment Road 

Level-based certification 

Entertainment 

 

Transfer method 

Transition workshops 

Coaching 

Leadership model 

 

Analysis of… 

Analysis of business results 
and indicators  
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ASSESSMENT FOR THE PURPOSE OF 

GROWING  

DIRECTV has a development management model 

focused on strengthening our employees’ 

compentencies and individual development. Thus, in 

2016, there were two instances for performance 

assessments review: 

1. July: goal-related progress assessment. 

2. December: final assessment and scoring. 

Due to nature of their position there were three who 

were unable to submit the assessment hard copy, 

which is one considered for the purpose of the 

indicator. However, these evaluations were indeed 

performed and they were informed about their 2016 

performance results. 

2016 EMPLOYEE ASSESSMENTS 

 

TOTAL 
EMPLOYEES  
 340 PER GENDER 

337 

99% 

EMPLOYEES 
ASSESSED 

PERCENTAGE OF 
EMPLOYEES 
ASSESSED 

PER WORKING CATEGORY 

100% PRESIDENCY 

100% DIRECTOR / MANAGER 

97%  MANAGER / HEADS OF DEPT. 

99% SUPERVISOR / COORDINATOR / 
SR. ANALYST 

100% 
MEN ASSESSED 

98% 
WOMEN ASSESSED 

100% ANALYST / ASSISTANT / 
OPERATOR / SUPPORT STAFF 

99% DIRECTV employees were assessed during 2016. 

BREAKDOWN 

2016 
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In order to fulfill our promise of creating an oustanding 

work environment, we offer our employees a variety 

of benefits focused on flexibility as well as on striking 

a work-family life balance, by promoting diversity and 

generating career growth opportunities. 

At DIRECTV, staff recruitment is based upon related 

selection and recruitment procedures. There is no 

discrimination of candidates on social, cultural 

conditions, gender or religion grounds.  

Remuneratin is set according to internal wage 

scales for each position level. The organization 

seeks to offer competitive market wages as well as to 

preserve internal equality. To this end, all 

employees’ wages are reviewed and analyzed 

annually, on the basis of the market wage survey, as 

well as on macroeconomic and industry and company 

adjustment trends. 

Wage ranges may be very broad, as a result of the 

labor market offer and supply trends, mainly in the 

case of positions with a shortage of qualified 

candidates, though this is unrelated to gender, age 

or any other personal condition. 

Wage / Occupational level 
relation average 

Women vs. Men ratio 

DIRECTOR 1:1,3 

MANAGERS 1:1,06 

HEADS OF DEPT. 1:1,10 

SUPERVISOR/COORDINATOR/ 
SENIOR ANALYST 

1:0,80 

ANALYST/JR ANALYST/ 
ASSISTANT 

1:0,88 

OPERATOR/SUPPORT STAFF 1:0,82 

 FAVOURING EQUALITY 

DIRECTV counts on an Internal Payroll Policy, as 

well as with practices to ensure external compatibility 

and internal equality in order to attract and retain staff 

in the company. 

To this end, a wage survey is annually commissioned 

which contains information on the Ecuadorian market 

wages to be used as wage management benchmark. 

Remuneration is set according to wage scales for each 

position. 

 

BENEFITS PACKAGE 

DIRECTV offers benefits package to its employees, 

which are granted according to the social Internal 

Benefits Policy. 

 Life insurance, 

 Health insurance, 

 DIRECTV service, 

 Graduation, marriage, birthday days off. 

Two years ago, a survey was conducted to measure 

corporate benefits perception and valuation. 

 

BENEFITS AND 
FLEXIBILITY 

 

OCCUPATIONAL LEVEL FEMALE MALE 

WOMEN-MEN WAGE RATIO PER 
LEVEL 

 

OPERATIVE/SUPPORT STAFF 1.2 1 121% 

We seek to offer competitive market wages and to preserve internal 
equality. 
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Based on this, rounds of talks with employees were 

hosted. Improvement opportunities regarding those 

concerns deemed critical by our employees are to be 

reviewed during 2017. 

 

 

BENEFIT REGULAR STAFF TEMPORARY 
STAFF 

DIRECTV signal-service Yes No 

Parking / parking cost support Yes, offered to directors, managers and heads of dept. No 

Life insurance Assistance offered for the other positions Yes 

Health insurance Yes Yes 

Uniforms Yes No 

Corporate cellphone Yes, for managerial positions or if required for work No 

Christmas present Yes  Yes 

Social events Yes  Yes 

Birthday free afternoon Yes Yes 

Graduation day off Yes  Yes 

Marriage days off Yes 
Yes 

Children´s birth present Yes  
Yes  

Fruit provided once a month ("Healthy Monday") Yes  
Yes 

Access to employees´cellphone plans Yes  No 

Access to employees´car insurance Yes No 

Advanced wage paymetns Yes No 

Integration activities Sí Sí 
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OCCUPATIONAL HEALTH 
AND SAFETY  

Mantaining mixed male and female employees 
structures leads to a fuller picture of the gender-
based risks impact and their influence according to 
their roles, and allows coming up with feasible and 
timely action measures. 

 

Our employees´life quality is a core priority for 

DIRECTV, and we are therefore very serious about 

all occupational health and safety initiatives. We daily 

strive to offer people a protected environment, where 

they can feel relaxed and confident to work in. 

 

The Health and Safety area´s main commitment is 

labor risks prevention, through the allocation of the 

technical, economic and human resources to allow for 

the continuous development and strengthening of the 

safety and health management system based on the 

administrative, human talent, technical and operative 

procedures management. 

The unit is made up by the Health and Safety central 

office, medical service and social work, which allows for 

a comprehensive perspective when it comes to 

decision-making and to prevention measures. 

 

DIRECTV´s prevention guidelines are included as part of 

the Safety Policy, as well as in the emergency plans and 

procedures; for whose purpose preventive structures 

consisting of personnel from the different branches 

nationwide have been established. This allows a higher 

level of employees´ participation and involvement in 

preserving and safeguarding employees’ wellbeing, and in 

creating the conditions required for an adequate laboral 

performance. 

 

OCCUPATIONAL SAFETY COMMITTEE  

Establishing subsidiary-based committes, sub-

committes and delegations allows us to: 

 Enhance the management impact; 

 Regularly monitor the compliance with the Internal 

Regulations provisions; 

 Suggest the execution of business action plans 

leading to a safe and sound working environment. 
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DIRECTV PERCENTAGE 

2016 TOTAL EMPLOYEES  
N° OF EMPLOYEES IN THE 

STRUCTURE 
N° OF EMPLOYEES OUTSIDE  

THE STRUCTURE 
PERCENTAGE OF EMPLOYEES’ 
PARTICIPATION IN COMMITTES  

410 50 360 12.20% 

DIRECTV CITY-BASED PERCENTAGE  

 

CITY 2016 EMPLOYEES TOTAL 
N° OF EMPLOYEES IN 

THE 
STRUCTURE 

N° OF EMPLOYEES 
OUTSIDE  THE 
STRUCTURE 

PERCENTAGE OF 
EMPLOYEES’ 

PARTICIPATION IN 
COMMITTES  

QUITO 291 12 279 4.12% 

GUAYAQUIL 76 12 64 15.79% 

CUENCA 16 12 4 75.00% 

MANTA 16 12 4 75.00% 

AMBATO 11 2 9 18.18% 

TOTAL 410 50 360  
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PERCENTAGE OF GENDER REPRESENTATION IN PREVENTIVE 
STRUCTURES, PER CITY 

This analysis shows that Operations is the area 

featuring the highest injuries occurrence rates, given 

the high risk entailed by their activities. However, it is 

worth mentioning that there are no highly serious 

injuries, as the Health and Safety unit has taken 

preventive and corrective measures to mitigate risks. 

QUITO 12 7 5 58% 42% 

GUAYAQUIL 12 6 6 50% 50% 

CUENCA 12 7 5 58% 42% 

MANTA 12 8 4 67% 33% 

AMBATO 2 1 1 50% 50% 

TOTAL 50 29 21 58% 42% 

CITY 

MALE 

PREVENTIVE STRUCTURE 
MEMBERS 

FEMALE MALE 

REPRESENTATION 
PERCENTAGE PER GENDER 

FEMALE Thus, a personnel induction system has been 

developed, along with training and field support 

provided by supervisors, delivery of personal 

protection equipment and related use training, 

regular safety talks, among others. 

Health prevention and promotion actions focus on 

DIRECTV direct employees. In the case of dealers, 

commercial contracts set out the compulsory 

compliance with the country´s applicable legislation 

and regulations, especially the Health and Safety 

ones. Due compliance is eventually controlled by 

the Field service monitors. 

CARING FOR OUR TEAM 

TOTAL STRUCTURE 
EMPLOYEES  
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 LOST TIME ANNUAL IF = 3 x 200000 0.70 ANNUAL SERIOUSNESS INDEX =  91 x 200000 24.08 

851,488  851,488 

RISK RATE 

 

 
 

 

ACCIDENTS 

REQUIRING NO 

LEAVE 

ACCIDENTS 

REQUIRING 

A LEAVE 

AGGREGATE 

LEAVE 

FREQUENCY 

INDEX 

LEAVE 

MONTHLY 

FREQUENCY 

INDEX 

TR= N° LOST 

DAYS / N° OF 

ACCIDENTS 

LOST DAYS 

TOTAL X 200 
000 

SERIOUSNESS 

INDEX 
"IN ITINERE" 
ACCIDENTS 

FEBRUARY 407 66,940.00 1.00 9.50 2.99 1,166.06 1,900,000.00 28.38 0.00 9.50 

MARCH 421 74,876.86 0.00 8.00 0.00 741.74 1,600,000.00 21.37 0.00 0.00 

APRIL 421 70,097.61 0.00 30.00 0.00 553.26 6,000,000.00 85.59 0.00 0.00 

MAY 429 71,628.22 0.00 31.00 0.00 439.22 6,200,000.00 86.56 0.00 0.00 

JUNE 425 75,114.20 1.00 21.00 2.66 361.62 4,200,000.00 55.91 0.00 21.00 

JULY 426 72,429.00 0.00 0.00 0.00 308.71 0.00 0.00 0.00 0.00 

AUGUST 425 76,238.00 0.00 0.00 0.00 267.52 0.00 0.00 0.00 0.00 

SEPTEMBER 418 75,466.95 1.00 3.00 2.65 236.61 600,000.00 7.95 0.00 3.00 

OCTOBER 412 71,180.63 0.00 0.00 0.00 213.15 0.00 0.00 0.00 0.00 

NOVEMBER 410 67,460.12 0.00 0.00 0.00 194.84 0.00 0.00 0.00 0.00 

DECEMBER 406 66,625.69 0.00 0.00 0.00 179.60 0.00 0.00 0.00 0.00 

JANUARY 398 63,431.00 0.00 1.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 

Total: 851,488.28 3.00 0.00 1.00 102.50 0.70 0.88 20,500,000.00 24.08 34.17 34.17 

MONTH PAYROLL 
HOURS WORKED 

LOST WORKING 
DAYS AS A RESULT 

OF ACCIDENTS 
RISK RATE 
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JANUARY MARCH MAY JULY SEPTEMBER NOVEMBER 

SERIOUSNESS INDEX 

RISK RATE MONTHLY LOST TIME FREQUENCY INDEX 

MARCH MAY JULY SEPTEMBER NOVEMBER JANUARY DECEMBER OCTOBER AUGUST JUNE APRIL FEBRUARY MONTH 

The risk rate is based on IF and IG proportion and 
it is calculated as follows: RR=IG/IF 

#Accidents total x 200.000 
# Total Work man-hours 
 

#Lost days total  x 200.000 
#Total work man-hours   
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GENDER CITY ÁREA 
WORK-RELATED ACCIDENTS OCCUPATIONAL 

DISEASE 

ABSENTEESIM 
DAYS- NATURAL 

DAYS VICTIM INJURY 

MALE GUAYAQUIL OPERATIONS  
Hemitorax and left 

elbow trauma 
 3 

MALE QUITO OPERATIONS  Right leg trauma  2 

MALE GUAYAQUIL OPERATIONS  Scalp burn  5 

MALE QUITO OPERATIONS  
Direct trauma on 

left shoulder 
 71 

      81 

 

 

 

 
 

  

DIRECTV PERCENTAGE PER CITY 

 

QUITO 291 2 0.69% 

GUAYAQUIL 76 2 2.63% 

CUENCA 16 0 0.00% 

MANTA 16 0 0.00% 

AMBATO 11 0 0.00% 

PERCENTAGE OF GENDER REPRESENTATION IN PREVENTIVE 

STRUCTURE PER CITY 

DIRECTV ABSENTEEISM PERCENTAGE 

TOTAL 2016 
EMPLOYEES  

AVERAGE WORKED DAYS DAYS ABSENT 
ABSENTEEISM 
PERCENTAGE 

Jan-16 398 
404 365 81 0.055% 

Dec-16 410 

 

 

DIRECTV ABSENTEEISM PERCENTAGE PER GENDER (MALE) 

TOTAL 2016 
EMPLOYEES  

AVERAGE WORKED DAYS ABSENT DAYS 
ABSENTEEISM 
PERCENTAGE 

Jan-16 249 
258.5 365 81 0.086% 

Dec-16 268 

 

CITY 
TOTAL 2016 EMPLOYEES  

N° EMPLOYEES AT 
ACCIDENTS 

PERCENTAGE 

OCCUPATIONAL HEALTH 

Based on the risk assessment carried out, the 
ergonomic and psychosocial risks entail the highest 

impact for DIRECTV, as all employees are exposed 

to them, with the highest incidence being identified in 
administrative employees (recurrent movements). 
Thus the importance for the index to link the number 
of affected employees and the number of employees 
exposed according to position and area. 

 

 

In order to mitigate existing risks, there are established 
Health and Safety Rules and Regulations guidelines, 
procedures applicable to suspected occupational 
diseases and other policies in place, as well as 
inductions for all employees on the risks they are 

exposed to, active breaks, medical examinations, 

and prevention and self-care talks and campaigns. 
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THE VALUE 

CHAIN  

Bringing the best-in-class entertainment offer to our 

customers is a mission we would be unable to accomplish 

were it not for the collaboration of all the stakeholders and 

their coordinated work and commitment to a quality and 

ethical operation: ranging from our inputs suppliers to the 

commercial agents carrying our proposal to the 

customers. 

DIRECTV value chain goes a long 

way from set-top boxes production to 

their installation in customers’ 

households. 
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We aimed to forging robust, long-lasting ties with our 

products’ and services’ suppliers, underpinned by the 

values of honesty, integrity, fair treatment and 

freedom of competition. 

   

Due to features of our business, largely relying on the 

tecnological aspect which for the most part is locally 

unavailable, 70% of the goods and services are 

purchased from foreign suppliers and directly 

negotiated by our head office on the basis of our internal 

policies. The remaining purchases percentage (30%) is 

locally managed, mainly based on offered products and 

services’ quality indicators. 

 70% foreign suppliers 

 30% local suppliers 

Our authorized distributors account for a major share of 

local suppliers, who commercialize or install paid 

television services and thereby creating around 500 

direct jobs in all provinces of the Ecuadorian 

continental territory. The total  annual amount paid to 

our distributors during 2016 was around $5336 

(thousand dollars). 

Our business nature leads to continuous heavy 

investment on advertising. In fact, DIRECTV ranks 

among the 20 largest media advertisers in the 

country. During 2016, this amount stood at 

approximately $9573 (thousands dollars), with  $1253 

(thousands dollars) related to sports organizations 

sponsoring. 

Our prepaid satellite television service is 

commercialized through services recharging 

specialists; namely, the same companies which serve 

the cellphone segment. 

 

 

OUR SUPPLIERS 
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0 1 

ORDERING SECTOR PROCUREMENT 

PURCHASE PROCESS (DTV LATAM) 

Ask Requester for 
Solped generation on 

SAP 

1.1 

1.2 

PLANNING REQUESTER FINANCE SUPPLIER 

Scope 

Specs (Quantity, Time, 
Quatation, purpose and 
Category) 

Budget 

Costs and accounting 
records center 

Enter order 
request on SAP 

RELEASE 

2 

OUR SUPPLIER 

Search for 
suppliers and 

quotations 

3.3 

3 .4 

3 4 5 6 7 

Process award 

 Collation of different offers 

Request Legal Contract 

Purpose, conditions and 
contractual duties 

Quote analysis 
and selection 

USER 

Commercial support, 
Quote 

PO release follow-up is 
incumbent upon 
Requester  

Generattion of PO 
on SAP 

 G&S reception Generation of  
receptionentry on 
SAP (Within 24 h 

after G/S 

reception) 

7.1 

Accounting 

Record invoice 

Enter Payment  

Do transfer 

Accounting and 
payment 

ASSESSMENT RELEASE INVOICING RECORDING AND 

PAYMENT  

Documentation 

Request and requirements 
 

Create/Modify 

Enter record on SAP 

2.1 

2.2 3.2 

3.1 4.1 

4.2 

6.1 7.1 

Commercial Assessment 

Commercial terms 

Technical Assessment 

Specs and technical 
parameters 

ADM&FIN 

Documentary and 
contractual support 

Invoice Reception 

With Purchase Order Number 
and/or Enter Sheet, according 
to local process 
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At DIRECTV, We aim to getting our company to 

generate a positive impact inwards but also outwards, 

on the communities where we operate. To this end, 

we cooperate with social organizations to jointly boost 

different long-term development promotion initiatives. 

 

DIRECTV Ecuador features its own DIRECTV 

Generation program in Latin America, which is based 

on four main pillars: 

 Education.  

 Volunteerism. 

 Broadcasting (air-time donation). 

 Sustainability. 

In order to develop our own sustainability strategy, we 

used the same guidelines as established regionally 

with a view to generating a positive impact and 

improving the different stakeholders´ intertwining with 

the industry. 

 DIRECTV Generation involves: 

EDUCATION 

 Escuela+ is one of our main programs. In 2016, 

we were able to reach the number of 214 schools 

where the program is installed, with around 

95000 students as beneficiaries. Fort he purpose of 

this program we work hand in hand with Heavy Oils 

Pipelines (HOP), the Secretary of Education, 

Recreation and Sports of the Municipality of Quito, 

the Enseña Ecuador Foundation and the Fé y 

Alegría Association. By means of this nationwide 

project, DIRECTV seeks to contribute to local 

education, by installing recording set-top boxes with 

the aim of promoting the creation of audiovisual 

libraries in educational institutions which may allow 

them to leverage on the over 5000 content items 

available in the programming grid designed for 

Escuela+. In turn, Ecuador is a pioneering country in 

the implementation of Escuela+-based teaching and 

learning methodologies. 

 
 

DIRECTV 
GENERATION 
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 In the framework of the Nat Geo Explorer 

contest, bilingual schools nominate students on the 

web who compete to join a trip with National 

Geographic photographers, explorers and writers. In 

2016, a student from Quito, Ecuador was the winner 

city and had the chance to travel to India. 

  DIRECTV Cinema+ is a program to promote Latin 

American Cinema, where participants from the region 

compete with their short films for a local and regional 

scholarship. The local one consists in a monetary 

award of $5000 US dollars to support the winner’s 

sudies, along with $5000 US dollars for the university 

they represent. On the other hand, the regional 

scholarship involves giving the winner the chance to to 

take a Summer course at the University of Southern 

California’s School of Cinematic Arts (USC). On 

occasion of the second edition, held in 2015, Ecuador 

won the regional contest and as a result, the winner 

was able to study at the same university as Steven 

Spielberg. In 2016, the first edition of the Academic 

Festival of University Cinema (FACIUNI), sponsored by 

the University of the Americas, was concurrently held. 

VOLUNTEERING 

 In this context, we developed Piedra, Papel, Tijera 

(PPT), our three days volunteeing program, where we 

engage ourselves in building or refurbishing 

facilities for the benefit of the community. In 2016,  two 

main actions were performed: 

 In collaboration with the Cecilia Rivadeneira 

Foundation, we built the farm school, with the 

endorsement of more than 20 companies, which in all 

benefited 150 children with cancer and their families.  

 We held the first International PPT, in Canoa, 

where we built houses for families who had lost all their 

belongings. For this action, we partnered with Latam 

Airlines, which transported 44 DIRECTV international 

volunteers. 100 volunteers from 9 countries were also 

involved during 3 days of action, which translates into 

2400 hours of volunteering work and 2000 beneficiaries. 

(See the “Everybody for Ecuador” section). 

 Activity with 120 homeless adults: a joint action with 

COMUNIDEC in La Roldós neighborhood community kitchen, 

where around 20 DIRECTV volunteers were involved in 

entertaining attending adults through games, dances and songs, 

in addition to cooking the meal of that day.  
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 For the “Astillero” derby event, the signal was 

made available to all our customers older than 65, for 

them to enjoy the match. This action was 

complemented with a visit to an old people´s home, 

where DIRECTV volunteers shared all of the matche 

emotions with the residents. 

 In the aftermath of the the April 2016 earthquake, 

DIRECTV donated air time on its channels to 

inform about reception of international donations through 

the Ecuadorian chapter of the Red Cross (See “A united 

team” section) 

    AIR-TIME 

Our program called: “The Forum” is an example of 

this category: it consists of spaces of influence to 

communicate our actions in cooperation with 

foundations and NGOs. In 2016, we donated 29125 

air seconds, which translate into $145000 US 

dollars. This donation benefited the Fidal Foundation, 

the Special Olympics Foundation, the World Wild Life 

Foundation (WWF), SOSO Ecuador Children´s 

Villages, the Hogar de Cristo Foundation and the 

Juntos por Ecuador Foundation. 

SUSTAINABILITY 

In 2016, ECO DIRECTV achieved the following 

impacts: 

Hosting  the Latinoamerica Verde Awards in Guayaquil, 

where DIRECTV served as the event media partner. 

 Sponsoring public spaces, specifically La Coruña 

parterre, Plaza Artigas circle and Coliseo Rumiñahui 

circle, in Quito. 

 Waste segregation into organic, inorganic, plastics 

and paper in all our offices. (See chapter 7, “We 

preserve”) 

 Collaboration with the Hermano Miguel Foundation, 

as a result of which we were able to pick 8 tons of 

material that was subsequently recycled and 

transformed into more than 70 children therapy items. 

Unused computers, furniture items and plastic were 

collected during the course of this endeavor. 
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EARTHQUAKE IN 
ECUADOR 

In the aftermath of the 
tragedy, we committed 

ourselves to becoming a 
rel iable source of information 

as well. 
 

Aware of our social responsibility to our community, 

DIRECTV responded since day one of the disaster in 

solidarity with the families affected. The human 

mobilization allowed the implementation of actions at 

different levels, in the short, mid and long run. 

On the night of Saturday 16th of April, 2016, at 18:58, 

Ecuador was devastated by a 7.8 degrees earthquake 

in Richter scale, which mainly affected the coastal 

provinces of Esmeraldas and Manabí. The tragedy 

caused 673 victims, more than 12000 injured 

people, 8390 sheltered in temporary camps 

and material losses over than 3000 million US 

dollars). 

Painful scenes touched all Ecuadorians as well as 

countries worldwide, who showed their solidarity and 

support by making donations and sending humanitarian 

aid. 

One of the first actions was the direct support to 

our employees. 

 

DIRECTV employees and their families who where 

affected by the earthquake received prompt attention 

and assistance. In doing so, we managed to ensure the 

safety of the human team working in the cities and 

cantons hit by this natural disaster. 

WITH OUR MINDS ON OUR CUSTOMERS 

Regarding our customers, the company deployed a 

contingency plan which allowed helping subscribers 

who, due to the damages in their homes resulting 

from the earthquake or other situations, had their 

DIRECTV PreviouslyPaid or Prepaid service affected.  

More than 130000 DIRECTV Prepaid users, who had 

their service active during the 90 days preceding April,  

16th, 2016 in the provinces of Manabí and Esmeraldas, 

were given the benefit of a month active signal (up to 

May, 16th) for free. In turn, PreviouslyPaid users with 

active contract as from April 1st, 2016 in the two most 

badly affected provinces, received the service for free 

from April 1st to May 15th, 2016. 

These measures allowed our customers to  maintain 

their paid television signal and, while being able to 

enjoy the best entertainment, they also remained 

upadated by the mass media, which provided ongoing 

information caution, security and prevention measures for 

people in risky situations.
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To back this effort up, during the days after the 

disaster, we committed ourselves to becoming a 

reliable source of information. That is why we 

included alerts in our programming and one of them 

denied rumours of a potential Tsunami, as DIRECTV 

–by means of its ODS messages on our channels 

screens- provided real information about the situation, 

thereby preventing panic from sweeping through the 

population. This action turned highly significant for the 

different sectors struck by this natural disaster, as 

during the subsequent weeks and months more than 

2300 aftershocks were recorded, some of them of a 

similar magnitud to the original one. 

 A UNITED TEAM 

DIRECTV human team´s values and solidarity were 

clearly displayed during the days following the disaster, 

because the staff from all over the region was able to 

collect and organize donations for the people 

affected by the earthquake. DIRECTV provided basic 

needs items for the population of Manta, Portoviejo, 

Chone, Canoa, Calceta, Muisne, Tonsupa, 

Chamanga, among others. 

As part of our support plan, we used our flagship 

signal in the country to donate air time on DIRECTV 

Sports, in order to publicize at national and 

international level the Ecuadorian Red Cross´ 

humanitarian campaigns aiming at collecting 

donations for people in need. 

In addition, AT&T, DIRECTV’s parent company, 

enabled our customers residing in United States to 

make free calls to their families in Ecuador, to shorten 

During 3 days, 100 

volunteers from 9 countries 

jointly worked on the  

reconstruction of Canoa. This 

translated into 2400 hours of 

volunteering work and 2000 

beneficiaries. 
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distances and to be a prompt communication tool to 

allow checking Ecuadorian families’ wellbeing. 

AT&T also supported the volunteers and Red Cross 

members efforts and made monetary, food and water 

donations. All these contributions were aimed at 

ensuring the attention of affected families in Manabí 

and Esmeraldas. 

EVERYBODY FOR ECUADOR 

Our most ambitious campaign was activated thanks to 

DIRECTV Generation which, committed to bringing 

about positive global changes, implemented a 

contingent plan to meet the immediate needs of 

affected people. This way, the Piedra, Papel, Tijera 

volunteering program joined efforts with other 

companies

for the Ecuadorian coast reconstruction. 

LATAM Airlines, responded to the solidarity call and 

we were jointly able to gather all South American 

volunteers who, within eight months after the 

earthquake, arrived in Canoa and Manabí to build 10 

houses. Thanks to the Canoa Beach hotel 

collaboration, volunteers from other countries stayed 

there during four days for free. The DIRECTV 

Generation initiative was also supported by San 

Vicente Municipality, which donated the land to build 

the houses. 

Canoa´s reconstruction was a touching and fully 

solidarious event, and from the 1st to the 4th of 

December, DIRECTV South America´s volunteers 

spared no   

 “CANOA: THE REBUILDING” 

Thanks to the huge human contingent who took action in this 

reconstruction Project, DIRECTV Latin America concurrently 

shot a documentary on Piedra, Papel, Tijera work, called 

“Canoa: the Rebuilding”. It comprises all the volunteers´ 

process to organize, move and work to this effort; it also shows 

the testimony of Canoa´s inhabitants and the people who 

benefited from this reconstruction. The final product is an 

audiovisual documentary filled with emotiveness, which shows 

the power of solidarity and joint work. 

 

effort and worked relentlessly to bring joy and 

wellbeing to these 10 families who had lost all their 

belongings during the disaster.  

The houses were built in observance of quality 

standars and environmental regulations and above 

all, in line with the needs of the families who would 

reside there. 

THE TRAGEDY ´S IMPACT IN FIGURES 

673 
VICTIMS 

+12.000 
INJURED PEOPLE 

8.390 
PEOPLE SHELTERED IN 

TEMPORARY CAMPS 

USD$3.000 

MILLION IN MATERIAL LOSSES 

 

For DIRECTV, our 2016 

operation entailed a huge 

challenge due to this natural 

disaster. However, we are 

satisfied today as we have 

contributed to the re-

emergence of the devastated 

areas and their economic 

revival.

Volunteers built a better 
future for the most needy, 
thus honoring their 
commitment to bringing 
about positive changes. 
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WE ARE 
COMMITTED TO 
THE FUTURE 

Aware of the relevance of the environment 

preservation, DIRECTV endeavors to minimize the 

impact of our operations and takes care of the 

resources in every step of our management.  

 

As we see it, developing a sustainable management 

also entails ensuring the availability of existing 

resources  without endangering the future 

generations needs. 

  

This campaign’s initiatives are focus on three critical 

topic which involve the following ecological habits: 

 Resources efficiency, 

 Carbon footprint measurement, 

 Recycling. 

COOPERATIVE WORK 

In order to comply with currently effective 

regulations, we have hosted a meeting with 

the Ministry of Environment of Ecuador (MAE) 

on the Producer’s Extended Responsibility 

and the Waste Electrical and Electronic 

Devices (WEED). 

No fines or claims derived from regulatory environmental 
management requiring settlement actions were recorded 
during 2016.  

Our goal is to raise awareness 

among DIRECTV employees 

about these ecological habits 

inside and outside the 

organization, and replicate 

them at their homes with their 

families and friends. 
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RECYCLING 

At DIRECTV, we understand that our responsibility over 

our traded products goes beyond the moment they get to 

the customers’ households. And therefore we foster the 

retrieval and recycling of set-top boxes and their related 

packaging material at the end of their lifecycle. 

By means of its Reverse Logistics process, DIRECTV 

takes care of the retrieval, refurbishing and reuse 

of the Previously Paid business materials. In order to 

calculate this indicator, a comparative analysis is 

made between equipment units delivered to the 

installation network for use and the equipment untis 

retrieved for recycling, in addition to the units 

refurbished for reuse. 

This indicator allows us to identify the recycling 

percentage achieved by DIRECTV on the use of   

PreviouslyPaid business set-top boxes and the 

percentage of refurbished equipment reuse 

achieved by the company in the case of the 

Previouslypaid 

 

Business STBs. 

Below is the information about the set-top boxes 

delivered for Previously Paid business: 

REFURBISHED SET 

TOP BOXES 

70446 
UNITS 

63% 

 

During 2016, DIRECTV retrieved more than 80000 

STBs classfied as WEED; from the units recovered. 

DIRECTV put back into the market 70000 units, 

thereby leading to a reduction in the production of new 

electronic equipment, as well as their spare parts and 

packaging material. 

PREVIOUSLYPAID STBs DELIVERED 

DISPATCHS 112265 

REUSE 70446 

%REUSE 63% 

RECYCLING 81277 

%RECYCLING 72%  

 

We strive on an ongoing basis to reduce resources 

consumption (energy and water). We also monitor 

and control fuel use on our vehicles fleet. 

Due to our environmental responsibility we endeavor 

to recycle the reusable material from our products 

whenever possible, for instance, in the PreviouslyPaid 

Kit, which is manufactured by a especialized supplier. 

In 2016, the total production amounted to 117493 kits, 

which is equivalent to 257.30 total weight in tons of 

recovered cardboard. 

Furthermore, the amount of paper reams used 

 

The proces of equipment recycling and reuse employed 
by DIRECTV allows retrieving electronic devices from our 
customers´ base and reducing new STBs purchases. 

 

RECYCLED STBs 

81277 
UNITS 

72% 
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at DIRECTV operational facilities nationwide during 

2016 was,: 

OFFICE REAMS USED AMOUNT 

YEAR  2016 

QUITO 691 

GUAYAQUIL 129 

CUENCA 39 

AMBATO 23 

MANTA 32 

TOTAL 914 

ENERGY CONSUMPTION 

The Social Corporate Responsibility area generates an 

environmental report on a monthly basis about our 

management in the different countries we operate, in 

terms of electricity, airplane trips, vehicles 

subcontracting, among others. 

For instance, our electricity consumption reached 

573445 KWh total during 2016, equaling 2064.4 GJ. 

This value involves all DIRECTV offices in Ecuador: 

Quito, Guayaquil, Manta, Cuenca and Ambato. 

 

Through these actions, we seek to fulfill our 
pledge of environmental responsibility, by 
observing the principles leading to 
mitigating any possible impact. 
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 On an annual basis we measure our footprint in order 

to learn the impact our company generates on the 

environment as a result of our electricity consumption, 

air transportation and fuel used for our vehicle fleet 

The carbon footprint is one of the main environmental 

performance indicators. Therefore, in 2016, DIRECTV 

proceeded to the calculation of our corporate 

footprints, on the basis of the Green House Gas 

Protocol (GHG) method, the most widely used tool 

to calculate and report the direct and indirect 

Greenhouse Effect Gases (GEI) inventory. 

Our carbon footprint calculation showed that Scope 1 

does not apply to our company, which means 

DIRECTV does not produce significant Greenhouse 

emissions stemming from sources under the direct 

control or ownership of this organization. 

Our 2016 values regarding electricity as well as fuel 

consumption for our production processes and 

services were transformed into gigajoules, while

at the same time, we estimated the fuel gallons 

consumed in terms of employees’ air transportation 

along the year. 

Energy-saving initiatives, such as the electrical 

light saving systems installed in DIRECTV offices 

buildings bring about a decrease in GEI emissions, an 

area where we are striving to achieve increasingly 

accurate measurements across the operation. 

ENERGY CONSUMPTION SAVING FROM STBs 

During 2016, DIRECTV launched into the market a 

new HD technology decoder (LH-01). One improved 

feature is its lower power consumption. For this 

indicator calculation, we have conducted a 

comparative analysis between the previously 

commercialized STB (LH-27) estimated consumption 

and the estimated power consumption for the new 

STB (LH-10), launched in August. 

CARBON FOOTPRINT: 
STRUGGLE AGAINST CLIMATE CHANGE 

 

2106 DIRECT CARBON FOOTPRINT  

 
ACTIVITY 

Used 
amount 

Units (e.g., 
kg or kWh) 

CO2 CH4 N2O (tCO2e) 

SCOPE 2 
Electricity 
purchased 

2064.400 Gj 152.972 2.064E-02 1.239E-03 153.878 

SCOPE 3 

Subcontracted 
transportation 

75557.130 Gj 5236.109 7.556E-01 4.533E-02 5269.279 

Airplane trips 31691.830 Gj 2218.428 3.169E-01 1.902E-02 2232.341 

TOTAL GHG EMISSIONS: 7655.498 

 

REFERENCE CONSUMPTION 

CURRENT CONSUMPTION 

-1.658, 49 GJ 
REDUCTION 

TRANSPORTATION 

DIRECTV´s car rental suppliers send a 

monthly report on individual vehicle-based 

fuel consumption and distances traveled. The 

total 2016 fuel consumption was 45,337 

gallons which, for the purpose of the carbon 

footprint, accounts for 5,269.27 tCO2e sent to 

the atmosphere all over the year. 

 

2.985, 28 GJ 
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DIRECTV delivers 100% waste to an environmental manager 
that has international certifications such as ISO, OHSAS and R2 
Certification for all its processes. 

 

 The limited amount of waste generated in our 

facilities and offices during the course of our 

operations is managed by specialized suppliers.  In 

addition, we implement an adequate system for 

electronic and hazardous waste handling. 

DIRECTV regularly delivers the electronic waste 

generated by the equipment retrieval and refurbishing 

processes to a certified environmental manager. These 

materials are classified as SCRAP (waste). The 

environmental manager receives the materials and 

generates a Certificate of final electronic waste 

disposition, which includes the amount of kilograms 

processed. 

For the indicator calculation, all 2016 kilos processed 

by the environmental manager were considered:  

HAZARDOUS WASTE 

 Fluorescent lights, batteries 

They are disposed once there is a considerable 

amount of this type of material already used and 

whose service life is over. 

 Medical office waste 

The office cleaning service supplier (Casalimpia) is in 

charge of regularly taking this waste to one of its 

customers´ facilities, where this type of waste for due 

ellimination is managed.  

 Printers tonner 

The printers supplier monthly delivers IT area 20 

tonners on average for replacement. 

EFFICIENT WASTE 
MANAGEMENT 

6 9  

TOTAL WEIGHT OF WASTE MANAGED, ACCORDING 
TO TREATMENT METHOD AND TYPE 

YEAR 

WEED 5435.94 

Hazardous  

Urban solid waste  

Total (KG) 5435.94 
 

HAZARDOUS WASTE (monthly amounts) 

MEDICAL OFFICE WASTE (TONGUE 
DEPRESSORS, COTTON, ETC.) 

PRINTER TONNER 
UNITS 

FLUORESCENT 
LIGHT FIXTURES 
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2016 DIRECTV’s  
SUSTAINABILITY REPORT INDEX 

 

 
GENERAL BASIC CONTENTS - G4 DESCRIPTION  PAGE / RESPONSE OMISSIONS EXTERNAL VERIFICATION 

Strategy and Analysis 

G4-1 Top decision-maker statement  “We are committed”  

- Welcome letter section: p. 6 

- No 

Organization profile 

G4-3 Organization business name DIRECTV ECUADOR C. LTDA - No 

G4-4 Organization’s major brands, 
products and services  

 “We are committed”  

- What is DIRECTV? section: p. 7 

 “We entertain”– Our products section: p. 21 

- No 

G4-5 Headquarter´s location  “We are committed”  

- What is DIRECTV? section: p. 7 

- No 

G4-6 Countries where it operates  “We are committed”  

- What is DIRECTV? section: p. 7 

- No 

G4-7 Propietary and legal status issues  “We are committed”  

- What is DIRECTV? section: p. 8 

- No 

G4-8 Markets served  “We entertain”– Our focus: The customers section: p. 26 - No 

G4-9 Organization size (headcount, 
operations, sales, capitalization, 
products and services) 

 “We are committed”  

- What is DIRECTV? section: p. 7 

 “We are committed”  

- DIRECTV Ecuador section: p. 8 

 “We entertain”– Our products section: p. 21 

- No 

G4-10 Employees breakdown (contract 
type, region and gender) 

 “We cooperate”– Dynamism and diversity for the sake 
of growth section: p. 34 

- No 

G4-12 Organization’s supply chain  “We integrate”– Value chain section: p. 56 - No 
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G4-13 Significant changes in the 

corporate size, structure, stock 
ownership or supply chain during 
the reported period 

 

 “We are committed”  

- DIRECTV Ecuador section: p. 8 

- No 

G4-14 Company´s approach to the 
precautionary principle 

 “We preserve” – Recycling section: 

p. 66 

- No 

G4-15 Charters, principles or other 
external initiatives adhered to by 
the organization 

 “We are sustainable”  

- Involvement in Public Affairs section: p. 16 

- No 

G4-16 National and international 
promotion associations 
organizations endorsed by the 
company 

 “We are sustainable”  

- Involvement in Public Affairs section: p. 16 

- No 

Material aspects and coverage 

G4-17 Entities included in the 
organization’s consolidated 
Financial Statement 

DIRECTV ECUADOR C. LTDA. - No 

G4-18 Process to define the annual report 
content and coverage regarding 
each matter 

 “We are sustainable”  

- Accountability and Transparency section: 

p. 18 

- No 

G4-19 Material aspects identified during 
the annual report content definition 
process 

 “We are sustainable” - Relationship with aspects of the 

Global reporting initiative (GRI) and the sustainable 
development goals  (SDG) aspects section: p. 18 

- No 

G4-20 Coverage of each material aspect  
within the organization 

 “We are sustainable” - Relationship with aspects of the 

Global reporting initiative (GRI) and the sustainable 
development goals  (SDG) aspects section: p. 18 

- No 

G4-21 Coverage of each material aspect 
outside the organization 

 “We are sustainable” - Relationship with aspects of the 

Global reporting initiative (GRI) and the sustainable 
development goals  (SDG) aspects section: p. 18 

- No 

G4-22 Effects of preceeding annual 
reports restated information, along 
with the grounds for reinstatement 

“We are sustainable” - Relationship with aspects of the 

Global reporting initiative (GRI) and the sustainable 
development goals  (SDG) aspects section: p. 18 

- No 

G4-23 Substantial changes in each aspect 
scope and coverage vis-a-vis 
preceeding annual reports 

“We are sustainable” - Relationship with aspects of the 

Global reporting initiative (GRI) and the sustainable 
development goals  (SDG) aspects section: p. 18 

- No 
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Stakeholders groups´ involvement 

G4-24 Stakeholders groups the 
organization liaisons with 

 

 “We are sustainable”  

- Strengthening ties with stakeholders groups section: p. 
15 

- No 

G4-25 Basis for the selection of 
stakeholders groups the 
organization liasons with 

 

 

 “We are sustainable”  

- A 360° management section: p. 14 

“We are sustainable”  

- Strengthening ties with stakeholders groups section: p. 
15 

- No 

G4-26 Corporate approach to 
stakeholders groups´ involvement 

“We are sustainable”  

- Strengthening ties with stakeholders groups section: p. 
15 

- No 

G4-27 Main aspects and concerns 
stemming from stakeholders 
groups´ involvement process 

“We are sustainable”  

- Strengthening ties with stakeholders groups section: p. 
15 

- No 

Annual report profile 

G4-28 Period covered  by the Annual 
report  

Report guidelines: p. 4 - No 

G4-29 Date of the immediately preceeding 
report 

 “We are sustainable” - 

Respect and Transparency section: p. 17 

- No 

G4-30 Reporting frequency Report parameters: p.  4 - No 

G4-31 Point of contact for comments 
related with the annual report 
content 

 

Report parameters: p.  4 - No 

G4-32 Option of conformance to the 
guidelines adhered to by the 
organization 

Report parameters: p.  4 - No 

G4-33 Corporate policies and practices on 
external verification 

Report parameters: p.  4 - No 

Governance 

G4-34 Description of the Organization´s 
governance structure 

 “We cooperate”– Dynamism and diversity for the sake 
of growth section: p. 38 

- No 

Ethics and Integrity 

G4-56 Organizational values, principles, 
standards and rules of behavior 

 

 “We are committed”  

- Our essence section: p. 9 

- No 
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Specific basic contents - G4 

Material aspects Description  Page / Response Omissions External Verification 

QUALITY AND CUSTOMER 
SATISFACTION 

Labeling (PR) 

G4-PR3 Type of information required 
by the corporate procedures 
on products and services 
information and labeling, and 
percentage of core products 
and services subject to such 
requirements 

 “We are committed” – 
Business Integrity and Ethics 
section: p. 12 

- No 

G4-PR4 Number of non-compliances 
with voluntary regulations 
and codes on products and 
services information and 
labeling, broken down 
according to the type of 
results such incidents 
brought about. 

“We are committed” – 
Business Integrity and Ethics 
section: p. 12 

- No 

G4-PR5 Customer satifaction surveys´ 
results 

 “We entertain” – Tracking 
satisfaction levels section: p. 
27 

- No 

TALENT MANAGEMENT 

Employment (LA) 

G4-LA1 Total number of employees´ 
and average number of 
recruitmetns and turnover 
rate, broken down per age, 
gender and region 

 “We cooperate” – A dynamic 
team section: p. 39 

-  

G4-LA2 Social benefits offered to full 
time employees, but not 
offered to temp or part time 
employees, by major 
operation sites 

 “We cooperate” – Benefits 
and flexibility section: p. 45 

-  

G4-LA3 Gender-based breakdown of 
the rate of return to work and 
retention following a parental 
leave. 

 “We cooperate” – A dynamic 
team section: p. 41 

-  
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Specific basic contents - G4 

Material aspects Description  Page / Response Omissions External Verification 

TALENT MANAGEMENT 

Training and education (LA) 

G4-LA9 Breakdown of average annual 
training hours per gender and 
employment category basis 

 “We cooperate” – Continous 
education section: p. 42 

-  No 

G4-LA10 Skill management and 
continuous training programs 
fostering workforce 
employability and completion 
of undergraduate courses. 

“We cooperate” – Continous 
education section: p. 42 

- 
 

No 

G4-LA11 Breakdown of employees’ 
percentage taking regular 
performance and professional 
development tests, on a 
gender and employment 
category basis. 

“We cooperate” – Continous 
education section: p. 42 

- 
 

No 

CORPORATE GOVERNANCE, 
ETHICS AND TRANSPARENCY 

Regulatory compliance (EN) 

G4-EN29 Monetary value of substantial 
fines and number of non-
monetary sanctions arising 
from breach of environmental 
legislation and regulations 

 “We preserve” – Committed 
to the future section: p. 65 

-  No 

 Mechanisms for claims over employment practices (LA) 

G4-LA16 Number of claims over 
employment practices 
brought, dealt with and settled 
through formal claim 
mechanisms 

 “We are committed” – 
Business integrity and ethics 
section: p. 12 

Omission on confidenciality 
grounds 

No 

Non discrimination (HR) 

G4-HR3 Number of discrimination 
cases and adopted corrective 
measures 

 “We cooperate” – A dynamic 
team section: p. 41 

- No 

EXHIBIT  2016 Sustainability Report 

 



 

 7 6  

 

 
Specific basic contents - G4 

Material aspects Description  Page / Response Omissions External Verification 

CORPORATE GOVERNANCE, 
ETHICS AND TRANSPARENCY 

Struggle against corruption (SO) 

G4-SO3 Number and percentage of 
centers where corruption-related 
risks have been assessed and 
significant risks identified 

 “We are committed” – 
Business integrity and ethics 
section: p. 11 

-  No 

G4-SO4 Anti-corruption policies and 
communication and training 
procedures 

 “We are committed” - Business 
integrity and ethics section: p. 
11 

- No 

G4-SO5 Corruption cases confirmed and 
related measures adopted 

“We are committed” - Business 
integrity and ethics section: p. 
12 

  

G4-SO7 Number of litigation cases 
related to monopolistic and 
competition-restrictive practices 
and their outcomes 

 “We entertain” – Product-
related accountability and ethics 
section: p. 24 

-  No 

 Unfair competition practices (SO) 

 G4-SO8 Monetary value of substantial 
fines and number of non-
monetary sanctions arising from 
breach of environmental 
legislation and regulations 

“We entertain” – Product-related 
accountability and ethics 
section: p. 24 

- No 

 Regulatory compliance (PR) 

 G4-PR9 Monetary value of substantial 
fines arising from breach of 
regulation on products and 
services supply and use 

“We entertain” – Product-related 
accountability and ethics 
section: p. 25 

- No 

TECHNOLOGICAL 
INNOVATION 

Management approach 
(DMA) 

  “We are committed” – At the 
forefront of technology section: 
p. 10 

- No 

VALUE CHAIN DEVELOPMENT Procurement practices (EC) 

G4-EC9 Percentage of major operation 
sites spending corresponding to 
local suppliers 

 “We integrate” – Our suppliers 
section: p. 55 

- No 
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Specific basic contents - G4 

Material aspects Description  Page / Response Omissions External Verification 

  Suppliers environmental assessment (EN) 

 G4-EN34 Number of  environmental claims 
brought, dealt with and settled 
through formal claim mechanisms 

 “We preserve” – We are 
committed to the future section: 
p. 65 

- No 

CHANNELS OF 
COMMUNICATION WITH 
STAKEHOLDERS GROUPS 

Management approach 
(DMA) 

  “We are sustainable” – 
Strengthening ties with 
stakeholders groups section: p. 
15 

- No 

FINANCIAL PERFORMANCE 
AND RELATED IMPACT ON 
ECUADOR 

Financial performance (EC) 

G4-EC1 Direct economic value generated 
and distributed  

 “We are committed” - 
DIRECTV Ecuador section: p. 
8 

- No 

 G4-EC3 Caps on organizational 
contributions to social benefits 
programs 

“We are committed” - 
DIRECTV Ecuador section: p. 
8 

- No 

DIVERSITY, INCLUSION AND 
EMPLOYABILITY 

Market presence (EC) 

G4-EC5 Gender-based starting 
wage/minimum statutory local 
wage ratio in major operation 
sites. 
 

 “We cooperate” – Benefits and 
flexibility section: p. 45 

- No 

G4-EC6 Percentage of top executive 
directors from local communities 
in major operation sites.  

 “We cooperate” – Dynamism 
and diversity for the sake of 
growth section: p. 36 

- No 

Diversity and equal opportunities (LA) 

G4-LA12 Governance bodies composition 
and breakdown of payroll by 
professional category, gender, 
age, minority group, and other 
diversity indicators. 

 “We cooperate” – Dynamism 
and diversity for the sake of 
growth section: p. 36 

- No 
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Specific basic contents - G4 

Material aspects Description  Page / Response Omissions External Verification 

 Equality of male-female remuneration (LA) 

G4-LA13 Male-female base wage ratio, by 
major operation site 
 

 “We cooperate” – Benefits and 
flexibility section: p. 45 

-  No 

TECHNOLOGICAL 
INCLUSIVENESS 

Local communities (SO) 

G4-SO1 Percentage of operations where 
development programs, impact 
assessment and local community 
involvement schemes have been 
put in place. 

 “We share” –Directv 
Generation section: p. 58 
 “We share” – Earthquake in 
Ecuador section: p. 61 

- No 

INFORMATION SECURITY Customers´ privacy (PR) 

G4-PR8 Number of complaints related to 
breach of privacy and customers’ 
data leakage 

 “We are committed” – 
Business integrity and ethics 
section: p. 12 

- No 

SOCIAL INCLUSIVENESS 
Management approach 
(DMA) 

  “We share” –Directv 
Generation section: p. 58 

- No 

 Occupational health and safety (LA) 

OCCUPATIONAL HEALTH AND 
SAFETY 

G4-LA5 Percentage of employees 
represented on formal, joint 
management and workers 
occupational health and safety 
committees intended to help 
control and provide consultancy 
on occupational health and safety 
issues. 

 “We cooperate” Occupational 
health and safety section: p. 47 

- No 

G4-LA6 Type and rate of occupational 
diseases, lost days, 
absenteeism, and work-related 
victims related to region and 
gender 

 “We cooperate” Occupational 
health and safety section: p. 49 

- No 

G4-LA7 Workers whose profession entail 
high disease incidence and risks. 

 “We cooperate” Occupational 
health and safety section: p. 52 

- No 
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Specific basic contents - G4 

Material aspects Description  Page / Response Omissions External Verification 

BUSINESS-RELATED 
ENVIRONMENTAL IMPACT 

Energy (EN) 

G4-EN4 External energy consumption  “We preserve” – Recycling 
section: p. 67 

- No 

G4-EN7 Reduced products and services’ 
energy requirements 

 “We preserve” – Carbon 
footprint section: p. 68 

- No 

Emissions (EN) 

G4-EN16 Indirect greenhouse gases 
emissions during the course of 
energy generation (Scope 2) 

“We preserve” – Carbon 
footprint section: p. 68 

- No 

G4-EN17 Other indirect Greenhouse gases 
emissions (Scope 3) 

“We preserve” – Carbon 
footprint section: p. 68 

- No 

Waste and wastewater (EN) 

G4-EN23 Total weight of managed waste, 
per type and treatment method 

 “We preserve” – Waste 
management section: p. 69 

- No 

Products and services (EN) 

G4-EN27 Mitigation of products’ and 
services’ environmental impact. 

“We preserve” – Waste 
management section: p. 69 

- No 

G4-EN28 Percentage of products sold and 
their packaging material retrieved 
at the end of their lifecycle, by 
category. 

“We preserve” – Recycling 
section: p. 66 

- No 

VOLUNTEERING PROGRAMS  

  “We share” –Directv 
Generation section: p. 58 “We 
share” – Earthquake in  
Ecuador section: p. 61 

- No 
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