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The concept of CSR refers to the stra-
tegic model of managing corporate or 
professional activity, while keeping in 
mind the economic, social and envi-
ronmental impact this activity causes.  
This implies a renewed commitment by 
companies with the community, the en-
vironment and interest groups.

The Observatory of the UNESCO Chair in 
Visual Health and Development through 
the campaign “CSR for Vision Care 
companies and professionals” seeks to 
involve the professional and business 
sector  by making a commitment to 
sustainable development, specific to the 
vision care sector.

To achieve this goal we have created the 
protocol contained in this document.

To write this protocol, both Spanish 
and International initiatives were used.  
Some initiatives have their own protocol 
and are based on the Global Compact.

In addition to the more well known ini-
tiatives we have found initiatives from 
other countries and states which have 
published CSR guides, protocols and di-
agnostic programs.

As a reflection, it is important to keep in 
mind that 90% of Spanish Businesses are 
PYMES (small and medium companies) 
and that some of the Spanish initia-

tives are directed towards them, while 
we have created this protocol keeping in 
mind the current process of globaliza-
tion in business.

Some of the other protocols and indica-
tors that we have studied while creating 
this proposal have been:

• College of Economists of Catalunya, 
2005
• CECOT Foundation (Terrassa, Spain), 
2005
• Argentine Institute for Business Social 
Responsibility, IARSE, 2004/2005
• Global Reporting Initiative, GRI (EU), 
2004 Update
• Global Compact (UN), 2004

We would like to emphasize that this 
protocol of the evaluation of the state of 
development of CSR between the pro-
fessionals and companies of the vision 
care sector has been realized with the 
help and support of other organizations 
that specialize in CSR. 

“CORPORATE SOCIAL RESPONSIBILITY (CSR) for 
VISION CARE COMPANIES AND PROFESSIONALS”

1 In order to increase readability, we will assume that business activity includes professional activity 
as well.
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Area Type of Organization Organizations

Vision Sector

Manufacturing Companies
Distributors
Cooperatives
Federations and Associations
Professionals
Unions
Civil Society
AAPP

EUOTT(UPC)
FEDAO(Business)
AEO(Business)
AECO(Business)
AECOP(Business)
Vision and Life Foundation
National College of Optics 
and Optometrists (Spain)
Catalan Association of 
Ophthalmologists
CCOO
OCUC, Sindic de Greuges
Health Ministry of Catalonia

Economic
Universities and Schools
Associations
Business Schools

College of Economists of Catalunya
ESADE (IPES – Person, 
Business, Society Institute)
CECOT Foundation

Environment
Civil Society
Environmental Experts

Debt and Globalization Observatory
Ecodes Foundation

Social

Universities and Schools
CSR Professionals
Unions
Civil Society
AAPP 

School of the Culture of Peace (UAB)
Ecodes Foundation
CSR Observatory
FCONG
United Global Compact
Barcelona Center
CCOO
Health Ministry of Catalunya

The following organizations have been contacted and participated according to their 
different areas of interest:
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Campaign “Corporate Social Responsibilty (CSR) for 
vision care professionals and companies”.
First edition: 2007
First edition in English: May 2008

Visual Health Observatory 
Rambla del Raval 24 • 08001 Barcelona

UNESCO Chair Visual Health and Development 
Violinista Vellsolà, 37 • 08222 Terrassa • Barcelona
tel 93 739 89 13 • fax 34+93 739 83 01
e-mail arius@euot.upc.edu, guisasola@oo.upc.edu, leasher@nova.edu
www.unecovision.org
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Authors: 
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The CSR indicators have been created 
as tools for learning and evaluating the 
management of the company in refer-
ence to the incorporation of CSR best 
practices, to plan strategies and moni-
tor or control the general development 
of the company.  As such, they are aids 
for self-evaluation and learning of an 
essentially internal use in order to real-
ize a diagnosis of the current situation 
and to establish goals and plans for im-
provement.

One defining aspect in the context of 
CSR is that the process is participatory.  
As such, it is important to understand 
that the dialogue with representatives 
or interest groups has to be motivated 
to evaluate the impact of the actions, 
encounter solutions and define goals 
and aspirations that are coherent with 
the mission statement and vision of the 
company.  Furthermore, these actors 
must be kept in mind during subsequent 
annual planning.

This protocol is anonymous, except in 
the case that a company or organization 
that responds wishes to be named.

A letter of conformity, to be signed by 
the person responsible for answering 
this protocol is included with this pro-
tocol in order to assure the rigorousness 
and truthfulness of the answers.

You will find that the protocol is specifi-
cally directed to companies or business 
activities, but is important and sig-
nificant that whoever is interested or 
involved in themes of CSR in the sec-
tor of visual health also responds.  The 
protocol has a great breadth of indica-
tors since it attempts to reflect reality as 
completely as possible, such as produc-
ers, distributors, sales, small, medium 
and large companies.
 
STRUCTURE OF THE PROTOCOL

There are two parts:

1. First, a questionnaire of “General 
Data”

2. Secondly, the 7 overarching areas 
that are analyzed:

• Values, transparency and corporate 
governability
• Internal Public or Labor Environment
• Environment
• Providers
• Consumers and clients
• Social Action and Community
• Government and Society

EVALUATION PROTOCOL OF THE STATE OF DEVELOPMENT OF CSR AMONG 
PROFESSIONALS AND BUSINESSES IN THE VISION CARE SECTOR  
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These areas are valued with three types 
of indicators:

1. Depth Indicators (progressive)

These are used to evaluate the current 
situation.  These are represented by a ta-
ble with predetermined descriptions and 
the level of development is progressive.  
To mark a specific description signifies 
that the previous have been completed.

2. Binary Indicators

These are binary answers (yes or no) 
that further explore the first type of 
indicators.  They incorporate elements 
of validation and explore the situation 
of CSR in depth, contributing to a bet-
ter comprehension of the practices that 
have to be incorporated in to the com-
pany’s management.

3. Quantitative Indicators

These allow a more objective analysis of 
the results and facilitate the elaboration 
of the Report or Memory of Sustainability.  
A reflection on their evolution and the 
possibility of incorporating them as 
tools of socially responsible manage-
ment is recommended.  They are found 
at the end of the document.

INSTRUCTIONS FOR 
ANSWERING THE PROTOCOL

1. It is advisable that the company des-
ignates a coordinator to centralize and 
systematize the information and facili-
tate internal dialogue.

2. It is also recommended that the proc-
ess is participatory and includes as 
many people from diverse departments 
and diverse hierarchical levels since this 
will result in a larger degree of represen-
tation in answers and a deeper internal 
reflection, assuring a better self diag-
nostic.

3. It is very important for top level di-
rectors to follow the process and know 
the results.

4. For depth indicators, only an answer 
that reflects the reality of the compa-
ny should be selected, considering that 
each subsequent level of questions as-
sumes that the previous are true.
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Some questions in the protocol are re-
lated to the dimension and size of the 
company.  If none of the answers reflect 
the reality of the company, please mark 
one of the following motives (mark with 
an X):

We have not dealt with 
this theme before

We don’t see the application of this 
theme in our company, (this should be 
justified in the space reserved for the 
comments at the end of the protocol.  
In this case, the other questions for the 
section are not applicable.)

5. Yes or No answers are required for 
binary indicators, except in the case that 
the corresponding depth indicator does 
not apply.

6. Quantitative indicators have to be 
precise since they will be useful for in-
ternal monitoring of the company, of 
use to those managing the company and 
for the managing tools like the Tables of 
Balanced Scorecard CSR/Integrals.

CORRELATION BETWEEN 
THE CSR INDICATORS AND 
THE PRINCIPLES OF THE 
GLOBAL COMPACT

The GC is a United Nations program 
that was personally led by then secre-
tary general, Kofi Annan, presented in 
the World Economic Forum in Davos 
(Switzerland, 1999) and  launched in 
July of 2000.  The GC calls for companies 
to apply corporate social responsibility 
(CSR) although it does not establish an 
international rules body as it is a vol-
untary, non-binding program.  Once the 
Compact is signed by the company it 
becomes a “moral” commitment.

The GC is one of the global initiatives 
that promote CSR. 
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The principles of the GC2 are 

Human Rights:

1. Businesses should support and 
respect the protection of internationally 
proclaimed human rights; and
2. make sure that they are not complicit 
in human rights abuses.

Labour Standards:

3. Principle 3: Businesses should uphold 
the freedom of association and the 
effective recognition of the right to 
collective bargaining;
4. the elimination of all forms of forced 
and compulsory labour;
5. the effective abolition of child labour; 
and
6. the elimination of discrimination in 
respect of employment and occupation.

Environment:

7. Businesses should support a pre-
cautionary approach to environmental 
challenges;
8. undertake initiatives to promote grea-
ter environmental responsibility; and
9. encourage the development and 
diffusion of environmentally friendly te-
chnologies

Anti-Corruption:
10. Businesses should work against 
corruption in all its forms, including ex-
tortion and bribery.  

For each area of the visual health protocol we have established the correlation with 
the indicators and the principals of the GC.

  2http://www.unglobalcompact.org/
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GENERAL INFORMATION   Fiscal Year        /    /

1. Mark the commercial form with which your activity is carried out:
 
□ Association
□ Cooperative
□ Group or Chain
□ Business: 
 □ Small or Medium
 □ Large
□ Professional
□ Non Governmental Development Organization (DNGO)
□ Other: ...

2. Indicate whether your business or professional activity3 would like the data you 
give to be treated as aggregate data or if it can be considered, treated and published 
individually.

□ Only treated as aggregate data
□ Can be reflected as individual data or identified by name

3. Indicate the principal activity sector of the company and other sectors, if they 
exist, in which activity is carried out. 

Activity in the sector of 
Visual Health (written 

description: manufacturer, 
distributor, sales, etc.)

CNAE4 code
Representative % over the 
total of business activity.

PROTOCOL

3 In order to facilitate reading, for the rest of the document we understand that business activity also includes 
professional activity.
4The CNAE Code is a code of National Classification of Economic Activity that identifies and classifies the 
different businesses according to economic activity.  Each CNAE is made up of a 5 didigit Code, each one of 
which represents a specific level of activity.  The first two digits refer to the fenreic activity of each business 
and the remaining digits specify said activity.
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3. Indicate the following data of size and dimension of the company (total numbers 
refer to the principal activity including subsidiaries or affiliates:
 

Number of total workers      

Net Revenue

The company has… Yes No

Affiliates in other countries?

Factories or operation plants in other countries?

Distribution Chains in other countries?

Commercial Delegations in other countries?

Product Suppliers, providers in other countries?

4. In regards to the supply chain, indicate the countries that the company has su-
ppliers according to the type of material:

Material Type (raw material, semi-
finished product, byproduct, finished 
product)   

Provider Country
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1. VALUES, TRANSPARENCY AND GOVERNABILITY

In this area we look at how the leaders of the company develop and facilitate the 
fulfillment of the company’s mission and vision, how they develop the values nee-
ded and implement everything in the organization through policies and strategies 
that are clearly focused on all the interest groups and supported by policies, objec-
tives, goals, organizational systems and relevant processes.

Area VALUES, TRANSPARENCY AND GOVERNABILITY

Subarea 

Indicators

SELF REGULATION 
OF CONDUCT

. Ethical Agreements (GC: All)

. Organizational 
Culture (GC:All)
. Corporate Governability 
(GC:All)

TRANSPARENT RELATIONS 
WITH SOCIETY

. Dialogue with interest 
groups (GC:All)
. Relations with the 
competition (GC:10)
. Report or Memory of 
Sustainability (GC:All)

5 The Professional Ethics Code for Opticians and Optometrists (Spain) was approved in 2003 by the 
Governing Board of the National College of Optics and Optometrists and by the General Board of 
Members, with the goal of service to the community.
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6 The principles and fundamental rights at work are related with the right to organize a union and the 
recognition of the right to collective bargaining, as well as the elimination of forced labor, child labor 
and discrimination related with work and occupation.
7 The guidelines of the OCDE for multinationals provide voluntary principles and indicators for respon-
sible conduct in areas such as industrial relations, human rights in addition to those of the ILO.
8 See page 6 of this protocol “Correlation between indicators of CSR and the Principles of the Global 
Compact.”
9 The Millennium Declaration of the UN is a global commitment to tackle the big problems in our world 
in economic and social terms with the objective of reaching the principles by the year 2015.
10 The interest groups are those that have a relation with the business activity, whether internal or ex-
ternal (shareholders, public administrations, suppliers, clients, civil society, workers)

1.1. Self Regulation of Conduct

1.1.1. Ethical Agreements

In relation to the adoption of agreements and the application of ethical values and 
principals:

DEPTH INDICATORS:
The values of the company are informal and are not really incorporated in working 
procedures, attitudes or peoples behavior.

The values of the company are documented in compliance with codes of conduct that 
already exist in the visual health sector, such as the Code of Professional Ethics for 
Opticians and Optometrists and/or the Medical Code of Ethics.  They are distributed to 
and incorporated in the attitudes and behavior of workers.

In addition to the previous, the organization has its own ethical code of conduct or 
declaration of principles and values and regularly orients workers at all levels for its 
adoption.

In addition to the previous, the code of ethics of the organization assumes the partici-
pation of workers, partners and or the community for its revision and updating and is 
monitored and audited periodically.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS 

The Company: Yes No

Has the Code of Professional Ethics of Opticians-Optometrists5 and/or the Rules 
of Ethical Medicine in mind for all of its business activities?

Has respect for human rights been kept in mind as a formal criteria in its buying 
decisions (investments and/or acquisitions)?

Orients its operations so that they are coherent with the principles of international 
declarations such as:
 □ International Labor Organization6 
 □ Guidelines for multinationals of the Organization for Cooperation and
          Economic Development7

 □ Principles of the Global Compact8

 □ Millennium Goals?9 

Makes ethical agreements publicly available through the traditional media and 
by internet, makes the information easy to find and offers an area for interested 
parties, stakeholders to offer comments?10

Does the code of ethics and/or the declaration of principles and values 
of the organization: Yes No

Have in mind at least 3 areas that refer to the interested parties, stakeholders: workers, 
suppliers, consumers-clients, community, government and shareholders?

Prohibit explicitly the use of illegal methods (corruption, bribes, double accounting, 
etc…)?

Explicitly refer to commitments in reference to the use of private information that 
is obtained during the processes of the company or the interaction with interested 
parties, stakeholders?

Explicitly refer to commitments of transparency and the accuracy of the information 
provided to all interested parties, stakeholders?

Motivate the coherence between the values and principles of the organization with 
the personal attitudes of its workers?

In the case of subsidiaries do they act according to the same conditions as the parent 
company?
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1.1.2. Culture of the organization

In relation to the efficacy of the diffusion of the values and principles of the com-
pany:

DEPTH INDICATORS:
The values are transmitted sporadically or in specific moments, (such as the moment 
a worker is contracted, during an audit process) concentrating on the internal public 
or immediate working environment.

There are systematized procedures for the transmission of values, for workers as well 
as external collaborators.

In addition to the previous, these procedures are evaluated and verified on a regular 
basis.

In addition to the previous, workers and external collaborators are invited to partici-
pate in the control and monitoring of the adoption of values and ethical principles 
of the company.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

BINARY INDICATORS:

The company: Yes No

Has committees, or similar bodies, that are formally responsible for ethical 
questions?

Ethical questions are dealt with through company surveys?

Verifies that the actions of its providers are adequate and coherent with its 
values and principles?

The workers, from day to day, show that they have spontaneously adopted the 
themes of the code of conduct?

In the case of subsidiaries, do they act according to the same conditions as 
the main company?
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1.1.3 Corporate Governance11 

In the structure of the organization and the practices related to governability and 
management, the company:

DEPTH INDICATORS:

The top management has structures and practices that strictly follow exisiting legisla-
tion, with defined business strategies.

Top management has agreements, explicit policies and formal mechanisms to guaran-
tee the integrity of the financial reports, prioritizing the transparency of the annual 
reports and other information.

In addition to the previous, top management has an explicit policy that allows for an 
adequate treatment of a just and equal vote for partners, controlling the results and 
evaluating them regularly.  

In addition to the previous, top management incorporates social and environmental 
criteria in the definition and management of business and as a rule listens, evalua-
tes and considers the preoccupations, criticisms and suggestions made by interested 
parties.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

11 The debates surrounding corporate governability are mostly focused on multinational companies, but 
it is a concept that small to medium business have to adopt to stay competitive and as a result apply 
good practices for accounting and auditing, despite having no legal obligation to do so, to establish the 
adequate controls for administration and strategic planning.
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BINARY INDICATORS:

The company: Yes No

Has an organizational structure that contemplates the use of a controlling body 
(such as internal audit) to evaluate the actual procedures that are applied?

Uses an independent external auditor who evaluates the truthfulness of the 
information provided by the company.

Communicates the reports of the controlling body and the external auditor 
with transparency, both internally and externally?

Uses studies and specialists in order to improve the resolution of ethical, social, 
environmental or human rights dilemmas?

In regards to providing the accounts to the shareholders, the 
managing director of the company: Yes No

Only facilitates basic accounting data to the shareholders so that they can see 
the situation of the company when they ask for the information?

Periodically facilitates detailed information to the shareholders that is related 
to the fiscal year and which analyzes the evolution of the different management 
parameters?

Develops a business plan describing the objectives, strategic policies, future 
lines of action and the companies plan for the medium term, in a process that 
involves shareholder participation?
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In regards to financial entities (banks), the company: Yes No

Only provides the data that Is strictly necessary and only when it Is solicited?

Facilitates the same information that could be obtained from third party 
sources (Chamber of Commerce, Commercial Agency, etc.)?

Is accustomed to presenting the same report for the fiscal year that Is presented 
to shareholders?

Periodically provides detailed information on the evolution of the business, 
perspectives and future plans and additionally invites them to participate and 
become involved in the evolution of the company?

Solicits from the financial entities the same principles and values that it would 
ask of any other type of collaborator?

Has ceased commercial relations with a financial entity in the past 3 years for 
ethical reasons?

In regards to relations with governments, the company: Yes No

Meets requirements while dedicating the minimum resources possible to do 
so?

Attempts to adapt the company management systems to the legal requirements 
and takes advantage of this adaptation by improving internal management?

Makes contributions to the improvement of regulatory procedures through 
the normal representative bodies (associations, chambers of commerce, guilds, 
etc.)?
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In regards to the relation with external professionals who advise 
company, the company: Yes No

Contracts professional services when it has problems that it can’t resolve on 
its own?

Is used to contracting professionals in order to improve specific areas of 
management and provides information to them?

Periodically uses an external professional team in order to comment on the 
evolution of the company and to jointly plan short and medium term actions 
that are integrated into the management organs of the company?

Asks for the same values from these professionals as it would for any other 
professional related to the company?

Has ceased relations with any professional for ethical reasons in the last 3 
years?

In the case of subsidiaries, do they act under the same conditions as the 
parent company?
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1.2. Transparent Relations with Society

1.2.1. Dialogue with interest groups 

Considering the impact of company activity on interest groups, the company:

DEPTH INDICATORS:

Discusses dilemmas, strategies and problems internally and at the top levels of the 
organization.

Extends the discussion to workers and others that are directly interested, depending 
on the theme.

Establishes mechanisms for social dialogue with interest groups about company acti-
vity using transparent management for strategies and results.

In addition to the previous, uses indicators defined by social dialogue and uses mecha-
nisms that ensure that communication is efficient and accessible.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

BINARY INDICATORS:

The company: Yes No

Maintains regular communication with interest groups that oppose its 
procedures, products or services?

Includes the expectations and demands of interest groups in its policies?

Has indicators that are a result of social dialogue with interested parties?

Integrates management methodology, such as AA100012 or similar, in the 
framework of social dialogue?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?

12 AA1000, international norm for the management of accounting, auditing and social corporate res-
ponsibility.  Integrating the interest groups in different parts of the process, the organization sees its 
credibility reinforced.
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1.2.2. Relations with the competition

In regards to the policy of relation with the competition, the company:

DEPTH INDICATORS:

Follows the practice of price and market competition and complies with existing le-
gislation.

In addition to the previous, internally discusses the position of the company in respect 
to the competition and looks for a position that is legal.

In addition to the previous, discuses questions about loyal competition with other 
interest groups, such as suppliers and clients.

In addition to the previous, works for excellence in the quality of loyal competition.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

BINARY INDICATORS:

The company: Yes No

Has been sued in the past 2 years for unfair competition?

States publicly and frequently its principles related to competition (through 
communication material, Internet, annual reports, etc.)?

In the case of subsidiaries, do they act under the same conditions as the 
parent company?
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1.2.3. Report or Memory on Sustainability13 

In regards to the elaboration of the Report or Memory on Sustainability, which con-
tains information on economic, social and environmental aspects, the company:

DEPTH INDICATORS:

Occasionally produces a report on its social and environmental activities.

Annually elaborates a report on its social and environmental activities.

Annually, elaborates a report on sustainability that includes the memory, the social 
balance and operations account, which are easily accessible keeping in mind social, 
environmental and economic aspects and contains only positive accounts.

Annually, elaborates a report on sustainability that includes the memory, the social 
balance and operating account, which are easily accessible keeping in mind social, en-
vironmental and economic aspects and contains positive as well as negative accounts 
and the memory includes a plan for improvement.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

13 The report or memory on sustainability incorporates three dimensions: economic, environmental 
and social.  The guide of the Global Reporting Initiative (GRI) for writing the report or Memory on 
Sustainability is the most widely accepted internationally.
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BINARY INDICATORS:

The company: Yes No

When publishing information on social and environmental activities, includes 
unfavorable data about the company, and opens a process of discussion with 
interest groups?

The annual economic-financial reports are audited by independent external 
professionals, although the company has no obligation to do so?

The sustainability report which incorporates the memory and social and 
environmental balance in addition to finance, are audited by independent 
external professionals, although the company has no obligation to audit 
itself?

In the elaboration process of the report on sustainability, the company includes 
the participation of a least 3 different interest groups: workers, consumers, 
providers, governments, civil society, etc.?

Includes criticisms, suggestions and declarations by interest groups in its 
report on sustainability?

Transparently communicates economic-financial, social and environmental 
information and this data is easily accessible by internet?

Uses the data in the report for the company’s strategic planning?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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2. INTERNAL PUBLIC OR WORKING ENVIRONMENT 

In this section we will cover aspects related to the formalization, management 
and development of policies and strategies relative to the people that work in the 
organization, through dialogue and participation based on the organization’s code 
of ethics.

Area INTERNAL PUBLIC OR WORKING ENVIRONMENT

Subarea 

Indicators

DIALOGUE AND 
PARTICPATION

. Relations with 
unions (GC:3,10)
. Participatory 
Management (GC: 3) 

RESPECT FOR 
PEOPLE

. Commitment on 
child labor (GC: 5) 
. Valuing Diversity 
(GC:1,2,6)

DIGNITY AT WORK

. Policy on wages, 
benefits and careers 
(GC:1,2,6,10)
. Care for health, 
security and 
working conditions 
(GC: 1 to 6)
. Behavior at 
dismissals 
(GC:2, 10)
. Preparing for 
retirement (GC:1, 2)
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2.1. Dialogue and Participation

2.1.1. Relations with unions

In regards to the participation of workers in unions and the relations with union 
representatives, the company:

DEPTH INDICATORS:

Does not put pressure on workers who participate in union activities.

In addition to the previous, allows union activity at the workplace.

In addition to the previous, has a structured process of discussion and analysis of 
economic and financial information with its workers.

In addition to the previous, there is a consolidated line of communication with unio-
ns, informing them and providing them with financial data and strategic goals when 
these affect the workers.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Provides information to its workers and permits union meetings during work 
hours in order facilitate union activity?

Has a collective agreement with the main union at the company?

In case of a strike, establishes minimum services in order to assure attention 
to client emergencies?

In case the company operates in different regions and countries, does it 
negotiate a minimum level of common benefits with all of the unions from 
these regions and countries?

In the case of subsidiaries (even though the legislation of the country does not 
recognize the right to associate) do they allow workers to associate under the 
same conditions as in the parent company?
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2.1.2. Participatory Management

In regards to the participation of the workers in unions and the relation with their 
representatives, the company:

DEPTH INDICATORS:

Makes information about the company available to the workers in a form that is un-
derstandable and so that they can analyze it.

In addition to the previous, makes economic-financial information available to the 
workers.

In addition to the previous, has a structured process for the discussion and analysis of 
economic and financial information with the workers.

In addition to the previous, plans on the participation of worker representatives in 
management commissions or in strategic decisions and provides the necessary trai-
ning so that they can participate in the formulation of these processes.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

All members of workers commissions are elected by the workers without 
intervention by the company?

Has an employee manual for new workers?

Has a catalogue of profiles of work posts, describing goals and the function 
each profile that has been reached through consensus with the workers?

Has policies and formal mechanisms to listen to, evaluate and accompany 
postures, preoccupations, suggestions and criticisms of the workers with the 
goal of offering new training and knowledge?

Has a program or stimulates and recognizes suggestions by the workers in 
order to improve internal procedures?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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2.2. Respect for People

2.2.1. Commitment on child labor

In reference to the treatment of children’s rights14, the company:

DEPTH INDICATORS:

In addition to respecting labor legislation, discusses internally the importance of edu-
cation and the consequences of child labor.

In addition to the previous, has projects for the development of its workers children, 
stimulating technical and psychosocial aptitudes.

In addition to the previous, expands these projects to the children in the community.

Coordinates and carries out projects with others in the community together with the 
public sector and or other actors from civil society, acting in the interest of children.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

BINARY INDICATORS:

The company: Yes No

Has a specific policy against contracting child labor in its contracts with third 
parties?

Discusses with other companies or proposes practices to eliminate child labor 
in its sector (or in general)?

Has a specific program for contracting apprentices?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?

14The importance of complying with children’s rights above all in an international context, through 
subsidiaries of the parent company or the verification of these in the case of subcontracting products 
or services through a third party.
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2.2.2. Valuing diversity

Recognizing the ethical obligation of companies to combat all forms of discrimina-
tion and to value the opportunities that the ethnic and cultural richness of society 
offer, the company:

DEPTH INDICATORS:

Is against discriminatory behavior both internally and in its relations with clients, but 
does not have formal procedures for promoting diversity.

In addition to the previous, promotes diversity through written rules that prohibit 
discriminatory practices, regulating the processes of hiring and promotion and act as 
a guide in the cases that need to be denounced.

In addition to the previous, offers specific practical training in this theme and uses 
indicators to identify the most problematic areas and monitors the indicators.

In addition to the previous, also develops evaluation activities for groups that are 
underrepresented in the company. 

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Has explicit non-discrimination policies (race, gender, age, religion, sexual 
orientation) in the salary policy, hiring, promotion, training and firing of 
workers?

Has a professional training policy with the aim of improving the qualification 
of groups that are often discriminated against such as ethnic minorities, or 
people older than 45 years old?

Monitors and follows up its panel of control by promoting gender equality in 
intermediate job positions?

Pays salaries and offers social benefits that are identical for men and women 
that do the same job at all levels of the hierarchy?

Has rules and procedures to prevent and combat sexual harassment, makes 
full disclosure and guarantees a formal and neutral structure for complaints?

Maintains a special program for hiring the handicapped?

Offers job opportunities that favor return to work?

Has a formal policy for the hiring of people that are older than 45 years old or 
have been unemployed for more than 2 years?

Supports community projects that increase the offer of qualified professionals 
although they come from groups that are often discriminated against in the 
labor market?

In the case of subsidiaries do they act under the same conditions as the parent 
company?
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2.3. Dignity at Work

2.3.1. Salary, benefits and career development policy

With regards to the policy towards salary, benefits and career development, the 
company:

DEPTH INDICATORS:

In addition to respecting legislation that does not permit paying salaries without ma-
king social security payments and complying with salaries as established by collective 
agreements, the company seeks to surpass them.

In addition to the previous, has an understanding of the diversity of retribution and 
incentive systems, not only economic ones and uses these incentives.

In addition to the previous, has in mind the skills needed by the worker and their 
potential capacity to develop them and plans career planning.

In addition to the previous, workers participate in the positive results of the company 
and establishes mechanisms so that worker representatives participate in the policy 
making for remuneration and benefits, career planning and internal mobility.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Offers student interns and first time workers good working conditions, 
apprenticeships and professional and personal development?

In its development policies contemplates programs that promote the 
coherence between the values and ethical principles of the organization with 
the individual values and principles of its workers?

Maintains a variable remuneration that is lower than 20% of the salary mass 
(total cost of personnel of the company)? 

Has a policy that establishes the maximum distance between the highest and 
lowest remuneration paid by the company (controlled by the index between the 
highest and lowest remuneration, including incentives and other benefits?)

Does surveys to evaluate the satisfaction of workers with respect to the policy 
of remuneration and benefits?

Offers social benefits, such as pension plans and or retirement, medical 
insurance, education assistance for children or a nursery?

In the case of subsidiaries do they act under the same conditions as the parent 
company?
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2.3.2. Caring for health, safety and working conditions

In order to assure good working conditions, health and safety, the company:

DEPTH INDICATORS:

Knows the law, has evaluated labor risks through an initial risk evaluation and has 
planned preventive activities, keeping in mind the safety and health of its workers.

In addition to the previous, has the goal of achieving higher levels and has planned in 
agreement with the goals.

In addition to the previous, has disclosure and sensitization programs for workers, and 
measures the level of worker satisfaction afterwards with indicators in relation to this 
theme, stating the critical issues.

In addition to the previous, does it with the participation of the workers.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Has been certified by specific labor standards, for example the SA8000 
(international labor standard)?

Offers a specific program for womens health?

Has an explicit policy of respect for the privacy of its workers in reference to 
sensitive information?

Offers flexible hours, reduced work days, intensive days, etc.?

Maintains a program to improve legal regulations for maternity and paternity 
leave?

Contemplates the possibility that in certain areas the workers can work from 
home by telecommuting or any other alternative way of working?

Maintains a policy of reconciling family life, of work-family balance?

Maintains a policy of work schedules and days that allow the worker to 
balance the job with his family life?

Overtime is paid, with the possibility of compensation days or other alternative 
formulas?

Has a program to combat stress, especially for those workers that have jobs 
that are more stressful, such as those related to working with the public?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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2.3.3. Behavior at dismissals

When necessary to reduce personnel, the company:

DEPTH INDICATORS:

Attempts to avoid dismissals, analyzing and discussing with workers the alternatives 
for controlling and reducing costs.

In addition to the previous, allows access to the information related to the situation.

In addition to the previous, establishes socioeconomic indicators (age, civil state, 
number of children, etc.) in order to prioritize.

In addition to the previous, offer job placement service and or funding for retraining 
and maintains benefits for workers who are fired at all levels of the hierarchy.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

BINARY INDICATORS:

The company: Yes No

Has had labor claims related to dismissals in the past 2 years?

Offers programs of early retirement and funding for training workers?

Evaluates staff turnover and has policies to minimize and improve this 
indicator?

Establishes dialogue with interest groups, local governments, NGOs and or 
unions in order to know, understand prevent and reduce the impact of a 
possible closing or the need to reduce personnel?

Plans for job placement programs that allow affected workers to find new 
jobs?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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2.3.4. Preparing for retirement

Preparing for the retirement of its workers, the company:

DEPTH INDICATORS:

Offers basic information on retirement. 

In addition to the previous, offers regular assessments related to modifications in the 
legislation, alternatives and administrative procedures in order to retire.

In addition to the previous, develops systematic activities of orientation (collective 
and individual) assessing and preparing or retirement, discussing psychological aspects 
and financial planning.

In addition to the previous, has an internal preparation program, offering opportuni-
ties to take advantage of the work capacity of retirees.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

BINARY INDICATORS:

The company: Yes No

Offers a complementary retirement program to all of its workers?

Has family members of the worker participate in the process of preparing for 
retirement?

Participates or supports programs and public or private campaigns that value 
senior citizens?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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 3. THE ENVIRONMENT

In this area we find qualitative aspects that guide the organization of the company 
in order to prevent and manage negative impacts of business activity on the envi-
ronment and quality of life, without forgetting the ethical commitment to future 
generations.

Area ENVIRONMENT

Subarea  

Indicators

RRESPONSIBILITY TO 
FUTURE GENERATIONS15

. Compromise of the 
organization with the 
improvement of environmental 
quality (GC:7,8,9)
. Environmental education 
and sensitization (GC: 7, 8, 9)

CONTROLLING  
ENVIRONMENTAL IMPACT16

. Control of the impact of 
products and services on the 
environment (GC: 7 to 10)
. Efficiency in the use of raw 
materials, energy and natural 
resources (GC: 7, 8, 9)

15Since the publication of the Bruntland report (UN 1987), the association between the conservation of 
the environment and economic development has converted into a fundamental principle that should 
be integrated with and direct the policies and decisions of social agents.  Sustainable development is 
that which “satisfies the needs of the present without putting in danger the capacity of future genera-
tions to satisfy their own needs”, the goal is that economic progress has in mind variables that are not 
only quantitative but also qualitative, such as the preservation of the environment and quality of life, 
without forgetting the ethical commitment to future generations.
16The evaluation of the environmental impact of projects is the principal legal tool to prevent negative 
effects of human activities on natural resources, integrating the conservation of these resources with 
socioeconomic development. 



40| RSC

3.1. Responsibility to future generations

3.1.1. Organizational commitment to improving environmental quality

In reference to the treatment and responsibility for environmental impacts from 
business activity, the company:

DEPTH INDICATORS:

Is not totally in compliance with some aspects of the rules, but will take corrective 
measures and register them.

In addition to complying with the law, develops internal improvement programs.

In addition to the previous, prioritizes preventive policies and has created an environ-
mental commission or a similar body.

In addition to the previous, treats the environment as a transversal theme in the 
organization’s structure, including it in strategic planning.

In addition to the previous, develops new lines of business (or new models for existing 
lines) keeping in mind principles and opportunities based on environmental sustai-
nability.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Has a person in charge of the environment and who participates in strategic 
planning?

Has a procedure for elaborating diagnostics, analysis and actions to improve 
environmental quality?

Participates in commissions or similar activities, speaking in favor of 
environmental sustainability?

Has an environmental conservation policy, programs and specific procedures 
to act in protected areas or sustainable environments? 

In the case of subsidiaries do they act according to the same conditions 
as the parent company even though they may operate in countries where 
environmental regulations are not as strict as in the country of the parent 
company?

3.1.2. Environmental education and sensitization

Contributing to the sensitization and consciousness of the public to the values of 
environmental responsibility, the company:

DEPTH INDICATORS:

Trains its workers on environmental themes from time to time as required by regula-
tory or legal changes, new trends or perhaps as a result of a lawsuit or complaint.

In addition to the previous, provides workers with information related to its products 
and services (management systems, impacts, efficiency and risks, technological in-
novation, etc.) and promotes discussion.

In addition to the previous, promotes environmental sensitization for other groups 
related to the company with the intent of involving them in this theme and pro-
moting discussion.

In addition to the previous, supports or participates in environmental educational 
projects.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Internally communicates the properties, characteristics, risks and prevention 
plans of its products and services from an environmental viewpoint?

Externally communicates the properties, characteristics, risks and prevention 
plans of its products and services from an environmental viewpoint?

Develops regular internal communications for the reduction in water 
consumption, energy, etc…?

Develops regular internal communications for recycling?

Provides alternatives for workers that favor responsible consumption of 
environmental resources?

Evaluates the level of satisfaction with the sensitization campaigns and 
publishes the results?

Externally communicates its environmental commitment by explaining in 
company activities?

In the case of subsidiaries do they act according under the same conditions 
as the parent company even though they may operate in countries where 
environmental regulations are not as strict as in the country of the parent 
company?
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3.2. Control of Environmental Impact

3.2.1. Control of the impact of the life cycle of products and services on the 
environment 

Considering the environmental impact resulting from productions processes, pro-
ducts and services, distribution and transport of the same, the company:

DEPTH INDICATORS:

Complies with legislation, although there may be some incident or lack of knowledge 
of long term implications.

In addition to complying with legislation, carries out environmental impact studies for 
products, centering on processes that could present some kind of risk to the health 
and safety of its workers.

In addition to the previous, develops prevention plans for its main production proces-
ses, products and services and carries out regular checks on them.

In addition to the previous, has a formal and standardized environmental manage-
ment system, which includes a risk plan, action plan, resource acquisition, training and 
environmental audit throughout the production chain.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Has in mind eco-design criteria (minimization of environmental costs) in the 
development of new products and services?

Although it is not certified by any environmental management system, 
integrates the environment in the day to day management of the company?

Is certified by environmental management standards such as EMAS17 or one of 
the ISO 1400018 series?

Discusses the impact caused by its products or services with the immediate 
interest groups (workers, consumers, suppliers and community)?

Has an ecologic label for its products and services?

Has an emergency environmental plan for at risk production processes, 
products and services and trains its workers for emergency response?

17The EMAS (Eco-Management System and Audit Scheme) is a voluntary system that permits organi-
zations to evaluate and improve their environmental behaviour and release related information to the 
public and other interested parties.  In 1993, the EU adopted the EMAS as a plan oriented to improve 
the operation of industrial companies.
18In 1993 the development of the voluntary international environmental management standard ISO 
14000 began and in 1996 the first certifications were made in compliance with ISO 14001.  Currently, 
36,000 companies are ISO 14001 certified.
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In reference to the relation of the company with its clients and 
suppliers, in environmental resources the company:  Yes No

Yes No

Provides detailed information about the possible risks resulting from the use 
of its products and services to consumers and clients?

Knows if its clients are certified in environmental management?

Prioritizes contracting suppliers that integrate the environment with the 
regular management of their company?

Demands that suppliers are certified by EMAS or the ISO 14001 series?

In relation to the management of waste, the company: Yes No

Segregates residues starting from the point of origin?

Reuses residues (reincorporating in the production process or in that of its 
suppliers), which is to say, converts residues into subproducts?

Foresees and minimizes the production of residues.

When the products reach the end of their useful life can they be recycled?

Has elaborated a residue management program for the collection of toxic 
materials or for post-consumption recycling with clients?
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In regards to logistics, distribution and transport, the company: Yes No

Applies policies to diminish the quantity of material that is used for 
packaging?

Uses and promotes packaging made from recycled material?

Has a policy and control system that looks to improve logistical the 
environmental quality for logistics and transport management?

The company: Yes No

In the case of subsidiaries do they act according to the same conditions 
as the parent company even though they may operate in countries where 
environmental regulations are not as strict as in the country of the parent 
company?

3.2.2. Efficiency in the use of raw materials, energy and natural resources

With the goal of optimizing the production processes for goods and services, the 
company:

DEPTH INDICATORS:

With the technological model that is used, perhaps outdated, looks to reduce the 
consumption of raw materials, energy and natural resources and implement processes 
to manage waste.

Has newer technology or has invested to update the technologic model with the aim 
of reducing and/or substituting the resources that are used in the production process 
and reusing the waste generated.

In addition to the previous, has systems in place to measure, control and periodically 
audit significant environmental aspects, optimizing the consumption of raw mate-
rials, energy and natural resources.

In addition to the previous, is close to reaching a high level of environmental sustai-
nability through strategies of reuse and compensation that will be used extensively 
throughout the production process.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Has initiatives for the use of renewable energy sources?

Controls contamination caused by its activity?

Has a management system that allows it to evaluate the savings for reuse, 
recycling and reduced consumption?

The company has a system of management and control specifically 
for:

Yes No

The increase of energy efficiency?

The reduction of water use?

Reducing the generation of solid waste?

The reduction of CO2 and other gas emissions that cause the greenhouse 
effect?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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4. SUPPLIERS

This area contains aspects related to the selection and development of purchasing 
policies in line with the ethics code of the business and its commitment to apply the 
code throughout the production chain.

Area SUPPLIERS

Subarea 

Indicators

SELECTION OF CONSUMPTION

. Criteria for selection and evaluation of suppliers (GC: All)

. Child and/or Forced Labor in the production chain (GC: 4,5,10)

. Support for supplier development (GC: All)

4.1. Selection of Consumption

4.1.1. Criteria for selection and evaluation of suppliers

In order to regulate its relations with suppliers and other associates, the company:
DEPTH INDICATORS:

Has a policy of selection and evaluation of suppliers and associates known by all 
partners involved and that is based on determined variables such as quality, price and 
service without taking into account social considerations of the suppliers.

In addition to the previous, has known standards of selection and evaluation of su-
ppliers based on basic criteria of respect and compliance with existing labor, safety, 
financial and other relevant legislation. 

In addition to the previous, includes specific social responsibility criteria (for example 
the prohibition of child labor, work relations based on dignity, and adoption of envi-
ronmental models), motivates and positively supports its suppliers to achieve them.

In addition to the previous, requires its suppliers to comply with the same criteria and 
that they monitor them on a regular basis.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Knows if its suppliers comply with social responsibility criteria?

Has a specific social responsibility program for its suppliers?

Discusses questions related with social responsibility with its suppliers, 
attempting to train them and shows them its criteria?

Formally establishes a timetable for its supplier to adapt to social responsibility 
criteria?

After requesting socially responsible practices by its suppliers, carries out 
inspection visits?

Has purchasing criteria that consider the certification of origin and avoids 
buying products that are pirated, stolen or plagiarized?

Knows in depth the origin of raw materials and products used in production or 
in daily operations and has a guarantee or certification that they comply with 
human rights and environmental regulations?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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4.1.2. Child Labor and Forced Labor in the production chain

In its relations with suppliers and associates, the company:

DEPTH INDICATORS:

Has formal policies with the goal of contributing to eliminate child and forced labor, 
discussing the question with supplier and pushing them to comply with legislation.

In addition to the previous, establishes specific clauses in contracts which prohibit 
child and forced labor.

In addition to the previous, verifies compliance.

In addition to the previous, includes clauses with suppliers that apply these policies to 
third parties/subcontractors.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

BINARY INDICATORS:

The company: Yes No

Carries out periodic investigations, verification and inspections to verify that 
there is no child or forced labor in its production chain?

In the case of subsidiaries do they act according to the same conditions as the 
parent company even though they may operate in countries that do not have 
specific legislation or rules, etc…?
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4.1.3. Support for supplier development

With regards to the relation with suppliers of equal or lesser size, the company:

DEPTH INDICATORS:

Negotiates with transparency and establishes contractual relationships based on com-
mercial criteria.

Contributes to improve management quality of associates, offering information and 
promoting joint training activities.

In addition to the previous, maintains long term commercial relations and uses criteria 
to contribute to their growth.

In addition to the previous, involves them in social and environmental projects.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Includes among its suppliers individuals or groups from the community 
(cooperatives, neighborhood associations, organizations, etc…) with income 
generation projects for excluded groups (handicapped, immigrants, etc…)?

Has a rule for the just treatment of suppliers, especially for small suppliers (just 
pay, quality with relations, etc.)?

Stimulates the creation of networks or cooperatives of suppliers, giving support 
to new supply models?

Uses formal mechanisms that transmit the company’s values and principles to 
the chain of suppliers?

Has a purchasing policy that has in mind the selection of providers with social-
environmental certifications (such as SA8000, ISO 14,000, FLO19)?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?

19 FLO (Fair Labelling Organizations) is an international certification organization for Fair Trade pro-
ducts.
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 5. CONSUMERS AND CLIENTS

This area contains aspects related to the development of commercial policies of the 
business organization oriented to the improvement of results related to clients, pro-
ducts or services, and the responsibility for these in keeping with the ethics codes 
of the business organization.

Area CONSUMERS AND CLIENTS

Subarea 

Indicators

DIMENSION OF CONSUMPTION

. Commercial Communication Policy (GC: 1, 2, 10)

. Quality of products and services 

. Knowledge and strategies of potential harm and 
damage of the products and services (GC: 7 to 10)

5.1. Dimension of Consumption
 
5.1.1. Commercial Communication Policy

Considering the influence of its commercial communication policy on the creation 
of an image of credibility and confidence, the company:
DEPTH INDICATORS:

Centers its communication strategies into objectives related to the volume of receipts 
and short-term results.

In addition to the previous, has a formal communication policy coherent with its 
values and principals, extending it to all company communication materials, both 
internal and external.

In addition to the previous, seeks to motivate communication between clients and 
consumers with the company and clarify innovative or problematic aspects of its 
products and services, offering information on the prejudicial effects and instructions 
for use.

In addition to the previous, associates with suppliers, distributors, sales, technicians, 
consumer representatives and other professionals to create a culture of responsibility 
and transparency in communications with consumers and clients.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

When necessary, updates the communication material directed to consumers/
clients (labels, packaging, instruction manuals, warranties, etc.) in order to make 
its products safer and more transparent?

Alerts consumers and gives information about changes in the characteristics of its 
products or services (composition, quality, terms, weight, risks, price, maintenance, 
etc...)?

Has a formal policy against publicity that uses images of infants, adolescents, 
minors, women or anyone else in dangerous, indignant or at risk situations?

Maintains a policy of selling in zones that are not economically attractive and 
which generate reduced, or even negative, margins, motivated more by service to 
the client than by the costs this implies in contributions or development?

Maintains a policy of selling to social groups that are not economically attractive 
and which generate reduced, or even negative, margins, motivated more by service 
to the client than by the costs this implies in contributions or development?

Carries out a pre-analysis on publicity to verify that it conforms with the company’s 
ethical values and consumer rights legislation.

Takes advantage of the deficiencies in the products and services of competitors in 
order to promote its own?

Has had a complaint or lawsuit for a communication the company has used in 
the past two years by any of the following groups: consumers, clients, suppliers 
or competitors?

Has had any lawsuits or complaints in the past 2 years by a Consumer Rights 
Group?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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5.1.2. Quality of Products and Services

In regards to commitment in the quality of products and services in the area of 
attention to the consumer/client20, the company:

DEPTH INDICATORS:

Has a basic service, centered on information and solving individual claims by clients.

In addition to the previous, gives clients easy access to information in their interest, 
registers and communicates claims internally, resolving them rapidly and individually, 
and is client oriented in the procedures that are adopted.

In addition to the previous, has processes to identify the causes of problems and uses 
this information to improve the quality of the products and services.

In addition to the previous, establishes free and easy access to communication chan-
nels for clients, which incorporate complaints, opinions and expectations in the 
development of products and services, and updating communication material.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

20To facilitate reading clients and consumers are used interchangeably.
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BINARY INDICATORS:

The company: Yes No

Has suggestion, complaint and opinion forms available and easily accessible 
for clients?

Offers customer service to receive suggestions, opinions and complaints 
regarding its services and products?

Do clients know that they will always be dealt with and that any problems that 
may arise from products or services will be resolved and not forgotten?

Do clients know that they will always be dealt with and that the company will 
inform or warn them about any incident?

Prepares its customer service workers to work ethically and respect consumer 
rights?

Trains and gives incentives to its customer service workers to resolve problems 
honestly, quickly and autonomously?

Uses indicators to evaluate customer service?

When selling products or services, maintains the importance of using only 
truthful arguments?

In regards to the client decision making process for purchasing products and 
services, does the company have an explicit anti-bribery policy?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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5.1.3. Knowledge and strategies related to potential damage and harm related to 
products and services, the company:

In regards to the knowledge and strategies related to potential damage and harm 
related to products and services, the company:

DEPTH INDICATORS:

Seldom or infrequently carries out technical or clinical research and studies on the 
potential damage and harm of products and services to its clients.

In addition to the previous, quickly releases information regarding adopting preven-
tive measures and or corrective actions.

In addition to the previous, trains personal and external associates to adopt preventive 
measures and or corrections both rapidly and efficiently with the maximum trans-
parency.

In addition to the previous, carries out research and interacts with interest groups for 
a continuing improvement of the products and services, substituting components, 
technology and procedures in order to minimize risks to health and security, elimina-
ting moral damage and assuring the privacy of the client.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS::

The company: Yes No

Has a program specialized in product and service health and safety for the 
client?

Has flexible internal systems and trains workers who work in external 
communications to respond quickly and transparently in crisis situations?

Has been sued in the last 2 years for not complying with regulations related to 
consumer health and safety?

Has recalled or removed products as a result of pressure from consumers or 
other entities that defend consumers? 

Has a formal policy for protecting client data in line with current legislation?

Informs clients how their data will be used and stored?

Solicits more personal information than is necessary for the use that the client 
has been informed about?

Provides information from client lists to third parties when they have given 
permission?

Has a system that allows clients to modify or delete their personal information 
from the file?

Has a register of complaints related to not respecting the privacy of clients and 
reviews it on a regular basis?

Commercializes products or services in other countries that are prohibited in 
the company’s home country?

Commercializes products or services in the company’s home country that are 
prohibited in other countries?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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This section contains aspects of formalization, management, and development of 
policies related to the community (associations, schools, hospitals, etc.), both at 
the level of impact of business activity as well as the level of the relationship and 
commitment with the actors that make up the community.

Area SOCIAL AND COMMUNITY ACTION

Subarea 

Indicators

RELATIONS WITH THE 
LOCAL COMMUNITY

. Impact of the company 
on the local community 
(GC: 1, 2, 7, 8, 9) 
. Relationship and 
commitment with 
local entities and 
activities (GC: 1, 10)

SOCIAL ACTIVITY

. Funding and commitment 
to social action (GC: 1)

6.1. Relations with the local community

6.1.1. Impact of the company on the local community

Considering the possible impacts on the life of the community, the company:

DEPTH INDICATORS:

Takes measures to address to possible claims and other actions by the community.

Knows the impact of its actions on the community, and for this reason has a structu-
red process to record claims and promote periodic meeting to inform the community 
about preventive measures that were taken.

Has a formal policy of meeting community demands and reporting on current and 
future plans and impacts, involving the community in the resolution of problems.

In addition to the previous, has workgroups that operate with the community which 
analyze and control any adverse impacts.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

6. SOCIAL AND COMMUNITY ACTION
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BINARY INDICATORS:

The company: Yes No

Recognizes the community as an stakeholder in its decision making 
processes?

Participates in the discussion of community problems and looks to find 
solutions?

Contributes to improve the local environment of the community and the 
company?

Has a program that contemplates contracting people and collaborating with 
associations and other social movements that are in the community?

Has purchasing and investment policies that have the goal of contributing to 
the socioeconomic development of the community?

Communicates and sensitizes its workers to respect the values and traditions 
of the community where it operates?

In the last 2 years, the company has received complaints or claims 
for: Yes No

Excess of waste, dirtiness, bad odors or noise?

Interference with telephones, Internet or other communication systems?

Other reasons?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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6.1.2. Relationship with local entities and activities and commitment to social 
action21

In reference to the relationship with local entities and activities, the commitment 
with social action and with local entities and to the collaboration in social activi-
ties, sports and or culture, the company:

DEPTH INDICATORS:

Knows about the activities in a superficial way, and participates from time to time in 
the realization of these activities.

Participates in society by offering its services, and/or products (lenses, glass, opti-
cal/ophthalmologic equipment, visual health services, rooms, materials, etc...) and/or 
partially financing these activities.

In addition to the previous, allows workers to spend time and resources to develop 
these activities.

In addition to the previous, maintains long term collaborations with participating 
entities in the elaboration and implementation of joint projects and finances part of 
the budget for these activities with the goal of contributing to the maximum local 
development.

We have not previously dealt with this theme.

This theme is not applicable to our company. 

21Social Action carried out at the local level as well as in developing countries.
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BINARY INDICATORS:

The company: Yes No

From time to time makes economic grants to a social project if asked to?

Always makes economic grants to various social projects when asked to?

Makes economic grants from time to time to a social project on the company’s 
own initiative?

Actively looks to make periodic economic contributions in a social project on 
the company’s own initiative?

Has a budget and a continuing strategy which has been planned with the 
community, to make economic contributions to social projects?

Tries to understand the local needs before designing the continuing and 
planned strategy for social projects?
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In respect to volunteer social work by its workers, the company: Yes No

Doesn’t know or knows only superficially the initiatives that its workers 
participate in?

Informs and values the volunteer activities by its workers through formal or 
informal internal mechanisms?

Encourages and/or stimulates its workers to participate in volunteer activities 
that benefit the community?

Actively encourages and organizes its workers to participate in volunteer 
activities which benefit the community?

In respect to the communication and dialogue with the community 
the company:

Yes No

Values the use of its commercial name, brand and logo in community 
activities?

Participates in community activities only when its commercial name, brand or 
logo are visible?

Values and/or modifies its image and/or brand through community activities?

The communication policy of the company is considerably related with the 
community activities that it does?

Community focus is fundamental in the development of the commercial and 
communication strategies of the company?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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6.1.3. Funding and commitment to social action 

The funding and commitment to social action by the company is based on:

DEPTH INDICATORS:

Establishing an arbitrary fund administered by the directors or management in func-
tion of the number of external requests.

Funds are defined in the annual budget, administered with transparency by a work-
group or committee and conform to pre-established criteria.

A structured social program which is administered by a specialized team, with a stable 
budget and with defined objectives, beneficiaries, strategies and actions.

In addition to the previous, values that the project is planned for long term sustai-
nability with the capacity to generate the necessary economic resources and thereby 
assuring its long term continuity (eg: through a patrimony fund, a fixed percentage 
of billing by the company, etc…)

We have not previously dealt with this theme.

This theme is not applicable to our company. 



RSC |65 

BINARY INDICATORS:

The company: Yes No

Keeps in mind social action and the staff responsible for it in the general 
process of strategic planning?

Uses a specialized team in social action for the planning, monitoring and 
evaluation of social action?

Plans its social action strategy by looking for the maximum long term 
impact?

Optimizes the impact of its social action by promoting resources of other 
companies, organizations and/or the participation of government entities?

Has a consulting procedure for the beneficiaries of its social action programs, 
controlled by fulfillment indicators?

Uses fiscal incentives such as deductions or discounts for donations and 
sponsorships?

If fiscal incentives and other types of advantages didn’t exist, the company 
would assess that, although it would continue with its commitment?

Has mechanisms that encourage suppliers, shareholders and other interested 
parties to make donations?

Informs employees about the projects that the company is supporting and 
developing, offering volunteer opportunities and stimulating employee 
participation?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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7. 7. GOVERNMENT AND SOCIETY

This section contains aspects related to the commitment of the company for trans-
parency in its relations with public power and with its participation in public 
interest projects.

Area GOVERNMENT AND SOCIETY

Subarea 

Indicators

POLITICAL TRANSPARENCY

. Anticorruption 
practices (GC:10)

SOCIAL LEADERSHIP

. Leadership and Social 
Influence  (GC: all)
. Participation in governmental 
social projects (GC: 1, 2, 4, 5, 10)

7.1. Political Transparency

7.1.1. Anticorruption practices

With respect to authorities, public health actors (doctors, ophthalmologists, opto-
metrists, etc...), agents a   nd prosecutors, at all levels, the company:

DEPTH INDICATORS:

Avoids situations (commissions, prizes, trips, etc.) that benefit government personnel, 
however does not have formal procedures or control and punishment statements to 
communicate this.

Maintains a position that is known to all internal employees and which prohibits directly 
or indirectly benefiting governmental employees.

Has written rules on this subject, which are well distributed both internally and exter-
nally (eg: public representatives that the company has relations with) and has formal 
control, punishment and audit procedures.

In addition to the previous, includes the obligation to denounce any offer that is made.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Has appeared in the press as being under suspicion of being related to a case 
of public corruption in the past 3 years?

Has sanction measures in place for collaborators and workers that have been 
involved in bribing public agents?

Has an explicit communication policy of non-support and non-participation 
in manipulative processes that have and are against the interests of the 
competition, for example?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?

7.2. Social Leadership

7.2.1. Leadership and Social Influence

With the intention of exercising its citizenship by participating in associations and 
in organizations and/or business forums, the company:

DEPTH INDICATORS:

Participates in commissions and/or workgroups related to the defense and promotion 
of interests specific to its sector.

In addition to the previous, participates in issues of public interest and social respon-
sibility.

Participates actively, contributing human resources or funding, in issues of public and 
social interest.

In addition to the previous, has members of the board of directors involved in the 
formation, viability and reinforcement of proposals of a social nature and dialogues 
with public authorities in order to seek their implementation.

We have not previously dealt with this theme.

This theme is not applicable to our company. 
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BINARY INDICATORS:

The company: Yes No

Participates in or carries out media campaigns related to questions of public 
interest?

Actively interacts with education and teaching institutions of all levels to 
develop plans to improve the knowledge base required in a diversified sector 
(commercial, professional, technical, etc…) such as that in visual health.

Actively interacts with education and teaching institutions of all levels 
to develop awareness raising and professional development plans so that 
professionals have a good understanding and awareness of the professional 
ethics code?

Encourages and sponsors projects that develop research and technology 
projects, actively interacting with the academic and scientific community?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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7.2.2. Participation in governmental social projects

In its commitment to activities carried out by government entities, the company:

DEPTH INDICATORS:

Contributes by paying taxes.

Occasionally contributes to governmental activities in the realization of specific 
events and activities and/or gives financial support to specific and focused programs 
and projects that are carried out by the government, in response to a request by the 
authorities.

Regularly contributes with human resources, specialists, or funding to carry out speci-
fic and focused programs that are executed by governmental entities.

Actively participates in the drafting, improvement, execution and evaluation of gene-
ral interest public policy.

We have not dealt with this theme.

We do not see the application of this theme in our company.

BINARY INDICATORS:

The company: Yes No

Adopts or develops collaborations and/or associations with public organisms 
with the goal of improving the quality of education, teaching, social services, 
health and/or infrastructure, eliminate child and/or forced labor, to give 
incentives for the production of income and jobs, promotes the professional 
ethics code, etc…?

Sponsors public or private programs of internships and/or academic 
scholarships?

Coordinates associations in the programs that participate?

In the case of subsidiaries, do they act under the same conditions as the parent 
company?
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QUANTITATIVE INDICATORS

Quantitative indicators allow for a more objective analysis of the results and help 
in the elaboration of the Sustainability Report. They are for internal use and we 
recommend reflection on their evolution and the possibility of incorporating them 
as instruments of socially responsible management.
 
The origin of the indicators can be found in:
• Annual Accounts and complementary reports
• Information systems of direction, organization and management
• Evaluating intangibles

The reach of economic indicators is further than that of financial indicators.  In 
order to report on sustainability it is necessary to offer a global image of the eco-
nomic impact of the organization, which is to say, of the economic implications of 
the companies activities.

INTERNAL PUBLIC OR WORKING ENVIRONMENT
Respecting individuals
  Evaluating diversity

%

 Percentage of women with respect to the total number of workers

 Percentage of women in management positions in respect to total   
 management positions

 Median salary of women in management positions

 Median salary of men in management positions

 Median salary of women in non management positions 

 Median salary of men in non management positions

 Percentage of interns in relation to the total number of workers

 Percentage of handicapped workers in relation to the total number of  
 workers

 Percentage of workers over the age of 45 in relation to the total number  
 of workers
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INTERNAL PUBLIC OR WORKING ENVIRONMENT 
Dignity at Work
  Pay, benefits and career policy

%

 Ratio between the highest and lowest pay at the company (including  
 variable payments, benefits and bonuses)

 Ratio between the lowest salary in the company and the current   
 professional minimum salary

In regards to the participation of the benefits of the company:

 Percentage of stock value distributed in relation to total wages

 Percentage of workers benefited of the total number of workers

In regards to company bonuses:

 Percentage of bonuses in relation to total wages

 Percentage of workers receiving bonuses of the total number of workers

 Percentage of shares in the company owned by the workers 

INTERNAL PUBLIC OR WORKING ENVIRONMENT 
Decent Work
  Care for health, security and working conditions

%

 Median of overtime per worker per year working

 Median of work accidents per worker per year

 Percentage of accidents that cause temporary sick leave

 Percentage of accidents that implicate damage in worker integrity and  
 result in permanent worker leave

 Percentage of accidents that result in worker death
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INTERNAL PUBLIC OR WORKING ENVIRONMENT 
Dignity at Work
  Behavior during dismissals

%

 Number of workers in the last 12 months

 Total number of workers dismissed in the last 12 months

 Total number of voluntary layoffs of men in the past 12 months

 Total number of voluntary layoffs of women in the past 12 months

 Total number of contracts of men that ended in the past 12 months

 Total number of contracts of women that ended in the past 12 months

 Total number of new hires of men in the past 12 months 

 Total number of new hires of women in the past 12 months

 Percentage of dismissals of workers over the age of 45 in respect to  
 total dismissals

 Percentage of involuntary dismissals in respect to total dismissals

ENVIRONMENT 
Control of environmental impact
  Control of the environmental impact of the life cycle of products  
 and services

%

  Mean of the quantity of incidents in the last 2 years, inspections and/or  
 fines and sanctions for violating environmental protection rules of:

  • Low severity

  • Medium severity

  • High severity 
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ENVIRONMENT 
Control of environmental impact
  Efficiency in the use of raw materials, energy and natural   
 resources

%

 Total amount of money invested in programs and projects to improve  
 the environment

 Percentage of total billing applied to programs and projects to improve  
 the environment

 Annual consume of energy (in Kwh)

 Annual consume of fossil fuels:

  • Gasoline/Diesel (in liters)

  • Fuel Oil (in tons)

  • Gas LNG/NG (in cubic meters)

 Annual consume of water (in cubic meters)

 Median annual volume of CO2 and other greenhouse gases emitted into  
 the atmosphere (in tons)

 Annual quantity (in tons) of solid waste residue produced (garbage,  
 etc..)

SUPPLIERS 
Selection of consume
  Selection criteria and evaluation of suppliers

%

 Percentage of total suppliers that were inspected for Social   
 Responsibility practices

SUPPLIERS 
Selection of consume
  Child labor and forced labor in the production chain

%

In the last 4 years:

 Number of inspections in the company related to the use of child labor

 Number of inspections in the company related to the use of forced   
 labor
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CONSUMERS AND CLIENTS 
Dimension of Consume
  Commercial communication policy

%

In regards to violations of Consumer Defense Laws (or similar consumer 
protection legislation in your country), in the last 4 years:

 Number of administrative processes registered

 Number of judicial (civil and criminal) processes

CONSUMERS AND CLIENTS
Dimension of Consume
  Quality of products and services 

%

 Total number of calls handled by the customer service department (CSD)  
 in the last 12 months

 Percentage of complaints and claims resolved by the CSD out of the  
 total number of calls

 Percentage of complaints and claims that were not resolved by the CSD  
 out of the total number of calls

 Average call wait time for the CSD in the last 12 months

SOCIAL AND COMMUNITY ACTION
Social Action
  Funding and commitment to social action

%

 Percentage of total billing budgeted for social action (do not include   
 contributions of legal origin, tax based contributions, or benefits linked to the  
 work condition of the company)

 Of the total funding for social action, the percentage that is made up of  
 donations of products or services

 Of the total funding for social action, the percentage of in kind contributions

 Of the total funding for social action, the percentage of investment in the  
 companies own social projects

 Percentage of workers who volunteer in the community 

 Median number of hours given (liberated from normal working hours) by the  
 company for volunteer work by the workers over the total number of hours  
 worked by personnel of the company
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Notes and other comments
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