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At Vivo, we are committed to integrity 
and transparency. Thus, for the second 
consecutive year, we are publishing our 
information related to sustainability 
management simultaneously with the 
disclosure of the financial statements. 
This year, we named the document the 
ESG 2020 Annual Report.

This new nomenclature goes beyond 
improving communication with the 
financial market. Our objective is to 
highlight how Vivo’s growth goes  
hand in hand with our contribution 
towards sustainable development, 
generating positive impacts for the 
environment, society and business 
governance – or simply ESG.

Bringing ESG management closer to  
the strategic and financial vision is 
essential for shareholders, investment 
funds, market analysts and other types  
of stakeholders to increasingly recognize 
the importance of the investments we 
make in sustainability.

As leaders in our industry, we have a 
responsibility to drive the development 

of state-of-the-art telecommunications 
infrastructure and product and  
service innovations.

With the investments we have  
made, we have contributed to small, 
medium and large companies in a 
developing country such as Brazil. 
Investments in infrastructure and 
innovation are one of the levers for 
generating jobs and income, creating  
new businesses and social inclusion  
and serving as foundations for the 
economic growth and social  
development of a nation.

We are open to dialogue with all interested 
readers and audiences. Our e-mail 
sustentabilidade.br@telefonica.com is 
available to receive questions, comments 
and suggestions. 

Enjoy your reading!

PRESENTATIONPRESENTATION

2 

ESG Annual Report 2020



PURPOSE
At Vivo, we believe in relationships and connections between people. 

Therefore, our purpose is to Digitize to Bring Closer: digital life is real life, 
and technology is at the service of individual and collective growth. Delivering 
connectivity solutions, cutting-edge infrastructure, innovative products and 
services and a quality experience for around 95 million accesses in Brazil – every 
day, every second – is the essence of who we are and what we do.

Our
PURPOSE

Our purpose has arisen 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 transforming 
individuals, companies and society.

That is why we have brought digitalization to millions of 
Brazilians, bringing different realities closer together and 
reducing the distance between people and what matters to each 
one – education, culture, entertainment, health, business and, 
above all, other people.

By constantly investing in infrastructure, services and data 
intelligence, we not only lead technological advances, but create 
solutions for people and companies to digitize and get closer.

Digitize to  
Bring Closer
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Our strategy to materialize this  
purpose and generate value with 
sustainability is supported by  
four pillars:

#TemVivoPraTudo 
(#VivoIsMultifunctional)

#DNAVivoEm 
TudoQueFazemos 
(#VivoDNAInAllWeDo)

#DNAVivoEm 
TudoQueSomos 

(VivoDNAInAllWeAre)

#VivoSustentável 
(#SustainableVivo)#TemTudoNaVivo

(#YouFindAllAtVivo)

For any connection that our 
clients need, we want Vivo to 
always be the best alternative

Ensure that everything about 
technology can be found at Vivo

We want to offer the best digitalization 
and connectivity experience, with 

innovative products and services to meet 
each type of client

We promote diversity and inclusion 
to strengthen and cherish ethics and 
our values in all decisions and in the 

relationship with all audiences

Our commitment to sustainability 
is present in everything we do and 
expands the value we generate and 

share with all audiences, strengthening 
our reputation and the recognition of 

the Vivo brand before society
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Digitize to Bring Closer means going beyond financial results. Our business 
model is designed so that everyone has access to technological developments and 
can be connected to the digital economy. Collaboration and innovation drive a 
new, more inclusive and diverse way of doing business. Investments, programs and 
projects are designed to foster, in addition to efficiency, the well-being of society 
and environmental preservation.

The Vivo Sustentável pillar brings together our initiatives to practice this 
integrated vision on a daily basis. This is how we make the acronym ESG 
(Environmental, Social and Governance) a reality and materialize our commitment 
to ethics, transparency and sustainable development.

#VivoSustentável
The Responsible Business Plan  

is what drives Vivo’s growth  
in a sustainable manner.

The document is annually approved by the company’s Board of Directors, 
through the Quality and Sustainability Committee report. It establishes 

medium and long-term initiatives and goals for the entire company, based 
on six strategic pillars, which contribute to the Sustainable Development 

Goals (SDGs) and the 2030 Agenda.

Environmental 
Management and 
Climate Change

Ethics and 
Transparency

Customer  
Experience

Corporate  
Social  

Responsibility

Diversity and 
Talents

Sustainability 
 in the  

Value Chain

The Sustainability Committee,  
in operation since 2018, is comprised of the CEO,  
vice-presidents and directors of Vivo. The body 
discusses issues related to sustainability management.
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BUSINESS
Vivo is the Brazilian leader in the telecommunications 

sector, with approximately 95 million hits in Brazil. Our 
company offers a complete and convergent portfolio of 
products and services with voice, data and information 
technology solutions. The resilient revenue base and  
high-quality assets make it possible to capture opportunities 
in strategic segments with a strong growth trend.

32,759 
employees

95 million  
hits

Market share 
leadership

Prepaid mobile 33.6%
Postpaid mobile 37.7%

FFTH 20.3%

Mobile

Apps
Internet of Things (IoT)
Digital security
Complete solutions  
and IT support
OTT

Our
BUSINESS

Voice Services
3G, 4G and 4.5G
Sale of appliances

Fixed
Voice Services
FTTH  
FTTH (fiber-to-the-home) 
FTTC (fiber-to-the-curb)

IPTV

Digital Services

Source: Anatel, December 2020.
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Partnerships and services
Our diversification and new business strategy is aimed at creating 

a hub of digital services that create more convenience and facilities 
for clients. Forming partnerships with more than 200 different 
companies creates an ecosystem with solutions related to Digital 
Security, Education, Health and Entertainment.

The Loja.Vivo marketplace  
(loja.vivo.com.br), launched in 2020,  
offers technology products that allow  

our clients to find everything they need for 
their digital life – from smartphones  

to connected appliances.

Terra, one of the largest and most 
relevant content portals in the 
country, invests in curating and 
producing exclusive journalistic 

material to provide relevant, 
responsible and ethical experience 

and content to readers, contributing 
to the formation of opinion and a 

more informed and informed society. 
engaged. Terra also has extensive 

experience in covering major 
events and also invests in strategic 

partnerships to serve its public  
in a different way.

With Vivo Selfie, namely co-branded 
mobile plans, we offer our clients 
subscriptions to the main digital 

entertainment platforms included in 
plan monthly fees. With this service, 
you can access services from Spotify, 

Netflix, Disney +, Rappi, Premiere 
and other successful apps.

Vivo Money is Vivo’s personal credit service, 
which allows loans to be contracted from R$ 

1,000 to R$ 30,000, in a 100% digital, fast and 
practical way for Control and Postpaid clients. 
The solution facilitates access to credit in a 

simple way and without bureaucracy, being yet 
another initiative by Vivo to add even more  

value to its subscribers.

7 

ESG Annual Report 2020



Digital 
Relationship

The digitization of service channels is connected to 
our purpose of bringing the relationship with clients 
closer. Accesses to Meu Vivo, an application for sorting 
out all types of demands, grew around 18% during 
2020 – reflecting the search for agile resolution of the 
main issues related to plans, technical assistance and 
commercial service.

Billing 

84%  
reach of digital 
accounts 
(e-billing)

unique users 
on Meu Vivo 

e-care

19  
million

interactions 
with Aura via 

WhatsApp

59  
million

WhatsApp also stood out in the year as 
a more intuitive and efficient platform for 
contacting clients. The migration and upgrade 
of plans, one of the most sought-after services 
during the most acute phase of the  
Covid-19 pandemic in Brazil, became  
possible through the platform.

Aura, Vivo’s artificial intelligence,  
is inserted in the service channels  
to facilitate digital interaction and  
offer the best responses to clients.  
In addition to WhatsApp, the 
technology is already present  
in more than 20 relationship  
channels, such as Meu Vivo  
and automatic service,  
serving about 5 million  
clients on a monthly basis.

Collection

64%  
of payments  
via digital 
platforms

Automation

915  
robots that 
automate 
processes

The digitization journey in 
our company promotes cost 
reduction and an improvement 
in the client experience. The 
efficiency gain is materialized 
on different fronts of the 
business model.

The digitization of internal processes has generated

Call Center

24% 
reduction  
in calls

119  
automated 
processes by 
robots

8 

ESG Annual Report 2020



Growth in 
2020 growth in the 

number of FTTH 
clients

cities covered  
with FTTH  

(38% growth in 
2020)

266 

growth in the 
number of postpaid 

mobile accesses

3.9% 

increase in IPTV 
revenue

26.7% 

invested in expanding 
the FTTH network and 
expanding the quality 
and capacity of 4G and 

4.5G networks

R$ 5 billion

Formation of strategic 
partnerships

36.3% 

Vivo was recognized, in 2020, as the 
company with the best reputation in  

the telecom sector in Brazil, according  
to the MERCO ranking – Corporate  
Monitor for Business Reputation.

The Telefônica Group was recognized with the 
best reputation in the sector in Latin America.
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OUR ACTION OUR ACTION 

The challenges and changes that the Covid-19 
pandemic brought in 2020 highlighted the importance 
of digital life and connections. Our purpose proved 
to be more relevant than ever for society and, in 
particular, for developing Brazil.

Looking after Vivo’s employees and service providers 
and keeping operations running to bring the best 
connection to our clients were our absolute priorities 
throughout the year. As soon as the first case of the 
disease was diagnosed in the country, we started 
our crisis management procedure to respond to the 
uncertainties in the external scenario and to advance 
in our digitalization and innovation strategy.

Daily meetings of our Crisis Committee, involving 
the CEO and executives from different areas, and the 
communication processes ensured the dissemination 
of health information and protocols with agility to all 
areas at the company, reducing risks and preserving 
the integrity of the teams.

was donated by Fundação 
(“Foundation”) Telefônica 

Vivo to contribute to 
actions to combat the new 

coronavirus in Brazil

R$ 36.6 million

in view of 
Covid-19

The amount of 
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The different actions we developed were 
important to ensure the safety of all 
audiences connected to our business.

• Emergency purchase of protective equipment, 
such as masks, gloves and gel alcohol

• Infrastructure for temporary allocation  
of 100% of the call center team in the  
home office

• Adaptation of commercial teams to serve  
our clients, such as the Whatsapp Service 
solution and Drive-Thru

• 100% of administrative employees   
working in the home office temporarily

• Curated content about tools to increase 
productivity in the home office and experts 
invited to talk about how to reconcile 
children and home office, creativity in times 
of isolation and how to deal with loneliness

• Online appointments via telemedicine, 
carried out by a specialized medical team,  
for employees and dependents

• Daily medical monitoring of contaminated 
employees and dependents, with support 

Employees

• Prioritization of service on digital channels

• Temporary release of TV channels

• Temporary free internet bonus for  
Vivo cell phones with Prepaid, Control  
and Postpaid plans

• Free access to clients with Vivo cell  
phones for wellness, education and  
music applications*

• Installment of debts for defaulting 
individual clients

• Joint effort with all other operators to 
ensure connectivity quickly and safely

Clients

for appointments, tests for the detecting 
Covid-19 and hospitalization

• Social and psychological assistance with 
trained professionals

• Digital monitoring of the buildings’ 
occupation, to guarantee the distance and 
avoid agglomerations in the buildings

• Intensification of cleaning/disinfection 
activities in the workplace (offices, 
operations centers, stores, etc.)

• Adherence to the Não Demita (“Don’t 
fire”) movement (naodemita.com), which 
brought together more than 2 thousand 
companies in Brazil, reinforcing the 
commitment to maintain the workforce to 
help avoid or minimize the economic and 
social impacts caused by the pandemic

• Anticipating influenza vaccination

• Removal of employees from the risk group 
who worked outdoors and in stores

* Such as Tidal, Vivo Meditation, PlayKids, Ubook, Magic English, Vivo 
Guru, Casa do Saber, Forbes, Descomplica, GoRead and Olá Podcasts.
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• Telefônica Vivo invested R$ 14.5 million in the purchase  
of hospital supplies and equipment, food and hygiene and  
cleaning products, benefiting 12 states

• In an unprecedented way, Fundação (“Foundation”) Telefônica Vivo  
and Santander Brasil have joined together to import 200 respirators  
and support the health network in Brazil

• The education platforms offered free of charge by Fundação 
(“Foundation”) Telefônica Vivo trained approximately 80 thousand  
educators in the use of digital resources to improve student learning

• Our employees, through the Corporate Volunteering program, directed 
another R$ 530 thousand to 29 social institutions nationwide

Communities

• The company prepaid receivables from suppliers in 
the second and third quarters of 2020, amounting to 
approximately R$ 2 billion, as a way of supporting and 
assisting the cash flow of these companies to maintain 
their productive activities.

To 
learn 
more

Click here and learn  
about the actions and 
partnerships that we carry 
out to face Covid-19

Suppliers

12 

ESG Annual Report 2020

http://fundacaotelefonicavivo.org.br/a-fundacao/nossas-acoes-frente-a-covid-19/


CHANGES
Vivo is committed to combating climate 

change and its impacts. Our company is 
the first in the telecommunications sector 
in Brazil to have a 100% carbon neutral 
operation. This result stems from different 
projects to reduce the environmental impacts 
related to energy consumption and CO2 
emissions.

In 2020, we continued with 
the strategy of producing 
the energy we use in our 
operations from renewable 
sources. Our distributed 
generation model has solar, 
hydro and biogas plants 
located in 23 states and the 
Federal District.

Climate 

When completed, the project will account for more than  
80% of Vivo’s low voltage consumption, serving more 
than 28,000 units, including stores, towers, antennas, 
telecommunications equipment and offices. In addition to the 
environmental benefit, by using renewable and low-impact 
sources, the measure will contribute to reducing energy costs.

More  
than 70  

distributed generation 
plants in operation 

until June 2022

100%   
of the energy  
consumed is  
produced by  
renewable  
sources

Carbon  
neutral  

operation 
100%   

of compensated  
direct CO2  
emissions

CHANGES Grade A   
in the CDP 2020  
climate change 

questionnaire. Only three 
Brazilian companies 

achieved the maximum 
score in this category

We integrate the  
B3 portfolio    

that demonstrates  
the commitment to  

the low-carbon 
economy
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We invest and improve our 
environmental performance in synergy 
with the global goals established by the 
Telefónica Group and aligned with the 
SBTi (Science Based Targets Initiative) 
movement.

SBTi is a joint action between CDP, 
Global Compact (UN), World Resources 
Institute (WRI) and World-Wide Fund for 
Nature (WWF) that encourages companies 
to set targets for reducing greenhouse gas 
emissions that effectively contribute to 
the fight against global warming.

To monitor the impact of  
perations, Vivo prepares  

the inventory of GHG emissions  
in accordance with the  

guidelines of the GHG Protocol, 
classified with the Gold Seal.

Reduce energy  
consumption by 90%  
per unit of traffic (MWh/PB) by 2025, compared to 2015

Continue using 100%   
electricity generated from renewable sources

Achieve zero  
net emissions in 2025 (scopes 1 and 2)

Reduce CO2 emissions  
in our value chain by 39% by 2025, and achieve zero 
net emissions by 2040

Get clients to avoid, with our Eco Smart  
solutions, the emission of  

5 million tCO2 per year

Goals for the 2015-2025 period

In 2020, our company achieved 
ISO 50001 – Energy Management 
System certification, becoming 
the first Telecom in Brazil (and the 
first Telefónica Group operation 
outside Spain) to achieve the seal.

The certification covers the Eco 
Berrini building, in São Paulo, 
where our headquarters is located. 
The Energy Policy, approved 
by the senior management, 
promotes the digitalization of 
energy management and the 
establishment of objectives, 
goals and actions for continuous 
improvement with a focus on 
increasing energy efficiency.

ISO 50001 certification
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ENVIRONMENTENVIRONMENT

More than 5 million 
items (118.9 tons) have 
been received and sent 
for recycling since the 

beginning of Recicle with 
Vivo, in 2006.

To 
learn 
more

Access the 
Recycle with 
Vivo website

Watch the campaign video

Waste
The Telefônica Solid Waste 

Management tool, GReTel, provides 
for managing the flow of generation, 
transportation and disposal of waste, 
promoting the traceability of the 
supply chain and enabling Circular 
Economy actions. In 2020, we 
increased the volume of waste from 
our recycling operations by 36%.

In 2020,  
we recycled  

14,400 
tons  

of electronic  
waste from the  

operation

Environmental 
management

We manage the possible 
environmental risks and impacts of 
our operation following the guidelines 
and procedures of the Environmental 
Management System (EMS), certified in 
the international standard ISO 14001.

Through the EMS, we have improved 
our controls and devised strategies 
for continuous improvement that 
align economic performance with 
environmental preservation.

Biodiversity
In order to protect fauna and flora, 

we work with mitigation measures 
in our telephone network expansion 
activities, through EMS work 
instructions.

Recycle with Vivo 
The Recycle with Vivo program gained an important boost in 2020. 

With the approach named “Vivo takes care of your electronic waste, 
and together we take care of the environment”, we invite society to 
reflect on the actions required for the correct disposal and recycling of 
materials such as cell phones, cables and tablets in Brazil. Our physical 
stores were equipped with specific waste bins to receive the disposal of 
electronic waste from clients and non-clients.

Recycle with Vivo is nationwide and has more than 1,600 collection 
points. With the 2020 campaign, the collection of electronic waste in 
our reverse logistics program increased by 15%.

We support the preservation 
of the Amazon through REDD + 
projects Jari and Cikel, which seek 
to avoid planned and unplanned 
deforestation actions through 
sustainable forest management  
with local communities.

Water
The consumption of water in our 

operations is linked to the supply 
of offices and technical buildings, 
in which we adopt practices to 
increase efficiency in consumption 
and reduce the environmental 
impact on water resources, such 
as automatic shut-off taps and 
periodic evaluations in the facilities 
to correct eventual leaks.
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Diversity is a key element in creating and strengthening 
a work environment that encourages innovation and 
creativity. The union of different people around the same 
purpose is what brings success to the company.

Our Vivo Diversity Program, implemented since 2018, 
brings together the best inclusion and awareness practices 
to ensure that we have a corporate culture in which 
everyone can express their identity and develop their 
maximum potential.

More empathy,  
less prejudice.

More exchange of experiences,  
fewer bubbles.

More welcoming, less judgment.
#VivoDiversity

In November, the Black Consciousness 
month, Vivo launched the Fábulas da 
Conexão (“Connection Fables”) project.

Young black writers, illustrators and 
animators, from different places in Brazil 
were invited to create 4 short films under 
the mentorship of Renata Martins and Diego 
Paulino, exponent names in the national 
cinema. The campaign’s objective was to 
bring a look at the black representativeness 
in the advertising market and the Afro-
Brazilian culture in the construction of 
technological narratives. The project was 
curated by Andreza Delgado, one of the 
creators of PerifaCon.

The unprecedented campaign had more 
than 58 million impacts on the digital 
environment and more than 854 thousand 
interactions, in addition to a positive return 
in surveys with influencers and opinion-

forming groups, with content reception 
above 71% in publications in the digital 
environment (earned media, that is, outside 
the official Vivo channels).

Further, internal actions were also 
delivered with a focus on inclusion and 
awareness of racial issues among Vivo 
employees. Among them, we highlight  
the Diversity Day, which has 12 topics that 
are discussed once a month with the  
whole company. We bring employees and 
external guests to share their experiences, 
and each edition is accompanied by an 
action that symbolizes concrete movements, 
such as the launch of a new policy or 
provision of benefits.

#FuturoVivo

To 
learn 
more

See the full Fábulas 
da Conexão playlist 
on YouTube

DIVERSITYDIVERSITY
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Our company was among 
the 35 best companies 
for women to work in the 
ranking prepared by the 
consultancy Great Place to 
Work (GPTW). We were also 
elected one of the 150 Best 
Companies to Work for in 
the overall ranking

We won the Notable CNN 
2020 Award, in the Diversity 
category. The first edition of 
the event held by the CNN Brasil 
channel recognized companies, 
institutions and people who stood 
out during the year, especially 
with the challenge of the  
Covid-19 pandemic.

We were the only 
Telecom company to 
be included in the 
Exame Diversity 
Guide, carried out 
by Exame magazine 
in partnership with 
the Ethos Institute for 
Social Responsibility.

2020 Acknowledgment

The actions and projects that we develop within 
the theme of diversity are discussed and worked 
through four groups of affinities (Vivo Women, 
Vivo Afro, Vivo Pride and Vivo Persons with 
Disabilities), in which almost 1,500 employees 
directly participate. Training with  

the recruitment and selection  
teams has allowed us to  

increase the hiring of 
people with disabilities  
in our company. Conversation  
circles with employees in the  

areas that will receive the  
new employee strengthen  

attitudinal accessibility and  
genuine inclusion

We have 3%  
of our self-reported  
workforce as part of  

the LGBTI + 
community. We doubled 

the number of trans employees 
in 2020, compared to 2019  
and we hired 5 Young 
Trans Apprentices

The percentage of  
blacks in leadership 
positions went from 16%  
in 2017 to 18.2% in 2020. 

The number of black employees 
in the company increased  

from 20.7% in January 2018 to 
26.2% in December 2020

43% of  
vacancies in the 

Trainee Program  
were occupied  

by blacks

Our staff is composed  
of people with disabilities in  

different areas and positions, and we 
seek to ensure accessibility so 
that our talents have autonomy and 

conditions to carry out their activities. 
We grew its representativeness year by 
year, and today we have 467 employees 

with disabilities, in the following 
distribution: auditory (13%), 

physical (58%), mental (0.4%), 
rehabilitated (10%) and  

visual (19%)

The 50+ project  
has existed at Vivo since 

2018, and between 
January and December 

2020, 63 people over  
50 years of age 

were hired

• Women occupy  
25% of leadership 
positions (directives) and  

31% of general 
leadership positions  
(of coordinating directors).  
In 2018, there were 19% 
directives and 30% total 

leadership

We expanded  
the number of women  
in technical areas: in 

2018, there were 12, and 
that number went up to 

106 women  
in technical areas 

in 2020
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TELEFÔNICA VIVO
The actions of Fundação (“Foundation”) 

Telefônica Vivo, strengthening education 
as a pillar of social transformation, broaden 
the scope of our Digitize to Bring Closer 
purpose. In 2020, we invested R$ 59 million 
in social programs aimed at improving public 
education, which benefited around  
2.4 million people across Brazil.

Fundação (Foundation) 
TELEFÔNICA VIVO

Connected Schools was 
recognized by Unesco 
in 2020. It was the first 
time that a Brazilian 
institution received the 
UNESCO-Hamdan bin 
Rashid Al-Maktoum 
Prize for Outstanding 
Practice and Performance 
in Improving the 
Effectiveness of Teachers.

The international award 
promotes initiatives aimed 

at inclusive and quality 
education, in line with the 
goals of the Education for 
All program, one of the 
priorities of the United 

Nations (UN).

One of the main programs developed 
is the Connected Schools. The platform 
offers free courses, with mediation or 
self-training, so that Brazilian educators 
develop their professional skills and can 
apply new teaching methodologies for 
the benefit of a generation of students 
connected to digital innovations.
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Corporate

Vivo is the eighth most valuable brand in Brazil, 
with a value of US$ 2.168 billion according to a 
ranking prepared by the British consultancy Brand 
Finance. Present in more than 1,500 Brazilian 
cities with 4.5G technology and in more than 
266 cities with FTTH fiber technology, our brand 
belongs to Telefônica Brasil S.A., a publicly traded 
company with shares listed on B3 – Brasil, Bolsa 
e Balcão and ADRs traded on the New York Stock 
Exchange (NYSE).

39.4%

ON: 19.7%

ON: 24.1%

60.6%

ON: 29.8% ON: 0.1%

97.9%

Free float Treasury

ON: 26.2% ON: 0.2%

Telefônica 
S.A.

T. Chile S.A.

Telefônica 
Brasil S.A.

SP TelecomTelefônica 
Latinoamerica 
Holding S.A.

Corporate Structure 

The Telefônica Group, headquartered in Spain, is our majority shareholder, with 
73.6% of the share capital. Another 26.3% of the shares are in circulation (free float), 
a percentage in line with the best practices in the market.

In 2020, for the ninth  
consecutive year, our company 
was selected to be part of the 

Corporate Sustainability Index 
(ISE) portfolio.

Our shares were classified as one of the ten 
most representative among those included 

in the new S&P/B3 Brazil ESG index, 
launched in 2020 in a partnership between 
B3 and S&P Dow Jones – manager of the 
Dow Jones Sustainability Index (DJSI). 
The new indexer assesses and promotes 

companies with the best ESG assessments.

GOVERNANCEGOVERNANCE

Unifying shares 

In 2020, we completed the conversion of all 
of the company’s preferred shares into common 
shares (with voting rights). The papers are 
listed under the ticker “VIVT3”. The initiative 
strengthens the commitment to the best 
corporate governance practices and increases 
the liquidity of shares and the attractiveness of 
the company for investors.

Vivo is highlighted in the  
S&P Sustainability Yearbook 
2021, being recognized as the 
engine of its sector, with an 

increase in its ESG performance  
of 16.6% in 2020.

19 

ESG Annual Report 2020



Governance structure

25%  
of our Board of 
Directors is made up  
of women

The Board of Directors is 
trained in our Responsible 
Business Principles,  
as well as subsidiaries and 
joint ventures.

The Quality and Sustainability 
Committee  is composed of three members 
elected by the Board of Directors

The body meets, ordinarily, twice a year 
and, extraordinarily, whenever called by the 
Chairman of the Committee

Discussions are based on topics related to 
the company’s quality and sustainability

Fiscal 
Council

Statutory 
Board

Audit and 
Control 

Committee

Appointments, 
Salaries and 
Corporate 

Governance 
Committee

Quality and 
Sustainability 

Committee

Strategy 
Committee

General Shareholders’ Meeting

Administrative Council

Oi’s joint offer 
In December 2020, the offer 
submitted by Telefônica Brasil in 
conjunction with TIM and Claro 
was declared the winner of the 
competitive procedure for the  
sale of the assets of Oi’s mobile 
telephony operation.
The proposal made in the total 
amount of R$ 16.5 billion was ratified 
by the Judicial Reorganization court 
as the winner of the auction, after the 
favorable manifestations of the Public 
Ministry of the State of Rio de Janeiro 
and the Judicial Administrator. The 
completion of the acquisition is 
subject to conditions applicable to 
this type of transaction, such as the 
prior consent of Anatel and approval 
by Cade, as well as, if applicable, the 
submission of the Company’s general 
shareholders’ meeting.
The joint offer highlights our 
commitment to building a sustainable 
business model and respecting free 
competition in the market.  
To learn more, access the relevant 
fact disclosed to the market.
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Ethics and 
compliance
The Principles of Responsible Business, our Code 

of Ethics, define the basic values to act with integrity, 
transparency and commitment in everything we do in 
our daily activity - both when we act individually and 
as a team. They guide us to establish a relationship 
of trust with all the stakeholders that are part of our 
value chain, including suppliers and business partners.

Integrity
Our integrity involves honesty 

and acting in accordance 
with non-negotiable ethical 

standards.

The appointment
The relationship we 

maintain with each of our 
stakeholders is based on the 
commitment to always act 
responsibly and deliver on 

what was promised.

Transparency
We are committed to ensuring 
that our clients, employees, 
suppliers, shareholders and 

society in general have clear and 
accessible information about 

our strategy and our activities 
and that they can, at any time, 
make inquiries about doubts 
or questions they may have. 
eventually have in relation  

to them.

Ethical and 
responsible 

management

Our commitment 
to the client

Our commitment  
to employees

Corporate 
governance 
and internal 
control

Respect for the rights  
of privacy and freedom  
of expression

Our commitment  
to information  

security

Responsible 
communication

Responsible 
management of 

our supply chain

Our 
commitment 

to the 
environment

Our 
commitment 

to the 
societies in 

which we 
operate

10

1

2

3

4

5
6

7

8

9

Basic 
principles

Responsible 
Business 
Principles

To 
learn 
more

Meet our 
Responsible 
Business Principles

Along with the Principles of 
Responsible Business, our Compliance 
Program – called #VivoInAgreement 
– is responsible for disseminating the 
culture of ethics and integrity and, 
also, guiding all employees regarding 
the commitment to regulatory 
compliance, promoting the 
company’s values above individual 
values, in addition to helping Vivo  
to comply with all applicable  
anti-corruption laws.
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Contact #VivoInAgreement 
An internal inquiry channel 
to answer questions on 
ethical dilemmas, rules, anti-
corruption laws and any issues 
related to compliance, as well 
as support in contractual 
discussions and negotiations 
in the fight against corruption

#VivoInAgreement

Reporting Channel
Tool to report any irregularity 
or non-compliance with the 
Responsible Business Principles, 
policies, regulations, work 
instructions, as well as violations 
of current legislation

0800 650 1515
alerta.vivo.br@telefonica.com
Inspection Board 
Av. Luis Carlos Berrini, 1376  
29th floor - Side A  
CEP: 04571-936 - São Paulo - SP

@

* It can also be accessed via the 
intranet or in-person

#VivoDeAcordo covers training, communication 
and engagement actions and the provision of 
content to multiply knowledge about compliance 
through the performance of company leaders 
(such as #VivoInAgreement Multiply). It also 
relies on the partnership of the other areas of the 
company to strengthen the culture of integrity 
and ethics, our most fundamental values.

In addition, it also acts in negotiating 
contractual compliance clauses and  
anti-corruption certificates, evaluating  
integrity questionnaires, conducting reputational 
research (integrity due diligence) with third 
parties with whom we relate and in analyzing 
situations of possible conflicts of interest.

In 2020, Vivo obtained the DSC 10,000 
Certificate, which highlights the 

excellence of its Compliance Program, 
the #VivoDeAcordo, and reinforces the 
perception of ethics and integrity that 
employees, clients and partners have  

in relation to Vivo, as well as providing 
the strengthening of internal  
anti-corruption mechanisms.

Certified
by

DSC10.000
2015

MSC
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Data  
Privacy

We are committed to protecting the privacy of the data 
that our clients share when using our products and services. 
This responsibility is guided by the Telefónica Group’s 
Privacy Policy, implemented since 2013 and available for 
download at the Privacy Center, which has a portal for 
consulting personal data. This consultation can be carried 
out at any time by the client, bringing more autonomy, 
transparency and agility in accessing information.

In 2018, the Brazilian government enacted the General 
Data Protection Law - LGPD (Law No. 13,709 / 18). Since 
then, we have initiated a comprehensive program to ensure 
the compliance of our operations with the legislation, which 
came into force in September 2020.

Our LGPD program
Structured in seven fronts

Creation of the DPO Office 
(Data Protection Office) 
and the Data Protection 

Officer position

Change  
management

6

7

Assistance  
to the data 

subject5

Data 
 basis1

Information 
security2

Adequacy of 
contracts4

Data 
 governance3
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BUSINESS
Our business model enables the capturing of 

opportunities and value generation in digital 
businesses. By establishing partnerships and 
innovation in the search for solutions, we have 
leveraged the Vivo brand to be a technology  
and a digitalization hub that offers the best 
experience to clients.

Innovation

Innovation drives the creation of new  
businesses and the evolution of processes  
towards the fulfillment of the purpose of  
Digitize to Bring Closer.

Wayra is Vivo’s open innovation hub in Brazil 
that invests, scales and connects startups with 
the company for potential innovative businesses, 
whether as a supplier or partner. In 2020, of the 
34 startups in the portfolio, more than 40% have 
already generated business with Vivo, and the first 
challenge was launched with the Logistics area. 
In addition, Wayra invested in scale ups such as 
VOLL, Ativa and Alicerce and had important outlets 
for startups, such as the acquisitions of Teravoz 
by Twillio and Social Miner by Locaweb. Another 
highlight of the year was the strategic partnership 
with Cubo Itaú, a recognized hub with a network of 
more than 400 startups and 20 corporations, which 
now also has an exclusive space for use by both 
Vivo employees and founders of the portfolio. The 
goal is to further scale the connections and foster 
the entrepreneurial ecosystem in Brazil.

Digital BUSINESS
In 2019, Vivo launched its corporate open 

innovation program - Vivo Discover -, which 
focuses on fostering the impact of innovation 
through changing mindsets and developing 
new businesses, allowing executives to 
create and capture value through adoption 
from startup solutions to points of internal 
improvement or generation of new business for 
Vivo’s clients.

Currently, the main pillar of this program 
is the “Shaper”, an initiative whose main 
objective is to create and develop “evangelizers 
of innovation” throughout the company. Every 
year, the program selects 25 senior executives 
who go through a 6-month training journey, 
learning the main methodologies and topics, 
such as Design Thinking, new behaviors 
and cultural changes, scouting management 
(search for suitable startups to a point of view) 
qualified) or how to develop new business with 
startups to generate revenue.

During the program, each “Shaper” 
must identify real cases in which startups 
can provide the solution and execute its 
implementation from start to adoption, 
using what they have learned in training. By 
transforming knowledge into impact, they 
drive innovation across the company, while 
encouraging their teams and colleagues to 
leverage what they learn and practice during 
the program.

24 

ESG Annual Report 2020



The commitment to sustainable development 
is connected to our purpose of Digitizing to 
Bring Closer. We operate with the conviction 
that the growth of Vivo’s business contributes to 
strengthening the vision of the 2030 Agenda and 
the goals of the 17 Sustainable Development Goals, 
agreed by the UN signatory nations.

The initiatives and results reported in this 
document are the result of the extensive work of 
all areas and people at Vivo to make a difference 
in the lives of our clients and society and expand 
inclusive digitalization, with cutting-edge 
infrastructure and quality services and products.

More information and details of the actions 
connected to the #VivoSustainable pillar are 
available on our company’s communication 
channels. Click on the links below to learn more.

For more 
information

Sustainable 
Living Portal

Telefônica Brasil 
institutional 
website

Responsible 
Business 
Principles
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