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Message from the president

GRI 102-14

We are at the beginning of a new decade, in which 
technology is even more present and transforming people’s 
daily lives exponentially. We are currently experiencing 
new stages of this evolution, with an accelerated digital 
connection between people, things, businesses and society 
as a whole. As Vivo, we want to continue to contribute to 
the digitalization of Brazil, from North to South.

In both urban and rural areas, the population’s demand 
is for quality connectivity. And, as a leading company 
in the Country, we have consistently invested in the 
development of a differentiated infrastructure, focusing on 
superior technologies such as fiber, 4G and 4.5G, to offer 
our 100 million accesses a unique experience in mobile  
and fixed connections.

In 2019, even in a context of a gradual recovery of the 
economy, we raised our investments to the highest level 
in Vivo’s history in Brazil. It was around R$ 9 billion, 
representing approximately 20% of our revenue. And, at 
the end of 2020, R$ 26.5 billion will be invested in the 
Brazilian economy, completing our three-year investment 
plan announced two years ago on the New York Stock 
Exchange (NYSE). To shareholders and investors, we 
present a consistent financial result, sustaining a unique 
combination of revenue growth, EBITDA expansion, higher 
cash generation and better remuneration to shareholders. 
Cash generation reached a record level in the year of  
R$ 8.2 billion, 19% above the previous year, even in a  
cycle of greater investments.

In 2020 we will accelerate this transformation even 
more, guided by a purpose that goes far beyond financial 
results, and that will define the way we work: Digitalizar 

para Aproximar (Digitize to Bring Closer), with content, 
entertainment, technology and education. For this, we 
have four strategic pillars that will direct our actions.

The first is #TemVivopratudo. Here, we present  
the best mobile and fixed connection technologies 
and our expansion in Brazil, which will be intensified 
throughout 2020. In the last year we expanded our 
fiber presence to 43 new cities, far exceeding the 
expansion carried out in 2018. Altogether, there are 
164 municipalities and about 11 million homes and 
businesses covered. In terms of mobile coverage, we 
now serve 89% of the population with the 4G network, 
and 66% with the 4.5G, and we were elected as the best 
mobile network in Brazil, according to the results of the 
“P3 Mobile Benchmark Brazil” survey.

We also adopted two business models to expand our 
reach: the Vivo Fibra (Vivo Fiber) franchising project 
and we concluded the partnership with American Tower, 
which will drive the expansion in Minas Gerais over the 
next three years.

The second pillar is #TemtudonaVivo, which translates 
into the vision that we are a technology company 
focused on all of our customers’ needs, delivering the 
most desired digital content in the market through 
partnerships with major brands such as NBA, NFL, 
Amazon Prime Video, Tidal, Spotfy, Rappi and Netflix. 
We changed the concept of our stores, which are now 
true technological points with a consultative and 
participative environment. There, our customers can find 
all kinds of devices, such as gadgets, cameras, sensors, 
smart lamps, accessories, and even drones.

Aura, with 20 million 
interactions per month, and 
the Meu Vivo app, with over 
16 million unique users, are 
examples of how we have 
advanced in interacting with 
our customers, strengthening 
the digital experience

We drive sustainability  
among the priority pillars  

of our business, with emphasis 
on the achievement of 100%  

of our energy matrix from  
clean sources and our  

carbon neutral fleet
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We also evolved on other fronts and launched Vivo Car, a 
wi-fi device that turns cars into connected vehicles. In the 
financial segment, we started an easy loan service pilot for 
our customers, called Vivo Money. In the corporate market, 
companies have also chosen us to digitize their business, with 
the best services in cyber security, cloud computing, internet 
of things and big data, in partnership with important global 
players, such as Cisco, Dell, Microsoft and Nokia.

All of our initiatives are linked to the third pillar, 
#DNAVivo: reliable, easy, efficient and charming. We are 
making Vivo a benchmark in customer service and, for that, 
we seek to engage our employees at all points of contact.  
We want to deliver a unique and differentiated experience  
in our stores, at the call center and digital channels.  
Meu Vivo (My Vivo), for example, already has more than 16 
million unique users. A user survey shows that 80% of them 
classify the interaction as close and clear, our Artificial 
Intelligence performs around 20 million monthly transactions, 
with more than 90% accuracy, responding in a personalized 
way about services, data consumption, account, recharge,  
and other questions.

We are an inclusive company and we want diversity  
to be increasingly represented at Vivo regarding gender,  
color, LGBTQ + and PCDs, as well as behavior, skills and 
attitudes. We look for people who have a passion for 
innovation and a desire to live in an environment in  
which difference enriches and inspires creativity and  
the achievement of sustainable results.

Without a doubt, Vivo’s cultural change goes hand in 
hand with the digital transformation process. Our employees 
started working in agile work models, such as Squads,  
with multidisciplinary teams focused on improving the 
customer experience, using Design Thinking and Agile. We 
adopted co-working with spaces that favor a collaborative 

environment and expanded remote work to two days a week. 
This change in culture brought more agility to the business 
and increased the level of satisfaction within the company, 
reflected in our latest e-NPS, an indicator that shows the 
likelihood of employees recommending Vivo as a good place 
to work, and which reached 72 .5 points in 2019, a very high 
index for the Technology and Telecom sectors, worldwide.

But it is not enough just to be close to customers and 
employees. We need to understand our leading role in the 
country’s development, with results beyond the financial area 
and with a return to society.

With #VivoSustentável, our fourth pillar, we return actions, 
practices and initiatives that promote society’s well-being. 
Our performance in Sustainability is based on economic, 
environmental and social balance. In the economic area, we 
maintain a publicly traded company with consistent results 
and which employs 33 thousand direct employees across Brazil.

In the social sphere, the Telefônica Vivo Foundation 
completed 20 years of operation in 2019, benefiting  
66 thousand educators in digital training, with an impact on 
1.5 million students in 745 public schools. It also developed 
162 thousand young people in qualified training on social 
entrepreneurship by creating new solutions and opportunities 
for them and their communities through digital thinking. 
Innovating once more, last year, the Foundation enabled the 
arrival of the “42” in São Paulo, a pioneering initiative in  
Latin America and of European origin, aimed at disruptive 
training of data programmers, totally free of charge.

In terms of the environment, 100% of our energy came 
from renewable sources. We reduced our emissions in absolute 
terms by more than 50% in 2019, exceeding the global targets 
of 2025, and we still compensated 100% of the remaining 
direct emissions. In the Recicle com a Vivo (Recycle with Vivo) 

GRI 102-14

Strengthened by our purpose 
of “Digitizing to get closer”, we 
guide our operations based on 
the four strategic pillars: Tem 

Vivo pra Tudo (There’s Vivo for 
Everything), DNA Vivo and Vivo 
Sustentável (Sustainable Vivo)
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program, we were pioneers in reverse electronics logistics. Since 
2006, we have collected approximately 5 million unused cell phones, 
chargers and batteries, encouraging the ecological disposal of these 
materials. We have also achieved the recycling of over 62 thousand 
tons of electronic waste and cables from our operation in the past 
seven years. In addition, used and working devices can be exchanged 
for new devices with special discounts through Vivo Renova (Vivo 
Renewal). We also maintained our participation in B3’s ISE 2019 
(Corporate Sustainability Index) Portfolio for the 8th year.

In addition, we also remain engaged in international initiatives 
such as the Global Pact and the UN’s (United Nations) Sustainable 
Development Goals, which are so important to reinforce our 
commitments to society.

All of these initiatives are and will be further reflected in our 
brand positioning, which was born to connect millions of people 
across Brazil. We connect for the sport, as a sponsor of the Brazilian 
Soccer Team, cheering alongside Brazilians; for art, through support 
for museums, and with Teatro Vivo (Vivo Theater); and awareness, 
with the Tem Hora pra Tudo (There’s a Time for Everything) 
campaign, offering to society a reflection on the conscious use of 
technology. At the end of last year, we launched Vivo Brincar (Vivo 
Play), which in a playful way, brings this look to the children’s 
universe, encouraging parents and children to rebalance the scale 
between technology and free play.

Upon completing my first year as President of Telefônica Brasil, 
I would like to thank for the trust of our shareholders, the 
partnership of our suppliers and, above all, the dedication  
of all our employees. We will continue working, every day, to 
strengthen our purpose, digitizing and bringing together the  
largest number of people.

Christian Mauad Gebara
Chief Executive Officer of Telefônica Brasil S.A.
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Highlights of the year

• 4.8% increase in 
Mobile Business net 
revenue

• 9.8% growth in 
broadband internet 
revenue, in the Fixed 
Business

• R$ 55.7 million 
invested in training 
employees

• 100% of the 
electricity consumed 
in operations from 
renewable sources

• 19% expansion 
in free cash flow 
generation

Key indicators of Telefônica Brasil

Net revenue (R$ million)

Ebitda (R$ million)

Net result (R$ million)

Financial

44,268

18,134

5,001

43,463

17,825

8,928

43,207

14,486

4,609

2019 2018 2017

Impact on Brazilian GDP

Impact on job creation  

in the country

People benefited by the Telefônica 

Vivo Foundation (millions)

Contribution  
to progress

1.03%

0.56% 

1.5

1.07%

0.63% 

1.8

3.62%

0.32% 

1.2

2019 2018 2017

Turnover rate

Average training hours  

per employee

Accident frequency rate

Talent 
management

19.8%

107.4 

0.33

21.1%

35.53 

0.53

22.0%

53.25 

0.44

2019 2018 2017

Participation of local suppliers

Supplier contracts evaluated 

in the SGA (Environmental 

Management System)

Allies audited in sustainability

Sustainability in 
the supply chain

96.9%

178 

 

21

97.8%

198 

 

21

97.6%

199 

 

21

2019 2018 2017

GRI 102-7

Intensity of greenhouse  

gas emissions by traffic  

(tCO2e/Pb)

Renewable electricity purchased  

and consumed in operations

Total waste recycled or sent  

for reuse (tons)

2.8 

 

100% 

10,043.1

7.1 

 

44% 

9,021.9

13.4 

 

26% 

9,701.5

2019 2018 2017EnvironmentYear-on-year NPS evolution + 2 p.p. - 1 p.p. + 6 p.p.

2019 2018 2017
Customer 
promise and 
digital trust

ACTION AGAINST  
COVID-19

In 2020, we adopted a series of measures to ensure stability  
and security in our network and to guide customers and partners 
with tips that mitigate the impacts of the corona virus pandemic 
on their daily lives. Click here and access our special page  
with all this information.
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We are Telefônica Brasil S.A., holder of the Vivo brand and 
the largest telecommunications company in the country, with a 
portfolio of converging products and services to deliver the best 
possible experience to our nearly 100 million customers.

Our purpose is to “Digitize to get closer,” which reinforces 
our commitment to bring quality connection and digital 
inclusion to people and companies across the national territory, 
as we believe that connectivity is the gateway to the digital 
world and can generate many opportunities for all.

In addition to covering 89% of the Brazilian population with 
our 4G network, throughout 2019 we took our 4.5G network - 
internet twice as fast as 4G - to 1.2 thousand municipalities and 
ultra-broadband to 164 cities, boosting the local development 
and supporting the digitization of the country. We also 
continue with absolute leadership in the mobile segment, in 
which we have 74.6 million lines in operation, corresponding  
to 32.9% of the total active lines in Brazil.

Expanding at this speed without losing focus on the best 
customer experience is possible thanks to our constant 
investment in infrastructure and the qualification and 
dedication of our teams. In the last year alone, we contributed 
more than R$ 8.8 billion to enable this expansion, with 
no impact on cash generation, ensuring business growth 
and return to our shareholders. We also maintained several 
initiatives for the training and engagement of our  
32.7 thousand direct employees and 107.7 thousand allies,  
as we call our service providers and contractors.

We are a publicly traded company, controlled by the 
Telefônica Group, one of the largest telecommunications 
conglomerates in the world, present in 14 countries in  
Europe and Latin America.

Telefônica Brasil

At the end of November, the group announced changes in 
its global structure, giving an even greater focus to the four 
main markets, including Brazil, Spain, Germany and the United 
Kingdom, which together represent 80% of global revenue.

Another change is the creation of a new subsidiary, named 
Telefônica Tech, for digital service businesses, such as cloud, 
cybersecurity and IoT (Internet of Things), in addition to an 
infrastructure subsidiary, Telefônica Infra, in which the Telxius 
company will have a participation of 50.01% - also belonging to 
the group - as the main asset. The business will provide services in 
towers, antennas, data centers and fiber, among others.

With the Vivo 
brand, we offer 

convergent 
products 

and services 
to connect 

customers across 
the country 

with voice, data 
and information 

technology 
solutions
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04
SUSTAINABLE 

VIVO
We need to look at 
our impacts and the 

consequences of 
hyperconnectivity 

consciously, to always 
remain relevant

Our Purpose

DIGITIZE TO GET CLOSER

Our Vision

Digital life is the life we know, because 
technology is already part of the human 

being essence. We want to create, protect, 
and empower life’s possible connections  

so that people choose what really matters 
in a world of endless possibilities.  

We want to be an ONLIFE TELCO, a telco 
for people, a telco for your life.

Our Values

Our values define us and guide everything we do. They tell us how we are  
and how we want to be. They shape our attitude:

Transparency
We commit ourselves so that our clients, 

suppliers, employees, shareholders and society 
in general have clear and accessible information 
about our strategy and our activities and that 

they can, at any moment, make inquiries about 
the doubts or questions.

Integrity
Our integrity implies 

that we act in 
accordance with 

ethical standards that 
are non-negotiable.

Commitment
The relationship we maintain 

with each of our interest groups 
is based on a commitment to 
always act responsibly and to 

fulfill what was promised.

Our purpose is born out of the belief that 
the technological revolution must be part of 
everyone’s life, and not a privilege of the few.
We want the opportunities that the digital 
world offers to be universal, contributing 
as a positive force for the transformation of 
individuals, companies and society.
That is why we bring digitalization to 
millions of Brazilians, promoting their 
approach to different universes and realities, 
reducing the distance between people 
and what matters to each one - education, 
culture, entertainment, health, business and, 
above all, others people.
By constantly investing in infrastructure, 
services and data intelligence, we not only 
lead technological advances, but we create 
solutions for people and companies to 
become digitized and get closer.

Purpose

Strategic  
Pillars

GRI 102-16

03 
DNA VIVO

Digitizing and bringing 
our customers and 
society together is  
only possible if we  
have this culture  

at home

02 
EVERYTHING’S  

AT VIVO
Ensure that 

everything about 
technology can be 

found at Vivo

01
THERE’S VIVO FOR 

EVERYTHING  
For any connection  

that our customers may 
need, we want Vivo 

to always be the best 
alternative
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Business model

GRI 102-2 | 102-6

Consumer Services

4G
Ultra 

broadband HDTV AppsFixed and 
mobile voice

Services for corporate customers

Big Data IT Cloud IoTSafety

Strategic drivers

DIGITIZE TO 
GET CLOSER

#RECONECTA DNA VIVO
RESPONSIBLE 

BUSINESS 
PLAN

External environment

Brazilian 
economy

Brazilian 
legislation

International 
commitments (SDG/

Global Compact)

10 

Sustainability Report  
2019



Learn about some 
2019 indicators  
that show our main 
inputs and the  
value generated  
in financial and  
non-financial aspects

INPUTS
Results of operations
Financing with financial 
institutions

VALUE GENERATION
Net income of  
RS 5.0 billion
R$ 7.0 billion distributed 
to shareholders

FINANCIAL

INPUTS
94 million accesses  
to our services
Digitized service network

VALUE GENERATION
Net Promoter Score 
historical record:  
30 points
+ 16 million unique  
users in the Meu Vivo app

CUSTOMERS

INPUTS
Research and studies on the 
main sector trends
Teams organized using agile 
methodology
Big data tools for analysis of 
large volumes of data

VALUE GENERATION
Telefônica Aura’s 20 million 
interactions/month
Digital services for B2B  
(IoT, Cloud)
Innovative startups 
supported by Wayra

INNOVATIVE 
CULTURE

INPUTS
Vivo brand reputation (9th place 
in Brazil – Interbrand)
1.2 thousand suppliers
Recognized performance of the 
Telefônica Foundation

VALUE GENERATION
Contribution to 1.03%  
of the national GDP and  
to the generation of  
522.9 thousand jobs
R$ 25.7 billion spent  
with suppliers
1.46 million people benefited 
by the Telefônica Foundation

SOCIAL

INPUTS
1.6 thousand points of sale, our own and 
managed by authorized resellers
Approximately 14 thousand points of sale from 
retail chains, in addition to remote channels 
such as Telesales and Online

VALUE GENERATION
Expansion of the 4G mobile network  
to 3,206 cities and the fixed network  
with optical fiber to 164

INFRASTRUCTURE

INPUTS
32.8 thousand employees and 107.7 thousand allies
Structured attraction, retention and  
development programs

VALUE GENERATION
Average 107.4 hours of training per employee
Maximum recognition (Gold category) in  
the 3rd edition of the WEPs Brazil Award - 
Empowering Women, from the UN

EMPLOYEES

INPUTS
Water and energy to supply operations
Mineral consumption and land use to expand the network
Use of electromagnetic spectrum bands for 4G

VALUE GENERATION
100% of the energy matrix from renewable sources
Reverse logistics of 966 tons of cell phones and customer 
electronic equipment
Recertification of the Environmental Management System in ISO 14001

NATURAL
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Vivo in the Brazilian 
telecom market

Postpaid 
mobile

Prepaid 
mobile

Segment
Market share  

in 2019

Fixed 
telephony

Cable TV

Fixed 
broadband

Sectoral context
The Brazilian economy continued to recover in 2019, albeit at a slower rate than 

initially projected by market analysts. The GDP (Gross Domestic Product) growth for the 
period was 1.1%, as disclosed by IBGE (Brazilian Institute of Geography and Statistics).

The gradual recovery in economic activity was reflected in the increased consumption 
of telecommunications services. In mobile telephony, growth is sustained by the 
increased number of postpaid customers, mainly due to the migration of prepaid 
customers and upselling of services in addition to the accelerated sale of handsets and 
accessories. In the fixed market, the strategy focused on the growth of fiber services 
has supported the growth in the broadband segment, helping to offset the sharp drop in 
fixed voice telephony and cable TV.

For 2020, the prospects are positive, both for the acceleration of economic activity and 
for the evolution, in the regulatory environment, of two themes with great impact on 
the sector. One of them is the approval of PLC 79 (House Bill 79, 2017), which modifies 
the LGT (General Telecommunications Law) and allows telephone operators to opt for 
regime change, ceasing to be concessions and becoming authorizations.

2.7 p.p.

0.6 p.p.

1.6 p.p.

Evolution in 
relation to 2018

1.2 p.p.

2.1 p.p.

26.8%

39.4%

32.0%

8.4%

21.6%
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Always with the premise of maintaining total 
transparency in our relations, including for 
regulatory matters, we openly defend that change 
is necessary, given the new demands of society. The 
main gain is the possibility for companies to expand 
their investments in services of greater relevance 
to society and to customers, such as broadband, 
reducing investments in obsolete technologies. Until 
the closing of this publication, the final text of the 
new regulation was not presented, so the theme 
should extend throughout 2020.

Another relevant change is the 5G Auction, 
which aims to implement a faster mobile internet 
connection infrastructure and will allow things 
such as the connection of autonomous cars up 
to surgeries performed by doctors at a distance. 
The Ministry of Economy estimates that this new 
technology could add R$ 249 billion to Brazil’s GDP 
by 2035, due to increased productivity.

We believe that we have the role of leading the 
sector in these discussions and we will continue to 
be imbued with our commitment to deliver the best 
connectivity solutions to our customers. However, 
specific issues that make the heavy investments 
necessary for the expansion of this technology 
financially viable still demand discussions and 
alignments. The forecast is that the auction will take 
place in the second half of 2020 or in the first half 
of 2021 and that the 5G will reach the big capitals 
by the end of 2021. 

The 5G Auction is one of the main 
changes ahead for the sector, 
making room for building the 
infrastructure for even faster 

mobile internet connection
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Main risks to 
which we are 

exposed
Possible losses arising from changes in the 
business environment, the market or the 
regulatory environment.BUSINESS 

Possible losses due to failures in areas such as 
customer service, processes, human resources 
management, equipment, systems and other factors 
that may interrupt our activities.OPERATIONAL 

Possible loss of value due to financial variables or 
lack of asset liquidity, commercial credit risks and 
risks of a fiscal nature.FINANCIAL

Cross-cutting risks to the Telefônica Group 
that result in losses as they affect our 
reputation, brand and innovation capacity.GLOBAL 

Click here  
and learn more  
about the inherent 
risks to our business 
and the management 
practices related  
to the topic in  
our Reference  
Form (sections  
4 and 5)

To learn 
more

Risk management
We have a Corporate Risk Management Policy, in 

line with the Telefônica Group’s global guidelines, 
which standardizes the entire structure and risk 
management mechanisms inherent to our business.

Our way of acting allows us to identify all factors, 
internal and external, that can affect us. This adds 
value to the company by allowing the adoption of 
mechanisms that minimize the risks to which we are 
exposed. For this, we use instruments that protect us 
from the impact associated with these risks, such as 
taking out insurance, for example, which minimizes 
possible financial losses.

As our operation is large and complex, we are 
exposed to risks on many different fronts, which 
include aspects such as the provision of services 
from key suppliers, market consolidation, concession 
contracts, Anatel regulations, compliance with laws, 
rapid technological changes, among others.

To manage these risks, we have adopted a series 
of internal controls and mitigation procedures. This 
model speeds up our processes and efficiency in 
allocating efforts and resources, as it allows us to 
identify, evaluate, control and report the factors that 
may impact our performance.

14 
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Corporate governance
We are a publicly traded company with shares listed on the (B3 S.A. - 

Brasil, Bolsa, Balcão) and NYSE (The New York Stock Exchange). Governance 
directs our operating strategy and the application of the Responsible 
Business Principles with ethics, transparency and respect for the laws and 
regulations applicable to the business.

Our Board of Directors consists of 12 members elected by the General 
Shareholders’ Meeting for a three-year term, with reelection permitted. This 
body is assisted by four non-statutory committees. One of the novelties of 
2019 was the increase in female representation. With the appointment of 
two women, we now have three female executives on the company’s board. 
Our Statutory Executive Board is comprised by three members, elected by 
the Board of Directors, for a three-year term, with reelection permitted.

We also have a permanent Fiscal Council, made up of three effective 
members and three alternate members, elected by the General Shareholders’ 
Meeting for a term of one year, with the possibility of reelection. In 2019, 
the Fiscal Council met nine times.

GRI 102-5 | 102-18

Click here to learn more 
about the composition of 
the governance bodies, 
their duties and the 
resumes of members in  
the Telefônica Brasil 
Reference Form

To learn more

RECOGNITION OF GOVERNANCE  
AND SUSTAINABILITY MANAGEMENT

Always committed to the best corporate governance practices, 
we have been included, for the eighth time, in the ISE 
(Corporate Sustainability Index) portfolio, effective until 
January 1, 2021. Promoted by B3, the index gathers 30 
companies from 15 different sectors, with emphasis on socio-
environmental and corporate governance initiatives. The 
assessment is considered a tool for comparative analysis of 
the performance of companies listed on B3 under the aspect 
of corporate sustainability, based on economic efficiency, 
environmental balance, social justice and governance.

Governance 
Structure

General Shareholders’ Meeting

Board of Directors

Fiscal 
Council

Statutory 
Board

Audit and 
Control 

Committee

Appointments, 
Salaries and 
Corporate 

Governance 
Committee

Service 
Quality and 
Commercial 
Attention 
Committee

Strategy 
Committee

The principles of our corporate governance are 
contemplated in our Bylaws and in internal regulations, 
in line with legal requirements and the relevant capital 
market legislation. Among the objectives of these 
principles, the following stand out:

i. maximization of the Company’s value;

ii. transparency in the rendering of accounts, in the 
disclosure of relevant information to the market and 
in the relations with the stakeholders;

iii. equality in the treatment of shareholders;

iv. accountability by the Company’s managers to its 
shareholders, ensuring the continuity of business.
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Ethics and compliance
The Responsible Business Principles, our Code of Ethics, define 

the company we want to be and how we want to work and relate 
to our stakeholders. The Principles present Telefônica’s position 
on issues such as transparent communication, diversity, fiscal 
transparency, human rights, political neutrality, customer trust 
and many others. They are valid for all stakeholders with whom 
we relate (employees, customers, suppliers, community and 
shareholders). In the same vein, we have an Anti-Corruption 
Policy widely publicized by us, written in a language that is easy 
to understand, prohibiting any kind of bribery.

At Telefônica Brasil, we have a compliance program, the 
#VivoDeAcordo, which, in line with the Responsible Business 
Principles, is designed to disseminate good ethics and conduct 
practices. #VivoDeAcordo includes training and engagement 
actions related to ethics and integrity issues, always  
observing the company’s risk map.

We also have the #VivoDeAcordo Multiplique! Program,  
which since 2018 aims to disseminate our compliance culture 
through the performance of managers as facilitators. They receive 
presentations on topics about ethics and integrity that must 
be replicated so that these issues are inserted into the daily 
lives of their respective teams. In 2019, the program reached 
approximately 1,550 leaders, who multiplied training for more 
than 11 thousand employees in 139 of the 159 cities where  
we are represented through our branches, reaching all 26 states 
and the Federal District.

All new employees are introduced to compliance issues already 
in the acclimatization processes, called Tô na Vivo (I’m at Vivo), 
either in person, for those allocated in São Paulo, or through the 
Tô na Vivo WebApp platform for other employees in other locations. 
In addition, they sign the Term of Commitment Staff Regulation 
and Professional Conduct and Responsible Business Principles in 
which they declare to be aware of and comply with the Responsible 
Business Principles, receiving an electronic copy of the document 
and committing to respect and comply with it fully.

GRI 102-16 | 103-1 | 103-2 | 103-3 | 205-2

Since 2017, we 
have annually 

held the 
Compliance Day, 

an event in 
which we invite 

all employees 
to participate, 

in person or 
via streaming, 

in relevant 
discussions 

on ethics and 
integrity

REGIONAL MEETINGS

Every year, we visit the regional offices in order to engage local leaders 
and teams, raise awareness and strengthen the main themes related to 
fighting corruption. At these times, we reinforce our procedures related to 
due diligence, donations and sponsorships, conflicts of interest, integrity 
channels and relationships with public entities. 
In the years 2017 and 2018, the Regional Meetings were held with  
a focus on leadership training and, in 2019, we expanded the training  
to other employees.

PEACE, JUSTICE 
AND STRONG 
INSTITUTIONS

Through 
these 

initiatives, we 
contribute to 

the SDG:
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Newly hired employees also have an established deadline 
to carry out mandatory training through the Success Factors 
platform, which addresses various topics related to compliance, 
such as the Responsible Business Principles and the United States 
anti-corruption law (Foreign Corrupt Practices Act – FCPA). Other 
courses are also available on the platform, such as, for example, 
the Brazilian anti-corruption law (Law 12.846/2013), conflicts of 
interest, gifts and entertainment and competition.

We also provide a consultation channel, called “Fale com 
#VivoDeAcordo” (Talk to #VivoDeAcordo), which can be accessed 
by email or intranet to resolve doubts about ethical dilemmas, 
conflicts of interest, offering and receiving giveaways, gifts, 
hospitality and entertainment, in addition to other clarifications 
about the #VivoDeAcordo program.

In addition, any potential irregularity, act contrary to 
legislation, internal rules or deviation from ethical conduct 
must be reported to the official Reporting Channel, which can be 
accessed via the intranet, e-mail, telephone (0800), letter or in 
person by all employees with the option for anonymity. Accessible 
in Portuguese, the channel is managed by the Inspection Board, 
which is part of the structure of the Chief Audit Officer who 
reports to the Board of Directors through the Audit and Control 
Committee. In 2019, 757 complaints were received, all investigated 
in a careful, confidential and detailed manner.

ACCESSIBLE TO ALL
For us, it is very important that 
everyone knows and practices  
these guidelines in their actions 
and decision making, inside and 
outside the company. Click and 
learn in full the Responsible 
Business Principles and the  
Anti-Corruption Policy.

GRI 102-17 | 103-1 | 103-2 | 103-3 | 205-2 17 

Sustainability Report  
2019

https://www.telefonica.com.br/servlet/Satellite?c=Page&cid=1386094115465&pagename=InstitucionalVivo%2FPage%2FTemplateTextoDocumento
https://www.telefonica.com.br/servlet/Satellite?c=Page&cid=1386094115465&pagename=InstitucionalVivo%2FPage%2FTemplateTextoDocumento
https://www.telefonica.com.br/servlet/Satellite?c=Page&cid=1386096107572&pagename=InstitucionalVivo%2FPage%2FTemplateTextoDocumento


Strategy
Our main focus is #RECONECTA, Telefônica Group’s global strategic program, 

launched in November 2018, which seeks growth through the relevance that 
the company has in the market and with its customers, always guided by the 
commitment to sustainable development. 

In line with these global guidelines, as a way of ensuring our commitment to 
sustainable growth in Brazil, we rely annually on the PNR (Responsible Business 
Plan), comprised by 54* indicators and targets distributed across 7 pillars of 
action. They are evaluated annually by our Board of Directors and demonstrate 
our commitment to building an increasingly responsible business, continuously 
contributing to the achievement of the SDGs (Sustainable Development Goals) 
and the 2030 Agenda. In 2019, we reached 94.3%** of PNR compliance  
compared to 93.4% in 2018. 

RELEVANCE growth for 
customers based on an 

excellent digital experience 
based on the simplicity and 
customization of the offer, 

through the company’s 
technological platforms and 
the application of artificial 

intelligence.

REVENUE growth focused on 
monetizing an attractive value 

proposition that includes products 
and services from Telefônica and third 
parties, under the “open ecosystem 
for partners” model, which propels 
us as one of the main technology 

distributors, capable of satisfying each 
customer in a personalized way.

Return growth thanks 
to increased revenue, 

efficiencies generated by 
digitization, simplification 

and management based 
on the RETURN of capital 

employed.

All of this without losing our 
commitment to SUSTAINABLE 
AND RESPONSIBLE GROWTH 
where we operate, increasing 

Telefônica’s proactive role 
in regulatory matters and 
ensuring digital inclusion  
and respect for citizens’  

digital rights.

Finally, the 
MOTIVATION of the 
Telefônica team of 
professionals as an 
essential element, 

capable of multiplying 
growth.

1 2 3 4 5

#RECONECTA is based on five essential axes

*Due to changes in the global strategy, five indicators were changed to better meet the objectives of the 
“Supply Chain Management” and “Sustainable Innovation” pillars.
**The achievement indicator may change, as it has been estimated. PNR 2019 will be concluded in March, 
with the completion of 5 indicators that are in progress, and will subsequently undergo validation by our 
Board of Directors in April.
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VOLUNTARY COMMITMENTS

We are committed to several global and national initiatives that promote sustainable 
development. We participate in three UN (United Nations) initiatives that converge in 
this direction. Since 2010, we have been signatories to the Global Pact, which aims to 
encourage companies to adopt corporate social responsibility policies. We also adhere to 
the commitment to contribute to the 17 SDGs (Sustainable Development Goals) and the 
Standards of Business Conduct, a document prepared by the UN’s Free & Equal movement.
To discuss issues related to diversity, we are present at the Business Coalition for Racial 
and Gender Equity, the LGBTQ Business and Rights Forum, +Mulher 360 Movement, Women 
Empowerment Principles and the Business Network for Social Inclusion. Always committed 
to discussions related to the environment, we also participate in the Carbon Disclosure 
Project, which gathers carbon emission indicators from organizations around the world; 
the Brazilian GHG Protocol Program, which encourages the corporate culture to prepare 
and publish inventories of greenhouse gas emissions; and RE100, which brings together 
companies from all over the world committed to achieving 100% renewable energy 
consumption in their operations.

In the last year, one of the innovations we introduced 
was to link, for the first time, 20% of the variable 
remuneration of our executives to goals related to 
customer satisfaction and sustainability, foreseen in the 
context of the Plan. This evolution contributes so that 
sustainability is integrated even more effectively in the 
strategy and daily performance of our employees.

Of all variable remuneration, 15% were linked to 
the evolution of the NPS (Net Promoter Score), the 
main satisfaction index that measures the probability 
of consumers recommending our services. Another 
5% was related to institutional reputation, progress 
in initiatives to reduce greenhouse gas emissions and 
compliance with gender diversity goals.

GRI 102-12 

Also in the last year, we developed the Vivendo o DNA (Living the DNA) 
research, to understand our value proposition as a company and how we  
act to positively transform society, so that we can always evolve while 
preserving our corporate identity and culture. The work led us to the 
identification of our Purpose, which is “Digitizing to get closer.” It is 
supported by four strategic pillars: Tem Vivo pra Tudo (There’s Vivo for 
Everything), Tem Tudo na Vivo (Everything’s at Vivo), DNA Vivo (Vivo DNA) 
and Vivo Sustentável (Sustainable Vivo).

We further strengthen and boost sustainability among the priority  
pillars of our operations through Vivo Sustentável, to direct initiatives in 
search of economic, environmental and social balance.
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Responsible Business Plan1

Click on each theme of our PNR to find out how we performed faced 
with the 2019 goals and what goals we set for 2020

1O The Responsible Business Plan is in the process of being revised to be updated according to the future challenges for the company, considering our materiality, market assessments, 
voluntary commitments and our global Telefônica strategy. In this sense, its structure, including pillars, indicators and targets, may undergo changes in 2020.
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Contribution 
to progress

02
• Infrastructure

• Vivo Telefônica Foundation



In line with our purpose, we believe that the greatest 
contribution we can make to Brazil is to expand access 
to information and opportunities through our complete 
portfolio of solutions (fixed and mobile voice, fixed and 
mobile broadband, ultra-broadband, digital data and 
services, cable TV and IT). To this end, we maintained 
our expansion plan in 2019, with investments in the 
order of R$ 8.8 billion.

Since 2015, the Telefônica Group has measured the 
relationship between the impact generated by the 
business and local economies. As of last year, the study 
and methodology, which were carried out by PwC, were 
internalized by Telefônica Spain. The research shows that 
we contribute 1.03% of the national GDP. According to 
the survey, we generated 31,999 direct jobs and 360,622 
indirect jobs in Brazil in 2019.

38%
5,357.6

48%

6,833.2

15%
2,093.3

 Direct
 Indirect
 Induced

Impact on GDP  
(million euros)

69%
360,622

6%
31,999

25%
130,281

Impact on  
job creation

 Direct
 Indirect
 Induced

We drive the 
generation of 

income and 
employment 
through our 
services and 
measure this 

impact annually in 
a global survey by 

Telefônica Spain

Contribution to progress
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2017

87

2018

121

2019

164

Cities covered by  
fiber optics

+39%

+36%

2017

2,600

2018

3,100

2019

3,206

Cities covered  
by 4G

+19% +3%

Infrastructure
It is part of our commitment to give people the opportunity to educate 

themselves, communicate, have entertainment and endeavor. In the past 
year, we have worked to further expand the number of municipalities that 
have our fixed and mobile coverage.

We expanded our FTTH (fiber optic) network by 36% compared to the 
previous year. With the presence in 43 new municipalities, we closed 2019 
with the mark of 164 cities served. To continue this expansion, two new 
business models were developed. One of them is the “Terra conectado por 
Vivo Fibra” (Earth connected by Vivo Fiber), model of franchises to offer 
quality internet to small operations, for which we offer all the technical 
knowledge in the implementation of a fiber network and experience in the 
commercialization of products and services.

On another front, we launched a partnership model in Minas Gerais, in 
which the partner will be responsible for the construction and operation 
of the fiber optic network while we will be responsible for taking the fiber 
to the customers’ homes, as well as installing the equipment for the users, 
offering connectivity through the Vivo Fibra brand.

The objective of the partnership is to increase the capillarity of our fiber 
network and to bring ultra-speed internet to more than 40 municipalities in 
the State, totaling about 800 thousand new homes served in the next three 
years. With less Capex and reduced launch time, this partnership model may be 
replicated in other locations in the future.

Always attentive to the challenges related to the optimization of the use of 
energy and public spaces, we signed, with TIM, two transfer of rights contracts: 
one for the creation of a single network in 2G technology and another in the 
single grid model, for 3G and 4G.

The second generation single network contract will be implemented in areas 
where both companies already operate, so that the remaining operator will 
provide technology services to both companies’ base. The initiative covers 
2.7 thousand cities across the country and will result in the deactivation of 
overlapping sites, which reduces costs and optimizes the use of spectrum.

The second contract covers only cities with less than 30 thousand inhabitants 
and was divided into two initiatives. The first of these aims to create a unique 
4G and 3G network in cities where only one operator is present, focused on 
expanding coverage. The other approach, aimed at locations where both operators 
already offer services, aims to consolidate the network.

INDUSTRY, INNOVATION 
AND INFRASTRUCTURE

Through 
these 

initiatives,  
we contribute 
to the SDGs:

SUSTAINABLE CITIES 
AND COMMUNITIES
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Vivo Telefônica Foundation
Aware of our responsibility to return to society the trust we 

have received, we have, since 1999, relied on the Telefônica 
Vivo Foundation. The institution is still aligned with Vivo’s 
purpose of “Digitizing to bring closer,” focusing on education, 
creating solutions for educators and students. The Foundation’s 
actions are part of Vivo Sustentável (Sustainable Vivo), a social 
responsibility initiative of the company that operates in the 
environmental, social and economic pillars.

One of the projects we have is Escolas Conectadas (Connected 
Schools), an initiative that has offered online and free 
continuing education courses for basic education teachers since 
2015. During 2019, more than 28 thousand educators underwent 
training. Discover all the courses that the platform offers in 
www.escolasconectadas.org.br.

Another initiative that deserves to be highlighted is the Inova 
Escola Challenge, an award launched in 2019 with the objective 
of stimulating innovative processes in the school environment, 
in favor of building an innovation culture in the school. The 
initiative mobilized 4.4 thousand educators across the country 
and selected the five most innovative projects. Each of them 
will receive specialized technical assistance for six months in 
order to support the implementation and evaluation of the plan, 
financial support of up to R$ 10,000, in addition to exchanges 
between Brazilian innovative schools.

The Telefônica Vivo Foundation is part of a network 
formed by other foundations present in Europe and 
Latin America, all members of the Telefônica Group. 
To learn more about the work, click here

To learn more

DOING GOOD

In order to join efforts to promote citizenship, we hold 
the Telefônica Volunteer Day every year. In the 2019 
edition, we broke records with more than 8.2 thousand 
employees mobilized in 63 NGOs from 50 cities in the 
country, benefiting more than 47.6 thousand people.

70%
1,018,633

3%
42,543

13%
184,893

 Children
 Young people
 Beneficiaries of voluntary actions
 Teachers

14%
210,167

1.46 million people 
benefited from the 

actions of the Telefônica 
Foundation in 2019

We inaugurated 42 São Paulo, an innovative pedagogical concept 
that allows the development of “human coders,” human beings 
highly qualified to solve problems through technology and relational 
skills, such as problem solving, collaboration, teamwork, etc. It is a 
disruptive model: no classroom, no cost to the student and using the 
peer to peer methodology, in which participants are responsible for 
their own success and the success of their peers in a method 100% 
based on projects. To progress, they need to rely on the strength 
of the group and give and receive information, changing roles 
constantly. This learning model is based on collective intelligence 
and functions as a mirror of the professional world.
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Customer 
promise

03
• Customer experience  
 and digitizing

• Social networks

• Innovation and  
 diversification of our products

• Telefônica Open Future



Advances in connectivity and digitizing in society have made 
customers increasingly demanding and transformed the way 
they relate to brands. Technological changes are very dynamic, 
so companies necessarily need to invest in technology to keep 
up with this movement and be attentive to consumer needs. 
After all, a good customer experience is the main criterion for 
purchasing or consuming decisions and ensures our differential 
to remain as market leaders.

Customer promise

MOST VALUABLE BRANDS

We are number 9 in the ranking of the Most Valuable 
Brazilian Brands of 2019, from the global consulting 
firm Interbrand. We were the only telecom company in 
the top 25, with an estimated value of R$ 2.53 billion. 
The methodology, internationally recognized, takes 
into account the financial analysis associated with the 
Brand’s Role, which is the influence in the consumer 
decision process, and the Brand’s Strength, diagnosis of 
the brand’s performance in several dimensions.

GRI 103-1 | 103-2 | 103-3

Attentive to the needs of 
consumers and the changes in the 

relationship that each of them 
has with the brands, we always 
seek to offer the best shopping 

and service experience
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Four DNA Vivo principles that  
guide the way we operate:

2EASY 
“Piece  

of cake”

3
CHARMING 
“A hell of a 

show”

4“Bullseye”

1“Fulfilled  
  promises”

EFFICIENT 

RELIABLE 

The DNA Vivo program is one of our responses to this new 
scenario. Created in December 2017, it aims to transform and 
standardize the way we relate to the customer and the culture of 
those who are part of Vivo, creating a unique DNA of relationship 
and service excellence.

The program brings clear principles that guide our decisions 
to deliver the best experience at all points of contact, from 
service in stores, call centers, business managers, technicians 
who visit homes, to the relationship between employees who do 
not have direct contact with customers. To make this possible, 
we seek to establish the same service culture based on common 
characteristics that work with the attributes of a reliable, easy, 
charming and efficient brand.

Technology is an ally to the success of DNA Vivo. For this, 
we rely on Aura, our artificial intelligence, which enables an 
innovative and efficient service experience. Aura acts on the most 
recurring needs of customers, such as checking the recharge and 
internet balance, having access to the duplicate account, knowing 
more details about the plan and even making a recharge.

In 2019, we started to offer an even more customized 
relationship, aligned with the best CX practices by measuring 
customer satisfaction at over 200 touch points digitally,  
what we call DNA Thermometers. This is an even more accurate 
measurement, as we consult with our customers right after  
their experience with us. This helps to identify customers’ 
perceptions, map and act on possible failures in service  
processes such as sales or installation, in addition to taking  
the customer’s voice to the entire company in a massive way, 
making it a priority for everyone.

Customer experience  
and digitizing

Click here to learn more about Aura in 
the 2018 Sustainability Report

To learn more

GRI 103-1 | 103-2 | 103-3 27 

Sustainability Report  
2019

http://ri.telefonica.com.br/Arquivos/Relatorio_de_Sustentabilidade_2018_Versao_Investidores_en.pdf


Measuring customer  
satisfaction at more than  

200 points of contact  
right after their experience,  
in a digital and automated  

way, generating several 
opportunities for  

improvement.

DNA 
THERMOMETER

THE RESOLUTIVITY 
TRAIL

With the complete cycle, 
improvement of the 

experience in each point 
of contact and increase of 
promoters, consequently 
obtaining higher NPS (Net 

Promoter Score), generating 
greater loyalty and more 

chance of recommendations.

GREATER 
SATISFACTION

In addition, we map out several initiatives 
that improve the customer journey. Throughout 
2019, we immersed ourselves in specific 
journeys to identify the pain of our customers 
and employees, from which we generate  
well-structured action plans with monitoring.

All of this work is reflected in the significant 
advance of our NPS (Net Promoter Score), an 
indicator comprised by the difference between 
promoters and detractors of the brand, which 
became the official indicator used by the 
Telefônica Group in 2019. During the year, 
Telefônica Brazil showed significant growth in 
NPS compared to 2018 and the highest index 
among all the main markets of the group.

Still using agile methodology, 
implementation of projects 

that improve customers’ 
experience. An example 
of this approach are the 

improvements in Meu Vivo  
(My Vivo), offering the first 

level of digital service for more 
than 16 million unique users, 
and the digitalization of URA, 
with high resolution for the 

group of customers who prefer 
to use the call center.

EXPERIENCE PROJECTS

Identification of the main 
sources of opportunities 

based on the insights of DNA 
Thermometers, using agile 
methodology and bringing 

together several areas of the 
company for quick and  
effective performance.

ROOT CAUSE 
IDENTIFICATION
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We monitor Vivo-related complaints received by market regulators, 
in particular Anatel (National Telecommunications Agency) and 
Consumidor.gov.br, under the management of the National Consumer 
Secretariat (Senacon), of the Ministry of Justice, which is publicly 
available to society and is also observed by entities such as Procons, 
Defenders and Prosecutors.

In 2019, we recorded a percentage of responses to complaints 
within the period of five days above the Anatel goal every month and 
maintained the reopening rate better than the limit provided by the 
entity. In the national ranking of Consumidor.gov.br, we maintained the 
leadership of the sector’s satisfaction and problem solving indexes every 
month, reaching the score of 4.18 in satisfaction and an index of 92.5% 
problem solving in the year accumulated.

Anatel and Consumidor.gov.br
Percentage of complaints at Anatel  

answered within the deadline (in %)*

  Vivo         Anatel Goal

85.40

85.00
01/2019

85.26

85.85
85.54

86.06
85.80

86.18
86.47

85.83
86.13

02/2019 03/2019 04/2019 05/2019 06/2019 07/2019 08/2019 09/2019 10/2019

Percentage of reopening of complaints at Anatel (in %)*

  Vivo         Anatel Goal

7.50

01/2019

7.12
6.69

7.16
6.476.93

6.145.986.415.91

8.00

02/2019 03/2019 04/2019 05/2019 06/2019 07/2019 08/2019 09/2019 10/2019

  Resolution Index         Satisfaction index

4.27

01/2019

93.87

02/2019 03/2019 04/2019 05/2019 06/2019 07/2019 08/2019 09/2019 10/2019

Performance indicators at Consumidor.gov.br (in %)

11/2019 12/2019

4.22 4.15 4.22 4.24 4.25 4.19 4.17 4.13 4.07 4.17 4.10

93.56
92.01 93.13 92.93 93.27

91.87 92.05 92.01 91.68 92.59
91.45

INTERNATIONAL RECOGNITION

Our case CTBots (Bot Training Center) was recognized at the CX 
Innovation Awards 2019, a renowned international consumer 
experience award, in the “Innovation in Customer Experience 
Engagement” category. Promoted annually by the CXPA (Customer 
Experience Professionals Association), the award recognizes 
companies that have implemented successful innovation initiatives 
in customer experience, showing significant achievements and 
developments in the area.
CTBots is a specific area of our call center composed of 20 attendants 
who work to improve the quality of the service provided by Aura. 
In practice, this means human beings training robots. Every time a 
customer asks a question, Aura checks its knowledge base for the 
best answer to that question. The Training Center analyzes whether 
Aura correctly understands and clarifies customers’ doubts and, if 
not, generates the contents for correction and training of the bot, so 
that it gets it right the next time.

GRI 103-1 | 103-2 | 103-3

*The data was only reported until October, as the indicators were modified  
by Anatel in November.

*The data was only reported until October, as the indicators were modified  
by Anatel in November.

29 

Sustainability Report  
2019



We continue to invest in innovative methodologies and solutions that 
seek to make the customer experience even better. One of our great 
challenges is how to guarantee good service regardless of the channel. 
We are attentive to the advancement of technology and social networks 
and we also use these platforms for customer service. If someone marks 
@Vivo on Instagram, Facebook, Twitter, YouTube, Linkedin and Tik Tok, 
it is quickly answered by one of our employees.

Social networks

To reinforce our commitment to innovation, in 2019, we started 
selling Vivo Car, an unprecedented service in the country that 
turns ordinary cars into connected vehicles, with a 40 GB Wi-Fi 
hot-spot per month for car occupants and real-time information 
about the health of the vehicle, possible mechanical or electrical 
failures, planning revisions and safety alerts. At Vivo Car, the 
customer has features based on geolocation, making it possible to 
find the vehicle’s current position at any time.

Also thinking about the comfort and needs of our customers, 
another novelty launched in the year was Home Assist, a 
residential assistance service for electronic and microinformatics 
equipment. Technical support can be activated for installation, 
configuration and orientation with electronic devices in the 
residence, whether for TVs, home theater, cameras, computers, 
printers, wi-fi, among others. In addition, it also offers locksmith 
and electrician services to customers.

Another important focus in 2019 was the expansion of our 
portfolio of new video and entertainment services to reinforce our 
position as a hub of content and digital services, delivering even 
more value to consumers. We are partners with major brands, such 
as NBA, NFL, Amazon Prime Video, Tidal, Rappi, Netflix, FOX+, 
Discovery Kids On, FOX Sports and WatchESPN.

Attentive to the needs of our customers, we also launched Vivo 
Money, a service in which we offer personal loans from R$ 1,000 
to R$ 30,000, with interest rates starting at 2.97% a month, 
according to the customer’s credit profile analysis. In partnership 
with Banco Digio and Ibi Digital, the initiative was launched as a 
pilot project, which allows the hiring of personal loans in a 100% 
digital, fast and practical way.

Innovation and 
diversification  
of our products

TECHNICAL SCHEDULE BY WHATSAPP
In 2019, we started WhatsApp service.  
The customer is already able to interact  
with us for some features, such as Fibra’s 
technical scheduling. We will expand this 
service to our entire customer base in 2020, 
incorporating new features.

SUSTAINABLE 
INNOVATION

We have initiatives that ratify 
our permanent commitment to 
innovation.

• Innovation Hub: monthly 
meetings held at Vivo Digital 
Labs in which the areas present 
their innovation projects to 
other areas interested in the 
theme, in order to centralize 
the innovative and disruptive 
initiatives in the company.

• Sustainable Innovation 
Initiative: 260 projects 
registered throughout the 
Telefônica Group, 25 of which 
are in Brazil.

INDUSTRY, INNOVATION 
AND INFRASTRUCTURE

Through 
these 

initiatives,  
we contribute 
to the SDG:
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Wayra
Telefônica Group’s open innovation hub that seeks, invests and 

scales startups. The objective is to connect technological innovators 
(entrepreneurs or startups) with Telefônica, as well as investors and 
partners to jointly generate business and innovation opportunities.

Created in 2011, Wayra operates in 10 countries (Argentina, Brazil, 
Chile, Colombia, Germany, Mexico, Peru, Spain, United Kingdom and 
Venezuela), currently 500 startups are part of Telefônica’s global 
open innovation portfolio and more than 20% do business with the 
company. Among the most sought after areas in the country are 
artificial intelligence companies, IoT (Internet of Things), advanced 
data analytics, cybersecurity and fintechs.

Wayra closed 2019 with 36 startups in its portfolio. Since the start 
of operations in the country, in 2012, 74 companies have received a 
total of R$ 14 million in investment from Wayra.

Among the advances in 2019, we highlight LinkApi, a startup that 
offers a kit for development professionals to create APIs (Application 
Programming Interfaces) and integrations quickly and easily, 
bringing more speed to the digital transformation process.

Another company that joined Wayra’s portfolio this year was 
Pluginbot, a platform for managing physical and virtual robots in 
one place to facilitate the use of artificial intelligence by companies. 
The tool allows you to program the conversation logic, create a 
knowledge base and implement it in several applications such as 
e-concierge, access authentication, smart order and customer service 
at the point of sale.

Telefônica Open Future

In addition to investment, connections, mentoring and consulting 
for the founders, Wayra also partners to further foster the ecosystem 
and expand opportunities to find startups to do business with Vivo and 
Telefônica. The Agro IoT Lab, an application development program for 
the field with a focus on IoT was a great example. The initiative, carried 
out at Pulse in partnership with Wayra, Vivo, Ericsson and Raízen, 
brought to the Wayra portfolio the Iotag, a company specializing in 
connectivity solutions through IoT technology to connect people to 
agricultural machinery for more efficient management.

Another prominent partnership of 2019 was the BNDES Garagem 
program in a partnership with Wayra and Liga Ventures, to support 
Brazilian startups, which selected more than 70 startups, among 
the approximately 5,000 enrolled, to participate in the creation and 
acceleration modules. Throughout the project, more than 420 mentoring 
sessions were held with professionals from the market and from 
BNDES, more than 300 hours of workshops, more than 250 meetings to 
connect startups with partner corporations and investors, among other 
activities. Among the creative module companies, 63% pivoted their 
products, 54% opened CNPJ (Corporate Taxpayer Registration) and 43% 
started generating revenue.

Click here and access 
the Wayra website

To learn more

The Telefônica Group has a global program for open innovation and 
support for entrepreneurship called Telefônica Open Future. The goal is 
to connect technological disruptors with the company to generate joint 
business opportunities. The initiatives include:

INDUSTRY, INNOVATION 
AND INFRASTRUCTURE

Through 
these 

initiatives,  
we contribute 
to the SDG:
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Click here and visit the 
Telefônica Open Future website

To learn more

INDUSTRY, INNOVATION 
AND INFRASTRUCTURE

Through 
these 

initiatives,  
we contribute 
to the SDG:

Corporate venture vehicle of the company that invests and makes 
strategic partnerships in line with the global strategy. In addition 
to direct investment in startups (more than 90 startups, 10 in the 
current portfolio), TIV invests through a network of venture capital 
funds as a minority stake in key markets for Telefônica. There are 
nine venture capital funds focused mainly in Europe, the United 
States, Israel and Latin America.

Open Future
Partnerships between Telefônica and public/private institutions 

for the acceleration ecosystem, focused on local startups in 
the seed stage. There are 43 spaces in nine countries in Europe 
and Latin America. In Brazil, we have three spaces (crowds) for 
accelerating projects related to innovation and technology: Vale Da 
Eletrônica, in Santa Rita do Sapucaí, Minas Gerais; Rio, in Rio de 
Janeiro; and Londrina, in the city of the same name, in Paraná.

Vivo Discover
Internal project launched in 2019 by Vivo in Brazil. The 

program is responsible for spreading the culture of innovation, 
identifying strategic opportunities in the company’s areas, 
focusing on solutions developed by startups. Selected employees 
from different vice-presidencies became shapers, ambassadors for 
innovation, responsible for identifying internal pains and mapping 
opportunities to be solved by startups with the best solutions for 
Vivo, generating new business and improvements in the areas in an 
innovative and disruptive way. They also have the role of fostering 
a culture of innovation in their teams.

Through 
complementary 

approaches 
to action, we 
interact with 

the innovation 
ecosystem 

and develop 
technology 

in Brazil and 
worldwide

Telefónica Innovation  
Ventures (TIV)
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RESPOND

DETECT

PREVENT

Digital trust
Studies point out the dimension of impacts 

related to information security risks. According to 
consultancy and research firm Gartner, these risks 
include not only increasingly frequent breaches, but 
also more sophisticated threats and access through 
vulnerabilities in third-party systems, causing 
financial losses and impacting companies systemically 
(click here and learn more). Furthermore, according 
to the World Economic Forum’s (WEF) Global Risk 
Report 2019, cyber attacks are, on the global risk map, 
among the most likely and impactful, exceeding the 
average of all other risks assessed in the WEF survey 
(click here and learn more).

In this context, Telefônica has one of the pillars 
of its Responsible Business Plan, Digital Trust. The 
same diligence with which we treat our digital 
security is extended to the main service providers. 
We have an extensive list, which we developed based 
on the company’s security requirements and market 
frameworks (ISO27001 and ISO22301, NIST, PCI/DSS 
etc.) and protocols to be followed, especially related to 
secure systems and servers.

It is our commitment to protect all our customers’ 
data, to guarantee confidentiality, integrity and 
availability, in accordance with the Telefônica Group’s 
Global Security Policy, and privacy, in accordance 
with the Global Privacy Policy, whose guidelines cover 
operations in all countries in which it operates.

Anticipate threats before  
they occur, managing new risks, 
learning opponents’ techniques,  

tactics and procedures.

ANTICIPATE 

Through the transformation  
of Digital Security, support our 
business by ensuring regulatory 
compliance and privacy, aligning  

end-to-end digitization with  
security requirements.

Detect any security incident as  
early as possible, through  

integrated monitoring.

Be able to control and respond  
to security incidents and  

minimize impacts.

GRI 103-1 | 103-2 | 103-3

In case of any incident that violates or compromises the 
security of our information, we have a Security Incident 
Response area that acts promptly and has a specific email address 
for this type of service (csirt.br@telefonica.com).

To ensure the security and privacy of our customers, we have a 
robust Digital Security Structure, which directs our operations, 
in order to prevent leaks and cyber attacks. To mitigate these 
risks, inherent to our business, we operate based on four pillars: 
anticipate, prevent, detect and respond.
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General Data 
Protection Law

We are always attentive to legislative changes that 
directly impact the telecommunications sector. Sanctioned 
in 2018, the LGPD (General Data Protection Law) will enter 
into force in August 2020 and places Brazil on the list of 
more than 100 countries that have specific legislation to 
protect privacy and data use.

The LGPD determines rules for the use of collected data, 
providing more control and security to the holders over 
the processing of their personal data. Our already adopted 
good practices put us in the right direction towards fully 
meeting the established requirements.

COMMITMENT TO THE 
VALUE CHAIN

In 2019, we held the Information Security and Data 
Protection workshop, aimed at our main suppliers. 
The purpose of the meeting was to promote a moment 
of reflection on the global digital security landscape, 
its challenges and paths to competitive advantages.
We showed the 179 participants the main causes of 
data breaches, such as unsafe employee behavior, 
sophisticated threats and third party vulnerabilities. 
In addition, we detail the changes arising from the 
new General Data Protection Law, reinforcing that 
Telefônica’s commitment to ensure the protection of 
our customers’ data extends to the performance of 
our partners.
Subsequently, we made a self assessment available 
to participants based on our list of due diligence 
requirements, as an opportunity for comparative 
diagnosis with the segment and market.

GRI 103-1 | 103-2 | 103-3 35 

Sustainability Report  
2019



Committed  
to privacy

Our initiatives to minimize vulnerabilities 
are recognized externally. We were appointed 
by the study “Quem Defende seus Dados?” 
(Who Defends Your Data?) as the Brazilian 
operator that is most publicly committed to 
the privacy of its internet users’ data, whether 
in fixed broadband or mobile internet.

In the survey, carried out annually 
by InternetLab in partnership with the 
Electronic Frontier Foundation, we obtained 
the maximum score in the categories of 
information on data processing, data 
deliveries, publication of transparency reports 
on data requests. We also stand out for having 
the Privacy Center, a portal that explains to 
users, in a didactic and transparent way, how 
data is collected and stored.

Click here to learn about  
our Privacy Center

To learn more

Click here to learn more about 
the “Quem Defende seus Dados?” 
(Who Defends Your Data?) study

To learn more
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Dialog
In the last year, we launched a new version of 

the Dialogando (Dialoguing), Portal our global 
platform that aims to promote discussions on 
the conscious use of technology. Our guidelines 
are created within the pillars of sustainability, 
innovation, entertainment, education, behavior 
and security, always under a technological 
viewpoint and its impacts, stimulating dialogue 
and reflection by society.

The entire content of the portal is produced 
by a team of journalists, advertisers and 
researchers who seek the best sources for 
the production of material in the area of 
technology and related subjects. The platform 
also has the internal curatorship of our 
company’s employees and specialists.

In addition to a new layout, more modern, 
intuitive and easier to navigate, the Portal now 
has a new season of videos and podcasts, with 
selected presenters and experts. We ran seven 
programs and impacted more than 3,000 people 
on 216 players and 725 downloads, enabling 
connections that transform and improve the 
user experience. Dialogando is present in  
12 countries in which the Telefônica Group is 
present and registered more than 142 thousand 
accesses in 2019, worldwide.

Click here and visit the 
Dialogando Portal

To learn more
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Talent management
We know our responsibility to influence the process 

of transforming society and we understand that, to be 
genuine, this change must occur from the inside out. Over 
the past few years, we have worked very consistently to 
disseminate our company’s corporate culture, combining 
technology and innovation with a respectful, diverse and 
inclusive work environment.

Our operations are structured in line with the challenges 
of cultural transformation in society. Our positioning as an 
employer brand must reflect the way we see contemporary 
society issues and build strategies to attract and retain 
talent, taking into account what young people and new 
professional profiles aim for.

We implemented the “agile methodology”, which 
is a real transformation in the way of working, with 
multidisciplinary teams formed in squads and collaborative 
work. With more efficient and dynamic solutions, the 
methodology optimizes flows and improves project 
productivity. We registered more than 170 agile initiatives, 
with more than 1,000 employees involved and experiencing 
different work practices. We trained more than 6 thousand 
employees in agile practices and Design Thinking.

This new way of working reinforces our concept of digital 
transformation and invites people to try new possibilities. 
Our understanding is that the new profiles do not 
necessarily aspire to a rapid vertical rise. They want to move 
around the company, be challenged constantly, participate 
in new projects and short learning cycles. Our way of 
serving this audience is the squads, who are born with this 
nature and focused on solving specific objectives.

GRI 103-1 | 103-2 | 103-3 | 404-1

In 2019, we had, 
on average, 107.4 
hours of training 

per employee, 
compared to 

35.5 hours in the 
previous year. 

The increase is 
mainly due to the 

maximization of 
online platforms 

and actions

By gender

Male

Feminine

By functional level

Management positions

Intermediate leadership positions

Other positions

Consolidated

150.67

119.24

13.55

44.29

142.98

107.40

31.43

41.01

12.30

20.12

37.20

35.53

44.97

64.29

21.70

31.42

55.56

53.25

Average hours of training  
per effective employee 2019 2018 2017

GENDER
EQUALITY

Through 
these 

initiatives, we 
contribute to 

the SDG:
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Our Digital Labs was also designed with this format. The 
1,500 square meter space is located in the Vivo building, 
in the South Zone of São Paulo, and is occupied by 230 
employees from our digital transformation teams, who 
work using the design thinking approach to accelerate the 
development of digital channels.

We also operate on other fronts, always sensitive to the 
workers’ new demands. In our Mobility program, we expanded 
from one to two times a week the possibility for employees in 
administrative areas to work remotely, as a way of reducing 
the need for travel and thus increasing the quality of life for 
the teams, with 87% adherence.

We also have Vivo Coworkers, which eliminates fixed work 
positions and expands the exchange between areas, and the 
“Vem de Você” (It Comes from You) program, which provides 
a flexible dress code for each employee to dress in the 
way they feel most comfortable. These experiences reflect 
positively on the motivation and productivity of the teams. 
One result is a decrease in talent turnover.

VALUE OFFER

In addition to the implementation of a new recruitment and 
selection model, to attract and retain the best talents, we 
introduced the creation of the Employee Value Proposition 
(EVP). After a survey conducted with a group of employees, 
the proposal they recognize in relation to working at Vivo 
was identified. Thus, we defined the four pillars that guide 
our performance: Human Connections; Leading Company in 
Transformation; Challenges and Development; and Benefits.

High performance 
culture

Talent attraction

Efficiency in management 
processes

Improvement in employee 
satisfaction

4 strategic 
guidelines for 

our People 
Management:

1

2
3
4

GENDER
EQUALITY

Through 
these 

initiatives,  
we contribute 
to the SDG:
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Diversity
We have advanced in the understanding of the gains that this 

collaborative way of working brings, as well as in the importance of 
disseminating that the diversity that we want to have - of generations, 
of thinking, of positioning, among others - matures the environment, 
the dialogue and the company’s performance. Today, we know that there 
are different ways of achieving results and that the sum of talents is 
more important than an individual talent.

We believe that valuing diversity makes a difference for society and 
also generates more results for the company, as heterogeneous groups 
favor productivity and make the work environment even better. This is 
also the global commitment of the Telefônica Group, which, through the 
Global Diversity Council and our Global Diversity and Inclusion Policy, 
seeks to ensure gender equality and multiculturalism and the variety of 
profiles, ages, skills and experiences.

Our Vivo Diversidade (Vivo Diversity) Program took important steps 
throughout 2019. We work to ensure the participation of different 
audiences, expanding the representation of women, African-Americans 
and brown people, people with disabilities and LGBT+, at all  
hierarchical levels of the company.

 Men
 Women

58.35%

41.64%

Employees  
by age group

27.44%

6.36%

66.19%

 Up to 30 years old
 Between 30 and 50 years old
 Over 50 years old

Employees  
by gender

North
610

Midwest
2,084

Northeast
3,398

Southeast
17,395

South
9,306

*The data includes all 
employees because the breach 
between a determined and an 
undetermined contract is not 

significant.

Number of 
employees 

by region in 
2019*
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Management positions

Intermediate leadership positions

Other positions

Total

111

3,395

29,287

32,793

114

3,426

29,098

32,638

118

3,467

30,037

33,622

Number of employees  
by functional level 2019 2018 2017
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WEPS BRASIL AWARD

We won the Gold category in the 3rd edition of the WEPs Brazil Award 
- Empowering Women. An initiative by UN Women and the Global Pact, 
with support from the European Union and ILO (International Labor 
Organization), the award recognizes Brazilian companies with more efforts 
to promote equality in the work environment, in the value chain and in 
communities. The achievement reflects our commitment to the theme and 
the consolidation of our initiatives aimed at an inclusive culture.

In the wake of gender equity, we have moved 
forward with our Women in Technical Areas program. 
It expands women’s participation in the positions of 
maintenance, repair and installation of new services. 
Initially launched in São Paulo, the program was 
expanded to all regions of the country.

We were the first company in the 
telecommunications sector in Brazil to join the UN 
Women’s Empowerment Pact and the Movimento 
Mulher 360 (360 Woman Movement). Our commitment 
is to promote equal career opportunities for women, 
with quarterly monitored goals by the Global Diversity 
Council. To this end, we work to raise the awareness 
of leaders, recruitment and selection practices and 
training programs that provide women with real 
conditions and opportunities for development.

Since 2016, when we started working on the 
topic, the number of women in leadership positions 
increased from 15% to 22.5% and we work to ensure 
progressive advances at all hierarchical levels. In order 
to ensure that the topic is disseminated, the diversity 
goal started to directly influence the bonus pool of 
company executives, which has part of the result 
linked to the gender indicator.

In addition to encouraging equity in the operation, 
we have expanded female participation in our Board of 
Directors. We ended 2019 with three counselors, 25% 
of the total 12 members.

Another axis of inclusion was based on our 50+ 
program, which encourages the hiring of people over 
50 in our stores, promoting the exchange of knowledge 
between generations. We currently have 6% of 
employees in this age group.

We encourage diversity 
among our teams, because 

we believe that this plurality 
is fundamental to foster a 

creative and innovative work 
environment
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Developing people
Regarding the development of our professionals, over 

the last year we have redesigned our Internship and 
Trainee programs, inspired by the learn on the job method, 
with the proposal that participants learn by doing. The 
programs have periodic feedbacks that allow young people 
to develop personal and professional maturity. The Trainee 
Vivo Program also offers an MBA in Business Management 
at ESPM (Higher School of Advertising and Marketing), 
during working hours and subsidized by the organization, 
and an international module in Barcelona, Spain, for 
young people who stand out most during the 18 months 
of activities. In addition, trainees have the opportunity to 
work on strategic projects of the organization, participate 
in meetings with senior management and perform job 
rotations in interface areas.

Guided by the digital transformation, we improve 
the experience of the candidate who wants to join the 
company, we invest in digitalization and innovation 
tools in all stages of the selection process, from the 
recruitment phase to admission, to provide more agility 
and assertiveness, gaining time and resources.

For recruitment and selection, we started using the 
Gupy platform, which allows us to internalize the stages of 
this process, providing more efficiency and transparency, 
allowing the candidate to follow all the phases, with 
respective feedbacks. The stage in which we formalized 
the job offer also underwent an evolution, in partnership 
with OvermediaCast. Those approved receive a video with 
our proposal and information about the benefits by email 
or SMS. The admission process is done through the Acesso 
RH (HR Access) platform, in which the future employee 
fills in his personal information, takes photos of his 
documents and sends them directly from his smartphone 
for intelligent data validation.

EXTERNAL RECOGNITION

All the work developed in People Management arouses the interest of those  
looking for jobs. We came in at number 13th on LinkedIn Top Companies 2019,  
which lists the 25 most desired companies to work for.
The list takes into account factors such as talent interest in the company, engagement 
with employees, search for vacancies and employee retention. The analysis covers  
actions carried out on the network between January 2018 to January 2019 and  
includes only companies with more than 500 employees. We were the only telephone 
company to be present in the ranking.

During 2019,  
more than 350 

managers - 
including vice 

presidents, 
directors and 
managers - 

participated in 
the DNA in Action 
program, visiting 
stores, door to 
door, field, call 

center and court 
hearings. They had 
the opportunity to 
get to know and 

experience more of 
the service offered 
to our clients, as 

part of the process 
of improving  
our DNA Vivo 

program.

DNA  
IN ACTION
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Gupy and OvermediaCast are startups invested 
by Wayra, our open innovation hub. The hiring 
of solutions to integrate our digital recruitment 
and admission tools are in line with Wayra’s new 
positioning in being an essential asset for the 
strategy of our digital transformation, having as one 
of its objectives to find startups that can do business 
with us, in addition to other Telefônica Group brands 
around the world, and corporations in the market.

Transformation and change were also diagnosed 
in the culture study to understand our potential in 
view of our long-term strategy, through a survey, 
answered by more than 17 thousand employees, 
in addition to interviews with leaders and focus 
groups with employees. The Motivation Survey was 
also restructured, more focused on employee needs, 
company culture, market trends and aligned with our 
strategy. The survey’s main indicator was people’s 
satisfaction, the e-NPS (Employee Net Promoter 
Score). It is based on the same methodology we use to 
measure customer satisfaction (NPS). The motivation 
survey had 87% adherence and the e-NPS was 72.5.

MANAGEMENT AT THE PALM  
OF YOUR HAND

We also use technology in internal processes to improve 
team management. Our leaders now have the People 
Book, a tool that gives them access to all of their teams’ 
information in Power BI, such as turnover, diversity, 
payroll, overtime, vacation scheduling, etc., providing 
agility and efficiency in our leaders’ decision making.

Digital tools 
bring technology 
and artificial 
intelligence 
to people 
management 
processes

For 2020, we will have a major project, aligned with a 
global strategy by the company, called reskilling, which is 
the ability that our employees have to adapt their skills and 
competences to the new digital world. We started work in 2019 
by interviewing all vice presidents to understand what the 
new competencies are for the business’ future challenges, with 
clear opportunities and gaps. As we have people acculturated 
and identified with the company, we understand that it is 
quicker to train them in new tools and knowledge.
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Health and safety
We have a management committed  

to the health and well-being of our 
employees. To promote the quality of life 
of our professionals and compliance with 
the current labor legislation, in 2019 alone, 
we invested R$ 1.8 million in training and 
awareness actions. With a focus on field 
teams, we also promote the DSS (Weekly 
Safety Dialogue), which seeks to maintain  
a safety culture for the adoption of  
safe behaviors.

In 2019, we improved our severity and 
frequency indicators. The result reflects 
the increase in field inspections, a higher 
percentage of applied training, improvement 
in accident investigations and, consequently, 
precise preventive actions in the prevention 
and control of risks in each sector of the 
company. In 2019, we did not register  
any fatal accidents.

GRI 103-1 | 103-2 | 103-3 | 403-1 | 403-2

Accident  
frequency rate among 

employees*

2017

0.44

2018

0.53

2019

0.33

+20% -38%

COMMITMENT  
TO PARTNERS

We also monitor the Health and 
Safety performance of our service 
providers. More than checking 
compliance with legal obligations, 
we encourage our partners to 
adopt best practices as a way of 
respecting professionals.

In 2019, we 
constituted 58 
CIPAs (Internal 
Accident 
Prevention 
Commissions), 
which 
represented 
81% of 
employees

*The health and safety rates have different 
values than the global reporting values 
due to the difference in the criterion used to 
account for hours worked.

2017

14.78

2018

25.09

2019

11.52

+70%

-54%

Accident  
severity rate among 

employees*
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Sustainability  
in the supply 
chain

We are committed to promoting sustainable 
development throughout our value chain. For this  
to be possible, we know the importance of being close  
to our suppliers and supporting them in the search  
for the reduction of social and environmental risks  
and in the adoption of good management and 
sustainability practices.

Since 2016, we have had a Sustainability Policy for 
the Supply Chain, based on our Responsible Business 
Principles, but with a focus on the commitment assumed 
by us with the Responsible Supply Chain Management. 
The Policy directs the performance of all our partners 
and contains the Principles and Minimum Criteria for 
Responsible Business that our suppliers must follow.

All of our partners who participate in the purchasing 
process, by registering on the purchasing platform, 
accept the terms and conditions set out in the anti-
corruption clauses and the Responsible Business 
Principles, as well as provide the declarations contained 
in the Anti-Corruption Certificate and accept our 
Sustainability Policy in the Supply Chain. In addition, in 
the contracting processes, we have adopted contractual 
clauses for our partners to commit to acting in full 
compliance with current legislation, whether in labor, 
environmental, tax and human rights aspects.

GRI 102-9 | 103-1 | 103-2 | 103-3 | 204-1 | 308-1 |  414-1

Number of suppliers contracted in the year

Local suppliers (%)

Total expenses with suppliers (R$ billion)**

Expenses on local suppliers (%)***

1,247

96.85 

25.71

99.09

1,301

97.77

23.50

99.65

1,690

97.63

24.98

99.62 

Turnover with suppliers* 2019 2018 2017

* The information differs from the global report, as it only considers the company Telefônica Brasil S.A.
** Expenses on suppliers refers to the amounts awarded in all years budgeted in 2019.
*** Suppliers located in Brazil are considered local.

In 2019, we 
hired 1,247 

suppliers, 96.9% 
of them local. 

This investment 
exceeds  

R$ 25.7 billion 
and, with that, 

we contribute 
to foster the 

Brazilian 
economy
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Risk assessment
We also adopted a global model for purchasing management and risk 

assessment, which considers aspects such as efficient production, a culture 
of sustainability and sustainable products. Thus, in addition to positively 
influencing the supply chain, we also minimize the risks to which our 
operations are exposed.

In 2019, we conducted a review of our Supplier Risk Matrix. In this new 
vision, we list a number of important social risks, including those related to 
illegal work practices and occupational health and safety. Four categories 
were mapped with greater criticality. We have also defined an action plan to 
mitigate these risks. One of the measures to be adopted in 2020 will be the 
implementation of a Supply Chain Sustainability Program, which will include 
the integration of a set of controls, audits and verifications that contemplate 
aspects related to possible illegal work practices.

In line with Brazilian law, part of our network maintenance and customer 
service activities is outsourced. More than minimizing risks, we seek to 
disseminate our values and guarantee the complete adherence and engagement 
of service providers to our DNA Vivo program, which unifies the service to 
ensure a good experience for customers.

LOW CARBON AS A 
DIFFERENTIATION

In 2019, the Telefônica Group established the Low 
Carbon Purchase Instruction to consider the supplier’s 
energy costs when contracting. This represents a 
differentiation criterion in the bids for the most 
efficient suppliers in the consumption of this resource 
and, consequently, emit less CO2e.
For 2020, we expect to implement the Sustainable 
Supplier Development Program, which will include, 
among other aspects, social criteria for pre-approval  
of our partners.

Click here to see our Supply  
Sustainability Policy

To learn more

At the end of 2019, our Policy and Internal Regulations 
underwent a review process, led by the Telefônica Group with the 
participation of the other Sustainability areas in the operations 
of other countries, including Brazil. This work resulted in a 
new version of the documents, approved by the Telefônica 
Group’s Board of Directors at the end of January 2020. The new 
version is in line with the new Global Human Rights Policy and 
the Principles of Artificial Intelligence, as well as a focus on 
subcontractors’ responsibility and the responsibility of suppliers 
themselves in relation to the management of risks and  
socio-environmental impacts in their own chains.

Sales channels

1º

Network maintenance 
and equipment 

installation

2º

Property security, 
surveillance and 
transportation of 

valuables

3º

Works and 
constructions

4º

Critical supplier 
categories
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DECENT WORK AND 
ECONOMIC GROWTH

Through 
these 

initiatives,  
we contribute 
to the SDG:

Monitoring
In order to ensure full compliance with all requirements 

established for partners, one of our fronts is through chain 
monitoring, which involves internal mechanisms and 
partnerships with independent platforms.

To monitor the socio-environmental performance of our 
suppliers, we rely on the Ecovadis platform, a methodology 
present in more than 150 countries that assigns a score 
to each company registered in their systems, allowing the 
evolution of our supply chain monitoring. We encourage our 
partners to complete the form and go through the evaluation 
process. In 2019, there were 30 respondents, compared to 109 
the previous year.

Our main partners are also audited by the JAC (Joint 
Audit Committee), a coalition in which the Telefônica Group 
participates that involves the largest telecom companies in 
the world to assess the compliance of their shared supply 
chains. In 2019, 303 suppliers were audited, one in Brazil.

Minimum requirements contemplated in our 
Normative Safety Framework

• Global Security Policy;

• Global Safety Regulations;

• Global Security Regulations (Incident Management, 
Cybersecurity, Business Continuity, Infrastructure 
Security, Secure Development, Access Control, 
Change Management, Supply Chain, People 
Security, Physical Security, Network and 
Communications Security, Asset Management);

• Local Safety Procedures.

We adopt platforms 
recognized in 
Brazil and abroad 
to monitor the 
socioenvironmental 
performance of 
suppliers

GRI 103-1 | 103-2 | 103-3 | 308-2 | 414-2 49 

Sustainability Report  
2019



Internally, we rely on audits to assess suppliers’ 
adherence to key aspects. In the environmental area, 
partners are assessed on the impacts they can cause in 
aspects such as emissions, waste, storage of dangerous 
products and readiness to deal with environmental 
emergencies. In this way, we are able to prioritize 
suppliers in relation to their potential environmental 
impact and help them, if they are classified as critical, 
with evaluations and improvement plans. At the end of 
2019, 83 suppliers were defined as critical.

In the social field, the critical aspect is data 
management with reliability and privacy. Those who 
are related to this topic are engaged from the safety 
framework (learn more on page 35).

Allies management
The 107.7 thousand employees of our strategic partners 

must strictly follow our excellence standards. For this, 
we have the Allies Management area, responsible for 
monitoring and verifying legal compliance, safety standards 
and application of Responsible Business Principles by 
service providers.

The area also leads the conduct of on-site and/or 
document inspections, on a monthly basis, of all allied 
companies with which we have current contracts. We also 
have an Allies Committee, whose function is to present the 
status of the allies’ contractual compliance with regard to 
the items monitored by us.

Call center

Dealers

Others

Health professionals

Networks

Total

30,574

27,041

16,391

63

33,675 

107,744

37,741

27,075

17,514

115

39,566

122,011

46,042

24,732

17,208

124

37,411

125,517

Number of allies  
by type 2019 2018 2017
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Environment

07
• Climate change

• Societal awareness

• Circular economy  
 and material consumption

• Environmental management



Climate change
We are always looking for opportunities 

that make our operation more sustainable and 
reduce our impact on the environment as a 
way of contributing to a low carbon economy. 
To follow the goals outlined in the climate 
change objectives, for example, we have 
Renewable Energy Plans and Energy Efficiency 
Programs. We made a lot of progress on both 
axes throughout 2019.

We managed to convert 100% of our energy 
consumption to renewable sources, through 
a combination of purchasing renewable 
energy on the open market, implementing 
projects in distributed generation and 
purchasing certificates (I-RECs). As part 
of our plan for managing climate change 
risks, this diversified strategy is essential to 
regionalise sources of generation and ensure 
the reliability of energy supply. We have 
also made progress in the efficient use of the 
energy we need, implementing measures for 
automation, optimization and modernization 
of equipment and eliminating redundancy in 
the network.

GRI 103-1 | 103-2 | 103-3

CLIMATE
ACTION

Through 
these 

initiatives,  
we contribute 
to the SDG:

Our transparent 
practices related 

to greenhouse 
gas emissions 

position us 
as one of the 

companies that 
make up B3’s 

portfolio of ICO2 
(Carbon Efficient 

Index)
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With the acquisition of renewable energy, we reduced our 
emissions in absolute terms by more than 50% in 2019, exceeding 
the global goals of 2025. In addition to having a carbon neutral 
fleet, we now compensate 100% of the remaining direct emissions, 
including the gases from the Kyoto and Montreal Protocols, with 
the purchase of carbon credits.

Thus, we contributed to the REDD+ Jari project, which promotes 
sustainable management of forest resources in agroextractive 
communities on more than 900 thousand hectares in the states 
of Pará and Amapá. By promoting the well-being and training of 
communities, they become maintainers of the Amazon Forest, thus 
avoiding emissions from deforestation.

In addition to the REDD+ Jari project, we also contributed to the 
wind power generation project (VTRM Renewable Energy), which 
has positive social and environmental impacts in the Northeast 
region. The project focuses on the needs of local communities, 
through collective construction helping to transform realities and 
collaborate for a legacy in the territory. Faced with a diversified 
Brazilian matrix of electric energy, wind energy has stood out and 

CLIMATE
ACTION

Through 
these 

initiatives,  
we contribute 
to the SDG:

We are carbon 
neutral, we 
compensate 

100% of 
our direct 
emissions

CLIMATE RISKS

We monitor the risks related to climate change according to the mapping of the main risks 
related to our sustainability management. The main risks listed are: 

• The flooding of technical sites in 
environments with increased rainfall;

• The lack of supply in sites that need 
water for cooling;

• The greater need for refrigeration and 
increased energy consumption;

• Reducing the useful life of equipment 
and infrastructure;

• Greater fire risks;

• Problems in signal transmission due to 
increased rainfall;

• Electricity supply cuts;

• Increased health and safety risk for workers 
on technical sites;

• Inability to access remote sites due to 
increased rainfall and problems with access 
and roads.

the advancement of this market contributes to the fight against 
global warming. In 2018 alone, the source avoided the emission 
of 21 million tCO2e, according to the Brazilian Wind Energy 
Association (ABEEólica).

We also launched a scheduling system for the use of cars shared 
by different areas of the company, reducing the total number of 
vehicles in circulation and ensuring the optimization of the fleet. 
In addition, we carried out a pilot project with electric cars. With 
a range of 300 kilometers, the three vehicles initially circulated in 
Greater São Paulo, recharged in available electric stations through 
a partnership with a company in the electricity sector. The project 
is expected to be expanded to other regions as of 2020. With the 
implementation of the three vehicles alone, we no longer emit 12 
tons of CO2 per year. Towards that same goal, we started to test 
the use of electric bicycles to visit some groups of customers. The 
results can be measured throughout 2020.
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SUSI Project (air conditioning - enthalpy)

Air conditioning setpoint adjustment

2G disconnects - frequency 1,800 Mhz (via software)

2G disconnects - frequency 850 Mhz (via software)

2G disconnects - frequency 1,800 Mhz (physically on the sites)

2G disconnects - frequency 850 Mhz (physically on the sites)

Additional 2G disconnects

Power Saving Feactures

7,644

21,558

20,637

980

16,839

849

3,125

7,508

3,438

10,101

12,537

569

9,739

532

1,791

4,265

Gains from some of the energy 
efficiency initiatives in 2019

Economy  
in MWh

Economy in 
R$ thousand

R$ 74.5 million 
and 120.2 GWh  

of energy  
saved through 

energy  
efficiency  
projects in  

2019

For the management of our energy consumption, we highlight 
the Energy Efficiency Program, comprised by several initiatives 
and projects that include automation, optimization, exchange of 
equipment for more efficient models, disconnection of obsolete 
equipment and compaction of power plants.

In our infrastructure management, we have the SUSI (Unified 
Infrastructure Support System) Project, which allows us to monitor 
our equipment remotely, sending technical teams only in cases 
where their presence is necessary. The technology provides agility 
and the advantage of making early corrections. As a result, the 
platform reduces costs and brings important environmental gains 
by reducing travel. In addition, through the implementation of 
enthalpy, it also promotes energy savings, since it is possible to take 
advantage of the external air in indoor air conditioning.

We also have the Power Saving Feactures project, which achieves 
energy savings during periods with low data traffic. Consumption 
reduction is achieved with minimal impact on traffic by means of 
cells with automatic blocking in sectors with low measured traffic, 
as long as there is sufficient alternative capacity available to handle 
the necessary traffic. Another front of action is the disconnection 
of the 2G network, disabling coverage frequencies that are no longer 
needed, such as those of 1,800 Mhz and 850 Mhz.
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Energy generated by burning fuels*

Diesel

Gasoline

LPG

Ethanol

Total

Purchased electrical energy**

Total

Percentage from the Free Market (renewable)

Percentage compensated with I-REC certificates

Percentage of distributed generation

Percentage of electricity from renewable sources

Electricity expenses (R$ million)

60,493 

145,026

0

139,388 

344,907 

6,625,200 

25,4%

69,7%

1,8%

100%***

1,080,56 

64,432,00

165,309,00

2

147,409

377,152,00

6,505,730

27%

17%

0%

44%

762.7

Energy consumption (GJ) 2019 2018

64,547,00

195,702,00

0

151,029

411,278,00

6,406,131

26%

0%

0%

26%

819.8

2017

*It adopts the conversion factors of the National Energy Balance 2019 and covers the burning of fuels in the fleet and operations. Only ethanol is considered to be from a 
renewable source, since the percentages of biofuel were not considered.
**Telefônica does not buy other types of energy, nor does it sell energy.
***Of the total, 3% refer to i-RECs issued in March 2020, after the Spanish audit was closed (in February 2020).

Participation of renewable sources in 
our energy matrix

  Goal         Realized

26%

27%

44%

100%

45%

35%

201920182017

2017

401

2018

300

2019

252

Traffic energy 
consumption (GJ/Pb)

-25%

-16%
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Bolder global goals

During 2019, the Telefônica Group announced new global objectives 
in the 10th edition of the Energy and Climate Change Workshop, held 
in Seville, Spain. The goals are much more audacious and backed by 
science, certified by the SBTI (Science-based Target Institute) initiative, 
an initiative that assesses how much the company needs to reduce to be 
aligned with the objective of reducing global warming.

One of the changes was a 50% reduction in direct and indirect 
emissions in absolute terms by 2025 and 70% by 2030. In addition to the 
commitment to reduce emissions in our supply chain, we have another 
goal related to our customers so that, by 2025, they will stop issuing 
the equivalent to ten times our emissions (find out all the goals in the 
“New global goals” table). The idea is that our business will drive other 
sectors of the economy to decarbonize as our services, whether telephony 
or digital, prevent travel and the energy consumption of our customers, 
reducing their carbon footprint.

Fleet management

Workforce management

Telecommunications

Audio/Video Conference

Cloud and visualization services

Internet of Things (IoT)

Total

16.5

0.9

238.8

65.9

0.2

352.2

674.4

20.1

0.9

99.5

0.2

0.2

na

120.9

Customer emissions avoided by 
digitization (thousand tCO2e)* 2019 2018

21.3

1.0

96.8

0.2

0.2

na

119.5

2017

New global goals

Reduce energy 
consumption by 85%  

per unit of traffic  
(MWh/PB) by 2025, 
compared to 2015;

More energy 
efficiency

Use 85%  
of electricity from 

renewable sources in  
2025 and 100%  

in 2030;

More renewable 
energy

Reduce 50%  
of emissions by 2025 and 
70% by 2030, compared 

to 2015, and be able to be 
carbon neutral by 2050;

Less CO2 
emissions

Reduzir  
Reduce emissions in 
our chain by 30% per 

euro purchased by 2025, 
compared to 2016;

Reduce CO2 
emissions

Avoid 10 tons of CO2  
in customers for each  

ton emitted by  
Telefônica by 2025  

(Net Positive).

Multiply positive 
impacts

*In 2019, there was an expansion of calculation methodologies and categories, compared to 2018.
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Emissions inventory
As a way of assessing our impact and defining strategies 

to mitigate it, since 2010 we have monitored the emissions 
generated in our operation following the guidelines of the 
Brazilian GHG Protocol Program. Since 2012, our inventory 
has been qualified with the Gold Seal - the best classification 
applicable on the platform, which shows the external 
assurance of the data.

Following guidelines from the Telefônica Group, we now 
consider the Montreal Protocol’s gas emissions in our scope 1 
emissions. Thus, we reinforce our commitment to reducing our 
direct impact on the climate, with 100% compensation for all 
gases with global warming potential.

The result points to a reduction of more than 50% in 
our scope 1 and 2 emissions, mainly due to lower fuel 
consumption and the evolution of the share of renewable 
sources to 100% of our matrix. We continually seek to reduce 
scope 3. One of our allies in this process is digitalization, as 
our business contributes so that customers emit less in the 
management of fleets and people, whether through the use of 
videoconferences or cloud services, for example.

Click here and access our inventories in the 
Public Emissions Registry of the Brazilian  
GHG Protocol Program

To learn more

GRI 103-1 | 103-2 | 103-3 | 305-1 | 305-2 | 305-3 | 305-4

SCOPE 1
Direct GHG emissions 

from fuel burning  
and fugitive emissions  

in the operation

TOTAL:  
73,913 tCO2e

SCOPE 2
Indirect GHG emissions 

from electricity 
consumption in  
the operation

Location Based: 
138,102 tCO2e

SCOPE 3
Other indirect 
GHG emissions

TOTAL:  
297,403 tCO2e

Market Based*:  
4,137 tCO2e

*For alignment with the Telefônica Group, we left 3% of residual emissions, for which the 
I-RECs were released only after the Telefônica Group audit in January 2020. This portion of 
certificates was issued in March, guaranteeing 100% renewable energy.

-47%

-61%

2017

13.4

2018

7.1

2019

2.8

Scope 1 and 2 emissions  
per traffic (tCO2e/Pb)*

*Calculated as:  
[Scope 1 (including 
Montreal gases) + Scope 2 
(Market Based)] / Pb)
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Societal awareness
Last year, we opened our first sustainable store at the Vila Lobos shopping 

mall, in São Paulo (SP), with important results in terms of eco-efficiency. The 
unit follows LEED (Leadership in Energy and Environmental Design) concepts, 
a seal created by the American organization U.S. Green Building Council, 
and serves more than 80 points in the nine categories of international 
environmental certification to achieve the Platinum seal.

Sustainability is present in furniture with environmental certification, 
in the reduction of electricity consumption and in its use from renewable 
sources - with the purchase of credit -, in addition to the complete 
elimination of plastic cups.

The expected reduction in energy consumption is of the order of 28% when 
compared to a traditional store. This was possible thanks to the installation 
of automation systems for lighting control, calibrated to ensure economy and 
safety and energy recovery from air conditioning with reduced consumption 
of chilled water. In addition, all the lessons learned will be placed in the 
store manual to incorporate the most relevant aspects in other units.

SECTORAL CAMPAIGN

According to a survey by SindiTelebrasil (National Union of Telephone and 
Mobile Cellular and Personal Services Companies), 76 million fixed-line, 
cellular, broadband and cable TV customers still receive the printed invoice 
every month. On average, 152 million sheets are sent every month in Brazil.

For us, encouraging the adoption of the digital account is a long-standing 
commitment. In addition to saving the consumption of paper, energy and 
water for issuing and sending of the physical invoice, the Digital Account 
also means simplifying and improving the customer experience when 
receiving the bill. There are more than 25 million customers with accounts 
sent digitally. In the last year, we expanded this position by participating 
in the campaign “#FaturaDigital - seja consciente” (be aware), organized by 
SindiTelebrasil in partnership with the operators.

In all of our stores, we offer customers information on which devices  
have the least impact on the environment. Among the devices that we sold in 
2019, 68.3% had the Ecorating seal, which evaluates, with grades from 0 to 5, 
more than 100 socioenvironmental criteria in the production and destination 
of smartphones. The assessment is done by the NGO Forum for The Future, 
from the United Kingdom.

Also with a view to raising awareness, we release the results of our services’ 
carbon footprint, which are available for our customers to calculate their 
emissions by use. Thus, we have the opportunity to share the responsibility 
for caring for the environment with users.

RESPONSIBLE
CONSUMPTION
AND PRODUCTION

Through 
these 

initiatives,  
we contribute 
to the SDG:

We engage our 
customers for 
responsible 
consumption, 
from setting 
up stores to 
providing 
information 
so they can 
identify the 
carbon footprint 
of using our 
services
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Circular economy and 
material consumption

In the last cycle, we strengthened actions aimed at the reverse logistics  
of electronic waste. One of the highlights is the Recicle com Vivo (Recycle 
With Vivo) program - a pioneer in national coverage, existing since 2006 -, in 
which we offer customers and non-customers the collection and disposal 
of cell phones, chargers and batteries that are no longer used.

In 2019, we implemented a target for the stores in the context of the 
program and improved communication so that our units would better 
understand the destination procedure, so that they understood what 
was done with the equipment after being collected. The result was a 25% 
increase in collection compared to the previous year, with a total of more 
than 113 thousand items collected, equivalent to 6.6 tons. The revenue 
from this waste is donated to the Telefônica Foundation and used in one 
of the education projects.

Customers who want to exchange their device in good condition for 
newer models can opt for the Vivo Renova (Vivo Renewal) program, which 
offers discounts on new smartphones upon delivery of the used one. The 
devices in good condition are again marketed by a partner company, after 
being reconditioned. In this way, we offer a suitable destination for the 
equipment used and expand customer access to new technologies.

GRI 103-1 | 103-2 | 103-3 | 301-3

In the Fixed Business, we launched campaigns to expand the recovery 
and recycling of devices such as modems, decoders and other devices 
used to provide the customers’ internet. One of them was the Collection 
Project in Administrative Buildings, which received equipment in 
the offices of São Paulo, Curitiba, Porto Alegre, Rio de Janeiro, Belo 
Horizonte, Brasília, Salvador and Fortaleza. The collected materials 
were sent to the Repair Center, in São Paulo (SP), for reuse purposes or 
for recycling companies of that equipment without repair conditions, 
providing the correct destination of the materials. There was also a 
process in addition to the existing regular collection process, in which 
we started to offer the customer the possibility of taking the equipment 
to our stores and resellers after opening a call in a call center or via the 
web. Thus, we encourage more equipment to be reconditioned, returning 
to use, aiming at an increasingly circular economy.

Recicle com a Vivo (Recycle With Vivo)

Vivo Renova (Vivo Renewal)

Fixed telephony - recycling

Fixed telephony - recovery

Total

6.64

16.70

523.09

419.58

966.01

113,140

114,489

1,394,905 

1,016,878

2,639,412

Customer equipment 
intended for reverse logistics 2019 2018

Weight 
(tonnes)

Amount of 
items

5.0

11.9

438.03 

527.96

982.89

89,921* 

84,227

1,168,089 

1,408,229

2,750,466

Weight 
(tonnes)

Amount of 
items

Since the start 
of Recicle com 
a Vivo (Recycle 
with Vivo), we 
have collected 
approximately  

5 million 
electronic waste 

equipment

*There was a change in the premise for accounting, which now includes all items received at the polls. Therefore, there is a difference in the 
historically reported value.
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One of the focuses of our work in reverse logistics is 
by sending equipment and materials for recycling and 
reuse. In 2019, we had a 13.3% increase in recycling, 
mainly due to the higher volume of cables, metals and 
operational and office RAEE (Electrical and Electronic 
Appliances Waste). In reuse, despite the increase in  
the destination of cell phones from customers, we 
recorded a drop of 19.2%, due to the reduction in 
modems, routers and decoders, also called RAEE of our 
home-customer network.

In 2019, in reverse logistics, we recycled more than 
96% of cables and scrap metal, the main destination 
being for reuse in the metallurgical and food industries. 
As for modems and decoders, we refurbished more than  
1 million units, avoiding the purchase of new equipment. 

In the internal environment, we believe that 
small changes in habits can make a difference. With 
the implementation of the disposable consumption 
reduction program in the administrative areas, call 
centers and technical areas, we reduced the use of 
disposable cups for drinking water and coffee. This 
was possible thanks to internal awareness campaigns 
to engage our employees to replace disposables with 
cups, bottles or glasses for permanent consumption. 
We also built pantries on floors that didn’t have one. 
Additionally, we want to expand the scope of the project 
beyond plastic cups. For this, we are in contact with the 
restaurants that serve our buildings to eliminate the 
distribution of materials that generate waste residues.

Recycling

Paper and cardboard

Cables and metals

Batteries*

Fluorescent lamps*

RAEE (Electrical and Electronic Equipment Waste) of the operation

RAEE of customers

Customer mobile phones

Total

Reuse

RAEE of customers

Customer mobile phones

Total

Landfill

Cables and metals

Customer mobile phones

Total

80.9

6,478.2

1,238.4

0.5

1,279.1 

523.1

6.6

9,606.8

419.6

16.7

436.3

299.1

0.1

299.2

37.7

5,713.9

1,104.9

2.6

1,179.9

438.0

5.0

8,482.0

528.0

11.9

539.9

298.6

0.1

298.7

Waste destination by type  
and method (tons) 2019 2018

15.3

6,339.0

1,590.0

3.7

757.0

528.4

8.1

9,241.5

449.0

11.0

460.0

352.0

0.1

352.1

2017

*Only batteries and fluorescent lamps are hazardous waste. The other wastes allocated are classified as non-hazardous.

97% of the waste in our 
network is destined for 

recycling or reuse
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Environmental 
management

To guarantee our environmental management, 
we have guidelines and procedures that assist 
us in complying with the current environmental 
legislation. In our operations, we have an EMS 
(Environmental Management System) with 
the objective of improving risk control and 
avoid possible environmental liabilities, fines 
and damage to reputation. The SGA covers 
the processes of planning, implantation, 
maintenance, operation and deactivation of the 
mobile and fixed networks in 51 municipalities 
where we operate, selected according to the 
relevance and criticality for our performance.

Also based on the SGA, we carry out an 
Annual Audit Plan that verifies the effectiveness 
of operational controls, the management of 
aspects and impacts of our operation and the 
compliance with legal requirements.

In 2019, we had our ISO 14001: 2015 
recertification, which is required every three 
years. We also have some improvements, such 
as legal service KPIs in technical buildings 
located in the 51 municipalities where the SGA 
operates, in addition to monitoring more than 
80 suppliers that have a critical impact related 
to the environment.

GRI 102-11 | 103-1 | 103-2 | 103-3

Through 
the SGA, 

recertified in 
ISO 14001 last 
year, we plan 
and manage 

environmental 
aspects of 

our operation 
in fixed 

and mobile 
networks in 51 
municipalities
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Financial 
results

08
• Performance by segment

• DVA



Even in a scenario of low inflation and slow 
recovery of the Brazilian economic activity, 
we started growing again in 2019, mainly in 
revenues from data and mobile digital services 
and ultra-fast broadband (FTTH). These revenues 
already account for 52.5% of our turnover.

For the first time in our history, we had higher 
fixed broadband revenue than fixed voice, which 
signals an important change in the behavior of 
Brazilian consumers. While broadband revenue 
reached R$ 5.7 billion in 2019, voice revenue was 
R$ 5.3 billion in the period.

In 2019, the total mobile net revenue 
registered a significant 4.8% growth, mainly 
influenced by the 6.0% growth in data and 
digital services revenue - which represents 74% 
of all mobile net revenue -, due to customers 
migrating to higher value postpaid plans and 
higher handset revenue, which grew 40.7% 
during the year, in line with the strategy of 
gaining representation in this market, with the 
sale of handsets and accessories, attracting high-
value consumers to physical and virtual stores.

Financial results

In the mobile 
segment, revenue 

from data and 
digital services 

increased its 
representativeness 

even further and 
we recorded a 

solid migration 
of customers to 
postpaid plans
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Performance by segment
Broadband revenue grew 9.8% in the year, driven by the FTTH revenue, which 

already represents 36% of all segment revenue and grew 45.8% when compared 
to the same period of the previous year. The evolution reflects our strategy to 
increase the base and the migration of customers to higher speeds, expanding 
fiber accesses, which grew by 30.8% in the year, with 2.5 million accesses. The 
strategy directly impacts the broadband ARPU (Average Revenue Per User), 
which grew 13.2% over the previous year, in addition to the accelerated process 
of expanding the Fiber network to 43 new cities.

Cable TV revenue dropped by 5.3% during the year and had a 15.8% decrease 
in accesses - caused by the company’s strategy to cease DTH commercialization. 
On the other hand, in IPTV (fiber TV), for which revenue expanded 32.1% 
compared to 2018, the evolution of accesses was positive, growing 23.4% in the 
year, reflected in the TV ARPU, with a 4.3% increase in the period.

In the B2B segment, we did a consistent work that allowed us to grow again. 
Revenue from Corporate Data and IT increased by 9.9% in the period, benefiting 
from the strong performance of revenues from new services, such as data, cloud 
computing, other IT services and equipment sales, boosting the B2B segment 
as one of the main partners in the digital transformation process of companies. 
It is worth mentioning that, in this context, we have become one of the main 
Microsoft resellers in Brazil.

In 2019, the company recorded net book income of R$ 5.0 billion,  
a reduction of 44.0% in relation to 2018, mainly due to the positive effect in 
2018, related to decisions rendered final by the STJ (Superior Court of Justice) 
recognizing the right to exclude the ICMS from the basis for calculating 
contributions to PIS and COFINS.

Our company has strong and sustainable cash generation and a solid capital 
structure. In addition, during the year, we presented a unique combination of 
growth in revenue, EBITDA and cash flow, while we continued to invest at  
high levels. All of this is done while maintaining a solid return to our 
shareholders. In 2019, we decided on credit interest on equity and dividends in 
the gross amount of R$ 7 billion, reaffirming, once again, our commitment to 
maximizing shareholder return.

paid to 
shareholders 
as interest on 

equity and 
dividends in 

2019

R$ 7  
billion

DVA
It totaled R$ 28.5 billion in added value in 2019, compared to  

R$ 36.7 billion in the previous year, a drop of 22.3%. Of the total, 
55.8% went to the payment of taxes, fees and contributions.

DVA (R$ million)

 Personnel
 Taxes, fees  

 and contributions
 Third party capital  

 remuneration
 Equity  

 remuneration

4,240.0
14.9%

15,920.6
55.8%

3,350.3
11.8%

5,001.0
17.5%

Total
28,511.9
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About the report
Our Sustainability Report is an important tool for  

accountability to society and making relevant information available 
to all our stakeholders related to our strategy, management of 
operations and economic, social and environmental impacts. 
Prepared annually since 2004, this document meets the GRI 
Standards, the global standard most adopted in this type of 
publication by companies, and follows the Integrated Reporting 
framework, focusing on our ability to generate value in six  
types of capital (financial, manufactured, natural, human, 
intellectual and social and relationship).

As signatories to the UN (United Nations) Global Pact, we also 
present this Report as a progress report in promoting the 10 
Principles and highlight throughout the content our performance in 
line with the 17 SDGs (Sustainable Development Goals), proposed by 
the organization with the objective of engaging governments and 
companies to build an agenda for sustainable development.

GRI 102-50 | 102-52 | 102-53 | 102-56 

DATASHEET
Reported period: January 1st to  
December 31st, 2019

Reliability: information audited, as in 
previous years (in this cycle, by PwC)

Channel for questions,  
comments and suggestions: 

sustentabilidade.br@telefonica.com  
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Materiality
The content of the Sustainability Report is 

structured based on our Materiality Matrix, which 
brings together the main sustainability themes 
that affect our strategy and the decision making 
of our stakeholders. For the definition of material 
topics, we conducted a consultation process with 
our stakeholders in 2018, also considering the 
Responsible Business Plan and the Stakeholders 
Panel, promoted worldwide by the Telefônica 
Group. Service providers, customers, business 
partners, executives, market peers, investors and 
shareholders, government, financial institutions, 
employees, the press and the media were considered 
for the analysis and engagements that year.

As a result, seven themes were identified as 
priorities: Environment, Customer Promise, Ethics, 
Talent Management, Digital Trust, Sustainability 
in the Supply Chain and Contribution to Progress. 
For 2020, we expect to carry out a new process to 
review and update our matrix.

GRI 102-40 | 102-42 | 102-43 | 102-44 | 102-46 | 102-47 | 102-49 | 103-1

Our material themes

Click on each theme  
to read the full description of 
the aspects covered in each of 
them and the respective limits 

of the material themes.

Click here to learn more about the 
materiality matrix preparation 
process and the adherence of this 
study to the GRI principles in 
Telefônica Brasil’s 2018 Sustainability 
Report (pages 8 to 10)

To learn more
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102-3 | Location of headquarters 
Our headquarters are located in the city of São Paulo.

102-8 | Information on employees and other workers

Complement to GRI disclosures

102-10 | Significant changes to the 
organization and its supply chain 
There were no significant changes in the year.

102-41 | Collective bargaining agreements 
In the last year, 99.9% of employees were covered  
by collective agreements or conventions, totaling  
32,790 people.

102-45 | Entities included in the  
consolidated financial statements 
The complete list of entities included in the  
Financial Statements can be found on page 67, Item 2, 
d, in the document: http://ri.telefonica.com.br/en/
documentos/2006-DFP-2019-EN.pdf. The governance, 
environmental and social information reported  
in this Report represents 98.3% of the scope  
of the financial statements.

102-48 | Restatements of information 
Possible restatements of data, which differ from  
those reported in previous years, are indicated in the 
respective occurrences.

102-51 | Date of most recent report
The last report published before this was  
released on 04/30/2019.

102-54 | Claims of reporting in accordance 
with the GRI Standards 
This report has been prepared in accordance with  
the GRI Standards: Core option.

By employment contract*

Effective employees

Interns

Apprentices

Per workday

Integral

Partial

19,137

7

95

16,632

2,505

13,656

5

154

8,738

4,918

Number of workers  
by gender 2019 2018

Male Female

19,055

16

142

16,365

2,690

13,583

11

237

8,491

5,092

Male Female

*All effective employees have an employment contract for an indefinite period. Trainees and apprentices correspond to employees  
with a fixed-term employment contract (temporary).

102-13 | Membership of associations
We actively participate in meetings and debates at the following entities: Aberje (Brazilian Business 
Communication Association); Abta (Brazilian Pay TV Association); Amcham (Brazil-United States American 
Chamber of Commerce); Asiet (Inter-American Telecommunications Companies Association); Brasscom 
(Brazilian Association of Information and Communication Technology Companies); CEBEDS (Brazilian 
Business Council for Sustainable Development); Ibrac (Brazilian Institute for Studies on Competition, 
Consumption and International Trade); SindiTelebrasil (National Union of Telephone Companies and Mobile 
and Personal Service); Telcomp (Brazilian Association of Competitive Telecommunications Service Providers); 
Telebrasil (Brazilian Telecommunications Association).
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102-56 | External assurance
The assurance of the Sustainability Report is 
coordinated globally by the Telefônica Group and 
the budget for this process is approved within 
the scope of the company’s Audit Committee, 
involving members of the governance structure.

205-1 | Operations assessed for risks 
related to corruption 
The Compliance area is responsible for monitoring 
the basic compliance risk and the specific integrity 
risk, which includes the topic of corruption and 
which, when identified, is reported to the Audit 
area for inclusion in the company’s risk map, 
which is confidential document and therefore 
will not be disclosed in this Report. As it is a 
qualitative assessment, a tool for this purpose has 
not been implemented.

205-2 | Communication and training 
about anti-corruption policies and 
procedures 
Telefônica’s training in ethics and integrity,  
which covers, among others, the topic of 
corruption, has a diversified approach. All 
employees, when hired, undergo online 
training. In addition, leaders are trained 
and qualify their teams periodically through 
#VivoDeAcordoMultiplique. In addition, periodic 
regional meetings involve teams in each location. 
This diversification in the approach aims to train 
100% of employees on ethics and integrity.

302-4 | Reduction of energy 
consumption 
In 2019, the SUSI Project led to savings of 27,517 
GJ. Power Saving Feactures saved 27,029 GJ.

By gender

Male

Female

By age group

Up to 30 years old

Between 30 and 50 years old

Over 50 years old

By region

North

Midwest

Northeast

Southeast

South

3,423

3,088

3,209

3,124

178

159

382

527

3,217

2,226

17.9

22.6

35.7

14.4

8.5

26.1

18.3

15.5

18.5

23.9

Turnover in 2019* Number  
of hires

3,404

3,045

2,576

3,632

241

147

634

480

2,472

2,716

17.8

22.5

32.1

15.6

10.0

25.1

20.7

17.1

16.4

26.6

*The figures refer to Telefônica Brasil companies: Telefônica Brasil S.A. and Terra Networks Brasil S.A.
**Calculated as the number of headcount hires at the end of the period.
***Calculated as (total hires + total terminations)/2 over headcount at the end of the period.

Hiring  
fee**

Number of 
disconnections

Turnover 
rate***

401-1 | New employee hires and employee turnover 
To report the GRI 401-1 disclosure item, only permanent employees were considered, under the CLT regime.  
Thus, trainees, apprentices, third parties and advisers are not considered.

303-1 | Water withdrawal by source 

External supply (invoices)

Water trucks

Underground abstraction (well)

Total

1,174.0

2.5

16.2

1,192.7

Water consumption in 
2019 (thousand m3)
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By gender

Male

Female

By region

North and Midwest

Northeast

Southeast

São Paulo

South

Consolidated

0.48

0.12

0.62

0.46

0.31

0.19

0.40

0.33

Accident  
frequency rate* 2019

*Number of typical occupational accidents over the total hours 
worked times 200,000. Hours worked take into account the  
actual total workload.

403-2 | Types of injury and rates of injury, occupational diseases, lost days, and absenteeism, 
and number of work-related fatalities
To report the GRI 403-2 disclosure item, all employees of Telefônica Brasil, Telefônica Terra Networks Brasil and 
Fundação Telefônica were considered. Health and safety rates have different values than the global reporting values due 
to the difference in the criterion used to account for hours worked.

By gender

Male

Female

By region

North and Midwest

Northeast

Southeast

São Paulo

South

Consolidated

18.64

1.67

13.42

8.46

11.41

10.34

13.64

11.52

Accident  
severity rate* 2019

*Total days lost due to accidents divided by the total  
hours worked times 200,000.

By gender

Male

Female

By region

North and Midwest

Northeast

Southeast

São Paulo

South

Consolidated

0.04

0.06

0.06

0.08

0.04

0.03

0.06

0.05

Absenteeism  
rate* 2019

*Number of days lost due to any illness or accident, with more 
than one day of certification, excluding maternity leave, divided 
by the total number of days worked.

405-2 | Ratio of basic salary and remuneration of women to men

Management positions

Intermediate leadership positions

Other positions

86%

101%

82%

85%

104%

83%

Proportion of amounts paid to 
women in relation to men in  
2019 by functional level

Average 
salary Remuneration*

*The remuneration includes salary, PPR/bonus and variable remuneration.
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By gender

Male

Female

By age group

Between 30 and 50 years old

Over 50 years old

80%

20%

13%

87%

Diversity in governance bodies (Boards of 
Directors and Fiscal Council) in 2019

405-1 | Diversity of governance bodies and employees 

Management positions

Intermediate leadership positions

Other positions

77%

70%

57%

23%

30%

43%

Composition of functional levels  
by gender in 2019 Male Female

Management positions

Intermediate leadership positions

Other positions

0%

5%

30%

77%

86%

64%

Composition of functional levels  
by age group in 2019

Up to 30 
years old

23%

9%

6%

Between 
30 and 50 
years old

Over 50 
years old

418-1 | Substantiated complaints concerning 
breaches of customer privacy and losses  
of customer data
In 2019, Telefônica Brasil had 13 lawsuits with a proven complaint, 
that is, without success for the Company,  
related to the disclosure of data and availability of invoices  
to third parties.

409-1 | Operations and suppliers at significant risk 
for incidents of forced or compulsory labor
In 2019, no case of slave-like work involving the company, allies 
or suppliers was registered. Telefônica, however, is appealing in a 
lawsuit filed by the Public Ministry of Labor related to a case that 
occurred in 2014, since there is no direct relationship between 
Telefônica and the company accused of the practice.
Telefônica does not agree with any illegal work practices 
and constantly acts to promote the best management and 
sustainability practices in the supply chain.
The company maintains a solid process of due diligence  
and monitoring when choosing and maintaining a relationship 
with suppliers and promotes sustainability and social 
responsibility, seeking commitment to its Supply Chain 
Sustainability Policy and its Responsible Business Principles - code 
of conduct, which occurs at the time of hiring.
Telefônica also acts in a preventive manner in the face of socio-
environmental legal risks associated with the activities of 
suppliers. In addition, it understands its commitment to positively 
influence its partners and holds the Suppliers Workshop annually, 
as well as it offers training and qualification so that they can 
develop. Its Environmental Management System (SGA), certified  
according to the NBR ISO 14.001/2015 standard, also monitors 
suppliers that operate in network infrastructure management.
On-the-spot audits are carried out In all areas to verify contractual 
compliance regarding conformity with labor, social security and 
occupational safety legislation by these suppliers, in which the 
main impacts verified are: health and safety, environment, ethics, 
slave-like and child labor and human resources.

417-3 | Incidents of non-compliance
We did not receive any fines, penalties  
or warnings from CONAR (National  
Self-Regulation Advertising Council) in 2019. 
We only had one representation, which  
was filed by unanimous decision.
In the past year, we have been involved in 
170 consumer lawsuits involving discussions 
about marketing communications and 
advertising (misleading advertising).  
Of these, 48 are already closed. The total 
amount involved in the lawsuits still in 
progress is R$ 1.3 million. Regarding Special 
Litigation, in the same period, we had 9 
demands involving the topic of misleading 
advertising. Of these, two are already closed.
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GRI content index

GRI 102-55

GRI 102 | General 

disclosures 2016

8

8

10

68

15

8,10

7

41 and 68

47 and 50

68

61

19

68

3,4 and 5

9 and 16

17

15

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

GRI Standard Page

-

-

-

-

-

-

-

6

-

-

-

-

-

-

10

10

-

Omissions Global 
CompactDisclosure

Organizational profile   

102-1 | Name of the organization 

102-2 | Activities, brands, products, and services 

102-3 | Location of headquarters 

102-4 | Location of operations 

102-5 | Ownership and legal form 

102-6 | Markets served 

102-7 | Scale of the organization 

102-8 | Information on employees and other workers 

102-9 | Supply chain

102-10 | Significant changes to the organization and its supply chain 

102-11 | Precautionary Principle or approach

102-12 | External initiatives 

102-13 | Membership of associations

Strategy   

102-14 | Statement from senior decision-maker 

Ethics and integrity   

102-16 | Values, principles, standards, and norms of behavior 

102-17 | Mechanisms for advice and concerns about ethics

Governance   

102-18 | Governance structure

GRI 101 | Foundation 2016

General disclosures    
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GRI 102 | General 

disclosures 2016

GRI 103 | Management 

approach 2016

GRI 205 | Anti-

corruption 2016

67

68

67

67

67

68

67

67

68

67

66

68

66

66

68

72, 73, 74, 75 and 76

66, 69, 77 and 78  

 

16 and 17

16 and 17

16 and 17

69

16 and 17

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

- 

 

-

-

-

-

-

GRI Standard Page

-

3

-

-

-

-

-

-

-

-

-

-

-

-

-

-

- 

 

-

-

-

10

10

Omissions Global 
CompactDisclosure

Stakeholder engagement   

102-40 | List of stakeholder groups 

102-41 | Collective bargaining agreements 

102-42 | Identifying and selecting stakeholders 

102-43 | Approach to stakeholder engagement

102-44 | Key topics and concerns raised

Reporting practice   

102-45 | Entities included in the consolidated financial statements 

102-46 | Defining report content and topic Boundaries 

102-47 | List of material topics 

102-48 | Restatements of information 

102-49 | Changes in reporting 

102-50 | Reporting period 

102-51 | Date of most recent report

102-52 | Reporting cycle 

102-53 | Contact point for questions regarding the report 

102-54 | Claims of reporting in accordance with the GRI Standards 

102-55 | GRI content index 

102-56 | External assurance 

 

103-1 | Explanation of the material topic and its Boundary 

103-2 | The management approach and its components 

103-3 | Evaluation of the management approach

205-1 | Operations assessed for risks related to corruption 

205-2 | Communication and training about anti-corruption policies and procedures

Material topic | Ethics    
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GRI 103 | Management 

approach 20161 

GRI 201 | Economic 

performance 2016

GRI 203 | Indirect 

economic impacts 2016 

 

 

GRI 103 | Management 

approach 2016 

GRI 417 | Marketing and 

labeling 2016 

 

GRI 103 | Management 

approach 2016 

GRI 418 | Customer 

privacy 2016

 

22, 23 and 24

22, 23 and 24

22, 23 and 24

64 

23

22 

 

 

26, 27, 28, 29, 30, 31 and 32

26, 27, 28, 29, 30, 31 and 32

26, 27, 28, 29, 30, 31 and 32

71 

 

 

34, 35, 36 and 37

34, 35, 36 and 37

34, 35, 36 and 37

71

 

-

-

-

- 

-

- 

 

 

-

-

-

- 

 

 

-

-

-

GRI Standard Page

 

-

-

-

- 

-

- 

 

 

-

-

-

- 

 

 

-

-

-

-

Omissions Global 
CompactDisclosure

103-1 | Explanation of the material topic and its Boundary 

103-2 | The management approach and its components 

103-3 | Evaluation of the management approach

201-1 | Direct economic value generated and distributed  

203-1 | Infrastructure investments and services supported 

203-2 | Significant indirect economic impacts 

 

 

103-1 | Explanation of the material topic and its Boundary 

103-2 | The management approach and its components 

103-3 | Evaluation of the management approach

417-3 | Incidents of non-compliance 

 

 

103-1 | Explanation of the material topic and its Boundary 

103-2 | The management approach and its components 

103-3 | Evaluation of the management approach

418-1 | Substantiated complaints concerning breaches of customer privacy and losses of customer data

Material topic | Contribution to progress    

Material topic | Customer promise    

Material topic | Digital trust    

GRI 102-55

Other cases related 
to customer 
privacy are not 
included in this 
Sustainability 
Report due to 
confidentiality 
issues.

1 The management approach refers to all GRI topics in the material topic “Contribution to progress.”
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GRI 103 | Management 

approach 20162 

GRI 401 | Employment 2016

GRI 403 | Occupational 

health and safety  

2016

GRI 404 | Training and 

education 2016

GRI 405 | Diversity  

and equal opportunity 

2016 

 

GRI 103 | Management 

approach 20163 

GRI 204 | Procurement 

practices 2016

GRI 308 | Supplier 

environmental 

assessment 2016

GRI 409 | Forced  

or compulsory labor 2016

GRI 414 | Supplier social 

assessment 2016

 

39, 40, 41, 42, 43, 44 and 45

39, 40, 41, 42, 43, 44 and 45

39, 40, 41, 42, 43, 44 and 45

69

45

45 and 70 

39 

41 and 42

70 

 

 

47, 48, 49 and 50

47, 48, 49 and 50

47, 48, 49 and 50

47 

47 and 48

49 and 50 

71 

47 and 48

49 and 50

 

-

-

-

-

-

- 

- 

-

- 

 

 

-

-

-

-

-

- 

- 

-

-

GRI Standard Page

 

-

-

-

6

-

- 

6 

6

6 

 

 

-

-

-

-

8

8 

4 

2

2

Omissions Global 
CompactDisclosure

103-1 | Explanation of the material topic and its Boundary 

103-2 | The management approach and its components 

103-3 | Evaluation of the management approach

401-1 | New employee hires and employee turnover 

403-1 | Workers representation in formal joint management–worker health and safety committees

403-2 | Types of injury and rates of injury, occupational diseases, lost days, and absenteeism, and number of 

work-related fatalities

404-1 | Average hours of training per year per employee  

405-1 | Diversity of governance bodies and employees 

405-2 | Ratio of basic salary and remuneration of women to men 

 

 

103-1 | Explanation of the material topic and its Boundary 

103-2 | The management approach and its components 

103-3 | Evaluation of the management approach

204-1 | Proportion of spending on local suppliers 

308-1 | New suppliers that were screened using environmental criteria 

308-2 | Negative environmental impacts in the supply chain and actions taken 

409-1 | Operations and suppliers at significant risk for incidents of forced or compulsory labor 

414-1 | New suppliers that were screened using social criteria

414-2 | Negative social impacts in the supply chain and actions take

Material topic | Talent management    

Material topic | Sustainability in the supplychain    

GRI 102-55

2 The management approach refers to all GRI topics in the material topic “Talent management.”
3 The management approach refers to all GRI topics in the material topic “Sustainability in the supply chain.”
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GRI 103 | Management 

approach 20164 

GRI 301 | Materials 2016

GRI 302 | Energy 2016 

 

GRI 305 | Emissions 2016 

 

 

GRI 306 | Effluents and 

waste 2016

 

52, 53, 54, 55, 56, 57, 58, 59, 60 and 61

52, 53, 54, 55, 56, 57, 58, 59, 60 and 61

52, 53, 54, 55, 56, 57, 58, 59, 60 and 61

59

55

55

54 and 69

57

57

57

57

60

 

-

-

-

-

-

-

-

-

-

-

-

-

GRI Standard Page

 

-

-

-

8

7 and 8

8

8 and 9

7 and 8

7 and 8

7 and 8

8

8

Omissions Global 
CompactDisclosure

103-1 | Explanation of the material topic and its Boundary 

103-2 | The management approach and its components 

103-3 | Evaluation of the management approach

301-3 | Reclaimed products and their packaging materials

302-1 | Energy consumption within the organization 

302-3 | Energy intensity 

302-4 | Reduction of energy consumption 

305-1 | Direct (Scope 1) GHG emissions 

305-2 | Energy indirect (Scope 2) GHG emissions 

305-3 | Other indirect (Scope 3) GHG emissions 

305-4 | GHG emissions intensity 

306-2 | Waste by type and disposal method 

Material topic | Environment    

GRI 102-55

4 The management approach refers to all GRI topics in the material topic “Environment.”
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Relatório de asseguração limitada dos auditores 
independentes sobre as informações de sustentabilidade 
contidas no Relatório de Sustentabilidade 2019 

GRI 102-56

Introdução 
Fomos contratados pela Telefônica Brasil S.A.  

(“Telefônica” ou “Companhia”) para apresentar nosso 
relatório de asseguração limitada sobre a compilação das 
informações de sustentabilidade contidas no Relatório de 
Sustentabilidade 2019 da Telefônica, relativas ao exercício 
findo em 31 de dezembro de 2019.

Responsabilidades 
da administração da 
Companhia 

A administração da Companhia é responsável pela 
elaboração e adequada apresentação das informações de 
sustentabilidade contidas no Relatório de Sustentabilidade 
2019, de acordo com os critérios da Global Reporting 
Initiative (GRI-STANDARDS) e pelos controles internos 
que ela determinou como necessários para permitir a 
elaboração dessas informações livres de distorção relevante, 
independentemente se causada por fraude ou erro. 

Responsabilidade dos 
auditores independentes 

Nossa responsabilidade é expressar conclusão sobre as 
informações de sustentabilidade contidas no Relatório 
de Sustentabilidade 2019, com base no trabalho de 
asseguração limitada conduzido de acordo com o 
Comunicado Técnico CTO 01 – “Emissão de Relatório 
de Asseguração Relacionado com Sustentabilidade e 
Responsabilidade Social”, emitido pelo Conselho Federal 
de Contabilidade – CFC, com base na NBC TO 3000 – 
Trabalhos de Asseguração Diferente de Auditoria e 
Revisão, também emitida pelo CFC, que é equivalente à 
norma internacional ISAE 3000 - Assurance engagements 
other than audits or reviews of historical financial 
information, emitida pelo IAASB - International Auditing 
and Assurance Standards Board. Essas normas requerem 
o cumprimento de exigências éticas, de independência e 
demais responsabilidades dessas normas, inclusive, quanto 
a aplicação da Norma Brasileira de Controle de Qualidade 
(NBC PA 01) e, portanto, a manutenção de sistema de 
controle de qualidade abrangente, incluindo políticas 
documentadas e procedimentos sobre o cumprimento de 
requerimentos éticos, normas profissionais e requerimentos 
jurídicos e regulatórios aplicáveis.

Adicionalmente, as referidas normas requerem que 
o trabalho seja planejado e executado com o objetivo 
de obter segurança limitada de que as informações de 
sustentabilidade contidas no Relatório de Sustentabilidade 
2019, tomadas em conjunto, estão livres de distorções 
relevantes. 

Um trabalho de asseguração limitada conduzido de acordo 
com a NBC TO 3000 e a ISAE 3000 consiste, principalmente, 
em indagações à administração e a outros profissionais 
da Companhia que estão envolvidos na elaboração das 
informações, assim como na aplicação de procedimentos 
analíticos para obter evidência que possibilite concluir na 
forma de asseguração limitada sobre as informações tomadas 
em conjunto. Um trabalho de asseguração limitada requer, 
também, a execução de procedimentos adicionais, quando o 
auditor independente toma conhecimento de assuntos que o 
leve a acreditar que as informações, tomadas em conjunto, 
podem apresentar distorções relevantes. 

Os procedimentos selecionados basearam-se na nossa 
compreensão dos aspectos relativos à compilação e 
apresentação das informações de sustentabilidade 
contidas no Relatório de Sustentabilidade 2019, de outras 
circunstâncias do trabalho e da nossa consideração sobre 
áreas em que distorções relevantes poderiam existir. Os 
procedimentos compreenderam: 

Aos Administradores e Acionistas 
Telefônica Brasil S.A.
São Paulo - SP
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(a) O planejamento dos trabalhos, considerando a 
relevância, o volume de informações quantitativas e 
qualitativas e os sistemas operacionais e de controles 
internos que serviram de base para a elaboração das 
informações de sustentabilidade contidas no Relatório de 
Sustentabilidade 2019 da Companhia; 

(b) O entendimento da metodologia de cálculos e 
dos procedimentos para a compilação dos indicadores 
mediante entrevistas com os gestores responsáveis pela 
elaboração das informações; 

(c) A aplicação de procedimentos analíticos 
sobre as informações quantitativas e indagações 
sobre as informações qualitativas e sua correlação 
com os indicadores divulgados nas informações 
de sustentabilidade contidas no Relatório de 
Sustentabilidade 2019;  

(d) O confronto dos indicadores de natureza financeira 
com as demonstrações financeiras e/ou os registros 
contábeis. 

Os trabalhos de asseguração limitada compreenderam, 
também, a aplicação de procedimentos quanto a 
aderência às diretrizes e aos critérios da Global 
Reporting Initiative (GRI-STANDARDS) aplicáveis na 
elaboração das informações de sustentabilidade contidas 
no Relatório de Sustentabilidade 2019. 

Acreditamos que a evidência obtida em nosso trabalho 
é suficiente e apropriada para fundamentar nossa 
conclusão na forma limitada. 

Alcance e limitações 
Os procedimentos aplicados em um trabalho de 

asseguração limitada são substancialmente menos 
extensos do que aqueles aplicados em um trabalho 
de asseguração razoável, que tem por objetivo emitir 
uma opinião sobre as informações de sustentabilidade 
contidas no Relatório de Sustentabilidade 2019. 
Consequentemente, não nos possibilitam obter 
segurança razoável de que tomamos conhecimento 
de todos os assuntos que seriam identificados em um 
trabalho de asseguração que tem por objetivo emitir 
uma opinião. Caso tivéssemos executado um trabalho 
com o objetivo de emitir uma opinião, poderíamos ter 
identificado outros assuntos e eventuais distorções 
que podem existir nas informações de sustentabilidade 
contidas no Relatório de Sustentabilidade 2019. Dessa 
forma, não expressamos uma opinião sobre essas 
informações. 

Os dados não financeiros estão sujeitos a mais 
limitações inerentes do que os dados financeiros, dada 
a natureza e a diversidade dos métodos utilizados 
para determinar, calcular ou estimar esses dados. 
Interpretações qualitativas de materialidade, relevância 
e precisão dos dados estão sujeitos a pressupostos 
individuais e a julgamentos. Além disso, não realizamos 
nenhum trabalho em dados informados para os períodos 
anteriores, nem em relação a projeções futuras e metas. 

A preparação e apresentação de indicadores de 
sustentabilidade seguiu os critérios da GRI-STANDARDS 
e, portanto, não possuem o objetivo de assegurar 

o cumprimento de leis e regulações sociais, econômicas, 
ambientais ou de engenharia. Os referidos padrões preveem, 
entretanto, a apresentação e divulgação de eventuais 
descumprimentos a tais regulamentações quando da 
ocorrência de sanções ou multas significativas. Nosso 
relatório de asseguração deve ser lido e compreendido  
nesse contexto, inerente aos critérios selecionados  
(GRI-STANDARDS).

Conclusão 
Com base nos procedimentos realizados, descritos neste 

relatório, nada chegou ao nosso conhecimento que nos  
leve a acreditar que as informações sustentabilidade contidas 
no Relatório de Sustentabilidade 2019 da Telefônica Brasil 
S.A. não foram compiladas, em todos os aspectos relevantes, 
de acordo com as diretrizes da Global Reporting Initiative 
(GRI-STANDARDS).

São Paulo, 29 de maio de 2020

PricewaterhouseCoopers    
Auditores Independentes
CRC 2SP000160/O-5

Eliane Kihara
Contadora CRC 1SP212496/O-5 
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