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MESSAGE FROM OUR 
AT&T INC. CEO 
 

 
 
 

Since our start, AT&T has been about one thing: 
harnessing the power of our network to change lives and 
improve the world. And just as our network technology 
has gotten better over the years, so has our ability to 
address some of society’s toughest challenges  

 
A great example is education, where technology is 
substantially changing how students learn and teachers 
teach. In the U.S., AT&T Aspire, our US$ 400 million 
education initiative is helping prepare more young 
people to succeed in school, on the job and in life. We 
are working with external organizations - like Udacity, 
Coursera and numerous universities – to create 
opportunities for specialized online degree or 
certifications. And in Latin America, our ESCOLA+ 
initiative has connected over 7,500 teachers and 
students in 8 countries to a world of educational 
discovery. 
 
We are even using these same tools to help our employees 
gain the high-tech skills they need as we become a more 
software-centric company. 
 
Technology can also speed the transition to a low-carbon 
economy –  

from networks that use less energy and water to 
better ways to conserve fuel through smart traffic 
management. Our 2025 goal: to enable carbon 
savings for our customers 10x the footprint of our 
operations.  
 
Finally, as one of the world’s largest 
telecommunication companies, we want people to 
use technology responsibly. Over almost 8 years, our 
It Can Wait® program has signed up millions of U.S. 
drivers who have pledged to keep their eyes on the 
road, not on their phones. And now we’re expanding 
our initiative to Mexico. 
 
None of this would be possible without our 
employees, who are as dedicated to their 
communities as to their jobs. In 2016, AT&T 
employees and retirees volunteered more than 5.4 
million hours to make their communities better places 
to live and work. 

 
Leveraging technology to build a better future is 
something we take very seriously. I invite you to learn 
more about our efforts in the following pages. 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Randall Stephenson 

Chairman and Chief  
Executive Officer 
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MESSAGE FROM OUR 
SKY BRAZIL PRESIDENT 

 

 
 
 

For SKY, 2016 was a year of achievement. We found 
ourselves in the need to make very tough decisions in the 
most difficult economic and political scenario experienced 
by Brazil in the last decades. We played behind the 
defense, securing our cash and increasing our efficiency 
to produce results and preserve our business. 
 
The pay-TV market, our main operation, was badly 
impacted by the financial and unemployment crisis 
affecting 12.3 Brazilians by the end of 2016 and stands as 
the main reason for service cancellations. The 
population’s dwindling purchasing power led the sector as 
a whole to lose 2% of subscribers throughout the year, 
which meant at least 195,000 customers for SKY. 
 
In this context, the measures we had already taken in late 
2015 and early 2016 have proved necessary, adequate and 
key to face the challenges ahead. One of them in particular 
entailed much sacrifice, suffering and frustration: 200 of 
our employees, around 10% of our headcount, had to be 
dismissed. It was the first time in our history that a 
downsizing in our workforce was required. 
 
It was not at all a process of dispensing with the 
unnecessary, but actually an absolute need if we were to 

protect our 55,000- employee ecosystem, including our 
organic staff, accredited network sales employees as well 
as technical staff from Brazil and from AT&T throughout 
Latin America. It meant not only work fewer staff teams, 
but also adopting a new way of working, to do more with 
less, and overcoming each new challenge.  
To achieve that, we count on people who passionate 
about the quest for satisfaction, who are fond of changes 
and challenge-driven and do not settle for less. 
 
This determination has earned us major achievements. We 

have overcome the systemic migration problems, which 

affected our services especially in 2014 and 2015; we have 

incorporated new methodologies that have made us more 

effective; we have made strides in the prepaid market, 

with the sale of 700 thousand packages; digitalization has 

allowed to open new horizons; and we have achieved 

significantly higher customer service indicators. Cost 

control and process streamlining have allowed us to 

deliver to shareholders results beyond their expectations. 
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The period also marked the final stretch of one of our 
investments, which totaled R$ 1.3 billion in recent years: 
the Jaguariúna Broadcasting Center and the new SKY B1 
satellite, operating since 2017. They are essential 
foundations for our future, because they allow offering 
customers incremental content and launching new, 
better, and more competitive products. The largest in 
the industry in Latin America, the Broadcasting Center 
was built in line with the highest sustainability standards 
and prepared for a more efficient natural resources use 
and for a reduced environmental impact. 

 

From a customer perspective, we have been distinguished 
with the Best Modern Consumer Subscription Service 
Award for the 14th consecutive year in addition to being a 
Top of Mind brand for the fifth year in a row. These 
distinctions were special because of the market turmoil, 
and reflect a relationship of great respect, education and 
citizenship, which are fundamental values in the way we 
do business. We know that customers are always eager 
for more and that stands as an opportunity for better 
performance, for timely customer service and for 
settlement of queries on the first call. This requires rapid 
response and novel solutions to maintain business 
sustainability and continuity. 

 

Our actions on behalf of society have focused on 
volunteering activities and on engaging people's time 
and company resources in doing good to the extent of 
our possibilities. We also care for responsible natural 
resource consumption. An example of this is the 
recycling or reuse of about 72% of installed decoders 
and the time slots made available on SKY channels for 
the dissemination of rational water use and saving 
initiatives. 

 

We understand that SKY’s achievement in 2016 
reflects the fact that we are a company that defines 
priorities and perseveres in what it intends to attain. 
In this sense, we have defined three main drivers: 

 
1. Focus on the main business, pay-TV, to explore new 
opportunities in future, such as broadband and digital 
video services. 

 

2. Grow smart, by identifying opportunities for value 

creation in the business, thereby allowing us to 

increase our revenues, regardless of the subscriber 

base growth. 

 

3. Stand out in the prepaid business, recognizing the 
effect of decreasing income over consumption and 
improving the product on the basis of attractive cost 
and content offers. Consolidation in this area was 
more difficult than we had originally anticipated, 
because there was not enough capillarity for prepaid 
recharge. Offering a good, reasonably priced product 
adjusted to the market’s financial situation did not 
prove enough. We needed to render the product 
visible throughout Brazil. This required a learning 
process which took place during 2016 and which even 
caused us to develop a cell phone recharge 
application. 
 
This is the time to reinvent ourselves in ways which 
may allow us to be connected to customers and 
deliver our services. Digitization and 
disintermediation are phenomena that are rapidly 
and substantially changing people’s consumption 
habits as well as business doing. This requires us to be 
open to a new mindset to novel ways of doing things. 
 
For SKY, 2017 will be a year of transformation and 
innovation. We will differentiate ourselves further 
from the competition with new products and services,  

which may be more attractive to consumers and with 
greater return potential. Our projects focus on 
digitalization based on new user-friendly applications 
which may render our processes and services more 
efficient. We will move forward in our goal to delight our 
customers with differentiated content and services, and 
with committed, flexible and focused teams aligned with 
the business demands. 

 

Luiz Eduardo Baptista da Rocha 

President 
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What is SKY? 
 
 
 
 
 
 
 
 
 
 

The largest pay-TV company in Brazil, SKY is headquartered 
in São Paulo and markets products and pay-TV services (on 
pre-postpaid) to around 5.3 million customers and is 
present in 99% of Brazilian municipalities. Since 2011, the 
company also offers broadband internet service in more 
than 120 cities, to a subscribers base exceeding 320 
thousand in 2 or 4 MB options. 
GRI G4-4, G4-5, G4-6, G4-8 | 
 
A private, closely-held corporation, SKY started its 
operation in 1996. Ten years later, it merged with 
DIRECTV, in a process that strengthened both 
companies’ cooperation in other ten countries in Latin 
America. In July 2015, DIRECTV was acquired by the 
American AT&T, which now holds approximately 93% of 
SKY stake, with the remainder 7% belonging to Globo 
Communicações e Participações. With 280,000 
employees in several countries, AT&T has high standard 
global policies across all of the group companies, thus 
making them stronger and more cohesive. GRI G4-7 | 
 
Brazil's first satellite pay-TV company – through the Ku-
band DTH (Direct to Home) digital system, our company 
introduced features that transformed the industry in this 
country. Pioneering examples are the widescreen movie  

broadcasts (rectangular widescreen), the display of additional 
programs and games screen information, Digital Video Record 
(SKY +), video on demand service (Cine SKY HD) and an 
application for mobile and tablet with exclusive functions in the 
pay-TV market. 
 
The pioneering spirit was reinforced in 2016, the final stage of a 
new broadcasting center building, inaugurated 
in 2017 in Jaguariúna, in the inland part of São Paulo, constructed 
on the basis of state-of-the-art sustainable technologies and 
parameters for the launch of the SKY B1 satellite, capable of 
operating with up to 60 transponders, which will expand the offer 
of channel packages and services. (For more information about 
the Broadcasting Center and the satellite, please refer to the WE 
INNOVATE section, on pages 31-33). GRI G4-13 | 
 
Currently, the company has 1.8 thousand employees in Brazil and 
about 40 thousand indirect collaborators (call centers and 
accredited representatives) distributed in the offices of São 
Paulo (SP), Tamboré / Santana do Parnaíba (SP), Jaguariúna (SP) 
and Brasília (DF). In addition, there are units in 12 more cities. 

SKY IN NUMBERS IN 2016 
GRI G4-9| 

5,3 99 
 

120 
 

1.833 39.705 

R$ 289,3 
 

R$ 1,9 

MILLIONS IN WAGES AND 
IN EMPLOYEE'S BENEFITS 

R$ 954,2 

R$ 5,2 

MILLION 
CUSTOMERS 

BRAZILIAN 
MUNICIPALITIES 

CITIES WITH 
BROADBAND 
SERVICES 

OWN 
EMPLOYEES 

COLLABORATORS AND 
PARTNER'S CONTRACTORS 

BILLION PAID 
IN TAXES 

MILLIONS OF 
SUPPLIERS TO PAY 

BILLIONS IN 
ASSETS 
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 SKY CORPORATE STRUCTURE 
|GRI G4-17| 
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OUR ESSENCE 
|GRI G4-56| 

 
 
 
 
 
 
 
 

PRINCIPLES 
•  Full customer focus 

• At SKY everything is simple, fast and easy 

• Zero Rework 

• Less is more 

• Meritocracy 

• Team work 

 
MISSION 

                       Combining diverse and engaging content, technology 
and services that make SKY the best choice for 

consumers. 

 
VISION 

                           Make SKY the best video experience in the world 
when and where you want. 

 
VALUES 
• Leadership 
• Innovation 

• Determination 

• Agility 

• Team work 

• Integrity 
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CORPORATE GOVERNANCE 
|GRI G4-34| 

 
 
 
 
 
 
 
 

 

The Board is SKY Brazil’s main governance body. It is led by a 

president and directly supported by 14 leading authorities: 

six vice presidents and two business areas directors; plus 

three vice presidents and three vertical business area 

directors. 

 
The Digital Area Vice-Presidency is the most recent one, 

effective as of April 2016 to structure processes and services 

that may raise efficiency and customer satisfaction levels 

through digital technology, meet the demand of the customers 

seeking increasingly digitized services and keep SKY aligned 

with the trends of television-related products and 

entertainment born out of the digital revolution. 

. 

SKY has several coordination and governance mechanisms to 
share decisions and information with employees at different 
levels. Some of these mechanisms are continuous, while others 
depend on the identified situation and needs. They are: 

 
Presidency Staff Meeting - held every two weeks aimed 
at consolidating strategies, making decisions on ongoing 

projects and discussing new projects, assessing priorities 

and impacts. This meeting is attended by the President, 

Vice-Presidents and directors who report directly to the 

Presidency. 

|GRI G4-42| 

 
Board of Directors Meeting – held every two weeks, it is 

intended to monitor business indicators - such as sales, 

customer service and field services - and to present new 

projects. This meeting is attended by the President, Vice 

Presidents and all Directors. 

 
Churn Committee - Meets weekly to discuss goals and 
objectives. 

 

Agricio Neto 

 

 

Roseli Parrella 

 

 

Luiz Barcellos 

 

 

Julian Garrido 

VP Finances and SAS 

BUSINESS AREAS VERTICAL AREAS 

 

Luis Lobo 

VP Digital 

Luis Marchezetti 

Broadcasting Engineering 
Director 

Alberto Camardelli 
Information Technology 

Executive Director 

 

Alexandre  Martinez 

Legal Director 

 

Sergio Ribeiro 

VP Sales and Operations 

 

Raphalel Duailibi 

VP Customers 

 

Adir Matos 

VP Institutional Relations 

Ingrid Berner 

LATAM Tax Planning Director  

 

Gustavo Fonseca 

Business Intelligence Director 

 

Edison Kinoshita 

VP Broadband 

ORGANIZATION STRUCTURE 

Luiz Eduardo Baptista de Rocha 
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Also, business projects, opportunities for improvement 

and risk of churn (loss of customers) are presented. The 

President, the Vice Presidents, Directors and Sales & 

Operations, IT, Finance, Intelligence, Products and 

Customers areas’ managers attend this meeting. 

 
Sales & Operations Planning (S&OP) Meeting - Monthly 

meeting with the Commercial and Operations areas and 

Finance & SAS, under the coordination of Supplies, to 

define together with the SKY President the sales 

projections and supply needs of materials in the 

subsequently three and six months periods. 

 
Information Technology Planning – Weekly meeting for 

prioritization and updating of projects according to the 
needs of the internal areas. Participants are invited 

according to the subjects dealt with in each meeting. 

 
Supply Meeting - Weekly meeting for alignment, updating 

and decision-making on the business with the Vice 

President and his subordinates. People Committee - 

Comprising the Human Capital Vice-Presidency, the area 

Directors and the Organizational Development Manager. 

They meet when necessary to engage leadership in 

projects that involve management issues.  

Customers’ Committee - Monthly Customer Vice- 

Presidency Forum to ensure the planning of SKY services, 
with definition and alignment of strategies intended to 

minimize the operational impacts for customers. 

 
Ethics Committee - Discusses critical cases and actions to 

address identified patches and deviations ethics channels 

available in the company. This group is comprised by the 

Vice Presidencies of Finance & SAS, Institutional Relations 

and Human Capital, the Legal and Product Management 

and Audit areas. It was discontinued in 2017, to follow 
international AT&T standards (For more information, see 

the Integrity and Ethics section below). 

 

eNPS Committee – Made up by the company's leaders, it 

assesses the issues raised by employees in eNPS 

(Employee Net Promoter Score, about employees and 
internal climate) and action plans to address the main 

points of employees' dissatisfaction and seek alternatives 

to the major issues raised. 

 
INDIANAPOLIS PROJECT 
Corporate restructuring 

In September 2016, SKY undertook a large-scale 

and complex corporate restructuring that was 

completed in mid-2017. With the controlling 

interest remaining unchanged, the motivation was 

achieving a streamlining of the company structure 

which consisted of 16 companies and hundreds of 

subsidiaries in different Brazilian cities. 

The project led to the downsizing of 120 SKY 

branches, which increased (1) efficiency, for 

instance by trimming business structure 

maintenance costs, and (2) transparency, by doing 

away with inconsistencies among the different 

companies. All operations were in observance of 

the highest tax and governance standards. 
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Business Integrity 
and Ethics  
 

 
 
 
 
 

SKY is committed to conducting business following the highest 

standards of integrity and maintaining a level of ethical conduct 

consistent with their values, presented in the AT&T Code of 

Business Conduct - common to the whole group and broadly 

disseminated to the employees. 

 
In addition to the Code, which is based on legal and sound 

business practices, including aspects specifically identified in the 

Sarbanes Oxley Act, AT&T companies adopt four policies and 

practices related to Ethics: Business Ethics and Conduct, 

Information Protection, Use of Company Resources and 

Discrimination and Harassment. |GRI G4-56| 

 
The priority is to maintain a positive and healthy working 

environment that may be trustworthy and safe for employees 

to do their job effectively. To this effect, senior management 

are required to fill out conflict-of-interest forms and which 

updated annually. 

 
The company also features a specific accounting control 

that allows to identify any expenses likely to be related to 

corruption risks – for example, - 

Those derived from lunches with authorities or public 

persons. Besides that, the AT&T Compliance Officer 

issues an annual anticorruption policy certificate, called 

Anti-Corruption Policy Certification, following the 

completion of internal and external audits. 

 
TRAININGS 

|GRI G4-DMA| 

 
When recruited by SKY, employees are required to sign a Code 

of Ethics and Conduct and to take two related trainings, (one on 

Ethics and the second one on Information Security). Updated on 

the first semester of each year, the "Ethics" course is re-

attended annually by all employees, so as to ensure an ongoing 

review of this issue and the alignment with company's conduct 

guidelines. 

 
Important to foster the culture of integrity and maintain high 
technical standards, specific training to  the Senior Management is  
additionally offered, including training on the Foreign Corrupt  
Practices Act (FCPA), which aims to combating transnational

 

 

012 
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corruption by persons or entities related to the United States. 

These courses are given on a regular basis by SKY's legal team 

to ensure procedural compliance. 

 
There are also Ethics courses for partners intended for 

accredited establishment owners, technicians, suppliers, 

warehouse supervisors, control towers staff and other 

professionals involved in the SKY value chain, which address 

Business Conduct policies issues. 

 
Anti-corruption control in the supply chain is also endorsed by 

other two contractual terms: a FCPA clause included in 

contracts and the Compliance Form to be mandatorily 

undersigned by suppliers engaged in activities involving public 

agencies. 

 
In this way, 100% of the members of the governance structure 

and 100% of own employees, including trainees and 

apprentices were informed about and trained in the company's 

anticorruption policies in 2016, which means a total of 43 and 

1,897 people, respectively. In addition, 100% of the 23,796 

SKY's business partners were informed about the anti-

corruption policies and 21% of them were trained in this issue 

in 2016. |GRI G4-SO4| 

COMMUNICATION AND REPORT CHANNELS 

|GRI G4-57| 

Called Ethics Point, the SKY communication channel for 

reporting of ethics deviations and inconsistencies is available 

on a 24x7 basis at internal and external level through our 

website (www.ethicspoint.com) or via the 0800-891-1667 

telephone line. 

 
With confidentiality of information being ensured, complainants 

may follow up the progress of their cases and may choose to 

remain anonymous. This channel allows employees to report 

problems with peers, partners or with the management in their 

day-to-day work, as well as undesirable situations or any type of 

harassment. There is an immediate response and involvement 

of the Ethics Committee in order to conduct the necessary 

analysis and investigations. 

 
In 2016, SKY analyzed 100% of the 73 discrimination cases 
Reported on the Ethics Point and all were considered  
to have no legal basis. The company has a policy in place for 
Combating Discrimination and Harassment and maintains a  
dedicated Human Resources employee for the   
the investigation of reported cases.  
|GRI G4-DMA, G4-HR3| 
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For SKY, the sustainability of its business is directly related to the 

completeness of the so-called SKY Ecosystem dialogue, which 

represents all the groups it interacts with and therefore we invest in 

engaging solutions that enhance customer satisfaction, 

 
employees’ commitment, shareholders’ credibility, business partners’ 

and suppliers’ efficiency, transparent interactions with government 

agencies and commitment to the development of society. 

 

INTERACTION GROUPS |GRI G4-24| 

 
 
 

CUSTOMERS 
THEY ARE AT THE CORE OF 

EVERYTHING SKY DOES AND 

THEY STAND AS THE 

COMPANY INSPIRATION. 

 

 

GOVERNMENT 
IT PERFORMS A CENTRAL 

ROLE IN THE OPERATIONAL 

MARKET  

OPERATION GROWTH AND  

. 
EMPLOYEES 
THEIR DAILY WORK IS THE MEANS TO 

REALIZE SKY'S MISSION TO ERECT INTO  

THE BEST OPTION FOR CONSUMERS. 

 
 

 

VALUE CHAIN 
ACCREDITED SUPPLIERS AND NETWORKS  

ENSURE THE QUALITY 

OF PRODUCTS AND SERVICES  

OFFERED TO CUSTOMERS. 

 

 
COMMUNITY 
THEY SUPPORT THE OPERATION 

GROWTH AND LOCAL 

DEVELOPMENT 
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Strengthening ties with 
stakeholders groups 
|GRI G4-18, G4-25, G4-26| 

 
 
 

 
Focused on generating company value from the perspective of 
the financial capital investor, SKY Brazil’s first Sustainability 
Report, which encompasses the January 1-December 2016 
period, includes a 360-degree management project in which 
eight countries from Latin America participate. Besides Brazil, 
the AT&T group’s operations in Mexico, Colombia, Ecuador, 
Peru, Chile, Uruguay and Argentina have developed a document 
based on the G4 version of the Global Reporting Initiative (GRI) - 
main international benchmark for sustainability reporting, 
based on the UN’s Sustainable Development Objectives (SDO) 
indicators. This is the first produced in Brazil based on this 
methodology. 

 
Essential for building GRI-based report, the materiality matrix 

that determines the approach and indicators presented is 

developed through a process which considers the opinion of the 

main target groups, thereby enhancing the bond with these 

groups and helping towards the alignment of the company’ s 

sustainability strategy. 

The drafting of SKY's materiality matrix was executed in three 

phases. The first consisted in a pre-selection of relevant subjects 

through media research, benchmarking (practice evaluation of 

other telecommunication companies) and an evaluation of 

sectoral studies, such as a work from the National Filmmaking 

Agency (Ancine) about pay-TV. 

 
The second stage consisted in the collection of information with 

selected stakeholders, for whose purpose a digital search tool 

was used to send 1,820 emails with a link to the query about 

the relevance of 15 pre-selected subjects. The research was 

sent to six different groups of stakeholders, including 

customers, accredited personnel, suppliers, employees, 

governmental representatives and third-sector organizations. 

 
The third and final stage of the process analyzed the answers 

arising from the second step and short-listed 12 out of the 15 

proposed subjects. Such subjects as Regulatory Affairs, 

Marketing and Responsible Communication, as well as 

Supplier Management were considered of lesser importance 

and, consequently- 

eliminated from the scope. The 12 subjects selected were 

classified into four categories: strategic (subject 1 on the 

ranking), of high importance (subjects 2, 3 and 4), of medium 

importance (from 5 to 10) and low importance (items 11 and 12). 

 
The materiality matrix was prepared on the basis  
of this and the subjects were related to the GRI aspects  
and indicators, and the limits of the 
impacts that these topics entail inside and outside  
the organization were defined. The subjects highlighted as  
relevant by the internal stakeholders (SKY Directors and  
Managers) were considered to have an impact on SKY and 
Those indicated by other target groups were classified as  
having potential impacts outside the organization. 
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MATERIAL ASPECTS AND LIMITS 
|GRI G4-19, G4-20, G4-21, G4-27| 

 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

1 Service and Customer Service Quality 
2 Technological innovation 

 
3 Fight against corruption 

4 Talent management / Employee training 

16 - - Peace, justice and sound institutions  16.6 

9 - - Industry, innovation and infrastructure   9.1, 9.4 

12 - Sustainable production and consumption   12.5 

16 - Peace, justice and sound institutions  16.5, 16.6 

5 - Gender Equality  5.1, 5.5 

 

8 - Decent work and economic growth  8.5, 8.6 

4 - Quality education  4.3, 4.4, 4.5 

5 Economic Performance 8 - Decent work and economic growth  8.1 

9 - Industry, innovation and infrastructure  9.1 

16 - Peace, justice and sound institutions  16.6 
6 Employee Health and Safety 8 - Decent work and economic growth  

8.7, 8.8 

7 Customer Privacy 

8 Inclusion and digital 
/technological accesibility 

 
 
 

9 Investment in infraestructure 

16 - Peace, justice and sound institutions 16.6 

9 - Industry, innovation and infrastructure  9.1, 9.4 

10 - Reducing inequality  10.2 

11 - Sustainable Cities and Communities  11.3 

9 - Industry, innovation and infrastructure  9.1, 9.4 
11 - Sustainable Cities and Communities  11.3 

10 Social investment 8 - Decent work and economic growth  8.3 

11 Corporate Governance 

12 Environmental Management of bussines impact 

9 - Industry, innovation and infrastructure  9.1, 9.2 
11 - Sustainable Cities and Communities  11.3 
16 - Peace, justice and sound institutions  16.5, 16.6, 16.7 

12 - Sustainable production and consumption  12.2, 12.4, 12.5 

 
 

 
 
 
 
 

 

 

 

 

RANKING (GOALS)    TOPIC Related  In addition, the task included linking subjects identified 
as material to the UN Sustainable Development 
Objectives (ODS) from the ODS Guidelines for 
Companies and SDG Compass - Linking the SDGs and GRI 
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RELATIONSHIP WITH SUSTAINABLE DEVELOPMENT OBJECTIVES 
(SDO) 

 

  
 
 
 
 
 
 
 
MATERIALITY MATRIX 
 

 

RANKING (GOALS    TOPIC 

1 Service and Customer Service Quality 

2 Technological Innovation 
 

 
3 Fight against corruption 

4 Talent Management / Employee Training 

 

Related ODS (GOALS) RELATED ODS( TARGETS) 

16 - Peace, justice and sound institutions  16.6 

9 - Industry, innovation and infrastructure  9.1, 9.4 

12 - Sustainable production and consumption   12.5 

16 - Peace, justice and sound institutions  16.5, 16.6 

5 - Gender Equality  5.1, 5.5 
8 - Decent work and economic growth  8.5, 8.6 

  4 - Quality education  4.3, 4.4, 4.5   

5 Economic Performance 8 - Decent work and economic growth  8.1 

9 - Industry, innovation and infrastructure  9.1 

16 - Peace, justice and sound institutions  16.6 

6 Employee Health and Safety 
 
8 - Decent work and economic growth  8.7, 8.8 

 
 

  

7 Customer Privacy 

8 Inclusion and digital/technological 
accessibility 

 
 
 

9 Investment in infraestructure 

 
16 - Peace, justice and sound institutions  16.6 

9 - Industry, innovation and infrastructure  9.1, 9.4 

10 - Reducing inequality  10.2 

11 - Sustainable Cities and Communities  11.3 

9 - Industry, innovation and infrastructure  9.1, 9.4 

11 - Sustainable Cities and Communities  11.3 

10 Social Invesment 8 - Decent work and economic growth  8.3 

11 Corporate Governance 

12 Environmental Management of business impact 

9 - Industry, innovation and infrastructure  9.1, 9.2 

11 - Sustainable Cities and Communities   11.3 

16 Peace, justice and sound institutions  16.5, 16.6, 16.7 

12 - Sustainable production and consumption  12.2, 12.4, 12.5  

Strate
gic 

• Service and 
Customer Service 
Quality  

• Investment in infrastructure 
• Inclusion and digital / 
technological accessibility 

• Social investment 

• Fight against corruption  
• Technological innovation  
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• Talent management / 
Employee training 

• Employee health and 
safety 

• Economic Performance 

• Environmental 
management of business 
impacts 
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w
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• Marketing and responsible 
communication 
• Supplier Management  

• Corporate Governance  
• Regulatory aspects 

Low Importance Importância Medium Importance High Importance Strategic 

LEADERSHIP  
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Involvement in 
Public Policy  
|GRI G4-DMA| 

 
 
 

 
SKY’s Code of Business Conduct and Ethics features specific 

item on the approach to public policies. The document 

determines that lobbying activities at the federal, state, and 

municipal levels shall require the approval of the company's 

legal counsel, a rule also applicable to local political events, 

activities and visits of federal, state and municipal officials, as 

well as to requests for consultation involving lobby groups. 

 
 The Code states that no company fund should be used or 

service should be provided to political parties or candidates 

except where permitted by law and upon the approval of 

the SKY legal counsel. 

 
Employees responsible for conducting negotiations with civil 

servants should be familiar with the laws applicable to lobbying 

and with public disclosure requirements. They should be 

additionally aware of the prohibition of making any payment to 

public servants or inducing them to enact, disregard or infringe 

laws or regulations for their own benefit or that of the 

company. Social events, entertainment activities and other 

amenities may be offered to 

the appropriate and justifiable extent in accordance with 

applicable laws and customs. High value gifts or generous 

entertainment payments to public officials are also prohibited. 

 
Based on these concepts and on transparency and ethics best 

practices, all of SKY’s interventions in public matters are 

coordinated by the Institutional Relations Vice-Presidency, 

with the support of several company areas. 

 
Complaints are filed by the company individually or 

collectively, in the latter case through sectoral associations. In 

2016, SKY was a member of the Brazilian Association of Pay-

Per-View (ABTA), where SKY Vice-President for Institutional 

Relations served as Administrative-Financial Vice-President, as 

well as of the Brazilian Association of Competitive 

Telecommunications Services Providers (TelComp), whose 

Vice-Presidency was held by our Legal Affairs director. |GRI 

G4-16| 

 
In 2016, our involvement in public affairs was focused on the 

following issues, which are to remain in our spotlight during 

2017 as well: 
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1. General Regulation of Telecommunications Services 

Consumers’ Rights (RGC) 

SKY has been struggling to void the RGC, a regulation published 

in March 2014 by the National Telecommunications Agency 

(Anatel), which, among other provisions, prohibits advanced 

collection of pay-TV services. In the face of certain obligations 

imposed by the RGC, a lawsuit challenging the applicability of 

certain provisions, such as the aforementioned advanced 

collection, was filed with the endorsement of the Brazilian 

Association of Competitive Telecommunications Services 

(Telcomp) Providers and the Brazilian Pay-Per-View Association 

(ABTA). As of present date, judgement on the issue remains 

pending. In 2017, in the context of an administrative proceeding 

brought by SKY, Anatel decided that their technical area should 

analyze and review some provisions challenged by sectoral 

associations. This has caused RGC review meetings among Anatel, 

the sector companies and entities to be currently held, given that 

Anatel intends to complete their Regulation Impact Analysis (AIR) 

by the middle of 2018. 

 
2. Hybrid box 

Moreover, in collaboration with the sectoral associations, SKY is 

challenging Anatel's imposition on pay-TV operators to distribute 

hybrid boxes, that is, decoders with the additional functionality of 

capturing open TV broadcasters’ terrestrial signals. This situation 

arose from  

The phase-out of the analogue signal, which should be replaced 

in full throughout the whole national territory by 2023, and 

which already prevents open channels broadcasting in several 

municipalities where population does not have television sets 

equipped with digital or ad hoc converters, or they are not 

subscribed to Pay-TV services to provide them with conversion 

equipment. The argument raised to Anatel emphasizes that 

total and unrestricted replacement of hybrid boxes is 

burdensome and expensive for the sector. The sectoral entities, 

in turn, argue that imposing such an obligation in the limit 

means a duplication of subscribers’ access because, in many 

cases, they already have digital technology TV sets. TV 

Operators also claim that such a measure would be unlawful, 

whereas broadcasting is free of charge and an State obligation 

rather than a private initiative. 

 
Simba - After a long negotiation with Simba Content (a joint 

venture formed by Rede TV! Record and SBT), SKY entered 

into a commercial agreement by the end of August 2017, for 

the distribution of these channels by SKY. 

 
3. Broadband license 
SKY requested that Anatel review the amount of its license 

renewal to operate in the broadband sector in 2016, which 

were set high above what precited on their studies. With about 

300 thousand broadband subscribers located outside the big 

cities, the company´s provision of this service contributes 

towards Brazil’s digital inclusion. 
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OUR PRODUCTS 
|GRI G4-4| 

 
 
 
 
 
 
 
 
 

SKY maintains two operations: 1) marketing of pay-TV products 

and services and 2) internet broadband. As the largest pay-TV 

Satellite Company in the country, its 5.3 million customers 

account for around 28% of the market share and have earned 

us the second place in Brazil’s pay TV market, according to data 

released by Anatel in January 2017. 
 

CABLE TV  
With coverage throughout Brazil, the company offers a 

very varied digital-content and high-definition channel 

grid. By the end of 2016, they were High-Definition 63 

channels and 160 Standard-definition ones, including 

channels from the Discovery Networks Group (Discovery, 

Discovery Kids, Animal Planet, among others), HBO (with 

ten movie channels), in addition to basic channels like 

Sony, Warner, AXN and E!), Globosat (which includes 

Telecine, VIVA, GNT SPORTV, Multishow E GloboNews, 

among others), Viacom (Nickelodeon, MTV), Turner 

(Cartoon Network, CNN, TNT, Warner), and Food 

Network, among others. 

 
 TV content is offered in two schemes: 

SKY POSPAID– This model delivers sound and image 

 

in nine high-definition channel package options, to which 

soccer, wrestling, and adult movies can be added - these in the 

a-la-carte system. 

This content is paid monthly, according to a contract 

subscription. In line with market trends worldwide, SKY has also 

developed two on-demand and streaming products. SKY Cinema 

allows that the client to rent famous movies for 24 hours soon 

after their cinema exhibition. On the other hand, SKY Online is 

the platform to rent and watch the same movies available on 

Cine SKY via internet, on computers, cell phones, tablets and 

game consoles. In addition to movies and shows, on SKY Online, 

the customer can consult their TV package channel content to 

watch it where and when they like. 

 
SKY PREPAID – With SKY Prepaid, customers recharge their 

service as desired, with economic and flexible options for 

those who do not want to be tied to a monthly 

subscription. They acquire the antenna and decoder and 

choose the recharge scheme that best suits them, 

thereby guaranteeing a varied and quality cable TV 

without having to pay a fixed monthly fee. From a fixed 

value, the client has access to TV programming for 

 

Periods starting at 15 days - and can also add soccer, 

movie channels and may other options to their recharge. 

Service may be recharged through the internet, by 

phone, at SKY stores and at the over 200,000 sales 

points (bakeries, pharmacies, newsstands, bars, fuel 

stations and others). 
 

BROADBAND  
SKY's other business, Internet broadband service, was 

launched in 2011 and in 2016 surpassed the 320 

thousand subscribers. It is marketed in more than 120 

cities around Brazil, with 2 or 4 MB options and provides 

Internet access to thousands of people residing outside 

the country’s big cities. The main goal is to serve 

medium-sized Brazilian cities, with populations of up to 

200 thousand inhabitants, which represents a potential 

of 4 million households. Pay-Tv customers have a 

discount according to the subscribed package. 

 
The service uses 4G LTE-TDD (Long Term Evolution - Time 

Division Duplex), the prevailing pattern in China and 

currently ground among Europe and Japan operators. 

Access to the SKY network is by means 

 

of a modem, an easy-installation wireless device which picks 

up the internet signal and redistributes it on the basis of a 

stable, robust and consistent connection to all of the 

customer’s devices and facilities, such as computers, 

notebooks, tablets and cell phones. 

 
For the purpose of signal distribution, SKY uses towers 

shared with mobile operators, with a maximum service 

capacity of up to 720 users per tower. By 2017, one of the 

major challenges in the area is to launch 100 new sites with 

the technology to expand the towers’ capacity. 

 
The expansion of the broadband customer base achieved in 

2016 was based on the War board game, where players only 

invade new territories after having accumulated enough 

troops on a base. Based on a similar criterion, our teams, as 

well as our sales and media actions focused on around 30 

cities, in order to take up the existing capacity in each 

streaming tower. This strategy proved also successful 

because of the support of our accredited network, which led 

to increasing the capacity to meet the customer demands. 
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Responsibility over 
products and services 

|GRI G4-DMA| 

 
All SKY communications are ruled by market regulations 

and by the National Self-Regulatory Advertising Council 

guidelines (Conar), and its digital marketing is aligned 

with the IABBrazil (Interactive Advertising Bureau), the 

agency entrusted with regulating digital media formats 

and standards. 

 
In 2016, there were no claims filed with the Conar that 

led to the withdrawal of company advertising campaign, 

and, in turn, the company has not been convicted in any 

legal proceedings relating to advertising or marketing. 

|GRI G4-PR7| 

 
The lawsuits filed by consumers in Special Courts are 

managed by the Legal Affairs department, which refers 

them to accredited law firms according to geographical 

location and professional specialization criteria. On the 

other hand, complaints brought by customers with Anatel 

or Procon are handled by the Vice President for Customer 

Service. 

 
In 2016, SKY paid a total of R$ 100,463,662.01for 

products and services non-conformities, R$ 16,717.75 of 

them corresponding to administrative fines R$ 

21,193,494.07, to judicial settlements payments (based 

on orders issued by Special Civil Courts); and R$ 

79,253,452.19 to judicial convictions. |GRI G4-PR9| 

(Anatel); 

 

TOTEMS AND TABLETS DE CONCILIAÇÃO (ONLINE 
DISPUTE RESOLUTION) 
 

Since 2012, SKY has been holding dispute resolution 

sessions on forums and under the umbrella of the 

Customer Protection Office (Procons), thereby 

preventing more than 90% of consumers claims against 

the company from reaching the judicial stage. This 

measure, which in turn also takes burden away from the 

Courts and the public machinery, earned SKY the 2012 

“Conciliar Legal” award of the National Council of 

Justice, for the first time ever granted to a private 

company. 

Based on the same concept, in 2015 the company 

adopted an even more modern, practical and simple 

tool:  the Tablet de Conciliação. With the support of 

this equipment, company representatives contact 

consumers on forums and arrange video calls 

between clients and a staff trained in complaint 

management. Having access to all SKY systems, this 

staff settles issues immediately and reaches 

agreements which are later drafted into documents 

undersigned by a company lawyer and subsequently 

sent to the customer by email.
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Differential 
Quality 

 
SKY has a quality policy in place to meet the 
expectations of its pay-TV and broadband 
subscribers and, both in terms of broadcasting 
(image quality, sound and data) and content, in 
the case of pay-TV. The goal is to achieve 
excellence in all our contract-provided offerings 
for the full satisfaction of customers. To that 
effect, SKY adheres to the following guidelines: 

 
1. Promote the continuous improvement in the 
Quality Management System; 

 
2. Promote the continuous improvement in 

operational processes; 

 
3. Maintain our Broadcasting Center technologically 
updated; 

 
4. Ensure compliance with legal requirements and 

regulations. 
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AWARDS 
AND ACKNOWLEDGMENTS 

 

 
 

 
 

 

    CERTIFICATION 
The Quality Management System in Business Engineering operations, as being  
directly linked to increasing result reliability and to the company's main  
business, was certified in May 2017 by ISO 9001. Maintaining a certified system  
contributes to business sustainability. 

 
For the consecutive14th time, SKY has won the award for 

Excellence in Customer Service in the Digital TV category of the Consumidor Moderno 

magazine, the counterpart of the American J. D. Power award that recognizes companies 

achieving the highest customer satisfaction degree. As a main initiative in the customer 

relationship industry in Brazil, the award ceremony is conducted by the Standard 

Intelligence Center (CIP), the business unit responsible for the production of research and 

various studies. The 2016 edition rated more than 250 companies in 46 categories, 

highlighting those that make customer service excellence a competitive advantage in 

their business  

 
 

TOP OF MIND – For the fifth consecutive year, SKY has won the 2016 Top of 

Mind award in the pay-TV operator category, with 40% citations. Performed 

since 1991 by the Datafolha Institute, this is the largest and most important 

brand recall study conducted in Brazil. In this edition, 7, 2 thousand 

Brazilians were interviewed in 217 municipalities, both in large metropolitan 

areas and in municipalities with less than 5 thousand inhabitants. 

PROMINENT HOTEL SUPPLIER AWARD  
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The War Rooms 
Experience 

 
 
 
 
 
 
 

A complex systemic migration process undertaken 

in late 2014 replaced 80% of the platforms used in 

the company in two years and resulted in a series 

of impacts for SKY's customers which were 

matched by a substantially changing economic 

scenario. To mitigate this impact, a real warlike 

operation was set up in 2015, with its heyday being 

reached in 2016, when about 120 people from over 

38 areas were involved. 

 
Led by the Customers area, the so-called War Rooms consist 

of task forces made up by high decision-making capacity 

specialists from different areas of SKY to respond to 

emerging challenges expeditiously and effectively. The 

success of War Rooms has turned them into a usual working 

practice in the SKY Management model. 

 
At the time of its creation, eight groups were defined; five of 

them being regular groups focused on vital aspects of the 

operation: signal, accounts, back office, accounts receivable and 

communication. There were also the churn triggering, 

broadband and sales protection groups, which were set up in  

the second War Rooms edition. Ilha Master, our service elite 

team, was also part of this initiative and was supported by 

an integrated back office and by monitoring and diagnosis 

units. On average, seven rooms worked simultaneously, with 

twice- a-week meetings which turned out around 400 

actions. 

 
The War Rooms activity led to a high level of performance in 

2016: the number of complaints filed with Anatel has been 

reduced by more than 50% and that for SAC, by 60%, as a 

result of the self-care strategy in the URA and an 

enhancement in the FCR (First Call Resolution), meaning that 

the problem’s claim was settled during the customer’s first 

contact with the company. The indicators also reached 

levels of excellence, with War Rooms being one of the 

performance incentives. The effectiveness of the solutions 

achieved caused this work model to be included in other SKY 

initiatives. 

War Room Success Stories 
 

1. Deadline for signal return 

 
SITUATION: The process of sending a command to restore the 

subscriber's signal lasted approximately two hours and was 

at times interrupted by certain technical problems. To 

improve customer satisfaction and promptly solve the 

problem, a shortened signal return time was required. 

 
ACTION: Previously, SKY used only one cannon (ASAP) to send the 

command to the customer's equipment. A new cannon (ASAP LESS) was 

created to increase the capacity of sending commands and improving 

response time. 

 
BENEFIT: The customer's signal is now restablished in up to 

two minutes. 

 
2. Differentiated Service (Ilha Master) 

 
SITUATION: Need to bring rapid resolution and even more 

special treatment to customers with high company contact 

rates and, consequently, considered more prone to churn. 

 
 

ACTION: Creation of the Ilha Master, a service cell featuring strong 

service-oriented operators entrusted with finding and settling root 

causes. Operators received differentiated training and are therefore 

highly qualified for the settlement of any situation, including access to 

field teams 

 
BENEFIT: Increased customer satisfaction, reduced recall and 

enhanced customer base loyalty. 

 
3. Segmentation of operation 

 
SITUATION: Need to divide the service according to the 

customer value, in order to treat each subscriber on the 

basis of their peculiarities and needs. 

 
ACTION: Division of most of the operation into three 

segments: Premium, Standard and Basic. This segmentation 

considers, among other aspects, customers' average profile 

and invoicing. Each operator was given the training, 

communication skills and qualifications required for the 

segment they serve. 

 
BENEFIT: Increased satisfaction by customizing the service 

and higher customer base loyalty. 
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Customers: our priority 
 
 
 
 
 
 
 
 
 
 
 

In order to provide the best experience to the customers 

who contact the Call Center, SKY seeks transparent, 

fluent, fast and effective communication and thus its 

investment in planning, mainly through the Customer 

Service Committee, employee training and self-service 

technology on different channels. 

 
Created in 2014, the Customer Service Committee is 

coordinated by the Customer Service Vice-Presidency’s 

Planning and Control Office and brings together ten 

company areas (such as Billing, Engineering and 

Technology) for the so-called Monthly Operations 

Planning Cycle. 

 
Each cycle is influenced by numerous factors that directly 

affect the volume of incoming calls, such as seasonality, 

client history and decisions, as well as SKY-promoted 

initiatives. The main objective of the monthly meeting is 

to ensure a structured alignment and action planning 

process promoted by the SKY service chain, in order to 

define the most appropriate strategy to minimize 

operational and customer impacts. 

 

In addition to organizing and prioritizing initiatives, the 

Committee meetings are essential for a customer-

focused management, as they provide participants with a 

360-degree view of the operation, showing the status of 

actions in progress and the results of those already 

carried out. Among the topics covered are new 

programming packages, changes in invoice formats, 

software updates promoted by Broadcasting Engineering 

or essential windows for system maintenance. 

 

SKY DNA AND ATTITUDE  
|GRI DMA| 

SKY believes that its entire ecosystem must be focused 

on customers and for that, in March 2016, SKY created 

the SKY DNA and Attitude Program, with the view to turn 

all the third-party staff members working close to 

customers into brand ambassadors. 

 
Pioneer in Brazil, the program is fully aligned to SKY’s 

priority - our customers - and this is essential to ensure 

that all contacts 
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with subscribers are based on kindness, hospitality and 

empathy, so that clients feel increasingly respected 

and valued. 

 
In the segmentation strategy, in 2016 SKY extended 

the range of invitations to attract high-value 

customers and seek their loyalty. It was about 150 

thousand people invited throughout the year for 

exclusive shows, concerts and events - such as movies, 

pocket shows featuring renowned artists, such as 

Evandro Mesquita and Vanessa da Mata, premium 

boxes to view soccer games and dinners - among other 

initiatives carried out in partnership with such 

channels as HBO, Cartoon Network, Discovery and 

Sony, totaling more than 140 year round. 
 
Although most of the events remain concentrated in 

large capital cities - such as Rio, São Paulo, Belo 

Horizonte, Porto Alegre and Salvador, as an example of 

what was already happening in 2015 - there was an effort 

to broaden the geographical scope of these initiatives 

and include other cities and regions of the country, such 

as Caxias do Sul (RS), Mossoro (RN), Franca (SP), Goiânia 

(GO), Belém (PA), and Londrina (PR). 
 

THE MULTICHANNEL CHALLENGE 
|GRI DMA| 
SKY directs efforts to ensure that all requests may be met 

at the customer's first contact, that is, under the so-called 

First Call Resolution (FCR), one of its main quality 
indicators. In 2016, the development of functionalities 
performed in the Auditory Response (URA), for example, 
has allowed to increase self-service retention by around 
40% compared to the previous year. 

 
Meanwhile, in the event of a second customer contact, 

the company has improved multi-functionality 

communication, by investing in technology so the 

customer may not recur in experiencing the same 

problem. That is why all representatives have access to 

the history of the customer’s request, regardless of the 

channel used. Such a concept entails a challenge, since 

in 2016 the company already had a wide mix of 

channels which covered voice service (URA and 

operators), website chat, email, mobile application, SMS 

and WhatsApp. In addition, there was monitoring for 

proactive reporting of social media such as Facebook, 

Instagram and Twitter. 
 
Ongoing communication – As arises from data 

enrichment research, communication with the customer 

was more accurate in 2016. After identifying some of 

the subscribers’ interests, such as hobbies, musical 

tastes, favorite movies and soccer teams, the company 

began to focus communication on what is really 

relevant to each subscriber, thus showing our care for 

our customers in the quest for their valuing the SKY 

brand and the experiences the company offers. 

CLAIMS RECEIVED 
|GRI G4-PR9| 

 

189.347 
ANATEL – CABLE TV 

 
 

 

 

10.835 
ANATEL – BROADBAND 

 
 

 

 

104.330 
PROCON 
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Satisfaction Surveys 
|GRI G4-DMA, G4-PR5| 

 
 
 
 
 
 
 
 

 
SKY evaluates customer satisfaction on a daily basis. At 

the end of the URA system call, the subscriber is invited to 

participate in a satisfaction survey. The results are 

accompanied by the Net Promoter Score (NPS) 

methodology, which considers clients who gave grades 9 

and 10 as brand promoters and those giving scores 

between 1 and 6, as detractors. The others, who gave 

scores of 7 and 8, are considered neutral. To compare the 

evolution of the customer satisfaction indexes, the 

following formula is used: (sum of notes 9 and 10) - (sum 

of notes 1 to 6) / (sum of notes 1 to 10).  

On the basis of this, the satisfaction indexes are obtained, 

which for strategic reasons, are not disclosed to the 

market, but are in constant evolution: 

 
PRE-PAY TV: ratings improved about 47 % compared to 

2015; 

 
POST-PAY TV: approximately 25 % improvement in 
customers’ ratings. 

INTERNET BROADBAND: 14% improvement in in 

customer assessment. 

 
In addition to telephone contact, SKY customers are 

invited to evaluate all the company's technical field 

visits, either for technical assistance or initial 

installation. In this case, the company obtained more 

than 33,600 assessments via SMS in 2016. 

 

  

Clients that tarnish the company's reputation and 
eventually migrate to the competitor 

They use more products; they recommend the company to 

others and remain customers for longer periods of time  

 

ONLINE SOLUTION ISLAND  
 

Created in May 2016, the Online Solution Island is 

aimed to reviewing calls where customers rated SKY 

with unsatisfactory scores for whose purpose these 

customers are directed to specialized operators with 

specific service-centered training, differentiated 

qualifications and more robust tools. 



 

 

 

  

 
  

 
 
 
 
 
 
 
 
 

 

WE INNOVATE 
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Sustainable 
Technology 

 
 
 
 
 
 

Investments in the amount of R$ 1.3 billion have 

maintained SKY at the forefront of pay-TV technology 

with the construction of a second broadcasting center 

and the launch of a new satellite, which expand our 

capacity to offer new channels and better service quality. 

 
Designed on the basis of the world’s cutting edge 

technology and in line with the sustainability concept, 

the Jaguariúna Broadcasting Center (JBC - Jaguariúna 

Broadcast Center) merges economic feasibility and 

environmental and social aspects. With a 17,000 

square meter area and 41 antennas, it stands as the 

largest facility of its kind in Latin America, intended to 

serve SKY's needs for the next 20 years and is located 

about 100 kilometers of the company's first 

broadcasting center, which operates in Tamboré, 

Greater São Paulo. 

 
The civil works were completed at the end of 2016, as 

scheduled, and operations will be gradually taken over 

during 2017, while the Tamboré facilities will remain as a 

backup and are to be used for the operation of some 

channels. The very choice of the new location was 

determined 

 
by distance between the two facilities, which contributes 

both ease of shifting the team, and the necessary risk 

mitigation in the management of redundant centers, thus 

ensuring business continuity. At the end of the process, 

700 people will be working on the new site. 

 
The new Broadcasting center’s differential aspects arose 

from the very design of the project, whose innovations 

earned us the best Business Datacenter award granted by 

Datacenter Dynamics in 2015. The quality and the 

redundancies of the equipment used, as well as their 

energy efficiency, were the reasons for the award. The 

project is based on a high availability concept, with an 

operational efficiency-focused layout which puts forward 

constructive solutions that favor an efficient use of 

natural resources and the lowest environmental impact. 

 

REFERENCE 
The main environmental highlight is energy efficiency, 

such as a new satellite signal transmission technology, 

which consumes ten times less energy per channel 

compared to older centers. 



WE INNOVATE 2016 SUSTAINABILITY REPORT  

32 

 

 

 
 
 
 
 
 
 
 
 
 
 
 

 
At the same time, 100% of the equipment racks have 

chimneys that direct the hot air directly into the return loop, 

with energy savings around 30% compared to a standard 

design. Other precautions include non-evaporative air 

cooling systems, permeable floor, water reuse for garden 

irrigation and minimum levels of pollutants release. During 

construction, there was strict control over waste disposal 

and all trucks were washed before leaving the construction 

site, to avoid dirt in the access ways. 

From the social point of view, the work was also a 

benchmark, because priority was given to regional labor. 

Strict controls over health and safety conditions 

prevented any accident during the two years of the 

construction work. Initiatives included daily workers’ 

blood pressure measurement, control of the construction 

site cafeteria and of lodging mattresses cleaning and 

thickness, among others. Another relevant point is the 

fact that some workers continue to work for outsourced 

companies in Center maintenance tasks. 

 

 

 

ENERGY SOLUTIONS IMPLEMENTED 

AT JAGUARIÚNA 

10 TIMES 
LESS ENERGY CONSUMPTION BASED ON NEW 
TRANSMITTER TECHNOLOGY 

 
 

ON THE ENERGY SAVINGS FROM 
CHIMNEYS SENDING HOT AIR 
DIRECTLY TO RETURN LOOP 

 
 

→ Solar energy for outdoors lighting 
 

→ LED bulbs in 100% of the site 
→ Leveraging natural lighting 
→ Automatic adjustment of the indoors lighting 

according to the time of the day 
→ Flexible white roof with thermal insulation 
→ Thermal insulation walls 
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DIGITAL REVOLUTION 
New scanning projects started to be shaped up in 2016 

for implementation during 2017 and will make SKY even 

more attuned to the 21st century trends. These new 

projects help strengthen the link between SKY, its 

customers and its accredited network, because they 

review processes, reduce the margin of error and make 

the operation profitable. Besides, they embody those 

attributes that are essential for business: convenience, 

ease, speed and efficiency. 

 

Particularly developed for customers, 'My SKY ' is a 

mobile and tablet application that allows, for instance, 

consulting the programming grid, remote recording, 

purchasing movies or sports programs, enquiries about 

and payment of invoices, technical visits enquiries, 

among others. Launched in early 2017, it aims to reaching 

2 million downloads during this year. 

 
Operating as a pilot scheme since October 2016, the SKY 

Sirius platform brings benefits to customers with the 

integration of applications, automated processes and 

digital, paperless documentation. It enables customers 

to request and schedule technical visits, as well as to 

follow up on the technician’s estimated home visit time 

and to evaluate the service on the My SKY app. Via SKY 

Sirius Services, technicians receive the Service Order (OS) 

with an updated address, and upon completion of the 

OS, they remove the materials used and can additionally 

view the assessment of the service performed. The new 

platform startup will save printings of over 20 thousand 

OS daily. 

 
The proposal is to offer sales representatives user-

friendly tools and to guarantee the accredited personnel 

a better performance of their teams. The SKY Sirius 

Vendas application offers online credit consultation and 

error-free registration, while the sales rep will still be 

able to  

copy documents, have the customer's digital signature 

on the contract and send the vouchers by email. In 

leaving the point of sale, customers will have a 

convenient installation date and time scheduled. 

 
SKY Nexus, in turn, will enhance the current sales and 

services commissioning model – including the Alliance 

Project – by adapting it to the current times and to the 

needs of the SKY Ecosystem. SKY Nexus is based on two 

premises: the improvement of sales and services quality 

and meritocracy, by promoting a "win-win" relationship – 

the better the performance of the accredited personnel in 

relation to the set of indicators, the higher their 

compensation. 

 
033 

 
SKY B1 

 

With wingspan of 50 meters, a 6.3-ton weight and capacity 

to operate with up to 60 transponders, the new SKY B1 

satellite ensures more than double the company's current 

channel capacity over its 20-year lifecycle. It was 

manufactured in France, by Airbus Defense & Space, and 

launched in February 2017 by Arianespace’s Ariane-5 

rocket, from the city of Kourou in French Guyana. 

 
The satellite was precisely put into orbit at an altitude of 

36 thousand kilometers, equivalent to three times the 

diameter of the Earth. 
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SKY ended 2016 with 1,833 own employees (1,062 men and 771 

women) and 39,705 outsourced partners’ workers (working in 

Customer Service, the Accredited Sales Network and Technical 

Services). All share the culture of a quality, customer-engaging 

and expeditious servicing, a culture shared across the other 13 

thousand AT&T employees in Latin America. 

2016 NEW RECRUITMENTS AND STAFF TURNOVER  
– OWN EMPLOYEES 
|GRI G4-LA1| 

 
 

AGE-BASED  RECRUITS                 SEPARATED  2016 FINAL STAFF 
FROM EMPLOYMENT 

 
 
 
 
 
 

 
TURNOVER RATE

 

Employees are hired in compliance with the CLT scheme 

(Consolidation of Labor Laws), with 1,602 working full-

time and 231 working part-time. Among the outsourced 

partners’ employees, 26,496 are part of the accredited 

network while 12,503 work in call centers, 700 provide 

outsourced services and six are temporary workers. |GRI 

G4-10| 

 Under 30 years  137  163  393  38,2%   
 

      

 
 

      

 
 
 
 

 

Men 186 240 1.062 20,1% 

TOTAL COMPANY ADMITTED FIRED FINAL STAFF 2016 TURNOVER RATE 
 

SKY 347 464 1.833 22,1% 

 
 

035 

Between 30 and 50 anos 206 293 1.363 18,3% 
   
Over 50 y.o. 4 8 77 7,7% 

GENDER-BASED     

Women 161 224 771 24,9% 
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Our value proposal 
 
 
 
 
 
 
 
 
 
 
 
 
 

As a service company, SKY believes that employees are 

their main asset when it comes to creating competitive 

advantages. Underpinned by our workforce intelligence, 

creativity and commitment, the company can succeed 

and maintain its prominent market standing.  In order 

to build a workforce aligned with its principles and 

values, the company seeks to hire not only competent 

professionals in their areas of expertise, but also those 

with a winning attitude, who have a passion for what 

they do and a real commitment to customers. 

 
SKY encourages boldness and excellence, leadership skills 

and responsible decision-making abilities. Its employees 

must be proud and enthusiastic about being part of the 

company and willing to acquire knowledge related to 

other areas and to the business. Working in a dynamic 

company as is the case of SKY means facing new 

challenges every day and learning at all times. 

 
With the goal of bringing the best to our customers, the 

company scouts for professionals who are prepared to 

build excellent rapport with everyone, be inclusive and 

respectful of differences. 

 
For leadership positions, the candidate is expected to be able to 

engage his team in the quest for continuous improvement, by  

creating a pleasant and productive work environment and 

guaranteeing their team members’ wellbeing and professional 

development. 

 

 

WORK ENVIRONMENT 
SKY strives to promote a pleasant work environment. 

Desks are arranged to generate an open and informal 

atmosphere. Except for Directors, who have private 

offices, all employees share common areas that 

contribute to staff integration and facilitate 

communication. 

 
To hear employees' opinions about the company, 

enviroment surveys and eNPS (Net Promoter® 

Employee Survey) are conducted and the data 

collected from them serve as basis for drafting the 

relevant Action Plans intended to engage the 

leadership in tackling the main points of 

dissatisfaction. The survey conducted in 2016 allowed 

gathering more than 3,800 comments, with 99% 

participation rate, which shows our employees’ high 

degree of commitment. 

 
Upon gathering results, a Committee is set up to assess 

the issues raised by employees and look for alternatives 

that help build an increasingly better business. Starting in 

2017, the eNPS is carried out twice a year and will 

continue to be encouraged so that 100% of the 

employees may participate and give their opinion. 

 
036 
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Dynamism and diversity 
for the sake of growth 
|GRI G4-DMA| 

 
 
 
 

 
In line with the AT&T Code of Business Conduct, SKY 

respects and encourages diversity. Its policy provides 

that all staff members are to be treated with full 

respect and prohibits bullying or any other type of 

abuse or harassment. On recruitment, all candidates 

are assessed in accordance with the requirements of 

the position to fill with no distinction as to race, creed, 

gender, age or social class. 

 

SKY has12 massage therapists with visual impairment in 

its staff. Also, as part of our good inclusion and diversity 

practices, same-sex partners may be admitted to 

healthcare and dental plans provided they are legally 

married. 

 
Overall, AT&T aims to promoting gender balance, so as to 

have an increasing number of women in the workforce, 

particularly in managerial positions. That is why, in the 

case of men and women applying for the same position 

and featuring similar skills, female candidates will be 

prioritized. 

 
In 2016, SKY set up a group of executives to discuss issues 

related to gender equality, develop relevant actions and 

support AT&T’s global goals for women. The group 

addresses such issues as maternity leave extension from 

four to six months and equal pay. The company uses 

Hay's job evaluation methodology and its wage policy 

structured is based on position-related grids, regardless 

of employee gender or condition. 
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DIVERSITY INDICATORS 
|GRI G4-LA12| 

 

 

 

 

 

 

 

 
FEMALE/MALE REMUNERATION COMPARISON  
|GRI G4-LA13|

 
 

 

  
 

 

 

 
  
 

 
 

 

  

 

 

 

 

 
 

 
 

 

JOB CATEGORY 
MATHEMATICAL RATIO 

Base Wage Average Wage 

Executive Body 1,09 0,76 

Directors 1,02 0,55 

Managers 0,69 1,06 

Supervisors 1,15 1,00 

Specialists (lawyers, consultants and 
engineers) 

1,42 0,98 

Technician and Programmers 1,07 1,30 

Attendants and Catering Service 1,09 0,76 

Proessiona 1,09 0,76 

 

 Men Women 

Lowest wage paid R$ 1.404,00 R$ 935,00 

Minimum local wage R$ 880,00 R$ 880,00 

Lowest wage paid and local minimum wage variation 159,55% 106,25% 

 

Job Category Gender 
Total 
|GRI G4-10| 

Under 30 
years old 

Between 30  
and 50 y.o. 

Over 50 y.o. 

Executive Body 
Women 10% 0% 0% 100% 

Men 90% 0% 33% 67% 

Directors 
Women 12% 0% 50% 50% 

Men 88% 0% 76% 24% 

Managers 
Women 34% 4% 88% 8% 

Men 66% 1% 92% 7% 

Supervisors 
Women 35% 2% 94% 4% 

Men 65% 4% 91% 4% 

Specialists ( lawyers, consultants 
and engineers) 

Women 26% 14% 83% 3% 

Men 74% 17% 77% 6% 

Technicians and Programmers 
Women 2% 0% 100% 0% 

Men 98% 14% 83% 35 

Attendants and Catering Service 
Women 77% 30% 68% 2% 

Men 23% 58% 37% 5% 

Professionals 
Women 47% 30% 67% 3% 

Men 53% 29% 70% 1% 

Trainees 
Women 41% 96% 4% 0% 

Men 59% 100% 0% 0% 

Apprentices 
Women 69% 100% 0% 0% 

31% 100% 0% 0% 

 

WAGE VARIATION 
GRI G4-EC5| 
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Talent Management and Extraordinary Leader Model 

Continuous training 
• They are a reference in delivering results and performance 
• Sets and delivers ambitious goals 

 

|GRI G4-DMA| 
 
 
 
 
 
 
 
 
 

SKY’s talent management starts right on recruitment: 
adaptation to the company culture is deemed as 
important as meeting the position technical 
requirements, such as knowledge, experience and 
academic training. 

 
Recruitment interviews are carried out by 
multidisciplinary teams made up by professionals 
from the Human Capital area, along with the 
recruiting area manager’s supervisor and, most of the 
times, by an internal customer. 

 

A mechanism that guides recruitment and the 
management of skills and development of employees is 
the Extraordinary Leader Model, which gathers 
competencies and attitudes to guide leaders and 
expected behaviors on the work environment. Adopted 
with the exchange of shareholder in 2016, the formula 
integrates a new model of Development Management. 

 
 
 
 
 
 

 
INTERNAL RECRUITMENT AND 

VALUE INDICATION 

To enhance talent management and stimulate employee 
career growth, the internal recruitment process works in a 
global way, and vacant positions available in Latin America 
and the United States are notified by e-mail, thus allowing 
international mobility to expand career perspectives. The 
positions are open to all who meet the requirements and 
want to apply, and the process is conducted directly by the 
Human Capital team of the relevant country. 
 

Valuable Referencing is another practice that engages the 
team and promotes corporate culture. It consists of 
financially rewarding employees who refer new employees 
once they are hired and remain in the company after the 90-
day period experience. The bonus amount varies according 
to the position filled, from R$ 300.00 for attendants to 

 
  

 
 

 
 
 

Character 
It demonstrates high integrity, 

honesty and deep interest for the 
success of the company, 

as well as their customers 
and employees 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
• Demonstrates knowledge of the 

global market competitors’ 
trends 

• Brings about changes through 
innovation and transformation 

• Conducts required changes in 
the organization culture 

• Takes calculated and smart 
risks 

 
 

• Continuously develops competitive 
and highly advanced skills  

• Makes expeditious, 
weighted and careful 
decisions 

• Recognizes and seizes 
opportunities 

• Stands out in applying  
functional skills  

 

• It builds trust-based relationships and strategically collaborates with working 

groups to achieve common goals 

• Builds high-performing, diverse teams 

• Makes difficult decisions to transform team dynamics 

• Develops competencies in others to drive company performance 

• Promotes alignment when communicating themselves confidently and clearly  
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R$ 2 thousand for managers and supervisors. In 2016, 47 

nominations were approved, accounting for 

approximately 14% of the total vacancies of the year. 

 

WORKFORCE TRAINING  
|GRI G4-DMA| 

 

A strategic topic for SKY, several trainings are offered to 
own employees and partner collaborators, which deal 
with technical, corporate and personal development 
issues. Available in different formats, there are on-site 
and distance learning platform courses, including e-
learning and videos. 

 
The company offers academic assistance to learn 

languages and postgraduate studies when there is a 

documented need for such training for the performance 

of their tasks. Employees submit a budget, the 

percentage of support is then approved by the company 

and, on a monthly basis, employees themselves make 

the payments and request a refund. 

 
In addition to all ethics and compliance training 

programs (detailed on pages 12-13), SKY has the 

following other training programs in place: 

COACHING AND LEADERSHIP ESSENTIALS (CLE 1 E 

CLE 2) – Prepares leaders for providing feedback and 

coaching to their teams. It teaches how to analyze and 

improve employee performance, build a confidence-

based environment and promote innovation, among 

other skills. Six months after taking CLE 1, there is review 

and a reinforcement of concepts with a new course, CLE 

2, which addresses social topics, with the view to 

improving peers, managers and subordinates 

communication and integration. 

 
INSIDE BUSINESS – Part of the Craque a Gente Faz em 

Casa program, the course approaches trainees to 

business, addressing issues such as strategy definition, 

direct-to- home signal transmission, sale and installation, 

customer service, distribution and reverse logistics. It also 

provides practical experiences, with visits to five key sites 

of the value chain. Trainees also participate in the 

company's processes, for example, attending a listening 

session in the call monitoring area or observing a 

customer’s call. In 2016, 64 trainees were part of the 

program. 

 
YOUNG APPRENTICE – SKY hires young people with no 

previous work experience and need to enter the labor 

market and promotes their personal and professional 

development. Training is face-to-face, and involves 18 

course hours to deal with topics such as professional 

standing, communication challenges, time management, 

financial management, working tools as well as 

behavioral issues - such as pregnancy prevention. In 

2016, 17 young people were trained. |GRI G4-EC8| 

 
EDUCORP CORPORATE EDUCATION PORTAL 

– In addition to the compulsory courses (Ethics, Labor 

and Human Capital Policies and Practices), SKY makes 

available to all employees 432 courses through the 

Educorp, including diverse content aligned to the 

business, such as SKY Products and Service Excellence, as 

well as personal development content, such as Financial 

Management training. 

 
VALUE PARTNERSHIPS – SKY offers content that help their 

partners improve financial management by growing their 

people management or entrepreneurial skills. In 2016, 

the training addressed issues such as strategic 

information on sales, competition and knowledge about 

the different regions, as well as consultative sales and 

team training. The methodology uses case discussions 

interspersed with rounds of an electronic game, which 

contributes to reflection and assists in the 

decision-making. During this year, 233 partners participated. 

|GRI G4-EC8| 

 
SKY TELESALES SCHOOL – It is the front-line training that 

guides tele-sales representatives. During the course, 

which includes classroom and e-learning modalities, they 

learn about products, services and programming, and 

customer care and telephone, chat or video sales 

techniques. All the content, produced by the SKY training 

area, is available at the SKY Sales School hot site for the 

call center service providers. 534 professionals 

participated. |GRI G4-EC8| 

 
COMMERCIAL TRAINING – Training for SKY sales staff 

includes information on products, packages, scheduling 

and consultative sales techniques for the Point of Sales 

and Door-to-Door options. The process is simple: 

whenever a SKY accredited partner hires a new sales 

staff member, he is registered on the company system 

management and is automatically given access to the 

EAD platform – SKY Accredited Network Learning Center.  

Each new sales staff takes 12 online courses that address 

class A, B and C profiles and the systems to be used. 

After finishing these courses, sales employees go 
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TRAINING INDICATORS 
|GRI G4-LA9| 

 

Job Category Gender Employees on 
duty 

Total 
training 
hourse 

Average hs 
training per 
employee 

 
 

through a 4-hour, fully practical, on-the-job Sales 
Training given by SKY’s Commercial Supervisor. In 2016, 
2,850 sales staff members were trained. |GRI G4-EC8| 

 
TECHNICAL TRAINING TRACK – Based on a 
methodology combining e-learning and videos 
courses to face-to-face courses taking into account 
the complexity of each technical level, the track is 
integrated into the accredited network registration 
system. Upon recruitment by the partner, installers 
are enrolled on the first level of the track or NI 
(Initial Level), and are allocated 30 days to 
complete the courses, which deal with technical 
aspects of equipment, components, topologies, 
installation procedures in houses, apartments and 
buildings. Taught by engineering consultants, these 
courses also cover customer service and 
occupational safety issues. The model ensures the 
standardization of information and field service. 
Face-to-face training is given the form of laboratory 
courses and includes all the equipment and 
materials needed for the different types of 
installation. With the guidance of multipliers, 
participants practice each installation step-by-step 
and deal with any problems that may come up and 
review prospective solutions to be adopted. |GRI G4-

EC8| 

 

 
SERVICE AREA TRAINING 

(CALL CENTER) – Learning proposals are centered on 
learners and their labor universe and are based on 
andragogy (adult education), which draws on 
practical experiences and resources, such as role 
playing, to achieve better internalization levels. A 
performance measurement platform along with 
innovative incentives are in place in order to 
measure the level of first-contact resolution and to 
engage employees in the improvement process 
through modern award items, which include 
avatars, virtual currencies, and collaborative 
challenges. 

 
SKY VIDEO LIBRARY – This is a collection of more than 
1,500 videos that can be viewed on any device 
connected to the Internet (computer, cell phones) 
and help towards sales empowerment and 
strengthening. The platform offers modern and 
intuitive browsing in the YouTube style, keyword 
searching capabilities, frequently and recently 
accessed and posted videos and thumbnail content 
images. Content broadcasting is live and available to 
the entire accredited network. 

 
Executive Body 

 

 
Directors 

 

 
Managers 

 

 
Supervisors 

 

Specialists (lawyers, consultants, engineers) 
 

Technicians and Programmers 
 

 
Attendants and Catering Service 

 

 
Professionals 

 

 
Trainees 

 

 
Apprentices 

 

 
Total |GRI G4-LA12| Accredited 

(SKY Partners) 

Women 1 1 1 

Men 9 30 3 

Women 4 11 3 

Men 29 220 8 

Women 52 504 10 

Men 99 2.004 20 

Women 108 4.883 45 

Men 203 12.212 60 

Women 59 648 11 

Men 164 2.867 17 

Women 2 1 1 

Men 87 4.091 47 

Women 148 2.756 19 

Men 43 414 10 

Women 379 11.485 30 

Men 420 32.390 77 

Women 26 986 38 

Men 38 1.968 52 

Women 18 1.638 91 

Men 8 360 45 

Women 797 22.913 29 

Men 1.100 56.913 51 

Men and 

Women 23.796 46.811 2 
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Occupational Health 

and Safety 
|GRI G4-DMA| 

 
 
 
 
 
 

SKY aims to maintaining a healthy and positive work 

environment, where employees feel confident and 

relaxed to perform their tasks effectively. Existing 

positions and activities are subject or exposed to a high 

degree of risk. According to the annually issued 

mandatory labor reports, the most critical tasks at SKY 

are classified as moderate risk ones. 

|GRI G4-LA7| 

 
“VIDA LEVE” HEALTHY LIFE 

PROMOTION PROGRAM 

After identifying employees’ interest in a healthy routine, 

SKY created in 2009 Vida Leve, a program focused on 

counteracting the so-called "office evils": lack of activity, 

overweight, stress and inadequate nutrition. Vida Leve 

operates on the following aspects: 

 
 Racing Program: with the support of a sport Consultant, 

SKY serves about 40 employees, by providing 

 
 
 
 
 
 

guidance and follow-up of workout activities, such as 

walking, running and cycling in several parks across São 

Paulo city. 

 
 Healthy tips: there is an exclusive area on the company 

e-Board for the promotion of healthy and practical 

nutrition tips and safe sporting practices, care for 

typically seasonal diseases and other content related to 

quality of life in and out of the office. 

 
 Massage therapy:  In all SKY offices, employees can 

resort to the service of a massage therapist team at their 

own workstations or at a dedicated massage facility to 

help them relieve their daily stress. 

 
 Rest breaks, workout and decompression room: 

pursuant to what provided on the industry CWB, SKY’s 

Customer Service staff are entitled to rest breaks, 
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and to workout sessions, and also have a decompression 

room available, which features a casual and relaxing 

decoration and a movie theatre. 

 
 Food court: in all administrative offices, there are food 

courts equipped with snack machines and bowls, 

including healthy options, such as whole-wheat bread and 

tuna paste sandwiches, gluten / lactose-free cookies and 

light juices. All the products are available for meal 

voucher purchase. The courts are additionally equipped 

with a microwave and a grill for heating dishes and 

sandwiches, and there are also free hot drinks available 

(coffee, tea, coffee and milk, mochaccino and 

cappuccino). 

 
 Pink October: in partnership with Discovery Channel, 

during 2016 SKY promoted a series of actions to raise 

awareness of breast cancer. The event is already part of 

the official company activities schedule. With the support 

of Notre Dame Intermédica, a series of disease-related 

lectures was held in the Tamboré, Lapa and Cenu units 

(United Nations Business Center, where the company 

headquarters are located), and attended by 40 people. 

Those female employees who had not been examined, 

went through an annual screening by a physician and were 

prescribed for a mammography. 

 Blue November: to remind you how important it is that 

men also take care of their health, SKY integrated the 

Blue November campaign against prostate cancer, 

performed for the second year with Notredme 

Intermédica. There were lectures with a Preventive 

Medicine specialist at Cenu and Tamboré sites, where 

25 people attended. A doctor was available to the 

employees on these sites during an entire day to ask 

questions, prescribe examinations and make the annual 

checkup. 

 

SAFETY INDICATORS1
 

|GRI G4-LA6| 

Own Employees Women Men Total 

Injury rate - - - 
Occupational disease rate (%) 0,26% - 0,11% 

Number of occupational disease cases 2 - 2 

Lost days rate 5,35% 2,11% 3,43% 

Abseenteism rate 22,79% 10,86% 15,74% 

Pregnancy rate 316 124 203 

Accident frequency rate 8,12 3,76 5,54 

Number of deaths - - - 

 



 

 

 
 

 

 

  

 
 
 
 

  

 
 
 
 
 
 
 
 

WE INTEGRATE 
 



WE INTEGRATE 2016 SUSTAINABILITY REPORT  

045 

 

 

 
 

 

Value Chain 
|GRI G4-DMA| 

 
 
 
 
 
 
 
 
 
 

Aware of the importance of the entire value chain 

for business sustainability, SKY identifies the need 

to integrate different  agents from our ecosystem in 

this value transformation: employees from all areas 

and corporate governance; accredited network and 

its related employees, as well as installers, sales 

staff and administrative clerks; call centers service 

partners; suppliers and shareholders; all of them 

aligned with the mission of bringing diversified and 

attractive content, technology and service together 

so as to make SKY the best choice for consumers. 

 
Underpinned by the engagement of these 

stakeholders and supported by management tools, 

the SKY Ecosystem has grown increasingly stronger 

in 2016 through an action strategy based on the 

following ten pillars: 

 

 

 

 

ROBUSTNESS 

 

EFFICIENCY 

INNOVATION 

COMPETITIVENESS 

 

 

 

 

 

 

 

 

 

 

http://www.skyonline.com.br/
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Our Providers 
|GRI G4-DMA, G4-12| 

 
 
 
 
 
 
 
 
 

SKY products and services suppliers’ management is 

incumbent upon the Supply Chain & Digital TV 

Technology Vice-Presidency. By the end of 2016, the 

company accounted for 38 productive suppliers (those 

that provide strategic equipment for the company's 

business, such as set-top boxes, antennas and cables) and 

186 miscellaneous material ones (not related to the core 

business) and service providers such as call center 

operators. In addition, there were 1,123 indirect non-

productive materials and services suppliers. 

 
An ongoing challenge in the Supply Chain area is reducing 

productive items, inputs and services acquisition costs. 

Due to the tax break schemes in place, for example, all 

set-top boxes purchased by SKY are produced by 

companies located in the Manaus free trade zone, with 

fiscal and labor management being under ongoing 

monitoring by SKY. Another aspect includes used 

equipment recycling and reuse, with the ensuing 

economic and environmental benefits brought by 

reduced raw material consumption and disposal. 

In 2016, the rate of set-top boxes recycling and reuse 
reached 72%. 

 
In the quest for innovation, efficiency and cost-

effectiveness, the process of productive suppliers’ 

technical qualification is run on a continuous basis. 

Contracts and technical specifications are under 

continuous review with a view to taking costs down 

without loss of quality. In order to achieve a good 

performance of the SKY Ecosystem, our company and 

suppliers cooperate together based on the win-win 

concept. In 2016, SKY started to use a new Zapper HD 

box, the SH01, an HD decoder produced at the same 

cost as the old SD box.  

 
Besides these productive, non-productive and indirect 

suppliers, there are the content providers, which account 

for the main source of cost for the company and have 

their contracts negotiated by the Vice President of 

Marketing and Programming. Under contractual 

conditions, these contracts grant the license required so 

that SKY, through the Conditional Access Service, may  

package and distribute channels to subscribers in the 

company's territory, during the effective contract term. 

At the end of 2016, SKY had 57 content providers. 
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Keys to a lasting relationship 
 
 
 
 
 
 
 
 

 
SKY maintains a continuous communication with its value chain 

because this alignment is believed to be is one of the keys to a 

lasting relationship and, consequently, to a sustainable 

ecosystem. Thus, it promotes events and meetings with all the 

stakeholders for sharing results, acknowledging efforts, 

rewarding motivation to overcome challenges, stimulating 

commitment, disseminating goal achievement information and 

defining target results. Among them, the following stand out: 

 

ANNUAL CONVENTION – Meeting with the SKY whole 

value chain: programmers, suppliers, network and 

distributors, including the whole SKY management 

group and the AT&T senior leadership. In 2016, it was 

carried out in Bahia and gathered 800 people. 

 

SKY DAY – Quarterly meetings with all the company 

leadership, led by SKY's CEO and leaders, with the 

objective of informing, motivating, sharing business 

results, aligning- 

 

the organization strategy and presenting new projects, as 

well as anticipating future challenges. 

 

SKY MOMENT – Monthly Meeting of the Commercial Team 

and Accredited Operations (SKY authorized resellers) and their 

relevant suppliers and technicians in order to align service and 

sales targets, launch campaigns, provide quick training and 

convey field messages. They are held in different cities of 

Brazil simultaneously, on the second day of each month, and 

bring together about 4 thousand people. A TV show with the 

participation of the top company executives is shown on video 

while each regional manager and their teams discuss in the 

issues raised to achieve a full and cohesive alignment. 

 

FINAL START – It aims to bringing about the momentum 

and motivation the team needs to exceed the target set 

for the last quarter of the year. The 250 top-performing 

accredited sellers, distributors and all commercial 

 

and operational teams take part of this meeting. In 

August 2016, as part of the celebrations of SKY's 20th 

anniversary, the meeting took place in Campinas (SP) and 

counted on the participation of 500 accredited network 

workers. 

 

MEETING OF MONITORS AND TOWERS -   Held annually 

to develop and motivate operations team professionals 

and to support dealers from all regions of Brazil in the 

provision of services such as installation, technical 

assistance and removal of residential equipment. In 2016, 

it included teams responsible for tower monitoring, 

accredited network technicians – with an attendance of 

110 monitors and 330 tower professionals. The meeting 

main focus was zero rework and featured actions 

intended to convey the message of the importance of 

doing it right the first time. 

 

SUPERVISORS MEETING – To strengthen the team 

spirit, there are meetings with sale supervisors 

 
throughout the Brazilian territory, in support of the 

accredited network. In addition to providing tactical and 

operational information to field staff, meetings also 

encourage good practices sharing. 



 

 

 

  

 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 

WE SHARE



WE SHARE 2016 SUSTAINABILITY REPORT  

49 

 

 

 
 

 

SKY in the community 
 
 
 
 
 
 
 
 
 
 
 
 

SKY is a socially responsible company which, besides fostering 

social value creation through actions directly related to its 

business and by stimulating employees and partners’ 

professional and personal development, believes it can 

positively impact the surrounding community. 

 
As part of the AT&T group, where sustainability stands as a 

driver, the company has been perfecting its actions through the 

DIRECTV Generation, AT&T Latin America’s Social Responsibility 

program that uses company technology, services and  resources 

to bring about assertive and sustainable social development. 

 
In the quest for this, SKY sets up partnerships with innovative 

and committed organizations and focuses its endeavors on 

four areas relevant to the construction of an ideal future: 

Education, Community Work, Environment and Connectivity. 
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Education 
 
 
 
 
 

 
As education is considered by SKY a key issue for 

equality in the Brazilian social equity, it seeks to foster 

access to information, technology, digital inclusion, and 

consequently, a quality education, for disadvantaged 

children and young people residing in areas far away 

from large centers. In 2016, we focused on two 

programs: 

 

 
In operation in Latin America since 2007, it is intended to 

collaborate, complement and enrich the elementary and 

secondary educational content, on the basis of satellite TV 

equipment and of content produced by such partners as Discovery 

at School, National Geographic, Take Off Media and Foundation 

Torneos. In 2016, it was already implemented in eight countries 

and was initially structured in Brazil. 

 
It is estimated that it will be launched in Brazil in 2017 in 

about 130 rural elementary and high schools from the 

country’s five regions. All schools will have access to the SKY 

pay-TV service and 50% of them will also have access to 

broadband internet. Content production and adaptation are 

being carried out in cooperation with the University of São 

Paulo (USP), while, in addition, there is interest on the side 

of some channels, such as Discovery Networks, to bring 

their programs on board of this initiative. 

 

Created in 2012 to encourage filmmaking development in Latin 
America, Cinema+ is a competition at regional level, where 
short films made by university students from all over Latin 
American countries are in competition and under the 
assessment of the Sundance Channel, founded by Robert 
Redford. 

 
Each year one winner per country is selected and awarded a 

US$ 5,000 cash prize, while the same amount is donated to 

the winner´s educational institution for investment in 

technical equipment. The subsequent stage involves the 

winner competing with the other winners for a full 

scholarship from the University of Southern California’s 

School of Cinematic Arts, in Los Angeles, United States. 

 
In 2016, the scholarship winner was the 23-year-old 

Brazilian Alice Nicolau, from the Federal University of 

Latin American Integration (Unila), located in Foz do 

Iguaçu, State of Parana. She won the competition with 

Club Stalker, a psychological short thriller focusing on 

violence against women and xenophobia, 

dehumanization of relationships, mental health, and 

trauma.  

Once the competition is over, the short films from Latin America 
are shown at the University Filmmaking Academic Festival (Faciuni), 
first held in 2016, and featuring an event in each participating 
country. Short films exhibition provides a meeting and learning 
point for students, as it offers panel discussions and classes taught 
by renowned film directors. 
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Community Work 
 
 
 
 
 
 
 
 
 
 

SKY's community work actions are carried out in 

several areas. The company organizes campaigns 

(such as blood, coats and hair donation ones) 

and financially supports some organizations. 

 
In line with this, SKY’s Volunteering Program was 

set up, as a spin-off of the Stone Paper Scissors (PPT) one 

adopted by the AT&T subsidiaries in other countries in Latin 

America. 

 
PPT seeks to identify and solve problems in vulnerable 

communities around Latin America and aims to transforming 

schools, orphanages, families and community centers and 

improving the population’s quality of life. Since 2009, more than 

180 actions were conducted with the involvement of about 

10,500 volunteers in 12 countries. In Brazil, there were nine 

actions performed since 2011, with the support of 560 

volunteers and more than 3,900 hours of work. Here are the 

2016 landmarks: 

 
 BRASILEIRINHOS PROJECT – Held in September, it was attended by 

150 SKY volunteers from the Cenu, Lapa and Tamboré sites, 

and from the AT&T Campinas office, 

 
who were allocated to facility painting and cleaning and to the 

recreation of the children served by the institution,  major 

sports center in the Municipality of Sao Paulo. Founded by 

former gymnast Daiane dos Santos, the Brasileirinhos Project 

promotes social inclusion through sport, providing after-school 

service to 180 children of the Paraisópolis community, in the 

southern São Paulo area. 

 
JUNIOR ACHIEVEMENT – During two mornings of March, 

volunteers shared their professional life values, experiences and 

knowledge with 100 students of the Oswaldo Aranha State High 

School, located in São Paulo’s Brooklyn neighborhood, where 

SKY’s headquarters are located. The action resulted from 

cooperation with Junior Achievement Brasil, a non-profit 

organization aimed to raising students’ entrepreneurship spirit 

and was massively adhered to by SKY employees, to the extent 

that participants had to be defined by drawing lots, since the 

number of registered applicants was twice the number of 

required volunteers. Before going to classrooms, all volunteers 

underwent training sessions provided by Junior Achievement. In 

addition to receiving teaching aid material, they were divided 

into 
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four groups, made up of professionals from both 

companies encouraging integration. 

 
CANOA (ECUADOR) – Two SKY employees were drawn out 

of 54 candidates to join volunteers from AT&T 

subsidiaries in other countries in a cooperative action 

spanning from November 30 to December 6, 2016 in 

Ecuador. The largest volunteering action performed in 

the framework of the Paper Stone and Scissors program, 

it brought together 42 group volunteers for the 

reconstruction of ten family homes from the Ecuadorian 

region of Canoa that had been destroyed seven months 

earlier by a 7.8 Richter scale earthquake. Reconstruction 

work would be done daily, from 7:30 a.m. to 5:30 p.m., in 

temperatures up to 30 ° C. 

 

 

2016 CAMPAIGNS  
 

WINTER:  
455 pieces of clothing collected for donation to the Salvation 
Army; 
BLOOD:  
64 bags collected during an action held in September 
where more than 120 employees signed up to donate 
blood at a collection center set up in the Cenu building, in 
partnership with the Sírio Libanês Hospital; 
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The Environment 
 
 
 
 
 
 
 
 
 
 
 

E-Billing stands as an environmentally friendly program 

which in December 2016 reached 3,110,484 subscribers, 

that is, 60% of the postpaid customer base. Under this 

system, the monthly invoice is sent by e-mail, thereby 

saving printing paper consumption. Prepaid customers, in 

turn, do not receive an invoice because they only 

recharge their credit at their convenience. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
053 
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Connectivity 
 
 
 
 
 
 
 
 
 
 

Present throughout the Brazilian territory, the SKY 

brand is admired, respected and cherished by all the 

social spectrum. 

 
The brand was chosen as Top of Mind for four 

consecutive years by the Folha de S.Paulo newspaper 

(2013 to 2016) and for three years by the Estado de São 

Paulo one (2014, 2015 and 2016) and has been widely 

recognized since 2009 when its strength, standing and 

values were brought together with the image of top 

model Gisele Bündchen – its advertising celebrity. With a 

powerful year-round media presence and campaigns 

starring Gisele and other advertising faces and brand 

ambassadors for the latest eight years, including Vitor 

Belfort, Claudia Leite, Jota Quest and Bernardinho -, SKY 

has taken its products and services out to the market. 

One of them is the prepaid –recently launched product 

that earned the brand recognition not only for the 

inclusion of all social levels in the world of entertainment, 

but also for company’s concern over continuous 

innovation, which further enhances the technology, 

content and brand quality values. 

 
In addition to the spokespersons and institutional 

campaigns, another initiative ensuring brand-end 

consumer proximity is sponsoring, whereby presence in 

major events, including sports, entertainment or regional 

tradition celebration ones is ensured. 

 

SPONSORSHIPS 
Aware of what moves Brazilian people and of their 

passions, SKY invests in sports marketing and 

sponsorship of different musical styles concerts, thus 

reinforcing its capillarity and proximity. On the other 

hand, in order to value the particular features of a 

continental country such as Brazil, the company has a 

regional sponsorship platform in place. 

 

SHOWS 
Respectful of the plurality of Brazilian tastes and regions, 

SKY sponsors diverse musical styles shows outside the 

Rio-São Paulo corridor. Among the 77 concerts sponsored 

by our brand in 2016, are the performances of  artists and 

bands in the stature of Black Sabbath, Iron Maiden, Lionel 

Richie, Simply Red, Whitesnake, Legião Urbana and 

Wesley Safadão. 
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SPORTS MARKETING 
Established in 2004, SKY’s sports marketing platform grows year 

in year out. Currently, in addition to sponsoring the NBB (Brazil 

New Basketball), it also supports the Volleyball Major League or 

Superliga (male and female) and referees from Brazilian soccer 

major leagues and from Brazil’s World Cup. The company also 

supports the Zico10 Soccer School and is part of the Movement 

for Better Soccer while also a signatory of the Agreement for 

Sport. 

 

AGREEMENT FOR SPORTS 
|GRI G4-15| 

Launched in late 2015 by the “Atletas pelo Brazil” NGO, the 

Agreement for Sport is an initiative that seeks to contribute 

greater transparency and enhanced management to sporting 

entities, thereby increasing and improving investment and 

bringing more security to sponsors. It stipulates governance and 

management criteria for the sponsorship of confederations, 

federations and clubs. It is supported by Ethos, by Lide Esporte, 

and features 25 agreement signatory companies, including SKY. 

 

SKY ON THE ROAD 
Since its inception in 2011, SKY on the Road has already 

supported 95 regional events. Over the years, 60 customized 

booths were mounted to match each event theme. In 2016, 16 

events were hosted and attended by 13.3 million people.  

Among these events are the Barreto’s and Jaguariúna rodeos, the 

Olinda Carnival and the São João de Campina Grande, Amargosa, 

Gravatá, Mossoró and Maracanaú parties.  

 

SKY ON BOARD 
During 2016, in celebration of the SKY on-board service which 

allows the passengers from 80 Azul Linhas Aéreas Brasileiras 

aircrafts to watch SKY live, one of the airline aircrafts was 

painted with the SKY logotype. Set up in 2012, the partnership 

was developed on the basis of cutting-edge technology that 

guarantees in-flight quality image and signal coverage 

throughout the national territory. 



 

 

 

  

 
  

 
 
 
 
 
 
 
 
 
 

 

WE PRESERVE 
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Committed to 
the future 

 
 

 

Aware of the importance of environmental protection, 

SKY tracks natural resources consumption performance 

indicators, with a view to shaping up a future operational 

impact management and reduction program. 

A major step in this endeavor was the process of 

construction of the Jaguariúna Broadcasting Center 

which, since its project design stage, provided for the use 

of the best practices. Detailed information about the 

Center is contained in the Innovation chapter (pages 31 

and 32) 

An initiative that combines financial and natural 

resources savings and set-top boxes reuse was 

implemented: Equipment units that is either defective or 

come from former customers are collected and 

forwarded to the repair laboratory, parts of the devices 

are recovered and reinserted in the commercial circuit. 

Unrepairable boxes reaching the end of their service life 

are sent to specialized suppliers for component recycling. 

In 2016, 72% of used boxes were recovered or reused in 

the operation, bringing savings to the annual purchasing 

values and reducing waste generation. 

RECOVERED PRODUCTS 
|GRI G4-EN28| 

 2013 2014 2015 2016 

Enabled decoders (post and 
pre-paid – units 

6.687.978 5.282.527 5.711.486 4.747.280 

Recovered and reused     

Recovered decoders – units 745.488 1.106.954 1.015.520 869.555 

RepaIred Decoders (reused) – 
units 

1.246.639 1.599.907 2.132.327 2.558.259 

Recovered decoders - % 11% 18% 18% 18% 

Reused decoders - % 19% 25% 37% 54% 

Reused/recovered decoders 
(% total rating) 

30% 43% 55% 72% 

Scrap/discarded     

Discarded decoders – units ND 2.430.842 2.691.619 2.756.495 
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WASTE MANAGEMENT 
|GRI G4-EN23| 

INTERNAL ENERGY CONSUMPTION 
|GRI G4-EN3| 

 

Non-hazardous waste Weight (kg) Disposal Method 
 

2013 2014 2015 2016 

 
Units (liters, kWh) GJ Units (liters, kWh) GJ Units (liters, kWh) GJ    Units (liters, kWh) GJ 

Consumption variation 
(2016/2015) 

 

 
Recyclable urban 664.823 
solid waste 

 
Component 

recycling 

NON-RENEWABLE FUELS 

E85 Ethanol/Gasoline 

Non-recyclable  
urban solid waste 

     (liters) 796.667 17.012 890.832 19.023 904.306 19.310 840.000 17.937 - 7,1% 

 
Batteries, etc. 

(kg) ND ND 
 

 

 
 
 
 
 
 

Conversion Factors: 
- Electricity: 1 kWh = 0.0036 GJ (Source: https://portfoliomanager.energystar.gov/ 
pdf / reference / Thermal% 20Conversions.pdf 

Hazardous waste ND ND 

Gasoline (liters) 179.324 6.145 172.594 5.914 172.746 5.919 166.320 5.699 - 3,7% 

Subtotal 975.991 23.157 1.063.426 24.937 1.077.052 25.229 1.006.320 23.636 -6,3% 

ELECTRICITY 
         

Electricity (kWh) 12.255.977 44.122 18.505.673 66.620 19.098.917 68.756 16.924.636 60.929 -11,4% 

TOTAL - 67.278 - 91.557 - 93.986 - 84.565 -10,0% 

 

ND ND 
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INTERNAL ENERGY CONSUMPTION (GJ) 
|GRI G4-EN3| 

 

-11,4% 
68.756 

66.620 

60.929 

 
44.122 

 

-7,1% 

POWER CONSUMPTION BY SOURCE 

 (2016) 
 

72% 
Electric 
Power 

 
21% 

ENERGY INTENSITY 
|GRI G4-EN5| 

 

 
BY EMPLOYEE 

 
 

Number of employees 2.139 2.078 1.922 1.833 -4,6% 
 

 

Total energy consumption (GJ) 67.278    91.557     93.986    84.565 -10,0%  

Power consumption per employee 

 
17.012 

 
19.023 19.310 17.937 

 
 
 

-3,7% 

 
7% 
Gasoline 

 

 

BY FLEET 
 

Own fleet vehicles  30 39 40 42 5,0% 
 

 

Commercial fleet Vehicles 206 216 225 209 -7,1% 
 

 

Total vehicles 236 255 265 251 -5,3% 

 

6.145 5.914 5.914 5.699 

 

Fuel consumption (GJ) 44.122      66.620     68.756      60.929 -11,4%   
 

       

Fuel consumption per vehicle 
(GJ/vehicle) 186,96       261,25       259,46      242,75 -6,4% 

 

2013 
 

2014 2015 2016 

 
 

BY SECTOR 
 

 

Corporate Offices (m2)  28.818       28.818         28.818      28.818        0,0% 
 

 
Electric power             E85 Ethanol / Gasoline Gasoline 

 
 
 

- Gasoline: Liters x 0.77 x 0.000001 x 44.5 x 1000; E85 ethanol / gasoline: Liters / 1000) x 
21, 3537 (Source: http://www.ghgprotocol.org/calculation-tools/all-tools 
 

 
 

Sales and commercial offices (m2) 1 
 

 

Total office area (m2)  

Energy consumption (GJ) 

Energy consumption by area (GJ/m2) 
 

 

 

403 
 

403 
 

403 
 

403 
 

0,0%  

29.221 29.221 29.221 29.221 0,0%  
44.122 66.620 68.756 60.929 -11,4%  
1,51 2,28 2,35 2,09 -11,4%  

 

E85 Ethanol/ (GJ/employee) 31,45 44,06 48,90 46,13 -5,7% 

Gasoline      
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EXTERNAL ENERGY CONSUMPTION 
|GRI G4-EN4| 

 

EMPLOYEES AIR TRIPS 
(MILLION KM) 

 

PRODUCT CONSUMPTION - 

BOXES (GJ) 
 

6.05 M 7.33 M 
 

 2013 2014 2015 2016 
 
 

Consumption variation 
(2016/2015) |GRI G4-EN6| 

 
Units (km, kWh) 

 
Units (km, kWh) 

 
Units (km, kWh) 

 
Units (km, kWh) 

 

Employee Air trips 

(km) 2.987.176 2.968.349 5.723.165 6.050.623 5,7 
 

 

Product - 
Consumption- decoder  (kWh) 1.293.533.325 1.437.273.369 1.628.202.455 2.037.465.441 25,1! 

 

2014 

 

2015 

 

2016 

 

2013 

 

2014 

 

2015 

 

2016 

 
 

 
Conversion Factor: 1 kWh = 0,0036 GJ GREENHOUSE GAS EMISSIONS (MIL TMCO2E *) 

 

2013 2014 2015 2016 Variation (2016/2015) 

|GRI EN19| 

 
 

       

 DECODER ENERGY CONSUMPTION 
 

       

 

 

      

 

 

* Metric tons of CO2 equivalent

 2015 2016 Variation (2016/2015) 

Product consumption - decoders (kWh) 1.628.202.455 2.037.465.441 25,1% 

Energy intensity (GJ) 5.861.529 7.334.876 25,1% 

Sold + on loan (units) 

 

17.639.131 20.055.620 13,7% 

Conversion Factor 1 kWh = 0,0036 GJ    

 

2013 

Direct emissions - Scope 1 |GRI G4-EN15|  

Consumption of fuels and refrigerant gases  

 

914 1.061 984 798 -18,9% 

Indirect Emissions - Scope 2 |GRI G4-EN16|      

Electricity purchases 833 1.258 1.299 1.151 -11,4% 

Indirect Emissions - Scope 3 |GRI G4-EN17|      

Employees air trips 

 

512 819 642 619 - 3,6% 

Use of products sold or on loan 

 

87.960 97.735 110.718 138.548 + 25,1% 

Total Scope 3 88.472 98.554 111.360 139.167 + 25,0% 

Total Emissions 90.219 100.873 113.643 141.116 + 24,2% 
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DIRECT EMISSIONS - SCOPE 1 

(MIL TMCO2E *) 
|GRI G4-EN15| 

DIRECT EMISSIONS - SCOPE 2 

(MIL TMCO2E *) 
|GRI G4-EN16| 

DIRECT EMISSIONS - SCOPE 3 

(MIL TMCO2E *) 
|GRI G4-EN17| 

 

 
1061 1258 

1299 
 

139167 
 

 
2013 2014 2015 2016 2013 2014 2015 2016 2013 2014 2015 2016 

 

 

EMISSIONS BY SCOPE (2016) 
 
 
 

0,6% 
Scope 1 

 
0,8% 
Scope 2 

 

98,6% 
Scope 3 

 

 
* Metric tons of CO2 equivalent 



 

 

 

  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

EXHIBIT 



EXHIBIT
EXO 

2016 SUSTAINABILITY REPORT 

63 

 

 

 
 

 

GRI G4 CONTENT SUMMARY - ESSENTIAL 
"CONFORMITY" OPTION 
|GRI G4-32| 

 
 
 
 

 

CONTENT – GENERAL STANDARDS PAGE 
 

 

STRATEGY AND ANALYSIS 

G4-1 Statement by the organization's top decision-maker on the relevance of sustainability 2-4 
 

 

ORGANIZATIONAL PROFILE 
 

 

G4- Organization business name SKY Serviços de Banda Larga Ltda. 
 

 

G4-4 Main brands, products and / or services 
7 and 22 

G4-5 Location of organization's headquarters 7 

G4-6 Countries where the main operating units are or those most relevant to the report sustainability aspects 7 

G4-7 Type and legal nature of property 7 

G4-8 Markets in which the organization operates 7 

G4-9 Organization size 7 
 

 

G4-10 Profile of employees Page 35. 
SKY has no information on third-party contract workers’ gender. 

 
 

G4-11 Percentage of employees covered by collective bargaining agreements 100%, except trainees and apprentices because they are under a specific law 

 

G4-12 Description of the organization's supply chain 46 

G4-13 Significant changes in relation to size, structure, shareholding and supply chain 7 

G4- Description of the organization approach to the implementation of precautionary principles SKY does not formally adopt this principle 

G4-15 Letters, principles or other initiatives developed externally 55 

G4-16 Memberships in associations and organizations 19 
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CONTENT – GENERAL STANDARDS PAGE 
 

 

MATERIAL ASPECTS AND LIMITS IDENTIFIED 

G4-17 Entities included in the consolidated financial statements and entities not covered by the report 8 

G4-18 Process for defining the content of the report 16 

G4-19 List of material aspects 17 

G4-20 Material aspects limits within the organization 17 

G4-21 Material aspect limits outside the organization 17 

G4-22 Reshaping of information provided in previous reports This is the initial report 

G4-23 Significant changes in the scope and limits of material aspects in relation to previous reports This is the initial report 

 ENGAGEMENT OF STAKEHOLDERS 

G4-24 List of stakeholder groups engaged by the organization 15 

G4-25 Basis used to identify and select stakeholders for engagement 16 

G4-26 Approach to engage stakeholders 16 

G4-27 Main topics and concerns raised during engagement, by stakeholder group 17 
 

 

REPORT PROFILE 
 

 

G4-28 Period covered by the report 2016 
 

 

G4-29 Date of most recent previous report This is the initial report 
 

 

G4-30 Reporting Frequency Annual 
 

 

G4-31 Contact data for questions about the report or its contents Scarlucc@directvla.com.ar 
 

 

G4-32 Guidelines application option and GRI table location Essential 
 

 

GOVERNANCE 
 

 

G4-33 Policy and current practice regarding external report verification The Report did not undergo external verification 
 

 

G4-34 Organization governance structure 10 
 

 

G4-42 Role played by the highest governance body and senior executives in developing, approving and updating the purpose, mission statement, vision      10 

and values, and definition of strategies, policies and targets related to the organization’s economic, environmental and social impacts  

ETHICS AND INTEGRITY 

G4-56 Organizational values, principles, standards and rules of behavior 10, 12 

G4-57 Internal and external mechanisms adopted by the organization to request guidance on ethical behavior in accordance with legislation,  

such as liaisoning channels
 13
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CONTENT - SPECIFIC STANDARDS 
 

MATERIAL ASPECTS INFORMATION ON MANAGEMENT FORM AND INDICATORS  

 

PAGE OMISSIONS 

CATEGORY: ECONOMIC 

 
 

Financial Performance 

 

G4-DMA Management method 

 

  
 
 

G4-EC4 Significant financial assistance received from government 

In 2016, SKY obtained benefits and tax credits in the amounts of R$ 3,252,652.33 (Law 
Rouanet) and R$ 1,427,640.21 (Worker's Food Program-PAT). SKY has received financial 
incentives of R$ 815,603.20 (BNDES) and R$ 52,743,600.00 (Invest SP), allocated to the new 
Jaguariúna Broadcasting Center in inland São Paulo. 

 
 

- 

 

Presence in the market 

 

G4-DMA Management method 

 

  
G4-EC5 Variation of the proportion of the lowest wage, broken down by gender, compared to the local minimum wage in 

major operational units 

 

38 - 

 
Indirect economic impacts 

G4-DMA Management method 

 

  

G4-EC8 Description of Significant Indirect Economic Impacts 40-41 - 

CATEGORY:  ENVIRONMENTAL 

 
 

Energy 

G4-DMA Management method 

 

  
G4-EN3 Energy consumption within the organization 

 

58-59  
G4-EN4 Energy consumption outside the organization 60  
G4-EN6 Reducing energy consumption 59-60  

 
 
 
 

Emissions 

G4-DMA Management method 

 

  

G4-EN15 Direct greenhouse gas (GHG) emissions (scope1) 60-61  

 

G4-EN16 Indirect greenhouse gas (GHG) emissions from energy purchase (Scope 2) 
 

60-61 
 

G4-EN17 Other indirect greenhouse gas emissions (Scope 3) 60-61  
G4-EN19 Reduction of greenhouse gas (GHG) emissions 

 

60  
 

Waste and wastewater 
 

G4-DMA Management method 

 

  
G4-EN23 Total weight of waste, broken down by type and method of disposal 

 

58  
 

Products and services 
 

G4-DMA Management method 

 

  
G4-EN28 Percentage of products and packaging recovered, by product category 

 

57  
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MATERIAL ASPECTS INFORMATION ON MANAGEMENT FORM AND INDICATORS  PAGE OMISSÕES 

CATEGORY: SOCIAL 

SUBCATEGORY: LABOR PRACTICES AND DECENT WORK 

 
Employment 

G4-DMA Management method   
G4-LA1 Total number of cases of non-compliance with regulations and voluntary codes relating to communications of 

marketing, including advertising, promotion and sponsorship, broken down by type of results 

 

35 - 

 

 
Occupational Health and Safety  

G4-DMA Management method   
G4-LA6 Rates of injuries, occupational diseases, lost days, absenteeism and number of work-related deaths, 

broken down by region and gender. 
43 

There is no data control for 
contract workers. 

G4-LA7 Employees with high incidence or high risk of occupational-related diseases  42 - 

 

 
Training and Education 

G4-DMA Management method   
G4-LA9 Average hours of training per year per employee, broken down by gender and job category 41 - 

G4-LA10 Programs for skills management and lifelong learning that contribute to the continuous 

Employability of employees in preparation for retirement 

 

SKY has no plans and or retirement programs - 

 
Diversity and equality of 
opportunities 

G4-DMA Management method   
G4-LA12 Composition of groups responsible for governance and breakdown of employees by  job category, 

according to gender, age group, minorities and other diversity indicators  
38 - 

 
Equal pay between men and women 

G4-DMA Management method   
G4-LA13 Proportion of basic wages between men and women, by job category and relevant operational units 

38  

SUBCATEGORY: HUMAN RIGHTS 

 
Nion-discrimination 

G4-DMA Management method   
G4-HR3 Total number of cases of discrimination and corrective measures taken 13 - 

SUBCATEGORY: SOCIETY 

 
 

 
Struggle against corruption 

G4-DMA Management method   
G4-SO3 Total number and percentage of operations subject to corruption-related risk assessments and risks 

identified 
Two operations: 100% submitted to risk assessments - 

 

- 

G4-SO4 Confirmed cases of corruption and measures taken 13 - 

G4-SO5 Confirmed cases of corruption and measures taken  none - 

 
Public Policy 
 
 
 
 
 
 
 
icas 

G4-DMA Management method   
G4-SO6 Total value of contributions to politicians and political parties, broken down by country and recipient / beneficiary none - 

 
Unfair competition 

G4-DMA Management method   
G4-SO7 Total number of lawsuits filed on grounds of unfair competition, trust and monopoly practices and their results none - 
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MATERIAL ASPECTS INFORMATION ON MANAGEMENT FORM AND INDICATORS  

S 

PAGE OMISSÕES 

SUBCATEGORY: PRODUCT LIABILITY 

 
Labeling of products and services 

G4-DMA Management method   

G4-PR5 results of customer satisfaction surveys 

 

29 - 

 

Marketing Communications 

G4-DMA Management method   
G4-PR7 Total number of cases of non-compliance with regulations and voluntary codes relating to marketing communications, including 
advertising, promotion and sponsorship, broken down by type of results 

 

23 - 

 
 
 

Conformance 

G4-DMA Management method   
G4-PR8 Total number of complaints and substantiated claims regarding breach of privacy and loss of 

Customers’ data 
There was none - 

G4-PR9 Monetary value of significant fines imposed for non-compliance with laws and regulations 

relatedto the supply and use of products and services 
23 , 28 - 
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