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Report  
parameters 
 

At DIRECTV Chile, operating in a transparent way 

and maintaining a fluid communication with our 

stakeholders groups is paramount. 

That is the reason behind the issuance of our first 

Annual Sustainability Report that accounts for our 

management process in terms of social, economic 

and environmental management. It has been laid 

out in accordance with the “essential” conformance 

to the Global Reporting Initiative (GRI) G4 

guidelines. Aimed at sharing our management 

process, it reflects the sustainability (economic, 

social and environmental) dimensions and 

conceives value creation from a strategic and long-

lasting perspective. 

The Report presents DIRECTV Chile material 

aspects for the period ranging from January 1 to 

December 31, 2016, and includes follow-up and 

development of several initiatives undertaken some 

years ago whose progress is worth reporting. 

 

 

All comments, opinions, suggestions or doubts are 

highly welcomed and may be addressed to the 

following e-mail address: rse@directv.cl 

 

Or you may contact us by mail at: 

Corporate Social Responsibility Area 

DIRECTV Chile 

Avenida Vitacura 4380 - Vitacura 

Ciudad, Chile 
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Welcome 
letter 

 

Our goal at DIRECTV is always to stay closer to our 
customers, to our teams and to each of our 
stakeholders groups which turn our company into a 
professional, transparent and genuine place to 
work. We also aim at offering top entertainment in 
every part of our country. What is this due to? We 
want to offer all Chilean inhabitants a TV 
connection and access to entertainment. 

2016 was equal to times of transition as we began 
operating regionally and our ultimate goal was to 
achieve the integration of Chile, Uruguay, Argentina 
and Peru into only one team. And we are on the 
right track since we have focused on and enhanced 
business results without ever neglecting our 
company's major asset: each of its talents. 

Aimed at building value, we continuously invest in 
technology and service quality to provide our 
customers with the most outstanding service, which 
in 2016 was recognized for the sixth consecutive 
time with the Procalidad Award, the Best Customer 
Experience Prize awarded by IZO Consulting, and 
the Consumer Loyalty Award. 

In turn, eager to foster customer service and 
consolidate our pay-TV leadership, we have 

launched a new satellite that will successfully reach 
out to the entire region. 
 

In this amazing team we are part of, we cherish 
both training and engagement in different actions. 
That is why we implement ongoing plans and 
programs designed to foster our employees’ 
development. 

In order to provide support to our students in their 
early steps as producers, our endorsement for the 
university filmmaking is displayed through the 
award of our Cinema Plus grant, whose fourth 
edition is underway. The three Latin American 
winners stand good chances of pursuing filmmaking 
studies at one of the world's most prestigious 
institutions, the University of Southern California 
Filmmaking Arts School where filmmaking studies 
featured the presence of renowned film directors 
like George Lucas, Ron Howard and Robert 

Zemeckis. 

Last but not least, I would like to highlight the 
continuous growth of ESCUELA+, our audiovisual 
educational program, whose main aim is to shorten 

the technological gap by cooperating, 
complementing and nurturing the educational 
content for primary and secondary educational 
centers located at Latin America. In 2016 
ESCUELA+ reached out to a total of 2685 facilities, 
which accounts for a 23% growth vis-a-vis the 
previous year. 
 
At DIRECTV we endeavor daily to ensure that all 
Peruvian inhabitants have access to a television 
connection, which thus results in the fulfilment of 
our ongoing innovation and quality commitment. 

Manuel Abelleyra 

President of DIRECTV's Southern Region 
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What is 
DIRECTV? 

 
 
 
 

We stand as the largest satellite pay-TV 
operator worldwide, providing coverage to 
25.3 million users in the United States and 
12.5 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 headquarters are located in Los Angeles, 
United States, while AT&T is headquartered in 
Dallas, Texas. Our service is provided to the 
region from our facilities in Mexico and Latin 
America. 

 

DIRECTV offers a first quality, readily available 
TV experience through the acquisition, 
production and distribution of exclusive and 
one-of-a-kind content, excellent customer 
service and continuous use of state-of-the-art 
technology for TV entertainment. 
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DIRECTV Latinoamérica provides service to more 

than 10 territories in the region, including Argentina, 

Brazil, Chile, Colombia, Ecuador, Mexico, Peru, 

Puerto Rico, Uruguay, Venezuela and The 

Caribbean, and is a 100% part of DIRECTV, the 

worldwide television and entertainment leader. 

In Brazil, DIRECTV Latinoamérica owns 93% of SKY 

Brasil and provides coverage to more than 5 million 

users, while Globo Comunicações e Participações, 

S. A. owns the remainder 7%. In México, DIRECTV 

Latinoamérica owns 41% of SKY México providing 

coverage to more than 6 million users, while Grupo 

Televisa, S. A. is the main stakeholder with a 59% 

interest. 

DIRECTV offers a first quality, readily available 

TV experience through the acquisition, 

production and distribution of exclusive and one-

of-a-kind content. 

COUNTRYWIDE PRESENCE IN CHILE 

Our company launched its operations in Chile in 

1996 through SKY Chile. Ten years later, DIRECTV 

acquired SKY’s rights, absorbed its customers and 

positioned itself as the only satellite pay-TV company 

in the country, thus being able to reach out to all 

corners of Chile and servicing those far-away areas 

through our 18 distributors, 14 installers and 78 

community agents. 

DIRECTV Chile is a Limited Liability Company, with 

the following stock ownership composition: 

 DIRECTV Latin America: 99.9% 

 Multi Country Holding: 0.01% 

Note: Until December 31, 2016, DIRECTV Chile 
worked with a local related company called “Incuba 
TV”, aimed mainly to develop and test new 
methodologies and services, as it operated as a 
distributor of our network. In December 2016, the 
company was dissolved and its sales area was 
allocated to a new external distributor: by then, its 

purpose had been fulfilled and had no business in the 
market. Given that its impact is not significant for 
DIRECTV, such company is not included in this 
report. 

FINANCIAL PERFORMANCE 

During 2016, DIRECTV Chile continued growing in 

the pay-TV market sector and consolidated itself in 

the third position. This increase was mostly achieved 

due to our differential customer service and 

programming. 

2016 also witnessed a significant strengthening of 

the Community Agents sales channel to enlarge our 

network and bring our products to small communities 

located away from the main cities. 

 

DIRECTV 
in Latin America 620 

employees 

1 
operation 

576,065 
subscribers 

176 
commercial offices 

26 
products 

18 
sale and installation 
distributors 

14 
installers and technical 
service crews 

78 
community agents 

07 
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Our essence  

We aim at offering a unique entertainment 

experience. And how will we go about it? By 

offering exclusive and engaging content 

coupled with state-of-the-art technology and 

the most outstanding service. It is with these 

differentials that DIRECTV sets an 

entertainment standard. 

By offering the greatest High Definition content 

coverage in Latin America, DIRECTV maximizes 

customers’ experience and enable them to 

enjoy their favorite programming anytime through 

our online DIRECTVPlay.com platform. 

In addition, with DIRECTV Plus HD it is possible to 

save, pause and rewind content with the best image 

and sound quality from a computer or a cell phone 

equipped with CONTROL Plus. 

BUSINESS GOALS 

 To provide powerful and unique content. 

 To be at the forefront of technology in the 

market. 

 To offer the best customer service in the region. 

 To grow our subscribers base to over 5 million. 

To consolidate a profit-making investment 

strategy. 

 To attract and retain employees who 

contribute to diversity and originality. 

 To maximize operations’ efficiency and 

execution. 

OUR DIRECTV CHILE CULTURE 

The cultural aspects we have built are powerfully 

reflected on the relationship we forge with our

employees, customers and the community, as care 

and respect for people are deeply encouraged in 

every interaction and practice. 

Our values have been the beacon guiding our 

relations and ways of working at DIRECTV: 

Passion for our customers: we 

guarantee that our processes and 

their execution far exceed our 

customers’ expectations. 

People-based building: convinced 

that human capital is the difference 

factor towards achieving our goals, 

we encourage a culture where 

respect, trust, development and 

commitment prevail, not only 

towards those who are an integral 

part of our company but also those 

who receive the service we deliver. 

Work team: a mutual and shared 

objective is the common ground to 

which we commit our levels of 

excellence in order to bring about 

better results than those individually 

achieved. 

Excellence: we deliver and 

promote high-quality working 

standards that are crystallized 

through an efficient and timely 

compliance with the relevant 

requirements. 
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Business integrity 
and ethics 

We are committed to conducting our operations 

pursuant to the highest ethical conduct and 

integrity standards, which stands as the 

foundation to turn out customer-enriching 

experiences, fruitful relationships with our 

partners and a gratifying corporate culture. 

POLICIES AND CODE OF ETHICS 

Our Code of Ethics is publicly available on our 

website, together with an on-line and telephone 

channel for questions and claims based on the 

Ethicspoint system. 

Every claim submitted on-line or through our direct 

line is examined and reviewed in strict confidentiality 

by the DIRECTV Latinoamérica’s Legal Affairs 

Direction. 

As an integral part of AT&T, we shall also abide by 

their Code of Ethics, which requires every director, 

officer and employee to: 

 Behave with integrity, honesty and ethics, 

keeping information confidential whenever so 

required or consistent with the company policies. 

 Observe the nature and spirit of governmental 

laws and regulations as well as the accounting 

regulations and principles. 

 Adhere to high corporate ethics levels. 

 Reject personal material benefits derived from any 

company transaction or operation which are 

inappropriate or may not be disclosed to third parties. 

Pursuant to these principles, every employee shall 

take the annual Ethics and Business Conduct 

course. According to DIRECTV's policy, 100% of the 

employees shall take said e-learning course every 

year. In 2016, a 100% attendance was achieved. 

ANTI-CORRUPTION POLICIES 

In 2009, Act N.° 20393 was passed in Chile, 

establishing that every company shall develop a set of 

processes, procedures, protocols, rules, resources, 

organizational structure, roles and responsibilities 

aimed at the prevention of crimes, such as asset 

laundry, terrorism financing, bribery (to national or 

foreign public servants) and handling of stolen goods. 

Pursuant to this Act, legal entities may adopt their 
crimes prevention model, which shall contain, at 

least, the following elements: 

 Appointment of a crime prevention officer. 

 Definition of the prevention officer's skills and 

competences. 

 Implementation of a crime prevention system. 

 Supervision and accreditation of the crime 

prevention system. 

 

Not only has DIRECTV Chile adopted this model 

and implemented the corresponding risks controls, 

but, this being a dynamic process, the model and its 

related risks are also subject to ongoing follow-up 

aiming at complying with the highest standards. 

We thus seek to prevent executives from being held 
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accountable for eventual behaviors sanctioned by 

this Act. 

DIRECTV Chile’s crime prevention model has 

been certified by the Prelafit Compliance 

company for a 2-year period, during which term 

every process undergoes a biannual inspection. 

As part of AT&T, a publicly-traded company listed on 

New York’s NASDAQ, DIRECTV Chile shall abide by 

the FCPA (Foreign Corrupt Practice Act) guidelines 

and the AT&T Code of Business Conduct, governed 

by stringent commercial ethics standards including 

the support to global anti-bribery initiatives. 

Likewise, all AT&T and therefore DIRECTV 

employees and suppliers acting on their behalf 

before governmental officers, shall observe all 

international anti-bribery laws, regulations and 

conventions valid in those countries where AT&T 

operates or holds commercial transactions. 

Pursuant to this standard, it is prohibited to: 

 Giving, authorizing, offering or pledging any 

direct or indirect payment or valuable object 

benefit intended to unduly being awarded or 

retaining a business or somehow generating an 

undue advantage. 

 Becoming involved in an undue transaction in 

order to influence the duties of public officers. 

 Making a facilitation payment. 

 Making illegal political contributions. 

 Making charitable contributions with a view to 

unduly influencing any action or decision. 

 Accepting undue donation requests. 

 Accepting requests to falsify invoices or make 

unusual or excesive payments based on inadequate 

concepts or leading to an ethics-related challenge. 

TRAINING FOR COMPLIANCE 

Our Anti-Corruption Policy has been focused not 

only on the Crime Prevention Model construction 

but also on the dissemination, communication 

and socialization of the “doing things correctly” 

concept at internal company level as well as with 

the installers and salesmen network. On-site 

trainings and on-line courses have been provided 

to third-parties supporting our business objective 

in order that they be aware of the FCPA and 

20393 Act. 
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Corporate governance 

 

Our corporate governance is comprised of a 

President located in Argentina, in charge of leading 

DIRECTV Latinoamérica Southern region, DIRECTV 

Chile General Manager and five local directors: 

 Legal Director. 

 Finance and Costumer Experience Director. 

 Human Capital and Organization Director. 

 Channels, Sales and Communications Director. 

 Telecenter Director. 

 Operations Director. 

The main business guidelines are jointly defined by this 

group, who is also responsible for the establishment of 

key strategies and processes, and the Corporate 

Social Responsibility and Sustainability guidelines. 

Our group of directors includes 4 men and 1 woman 

from Chile and Argentina. As is the case of the other 

employees, they are assessed on the basis of the 

“My Performance Plan” Performance Management 

system. 

 

DIRECTORS 
In figures 

17% 

between 30 and 50  

over 50  

Chilean 

Argentinean 

5 

3 

1 

3 

83% 
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A 360° management 

At DIRECTV, we are convinced that the only way 

we may build a robust and long-lasting company 

is to generate a positive impact on the people, the 

community and the environment surrounding us, 

and that is what moves us to push sustainability 

in all of our actions. 

Striving daily to achieve sustainability entails merging 

the community’s social and environmental concerns 

into the company’s own operations and into our 

interactions with our main stakeholders. 

In our position as market leaders, we are a relevant 

player in the society. But it is only if we can positively 

impact our environment, succeed in motivating our 

working teams and those commercially linked to us 

and manage our resources efficiently while also 

supporting our community, that we will become a 

major agent of change. 

DIRECTV’s sustainability approach encompasses all 

the stakeholders groups we liaison with and is 

relevant to all of our operations, thus its description as 

a 360º approach. 

BUILDING VALUE 

Our aim at DIRECTV Chile is business sustainable 

development, by integrating and balancing economic, 

social and environmental aspects and seeking to 

build shared value with the society. Convinced that 

we can all contribute to a better, more inclusive and 

more environmentally sustainable world, the 

interaction with our stakeholders groups is highly 

cherished and valued. 

VISION 

We aspire to be acknowledged as a “leading 

sustainable development company” and to 

encourage a corporate management approach that 

may increase value building, by always creating 

cooperatively with people and never through 

people. 

MISSION 

Offering our customers the most outstanding 

television experience, meeting our stakeholders 

expectations in the economic, social and
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environmental aspects, by standing as good 

corporate citizens and managing our operation-

derived environmental impacts. 

SUSTAINABILITY POLICY 

At DIRECTV, our value proposal is aimed at 

becoming an ethical and environmentally 

responsible company, entirely integrated into the 

community. Therefore, supporting sustainable 

development is one of our strategic plan's main 

pillars and we endeavor to prevent any of DIRECTV 

present actions from compromising the economic, 

social and environmental development of the future 

generations. Rather, we aim at such actions 

contributing value.  

The Corporate Social Responsibility framework is 

defined by our Sustainability Policy. In observance 

of the AT&T guidelines, worldwide standards and 

international certification protocols, ten ethical 

behavior commitments, as well as company and 

community shared value building, employees’ 

protection and care, customers' satisfaction and 

fair operational practices, along with Human 

Rights observance and environmentally 

responsible management approaches have all 

been established. 

Our Sustainability Policy is applicable to every 

DIRECTV business lines and operations, and all the 

company's employees are responsible for 

compliance therewith. 

DIRECTV Chile Sustainability Decalogue 

 1. WE ARE RIGHTEOUS 

We observe the applicable regulatory frameworks 

as well as the principles and contracts voluntarily 

agreed upon and entered into. 

 2. WE ARE ETHICAL 

We act within a social responsibility framework, 

consistent with corporate values, international 

standards and industry’s best practices. 

 3. WE ARE RELIABLE 

We establish and maintain mutual reliability and 

beneficial relationships with DIRECTV stakeholders 

groups, consider their interests and expectations 

and seek to find opportunities to build shared value. 

 4. WE ARE A GOOD PLACE TO WORK 

At DIRECTV, we implement fair working practices, 

create a safe and healthy working environment and 

encourage all individuals’ development. 

 5. WE ARE ENVIRONMENTALLY SUSTAINABLE 

We operate in a safe and responsible manner, by 

managing our operation impacts and the company's 

products and services on the basis of a preventive 

and environmental efficient approach. 

 6. WE ARE TOLERANT AND DIVERSE 

At DIRECTV, we foster the respect for human 

rights, in particular in relation to minorities and 

most vulnerable groups, and reject any type of 

discrimination. 

 7. WE ARE COMMITTED TO THE COMMUNITY 

Through data management, innovation and social 

inclusiveness initiatives we contribute to society, and 

coexist in harmony with the communities we work 

with, while also cooperating to an improved quality of 

life and local development. 

 8. WE ARE COMMITTED TO OUR VALUE 

CHAIN 

We guarantee fair operational practices to our 

suppliers, distributors and customers across 

DIRECTV's value chain. 

 9. WE ARE RESPONSIBLE WITH OUR 

CUSTOMERS 

We meet those expectations and requirements

agreed upon with our customers in terms of quality, 

quantity and opportunities. 

 10. WE ARE TRANSPARENT 

DIRECTV's Sustainability strategy is 

communicated to all the company's stakeholders 

groups and its compliance is encouraged. 
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Strengthening ties with 
stakeholders groups 

Our Sustainability strategy is based on building 

mutually beneficial relationships with our 

stakeholders groups, whom we conceive as key 

partners for the development of a socially 

responsible and environmentally sustainable 

company. 

We acknowledge our corporate responsibility in 

forging bonds and interacting with our environment. 

Our main objective is the development of lasting 

relationships with our stakeholders based on trust and 

value building that will lead to strongly consolidating 

our corporate reputation. As previously stated, at 

DIRECTV Chile we seek to create shared value in 

cooperation with the society, as we are fully 

convinced that we can all contribute to a better, more 

inclusive and more environmentally sustainable world. 

These bonds are forged on the basis of our 

audiovisual content offer, differential quality, regulatory 

compliance and liaisons with the community. 

 

Employees 

Convinced that a team that takes pride in our 

company and shares our key values is essential, we 

implement permanent communication mechanisms 

and offer a large number of benefits and 

compensations, which has earned us the reputation 

as one of Chile’s top companies. 

Shareholders 

As their main interest is the continuous growth of 

the company, it is crucial to keep them updated on 

financial progress and other non-financial business-

impactful factors -such as sustainability aspects- to 

given certainty that the company they have 

invested in is not only profitable from the financial 

standpoint but also conscientious about social and 

environmental balance. 

Distributors and installers 

Standing as the direct contact with our customers 
and our corporate image core element, distributors 
and installers are key players in the DIRECTV value 
chain. 

Therefore, forging close bonds with them which may 

lead to the growth and development of our 

distributors and different sales agents is vital… And 

equally vital is listening to the opinions, 

contributions and suggestions they may bring, 

because of their proximity to the customers. 

Customers 

Customers become an essential pillar of any business: 

it is them who choose DIRECTV and rely on our 

company and, as such, our priority is to provide them 

with a high-quality service based on their expectations 

and interests. We strive to maintain our 

communication channels active and offer solutions 

throughout the entire process, from the service hiring 

or purchase stage to post-sale relations. 

Suppliers 

To DIRECTV, growing along with our suppliers is 
paramount and therefore we seek to create shared 
value opportunities and offer them development 
chances  

SPONSORS 

MEDIA 

COMMUNITY 

ACADEMIA 

EMPLOYEES 

STAKE-
HOLDERS 
GROUPS 

AUTHORITY 

SUPPLIERS 

STAKEHOLDERS 

DISTRIBUTORS 

CUSTOMERS 

OUR STAKEHOLDERS GROUPS 
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in a win-win situation and on the basis of mutual 

respect and trust relationship. That is why offering 

participation and information opportunities to learn 

about their expectations, concerns and needs 

regarding DIRECTV operations is crucial. 

Authorities 

Our relationship with the authorities goes beyond 

merely complying with the currently effective 

legislation. DIRECTV works hand in hand with them 

for the benefit of the communities, as is the case of 

"Escuela Plus", a program launched cooperatively with 

the Ministry of Education. Local authorities also help 

us define priorities in the communities where we 

implement our CSR initiatives. 

Community 

We aspire to become a good corporate citizen, which 

entails not only reducing our potential negative 

environmental and social impacts, but also being truly 

contributive to the community in which we grow and 

influencing them positively. The CSR and shared value 

initiatives have thus been created in support of 

education, local growth and healthy entertainment. 

Media 

As strategic partners for DIRECTV's image and the 

industry as a whole, we resort to them when it 

comes to reporting our differential contents, 

producing knowledge, and above all, placing 

ourselves as an industry benchmark. It is this 

proactive relationship that has earned us a position as 

a relevant and key player in our sector that is, building 

a reputation from the perspective of the content we 

contribute. 

Sponsors 

Sponsors are the drivers towards the improvement of 

our relationship with the communities through 

collaborative projects and brand dissemination. 

DIRECTV finds it essential to partner with diverse 

organizations able to contribute to our daily operations 

and in turn develop relationships where our 

sustainable initiatives contributions may be useful to 

improve people's quality of life are crucial. 

Academia 

DIRECTV holds a key relationship with the academia 

both as partners and strategic allies, and as such, we 

host cooperative projects, involving studies and 

educational events, among others. This relationship 

and cooperation enables us both to enrich the 

message we deliver and create content to raise 

awareness as to different issues. 
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Involvement in public 
affairs 

Our interaction with the public sector is a core 

part of DIRECTV as a corporate citizen. We 

become intertwined with other institutions and 

associations in order to develop strategic 

alliances that will ease the compliance with our 

commitment to sustainability. 

As players committed to the public sector and as part 

of our commitment to sustainability and environment, 

we have taken part in numerous round tables about 

the Extended Producer Responsibility Legislation 

(with the American-Chilean Chamber of Commerce –

Amcham–, Subtel and the Ministry of Environment). 

We also work collaboratively with Acción Empresas on 

different sustainability and working environment related 

initiatives. In addition, we engage ourselves in studies 

and round tables on different subjects at the American-

Chilean Chamber of Commerce, Amcham, and we 

stand as sponsors of the "Congreso del Futuro" 

[Congress for the Future]. Likewise, we have 

collaborated with the Embassy of the United States on 

different projects. 

DIRECTV is an active member of the following 

organizations: 

 National Chamber of Comerce. 

 American-Chilean Chamber of Commerce. 

 Chilean Institute for Business Administration 

(Icare). 

 Congreso del Futuro. 

 Inter-American Association of Telecom Operators 

(ASIET). 

 Pay-TV Companies Association. 

 Santiago Chamber of Commerce. 

 

Dialogue with our stakeholders groups 

At DIRECTV, we are eager to learn about the interests 

and expectations of each group we liaison with, a goal 

only achievable through effective communication 

channels leading to lasting, trust-based relationship 

that may enable us to consolidate our corporate 

standing. 

The stakeholders groups identified at DIRECTV Chile 

are listed below, together with an expanded list of 

significant subjects classified, grouped and prioritized 

in the materiality study attached to the preparation of 

this report. 
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Stakeholders' groups  Communication channels Interests 

Employees General policy 
 Benefits 

Remunerations and occupational safety 

Compensations and rewards 

Training, development and curricula 

Grant/subsidy programs for the employees 

Health promotion 

Abseentism and staff turnover 

Absence authorization 

Relationships with trade unions 

Dismissals and unemployment 

Retirements 

Equality at work and discrimination 

Communication with collaborators 

Professional risk and occupational safety 

Part-time, temporary or sub-contracted employees 

Corporate volunteering programs 

Work and family balance 

Sense of belonging and engagement 

Collective Bargaining and Safety committees 

Corporate Intranet 

Performance management 

In-person meetings 

 “DIRECTV Moment” initiative 

Operational Management Committee (GO!) meetings 

"Directo a Ti" magazine 

GPTW survey 

DIRECTV web site 
 News bulletin 

E-mail address 

Internal marketing (posters, notice boards, etc.) 

Telephone contact 

Social networks 

Employment agreement 

Social media 
 

Profitability 

Business sustainability 

Market share 

General policy 

Stable and lasting relationships 

Growth opportunities 

Transparency 

Compliance with relevant conditions 

Stakeholders 

Distributors and Installers 

National reports 

News release 

E-mail address 
 DIRECTV web site 

Social networks 

“Redes al día” initiative 

Contract 

Personal meetings 
 Surveys 

Telephone contact 
 Social media 

DIRECTV web site 
 Customers General policy 

 
Utility bills 

020 
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Stakeholders groups  Communication channels Interests 

Loyalty across the relationship cycle 

Service quality 

Professionalism 

Respect for customers' resources 

Communication 

Products safety 

Complaints 

General policy 

Stable and lasting relationships 

Growth and development opportunities 

Transparency 

Dialogue and feedback 

Involvement in requirements design 

Compliance with agreements  

Legislation compliance 

Compliance with free competition regulations 

Delivery of relevant information and data 

Discussion on legislative issues 

Industrial context 

Operations’ safety 

Development of employment opportunities 

Contributions to the community 

Favorable interventions 

Social investments and donations 

Community relationships 

Materials and energy preservation 

Education against piracy 

Corporate voluntary work 

Delivery of educational content 

DIRECTV web site 
 Promotions 

Service surveys 

NPS loyalty survey 

E-mail address 

Social media 

Personal meetings 

Call center 

Social media 
 DIRECTV web site 
 Contrat 

E-mail address 

Surveys 

Social media 
 

News release 

DIRECTV web site 

Personal meetings 
 E-mail address, newsletter 

Telephone contact 

Social media 
 News release 
 DIRECTV web site 
 Sales channels marketing 

Community meetings 

DIRECTV web site 
 Social media 
 

Customers 

Community 

Suppliers 

Governamental authorities and legislators 
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Information about the company and the industry's movements 

Stakeholders development and growth cases  

Knowledge about the company 

Availability of spokesperson 

Delivery of exclusive programming 

Collaborative work 

Meetings 

Contributions 

Studies 

Content dissemination 

Relationships 
 Implementation of cooperative projects (Recycling) 

Delivery of information 

Cooperative projects (studies, events) 

Educational programming dissemination 

DIRECTV Chile website 

Social media 

News release 

E-mail address, Newsletter 

Telephone 

Programming highlights 

Personal meetings 
 Telephone 
 E-mail address 
 

Personal meetings 

 
 

Telephone 
 E-mail address 
   Personal meetings 
 Telephone 
 E-mail address 

022 

Media 

Institutions/Foundations/NGOs 

Sports clubs/Federations/Sponsorships 

Academia 

Stakeholders groups  
 

Ongoing delivery of information and content 

Interests Communication channels 
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Accountability and 
transparency 

In order to become a sustainably performing 

company, it is essential that we may define the 

relevant goals, measure our results and eventually 

report them.  This initial Sustainability Report is 

aimed to accounting for our activities and their 

impact on our environment and, in the process, 

inspiring others. 

MATERIALITY ANALYSIS 

To determine the final annual report content, a 

materiality study was conducted on DIRECTV’s 

business and the stakeholders groups it liaisons with 

and has an impact on. Performed between March and 

May 2016, this study included primary and secondary 

information and was composed of three stages: 

IDENTIFICATION 

Aimed at identifying the main areas of interest both 

for the company and the industry, an international 

secondary information survey was conducted by 

reviewing DIRECTV, AT&T y DIRECTV's Chile 

documentation. In addition, a pay-TV industry 

sustainability report benchmark was implemented in 

Chile in that regard. Semi-structured interviews with 

managers were subsequently conducted to 

determine whether any material subject for the 

organization had not been omitted. 
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Material aspects Subsidiary aspects 

1  Human capital management Organizational culture 

Work life quality and benefits 

Training, development and career growth schemes 

2  Quality and customers satisfaction Service quality 

Compliance with the product standards promise 

Complaints management and customer service 

3  Relationship with stakeholders groups Transparent communication with stakeholders groups 

Transparency towards and dialogue with consumers 

4  Value chain development Growth opportunities for suppliers 

Stable and lasting relationships with suppliers and contractors 

5  High-quality programming Contents development 

Exclusive DIRECTV programming 

6  Financial performance Profitability 

Business sustainability 

7  Human rights protection Diversity, inclusiveness and employability 

Equality at work and discrimination 

Freedom of association 

8  Business environmental management Energy efficiency 

Efficient materials use 

9  Corporate governance, ethics and transparency Transparency 

Anti-corruption struggle 

Reporting on anti-trust practices or practices against free competition 

10  Social investment programs Technological inclusiveness 

Contribution to the community 

Relationships with the community 

11  Occupational health and safety Accidents 

Occupational diseases  

Prevention 

12  Safety and technology Information security 

Products safety 

Technological innovation  
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PRIORITIZATION 

Prioritization was conducted by means of two 

activities: 

 First, a meeting of DIRECTV Chile’s Directors and 

Managers was hosted to brief them on the material 

aspects identified in the first phase and to include any 

material issue which may have been omitted, if 

relevant. Each of the issues was submitted for a vote 

classification into the 1 to 5 Likert Scale based on 

their significance for the company, and secondarily, 

the role of the stakeholders groups was submitted to 

the same procedure. 

 Afterwards, on-line surveys were conducted on 

100 randomly selected employees and external 

stakeholders groups: 100 customers, 8 

foundations’ representatives, 9 suppliers, 25 

distributors and community agents, based on the 

significant subjects for each group. The following 

issues were prioritized as a result of the survey 

findings: 

Those issued inside the red box are conceived 

as strategic for the organization as they were 

found to be the most significant ones both for 

our organization and the stakeholders groups. 

The remaining subjects are not equally significant and 

they will be therefore less specifically addressed. 

 

VALIDATION 

The final subjects' materiality and prioritization 

results were submitted to DIRECTV Chile CSR 

Management for validation of the process and 

confirmation of consistency among the subjects 

identified and their significance for the organization 

and the stakeholders groups. 

1. Human capital management 

2. Quality and customers satisfaction 

3. Relationship with stakeholders groups 

4. Value chain development 

5. High-quality programming 

6. Financial performance 

7. Human Rights protection 

8. Business environmental management 

9. Corporate governance, ethics and transparency 

10. Social investment programs 

11. Occupational health and safety 

12. Safety and technology 
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Alignment 
with GRI 
aspects and 
SDGs 
The alignment between material (strategic and relevant) 

aspects and the GRI is shown below, together with their 

coverage in the 2016 report. 
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Material aspects Chapter Coverage of subjects and related GRI 
aspects 

Coverage within or 
outside the organization 

  1  Human capital 

management 

We cooperate Employment (LA) 

Training and education (LA) 

Internal  

  2  Quality and customers 

satisfaction 

We entertain Products and services labeling (PR) 

Marketing communications (PR) 

Internal 

  3  High-quality programming We entertain Own information Internal 

  4  Value chain development We integrate Procurement practices (EC) 

Suppliers’ environmental assessment 

(EN) 

Suppliers’ social assessment (LA) (SO) 

Internal  

External 

External 

  5  Relationship with 

stakeholders groups 

We are sustainable Communications Internal and external 

  6  Safety and technology We entertain Customers' privacy (PR) 

Anti-piracy practices  

Internal 

  7  Social investment 

programs 

We share Social management (SO) 

Relationship with the community (SO) 

Internal and external 

  8  Financial performance We are committed Financial performance (EC) 

Market presence (EC) 

Internal 

  9  Human Rights related 

Subjects (diversity, 

inclusiveness, etc.) 

We cooperate Non discrimination (HR) 

Equal remuneration for women and men 

(LA) 

Internal 

  10  Business environmental 

management 

We preserve Energy (EN) 

Emissions (EN) 

Waste and wastewater (EN) 

Products and services (EN) 

Internal and external 

  11  Corporate governance, 

ethics and transparency 

We are committed Regulatory compliance (EN) 

Mechanisms for employment-related 

claims (LA)  

Struggle against corruption (SO) 

Regulatory compliance (PR) 

Internal 

  12  Occupational health and 

safety 
We cooperate Occupational health and safety Internal 
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SUSTAINABLE DEVELOPMENT 

GOALS 

In line with the global initiatives, we hereby present the 

material (strategic and relevant) subjects for DIRECTV 

sustainable management in relation to the Sustainable 

Development Goals (SDGs) that were defined by the 

United Nations member countries in September 2015 for 

the 2030 Agenda. 

The SDGs urge all companies to apply creativity and 

innovation to tackle sustainable development 

challenges. DIRECTV is committed to contribute in its 

role as a good corporate citizen and an outstandingly 

performing company. 

This link between the SDGs and the company's actions 

reveals DIRECTV's positive contribution to sustainable 

development, both helping minimize negative impacts 

while also maximizing positive impacts on people and 

the planet. 

Note: This first analysis prioritizes 9 out of 17 goals based on 
DIRECTV' business. However, efforts will also be made to contribute 
to somehow contribute to the remaining goals. 

 

 

 

WE ARE SUSTAINABLE 2016 Sustainability Report 

 

 

 

 Sustainable Development Goals  Material aspect DIRECTV Chile initiatives or impacts 

1. Ending poverty  Social investment programs 

Value chain development 

Positive economic impact on vulnerable 

communities through Community Agents 

3. Health and wellbeing  Human capital management 

Health and safety 

Health benefits and agreements 

Occupational health and safety regulations 

Collective agreement committee 

 4. Achieving high-quality, inclusive and 

equitable education and fostering ongoing 

learning opportunities for all 

 Human capital management 

Value chain development 

Social investment programs 

 

Training to employees 

Training to Community Agents 

Support to children education through Escuela 

Plus 

 5. Achieving gender equality and 

empowering all women and girls 

 Corporate governance, ethics and transparency 

Human Rights protection 

Human capital management 

Diversity, inclusiveness and employability 

policies, equality at work, non discrimination 

 8. Promoting sustained, inclusive and 

sustainable growth, full and productive 

employment and decent work for all 

 Human capital management 

Value chain development 

Economic performance 

Working health and safely 

Wellbeing initiatives and benefits for 

employees 

Positive economic impact on vulnerable 

communities through Community Agents 

Health and safety policies 

 9. Industry, innovation and infrastructure  Social investment programs 

Technology 

DIRECTV's technology reaches out anywhere 

and therefore brings about a positive impact on 

technology as well as opportunities 

 11. Making cities and human settlements 

inclusive, safe, resilient and sustainable 

 12. Ensuring sustainable consumption and 

production guidelines 

 Quality and customers satisfaction 

Safety and technology 

Environmental management 

Information on products and services 

Product-related accountability 

Information on products and services 

Mitigation of environmental impacts 

 13. Climate actions  Environmental management Energy and resource efficiency initiatives  

Carbon footprint measurement 
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A differential, quality 
proposal 

At DIRECTV, we strive daily to offer our customers a 

quality proposal that features unique and exclusive 

products, state-of-the-art technology and 

customized service... We work to be the best. 

DIRECTV is characterized for being always at the 

forefront of technology on the basis of its service quality, 

broad content range and varied product sets designed 

for the diverse population segments. This approach has 

earned us our customers’ acknowledgment as well as 

several national and international customers' loyalty, 

service quality and customers experience awards. 

2016 AWARDS AND 
ACKNOWLEDGMENTS 

We endeavor to ensure that whenever our customers 

watch TV, they are offered much more than just a 

program. Rather, we aim to making them enjoy the most 

outstanding experience. Our daily efforts in this sense 

are reflected in concrete results whenever we achieve 

the market’s recognition in the form  of awards and 

acknowledgments. 

Customer Loyalty Award 

Our company has been the recipient of this 

acknowledgment from 2011 to 2016. This national 

award given by the ALCO consultancy company 

and the Estrategia newspaper is based on a study 

where 13 categories and 48 leading companies 

located in Chile are surveyed. 

Best Customer Experience (BCX) Award 

It is an Ibero-American award quarterly granted by 

the Spanish company IZO, a customer's 

experience specialist. DIRECTV Chile was the 

recipient of this award in 2014 (first and second 

semesters), 2015 and 2016. 

Procalidad Award 

Awarded by the Adolfo Ibáñez University and 

Praxis Customer Engagement, our company has 

received this distinction from 2011 to 2016. It is 

based on a study that measures corporate 

satisfaction, in the “Membership” and 

“Transactional” categories in Chile. 
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Our products 

Devised to satisfy a diverse customer base, all 

our plans include our differential features which 

distinguish us from our competition and are 

structured upon three pillars: technology, 

programming and services. 

1. Technology 

Changing our customers' life entails replacing the 

simple experience of watching TV for a state-of-the-

art satellite technology. Multiple additional services to 

satellite television are added, such as: 

 Parental control: parents are able to limit their 

children's access to specific programs, based on 

content type, expense amount, schedule and age. 

 Multivoice/SAP/Double audio: customers can enjoy 

the broadcasting of their favorite sports events in 

different languages, such as Spanish, English and 

Portuguese, together with captioning in their preferred 

language. 

 DIRECTV Nexus: this technology enables 

customers to save, pause, rewind and watch 

programs stored on HD DVR set-top boxes from any 
other TV connected to the domestic network. 

Therefore, it is possible to start watching a program 

stored on another TV set, stop it and resume viewing 

on another domestic device. 

 DIRECTV iPad App: with DIRECTV, iPads may be 

used as TV remote controls to navigate through the 

programming guide, watch Pay Per View premieres, 

store remotely and review the list of stored contents 

with no need to interrupt the program being currently 

viewed. 

2. Programming 

We provide our customers with differentiating 

alternatives that feature the highest-quality 

programming selection: 

 OnDIRECTV: this exclusive channel offers own 

productions and an excellent range of contents, such 

as concerts, films, series, documentaries and special 

events not available on any other channel. Access to 

special events, such as previews and best 

programming marathons, is also provided. 

 DIRECTV PLAY: it enables free on-line access 

from PCs, tablets or smart phones to contents offered 

by suppliers such as HBO GO, Moviecity Play, ESPN 

Play and DIRECTV Sports with more than 5000 titles. 

It also offers the chance to enjoy the best live sports 

events. 

 DIRECTV Sports: this exclusive channel for 

DIRECTV customers offers the widest sports 

coverage, with exclusive broadcasting of the most 

important leagues and tournaments worldwide, 

featuring outstanding events from the English, Italian, 

Spanish, French, German, and UEFA Champions 

League; tennis Grand Slam tournaments and golf 

events, ATP and Master 1000; NBA basketball, NFL 
American football and MLB baseball. 

3. Services 

The third pillar of our market differentiating attributes 

is the service we offer to our customers: 

 DIRECTV “Me llamas” App: if any problem occurs 

when watching a particular program, customers just 

need to press the red button on the remote control 

and a DIRECTV specialist will contact them. 

 MiDIRECTV: it offers the chance to manage 

customers’ DIRECTV account on line, wherever the 

person is located to check invoices, acquire premium 

programming, save their favorite programs, access 

exclusive broadcasting, benefits and discounts. 

 Channel 100 (Prepaid): this channel provides 

customers with key information of their account and 

available services, such as recharge, Video Central, 

on-screen balance, recommendations, DIRECTV 

Sports and DIRECTV Cinema. 

 DIRECTV Assistance: it is included in all DIRECTV 

channels and includes three technical visits, remote 

control replacement per set-top box, and one free 

move per year. 
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Tailor-made products 

PREPAID SERVICE 

DIRECTV Prepaid is 100% digital satellite television 

featuring high-quality audio, state-of-the-art 

technology and all the flexibility required to meet our 

customers' needs. It offers all the benefits of the 

DIRECTV service but does not require for a fix 

account or long-term contracts. The account- and 

contract-free kit is acquired by the customers and can 

be installed anytime and anywhere. 

This product is available at all main retailers, 

supermarkets and shops throughout the country. With 

more than 60 channels available for one TV, it also 

includes DIRECTV Play subscription to watch all 

programming from any computer, cell phone or tablet 

connected to Internet. If desired, customers may pay 

for premium programming recharge plans (Fox, CDF 

Premium and Fox Sports+). 

The kit includes: 

 100% digital image and sound. 

 On-screen available balance (Channel 100). 

 Parental control based on schedule, age and 

signal. 

 Technical assistance. 

 Once a year remote control replacement 

 1 annual move. 

POST-PAID PLANS 

A wide range of monthly subscription plans is 

offered for the different customers segments, based 

on their needs, choices and preferences. Customers 

are thus able to select their preferred experience by 

number of channels, image quality and number of set-

top boxes. 

 BRONZE. 

 BRONZE HD- HD Plan. 
 SILVER. 

 SILVER HD- HD Plan. 
 GOLD HD- HD Plan. 

 GOLD NEXUS. 

 PLATINUM. 

As of the SILVER package upwards, a flexible 

premium option is included in our plans and 

customers may select and change the premium 

alternative once a month from HBO Max, FOX 

Premium, CDF or adults channels. 

DIRECTV On Demand is for exclusive use of Gold 

Nexus or Platinum customers. It offers immediate 

access to a broad range of movies, series and 

exclusive OnDIRECTV programming, which 

customers can download to their set-top boxes. This 

service requires Internet- connected set-top boxes. 

Thanks to our best-in-class market technology 

and entirely exclusive contents, DIRECTV 

customers can enjoy a magnificent sports 

experience on top of movies and music, such as 

DIRECTV Sports and DIRECTV Sports+. 
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Product-related 
accountability and ethics 

At DIRECTV we implement a transparent, honest 

and inclusive commercial communication policy. 

ANTI-PIRACY STRUGGLE 

DIRECTV finds it essential to be an active agent in 

the struggle against piracy given than this activity has 

a direct impact on the business success. Pirate web 

contents may one day substitute the services we 

provide. 

Our employees are provided with the online 

“Hundiendo la Piratería” [“Defeating Piracy”] course 

to brief them on the different types of existing piracy 

and their impact on sales, customer experience, 

churn (customers' unsubscription rate) and, even 

country's growth. 

Piracy affects us during different stages of the 

customer life cycle: 

 Impact on sales: as both pirate set-top boxes 
and illegal broadcasting services are seen as lower 
cost alternatives by the potential customers, they 

become more attractive vis-a-vis our offer. 

 Impact on experience and portfolio 

profitability: irregular customers find it more difficult 

to upgrade their plans or technology because it 

demands a common agreement with relatives or 

friends with whom the service is shared. 

 Impact on customers who use pirate web 

contents because they do not benefit from (or are 

unaware of) all the complementary content offered by 

DIRECTVPlay in a safe and legal manner and 

guaranteed high-quality service. In addition, it 

becomes difficult to upgrade these customers' plans 

as they would rather look for free on-line pirate 

contents than hire our service. 

 Impact on the country derived from lost revenue: 

as the pay-TV market piracy is not taxable, Chile 

loses millions of dollars every year. 

INFORMATION AND LABELING  

DIRECTV Chile is governed by the applicable national 

regulations depending on the service provided. We 

abide by the Superintendence of Electricity and Fuels 

(SEC) standards in the field of electrical safety and 
energy efficiency, contained in Act N° 18.410:1985 

from the Ministry of Economy, Public Works and 

Reconstruction, Executive order N° 298, from the 

Ministry of Economy, Public Works and 

Reconstruction, dated 2005, and Resolution N° 345 

from the Ministry of Energy, dated July 20, 2010 All that 

is reflected on the electrical products safety Test 

Protocol PE N°8/2:2010 which is based upon IEC’s 

audio, video and related electronic devices standard N° 

60065:2005 about safety requirements (section 5, 

marks and instructions). We also consider the potential 

impact analysis on safety labeling pursuant to 

Resolution N° 16328, which approves the PE N° 8/2 

test protocol amendment to the IEC 60065:2016 

standard which is to become operative as of 

September 30, 2017. 

In the energy efficiency sphere, we observe IEC 
reference standards N° 62301:2005 on Domestic 

Electric Devices in stand-by model and the Chilean 

regulation NCh3107.Of2008. 

 

INFORMATION SECURITY 

At DIRECTV we pursue users’ information and 

privacy protection. We have implemented a strict 

Security Policy publicly available on our website that 

sets forth the guidelines applicable to gathering, using 

and sharing information in relation to customers 

subscribing to our services and visiting our Internet 

pages. 

All-year round, DIRECTV Chile mantains a regional 

Information Security campaign with tips for 

including good practices to protect the information of 

our employees and customers, as well as to 

safeguard our corporate information and equipment. 
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How do we protect our customers' data safety? 

Preventive measures are taken and, pursuant to the 

current data protection legislation, security 

technologies and procedures are employed to limit 

access to our database. 

We are committed to the implementation of a Data 

Security regulatory framework to prevent destruction, 

loss, release, misappropriation, unavailability and 

repudiation risks, pursuant to the policies, rules and 

procedures issued by the Legal Administration and 

the current laws and regulations enforced on 

DIRECTV by the regulatory agencies. 

For DIRECTV’s Data Security area, it is essential that 

all the employees may be aware of and cooperate 

with this initiative. 

As a result, the #PiensaSeguro campaign was 

launched to safeguard company, employees and 

customers’ data region-wide. 

The Security team has applied a set of controls to 

guarantee data protection through: 

 Mechanisms implemented to address the 

processing of operations focused on the compliance 

with business goals and strategies. 

 Company risk assessments in the company to 

identify the threats, vulnerabilities and the potential 

impact of the data assets, if any. 

 Identification of legal, regulatory and contractual 

requirements to be observed. 

In addition, DIRECTV features staff located in five 

countries to provide support to the ten countries 

making up the region. The team counts on Data 

Security specialized personnel on the CISO, Safety 

Architecture, Safety Operations and GRC 

(Government, Risks and Compliance) positions. 

A procedure has been established for incident 

management. 

As of the date of this report, no complaints from 

external parties or regulatory agencies have been 

received, nor have any personal data leakage, theft or 

loss been reported. 

 

WE ENTERTAIN 2016 Sustainability Report 

 

 

   

 



 

 034 

 

  

Customers: our priority 
 

Customers are essential to our company. And 

as such, we strive to offer them a world-class 

service that may allow our users to fully 

acknowledge the difference from the very first 

stage of our relationship. 

We act on the basis of respect, kindness and 

excellence, which are reflected company-wide: 

from products and plans design to our daily 

communications. 

We seek to forge long-lasting loyalty bonds based 

on transparency and responsible consumption, 

and therefore we release relevant information about 

our actions and about matters of interest to our 

customers on an ongoing basis, so as to foster 

responsible decision-taking procedures at the 

moment they acquire our service. 

Our main motto is “I believe the customer”. This 

implies that liaisons are always based on trust, and 

the entire relationship between the company and 

the customers is underpinned by that starting 

concept. 
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In continuous 
contact 
 

We stay in continuous contact with our customers by 

means of different channels through which we 

provide them with information: 

Website: http://www.directv.cl/ 
Information about our services. 

http://www.directv.cl/ayuda/contactenos 
Questions. Customer service chats. 

DIRECTV Play: www.directvplay.com/cl 
Information about programming. 

Telephone number: 

600 600 1759 op. 3 (Post-paid customers) y 600 626 

2000 (Prepaid customers) 

Social media 

directvla 

@DIRECTVChile / @DIRECTVServicio 

+DIRECTVLatinAmerica 

DIRECTVLatinAmerica 

A monthly printed newsletter, images on printed 

invoices, promotional messages in call centers and 

institutional letters are combined with the regular 

communication channels used to reach out to our 

customers. 
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Tracking sastisfaction 

levels 
Telecenter Assessment 2016 

Complete surveys performed 297,373 

NPS 59.8% 

% quality of the service 88.6% 

% solved 90.5% 

% satisfaction 69.3% 
  
  

Technical Visits Assessments 2016 

Surveys performed 78,004 

NPS – (0 to 10 scale): 61.4% 

% punctuality (IVR Survey) 97.3% 

% elapsed time satisfaction 96.0% 

% working properly  98.1% 

% satisfaction with technical assistance 98.0% 

% satisfaction with the training provided 98.5% 

% general satisfaction with technical service (IVR Survey) 97.1% 
  
  

Sales Assessment 2016 

Surveys performed 7,272 

NPS 70.0% 
  
  

Relational NPS  2016 

Surveys performed 4,790 

NPS Total 32% 

Surveys performed – Post-paid 3,240 

NPS 36% 

Surveys performed - Prepaid 1,550 

NPS 24% 
 

Our main strategic goal is to provide our 

customers with an amazing experience. Several 

types of surveys aimed at monitoring the areas 

in direct contact with the customers were 

implemented to measure customers' 

satisfaction, and thus, the efficiency of our 

management. 

In order to measure customer loyalty, DIRECTV 

employees the NPS (Net Promoter Score), prepared 

on the basis of 0-10 scale in response to one 

specific question about their likelihood to 

recommend the service, where a score of 10 means 

“I would absolutely recommend it” and 0 means “I 

would absolutely not recommend it”. 

 Responders allocating scores between 0 and 6 

are classified as detractors 

 Responders allocating scores between 7 and 8 

are classified as neutral (or passive) 

 Responders allocating scores between 9 and 10 

are classified as promoters. 

The NPS index is obtained by subtracting the 

detractors from the promoters. 

Two measurements are applicable to this indicator: a 

Relational NPS (a representative sample of 

customers is obtained and they are proactively 

inquired about their likelihood of recommendation), 

and a Transactional NPS (after the highly critical 

events, they are asked about their likelihood of 

recommendation). 

DIRECTV Chile’s 2016 results are shown below: 

 Relational NPS: Post-paid customers 36%; 

Prepaid customers 24 %. 

 Transactional NPS on Service Sale 70%; On-

site Technical Assistance 61.4%; and Telephone 

Service 59.8%. All these measurements apply to the 

Post-paid service, except in the case of the 

Telephone Service, which is applicable to both 

Postpaid and Prepaid services.  
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People-based  
building 
 

At DIRECTV Chile we have focused the company's 

development on a value-based management. 

During several years, we have been guided by the 

values of Excellence, Passion for the customer, 

Teamwork and People-based building, and we 

have undertaken the commitment to developing a 

quality work environment which allows people to 

work with motivation and engagement in a culture 

of integrity, respect and inclusiveness. 
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Dynamism and 
diversity for the sake of 
growth 
 

DIRECTV Chile's team is made up by committed 

professionals who clearly see the quality of the 

company staff as the key to its success 

 A human-based approach erects as our 

cornerstone. We stand as a dynamic and diverse 

team endeavoring to bring customers the best-in-

class entertainment experience. 

In Chile, our team consists of 620 people, 300 

men and 320 women, most of them in the 

Metropolitan Region, though we are directly present 

in 8 regions nationwide. 

 

Work in the Metropolitan 
area 

 

620 
EMPLOYEES 
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Our team, broken down by contract type and region  2016 

Working day Men Women Total 

Full time  300  320  620 

Employment agreement type  Men  Women Total 

Fixed term  3  8  11 

Indefinite term  297  312  609 

Gender subtotal  300  320  620 

    

   2016 

By region Men Women Total 

II Antofagasta  17  21  38 

IV f Coquimbo  3  0  3 

V Valparaíso  2  0  2 

VI Libertador Gral. Bernardo O’Higgins  1  0  1 

VII Maule  2  1  3 

VIII Bío Bío  5  2  7 

IX e Araucanía  3  0  3 

XIV los Ríos  2  0  2 

Metropolitan Santiago  265  296  561 

 

DTV and IMM initial wage ratio- Men 205% 

DTV and IMM initial wage ratio 2016 

DTV and IMM initial wage ratio- Women 210% 

 

 
Ratio between men and women wage 2015 2016 

Manager  112%  110% 

Head of Dept.  106%  110% 

Leader  100%  101% 

Supervisor  99%  91% 

Professional  109%  111% 

Technical Administrative  93%  97% 

CC Technical Administrative  116%  109% 

 

25.80% 
Of employees unionized  

 

 

32.90% 
Of employees included 

in collective bargaining 

agreement 
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A TEAM ON THE MOVE 
 
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 increasingly turn us into better 

employers. 

. 

For that purpose, we take into account the staff 
turnover rate, which is estimated by dividing the 
number of employees leaving the Company (165) by 
the total number of employees by the end of each 
year (620). 

Total 2016 turnover rate: 26.61%  

Recruitment rate: 20.48% 

 

BALANCE AND INTEGRATION 
 
At DIRECTV, we support recent parents from our 

workforce so that they may return to work upon 

completion of their parental leave if they are willing 

to. In 2016, 26 women exercised their right to 

maternity leave. All of them returned to work upon 

expiration of their leave period (100%). 

 
Turnover per gender and age - 2016   N° terminations  Turnover 

Man    80  26.7% 

Woman    85  26.6% 

Total    165  26.6% 

Younger than 30    32  39.5% 

Between 30 and 50    120  24.5% 

Older than 50    13  26.0% 

Total    165  26.6% 

       

 Younger than 30 Between 30 and 50  Older than 50 

  M 

 

W  M 

 

W  M 

 

W 

Turnover  18 14  55 65  7 6 

Recruitments  20 19  38 45  3 2 
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Rate  of return to work after parental leave in 2016 2016 

Maternity leave  100% 

Paternity leave  n/a 

 

Retention rate for employees on parental leave during 

2016 
2016 

Men  n/a 

Women  70% 
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Our  
value proposal 
 

Our priority is to attract, inspire and develop 

talented, diverse and extraordinary people who 

are proud of being part of DIRECTV. And we do 

so by offering a complete value proposal. 

PEOPLE-BASED BUILDING 

At DIRECTV Chile, we have focused on corporate 

development by undertaking the commitment to 

developing a quality work environment which allows 

people to work with motivation and engagement in a 

culture of integrity, respect and inclusiveness. 

The process of the merger with AT&T implies 

revising and adjusting value definition in relation to 

DIRECTV Latinoamérica’s corporate vision. 

OUR VALUES: 

 Excellence 

 Passion for the customer 

 Teamwork 

 People-based building 

PEOPLE-INSPIRED PROCESSES 

For values to be meaningful, ensuring the 

intertwining between organizational processes and 

members is required. This notion became more 

relevant after the merger with AT&T, as we are 

taking on increasingly more challenging market 

goals. This process does not entail our neglect of our 

culture of respect, trust, development and 

commitment towards those who are part of the 

company and those who subscribe to our service. 

In 2016, the changes proposed by AT&T challenged 

teams and leaders' maturity and urged us to take on 

a leading role in the dissemination of corporate 

values. 

Based on the business values and challenges, we 

developed the following programs, spaces and 

processes which allow for aligning, inspiring and 

attach a special sense to the our teams’ daily tasks: 

 Code of Business Conduct 

As one of the main organizational pillars to inspire, 

guide and drive our employees’ the behavior, this 

Code provides a benchmark for them to maintain 

their commitment to honesty and integrity with the 

company, stakeholders, customers, coworkers, 

public authorities and communities. All of our internal 

policies and processes are in line with the ethical 

principles set forth in the Code and all our 

employees are trained on their content. 

During 2016, different courses and talks were held 
on Culture and ethical values, as well as legislation 
on competition, anti-bribery and anti-corruption, 
global trading, conflict of interest, gifts and hospitality 

and data protection. 

 Competences Model 

Another integrating axis to ensure corporate 

leadership coherence and conduct benchmarking is 

our competences model which is undergoing a 

transition phase to move from DIRECTV’s leadership 

scheme to the 
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AT&T extraordinary leader model. The 

introduction of this Extraordinary Leader model in 

DIRECTV Latinoamérica for 2017 is part of the 

alignment process progressively deployed since 

2016. This model stands as a beacon consisting 

of 5 Corporate Culture-aligned leadership 

competences: 

- Character. 

- Focus on results. 

- Change leader. 

- Interpersonal skills. 

- Personal ability. 

Each competence describes the ideal way leader 

behavior and, they collectively strengthen the main 

competence i.e. character, which describes a leader 

as someone with a high level of integrity, honesty, 

confidence and care for the success of the 

company, its customers and employees. 

OUR ESSENCE 

At DIRECTV Chile, we move into new challenges 

that may allow us to highlight the differential 

attributes we have developed and are embodied in 

the organization's values and culture. 

This set of attributes is known as DIRECTV DNA 

or essence and stand as a blend of our 

employees’ achievement focus and the respect for 

people. We build our results based on the people 

who make up our company in a collaborative way, 

while also bearing in mind the difference our 

teams make. 

We are fully convinced that those joining our team 

should have a special profile to become a critical 

pillar of the culture we promote, an essential 

feature of our corporate value proposal. 

We surround ourselves with the best 

In order to align new employees’ recruitment 

with our Competences model and values, we 

developed DIRECTV profile, which ensures a 

common ground among all corporate levels, 

regardless of functional or technical capabilities. 

To ensure newly hired employees match such 

essence, we have defined the 5 leadership 

competences already mentioned; which are 

applicable company-wide and must be featured 

by those candidates wishing to join our 

organization. 
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Talent recruitment 
 

We are convinced that counting on the right 

talent for each position is vital for the attainment 

of our business goals and that a assembling a 

diverse workforce is equally vital to enrich our 

work environment and achieve an inclusive 

culture that cherishes differences. 

RECRUITMENT PROCESS 

It is designed to attract talented, diverse and 

extraordinary people who may be proud of delivering 

the best experience to our customers, and who also 

identify themselves with the corporate goals and help 

us promote them, while also being able to find 

personal and professional growth opportunities. 

At DIRECTV, the recruitment process is conceived 

as an instance of mutual knowledge between the 

candidate and the company and is used to explore 

ambitions, motivations and objectives and eventually 

come to an alignment between each party's needs 

and offerings. 

As a general guideline, we seek to guarantee 

transparent selection processes which bring fair and 

equitable opportunities to ensure that the best 

decisions are made in each case. 

In order to achieve that: 

 Equal opportunity policies are encouraged under 

the same education, experience, training and 

responsibility conditions, without discrimination on 

grounds of race, sex, marital status, ideology, sexual 

preference, political opinions, nationality or religion, or 

any other personal, physical or social conditions 

whatsoever. 

 Women placement in leadership positions is 

fostered.  

 The Human Resources area coordinates and 

centralizes the recruiting and selection process and 

guarantees that the process observes the established 

policies. 

 The leader of the requesting area becomes actively 

involved in the decision-making procedures, along 

with the Human Resources area, so as to identify and 

hire the most competent person for each position. 

 Clear criteria are set to allow for objectivity. 

 Decisions are documented. 

A THOROUGH RECRUITING AND 
SELECTION PROCESS 

The selection process is triggered by the areas' 

need to fill one or several positions for substitution 

purposes or a new position created, and is 

formalized by means of a request including the job 

description and profile. 
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A safeguarded process 

Guided by our values, we take care of people as 

from the selection process, by ensuring a 

respectful and polite treatment and transparent 

communication. We seek to provide candidates 

with timely information about their application on a 

regular basis, even in the event of a negative 

process outcome. Likewise, the candidates 

shortlisted during internal application processes 

who are not eventually selected receive relevant 

feedback for their future development. We aim for 

the job application process to be an experience 

aligned with the DIRECTV culture. 

We have worked to align external companies 

working with us with these practices, by ensuring 

that candidates may go through the same positive 

experience during all selection process stages and 

with all parties involved. 

WELCOME 

At DIRECTV, we welcome our employees through our 

Induction process, which brings them close to and 

connects them with our culture and business 

challenges. We want every employee to feel 

appreciated and to be aware that we truly care for 

their feeling the best experience from the moment 

they are hired and also that that they are offered 

special benefits and events for themselves and their 

families. 

Concurrently, new recruits’ direct bosses play a key 
role in fostering their integration to the work team and 
walking them through their role from day one. 
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Development and 

mobility 

Our internal mobility program was set with a view 

to promoting employees' development, 

facilitating mobility to positions within the 

company by which their skills and interests add 

up to achieving the expected results and allow 

them to reach their maximum potential. 

The Internal mobility is based on five principles: 

1) Best place: see to defining the most suitable 

place for the employee's optimal performance based 

on their competences as well as the company needs. 

2) Transparency: internal mobility opportunities 

shall be clearly communicated. 

3) Objectivity: the processes will be based on the 

definitions set on the policy and the process defined, 

by applying non-biased criteria for decision-making 

regarding candidates. 

4) Suitability: processes shall be oriented towards 
a comprehensive candidate assessment pursuant to 
the established procedure, with the aim of filling the 
position with the candidate who best matches the 
defined profile. 
5) Development: see to employees’ and company 
development, so that, for the purpose of filling the 
vacant position in-company candidates who meet the 
expected performance level shall be considered in 
the first place. 

There are two internal mobility lines: 

 Vertical mobility: to be promoted to a higher level 

position. 

 Horizontal mobility: the employee moves to 

another area and retains the same hierarchy while 

increasing their learning and enriching their 

professional experience. 

EXPANDING HORIZONS 

Leadership positions in regional teams are published 

in all countries through the Talent Acquisition teams. 

On the basis of this, we promote people's internal 

development and we offer opportunities for 

experiences abroad. 

We have a foreign transfer policy aimed to setting 

employees' transfer procedure across DIRECTV 

Latinomérica’s countries, thus ensuring a consistent, 

fair and equal treatment. 

ASSESSMENT FOR THE PURPOSE 
OF GROWING 

My Performance Plan 

Our performance assessment scheme is called “My 

Performance Plan”, and aims at fostering the 

continuous improvement and development of each 

employee through the establishment of clear targets 

and expectations, feedback-rich culture, coaching 

and open dialogue. 

¿Which are My Performance Plan goals? 

 To align individual goals with corporate priorities, 

goals and success. 

 To boost individual, comprehensive and 

organizational development. 

During 2016, the process consisted of three stages: 

 1. Goals setting. 

 2. Midyear assessment or continuous follow-up. 

 3. Year-end assessment. 
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Employees’ assessments - 2016 Men Women Total 

Employees with more than 3 months at the company  291 308  599 

Assessed employees  291 308  599 

Percentage  100% 100%  100% 

    

Employment category 

          Number Assessed percentage 

Men Women Men Women 

Director  6  1  100%  100% 

Manager  26  9  100%  100% 

Head of Dept.  38  39  100%  100% 

Supervisor  16  15  100%  100% 

Leader  14  10  100%  100% 

Professional  64  49  100%  100% 

Technical Administrative  68  80  100%  100% 

CC Technical Administrative   59  105  100%  100% 

 

100%of DIRECTV Chile’s employees were assessed during 2016. 

. 
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ACHIEVING THE 
“WHAT” 

BUSINESS 
GOALS  

 

DEMONSTRATION 
OF 

THE “HOW” 
LEADERSHIP 

COMPETENCES 

 

Comprehensive individual performance involves 

complying with the “What”-type business goals and 

the demonstration of the “How”-type leadership 

competence. 

 

 “WHAT”- type: refers to the process of planning, 
giving feedback and evaluating our actions, that is 

to say,   the performance goals, the qualitative and 

quantitative measurement of individual goals 

compliance level related to the business. 

 

The “HOW”-type”: the competences are a set of 
behaviors an employee needs for successful 
performance. 

ASSESSMENT FIGURES 
 
Employees working for the company for more than 

three months are subject to assessment. 

COMPREHENSIVE 
INDIVIDUAL 

PERFORMANCE 
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Ongoing education 

We are convinced that training our staff on an 

ongoing basis is key to mantaining the 

distinctiveness of our company 

In order to contribute to our employees' professional 

development we have set up DIRECTV Academy. 

It consists of a learning community where all corporate 

members are involved with the aim of updating or 

acquiring knowledge and key skills in order to realize 

their full potential. This program involves all training 

activities and is organized in three schools: 

1. DIRECTV Soy Líder [I am leader] school 

Targeted to Directors, Managers, heads of 

department, supervisors and leaders of different 

areas, its goal is to consolidate our leaders' 

community and keep on providing the necessary 

tools to boost their leadership, as this skill embodies 

a cornerstone for successful business development. 

Part of the programs we implement are jointly carried 

out with eClass and the Adolfo Ibañez University, 

which enables choosing a certification course, as this 

alliance meets all approval requirements for all 

position segment maps. 

Apart from corporate training, such issues as 
negotiation, coaching, leadership and innovation, 
among others, are also included, which foster our 
leaders' professional development. 

2. Soy DIRECTV [I am DIRECTV] school 

It seeks to strengthen our line of professionals and 

administrative employees, key segments for the 
achievement of business goals, by developing the 

position-related knowledge and skills and contributing 
to their professional development. It is aimed at 

analysts, specialists, supervisors and general 
employees, among others. 

These specific school courses involve effective 
communication and conflict resolution, self-

management and meaningful work, innovation 

management, strategic thinking and optimized use of 
such tools as Excel and Access, among others. 

Part of this program is also jointly carried out with 

eClass and the Adolfo Ibañez University, and a 

certification course may be optionally taken, as this 

alliance meets all approval requirements for all 

position segment maps. 

3. DIRECTV WOW Experience school 

It is especially designed for employees who are in 

contact with our customers, such as sales reps and 

technicians. DIRECTV WOW Experience school is to 

contribute to the professional and personal 

development of all those who bring the DIRECTV 

Experience to our customers, so they may count on 

the necessary knowledge and skills to walk 

customers through a WOW experience. 

Position-related training at the WOW Experience 

school is mainly based on specific induction courses, 

DIRECTV Style and operative knowledge. 

The following three training dimensions are included 

in each school: 
 Corporate training: 

Cross-functional in nature, it involves corporate 

induction for all new team members to become 

immersed in the corporate culture and business. In 

addition, we all attend the DIRECTV Fans e-learning 

course to become DIRECTV promoters through the 

knowledge of our products, services and distinctive 

features, among others. 
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 Position-related training: 

We provide specific position-related contents. The 

curricula content varies according to the employees' 

category. 

 
 Specific training: 

Courses especially designed for each area, with the 

purpose of complementing and boosting employees’ 

area-specific knowledge. 

 

AVERAGE TRAINING HOURS  
 

Average training hours per employee 94.3 

 
2016 Men Women 

Leaders  135.94  144.55 

Professionals 112.53 118.75 

Administrative 

Technicians  83.41 78.21 

Customer Point 
of Contact 60.32 51.26 
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With the aim of supporting our employees' 
professional development and providing them 
with further knowledge and tools for their 
positions, all employees not having 
undergraduate education may apply for a grant. 
DIRECTV Chile awards 3 fixed-limit grants to 
afford their annual tuition costs. 

This program is mainly oriented to Managers and 

Directors interested in advancing their 

professional development through Master or 

Diploma programs for whose purpose we award 

two annual grants 

 

Specific Training Programs 

 

 Undergraduate grants 

 Graduate grants 

We support English learning in the case of 

employees interested in improving their language 

skills, through co-pay schemes or, if required for 

the position, through the 100% learning program 

funding. 

 

At DIRECTV, we support our employees' 

involvement in courses and seminars related to 

their specific area and position. In the case of 

paid courses, their cost 100% covered upon 

request to the specific area. 

2 fixed-limit annual grants for 100% of the master 

o diploma program value. 

 

 English training 

 Seminars and specific courses 
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SKILLS MANAGEMENT AND ONGOING TRAINING PROGRAM 

 
School Activity Description N° of attendees 

2016 

N° of hours 

I am DIRECTV 

school 

 Excel-Access Excel and Access courses according to knowledge level. 42 24 

All schools  English English language improvement due a position requirement or for professional 

development purposes. 

20 90 

I am DIRECTV 

school 

 Undergraduate 

grants 

Program for employees with unfinished undergraduate courses. 5  

All schools  Graduate grants Program targeted to graduate professionals and leaders who would like to acquire further 

knowledge. It consists of Diploma or Master courses’ funding. 

4  

 I am a Leader/ I 

am DIRECTV 

 E-class and UAI 

University courses 

These courses enable choosing a UAI University diploma, if 5 modules are passedl. 174 180 

I am a Leader 

school 

 Coaching and 

leadership courses 

Leader-oriented courses, focused on strengthening people management skills  11 16 

I am a Leader 

school 

 Feedback courses Leader-oriented courses, focused on strengthening team development skills. 49 6 

I am a Leader 

school 

 Writing techniques Course intended to developing written communication knowledge and skills. 13 24 

I am a Leader 

and I am 

DIRECTV 

 Specific seminars 

and courses 

Involvement in different activities oriented to specific knowledge and skills 

development. 

15 40 

I am Leader and I 

am DIRECTV 

 Effective 

presentations 

Hands-on courses oriented to developing Communication and Impact techniques and 

skills. 

79 16 
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Benefits and flexibility 

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. 

In addition, we also award acknowledgements in 

order to motivate people, and offer them the 

opportunity to significantly contribute to the 

community by social volunteering activities. 

The benefits below apply equally to all employees 

regardless of their working hours’ scheme: 

1) Life and medical insurance (additional to those 

required by law). 

2) Disability insurance. 

3) One administrative day off a year. 

4) Dental insurance. 

5) Regular nutritional examinations. 

6) Free legal, psychological and financial counseling 

TRAINING 

 We grant a differential school allowance (Education 

bonus), according to the educational level, to all our 

employees' children in educational stages (between 4 

and 24 years-old) 

CELEBRATIONS 

 Especial events. 

 Mother's Day. 

 Father's Day. 

 Children’s Day. 

 DIRECTV's end-of-the-year party. 

 Christmas presents for children. 

SERVICES 

 Vacation bonus 

Targeted to technical, administrative, customer-

contact staff categories as well as professionals, 

leaders, supervisors and heads of dept; cash vacation 

bonuses may be used once a year and applies to all 

indefinite-contract employees in these categories 

taking 10 at least consecutive working days. 

 Children care (Nursery bonus). 

 At DIRECTV, we care for our family and children. So, 

in order to help our employees to better suit work-

personal life, we offer them a nursery bonus –included 

directly in wage payments- to all mothers who are 

entitled to the nursery benefit and who, for some 

reason, cannot make use of it. 

 Monetary benefits 

As a means of financing special events, DIRECTV 

offers its indefinite-contract employees such benefits 

as allowances for marriage, birth, lunch, 

transportation, among others. 

 13th-month payment: 

 National festivities 

 Christmas 

SPECIAL DAYS-OFF 

 Birthday 

We give our employees their birthday off so that they 

can enjoy it with their families. It can only be used on 

the very birthday and cannot be exchanged for some 

other day. This means it cannot be added to vacations 

or weekends. 
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 “Free” day 

A quarterly free day, that is, 4 days a year. It must be 

used during calendar year and cannot be 

accumulated through subsequent years or added to 

vacations. 

Other especial days-off 

 Marriage: 5 days. 

 Births: 5 days (paternity leave). 

 Spouse and children's death: 7 (working) days. 

 A relative's death: directly evaluated with the 

head of the relevant department. 

HEALTH BENEFITS 

To gym with DIRECTV! 

We reimburse up to $30000 on gym membership 

plans. 

 Life, dental, health complementary and 

disaster insurance 

We grant our employees life insurance to cover 

natural or accident death, dismemberment, total or 

permanent disability derived from accident or 

disease. This benefit applies to all our employees, on 

fixed or indefinite-term contracts. 

  

 Healthy Life plan 

Together with Sodexo, we have developed a Healthy 

Life Plan which involves several initiatives, such as 

free health checkups to control cholesterol, blood 

sugar and muscle mass index, among others, along 

with an adequate diet prescription. 

 Healthy snacks 

We implemented delivery of fruits and cereals with 

yoghurt for free to all our employees every 

Wednesday and Friday. 

 Health fair 

Once a year we host a trade fair featuring booths 

from different suppliers in our premises, during which 

agreed-price products are offered and prevention 

checkups are performed, such as eye exams, 

audiometry, kinesiology sessions, dental cleaning 

and 15-minute anti-stress massages. 

 Massages 

We offer twice-a-week, 15-minute massages to our 

employees given in a specific room within the 

workday upon previous appointment. 

 Vaccines 

During March and April, we organize a vaccination 

campaign in our offices for all our employees and 

their families, available on prior appointment and for 

free. 

 “En DIRECTV nos cuidamos” [At DIRECTV we 

take care of ourselves] plan 

With a view to ensuring secure environments for our 

employees' good performance and wellbeing, we 

have developed this plan, which considers facilities 

infrastructure, self-care practices and training people 

to for contingency response. It involves the 

emergency plan design, evacuation leaders' 

selection and training and a self-care behavior plan. 

This plan includes: 

 Visits and regular staff inspections for workplace 

risk prevention.  

 Light intensity and noise evaluations. 

 Availability of emergency or supplies kits in the 

event of disaster (food, water, radio set, flashlight, 

hygiene products and warm clothing). 

 Partnership with the Preveaktiva company for 

the successful implementation of DIRECTV’s 

Emergency Plan. 

DIRECTV Agreements 

Apart from the direct benefits offered by the 

company, DIRECTV has agreements in place 

with different institutions for special discounts to 

employees, among them discounts for dental 

clinics, gyms, ski centers, universities, banking 

services and cell phone services. 
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Internal communication 
 

We believe in the power of communicating 

everything we do at DIRECTV. If we can make 

our employees aware of the difference we 

generate on our customers and the society, 

they will be able to see the special relevance 

of their jobs. Bearing this inspiring goal in 

mind, we publicize all our actions through 

different communication channels reaching 

out to all employees. 

Each action or content generated impacts on the 

employees' perception, learning and experience. That 

is why, at DIRECTV Chile, we have an internal 

communications policy that allows us to be aligned 

with a common goal. 

Why communicate? 

 To inform on the corporate strategic goals as well 

as on the results and business progress status, with 

the aim of conveying a common goal message to all 

employees. 

 To instill values and to strengthen DIRECTV’s 

Culture. 

 To inform and provide a context on customer-

impacting initiatives. 

 To disseminate initiatives that contribute to our 

employees' development and life quality, specifically 

information on benefits, agreements, development 

opportunities and acknowledgements. 

WAYS WE CAN COMMUNICATE 

A. Communication campaigns 

The Internal communication area supports the 

other areas in the dissemination of landmarks and 

events related to corporatel-relevant initiatives or 

strategic topics for DIRECTV ’s business or 

culture. 

B. Meetings 

Strategic meetings: they provide the opportunity 

for the General Manager to meet with their leaders' 
team to set area-specific goals with a view to 

eventually meeting corporate goals. The purposes 
of these meetings are described below: 

 Align and socialize the different corporate units' 

particular views with DIRECTV’s mission and values. 

 To clarify the goals at area level and create 

synergies for the attainment of the specific goals. 

 

Executive meeting:  they provide the opportunity for 

leaders to meet with their teams to contextualize the 

corporate strategy, on the basis of the following goals: 

 To be informed firsthand about the corporate 

guidelines and their current status. 

 To create proximity among management teams, as 

well as among managers and area members. 

 To take the corporate strategy down to teams 

across all organization levels, thus relating each 

employee’s job to the attainment of macro goals. 
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C. Internal communication channels: 

 Leadership 

Each DIRECTV Chile’s leader or supervisor is the first 

person to take the responsibility of communicating the 

relevant information contained in the Communications 

Policy to their team. Likewise, they must ensure the 

adequate channeling of members' concerns with a 

view to identifying work or human-related problems, 

by applying suitable resolution mechanisms or 

referring them to the Direction of the Human Capital 

and Organization area. 

 I AM DIRECTV Intranet 

It stands as the digital, massive and core means of 

communication in our company. It enables timely 

dissemination of corporate information to all 

DIRECTV Chile’s employees and allows keeping our 

policies, procedures and standards updated. 

 I AM DIRECTV gazette 

Since June-July 2016, a gazette is drafted and sent 

out every Monday to communicate each week’s 

activities, campaigns, benefits, trainings and other 

contents to our employees. It includes highlights to be 

redirected to Intranet and an agenda on scheduled 

activities and visits. The main focus is to optimize 

information delivery, improving reading rate and 

reducing the number of daily memos. 

 I AM DIRECTV boards 

In March 2016, information boards were installed on 

different floors of the Vitacura, Telecenter, Enea, San 

Miguel, Antofagasta and Concepción facilities as part 

of “Somos Fans” [We are Fans] initiative, with 

information on DIRECTV’s eight differentials. By 

midyear, its contents began to be replaced by general 

corporate interest topics related to marketing 

campaigns, acknowledgements and internal 

campaigns. Regarding the Telecenter, the boards are 

bigger in size; however, there are also Human 

Resources boards available for communication 

purposes. 

 Corporate emails 

Email allows sending information in a simultaneous 

and personalized way to most of the organization: it is 

fast and efficient if used correctly and in a coordinated 

way. The Internal Communications area is entrusted 

with safeguarding, filtering and planning memos in 

order to avoid perceiving them as spam and make 

communication to employees as effective and efficient 

as possible. 
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Occupational health and safety  

Our employees’ wellbeing erects as a priority to 

DIRECTV and we are therefore very serious about 

their health and safety both at the workplace and 

in terms of the impact it may have on their daily 

lives. That is why we take day-to-day care of 

ensuring that we provide them an adequate and 

protective environment, by offering them a mix of 

health-related benefits and occupational safety 

measures. 

HEALTH AND SAFETY HYGIENE 

REGULATION 

In line with Act N° 16.744, Executive order N° 40, 

Sections N° 67 and 14, DIRECTV keeps the 

Occupational Health and Safety Regulation updated 

and sees to all employees' awareness of it. 

The purpose of this Regulation is to prevent injuries 

and damages to DIRECTV’s people and equipment. 

HEALTH AND SAFETY 

PROCEDURES  

There are information procedures in place for different 

cases, some of them being: 

A. Information Procedure for work-related 

accident, suspected occupational disease and 

common accident or illness. This procedure 
aims at establishing corporate management and 
employees’ actions and responsibilities in the 
event of a work-related accident, suspected 
occupational disease or a common accident or 
illness. The scope involves all corporate 
employees, direct management or staff 
supervisors. According to the information 
provided, there are no positions which may 
purport a high specific disease incidence or risk. 

B. Emergency and evacuation procedure. Among 

this procedure goals are: 

 1. To set guidelines for response before, during 

and after an eventual emergency in the different 

work areas where DIRECTV personnel, 

contractors, customers, suppliers, visitors, etc. 

may be. 

 2. To ensure that everybody may be familiar with 

systems, equipment and signs located in the 

offices floors as well as with the ones in the 

building common areas. 
 3. To minimize the negative effects of an 

emergency occurrence by providing adequate 

action procedures to employees. 

 4. To ensure that it may be communicated to 

and known by all DIRECTV employees 

according to the aforementioned emergency 

plan and that employees may commit 

themselves to complying with it in order to 

prevent or minimize potential injuries or 

damages. 

 
 

 
 
 
 
 
 
 
 
 
 

Item Men Women 

Injuries rate  0.91%  0.91% 

Lost days rate  2.22% 
(natural days) 

 1.94% 
(natural days) 

Disease rate  0%  0% 

Absenteeism 
rate 

 
Not  

Available 
 

Not 
Available 
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This procedure applies to all employees, visitors, 
contractors and suppliers who may be at 
DIRECTV premises during an emergency arising 
from natural, social or technological conditions, or 
work-related or particular medical situations, or 
any other emergency which may cause damage 
and injuries to people, objects and the 
environment. 
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RELATIONSHIP WITH THE UNION  

There are no formal agreements with the union. 

However, the latter can request meetings and advice 

on occupational health and safety matters when 

deemed appropriate. 

COLLECTIVE AGREEMENT 

COMMITTEE 

In Chile, it stands as a technical and mandatory 

body that all companies featuring more than 25 

employees should set up. It is made up of three 

organization representatives and three employees' 

representatives. 

It is a collaboration stage which promotes prevention 

as an efficient measure to preempt work-related 

accidents and occupational diseases. It is in charge 

of detecting and risks inherently related to 

processes, equipment and facilities in each company 

and the adoption of adequate health and safety 

measures to preserve employees’ occupational 

health. 

This committee hosts monthly meetings or meets 

upon joint request of the representatives, or as a 

result of an accident leading to a Company 

employee's death.  

Below is an account of the Health and Safety 

Committees' duties: 

To advise and train employees on the correct use of 

protection equipment. 

 1. To monitor compliance on the part of companies 

as well as employees, of prevention, health and safety 

measures. The Collective Agreement Committee shall 

endeavor to this effect on an ongoing basis and shall 

additionally develop related programs. 

 2. To investigate the root causes for work-related 

accident and occupational diseases at the company. 

 3. To decide if the accident or occupational disease 

was due to the employee's inexcusable negligence. 

 4. To instruct the adoption of all such health and 

safety measures as may help prevent occupational 

risks, and to comply with all other duties or tasks 

mandated by the respective administrative body. 

 5. To promote educational courses aimed at training 

public or private organizations’ professionals duly 

authorized for the task or in the same company, 

industry or job under the control or direction of these 

organizations. 
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WE INTEGRATE 



 

 

 

The value 
chain 

In order to bring the best-in-class entertainment 

offer to our customers, we rely on 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, each one of them 

plays a key role. 

To us, suppliers, distributors and customers are 

an essential part of our chain, and that is why we 

seek to share with them all of DIRECTV’s values, 

with an emphasis on Corporate Social 

Responsibility, ethics and transparency, through the 

creation of fluent and transparent communication 

channels and strong commitment and cooperation 

ties. 

At DIRECTV, we want to boost the small and 

medium size companies we work with, through a 

mutually beneficial relationship, so that our support 

may foster their growth. 

The possibility of generating shared value stands 

as our driving force. 

058 

Each link at DIRECTV Chile 
 

Financial Impacts 

 
Environmental 

Impacts 

 

Customer service 

impacts 

 

Social and Work-

related Impacts 

related Impacts 

 

Community Social 

Impacts 

 

Supplies 
(Contractors / 

Professional Services) 

 

Supplies 
(Supplies/equipment 

providers) 

 

HR Management 

 

Infrastructure 
and Technology 

 

Inbound Logistics 

 

Operation 

 

Outbound Logistics 

 

Marketing and Sale 

 

Post-sales services 

 

Employment 

Health and safety  

Work relationships 

Training and development 

 

Financial performance 

Procurement practices 

 

Supplies, raw materials, 

Energy, products and 

services 

 

Local communities 

Struggle against corruption 

Public policy 

Unfair competition practices 

Regulatory compliance 

 

Customers’ health and 

safety 

 Customer satisfaction 

Marketing and advertising 

Customer data privacy 

Regulatory compliance 

 

One or more 

impacts are 

considered in the 

classification 
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Our suppliers 

AT DIRECTV we aimed at forging robust, long-

lasting ties with our products’ and services’ 

suppliers, underpinned by the values of 

honesty, integrity, fair treatment and freedom of 

competition. 

We work with foreign and domestic suppliers who 

provide us with the supplies to satisfy the needs of the 

different areas and the operation itself. In light of the 

type of service we provide, no significant impacts in 

our relationship with our suppliers have been detected 

in terms of environmental or work-related practices. 

 414 new suppliers in 2016* 

 45% purchases amount were from foreign 

suppliers (related to the business operation)  

 55% relates to local purchases, including products 

and services. 

*Note: These were not formally evaluated on the basis 

of environmental criteria and work-related practices. 

During 2017, they will be required to submit any 

related certification and their impact will be evaluated. 

The Suppliers management is aimed to choosing 

suppliers with documented production capacity 

so as to minimize non-compliance or 

understocking risks, as well as those who shall 

help protect our brand and optimize costs. 
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Our distribution net allows us to reach out to all 

corners of the country to offer the best service. 

That is why we want our agents to share the spirit 

and the culture of service and excellence we 

experience in-company and also the reason why 

we support them so that they can follow the path 

of success that has been a milestone in our 

history. 

Today we reach out to all of the Chilean territory 

through 18 distributing companies, 14 installers and 

78 community agents that operate as a sales 

channel in remote cities with less than 20,000 

inhabitants. 

 Distributing companies: their focus is to increase 

the customer base. They sell and install the service 

but do not provide post sale service. 

 CES installers: they deal with post sales and 

customer requests arising from the call center. 

 Community agents: micro-entrepreneurs from the 

community who sell, install and provide services for 

the community. 

In order to grow hand-in-hand with our value chain, 

DIRECTV provide advice to the companies in the 

sales distributors and installers network across Chile, 

and adapt ourselves to suit their needs and 

geographical specificities. 

Therefore, one of our areas of support focuses on 
recruitment. We believe it is essential to build a 
highly motivated team, aligned with the core values 
our company fosters and seeks to extend to all our 
sales channels. 

The specific actions in support of our distributors’ 

network in this regard are: 

 Profile development by sales executives 
(executives, supervisors and installation 
technicians). 
 Training in the use of recruitment 
sources. 

 Development of group dynamics. 

 Individual interviews. 

We also offer training alternatives for our 

distributors’ network, to provide them with 

induction to the business –what it is about, how to 

install, how to sell-, and a sales training plan 

aiming at creating a “selling style” that 

distinguishes us in the customer's view. 

 

 

 

AGENTS 
Perto 

Cerpisat 

DISTRIBUTORS 

 
INSTALLERS 

 
360 SAT 

Zulecom 

Radicom 

Advice 

Asepac 

Ingbell 

Conecta 

Servizap 

RSA 

Assat 

HYN 

Valmoor 

DTH 

Telsa 

40  
AGENTS 

COMMUNITY 
AGENTS 

 

8 

Our 
sales agents 
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V 

region 

78 18 14 

NorthTV 

Dimanor 

RCC Group 

Cisso 

I and II 

región 

III and IV 

región 

DTV Home 

RM and 

VI región 

22 
AGENTS 

Thermocold 

Com. 

Anny MyS 

VII 

región 

VIII 

región 

Maule S. 

Sertel 

Retsatel IX and 

XIV 

región 

ComunicaSión 

Islanet 

Televisión 

Sur Spa 

X, XI and 

XII región 

Igetel 

LUC 

Through DIRECTV WOW Experience in 
DIRECTV Academy, we train all team leaders 

in our network in order to provide them with 
tools to manage their business in the most 
effective possible way and to get to know their 
employees, and eventually developing them into 
our strategic partners. 
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A lasting 
relationship  
 

We are confident on our selecting the right 

suppliers: the ones who meet our specific needs 

and observe the safety and ethical requirements 

applicable to our industry. 

The supplier selection process observes ethical 

as well and social and environmental criteria for 

responsible procurement. Suppliers fostering the 

criteria below are prioritized: 

 Fair trade, 

Environmental protection, 

Respect for human rights. 

We are endeavoring to learn about their expectations 

regarding our business and to identify value shared 

opportunities which allow us to support and develop 

them into a common goal. 

MANAGEMENT ASSESSMENT  

Our suppliers are assessed on an ongoing basis 

in terms of their service provision, with non-

compliant ones being convened in order to analyze 

the causes and to look for solutions. In the case of 

recurrent non-compliances, the relationship is 

terminated. We also manage our suppliers' 

performance and monitor the compliance of all 

legal labor requirements. 

At employment level, at DIRECTV we verify that 

companies providing people-based services may be 

in compliance with the relevant pension laws. 

Delays in timely payments lead to halting our own 

payments to them until they may document that 

payments have been brought back into line. 
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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, different initiatives for 

long term development are jointly promoted by 

our company in cooperation with social 

organizations.  

 We believe that there are many instances and 

opportunities to contribute with the surrounding 

communities we operate in, especially rural and 

and disadvantaged ones. 

Taking advantage of our technological platform and 

our corporate volunteers, we develop innovative 

educational programs for schools in vulnerable 

communities and we carry out interventions in 

public spaces to improve the communities' quality 

of life. We also enable our platform to communicate 

initiatives which contribute to the society. 

One DIRECTV’s Corporate Social Responsibility 

pillars t worldwide is to be a good citizen and 

contribute to the communities' development. 

 

 

 

 

 

 
 

1. More information on “Community agent” on p. XX 

DIRECTV in  
the community 
 

 

Under the concept of “shared value”, we created 
the community agent role, which brings about a 
benefit for the community while also leading to the 
company growth. 
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DIRECTV Generation 

 

WE SHARE WE PRESERVE 

 

DESCRIPTION    

We created new ways of 

learning and teaching, thus 

shortening the digital and 

educational divide. 

We made real improvements 

in schools, children's homes, 

among others, by setting 

hands on the matters. 

We generate influence 

opportunities to disseminate 

Foundations', NGOs and non-profit 

organizations’ actions. 

We brought about 

sustainable environmental 

transformations region 

wide. 

ACHIEVEMENTS    

More than 600000 students 

benefited region wide. 

20000 teachers trained all 

throughout the region. 

More than 6500 schools 

included region wide. 

More than 9000 volunteers 

region wide. 

More than 70000 work hours. 

More than 130 actions all 

throughout Latin America. 

More than 2 million viewers 

saw our PPT series 

More than 360000 air time seconds 

donated, which represent over u$s 

1.5 million. 

More than 60 NGOs and 

foundations benefited throughout 

Latin America. 

The first company in the 

sector to measure its 

carbon footprint and reduce 

power consumption of its 

set-top boxes by over 29%. 

 

This stands as DIRECTV’s social responsibility 

platform in Latin America and is underpinned by 

our technology, service quality, brand and team 

in order to bring about the positive changes 

required in the most disadvantaged areas in the 

region. 

It consists of four pillars: 

 Escuela + 

 Piedra, Papel, Tijera 

 The Forum 

 Eco DIRECTV 
2. See “We preserve” chapter. 

TRANSFORMATION AND 

IMPROVEMENT 

Thanks to DIRECTV’s satellite technology we 

can reach out to millions of people in 

vulnerable communities located in inaccessible 

areas throughout the continent, in order to 

bring them not only the best entertainment but 

also transformations in their communities and 

improved life conditions. 
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197 Valparaíso 

ESCUELA + 

Audiovisual education program. Through this 

program we cooperate and bring educational content 

to primary and secondary schools, for whose 

purpose we rely on DIRECTV technology and 

materials from our partners: Discovery at School, 

National Geographic and Torneos Foundation. It has 

been implemented in eight countries: Argentina, 

Chile, Colombia, Ecuador, Peru, Puerto Rico, 

Uruguay and Venezuela. 

The implementation began back in 2007 thanks to 

the cooperation of different stakeholders who were 

key for the successful results, such as ministries and 

secretariats of education of the countries where we 

operate, thereby making up a network consolidating 

itself on the basis of trust and the shared goal of 

delivering more and better quality education. 

 7500 schools throughout the continent 

We transformed the school experience by 

listening to the teachers' needs and 

generating the required responses to allow for 

a better education that reaches out to more 

children. 

In Chile 

One of the main features of the program in Chile is 

the support of the community agent, who allow us 

to be closer to the schools where Escuela + is 

active. 

 
To us, it is important to go hand-in-hand with the 

schools and teachers all along the process. That is 

why we meet with them at least twice a year and 

provide online trainings. 

 

2668 schools throughout  Chile 

 
In 2016, we were able to reach the furthest south 

school in Chile, located in Puerto Toro. 

065 

0 100 200 300 400 500 600 

Tarapacá 

O’Higgins 

Metropolitana 

Maule 

Magallanes 

Los Ríos 

Los Lagos 

Coquimbo 

Bío Bío 

Aysén 

Atacama Arica 

Parinacota 

Araucanía 

Antofagasta 

4 2  

4 2 6  

4 1  

300  

3 7  

1 6  

285 

1 8  

330  

566  

31  

31  

329  

1 9  

Arica Parinacota 31 

Tarapacá 42 

AMOUNT OF 

SCHOOLS 

IMPLEMENTING 

ESCUELA + 

19 Antofagasta 

41 Atacama 

Coquimbo 330 
 

Valparaíso 197  

Maule 426 

37 Metropolitan  

300 O’Higgins 

_  566 Bío Bío Araucanía 329 

285 Los Ríos 

Los Lagos 18 

31 Aysén 

Magallanes 16 
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Solar Escuela+  

With solar energy as an ally, Escuela + has developed 

a program that involves installing solar panels in 

schools which are too far away to be connected to the 

power supply network, thereby making the 

implementation possible while at the same time 

bringing about a positive impact for schools and their 

students. 

 

 
PIEDRA, PAPEL, TIJERA 

This regional program aims at fostering corporate 

volunteerism, by inviting our employees to become 

involved in an action that allows for improving the 

quality of life and facilities of vulnerable and socially 

segregated communities. 

The activities performed in the framework of this 

program are carried out during working hours over 
one or two days involve employees from all the 
company areas, who are invited to participate 
through internal communication campaigns. 

Experience in Chile 

We work in: 

 Schools. 

 Health facilities. 

 Old people's and children's homes. 

 NGOs. 

The Piedra, Papel, Tijera program involves carrying 

out a significant social work on behalf of the 

community where we intervene in the conviction 

that our contribution will improve the quality of their 

spaces and facilities and, consequently, the life 

quality of their users. 

2016 in figures 

5 projects. 

248 volunteers. 

18,926 beneficiaries. 

2,778 volunteering hours. 

A healing facility 

Five activities are carried out every year, out of 

which one of them stands as the most prominent and 

is more heavily funded. In 2016, the most important 

one was performed in the Salvador Hospital. 

In 2016, the first PIEDRA, PAPEL, TIJERA 

action was carried out on Thursday, 30th June 

and Friday, 1st July, to turn an internal Hospital 

garden into a more pleasant and healthier space 

for patients, families and employees. 

Our DIRECTV volunteers endeavored here to 

bring life to “Parque Almez”, a space included in 

the project for the refurbishment of this 

healthcare institution’s internal gardens, by 

carrying out such tasks as painting, gardening, 

building paths and installing benches. The 

refurbishment of the park, located between two 

post-surgery hospitalization units, was supported 

by the Inspira and Cosmos Foundations, as well 

as by the hospital itself. 
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PPT Place 
 

Action Description 
 

Social Investment 
 

Impact 
 

ACTIVITY DESCRIPTION  

 

N° volunteers: 35 

Volunteering hours: 

344 

Beneficiaries: 70 
 

The Home's external front was painted into a renewed, lively and welcoming look. A mural, inspired on the local culture 

and based on the girls' design, was also painted in the main access. Finally, weeds were cleared and flowers, fruit trees 

and bushes were sown around the multi-sports court to embellish it and make it more engaging. 

$ 9,300,000 

N° volunteers: 49 

Volunteering hours: 

490 

Beneficiaries: 356 
 

The volunteers repaired the school access park and its structure, and painted a colorful mural themed in agreement with 

students and teachers. The intervention also involved the institution's sport court refurbishment and the repair of infants’ 

playground. 

$ 9200000 

N° volunteers: 40 

Volunteering hours: 

320 

Beneficiaries: 86 
 

Improvements and changes were made to institution's green areas, such as the painting of the Home's front wall and 

an ornamental mural. Moreover, a pergola was built and a garden out of use was redesigned and replanted. 

$ 8900000 

$ 17000000 N° volunteers: 79 

Volunteering hours: 

1,264 

Beneficiaries: 
18,200 

Refurbishment of the institution’s internal gardens. 

N° volunteers: 45 

Volunteering hours: 

360 

Beneficiaries: 214 
 

Murals were painted and the children's playground gardens were replanted; the sports court was refurbished as well. 

The workshops area was also repaired. 

$ 11500000 

067 

Salvador 

Hospital 

 Nazareth 

Schools 

 Nuestra Señora de la 

Paz Home 

 Ramaditas Hill 

 Pitrufquén Girls' 

Home 
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THE FORUM 

This is a platform where communal endeavors on the 

side of the organizations and foundations are 

highlighted and broadcast through our exclusive 

OnDIRECTV channel, thereby allowing massively 

communicating all achievements and positive 

community change stories. 

 

Additionally, the NGO's audiovisual material can 

reach out to DIRECTV subscribers in Argentina, 

Uruguay, Colombia, Puerto Rico, Peru, the 

Caribbean area, Ecuador and Venezuela. 

 
In 2016, we donated air time for Miradas 

Compartidas and Cosmos Foundations spots. 

TITLE TOTAL SECONDS AMOUNT IN US$ 

DIRECTV GENERATION 

Todos Somos Miradas 
Chile 

DIRECTV GENERATION 

- Cosmos Chile 
Foundation  

2160 10800 

600 10800 
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Local 
initiatives 

Apart from getting involved in the social activities 

our company performs in the region, we carry out 

our own programs to further boost DIRECTV 

outreach into the community. 

Community agents 

The Community agents program has allowed us to turn 

out 79 micro entrepreneurs who, in turn, can now 

make a monthly USD 2,300 net income on average. 

This stands as an opportunity for rural communities 

where the average income is USD 615. 

Our achievements: 

DIRECTV’s Community Agents program has allowed: 

 Providing television access to families not previously 

connected, as we focused on reaching areas far from 

the urban communities. 

 Fostering the industry’s competition in these areas. 

 Increasing the scope: from 25% to 35%. Around 

10000 new households have been able to access the 

TV service. 

 Creating more than 200 jobs in remote communities, 

which allowed people to remain in their community and 

prevented the migration they are affected by every 

year. 

Community agents' training 

We have trained 39 out of 79 agents in a micro 

entrepreneurship effective management, through the 

course given by the Accion Emprendedora NGO. The 

course lasts four months, with classroom activity and 

customized tasks supported by a business coach, 

where they learn financial management, basic 

accounting, leadership, planning and legal 

management, among other topics. This allows them to 

improve their companies' management, and also to 

manage or set up other companies and transfer part of 

this knowledge to their communities. During 2017, we 

will train the remaining agents. 

Sowing the seed of Life, children as agents of 

change  

This program is carried out in 39 out of the 79 

communities in one school from the community 

included in Escuela +. The program consists of the 

designing and planting of vegetable gardens in order to 

teach children the importance of sustainability. 

Children are then responsible for maintaining the 

gardens. Also, a mural is painted at each school which 

is designed by a muralist based on the information 

provided by the school children and administration, 

and it is painted by the children themselves. This way, 

not only do we impact on the community, but also on 

the financial future of families, as it facilitates and 

promotes subsistence agriculture. 

During 2017, we will implement this in the remaining 

communities. 

 

1+1 Teletón Campaign 

Our employees made voluntary donations from their 

wages, which the company donated in double, thereby 

allowing the collection of more than five million that 

were delivered to Teleton and its 2016 campaign. 

Christmas campaign 

It involved the purchase of 250 children presents  

which were distributed among COANIQUEM, Junto Al 

Barrio Foundation and Coquimbo’s Hugo Cosgrove 3rd 

Fire Dept unit, as part of an alliance with these 

institutions to benefit the most vulnerable sectors. 
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We are committed to 
the future 

Aware of the importance of preserving the 

environment for future generations, at DIRECTV 

we endeavor to minimize the impact of our 

operations and take care of the resources 

involved throughout our activities. 

Since 2014 we officially host the “Vive ECODIRECTV” 

campaign to foster employees' awareness of 

environmental protection. 

Through Vive ECO DIRECTV we seek to promote 

general waste recycling in the offices, to raise 

employees' awareness and create a sense of 

belonging and commitment to the company's actions 

in the field of Corporate Social and Environmental 

Responsibility, thereby aligning DIRECTV Chile with 

DIRECTV Latinoamérica’s  Sustainability program. 

Our goal is to raise all DIRECTV staff members' 

awareness of these ecological habits inside and 

outside the organization and replicate them at their 

homes, with their families and friends.  

This campaign's initiatives focus on three critical issues 

with an impact on ecological habits: 

 Resource efficiency, 

 Carbon footprint measurement, 

 Recycling. 
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Efficient  
resource  
management 

We endeavor on a daily basis to achieve an 

ongoing reduction in our resource consumption 

levels (electricity and water) and we are also 

engaged in monitoring and controlling our vehicle 

fleet fuel consumption. 

 Water saving campaign: by means of 

communicational messages posted in strategic parts 

of our facilities, we remind employees of the 

importance of a conscientious use of water resource. 

Likewise, in our Vitacura offices, we have timed-flow 

taps programmed with twenty seconds water cycles 

which allow ongoing water savings. 

 Electricity consumption: we monitor power 

consumption in the Vitacura, Enea and Ciudad 

Empresarial facilities. We also promote power saving 

by means of messages on light switches in meeting 

rooms. We have installed movement sensors in 

restrooms for higher electricity savings derived from 

efficient lighting management. 

 Preference for Environmental supplies: we 

foster the use of biodegradable printers' ink, through 

the promotion of PEFC certification on sustainable 

forest management. 
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Control of greenhouse gases 
emissions 

Every year we measure our carbon footprint in order 
to learn the extent to which our company impacts on 
the environment in terms of electricity consumption, 
air transportation and gasoline for our fleet vehicles. 

The data are sent to our global offices for consolidation of 
the information gathered from all worldwide branches. 
 
Internal electricity consumption 

DIRECTV CHILE 
OFFICES 

ELECTRICITY 
CONSUMPTION 

(Kilowatts-hours kW) 
2014 2015 

DIRECTV VITACURA  272,682  226,969 

DIRECTV SAN MIGUEL  22,732  11,064 

DIRECTV CIUDAD  335,307  196,087 

EMPRESARIAL     

DIRECTV ENEA  104,355  61,147 

DIRECTV ANTOFAGASTA  40,741  25,020 

DIRECTV CALAMA  10,617  6,247 

DIRECTV CONCEPCIÓN  16,680  6,105 

In 2016 our internal energy consumption was reduced by 33% 
 

Internal energy consumption 
(source unit) 2014 2015 2016 

Electricity (kW)  722,331  803,114  895,316 

Diesel fuel (l)  41,807  46,343  51,770 

Gasoline (l)  33,067  43,123  104,959 

  74,874  89,466  156,729 
 
 

Internal energy 
consumption (Gj) 2014 2015 2016 

A) Renewable fuel consumption  -  -  - 

B) Non-renewable fuel consumption  5,244  6,043  8,689 

       

Electricity (GJ)  2,600  2,891  3,223 

Diesel fuel (GJ)  1,510  1,674  1,870 

Gasoline (GJ)  1,133  1,478  3,596 

Total energy consumption within the  5,244  6,.043  8,689 

organization: A+B  5,244  6,043  8,689 

External energy consumption 

During 2016, air transportation involved a total 1,665,922 km, while 
Chile’s vehicle fleet fuel consumption amounted to 95,780 liters total. 
 

External energy 
consumption (source 

Unit) 2014 2015 2016 

Employees' transportation (km)  2,611,380  1,971,258  1,665,922 

Product transportation (kW)  83,476,938  96,253,312  105,441,650 

 
 

External energy 
consumption (Gj) 2014 2015 2016 

A) Renewable fuel consumption  -  -  - 

       

B) Non-renewable fuel consumption  300,517  346,512  379,590 

       

Product transportation (GJ)  300,517  346,512  379,590 

Total energy consumption within the  300,517  346,512  379,590 

organization: A+B       
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Other indirect greenhouse gases emissions (Scope 3) 

Other indirect greenhouse 
gases  emissions, in weight 
[TM CO2 equivalent] 

2014 2015 2016 

Employees’ business air trips 
(by 

 380  239  183 

       
Use of sold products  36,813  42,448  46,500 

(and  on loan)       
Total Scope 3  37,193  42,686  46,682 

Other indirect greenhouse gases emissions (Scope 3) 

 
Reduction of energy 

consumption per 

sources 

[TM CO2 equivalent] 

Consump-

tion 

 

(2014) 

Consump-

tion 

 (2015) 

Current 

consumpt

ion 

 (2016) 

2015- 

2016 

Change 

2015-2016 % 

Variation 

GHG direct emissions      
(Scope 1) 109 223 379 156 70% 

Indirect emissions      
Derived from energy       
generation (Scope 2) 414 354 395 41 11% 

Other indirect       
emissions (Scope 3) 19.,50 42,686 46,682 3.,96 9% 

 

074 

SAVINGS INFORMATION 
 
According to the Bureau of International Recycling 

data, the endeavors of DIRECTV's employees 

account for the following estimated resources 

saving and CO2 minimizing figures: 

 64206,6 liters of water 

 7219,1 kW of electricity 
 22,5 trees 

 20,6 Kg CO2 
 9,3 Mt3 landfilling 

 1178, 7 liters of oil 

 

Direct greenhouse gasses emissions (Scope 1) 

Direct greenhouse gases 
emissions, in weight [TM 
CO2 equivalent] 2014 2015 2016 

Fuel consumption       

And  coolants  188  223  379 

Direct greenhouse gases emissions derived from energy 
generation (Scope 2) 

Indirect greenhouse gases 
emissions, in weight [TM 
CO2 equivalent]  2014  2015  2016 2014 2015 2016 

Electricity  319  354  395 

Note: Though over the last year the number of offices and square meters are remained 
stable, there was a 10% increase in our Scope 2 GHG emissions. 
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Efficient waste 
management 

The waste we generate in the course of our 

operations in our offices and facilities is 

managed by specialized suppliers. 

Five recycling containers have been installed at 

DIRECTV Chile premises, aimed at sorting out 

plastic, cans, paper, Tetrapak (cartonboard) and 

glass. Each week, their content is disposed of by 

Tricicla, a recycling company. 

In 2016, Tricicla provided 73 waste disposal recycling 

services for DIRECTV Chile. 

DIRECTV has thus contributed to: 

 Minimizing its waste impact on the environment   

Reducing the energy used in new products and 

packaging manufacturing by reusing recycled 

material. 

 Fostering entrepreneurial spirit and green 

economy in Chile. 

Through mails and the Intranet, we share recycling 

tips with our employees for a more conscientious 

use of materials and supplies in the office and at 

home as well. 

Percentage of retrieved sold products and packaging materials 

Extended responsibility 2014 2015 2016 

Refurbished set-top boxes  54%  73%  74% 

Recycled set-top boxes  6%  8%  15% 

 

Retrieval and Refurbishment 

Year  
Set-top boxes on 
loan (Postpaid) 

Set-top boxes 
available for 

retrieval 
Retrieved 

set-top boxes 
Refurbished 

set-top boxes 
% Refurbished/ 

retrieved 

2014  1,149,416  278,596  217,418  149,607  69% 

2015  1,349,276  362,378  277,262  263,743  95% 

2016  1,482,587  308,896  272,836  228,399  84% 

 

Responsible recycling 

Year 
Scrap Set-top 

boxes (recycled) 
% Recycled/ 

retrieved 
STBs scrap 
(recycled) 

% Recycled/ 
retrieval 

% Recycled/ Available for 
retrieval 

2014  16,803  8%  16,803  8%  6% 

2015  30,335  11%  30,335  11%  8% 

2016  47,793  18%  47,793  18%  15% 
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HAZARDOUS WASTE 

We are currently not engaged in measuring the 

value of hazardous waste generated – batteries, 

fluorescent fixtures, tonner, etc., in minimum 

volumes, given their low level of materiality. 

Total waste weight, according to type and treatment method 

Total weight of managed waste, 

according to type and treatment. 
2014 2015 2016 

Non-hazardous waste  22,793  40,666  58,558 

WEEE (kg)  22,793  40,666  58,558 

Recyclable MSW  N/D  N/D  N/D 

Non-recyclable MSW  N/D  N/D  N/D 

Hazardous Waste  ND  ND  ND 

Batteries, etc. (kg)  N/D  N/D  ND 

Total (en kg)  22,793  40,666  58,558 
 

DOT: “DO ONE THING” 

A DOT is a little action that, when repeatedly 

performed, may bring a major positive impact on your 

life, the community's and your company's. DOT is an 

AT&T movement to which around 38,000 employees 

from 40 countries have joined and to which DIRECTV 

will adhere. 

Do you turn off the lights when you leave a 

room? Do you recycle? Do you use reusable 

bottles to drink water? All of them are DOT 

examples, these little actions that bring about a 

major change when we do our share. 

In 2016, we developed the DOT campaign strategy 

for Chile, which shall be implemented at the 

beginning of 2017. 
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2016 DIRECTV Sustainability 

Report Progress  
Detailed information on GRI CBG and CBE  

 
BASIC GENERAL CONTENT - G4 DESCRIPTION  PAGE / RESPONSE OMISSIONS 

Strategy and analysis 

G4-1 Statement by the organization’s top decision-maker  
PENDING 

Welcome Letter: Page 4. 
 

G4-2 Description of major effects, risks and opportunities Section “We are committed” - Anti-corruption policies: Page 09  

Organization profile 

G4-3 Organization business name DIRECTV CHILE TELEVISION LIMITADA, Limited Liability Company  

G4-4 Organization’s main brands, products and services Section “We entertain” - Our products: Page 30  

G4-5 Headquarters’ location Section “We are committed” - Report parameters: Page 03  

G4-6 Number of countries where the organization operates Section “We are committed” - DirecTV in Latin America: Page 07  

G4-7 Proprietary and legal status issues Section “We are committed” - Countrywide presence in Chile: Page 07  

G4-8 Markets served Section “We are committed” - Countrywide presence in Chile: Page 07  

G4-9 
Organization scale (employees, operations, sales, debt and equity, 
products and services) 

Section “We are committed” - Financial performance: Page 07  

G4-10 Breakdown of employees (per type of contract, region and gender) Section “We cooperate” - Dynamism and diversity for the sake of growth: Page 40  

G4-11 Percentage of employees covered by collective bargaining agreements Section “We cooperate” - Dynamism and diversity for the sake of growth: Page 40  
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BASIC GENERAL CONTENT - G4 DESCRIPTION PAGE / RESPONSE OMISSIONS 

G4-12 Organization’s supply chain Section “We integrate” – The chain value: Page 58  

G4-13 
Substantial change in the organization’s size, structure, ownership or 
supply chain of the  

 In 2015 DIRECTV was acquired by AT&T 
 

G4-14 Company's approach to the precautionary principle Section “We are committed” - Anti-corruption policies: Page 09  

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

Section “We are sustainable” - Involvement in public affairs: Page 19 
 

G4-16 
Main memberships and/or national and international entities endorsed by 
the organization 

Section “We are sustainable” - Involvement in public affairs: Page 19 
 

Material aspects and coverage 

G4-17 Entities included in the organization’s consolidated financial statements  
Section “DIRECTV in Latin America” – Countrywide presence in Chile: 
Page 07 

 

G4-18 
Account of the process to define the report content and related reporting 
aspects 

Section “We are sustainable” - Materiality analysis: Page 23  

G4-19 
List of material aspects identified in the process of defining the report 
content 

Section “We are sustainable” - Materiality analysis: Page 23  

G4-20 Coverage of the material aspect inside the organization 
Section “We are sustainable” - LINK TO GRI ASPECTS AND SDGs: Page 
26 

 

G4-21 Coverage of the material aspect outside the organization 
Section “We are sustainable” - LINK TO GRI ASPECTS AND SDGs : Page 
26 

 

G4-22 
Description of the effect of preceding annual reports restated 
information, along with the grounds for reinstatement 

This being the initial report edition, no reinstatements apply regarding 
preceding reports. However, it is worth mentioning that as DIRECTV was 
acquired by AT&T in 2015, significant ownership reinstatements would 
apply should there have been a report. 

 

G4-23 
Substantial changes in scope or coverage applied to the report vis-a-vis 
preceding periods 

This being the initial report edition, no changes are reported.  

Stakeholders groups’ involvement 

G4-24 List of stakeholders groups the organization liaisons with 
Section “We are sustainable” - Strengthening ties with stakeholders groups 
/Stakeholders groups: Page 17. 

 

G4-25 Report of the bases for the selection of the stakeholders groups 
Section “We are sustainable” - Strengthening ties with stakeholders groups 
/Stakeholders groups: Page 17 
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BASIC GENERAL CONTENT - G4 DESCRIPTION PAGE / RESPONSE OMISSIONS 

G4-26 Approaches employed in the interaction with stakeholders groups 
Section “We are sustainable” - A 360° MANAGEMENT / Strengthening ties 
with stakeholders groups: Page 19 to 22. 

 

Annual report profile 

G4-28 Period covered by the information contained in this report Section “We are committed” - Report parameters: Page 03  

G4-29 Date of the immediately preceding report Section “We are committed” - Report parameters: Page 03  

G4-30 Reporting frequency Section “We are committed” - Report parameters: Page 03  

G4-31 Point of contact for issues related to the report or its content Section “We are committed” - Report parameters: Page 03  

G4-32 
Report of the option of “Conformance” to the organization’s selected GRI 
methodology 

Section “We are committed” - Report parameters: Page 03  

G4-33 Corporate policies and practices on external verification No external verification of the report was conducted.  

Governance 

G4-34 Description of the organization governance structure Section “We are committed” - Corporate governance: Page 11  

G4-44 Corporate governance performance assessment processes Section “We are committed” - Corporate governance: Page 11  

G4-48 
Description of the top committee or position in charge of the review and 
approval of the organization's sustainability annual report and of 
ensuring that all relevant aspects are adequately reflected. 

Section “We are committed” - Materiality analysis: Page 25  

Ethics and integrity 

G4-56 Organization's values, principles, standards and regulations Section “We are committed” - Our DirecTV Chile culture: Page 08  

G4-57 
Internal and external advise mechanisms in support of ethic and legal 
behaviors 

Section “We are committed” - Policies and Code of Ethics: Page 09 

¨We entertain¨ - PRODUCT RELATED ACCOUNTABILITY AND ETHICS: Page 
32 

 

G4-58 
Internal and external complaint mechanisms applicable to unethical or 
illicit behavior 

Section “We are committed” - Policies and Code of Ethics: Page 09  
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BASIC GENERAL CONTENT - G4 DESCRIPTION  PAGE / RESPONSE OMISSIONS 

Basic Specific Content - G4    

CATEGORY: Finance 

Financial performance (DMA) 

G4-EC4 Governmental financial grants awarded No governmental financial grants were received.  

Market presence (DMA) 

G4-EC5 
Gender-based starting wage/minimum local wage ratio in larger 
operation sites 

Section “We cooperate” - DYNAMISM AND DIVERSITY FOR THE SAKE 
OF GROWTH: Page 40 

 

G4-EC6 
Percentage of top executives from the local communities in larger 
operation sites 

Section “We are committed” - Corporate governance: Page 11  

Indirect economic consequences (DMA) 

G4-EC7 Development and impact of infrastructure investments and service types Section “We share” - DirecTV generation: Page 66  

G4-EC8 Significant indirect financial impacts and scope Section “We share” - Local initiatives: Page 69  

Procurement practices (DMA) 

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

Section “We integrate” - Our suppliers: Page 59  

CATEGORY: Environment 

Energy (DMA) 

G4-EN3 Internal energy consumption Section “We preserve” - Internal energy consumption: Page 73  

G4-EN4 External energy consumption Section “We preserve” - External energy consumption: Page 73  

G4-EN6 Rate of energy consumption reduction Section “We preserve” - Internal energy consumption: Page 73  

Emissions (DMA) 

G4-EN15 Direct greenhouse gases emissions (SCOPE 1) 
Section “We preserve” - Direct greenhouse gases emissions (Scope 1): 
Page 74 

 

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

Section “We preserve” - Direct greenhouse gases emissions during the 
course of energy generation (Scope 2): Page 74 

 

G4-EN17 
Other indirect greenhouse gases emissions (SCOPE 3) 

Section “We preserve” - Other indirect greenhouse gases emissions (Scope 
3): Page 74 
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BASIC GENERAL CONTENT - G4 DESCRIPTION PAGE / RESPONSE OMISSIONS 

G4-EN19 Reduced greenhouse gases emissions Section “We preserve” - Reduced greenhouse gases emissions: Page 74  

Waste and wastewater (DMA) 

G4-EN23 Total weight of waste managed, by type and treatment method 
Section “We preserve” - TOTAL WEIGHT OF WASTE MANAGED, 
BY TYPE AND TREATMENT METHOD: Page 74 

 

Products and services (DMA) 

G4-EN28 
Percentage of products sold and their related packaging material 
retrieved at the end of their lifecycle, broken down on a product category 
basis. 

Section “We preserve” - Efficient waste management: Page 74  

Regulatory compliance (DMA) 

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

No substantial fines or non-monetary sanctions derived from breach of 
environmental legislation and regulations have been received. 

 

Suppliers’ environmental assessment (DMA) 

G4-EN32 Percentage of new suppliers assessed based on environmental criteria Section “We integrate” - OUR SUPPLIERS: Page 59 
In 2016 no new suppliers were 
formally assessed based on 
environmental criteria 

G4-EN33 
Significant, real and potential negative impacts in the supply chain and 
related measures 

Section “We integrate” - OUR SUPPLIERS: Page 59  

CATEGORY: Social performance 
Subcategory: Employment practices and decent work 

Employment (DMA) 

G4-LA1 
Total number of contracts of employment and average staff turnover 
rate, by age group, gender and region 

Section “We cooperate” - A team on the move: Page 41 

No regional breakdown was 
prepared because most employees 
are located in Santiago and those 
located in other regions account for 
a minimum number. 

G4-LA2 
Breakdown of employment benefits offered to full time employees only 
(excluding temporary or part-time employees), by larger operation site 

Section “We cooperate” - Benefits and flexibility: Page 51  

G4-LA3 
Gender-based breakdown of the rate of return to work and retention 
following maternity/paternity leave 

Section “We cooperate” - Balance and integration: Page 41  

Occupational Health and Safety (DMA) 

G4-LA6 
Type and rate of injuries, occupational diseases, lost days, absenteeism 
and work-related deaths, by region and gender 

Section “We cooperate” - Health and safety procedures: Page 55 

No regional breakdown was 
prepared because most employees 
are located in Santiago and those 
located in other regions account for 
a minimum number. 
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BASIC GENERAL CONTENT - G4 DESCRIPTION PAGE / RESPONSE OMISSIONS 

G4-LA7 Workers whose professions entail high disease incidence and risks Section “We cooperate” - Health and safety procedures: Page 55  

G4-LA8 
Health and safety matters covered by formal agreements with trade 
unions 

Section “We cooperate” - Relationship with the union: Page 56  

Training and education (DMA) 

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

Section “We cooperate” - TRAINING HOURS AVERAGE: Page 49  

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

Section “We cooperate” - Skills management and ongoing training 
program: Page 50 

 

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

Section “We cooperate” - Assessments figures: Page 47  

Diversity and opportunities equality (DMA) 

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

Section “We are committed” - Corporate government: Page 11  

Equality of male-female remuneration (DMA) 

G4-LA13 
Male-female base wage ratio, by professional category and major 
operation site. 

Section “We cooperate” - DYNAMISM AND DIVERSITY FOR THE SAKE 
OF GROWTH: Page 40 

 

Suppliers' employment practices assessment (DMA) 

G4-LA14 Percentage of new suppliers assessed for employment practices Section “We integrate” - OUR SUPPLIERS: Page 59 
In 2016, no new suppliers were 
formally assessed based on 
employment practices 

G4-LA15 
Significant, real and potential employment practices impacts on the 
supply chain and related measures. 

Section “We integrate” - OUR SUPPLIERS : Page 59 

In 2016, no new suppliers were 
formally assessed to determine 
possible impacts on the supply 
chain employment practices 

Employment practices claim mechanisms (DMA) 

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

Even though third parties claims over employment practices have been 
filed, they have been minor events in relation to the number of third parties 
and have not implied any cost for the company. 

 

 

 

EXHIBIT 2016 Sustainability Report 

 

 

   

   

 



 

 084 

 
 
 
 
 
 

BASIC GENERAL CONTENT - G4 DESCRIPTION PAGE / RESPONSE OMISSIONS 

CATEGORY: Social performance 

Subcategory: Human rights 

   

Investment (DMA) 

G4-HR2 
Hours of workforce training on human rights related policies and 
procedures related to their tasks, including percentage of staff members 
trained 

Employees are not specifically trained on Human Rights issues. 
 

Non discrimination (DMA) 

G4-HR3 Number of discrimination cases and corrective measures adopted No discrimination cases have been reported.  

Unfair competition practices (DMA) 

G4-HR12 
Number of human rights claims filed, addressed and solved using formal 
claim mechanisms. 

No complaints over human rights have been filed.  

CATEGORY: Social performance 

Subcategory: Society 

Local communities (DMA) 

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

Section “We share” - DirecTV generation: Page 64  

Struggle against corruption (DMA) 

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

Section “We are committed” - Anti-corruption policies: Page 09  

G4-SO4 Anti-corruption training and communication policies and procedures Section “We are committed” - Anti-corruption policies: Page 09  

G4-SO5 Confirmed corruption cases and measures adopted No corruption cases have been reported.  

Unfair competition practices (DMA) 

G4-SO7 Number of complaints related to unfair competition, monopolistic or 
competition-restrictive practices and their outcome. 

No complaints related to unfair competition, monopolistic or competition-
restrictive practices have been reported. 
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BASIC GENERAL CONTENT - G4 DESCRIPTION PAGE / RESPONSE OMISSIONS 

CATEGORY: Social performance 
Subcategory: Product accountability 

  

Labeling of products and services (DMA) 

G4-PR3 
Type of information required by the organization procedures regarding 
products’ and services’ data and labeling, and percentage of major 
products and services categories under such requirements 

Section “We entertain” - DATA AND LABELING: Page 32 
 

G4-PR4 
Number of breaches of regulations or voluntary codes related to 
products’ and services’ data and labeling, and breakdown of their 
outcomes 

No breaches of regulations or voluntary codes related to products’ and 
services’ data and labeling were reported. 

 

G4-PR5 Results of customer satisfaction surveys [sic] of products and services, broke down by said incidents type of results  

Marketing communications (DMA) 

G4-PR7 Number of breaches of regulations and voluntary codes related to 
marketing communications, such as advertising, promotions and 
sponsorship, among others, and breakdown of their outcomes. 

No cases involving a breach of voluntary codes were registered 
 

Customers' privacy (DMA) 

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

No significant complaints related to breach of privacy and customers’ data 
leakage were filed. 

 

  Section “We entertain” - Data safety: Page: 32  

Regulatory compliance (DMA) 

G4-PR9 Cost of the significant fines for breach of regulations and legislation 
related to products and services supply and use 

No fines related to breach of regulations were filed 
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