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G R I :  1 ,  2 - 3 ,  2 - 4 ,  2 - 5  
C S A :  1 . 1 . 1  

G R U P O  E L E K T R A  
S U S T A I N A B I L I T Y  
REPORT 
A b out this report 
To reaffirm our commitment to promoting, inclusive prosperity to gene-
rate greater value for our stakeholders, we publish the tenth edition of 
the Sustainability Report, in which we report on the Environmental, So-
cial and Corporate Governance (ESG) performance of Grupo Elektra 
and its main businesses: Tiendas Elektra, Italika and Banco Azteca, for 
the period from January 1st to December 31st, 20221 ( G R I  2 - 3 )

The content of this report has been prepared in accordance with the 
Global Reporting Initiative(GRI) 2021 Standards and its eight principles: 
accuracy, balance, clarity, comparability, completeness, sustainability 
context, timeliness and verifiability ( G R I  1 ) ,  as well as the applicable 
Sustainability Accounting Standards Board (SASB) industry standards. 
Updates to information from previous years are indicated as appropria-
te ( G R I  2 - 4 ) .  

1  Same reporting period as the financial report.
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L E T T E R  T O  
READERS  
For the tenth consecutive year, we are pleased to present Grupo Elektra's Sus-
tainability Report, which describes the organization's ongoing efforts to improve 
its environmental, social, corporate governance, and economic performance.

We are committed to our stakeholders to operate in a responsible and sustai-
nable manner, with a focus on generating inclusive prosperity that allows us to 
contribute to creating greater well-being and progress for all.

This report reflects the results of the initiatives, policies, programs, strategies, 
and other actions we have implemented in the different areas and business 
units that make up Grupo Elektra, including the supply chain, operations, servi-
ces, and products, in which we have made significant progress.

During 2022, we remained on track to be a benchmark for best practices in 
Mexico. Through the company's operations, we generate economic, social, 
and environmental value in the communities in which we operate; for example, 
through the financial business Banco Azteca and Azteca Servicios Financieros, 
we serve sectors underserved by traditional banking and we strive to promote 
financial inclusion and education.

In the commercial business, at Tiendas Elektra we promote access to world-
class products for the home, mobility, and connectivity business lines at affor-
dable conditions, through a variety of payment methods. 

While at Italika we promote design, efficiency, and quality when assembling 
and marketing our motorcycles, in order to meet the needs of our customers. 
We have developed new technologies that allow us to be more efficient in our 
operations and thus offer better products and services to customers.

G R I :  2 - 2
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In line with our omnichannel strategy, we have launched the mobile applica-
tion App Elektra, which facilitates the interaction and purchase of merchandise 
from anywhere and at any time. At Banco Azteca, we continue to promote the 
digitalization of our financial services with the Banco Azteca App, where our 
customers can carry out all transactions from their cell phones. The technology 
of Italika motorcycles has taken a step in favor of the environment by continuing 
to promote the Voltium electric line.

On the other hand, we overcame the barriers brought about by the COVID-19 
pandemic. At all times we showed solidarity with our customers, we worked to 
bring well-being to the communities through quality services and products, and 
we protected the health and integrity of our employees through labor practices 
that allowed us to offer them safe places to carry out their activities.

We demonstrated the resilience and innovation of the business, which is why 
we used the lessons learned during the pandemic to improve and streamline 
the way we deliver products to the doorsteps of the families where we operate.

To reinforce our positive impact on communities, we seek to transmit our values 
and best practices to our stakeholders: our employees, customers, and mem-
bers of the supply chain, through Grupo Salinas' Fundación Azteca, which is a 
fundamental part of Grupo Elektra's social actions.

Fundación Azteca integrates actions in favor of health, education, and the envi-
ronment; it seeks to promote the potential of Mexican youth and society through 
educational programs to provide development opportunities, enhance capabili-
ties, and transform lives.

We will continue to promote initiatives and projects that have a positive impact 
on communities and the environment. We will continue to focus on reducing 
our environmental impact through energy efficiency measures, the use of re-
newable energies, and responsible waste management. We will continue to 
work towards a more sustainable future and innovate to offer more efficient and 
environmentally responsible solutions.

By reading this report, you will learn more about the achievements and goals of 
Grupo Elektra's companies, as well as the opportunities we have ahead of us 
to continue adapting to the current context in an innovative and accessible way 
for all, to build a better tomorrow. ( G R I  2 - 2 )
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 C om m itm ent to econom ic com petitiveness 

R E L E V A N T  
FIGURES 

5 0 %
of  the independent 

m em b ers of  the 
B oard of  D irectors 

are wom en.

of  training in 
ethics topics.

 5 5 7 , 4 1 2
hours 

 5 7 ,  2 9 8
em ployees trained 
in cyb ersecurity 

and personal data 
protection.

of  purchases 
f rom  local 
suppliers.

$ 2 , 9 0 4  
million pesos

of  suppliers were 
evaluated with 

environm ental and 
social criteria.

4 4 . 3 1 %
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 C om m itm ent to people 

R E L E V A N T  
FIGURES 

C ustom er 
satisf action is 

5 8 . 9 % .

8  out of 1 0
custom ers rated 
us with 5  stars.

4 1 . 6 %  
of  G rupo E lektra' s 
workf orce is m ade 

up of  wom en. in m onetary 
donations.

$ 2 2 0
millions pesos 

$ 2 0 7  
million pesos

2 4 , 8 3 1  
hours

invested in training,  
representing an 
increase of  6 5 %  

com pared to 2 0 2 1 .

volunteered b y 
em ployees.
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 C om m itm ent to the environm ent 

R E L E V A N T  
FIGURES 

3 1 % 4  
photovoltaic

reduction 
in Scope 1 
emissions.

3 7 %
decrease in fuel 
consumption.

systems installed at 
Tiendas Elektra

Banco Azteca 
develops its climate 

change strategy 
based on the Task 
Force on Climate-
Related Financial 

Disclosures (TCFD).
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G R I :  2 - 1

Grupo Elektra, S.A.B. de C.V., hereinafter 
Grupo Elektra, is a publicly traded stock cor-
poration with variable capital, engaged in the 
provision of financial and specialized trade 
services with its main office in Mexico and 
operations in the United States and Central 
America ( G R I  2 - 1 ) .

WH O  
ARE WE? 
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G R I :  2 - 2 ,  2 - 6 ,  2 - 2 8

HISTORY

1 9 0 6

2 0 0 5

2 0 0 8

2 0 1 3

2 0 1 0

1 9 9 3

2 0 0 2

2 0 0 4

1 9 5 7

2 0 0 7

2 0 0 9

2 0 1 2

1 9 9 7

2 0 0 3

Founding of the Benjamín 
Salinas y Cía. furniture factory 
in Monterrey.

Tiendas Elektra and Banco 
Azteca begin operations in 
Panama

Italika's assembly plant, 
Ensamblika, starts operations

Publication of Grupo Elektra's 
first sustainability report

Grupo Salinas recognized 
with the 2010 National Energy 
Saving Award

Completion of the primary 
public offering on the Mexican 
Stock Exchange.

Banco Azteca was born with 
the simultaneous opening 
of more than 800 branches 
located inside Tiendas Elektra, 
Salinas y Rocha, and Bodega 
de Remates.

Creation of Italika

Seguros Azteca begins 
operations

Opening of the first Elektra 
Store.

Banco Azteca Guatemala 
begins operations with 75 
points of sale and Banco 
Azteca Honduras begins 
operations

Banco Azteca was recognized 
as one of the 20 best 
companies in Mexico for its 
technological innovations, 
according to Information 
Week.

Banco Azteca began 
operations in El Salvador.

Implementation of the 
Energy Management System 
(SIGEN) for carbon footprint 
measurement.

Punto Casa de Bolsa Opening

Beginning of operations of 
Tiendas Elektra in Latin America 
with the opening of four stores in 
Guatemala.

Creation of Fundación Azteca 
to materialize social and 
environmental philanthropy 
projects.

Afore Azteca begins 
operations.
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G R I :  2 - 2 ,  2 - 6 ,  2 - 2 8

2 0 1 72 0 1 4

2 0 1 8

2 0 2 2

2 0 1 6

Grupo Elektra obtained 
Recognition for the best 

corporate governance in 
Mexico by the Capital Finance 
International Awards (CFI Awards).

Tiendas Elektra and Banco 
Azteca obtained the ESR 
Distinction for the first year.

Banco Azteca has become 
the leading banker in Peru, 
El Salvador, and Honduras, 
according to Equifax prospecting 
studies.

Start of Tiendas Elektra's 
omnichannel strategy.

Grupo Elektra joins the S&P/
BMV IPC Sustentable of the 
Mexican Stock Exchange.

Launch of the first phase of 
Banco Azteca's Aprende y 
Crece financial education and 
micro-business program.

The World Bank recognizes 
Banco Azteca for its favorable 
impact on the economy 
of people underserved by 
traditional banks.

Adherence to the United 
Nations Global Compact.

Admission to FTSE Emerging 
ESGIndex and FTSE4GOOD 
Latin America Index. 

Launch of Banco Azteca's 
first credit card, called Oro 
Garantizada.

Signing of the collaboration 
agreement between Tiendas 
Elektra and the Consumer 
Protection Attorney General's 
Office (PROFECO), to 
implement best commercial 
practices at the company's 
points of contact in favor of 
customers.

Creation of the Italika Racing  
project, whose objective is 
to create a sports platform to 
identify talent and train high-
performance riders in national 
and international motorcycling.

2 0 1 5

2 0 2 1

Creation of Grupo Elektra's 
Personal Data Committee.

Italika obtained the ESR 
distinction for the first time, 
granted by Cemefi and 
AliaRSE.

Adherence to the following 
initiatives:

Women Empowerment 
Principles 

Target Gender Equality

Climate Ambition Accelerator 

Business and Human Rights 
Accelerator

( G R I  2 - 2 8 )  
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G R I :  2 - 2

G R U P O  E L E K T R A  
BUSINESS 
The Company's main businesses are as2: 

N ueva E lektra del M ilenio,  S . A .  de C . V . :  
Hereinafter Tiendas Elektra is the specia-
lized retail business, which also offers its 
products through online sales. In addition, 
it has a wide range of quality merchandise 
and services at affordable prices.

C om ercializa dora de M otos de C alidad,  
S . A .  de C . V . :  Hereinafter now on Italika Ita-
lika is the largest

motorcycle brand in Mexico. Among some 
of the attributes that motorcycles have are 
fuel efficiency and quality, they are a safe 
and economical transportation alternative, 
they facilitate the autonomy of customers, 
and their use is as a work tool.

B anco A zt eca S . A . ,  M ultiple B anking I ns-
titution:  From now on, Banco Azteca is the 
largest Mexican bank in terms of personal 
loan portfolio and coverage by number of 
customer contact points. We offer financial 
products and services for sectors underser-
ved by traditional banking ( G R I  2 - 2 )  .

2 T iendas E lektra
I talika
B anco
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E lektra y S alinas &  R ocha
E lectronic 
A ppliances 
F urniture 
A utom otive &  H ardware 
T elephony 
C om putation 
M attresses 
E ntertainm ent 
M oney T ransf ers 
E x tended Warranties 
A irtim e 
E - com m erce

I talika
M otorcycles 
A ccessories 
S ervice 

B anco A zt eca
P eople:

C redits C ards 
S avings accounts 
S ight and term  investm ent 
M oney orders and transf ers 
P aym ents 
C urrencies 
M i P lata en B ó veda ( M y M oney in 
V ault)  
C orrespondents 
C ard paym ents acceptance 
D igital B anking  

C om pany:
C om pany A ccount 
C orporate D eb it C ard 
I nternational inter- b ank transf ers 
A zt eca C orporate P ayroll 
P aym ents to third parties 
R ef erenced deposits 
C ard paym ent acceptance 
E nterprise C redit 

S eguros A zt eca
L if e and accident insurance 
H ealth I nsurance 
C ar and m otorcycle insurance 

A f ore A zt eca
A dm inistration of  retirem ent f unds

P unto C asa de B olsa
P rom otion f or individuals 
I nstitutional prom otion 
I nvestm ent b anking:  S tock 
certificates, private equity and 
financial transactions

P urpose F inancial
S hort- term  loans 
L ong- term  loans 
C ollateralize d loans 
L ines of  credit

F inancialC om m ercial

( G R I :  2 - 6 )

S egm ents,  P roducts and S ervices

The segments, products and services offered through the commercial and financial business are: 

( G R I  2 - 6 )

1 5
W

alking together tow
ards inclusive prosperity

G R U P O  E L E K T R A
S U S T A I N A B I L I T Y  R E P O R T  2 0 2 2

C ontents G R I S A S B

C ontents 

G rupo E lektra S ustainab ility

Who are we 

Walking together 

C om m itm ent value creation 

C om m itm ent stakeholders  

C om m itm ent to the envirom ent 

T ab le contents G R I

T iendas E lektra 

I talika 

B anco A zt eca 



P R E S E N C E
We operate in Mexico, Central America and the Uni-
ted States, in 6,346 points of contact through Tiendas 
Elektra, Salinas y Rocha, Banco Azteca and Purpose 
Financial branches, being the largest provider of short-
term non-bank loans in the United States.

P oints of  contact

1 5 %

8 5 %

M ex ico,  G uatem ala,  
H onduras y P anam a 

U nited S tates  

United States

Mexico

Guatemala

Panama

Honduras
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For us, inclusive prosperity means generating value and wellbeing 
for millions of families based on a business vision that fosters the 
creation of opportunities through social and economic inclusion, 
always taking care of the environment.

Grupo Elektra's business vision is based on the promotion of 
diversity and inclusion in all business areas, from the recruitment 
and development of talent to the creation and offering of 
innovative solutions that absorb customer needs. 

Similarly, we seek to create a sustainable and resilient value 
chain that promotes the growth, development, and adaptability 
of the business. The three aspects we consider for the creation 
of Grupo Salinas' Inclusive Prosperity are: 

1 . E conom ic value:  It is a virtuous cycle that is distinguished 
by the following fundamental elements: innovation, 
inventiveness, creativity, and competition, which enable the 
creation of new businesses and the generation of higher 
quality jobs.

2 . S ocial value:  This is the commitment we must create 
environments conducive to generating innovation and 
enhancing the capabilities of society, thus improving the 
living conditions of thousands of families in the communities 
in which we operate.

WA L K I N G  T O G E T H E R
TOWARDS INCLUSIVE PROSPERITY

3 . E nvironm ental value:  This means that we seek to mitigate 
negative impacts on the environment in the value chain. We 
promote respect and care for the environment and natural 
resources in all of the company's activities and processes, 
and we transmit this culture to employees, customers and 
collaborators.

It is important to highlight that since December 2018, we joined 
the United Nations Global Compact, and we take as a reference 
its ten principles on Human Rights, Labor Standards and Anti-
Corruption. This is an important step towards the generation of 
Inclusive Prosperity, demonstrating a strong commitment to the 
promotion of a responsible business culture.

In terms of environmental value, we have identified the risks and 
opportunities related to climate change on the financial business, 
through the adoption of the recommendations of the Task Force on 
Climate-Related Financial Disclosures (TCFD). This transparency 
exercise captures progress in corporate governance, strategy, risk 
management and metrics related to climate change.
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Under the results of our 2021 materiality analysis, we have 
identified the critical environmental, social and corporate 
governance issues of each business, considered the 
perspective of our stakeholders and the strategic vision of the 
business.

This analysis incorporated the way in which the company 
responds to the management, operation and development 
of the business based on customer expectations, customer 
priorities and trends for the different stakeholders ( G R I  2 - 2 9 ) .

The process we carry out is classified as follows stages:

M ateriality assessm ent

R eview

1. Analysis of material topics from previous exercises.

2. Identification of potentially relevant issues, based on do-
cumentary reviews and a frame of reference corresponding 
to companies with similar lines of business.

3. Elaboration of a list of potentially relevant topics, with bi-
bliography on:

• S ectoral priorities:  references of in- version criteria 
in the sector.

• C ontex t of  activity:  trends in business management, 
risks, and opportunities. Analysis of documents in res-
ponse to the COVID-19 and post-pandemic context, 
both general and sectoral.

• P re- ex isting consultations:  Work climate survey, 
satisfaction survey (IPN), interview with human capital.

Preparation of a list of potentially relevant topics of the 
analysis of:

1. Stakeholder priorities identified in:

• Surveys to employees and suppliers.

• Online customer survey and interviews with custo-
mer relationship managers in different businesses

2. Strategic priority of the company:

• Interviews and surveys of the business manage-
ment team

1. Elaboration of the cross-materiality matrix between 
stakeholder priorities versus strategic priorities.

2. Validation of relevant issues.

3. Determination of the set of material issues.

4. Final validation session with Grupo Elektra.

To gain a better understanding of materiality, we use the 
following key concepts:

• M aterial topics:  are those that are particularly critical 
at present, either for stakeholders, for the company(ies), 
or for both. They serve as the basis for our sustainability 

model and determine the contents of this report.

• E m erging topics:  are those to which we will pay 
attention because they may become material in the short 
term, derived from a significant change in the context and/
or in our operation.

• P otentially relevant topics:  these are issues of lesser 
significance at present, which do not require immediate 
action on our part, however, they should be taken into 
consideration.

G R I :  2 - 2 9 ,  3 - 1 ,  3 - 2  
C S A :  1 . 3 . 1 ,  1 . 3 . 2 ,  1 . 3 . 3  

( G R I  3 - 1 )
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M A T E R I A L I T Y
MATRIX

1 T raining and developm ent of  
opportunities

2 T alent attraction and retention

3 Work environm ent

4 Diversity and equality of 
opportunities

5 H ealth and security of  the 
collab orator

6 R esponsib le suply chain

7 Automation and efficiency of 
operating procedures

8 B ussines com petitiveness

9 D igitation of  processes 

1 0 Logistics efficiency

1 1 R esponsib le packaging

1 2 C ustom er ex perience

1 3 I nnovation of  products and 
services

1 4 A S G  investm ent ( environm en-
tal,  social and governance)

1 5 A lliance with strategic part-
ners

1 6 O m nichannels and accesib ili-
ty to services and products

1 7 P roduct transparency

S trategy f ocus
of the company

3.90

3.40

P riorities 
of stakeholders

0 . 0 0 0 . 5 0 1 . 0 0 1 . 5 0 2 . 0 0 2 . 5 0 3 . 0 0 3 . 5 0 4 . 0 0 4 . 5 0 5 . 0 0

1

5

3 3

1 7

2 1

3

73 5

1 9

2 3

9

1 3

2 5

2 9

3 6

1 1

1 5

2 7

3 1

2

6
3 4

1 8

2 2

4

8

2 0

2 4

1 0

1 4

3 0

1 2

1 6

3 2

2 6

2 8

M aterial sub j ects P otential m aterial 
sub j ects in the short-
term

O ther potentially 
relevant sub j ects

1 8 C ustom er privacy

1 9 R esiliency and adaptab ility of  
the b usiness m odel

2 0 H ealth and security 
of  the custom er

2 1 C yb ersecurity

2 2 A ter- sales services

2 3 R egulatory com pliance

2 4 E thics and anticorruption

2 5 C orporate governance

2 6 F inancial stab ility

2 7 R elationship with authorities

2 8 B rand m anagem ent and A S G  
com m unication

2 9 Energy efficiency and renewa-
b le energies

3 0 Water m anagem ent

3 1 Waste m anagem ent and m ate-
rial efficiency

3 2 R esiliency to clim ate change

3 3 D ecrease of  G H  em issions

3 4 S ocio- econom ic develpm ent 
of  com m unities

3 5 F inancial inclusion and 
education

3 6 R oad culture and saf ety
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M aterial them e Definition A lignm ent with the S D G s 

T raining and developm ent 
of  opportunities

Practices and programs to encourage and motivate employees to access better and/or di-
fferent positions within the company, in addition to providing training to improve professional 
competencies and skills and having clear career plans and transparent performance evalua-
tion processes.

T alent attraction and 
retention

It refers to the processes and practices for attracting, recruiting, and retaining employees 
through the creation of growth opportunities and career plans that foster their satisfaction 
and well-being. It also considers the management of the workforce so that it operates at
the most productive levels, copes with organizational changes and adapts to new trends.

B usiness com petitiveness 
It is the strategic plan of the business model to ensure the highest quality in products and 
services in the face of competitors, increasing the performance of the company and increa-
sing the value of the brand in the market.

D igitaliza tion of  processes 
These are practices to reduce costs and make operational processes more efficient by re-
placing manual processes with software applications, speeding up the execution time of 
activities, and implementing sustainable technologies.

P roduct transparency 

Requirements, standards, certifications and practices established in relation to the informa-
tion that is presented to consumers when goods and services are advertised and sold. It 
includes societal challenges related to the lack of transparent, accurate and complete infor-
mation.

C ustom er ex perience 
It is the culture inspired by the customer in order to ensure that he/she has a unique expe-
rience based on his/her satisfaction and well-being when using the company's products and 
services.

P roduct and service 
innovation

Refers to products and services developed with high quality standards and under environ-
mental and technological criteria.

Based on the results obtained, we identified the following material issues as the main management approaches:

G R I :  3 - 2
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O m nichannel and 
accessib ility to services 
and products

Considers the organization's ability to ensure that all individuals and population groups can 
access its products and services without discrimination. It includes the management of uni-
versal needs, affordability, and accessibility.

C ustom er privacy 

It considers the responsible handling and security management of personal data from co-
llection, storage, processing to disposal. It considers any violation of data privacy, loss of 
data, non-compliance, lack of transparency, use for purposes other than those agreed and 
the omission of direct communication when there are changes in the policy of
use, among others.

R esilience and adaptab ility 
of  the b usiness m odel

It is the generation of response protocols in the event of any crisis that allow the company to 
maintain its operational capacity and/or modify or adapt its business model in the event of 
surprising or incremental situations.

R egulatory com pliance Compliance with applicable economic, environmental, social, and operational regulations, 
as well as the detection of future regulations that may impact these areas.

E thics and anti- corruption
This refers to the promotion of internal processes to ensure ethical performance towards 
its stakeholders (employees, investors, authorities, customers, community, among others) 
through information and training.

C orporate governance 

It is understood as the effectiveness of the governance bodies (highest levels of the
company) at its disposal, including their experience, diversity, evaluation, independence, 
structure, functions and involvement with environmental, social and corporate governance 
issues.

G R I :  3 - 2

 ( G R I  3 - 2 )   
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3  T he A genda f or S ustainab le D evelopm ent,  U nited N ations,  2 0 1 5 .  
https: / / www. un. org/ sustainab ledevelopm ent/ es/ developm ent- agenda/

R elation of  the S ustainab le 
D evelopm ent G oals with M ateriality 
A ssessm ent 
The 17 Sustainable Development Goals (SDGs) are a key 
part of the 2030 Agenda for Sustainable Development set 
by the United Nations (UN) in 2015. According to the UN3, 
they aim to end poverty, protect the planet and ensure that 
by 2030 all people enjoy peace and prosperity (2015). 

We recognize the relevance of companies to accelerate 
the transition to a sustainable operation through actions, 
strategies and operating models that positively impact the 17 
goals. That is why we conducted an analysis that identifies 
the relationship between material issues and the SDGs.
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B usiness 
continuity

C om m itm ent to 
environm ent

R esponsib le 
resource 

m anagem ent

C om m itm ent to 
stakeholders 

D evelopm ent of  
collab orators C om m im ent to 

value creation

INCLUSIVE 
PROSPEITY 

SOCIAL

ENVIRONMENT

ECONOMIC

S U S T A I N A B I L I T Y  
MODEL
In 2022, we updated our sustainability model, which allows us to organize 
and monitor Grupo Elektra's ESG performance. This model is made up of 
three strategic pillars:
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Based on the strategic pillars, the following lines of action 
(commitments) are defined:

Our com m itm ent to econom ic com petitiveness is based 
on b usiness continuity, and we are aware that integrity 
and transparency are essential to maintain the trust of our 
customers, employees, and business partners.

We strive to establish and maintain high ethical standards 
in all operations, ensuring that processes and practices 
comply with applicable laws and regulations. Moreover, we 
implement internal control measures and training programs 
to promote an organizational culture based on honesty, 
transparency, and effective accountability.

Our com m itm ent to our stakeholders is focused on 
the developm ent of  our com m unities and em ployees
because we know that the company's success is linked to 
the well-being and growth of the people who are part of it 
and of the communities in which we operate. In addition, we 
seek to be agents of positive change in the communities, 
supporting projects that promote education, health, access 
to basic services, and improved quality of life.

The com m itm ent to the environm ent is based on the 
responsib le use of  natural resources because we know 
the importance of preserving and protecting the environment 
for present and future generations. We strive to minimize 
our environmental impact through sustainable practices in 
all our operations.

From waste reduction and water consumption to energy 
efficiency, we implement measures that promote resource 
conservation and climate change mitigation.

R elationship of  the S ustainab ility 
M odel and M ateriality
To ensure that all our actions contribute to our Sustainability 
Model, we conducted an analysis to align the strategic pillars 
with the SDGs and ultimately the issues prioritized as material. 
In this way, our strategy permeates throughout the company 
in a cross-cutting manner.
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I s b ased on the responsib le use of  natural resources since 
we know the im portance of  preserving and protecting the 
environm ent f or present and f uture generations.  We strive 
to m inim iz e the environm ental im pact we generate through 

sustainab le practices throughout our operations.

I s b ased on the b usiness continuity,  also we are aware that 
integrity and transparency is essential to m aintain the trust of  

our custom ers,  collab orators and b usiness partners

F ocuses on the developm ent of  com m unities and collab orators,  b ecause 
we know that the success of  our com pany is linked to the well- b eing and 

growth of  the people who are part of  it and the com m unities in which 
we operate.  I n addition,  we seek to b e agents of  positive change in 

com m unities,  supporting proj ects that prom ote education,  health,  access 
to basic services and the improvement of the quality of life.

E nergy

C orporate 
governance

E thics and
anticorruption

R egulatory 
com pilance

B usiness
com petitiveness

T raining and 
developm ent of  
opportunities

Work 
environm ent

T alent attraction and 
retention

H ealth and security 
of  the collab oorator

C ustom er 
privacy

H ealth and security 
of  the custom er

C ostum er 
E x perience 

G E I  em issions 
and reduction

C om m itm ent to the environm ent C om m itm ent to value creation C om m itm ent to stakeholders

R esponsib le use of  
natural resources

D evelopm ent of  
com m unities and 

collab orators

B usiness 
continuity

C ostum ers

E m ployees

S U S T A I N A B I L I T Y  
MODEL

L ogistics 
efficiency

R esilience
and adaptab ility of  the b usiness m odel

O m nichannel and 
accessib ility to products and 

services

D igitiz ation
of  processes

I nnovation
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G R I :  3 - 3

We seek to be at the forefront of the market and remain 
competitive. To achieve this, we strive to innovate our 
business model by offering high quality products and services 
at competitive prices.

This is why in recent years Grupo Elektra has developed 
a business model that focuses on digital communication 
channels and online stores. Thanks to this evolution, Grupo 
Elektra has obtained the desired results internally and for 
our stakeholders, as we seek to generate shared value 
throughout our operations.

R esilience and adaptab ility of  the 
b usiness m odel 

Aware of the disruptive changes that we experience daily, 
it is very important for us to generate a strategy that allows 
us to remain at the forefront and that makes it easy for us to 
adapt and continue operating on a regular basis, regardless 
of the obstacles we face.

We have a strategic plan that seeks to generate long-
term permanence in the market, to adapt to changes and 
overcome moments of crisis in a satisfactory manner. This 
gives us the ability to respond and meet customer needs 
effectively.

C O M M I T M E N T  T O  E C O N O M I C   
COMPETITIVENESS
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G R I :  2 0 1 - 1 ,  2 0 1 - 4

2 0 2 2 V ar.  2 2 - 2 1 2 0 2 1 2 0 2 0 2 0 1 9
C onsolidated incom e 164,691 13% 146,018 120,508 115,173

C osts 79,441 15% 69,178 59,749 47,219

Gross profit 85,249 11% 76,840 60,759 67,954

O verhead 67,110 22% 54,825 50,946 48,700

O perating incom e 7,976 (42%) 13,668 2,057 12,271

E B I T D A 18,140 (18%) 22,015 9,812 19,253

E B I T D A  m argin ( % ) 11% (4pp)5 15% 8% 16%

N et incom e (7,353) -- 12,943 (1,914) 16,151

Profits per share (33.2) -- 57.2 (8) 71

N um b er of  shares outstanding 
( m illions) 222 (2%) 227 227 228

T otal assets 424,909 0.3% 423,694 370,724 324,106

T otal liab ilities 334,456 5% 318,239 227,079 250,309

Stockholders’ equity 90,453 (14%) 105,454 93,645 97,797

C A P E X 12,961 78% 7,262 5,906 8,816

C ash F low6 5,179 65% 14,753 3,906 10,437

Main financial figures (Million of pesos)4

4 For more information, please visit Grupo Elektra's 2022 Annual Report 
5 Percentage points
6 Cash flow is equal to the difference between EBITDA and CAPEX.

E conom ic perf orm ance 
The business model together with the resilience and adaptability 
of Grupo Elektra's businesses have allowed us to obtain finan-
cial strength at the end of 2022 without government assistan-
ce. The following tables allow us to show these results and the 
operational and financial management that we generate for our 
various stakeholders  ( G R I  2 0 1 - 4 )  
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R evenues b y sector ( m illions of  pesos)

R evenues b y geography ( m illions of  pesos)  

2 0 2 2 V ar.  2 2 - 2 1 2 0 2 1 2 0 2 0 2 0 1 9
F inancial 94,291 17% 80,489 68,253 71,958

C om m ercial 70,400 7% 65,530 52,254 43,215

2 0 2 2 V ar.  2 2 - 2 1 2 0 2 1 2 0 2 0 2 0 1 9
M ex ico 144,027 12% 128,484 103,128 94,950

C entral A m erica 10,691 10% 9,711 8,418 7,884

N orth A m erica 9,972 27% 7,824 8,961 12,338

R evenue perf orm ance

2 0 2 2 V ar.  2 2 - 2 1 2 0 2 1 2 0 2 0 2 0 1 9

E conom ic V alue 
G enerated ( E V G ) 7 164,691 13% 146,018 120,507 115,173

D istrib uted E conom ic 
V alue ( E V D ) 8 146,551 18% 124,003 110,695 95,919

R etained E conom ic 
V alue ( E V R ) 9 18,140 (18%) 22,015 9,812 19,254

E conom ic value generated and distrib uted

7 EVG equals income 
8 EVD corresponds to the sum of costs and general expenses 
9 EVR is the difference between the previous concepts; equals EBITDA 

G R I :  2 0 1 - 1

( G R I  2 0 1 - 1 )
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G R I :  2 0 7 - 1 ,  2 0 7 - 2 ,  2 0 7 - 3
C S A :  1 . 7 . 1 ,  1 . 7 . 2

F iscal responsib ility

At Grupo Elektra we are responsible for our fiscal and tax 
obligations, we work to comply with them in a timely manner 
and to comply with the federal, local, and social security 
tax laws of all the places where we have a presence. 
Proper management of tax matters is a fundamental part 
of our culture and business practices. 

For our fiscal management, within our Banco Azteca 
business, we have fiscal principles, which are structured 
around the following axes:

• Transparency in the development and calculation of tax 
obligations.

• Commitment not to transfer the value generated to 
low tax jurisdictions or use tax structures for tax evasion 
purposes..

• Integrity in the application and interpretation of laws, 
regulations, and provisions for compliance with tax 
obligations. Due compliance with legislation in all 
countries where we operate. 

• Compliance with transfer pricing guidelines in all 
intercompany transactions 

• Commitment not to interact with entities in tax havens  
and not to use tax structures without commercial 
substance. 

• Cooperation with the different tax authorities in 
connection with the reviews and clarifications requested. 

Within our governance we have a Tax Department that 
oversees complying with the tax strategy. This department 
is represented by a tax vice-presidency that reports to the 
company's General Management. The Tax Department 
disseminates knowledge of the regulations to the strategic 

and operational areas through technical opinions, tax 
studies, technical notes, and normative inputs ( G R I  2 0 7 - 2 )

The objective of this department is to comply with the vision 
and policies of the company. To perform tax calculations 
with transparency in accordance with the different tax 
obligations and always abide by the laws, regulations, 
and tax provisions to comply with them.

Annually we have the support of a firm, in this team must 
be at least one Registered Public Accountant (CPR), 
which is responsible for reviewing and formally approving 
the tax strategy, to update or modify it to ensure that it 
is efficient and aligned with our financial objectives and 
the tax regulations governing the places where we have 
presence ( G R I  2 0 7 - 1 )

At the end of the fiscal year, a report is issued 
and reviewed by the firm and filed with the Tax 
Administration Service (SAT) through the 
registered public accountant, together 
with a detailed report on compliance 
with our tax obligations.

In the event of any review by the tax 
authorities, an approach is made in order to 
facilitate the review and provide any clarifications 
requested in a more timely manner ( G R I  2 0 7 - 3 )
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C O R P O R A T E
GOVERNANCE

To guarantee the generation of value, it is important to have 
a solid corporate governance structure that ensures respon-
sible and transparent business operations. That is why we 
guarantee that the Group's performance is based on guideli-
nes and practices of transparency, ethics and responsibility, 
we make our evaluation under the indicators of the Princi-
ples and Best Practices of Corporate Governance question-
naire of the Mexican Stock Exchange.

G R I :  2 - 9 ,  3 - 3
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CEO 
OF GRUPO ELEKTRA

 DIRECTOR OF RED ÚNICA CEO OF AZTECA 
SERVICIOS FINANCIEROS

CEO
 OF ITALIKA

DIRECTOR OF CREDIT OF 
COLLECTION, CREDIT AND 

COMMERCE

DIRECTOR
OF CONECTIVIDAD

DIRECTOR 
OF MOVILIDAD

AUDIT COMMITTEE
CORPORATE PRACTICES 

COMMITTEE

BOARD OF DIRECTORS
GRUPO ELEKTRA 

DIRECTOR OF
SEGUROS AZTECA

DIRECTOR OF 
AZTECA INSURANCE

DIRECTOR  OF 
AFORE

INTEGRITY COMMITTEE

DIRECTOR
OF PURPOSE FINANCIAL

DIRECTOR
OF PUNTO CASA DE BOLSA

DIRECTOR
OF HOME

DIRECTOR 
OF E-COMMERCE

O rganiza tional structure of  G rupo E lektra

G R I :  2 - 9  
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G R I :  2 - 1 0 ,  2 - 1 1 ,  2 - 1 5 ,  2 - 1 8 ,  4 0 5 - 1
C S A :  1 . 2 . 1 ,  1 . 2 . 2 ,  1 . 2 . 3 ,  1 . 2 . 5 ,  1 . 2 . 6 ,  1 . 2 . 7

B oard of  D irectors1 0

The Board of Directors is composed of 10 members with a broad 
business background, diversity of experience, independence 
(40% of the directors are independent11) and expertise in risk 
identification, prevention, and mitigation.

The selection of board members is based on the principle of 
equal opportunity, where the person is evaluated according to 
experience, capacity, and professional prestige, regardless of 
gender, race, religion, etc. 

As of April 2022, the Board of Directors was renewed. We seek 
to strengthen the principle of diversity, therefore, we integrated 
two women as independent board members, who represent 
50% of the independent members.

M ain f unctions of  the B oard of  
D irectors
Among the main functions of the Board of Directors are:

• Establish general strategies for the management of 
Grupo Elektra. 

• Oversee the management of Grupo Elektra, considering 
its relevance to the financial, administrative, and legal si-
tuation of the company, as well as the performance of its 
executives.

• Approve, with the prior opinion of the competent commit-
tee, the policies, appointments, operations, guidelines, and 
strategic transactions of the organization.

• Present the legal information to the General Shareholders' 

Meeting to be held on the closing of the fiscal year.

• To follow up on the main risks to which the Company and 
its controlled entities are exposed, identified based on the 
information presented by the committees, the Chief Execu-
tive Officer, the Audit Committee, the Risk Committee, and 
the Comprehensive Risk Management Unit (UAIR).

• Approve the policies for information and communication 
with shareholders and the market, as well as with directors 
and relevant executives, in compliance with the company's 
legal regulations.

• Determine the corresponding actions to correct any irre-
gularities of which it is aware and implement the correspon-
ding corrective measures.

• To establish the terms and conditions to which the Chief 
Executive Officer shall adhere in the exercise of his powers 
of control.

• To order the Chief Executive Officer to disclose relevant 
events, without prejudice to the obligation of the Chief Exe-
cutive Officer referred to in Article 44, Section V of the Se-
curities Market Law. ( G R I  2 - 1 1 )

10 For this Report, the Board is considered the highest governing body 
11 The Securities Market Law establishes 25% of independent members with 
respect to the total num
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M E M B E R S  O F  
THE BOARD OF 
DIRECTORS
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To view the profiles of the members, please click on the following link:  
https://www.grupoelektra.com.mx/es/consejo-de-administracion
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( G R I  2 - 1 1 )  ( G R I  4 0 5 - 1 )

G R I :  2 - 1 0 ,  2 - 1 1 ,  2 - 1 5 ,  2 - 1 8 ,  4 0 5 - 1

Two women joined 
the Board of 
Directors

The average 
seniority of the 
members of the 
Board of Directors 
is 12.5 years.

40% of our members 
are independent 
compared to the 25% 
established by the 
Mexican Securities 
Market Law
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D ecision m aking

To ensure an assertive decision-making process by the 
Board of Directors, a thorough and clear review of each 
aspect or topic to be addressed in each of the sessions 
is carried out. Each topic is clearly explained to each of 
the members. They can count on the support of relevant 
auxiliary managers, as well as auditors and external experts 
to have better clarity of the information. Each topic reviewed 
at board meetings is submitted to a vote, considering the 
absolute majority of votes ( G R I  2 - 1 6 )

With respect to the principle of impartiality, there is a special 
delegate at the sessions, replacing the General Director, 
who does not have the right to vote but has the functions of 
addressing key decisions, risk management and monitoring 
the progress of objectives.

Board meetings are held at least once a quarter. By 2022, 
we expect an average attendance rate of 99% of our board 
members.

B oard evaluation
To monitor the performance of the directors, a self-evalua-
tion is conducted and led by the Chairman of the Audit and 
Corporate Practices Committees, in conjunction with the 
Stockholders' Meeting. Each year, the Chairman of these 
committees presents a report of activities and operations to 
the Assembly. . ( G R I  2 - 1 8 )

Conflicts of interest

Managing conflicts of interest is a priority. Therefore, we 
have specific policies and procedures in place to detect, 
evaluate and manage any situation that could give rise to a 
conflict of interest.

To identify potential conflicts of interest, we have had a com-
mittee in place since 1995 to oversee transactions involving 
interested parties. The purpose of this committee is to provi-
de an independent review to verify whether the transactions 
are related to our business and whether they are carried out 
on terms that are at least equally favorable to us compared 
to those we could obtain in a transaction with an indepen-
dent third party (known as arm's length). This committee is 
comprised of three independent directors with expertise in 
this area, allowing it to perform its function effectively.

We also have a Policy on Transactions with Interested Par-
ties, which was approved by the Board of Directors. This 
policy establishes restrictions and approvals required befo-
re carrying out transactions with our subsidiaries and provi-
des for internal and external controls and sanctions in case 
of violation.

In addition to the supervision of the Committee, Banco Az-
teca has a Transfer Pricing Committee whose objective is 
to approve any transaction that Banco Azteca enters with 
any of the members of the group, or with legal entities that 
carry out business activities with which we have business 
ties. ( G R I  2 - 1 5 )

G R I :  2 - 1 0 ,  2 - 1 1 ,  2 - 1 5 ,  2 - 1 8 ,  4 0 5 - 1
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G R I :  2 - 9 ,  2 - 1 2 ,  2 - 1 3

C O M M I T T E E S

• To give an opinion to the Board of Directors on matters 
within its competence in accordance with the Securities 
Market Law. 

• Evaluate the performance of the legal entity that pro-
vides the external audit services, as well as analyze 
the opinions, and reports prepared and signed by the 
external auditor. For such purpose, the committee may 
require the presence of the auditor when it deems it con-
venient, notwithstanding the fact that it must meet with 
the latter at least once a year.

• Discuss the Company's financial statements with the 
persons responsible for their preparation and review 
and based thereon recommend or not recommend their 
approval to the Board of Directors.

• Prepare the opinion referred to in Article 28, Section IV, 
paragraph c) of the Securities Market Law and submit it 
to the consideration of the Board of Directors for subse-
quent presentation to the shareholders' meeting, based, 
among other elements, on the opinion of the external 
auditor.

• Request the opinion of independent experts in those 
cases in which it deems it convenient, for the adequate 
performance of its functions or when required by the 
Securities Market Law or general provisions.

• To require the relevant executives and other employees 
of the company or of the legal entities controlled by it, 
reports related to the preparation of financial information 
and any other type of information it deems necessary for 
the exercise of its functions.

• Investigate possible non-compliances of which it beco-
mes aware, to the operations, operating guidelines and 
policies, internal control and internal audit system and 
accounting records, either of the corporation itself or of 
the legal entities it controls, for which purpose it shall 
examine the documentation, records, and other suppor-
ting evidence, to the degree and extent necessary to 
carry out such oversight.

• Receive observations made by shareholders, board 
members, relevant officers, employees and, in general, 
any third party, with respect to the matters referred to in 

the preceding paragraph, as well as take such actions 
as it deems appropriate in connection with such obser-
vations.

• To request periodic meetings with the relevant execu-
tives, as well as the delivery of any type of information 
related to the internal control and internal audit of the 
company or legal entities controlled by it.

• Inform the Board of Directors of any significant irregu-
larities detected in the performance of its duties and, if 
applicable, of the corrective actions taken or propose 
those that should be applied.

• To call shareholders' meetings and request that the 
items they deem pertinent be included in the agenda of 
such meetings.

• To ensure that the chief executive officer complies with 
the resolutions of the shareholders' meetings and of the 
Board of Directors of the Company, in accordance with 
the instructions, if any, issued by the shareholders' mee-
ting or the Board of Directors.

• To oversee that internal mechanisms and controls are 
established to verify that the acts and operations of the 
company and the legal entities it controls comply with 
the applicable regulations, as well as to implement me-
thodologies that make it possible to review compliance 
with the foregoing.

• Any others established by the Securities Market Law or 
provided for in the bylaws of the company, in accordan-
ce with the functions assigned to it by this law.

• Any other duties established by said law or provided for 
in the Company's bylaws, in accordance with the func-
tions assigned to it by this law.

Audit Committee Sergio Gutiérrez Muguerza 
(Independent)

Jorge Rodrigo Bellot Castro 
(Independent) 

María Aurora García de León Peñúñuri 
(Independent)

Committee12 President Counsellors Main functions

The Board of Directors is supported by three subsidiary committees, which have the following functions:

12 All committees meet quarterly
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• To give an opinion to the Board of Directors on ma-
tters within its competence in accordance with the 
Securities Market Law. 

• To request the opinion of independent experts in 
those cases in which it deems it convenient, for 
the proper performance of its functions or when 
required by the Securities Market Law or general 
provisions.

• To call shareholders' meetings and have the items 
they deem pertinent included in the agenda of such 

meetings.
• Support the Board of Directors in the preparation 

of the reports referred to in Article 28, Section IV, 
paragraphs d) and e) of the Securities Market Law.

• The preparation, review, and modifications, in terms 
of integrity, to the Manual of Organization and Pro-
cedures of Grupo Elektra in which the functions and 
responsibilities of each of its areas are delimited 
and the different chains of command and leadership 
throughout the structure of the Company.

• The preparation, review, adaptation, and ratification, 
as appropriate, as well as the application of the 
Code of Ethics and Conduct of the Company with 
systems and mechanisms of real application that 
are part of the PEIC.

• The design and implementation of the system of 
control, surveillance, and audit of integrity standards 
throughout the organization of the Company.

• The supervision of the complaint systems, within the 
organization and towards the competent authorities, 
as well as the establishment of disciplinary proces-
ses and the application of sanctions and specific 
consequences applicable to those who fail to com-
ply with or transgress the internal rules and / or the 
laws applicable in Mexico, in matters of integrity.

• Overseeing training, systems, and processes, inclu-
ding an annual integrity training program.

• The review and, where appropriate, adaptation of 
Human Resources policies aimed at avoiding the in-
corporation of people who may generate some type 
of risk to the integrity of Grupo Elektra.

• The design and review of the mechanisms aimed 
at transparency, socialization, and publicity of the 
interests of the Company.

• In general, the regulatory design, application and 
compliance with the policies, standards, guidelines 
and all the instruments that make up the PEIC of 
Grupo Elektra.

• Monitor any modification to the legal or regulatory 
framework that impacts the Company's Program 
and/or its operations.

• Prepare and present to the Board a quarterly report 

on the status of the Company's Program.
• Prepare an annual report on its activities, containing 

an annual evaluation of the Program, to be presen-
ted to the Board of Directors.

• Inform, at any time, the Board of Directors, through 
its President or Secretary, of the important irregula-
rities detected in the exercise of its functions and, 
where appropriate, of the corrective actions adopted 
or propose those to be applied.

• The collection and archiving of all information and 
documentation that records the actions, policies, 
criteria, training, complaints, sanctions, corrective 
actions, improvements, adjustments, and updates to 
the PEIC of Grupo Elektra.

• Hire third-party specialists in integrity and anti-co-
rruption to support the Committee in fulfilling its 
functions and responsibilities, including the execu-
tion of audits, preparation of reports, follow-up of 
complaints and imposition of sanctions, issuance of 
opinions, as well as the documentary compilation of 
actions and documents related to the Program.

• Collaborate with the Board or other committees for 
the fulfillment of their respective obligations or those 
derived from the law.

• Rely on the Company's Chief Compliance Officer for 
the execution of its agreements and, in general, for 
the correct application of the PEIC, and

• In general, the design, structure, modification, 
implementation, execution, supervision, evaluation 
and updating of the Company's Program, as well 
as the follow-up of complaints, investigation, and 
imposition of sanctions in cases of non-compliance 
or deviation from it.

Corporate
Practices
Committee

Integrity Committee

Sergio Gutiérrez Muguerza 
(Independent)

Javier Arturo Ferrer Báez 
(Related)

Alma Rosa García Puig (Independent) 

Guillermo Salinas Pliego (Related)

Alberto Javier Bringas Gómez 
(Related) 
Valentina de la Cruz Moncada Chávez 
(Related)

( G R I  2 - 9 )  ( G R I  2 - 1 2 )  ( G R I  2 - 1 3 )

G R I :  2 - 9 ,  2 - 1 2 ,  2 - 1 3
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At Grupo Elektra we have a management team 
that has experience in each of the areas of the 
business; in addition, they recognize and are 
committed to implementing the strategic gui-
delines and the fulfillment of the objectives and 
goals.

The selection and performance evaluation of 
the Chief Executive Officer, as well as other hi-
gh-level officers, is carried out by the Board of 
Directors.

M A N A G E M E N T  
TEAM

N am e C harge
A lej andro V alenzu ela del R í o D irector of  B anco A z teca

Fabrice Jack Deceliere Márquez D irector of  R ed G rupo E lektra

L uis N iñ o de R ivera L aj ous C hairm an of  the B oard of  D irectors of  B anco A z teca

A driana de la P uente M artí nez de C astro D irector of  H um an D evelopm ent,  C om m unication and 
I ntegration of  G rupo E lektra

M anuel G onzá lez P alom o V ice P resident of  S ystem s

J essica S  R ustin C E O  of  P urpose F inancial

Gabriel Alfonso Roqueñí Rello G eneral C ounsel and S ecretary,  not a m em b er of  the 
B oard of  D irectors of  G rupo E lektra

Á lvaro A lb erto C alderó n J im enez F inance and A dm inistration D irector of  G rupo E lektra

E duardo B enigno P arra R uiz D irector of  A f ore A z teca

C hristian J .  C arstens Á lvarez D irector of  S eguros A z teca and S eguros A z teca 
D añ os

A lb erto T anus S chwarz D irector of  C ollection,  C redit and C om m erce of  G rupo 
E lektra

U lises P sihas M ondragó n G eneral D irector of  P aym ent S ystem s

M anuel D elgado F orey O perations D irector of  B anco A z teca

M iguel Á ngel G arza  C astañ eda D irector of  R egulatory C om pliance at B anco A z teca

A driana de M onserrat A lcalá  R uí z D irector of  H um an C apital of  G rupo E lektra

E lena A lti O rtí z D irector of  M arketing of  G rupo E lektra

M ó nica C ab rera P é rez D irector of  P roperties of  G rupo E lektra 

J uan A revalo C arranza G eneral D irector of  B A Z  E ntregas

G R I :  2 - 1 9 ,  2 - 2 0

C om position of  the m anagem ent team
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R em uneration to directors and 
m anagem ent team  

Our directors receive a remuneration for attending the 
meetings, approved by the Shareholders' Meeting.

For members of the management team, their remuneration 
is established by the Corporate Practices Committee 
(including the variable component) and is based on the 
company's performance and results, the improvement in 
financial stability and the fulfillment of strategic objectives. 
( G R I  2 - 1 9 )  ( G R I  2 - 2 0 )

The total amount established by Grupo Elektra for the 
calendar year 2022 for directors and executives13 was 
approximately 4,263 million Mexican pesos. This amount 
was determined considering the services rendered, the 
achievements of the company in its normal operation, as 
well as the realization of various events that contributed to 
improving the financial structure.

13 Due to confidentiality and security issues of our executives, the compensation 
and compensation is not in the public domain.
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E T H I C S  A N D  
ANTI-CORRUPTION
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We are convinced that all our operations must be based 
on the highest ethical standards in order to maintain the 
optimum level of prestige that characterizes us. That is why 
we adhere to the values and behaviors of Grupo Salinas, 
sustaining our commitment to a solid organizational culture 
and generating trust among our stakeholders.

On the other hand, we have an Ethics, Integrity and Com-
pliance Program (Programa de Ética, Integridad y Cum-
plimiento or PEIC)14, which contains regulatory and orga-
nic elements to manage, supervise, control, evaluate and 
continuously improve anti-corruption practices, integrating 
regulatory elements necessary to manage, monitor, con-
trol, evaluate and improve our practices, aligned with our 

commitment to Zero Tolerance to Bribery and Corruption . 
The PEIC includes the guidelines and lines of action de-
fined within the policies of Human Rights, Anti-Corruption 
and Integrity, Internal Fraud Prevention, Free Competition 
and Personal Data Protection, Relations with Third Parties 
and Due Diligence, and Conflict of Interest, which serve to 
strengthen the implementation of the six fundamental pi-
llars of the program:

G R I :  3 - 3 ,  2 - 2 4 ,  2 - 2 7 ,  2 0 5 - 2 ,  2 0 5 - 3 ,  2 0 6 - 1
C S A :  1 . 5 . 2 ,  1 . 5 . 4 ,  1 . 5 . 5 ,  3 . 1 . 1

14 For guidance on PEIC, complaints or denunciations, please send an email to peic.integridad@
elektra.com.mx or call (52) 55 1720 7000.
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C ulture of  E thics and I ntegrity 

As part of the implementation of the PEIC we have the Code 
of Ethics and Conduct which aims to guide the actions and 
decisions of all people who are part of Grupo Elektra, inclu-
ding suppliers, contractors, agents and other business part-
ners. This document is based on the highest international 
standards and best practices in the fight against bribery and 
corruption. 

Through our Code of Ethics, we emphasize our commitment 
to act with total legality in all our operations and activities in 
all our businesses. It is essential for us to fully comply with 
the laws and regulations established in the countries where 
we operate. 

Legal compliance is essential to ensure the company's suc-
cess and sustainability. By acting with integrity and compl-
ying with laws and regulations, we gain the trust and res-
pect of our customers, suppliers, and society at large. At the 
same time, it helps us mitigate legal and financial risks that 
could affect our reputation in the marketplace.

In 2022 we did not receive 
any penalties or fines for 
significant non-compliance 
with legislation on corruption, 
unfair practices and 
monopolistic practices. 
( G R I  2 - 2 7 )  ( G R I  2 0 5 - 3 )  ( G R I  2 0 6 - 1 )
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D isclosure of  the C ode of  E thics 
and C onduct
We have dedicated a total of 253,645 hours of training to 
strengthen the culture of ethics and integrity, addressing the 
ethical principles and values that guide our work. 

This training was provided to all members of the team, from 
the operational level to managers and executives, to ensure 
that each of them understands the vital role they play in pro-
moting an ethical and responsible culture in the company.

T raining in ethical m atters

G rupo E lektra
T hem e C ollab orators H ours

E thical m atters and 
C ode of  E thics ( P E I C ) 131,695 98,282

F raud and b rib ery 
prevention 59,699 29,834

M oney laundering 55,607 342,929

H um an rights 22,488 61, 842

Z ero tolerance f or 
sex ual harassm ent 49,050 24,525

( G R I  2 - 2 4 )  ( G R I  2 0 5 - 2 )

G R I :  2 - 2 4 ,  2 0 5 - 2
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G R I :  2 - 2 3 ,  4 0 6 - 1
C S A :  1 . 5 . 1 ,  1 . 5 . 5 ,  3 . 1 . 1 ,  3 . 2

H um an rights
In line with our values of respect, integrity, service and ex-
cellence, we hold that all individuals are equal and possess 
certain inherent rights. At Grupo Elektra, respect for human 
rights is essential to establish and maintain trust with our 
customers, employees and other stakeholders.

We align all operations with recognized human rights fra-
meworks and standards such as the United Nations Gui-
ding Principles on Business and Human Rights, the United 
Nations Universal Declaration of Human Rights, the United 
Nations Global Compact Principles and the OECD Guideli-
nes for Multinational Enterprises

We base this culture, programs and actions for the respect 
and protection of human rights on the following foundations:

1. Promote and inculcate a culture of awareness and 
respect for human rights among stakeholders.

2. To have the appropriate anonymous communication 
channels to be able to attend, with due protocol, to all 
requests and complaints associated with the subject.

3. Assess the risks of our 
operations and establish 
due diligence processes.

4. Report progress and goals related to human rights in 
a transparent manner to all levels of the organization.

We are committed to avoiding any practice that favors or 
tolerates discrimination of any kind. We categorically reject 
child labor, forced labor, human trafficking, sexual exploita-
tion, and workplace harassment in all its forms, any attitude 
motivated by prejudice based on race, religion, ethnic ori-
gin, gender, age, socioeconomic status, marital status, se-
xual preference, political or nationality inclinations, health, 
physical disability, or any other form of discrimination.

These are unacceptable behaviors, and, in the company, 
we work to prevent and report them in case they occur. We 
also actively support the eradication of violence against wo-
men by promoting a safe and respectful work environment.

In this regard, the company is committed to protecting the 
health and safety of all people involved in our operations. 
This includes the implementation of occupational risk pre-
vention and control measures, and the promotion of a safe 
and healthy work environment for all our employees. With 

the policy of Human Rights of Grupo Salinas and the Code 
of Ethics and Conduct, we seek to establish the principles 
and guidelines to respect, protect, guarantee and promote 
the human rights of all stakeholders linked to operations. 
( G R I  2 - 2 3 )

We have internal programs that promote gender equality 
and non-discrimination so that employees are treated with 
the same respect and have access to the same resources 
and opportunities regardless of their gender. As a result of 
these actions, this year we did not receive any cases of dis-
crimination. ( G R I  4 0 6 - 1 )

2. To have the appropriate anonymous communication 
channels to be able to attend, with due protocol, to all 
requests and complaints associated with the subject.

3. Assess the risks of our 
operations and establish 
due diligence processes.

This includes the implementation of occupational risk pre-
vention and control measures, and the promotion of a safe 
and healthy work environment for all our employees. With 
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H um an R ights D ue D iligence 
P rocess1 5   

Respect for human rights is fundamental in the structure of 
the company, in the vision of inclusive prosperity. We focus 
on the permanent strengthening of a culture of respect for 
human rights to avoid practices that violate the dignity and 
quality of life of the people involved with Grupo Elektra's 
business. 

Below, we present our progress in identifying risks, establi-
shing response measures and monitoring results: Incorporate 

responsible 
business conduct to 
management policies 

and systems

Identify and assess negative 
impacts on operations, supply 

chains and commercial 
relationships

Stop, prevent and 
mitigate negative 

impacts

1

2

6

34

5

Inform on how to 
address impacts

Follow-up on 
implementation and results

Repair or collaborate
in the remediation of the 

impact.

15 Source: OECD Due Diligence Guidance for Responsible Business Conduct: 
https://mneguidelines.oecd.org/Guia-de-la-OCDE-de-debida-diligencia-pa-
ra-una-conducta-empresarial-responsable.pdf
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15 Resource: OECD Due Diligence Guidance for Responsible Business Conduct

P rocess1 6 P erf orm ance
Chapters where you can find more 

detail of  our actions

1 .  I ncorporate 
responsib le 
b usiness conduct 
to m anagem ent 
policies and 
system s.

• We seek the permanent strengthening of a culture of respect for human rights through compliance with the following 
codes and policies:

• Code of Ethics and Conduct of Grupo Elektra

• Grupo Elektra's Human Rights Policy

• Inclusion and Non-Discrimination Policy

• Integrity policy in human resources recruitment.

• In the supply chain, we extend the guidelines of the Code of Ethics and Conduct to our suppliers.

• We are certified in compliance with NMX-R-025- SCFI-2015, in the area of Labor Equality and Non-Discrimination.

• We have an Integrity Committee, made up of three executives appointed by the Shareholders' Assembly, to support 
the General Management in complying with the Code of Ethics and Conduct and the PEIC.

• Ethics and anti-corruption

• Corporate Governance

• Talent attraction and retention

• Diversity and equal opportunities

2 .  I dentif y and 
assess
negative im pacts on
operations,  supply 
chains,  and 
b usiness
relationships.

• We identify any breach of the Code of Ethics and the Human Rights Policy through

• Honestel whistleblowing platform

• Tell Us Channel (Cuéntanos)

• Writing to the Integrity Committee, 

• Grupo Salinas Gender Unit. 

• The Integrity Committee, in accordance with the procedures established by the Whistleblowing System, monitors, 
investigates, attends and, where appropriate, imposes sanctions derived from violations of the Code of Ethics and 
Conduct.

• We evaluate, through the Purchasing Center and the Supplier Circle program, legal and financial aspects, as well 
as socio-environmental aspects, which allows us, together with Honestel, to identify possible risks in terms of Hu-
man Rights within the supply chain.

• We include suppliers and business partners in the Annual Integrity Questionnaire.

• Ethics and anti-corruption

• Responsible supply chain

3 .  S top,  prevent 
and/ or m itigate 
negative im pacts 

The main risks in human rights include:

• Risks to the health and well-being of our employees and strategic allies, especially in the context of a pandemic.

• Risks to the life and integrity of our employees and in the value chain.

• Risk management
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4 .  F ollow up on
the im plem entation of  
the results

• We monitor the implementation of the different initiatives that address the risks, through the Social Responsibility 
Committee of Grupo Salinas, which is responsible for following up on these initiatives throughout the year in Grupo 
Elektra companies and the sustainability strategies of each of them. The correlated areas by company are involved (for 
example: human capital, audit, legal, marketing, etc.).

• Risk management

• Whistleblowing system (Honestel)

5 .  R eport on 
how im pacts are 
addressed

• Each year, we are committed to reporting Human Rights risks and impacts in our Sustainability Report.

• We keep our investors and other stakeholders informed through the various communication channels.

6 .  C ollab orate in
the repair of  the
im pact when
appropriate.

• Preventive management, our policies, our own codes and different initiatives that comprise our operation and the 
value chain, have allowed us not to incur in significant cases of human rights impact. For example: cases of discrimi-
nation, violation of information privacy and corruption.

• Ethics and anti-corruption

• Risk management
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Integration

EndEnd

Face to face Ext. 39473

ComplaintComplaint

unidaddegenero@gruposalinas.com.mx

Not admissible

Admissible

Guidance

Conclusive
meeting

Investigation

Referral
Sensibilization
Reasoned opinion

Meets elements
Accepts terms
Request fo area Audit\ Security

Anonymous
Third parties
The Unit has no jurisdiction
Does not accept terms 
and conditions
Does not meet sufficient
elementss 

Lack element
to be investigated

Emotional Sieve
More Information 
Precedent

G ender U nit 

At Grupo Elektra we have the Gender Unit which 
has a protocol and with the objective to prevent and 
address gender-based workplace violence and sexual 
harassment. Its complaints service aims to provide 
people, primarily women and priority groups, with a 
safe mechanism to file a complaint related to workplace 
violence such as gender-based violence and sexual 
harassment.

As part of the accountability and transparency of the 
protocol below is the process by which each of the 
complaints submitted is handled.

The Gender Unit dealt with 639 complaints, classified as 
follows:

• 75.6% sexual harassment

• 14.1% not applicable

• 4.3% workplace harassment

• 4.1% gender-based violence

• 1.9% discrimination

Workplace harassm ent

G ender-  b ased violence

S ex ual harrasm ent

D iscrim ination 

N ot applicab le

5 1 4

1 32 8
2 9

9 6

N um b er of  com plaints attended 
b y the G ender U nit
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C om m unication channels and 
com plaints system  

To maintain the highest ethical standards and promote a 
fair, respectful and free expression work environment for all 
our employees, we have the following communication and 
complaint channels to report any breach of the Code of Ethics. 

1. Compliance Directorate or Integrity Committee: letter 
addressed to the corresponding area.

2. Tell us (Cúentanos): This is an anonymous internal 
communication channel that allows employees to express 
their comments, doubts and personal or work-related 
concerns, to provide them with attention, guidance, 
support, and follow-up.

3. IDEAS: It is a space where employees can share their 
proposals, projects and improvements on any topic or 
process that helps positively transform their work, improve 
the work environment, and mitigate risks throughout the 
organization.

4. Honestel: This is the main means of confidential reporting 
through which employees can freely express themselves 
and report situations that affect their work performance and 
physical and/or emotional integrity. Complaints may refer 
to the Code of Ethics, principles, policies, and procedures, 
as well as applicable legislation.  

Contact us at:

• www.honestel.com.mx or 

• contactanos@honestel.com.mx

G R I :  2 - 2 5 ,  2 - 2 6
C S A :  1 . 4 . 4 ,  1 . 5 . 5 ,  1 . 5 . 6
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C om plaints b y topics

0

Other topics

Dishonesty

Regulatory 
breach

Conflict of 
interests

Robbery

Sexual 
harassment

Abuse of power

Working
environment

1000500 1500

2 , 5 4 8

1 , 0 0 5

7 8 6

2 , 1 9 6

4 9 9

6 5

1 , 0 3 1

1 5

2000 2500 3000

C om plaints b y B usiness

8 5 %

1 3 %

2 %

B anco A zt eca

I talika

T iendas E lektra

G R I :  2 - 2 5 ,  2 - 2 6

Through Honestel it is possible:

• Protect the confidentiality and anonymity of whistleblowers 
against any form of retaliation and/or discrimination

• Address the concerns of employees, suppliers, business 
partners or anyone interested in combating corruption. 

• Create an atmosphere of collaboration and compliance 
visibility.

• Effectively deal with all types of risks

• Prevent conduct that harms the company and society 
from occurring.

As part of our continuous improvement process, during 2022, 
a new Honestel Standard Framework was implemented to 
provide certainty and clarity to employees about the company's 
rules and to effectively guide the investigation processes of 
each complaint through clear language that determines the 
responsibility, values and actions that are not allowed within 
the company  ( G R I  2 - 2 6 )

During 2022, we received 8,145 complaints through Honestel, 
which demonstrates the importance and trust that employees 
place in our ability to address and resolve any situation that 
may affect our reputation and integrity  ( G R I  2 - 2 5 )
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M ain achievem ents
• We provide tools to the human capital area to be able 
to address conflicts with a resolutive and conciliatory 
approach, which allows commitment, companionship, 
and teamwork to permeate the company's culture.

• We implement justice committees to make joint decisions 
for the attention of complex cases that guarantee the 
presumption of innocence of all people and promote 
transparency.

• We develop processes of fast and effective attention 
to attend and correct behaviors of the employees  that 
require it, with the intervention of the trainers.

C hallenges
• We will continue with the efforts to ensure that the 
regulatory framework responds to the cultural and 
generational change that the company is going through 
and that all areas of attention, leaders and collaborators 
live it within the organization.

• We will focus on creating, reviewing, strengthening, 
and aligning policies or processes that require updating 
to maintain respect for human rights, and the values and 
behaviors of the company.
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In Grupo Elektra we have a process for the identification, 
evaluation and monitoring of risks to which the organization 
may be exposed according to its operations, sector, location 
and other adverse situations to the organization. 

The presence of risks is a reality that cannot be eliminated 
but can be adequately managed to minimize their impact. 
This procedure has support tools, such as policies and 
procedures, that enable timely identification.

The organization's Board of Directors complies with the 
function of establishing general guidelines and monitoring 
risks. The internal audit area, led by the Audit Committee, 
supervises compliance with the risk management system 
and works with the Risk Committee to ensure that business 
operations comply with the limits, objectives, policies, and 
procedures for comprehensive risk management.

R I S K  
MANAGEMENT

G R I :  2 - 2 5 ,  2 0 5 - 1  
C S A :  1 . 4 . 1 ,  1 . 4 . 2 ,  1 . 4 . 3 ,  1 . 8 . 1 ,  3 . 8 . 1 ,  3 . 8 . 2

1 st L ine of  D ef ense:  
B usiness A rea

• Implementation of preventive and risk mitigation 
measures.

• Support in the identification and evaluation of risks 
in each of the business, operational and support 
activities.

2 nd L ine of  D ef ense:  
C ontrol and M anagem ent 
Officers

• They are independent of the operation and business 
areas.

• Responsible for the measurement, monitoring and 
control of risks.

• They propose the response measures.
• They monitor the evolution of risks.
• They monitor compliance with external and internal 

regulations.
• They promote the development and application of risk 

culture.

3 rd L ine of  D ef ense:  
I nternal A udit

• Performs an objective review of the quality and 
effectiveness of the internal control system, and the 
performance of the first and second lines of defense.

• Identifies non-compliance findings, re-mediation plans 
and sanctions if applicable.

As a complement to the risk governance structure, we have three lines 
of defense that contribute to the proper management of risks and ensure 
compliance with internal policies and regulations:
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Main risks identified 

The risk factors detailed below could have an impact on 
the development and evolution of the company and/or its 
business units. These risks are not unique or exclusive, as 
there are others that are unknown or not currently considered 
significant and that could adversely affect the development 
and evolution of Grupo Elektra's business.

R isk D escription 

I ssuance of  new
legislation or
ref orm s f or the
sam e.

• Current and future legal or regulatory developments, as well as legal or adverse proceedings 
against the Company and its officers and directors, could have an adverse effect on the 
Company's business, prospects, results of operations and financial condition.

M arket
com petitiveness

• The phenomenon of globalization and the growing evolution of technologies.
• Fragmentation of large chain stores, department stores, appliance and consumer electronics 

stores, discount store clubs and a wide range of smaller independent specialty stores targeting 
high-, middle- and low-income levels.

• Competition with specialty stores, consumer electronics and home appliance stores, department 
stores and e-commerce websites, some of which are national and international in scope and may 
have greater resources than those of Grupo  Elektra in that specific area

G eneral R isks

• An economic recession or insufficient recovery of the general economy and financial markets and 
any adverse social or political developments for any reason, including disease or epidemic, which 
could result in reduced demand for financial and retail products and services and may adversely 
affect Grupo Elektra's business, financial condition and results of operations.

• Increased industry and financial regulation
• Geopolitical trade disputes and barriers
• Inability of corporate and individual debtors to timely or fully meet their existing obligations and 

make required weeks payments for retail purchases
• Markets for derivatives and similar transactions, including the volatility affecting those instruments, 

could affect participants' solvency and financial systems
• Foreign currency exchange rate risk
• The value and liquidity of Banco Azteca's investment securities portfolio may be adversely 

affected.

G rupo E lektra R isks
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C om m ercial B usiness R isks

The success of the commercial business depends on the 
ability to distribute the products to your stores in a timely 
and cost-effective manner. Grupo Elektra's ten distribution 
centers in Mexico and five in other countries where it operates 
receive inventory entries from Grupo Elektra's suppliers 
for processing and subsequent distribution to stores and 
warehouses. The orderly operation of the reception and 
distribution of inventory requires the effective management 
of its distribution centers and compliance with the Group's 
logistics guidelines. Grupo Elektra's operations put pressure 
on its inventory reception and distribution systems, which 
could be affected by one or more of the following factors:

• The updating and expansion of Grupo Elektra's existing 
distribution centers and the installation of new distribution 
centers to adapt to Grupo Elektra's growth.

• Any interruption in the operation or in the ability of Grupo 
Elektra to improve or update its information technology 
infrastructure and its management information systems, 
in particular Grupo Elektra's supply chain management 
software system.

• Interruptions in delivery processes.

• Natural disasters, severe weather, or casualties, such 
as fires, forest fires, explosions, hurricanes, tornadoes, 
cyclones, floods, landslides, volcanic eruptions, famines, 

droughts, extreme temperatures, lightning, earthquakes, 
which may adversely affect Grupo Elektra's inventory 
receipt and distribution processes. Grupo Elektra's failure 
to distribute its products to its stores in a timely and 
profitable manner could adversely affect its companies, 
results of operations and financial condition.
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I ssuance of  f utures
R estrictions of  the
M ex ican G overnm ent
that af f ect the
interest rates and
B ank rates in
as regards liquidity and
profitability

• Any changes in Mexican laws applicable to Banco Azteca, including the im-
position of approval requirementsof credit, could have an adverse effect on 
the financial condition and results of operations of Grupo Elektra.

R egulatory changes in 
m oney transf er
regulation

• Both in Mexico and in the US and in several countries with money transfer, 
they are facing modifications to the regulations applicable to money transfer 
and currency exchange companies, which could impact the operation 
due to the imposition of limits on the amounts of money transfers or the 
establishment of greater requirements on customer identification processes 
that would make the transaction more expensive. Business operation. Such 
changes could have an adverse impact on the business, financial condition 
or results of the operation. Similarly, there can be no assurance that changes 
in applicable regulations will not adversely affect.

S ituations regarding the 
countries in which we 
operate

• Grupo Elektra has operations in Mexico and several countries, so it is ex-
posed to risks related to national and international operations. Similarly, the 
Elektra Group could be exposed to risks related to currency fluctuations and 
exchange controls, rising interest rates, higher inflation, social instability, 
changes in legal and tax frameworks, as well as changes in consumption 
patterns and preferences in the countries in which we operate, which could 
have a material adverse effect on our business, results of operations or fi-
nancial condition

R isk D escription 

D isruptions in the
supply chain or
increases in input prices 
of  supply chain costs

• We depend on our suppliers to obtain merchandise in a timely and efficient 
manner. In the event that a supplier fails to deliver, whether due to financial 
difficulties or other reasons, we could experience shortages that could lead 
us to lose sales. An important part of our goods come from abroad. Political 
or financial instability, trade restrictions, epidemics, transportation capacity 
and cost, port security, discrepancies with customs authorities that could 
lead to a temporary reduction in the importer registry of any of the Issuer's 
subsidiaries and other factors that could affect imports are beyond our 
control and could adversely affect our supply chain and/or adversely affect 
our results. Additionally, changes in the costs of our suppliers' inputs, as well 
as in the costs related to transportation and/or trade, may have an adverse 
effect on our profits and results.

L im its on f oreign trade 
in M ex ico

• Limits on foreign trade in Mexico could affect the company's operations. 
Mexico is one of the largest economies in the world and has trade relations 
with a large number of nations. Mexico's network of free trade agreements 
is one of the most important in the world. However, under Mexican laws and 
applicable trade agreements, Mexico may impose trade restrictions for a 
variety of reasons, whether through tariff or non-tariff measures, restricting, 
limiting or prohibiting international trade in goods. Such measures would 
affect our operations given that we import a considerable percentage of our 
inputs and merchandise.

O f f er of  products and 
services of  the m ob ile 
network of  G rupo 
E lektra,  depends on its
S uppliers

• The success of the virtual mobile network operator business offered in Grupo 
Elektra stores and through its own OUI brand depends on the availability 
of products and the logistics of the companies that supply their products 
and services in Grupo Elektra stores. The absence of these companies' 
products and services in Grupo Elektra stores could decrease traffic within 
their stores and could also reduce Grupo Elektra's competitive advantage as 
the largest national distributor of mobile products and services. Therefore, 
the business performance and operations of Grupo Elektra's mobile virtual 
network operator may be adversely affected if the supply systems of mobile 
phone companies are disrupted.

O ther risks considered are:
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R isk D escription 

C yb ersecurity External attacks on the information systems of our companies, as well as on customer trading platforms, including those of banking 
and e-commerce.

P rivacy of  I nf orm ation

It considers the exposure of information systems, including servers, payment gateways, etc.
Integrates the risks of bad practices in the handling of information by employees, which may lead to information leaks or unethical 
and responsible behavior; It also involves generating a culture of protection of personal data in the handling of data by the clients 
themselves to avoid and prevent fraud. In addition, it considers the misuse for abusive sales practices, in affectation of the client and 
that may conflict with the regulations of defense of the interests of consumers.

C lim ate change It refers to the effects on the continuity of the operation, recovery of portfolio / delinquency, profitability and permanence of the 
business, derived from droughts, floods, cyclones, sea level rise or extreme temperatures.

C orruption Risk of bribery, fraud, money laundering, among other practices, that violate the honesty and transparency of employees and 
compromise the company's assets.

F inancial A global recession would cause severe repercussions to international and domestic financial markets.

O perating
It is the potential loss due to failures or deficiencies in controls, due to errors in processing and storage of operations or in the 
transmission of information, as well as adverse administrative and judicial resolutions, fraud or theft and mainly includes technological 
risk and legal risk.

L egal It is the potential loss due to non-compliance with the applicable legal and administrative provisions, the issuance of unfavorable 
administrative and judicial resolutions and the application of sanctions, in relation to the operations that the Institution carries out.

R eputational The effects on the trust of our stakeholders, the value of the Bank, are considered, having negative effects on the perception of the 
brand.

C redit risk
Potential loss due to default caused by changes in the ability or intention of the counterparty or issuer of financial instruments to fulfil 
its contractual obligations. This loss can mean default which is known as default or non-payment .
Risk present in: Financial Instruments, Commercial and Mortgage Portfolio and in the Consumer Portfolio.

M arket risk It is the potential loss due to changes in the risk factors that affect the valuation or the expected results of active and passive 
operations or causing contingent liabilities, such as interest rates, exchange rate, price indices, among others.

Liquidity risk
It is the potential loss due to the impossibility or difficulty of renewing liabilities or contracting others under normal conditions for the 
institution, by the anticipated or forced sale of assets at unusual discounts to meet its obligations, or by the fact that a position cannot be 
timely disposed of, acquired or hedged by the establishment of an equivalent opposing position

O perational risk
For the identification of Operational Risks, the head of each Business Unit, as an Expert, determines the key and necessary processes to 
meet the strategic objectives. On the selected processes, the risk factors that threaten the fulfillment of the objectives of the process and 
the Business Line are identified, as well as the control measures that have been established for this purpose. Cybersecurity and anti-
fraud practices are present

F inancial b usiness risks
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We have the following processes and controls aligned with Grupo Elektra's objectives, as well as a review 
of the applicable legislation in force to mitigate the risks described above:

11 P olicy and P rocedure 
M anuals

44 T ransparency in ob j ectives 
and results of  our risk 
m anagem ent

77 Identification and evaluation 
of  each of  the controls f or the 
m itigation of  operational risks,  
together with the head of  each 
b usiness unit

22 I nternal control 
m easures

55 F unctional structure 
of  the I ntegrated R isk 
M anagem ent U nit ( U A I R  in 
S panish)

33 O perational risk m easures and 
controls
• P reventive m easures
• C ontrols

66 R isk C om m ittee
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I ntegrated R isk M anagem ent U nit 
( U A I R )  

This is the Banco Azteca unit that identifies, measures, 
monitors, and controls the risks to which the Bank and Grupo 
Elektra are exposed.

C om position
B usiness U nits

 They perform risk control.

 Apply methodologies, parameters and models

 Determine exposure to risks according to UAIR 
methodology

 Notification of limit excesses to UAIR

A dm inistration and M onitoring U nits

 They receive and give information to the UAIR

 They receive information of limits and indicators

R isk C om m ittee

 Approves methodologies, models and procedures. 

 Proposes to the Council the limits, objectives, guidelines 
and policies.  

 Authorize excesses or request adjustments in limits

 B oard of  D irectors

 Approves limits and tolerance levels

F unctions1 7

IDENTIFY
RISKS

RISK
CONTROL

RISK
LIMITATION

DISCLOSURE
OF THE RISK

MEASURE
THE RISK

• It applies the methodology, 
parameters, and model for 
the measure

• It establishes limits and tolerance 
levels
• It investigates the excess limits 
causes and informs the risk 
committee

• Investors (financial statement)
• CNBV
• BANXICO
• CAPA /Assets and Liablilities Committe)

• In collaboration with the 
business and supervision 
units.

• Exposure to risks in concert with 
the business and supervision units

17 Access the Banco Azteca Databook to learn more about UAIR 
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C ib ersecurity
We have the Information Security Office (Despacho de Seguridad de la 
Información or DSI), which is responsible for managing matters related to 
the protection of personal data and cybersecurity. The main function of the 
Information Security Office is to reduce cybersecurity risks and protection 
of the company's data and information against a possible situation of theft, 
disclosure, unauthorized access, modification, loss, interruption, or misuse 
that arises intentionally or accidentally. For management we have the 
Information Security Policy, which is based on ISO 27001:2011. 

Banco Azteca, one of the businesses exposed to a higher risk of cyber-
attack due to its line of business, has its own Cybersecurity Committee, 
which attends to, determines and evaluates the measures in response to 
risks, ensuring compliance with its own standards and current legislation. 
The team in charge of management is led by the Head of Information 
Security.

We apply the corresponding procedures in situations of loss or 
failure of services, unauthorized access to systems, malware, 

or violation of security measures; we also analyze the root 
causes that provide data to plan strong preventive and 

corrective measures. In the event of an event affecting 
information security, we respond according to the 
scale of risk

On the other hand, we have a cybersecurity model 
for Grupo Elektra's digital services that manages 
and minimizes the risks due to loss of the assets 
of its companies. Since 2021, there has been a 
cybersecurity model for ecosystems operated from 
cloud and private services.

Similarly, in Grupo Elektra we have the necessary security measures to 
guarantee the protection of personal data, together with its confidentiality, 
integrity and availability, in compliance with the provisions defined within 
the General Law on Protection of Personal Data.

The DSI involves all employees in the identification and management 
of cybersecurity risks, through an incident reporting process, which can 
be carried out in different ways, including Help Desk, email for external 
complaints and another for internal complaints. 

To strengthen information security practices in our operations, during 2022 
training sessions were given to employees focused on cybersecurity and 
personal data protection. 

T raining in C yb ersecurity and P ersonal D ata 
P rotection

A ttendees H ours

G rupo E lektra1 8 57,298 28,649

C S A :  1 . 8 . 1 ,  1 . 8 . 2 ,  1 . 8 . 3 ,  3 . 8 . 1 ,  3 . 8 . 2

16 Learn more at: Tiendas Elektra, Italika and Banco Azteca
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C om m itm ent to our stakeholders

E m ployees

Our employees are the engine of Grupo Elektra's operations, 
that is why one of our priorities is to offer quality work, 
provide opportunities for growth without bias and in a diverse 
environment, to develop a different talent.

T alent attraction and retention 

We focus on attracting qualified personnel, promote diversity 
and inclusion, and ensure their growth throughout their 
careers. We provide attractive benefits, skills and career 
development programs, and a focus on health and safety 
always. ( G R I  3 - 3 )

C om position of  em ployees b y b usiness

1 3 %

8 0 %

7 %

B anco A zt eca

I talika

T iendas E lektra

G R I :  2 - 7 ,  3 - 3 ,  4 0 1 - 1
C S A :  3 . 1 . 2 ,  3 . 4 . 1 ,  3 . 4 . 5

Workf orce

We recognize that each employee possesses unique 
knowledge, skills and perspectives that can contribute 
significantly to Grupo Elektra's growth and innovation. We 
foster an inclusive environment where we encourage the 
participation of everyone, regardless of hierarchical position, 
department or seniority.

In 2022 we have a team of 57,775 employees, reflecting our 
dedication to job creation. 
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2 0 2 0 2 0 2 1 2 0 2 2
M en Wom en M en Wom en M en Wom en

T otal b y gender 40,149 25,149 39,777 26,062 33,694 24,081

T otal 
G rupo E lektra 65,298 65,839 57,775

N um b er of  em ployees b y gender

T iendas E lektra I talika B anco A zt eca T otal
M en Wom en M en Wom en M en Wom en

Directors 173 52 50 12 789 347 1,423

Managers 112 38 314 125 1,424 953 2,966

O perative 4,750  2,513 2,509 1,196 23,573 18,845 53,386

T otal G rupo 
E lektra 5,035 2,603 2,873 1,333 25,786 20,145 57,775

N um b er of  em ployees b y j ob  f unction

S taf f  seniority ( in average years)

( G R I  2 - 7 )

2 0 2 1 2 0 2 2
M en Wom en G eneral M en Wom en G eneral

T otal 
G rupo E lektra 4.95 4.88 4.93 4.13 4.05 4.11

5.9% of the workforce 
are unionized
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E m ployees b y age and gender 

H iring and term ination of  em ployees in G rupo E lektra during 2 0 2 2 T erm inations and turnover 

M en Wom en 
E m presa /  R ango de 

edad
U nder 3 0  

B etween 3 0  
and 5 0  

O ver 5 0  U nder 3 0  
B etween 3 0  

and 5 0  
O ver 5 0  T otal 

T otal G rupo E lektra 17,104 15,624 1,333 10,932 12,019 763 57,775

H ires T erm ination
M en Wom en M en Wom en

T otal 
G rupo E lektra 12,893 8,027 11,156 6,660

H ires 2 0 2 2  b y age range
U nder 3 0  
years old

B etween 3 0 -
5 0  years

O ver 5 0  
years old

T otal

T iendas E lektra 2,958 797 20 3,775

I talika 968 508 15 1,491

B anco A z teca 10,885 4,675 94 15,654

G rupo E lektra 14,811 5,980 129 20,920

M en Wom en 
T otal b y 
type of  

cancellation 
T otal %  T urnover1 9  

T iendas E lektra 2872 34.7%

I nduced departures 542 110 652

V oluntary departures 1,551 669 2,220

I talika 1,697 38.2%

I nduced departures 489 170 659

V oluntary departures 787 251 1,038

B anco A zt eca 13,247 27%

I nduced departures 2,590 1,058 3,648

V oluntary departures 5,197 4,402 9,599

G rupo E lektra 17,816 28.8%

I nduced departures 3,621 1,338 4,959

V oluntary departures 7,535 5,322 12,857

19 The turnover is obtained by dividing the total number of terminations between the 
average total number of employees at the end of 2021 and 2022

( G R I  4 0 1 - 1 )

( G R I  4 0 1 - 1 )
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T erm inations and turnover b y age

U nder 3 0  
years old 

B etween 
3 0 - 5 0  years

O ver 5 0  
years old

T otal b y 
type of  

cancellation 
T otal %  T urnover2 0

T iendas E lektra 2,872 34.7%

I nduced term inations 411 231 10 652

V oluntary term inations 1,612 573 35 2,220

I talika 1,697 38.2%

V oluntary term inations 382 252 25 659

V oluntary term inations 620 400 18 1,038

B anco A zt eca 13,247 27%

I nduced term inations 1,957 1,609 82 3,648

V oluntary term inations 6,064 3,414 121 9,599

G rupo E lektra 17,816 28.8%

I nduced term inations 2,750 2,092 117 4,959

V oluntaryterm inations 8,296 4,387 174 12,857

For reasons of confidentiality and security of our employees, remuneration and compensation averages are not in the public do-
main.

20 The turnover is obtained by dividing the total number of terminations between the 
average total number of employees at the end of 2021 and 2022
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Diversity and equal opportunities
At Grupo Elektra we seek to create opportunities in an inclusive work 
environment, where respect and equity are fostered. We have an Inclusion 
and Non-Discrimination Policy to guide actions and decisions based on a 
respectful and inclusive approach, to guarantee the freedom of identity of all 
people who are part of the business.

G R I :  4 0 5 - 1 ,  4 0 6 - 1
C S A :  3 . 1 . 2 ,  3 . 1 . 3

P articipation of  wom en in G rupo E lektra during 2 0 2 2 2 1

N um b er of  wom en
P ercentage of  

representativeness
D irective 411 28.88%

M anagem ent 1,116 37.62%

O perational 22,554 42.24%

Wom en in S T E M 2 2  positions 95 0.23%

D iversity in G rupo E lektra’ s workf orce

Número Porcentaje

P ersons with disab ilities 190 0.28%

R acial/ ethnic groups 1,146 1.6%

L G B T Q I +  1,582 2.26%

We promote equal opportunity, mutual respect, and non-discrimination in all 
our policies and work practices. We foster an inclusive environment where 
everyone can express their identity, opinions, and concerns without fear of 
retaliation.

21 To review the details of each of our businesses, review the respective databooks.
22 Science, Technology, Engineering and Mathematics

41.6% of Grupo 
Elektra’s workforce 

is comprised  
of women.
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E m ployee satisf action and 
com m itm ent

The constant evaluation of the sense of belonging in our 
collaborators is an essential activity for the success of Grupo 
Elektra, contributing to the increase in customer satisfaction 
levels. 

E m ployee N et P rom oter S core 
( eN P S )
The Employee Net Promoter Score (eNPS) evaluates the 
degree of satisfaction and loyalty of employees towards the 
company and their respective areas. Based on the rating 
given, the NPS is obtained for each business group and the 
areas that comprise it. In addition, employees are asked 
the reason for their rating in order to carry out different 
analyses that are very useful for all the areas that consume 
this information.

To conduct this survey, we use the Zeus platform, where a 
link or QR code is included. This survey is conducted every 
three months and is available for response for two weeks.

As part of the results, information is provided to each of the 
businesses in a Dashboard, where details of the analysis 
are shown as: 

• Historical NPS

• Employee behavior

• Main positive and negative reasons

• Impact analysis

• E m ployees f all into the f ollowing categories:

1. Promoters (9-10): those who recommend and promote 
the businesses, its products and services.

2. Passives (7-8): satisfied but wouldn't recommend the 
businesses.

3. Detractors (0-6): those who are dissatisfied.

eN P S  S urvey P articipants
 2 0 2 0   2 0 2 1  2 0 2 2  T otal 

P rom oters 37,608 181,090 217,397 436,095

P assives 9,275 34,419 29,042 72,736

D etractors 3,866 24,181 17,427 45,474

T otal participants 50,749 239,690 263,866 554,305

T otal 
participants

N um b er of  
prom oters 

N um b er of  
passives 

N um b er of  
detractors 

eN P S  
R esult2 3

Wom en 108,223 90,102 11,522 6,599 77.2%

M en 155,607 127,265 17,516 10,826 74.8%

T otal 263,830 217,367 29,038 17,425 75.8%

R esults of  the eN P S  E m ployee N et P rom oter S core b y gender

23 The index reflects the difference between the percentage of promoters and the percentage of detractors.

C S A :  3 . 4 . 6
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R epresentative b y b usiness unit

 2 0 2 0   2 0 2 1  2 0 2 2
B anco A zt eca 63% 67.9% 77.6%

I talika 60.4% 39.8% 60.4%

T iendas E lektra 63.3% 71.0% 82.6%

G rupo E lektra 66.5% 65.5% 75.8%

In order to carry out the employee satisfaction survey, 
a significant sample is taken, seeking to have sufficient 
representativeness to evaluate the real situation from the 
perspective of our employees. 
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T raining and developm ent of  
opportunities

The growth of employees, as well as the continuous updating 
of their knowledge are fundamental to the success of Grupo 
Elektra. We have a series of trainings and workshops that 
allow you to strengthen the professional skills necessary to 
carry out your activities, through technological tools or in 
person. 

The programs offered cover fundamental topics for the 
development of employees, whether focused on technical 
knowledge, soft skills or values, and ethical principles for 
the generation of a respectful environment. The three most 
important courses are: Zero tolerance for sexual harassment, 

high-performance management model, and transformation 
from boss to team builder. Additionally, in 2022 new courses 
were implemented on civil protection, sustainability, 
environment, leadership, digitalization, cybersecurity, 
among others; seeking to provide the necessary tools to 
respond to the disruptive changes that arise in the industry. 
( G R I  3 - 3 )

P rogram  N am e
B usiness ob j ectives and 

benefits
Q uantitative im pact of  

business benefits
N um b er of  

participants 

Zero tolerance for sexual harassment
Recognize harassment and 
implement action plans in the 
company.

Decrease in the number of sexual 
harassment complaints. 49,050

High performance management model in 
6 steps 

Generate identity and culture of the 
vision and purpose of Grupo Salinas

Reduce turnover, positively impact 
Point of Sale productivity and increase 
Customer eNPS through their shopping 
experience.

14,239 

Transformation from boss to team builder Leadership Development Reduce turnover and build high-
performing teams 6,221 

G R I :  3 - 3 ,  4 0 4 - 1 ,  4 0 4 - 2 ,  4 0 4 - 3
C S A :  1 . 5 . 5 ,  1 . 8 . 2 ,  3 . 3 . 1 ,  3 . 3 . 2 ,  3 . 4 . 2 ,  3 . 4 . 4
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G R I :  3 - 3 ,  4 0 4 - 1 ,  4 0 4 - 2 ,  4 0 4 - 3
C S A :  1 . 5 . 5 ,  1 . 8 . 2 ,  3 . 3 . 1 ,  3 . 3 . 2 ,  3 . 4 . 2 ,  3 . 4 . 4

T hem e T arget A udience
N um b er of  

participants
P ercentage of  m en P ercentage of  wom en T otal hours

I nduction Directors, Managers, 
Administrative, Operational 12,488 30% 70% 61,842

R egulations Z ero tolerance f or 
sex ual harassm ent

Directors, Managers, 
Administrative, Operational 49,050 68% 32% 24,525

C ivil P rotection Directors, Managers, 
Administrative, Operational 63,262 57% 43% 208,764.60

E nvironm ent Directors, Managers, 
Administrative, Operational 24,020 76% 24% 16,013.33

P L D  R egulations Directors, Managers, 
Administrative, Operational 55,607 57% 43% 183,503.10

L eadership 
M aster of  T eam  T rainers Team Builders 7,641 59% 41% 3,183.75

L eadership 
H arvard Directors and Managers 6,221 58% 42% 2,592.08

L eadership H igh P erf orm ance 
M anagem ent M odel 

Directors, Managers, 
Administrative, Operational 14,239 85% 15% 59,803.80

L eadership:  T ransf orm ation f rom  
b oss to coach team  b uilder Team Builders 6,221 58% 42% 15,552.50

E m otional intelligence Directors, Managers, 
Administrative, Operational 18,008 59% 41% 9,004

G rupo E lektra T raining P rogram s in 2 0 2 2

( G R I  4 0 4 - 2 )
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T otal participants 
P ercentage of  
participation 

D irector 450 1%

M anager 3981 6%

O perative 61,863 93%

 F iscal year 2 0 2 1 2 0 2 2

C ost per em ployee $1,936 $2,947

M en $38,456 $41,812

Wom en $26,460 $28,496

T otal investm ent in training 
( M X N )  $125,648,649.71  $207,209,419.92 

P ercentage of  training b y j ob  category

T raining percentage b y b usiness unit2 4

P ercentage of  participation 

T iendas E lektra 93%

I talika 6%

B anco A z teca 1%

I nvestm ent in training b y gender

P erf orm ance appraisal
Performance appraisals are essential for Grupo Elektra, as they provide 
a means to measure the productivity and effectiveness of our employees 
in achieving the objectives set. Having periodic evaluations allows us to 
identify strengths and areas of opportunity, in order to develop more and 
better customized training programs to strengthen their skills and increase 
productivity. In this way, we foster a high-performance team.

We have a High Performance Management Model with six steps that reflect 
our philosophy, allowing us to manage the organization in an approved way 
to make it more efficient and effective. 

24To review the details of each of our businesses, review the respective databooks.

H igh 
P erf orm ance 
M anagem ent 

M odel 

1 .  S trategy
What are we here 

f or?

2 .  S tructure
H ow do we 
develop our 

strategy?

3 .  T eam
Who do we have?

4 .  I nf orm ation 
S ystem

What inf orm ation 
do we have?

5 .  
C om pensation 
and incentive 

system s
H ow are we 

com pensated?

6 .  I ntegration 
and assessm ent

What is our 
perf orm ance?
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It is a continuous process accompanied by feedback and 
conversations between trainer and collaborator, it is divided 
into 3 important stages: 

1 .  S et goals:  From January to February, where 
collaborator and trainer meet, they set individual 
objectives based on priorities and business strategy, so 
that the employee knows what he must achieve in the 
year. 

2 .  S em i- annual review:  from July to August, where 
trainer and collaborator meet to talk about progress in 
achieving objectives and both generate commitments 
and actions to comply with the same at the end of the 
year.

3 .  A nnual evaluation:  January to third week of February, 
where collaborator and trainer again meet and reflect on 
successes, failures and development points, in addition 
the trainer assigns an evaluation to the two elements of 
management (Individual objectives and behaviors).

C om position of  the perf orm ance 
appraisal

6 0 %  individual ob j ectives:  They are the most important 
actions or projects carried out by the collaborator from 
their individual contribution level, they are related based 
on the business strategy.

4 0 %  I nstitutional b ehaviors:  They are actions that 

promote the values we need to facilitate the achievement 
of results, help us to be aligned with the strategy of the 
organization and strengthen our culture. It is not only 
what is achieved that matters but also how it is achieved.

In addition, the program covers compliance with principles/
guidelines regarding code of ethics, cybersecurity, data 
privacy, among others

N um b er of  em ployees evaluated in G rupo E lektra b y gender and j ob  category2 5

P osition 2 0 2 0 2 0 2 1 2 0 2 2
Wom en M en Wom en M en Wom en M en

D irector 13 112 21 121 19 121

M anager 156 352 1,339 1,645 1,424 1,761

O perative 875 529 13,680 11,385 15,344 13,081

T otal 1,044 993 15,040 13,151 16,787 14,963

23 To review the details of each of our businesses, review the respective databooks.

( G R I  4 0 4 - 3 )
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G R U P O  E L E K T R A
S U S T A I N A B I L I T Y  R E P O R T   2 0 2 2

G R IC ontents S A S B

H ealth and saf ety of  em ployees
During 2022, several activities were carried out to promote 
a culture of health in all businesses as it is a priority for 
Grupo Elektra. 

• S alud G S :  In 2022 we attended to the health of 
employees through the app Salud GS. With 27,100 active 
users, we provide 8,200 medical and COVID counseling, 
4,600 nutritional and 3,700 psychological counseling, 
remotely.

• H ealth F air:  We held two corporate fairs in 15 locations. 
More than 6,800 services and benefits were provided to 
1,800 attendees, including COVID, diabetes, nutritional 
habits, breastfeeding, oral health, and life insurance. 
With respect to breastfeeding, Grupo Elektra has the 
corresponding spaces for our female employees.

• H ealth days:  

• N utrition:  We advise employees to improve their 
diet through 7,300 counselings.

• H ypertension:  We carry out the prevention day in 
all work centers, with 2,800 pressure taps.

• D iab etes:  We carry out the diabetes prevention 
day in all workplaces, achieving 1,500 rapid glucose 
intakes.

• V accination:  we applied 2,200 doses against sea-
sonal influenza, 450 doses against COVID.

• C hinese m edicine:  More than 41,200 chair mas-
sages and 1,500 acupuncture counselings were pro-
vided throughout the year.

• B reast cancer:  500 participants were reached in 
webinars with experts, reaching 185 mammograms 
and breast ultrasounds and a discount campaign 
was enabled for laboratory studies nationwide.

• S piritual H ealth:  We have a personal parish whe-
re spiritual support was provided to people in need. 
200 baptismal talk certificates and 26 certificates is-
sued in premarital talks were awarded.

• K iloton:  The 11th edition of the weight loss contest 
was held. 1,800 members participated, 924 indivi-
dually and 233 teams. In the last 3 editions we have 
helped 5,500 members change their lifestyle and to-
gether they have lost more than 8 tons of weight.

• H ealthy S m ile:  WWe invite employees to send us 
a selfie with their best smile and show their good oral 
habits, in which more than 800 collaborators partici-
pated. With 1,800 patients treated, more than 22,000 
treatments were performed.

Additionally, Grupo Elektra provides benefits such as 
family initiatives, management and innovation recognitions, 
leadership workshops, sports, recreation and culture 
functions, and exclusive benefits for associates. With respect 
to our employee welfare benefits, Grupo Elektra adheres to 
the corresponding legislative compliance guidelines.
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C U S T O M E R  
EXPERIENCE
Our mission is to guarantee a great customer experience through 
the development of protocols, tools and systems that allow us 
to generate happy moments. We seek to provide personalized 
attention, understanding the preferences and interests of each 
one of them

We have a differentiated customer support service that allows us to 
offer effective and timely solutions through products and services 
of the highest quality. Likewise, our customer satisfaction strategy 
allows us to continue improving in our day to day and guarantee a 
unique experience for all our customers. ( G R I  3 - 3 )

G R I :  3 - 3
C S A :  3 . 7 . 1

• Offers based on 
your profile and 
behavior.

• Facial recognition 
and notification to 
Advisors.

• Behavior based on 
the three axes: We 
are Friendly, Advisors 
and Relevant to the 
client.

• Through the SAC 
platform, offering all 
delivery alternatives, 
both for trade 
products and 
financial services.

• Based on your 
profile and behavior 
(Next Best Offer).

• Invite you to make a 
next visit and keep in 
touch through our 
digital media.

• Level of satisfaction 
with the brand and 
attention, through the 
“Estrellas del Servicio” 
and NPS surveys.

Attract the 
customer to 
the point of 

sale

Identify 
High Value 
Customers

Approach the 
customer 

through the 
Customer 

Service Model 
We Are 

Extraordinary

Satisfy the 
customer's 

initial desire

Provide 
customer 

offers

Bid farewell 
to the 

customer in a 
warm and 

affectionate 
manner

Receive 
customer 
feedback

C ustom er service m odel
Our friendly and warm service model allows us to maintain close 
and lasting relationships with customers. We are developing an 
ecosystem that allows us to digitize the physical experience, 
working at the same time to build and develop a customer 
service mechanism that generates an agile, simple, and friendly 
experience, either virtually or in person.

Customer service model We are extraordinary 26 consists of the 
following steps:

26 This model belongs to Tiendas Elektra and Banco Azteca
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C ustom er satisf action
The satisfaction levels of our customers are measured 
through the Net Promoter Score (NPS), which helps us 
make informed decisions and carry out the necessary 
improvements in our products and services.

The NPS allows us to determine the level of customer 
satisfaction through a quarterly survey consisting of six 
questions with a binary answer: Yes/No. If the answer is No , 
an explanation is requested in order to develop strategies 
and measures to generate continuous improvement in our 
services and products, as well as in the customer service 
provided. If the answer is No , an explanation is requested 
in order to develop strategies and measures to generate 
continuous improvement in our service and product offerings, 
as well as in the customer service provided.

Customer satisfaction has experienced a significant gradual 
increase.

S core

2 0 2 0 30.6%

2 0 2 1 51.60%

2 0 2 2 58.90%

2 0 2 2 2 0 2 1 2 0 2 0

G rupo E lektra 353,936 410,123 480,740

R epresentative sam ple
At the end of 2022, 8 out 
of 10 customers rated us 
with 5 "Service Stars", 
the highest customer 
satisfaction rating.

C ustom er’ s N et 
P rom oter S core
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G R U P O  E L E K T R A
S U S T A I N A B I L I T Y  R E P O R T   2 0 2 2

G R IC ontents S A S B

C ustom er E x perience A chievem ents 2 0 2 2
We focused on improving our ability to analyze and present results, and 
this year we achieved important milestones such as the implementation 
of a detailed dashboard. This allowed us to analyze in greater depth 
the reasons behind the ratings of detractors, passives and promoters in 
customer satisfaction. In addition, we optimized the delivery times of 
customer satisfaction reports, acting more quickly in response to the 
concerns and needs raised. These achievements allow us to improve our 
index and consolidate our position as a company committed to the quality 
of the service we offer.

Other achievements were:

• Implementation of the Customer Advisory System (Sistema de Aseso-
ramiento al Cliente or SAC) platform on the main customer service tran-
sactions

• Execution of functionalities in the digital platform that serve our custo-
mers and prospects, through product catalogs, better offers, customer 
and prospect follow-up.

• Implementation of functionality to engage in conversations via WhatsA-
pp with customers or prospects.

• Application of the Target Customer System with Facial Recognition in 
824 Points of Sale.

• Paperless transactions (without using paper): Generation and sending 
of digital documents via WhatsApp, SMS and Email.

• Implementation of the customer service model We are extraordinary .

• Launch of the first digital survey that allows customers to evaluate em-
ployees individually.

C ustom er E x perience C hallenges 2 0 2 3
During this process of continuous improvement, we identified some 
important challenges. One of them is obtaining the verified ID of Elektra 
to migrate to WhatsApp Business, which would allow a more direct and 
effective communication with our customers. Other challenges for 2023 
are: 

• Achieve an NPS of 65% in the Grupo Elektra network.

• Improve customer service, seeking to ensure that 95% of the surveys 
carried out in Service Stars  are rated with 4 or 5 stars.

• Consolidate the survey of Service Stars in all the channels of the Grupo 
Elektra network to assess the results. 

• Streamline the operation of all point of sale transactions, concluding the 
implementation of SAC.

• Increase the percentage of customer acceptance of the Say Goodbye 
to Paper  initiative.

• Achieve that 100% of complaints about poor service at points of sale 
and contact are being resolved in the first 24 hours.
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For Grupo Elektra it is very important that customers feel 
secure about the information they share with us, generating 
trust and loyalty towards us. We currently operate under the 
existing regulations and standards, with a comprehensive 
privacy notice for each of our subsidiaries. These integrate 
the provisions of the Data Governance Department and the 
Information Security Office (Despacho de Seguridad de la 
Información), who watch over the privacy of our customers.

At Grupo Elektra we have a Personal Data Security Mana-
gement System (SGSDP), with the objective of monitoring 
and managing any risk or case identified in terms of privacy 
and personal data protection. Our system includes the fo-
llowing policies and manuals:

• Privacy policy and personal data security management 
system27

• ARCO (Access, Rectification, Cancellation and/or 
Opposition) rights requests manual.

• Manual for exclusion list management

• INAI's manual of requirements.

• Manual of referrals and transfer of personal data.

C U S T O M E R  
PRIVACY

G R I :  3 - 3 ,  4 1 8 - 1
C S A :  1 . 8 . 2 ,  3 . 8 . 1 ,  3 . 8 . 2

No claims were 
received during 2022 
( G R I  4 1 8 - 1 )

To strengthen our customer privacy practices and 
maintain the culture of information privacy, the privacy 
notice is permanently shared, both on our website and 
in the Customer Advisory System (Asesoramiento al 
Cliente or SAC). ( G R I  3 - 3 )

27  Due to confidentiality issues, our client privacy policy is 
not in the public domain.
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G R I :  4 1 6 - 1 ,  4 1 6 - 2

During 2022, health and 
safety impacts were 
assessed for 100% of 
products and services in 
"Mobility" and "Home".  
( G R I  4 1 6 - 1 )

C ustom er H ealth and S af ety

The health and safety of our customers is fundamental 
to Grupo Elektra. We evaluate our products, identifying 
the impacts they may have on the different customers 
of our main lines of business:

• Mobility: Motorcycles and their accessories, bikes 
and automotive supplies.

• Home: Appliances, mattresses, furniture, and 
entertainment. 

On the other hand, we worked on implementing various 
customer safety actions and strategies, promoting the 
correct use of the items we see. Our actions in 2022 
included:

• Awareness campaigns and respect for motorcycle 
driving rules.

• Theoretical and practical driving courses 
throughout Mexico.

• Banners explaining the correct use of accessories 
at the point of sale

• Videos aimed at motorcyclists to raise awareness 
about the use of protective accessories.

• Videos aimed at motorcyclists seeking to raise 
awareness about the use of protective accessories.

Communication to raise awareness about the correct 
use of items such as refrigerators, microwave ovens, 
washing machines, electric stoves, etc. In order to 
promote the responsible consumption of water, energy 
resources, efficiency and savings.

E S G  im pacts of  products and 
services.
We offer products and services that have a lower 
environmental impact and that benefit the society, from 
the design phase to the final disposal of the product. We 
use sustainable materials, production processes and 
ensure that our suppliers meet the same standards. 
We will continue to work on improving the responsible 
management of waste and reducing emissions 
generated during the useful life of products28.

By reducing the environmental impact, we contribute to 
the protection of the environment and the conservation 
of natural resources. We also care about negative 
social impacts, ensuring that our products and services 
are not related to unfair, unsafe, child exploitation or 
forced labor practices. Additionally, we seek to foster 
social inclusion and equal opportunities, and ensure 
that our products are accessible and safe for all our 
customers.

Climate change is an imminent factor in the financial 

business, so we are developing a strategy for managing 
and identifying risks and opportunities. We will be able 
to generate an action plan for the decarbonization of 
the portfolio and investment in projects that promote 
sustainable development through credits for the 
development of clean energy, green mobility, SMEs 
(or PYMEs in spansh) and social investment29. 

We continue to work on the continuous improvement 
of our products and services, on the reduction of 
our environmental and social impacts, and on the 
promotion of more and better responsible practices, 
demonstrating the commitment to sustainability and 
the development of a responsible business model.

to sustainability and the development of a responsible 
business model.

26 To review the details of each of our businesses, review 
the respective databooks.
29 Review the databook to have more detail on the mana-
gement of Banco Azteca.

During 2022 there were no cases of 
non-compliance with regulations related 
to impacts on the health and/or safety 
of products and services. ( G R I  4 1 6 - 2 )
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M A R K E T I N G  
AND LABELING 
We work on brand management and the creation of products and services 
that are clear and transparent in terms of their features, benefits and added 
value. We monitor customer perception of our brands, products, and 
services, allowing us to constantly offer relevant and accessible solutions, 
without losing sight of the price-quality ratio.

It is important that customers feel confident that the product and/or service 
they purchase meets the highest quality standards so that their needs and 
safety are guaranteed. For this reason, we share information in a clear and 
transparent manner about the specifications and characteristics of 100% of 
our products, including the origin of their components, safe use, and content. 
We especially mention those substances and products that could have an 
environmental or social impact ( G R I  4 1 7 - 1 ) .

G R I :  4 1 7 - 1 ,  4 1 7 - 2 ,  4 1 7 - 3

During 2022, we did not have any thus 
ensuring the satisfaction and confidence 
of our customers. non-compliance 
cases, fines and/or sanctions related 
to marketing communications. and 
labeling of products and services 
( G R I  4 1 7 - 2 )  ( G R I  4 1 7 - 3 )
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G R I :  3 - 3

We seek to be leaders 
in the market by offering 
competitive credit 
conditions, different 
channels, and platforms.

I nnovation and om nichannel in 
products and services

In a world that is constantly changing, where technologies 
advance and the demands of our customers and the sector 
evolve, it has been essential to have a strategy of great-
er proximity and communication, as well as to facilitate the 
shopping experience through better omnichannel alterna-
tives to stay at the forefront and offer a dynamic and easily 
accessible shopping experience. 

Through innovation in the generation of various channels 
and points of contact, we have adapted to the needs of new 
markets, we are facilitators of technological accessibility to 
online platforms, Apps, kioskos and physical stores, we also 
provide the possibility of granting credits, to be closer to our 
customers and provide them with a satisfactory shopping 
experience.

We offer financial solutions that are easily accessible and 
tailored to the needs of our customers through our digital 
platforms. This has allowed us to improve customer service, 
increase sales and contribute to the company's growth in 
the market.

We seek to maintain direct and constant communication 
with our different stakeholders, making the following cus-
tomer service channels available to them:

• WhatsApp

• Customer Advisory System (SAC)

• Customer Initiatives

• Banco Azteca App

In addition, we have improved our online payment and 
home delivery processes for Italika and Tiendas Elektra to 
generate a superior shopping experience.

The Tiendas Elektra App offers 130 
thousand products, and we are looking to 
multiply this figure over time.
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R E S P O N S I B L E  
SUPPLY CHAIN
B A Z  D eliveries ( Baz Entregas)

We want to connect Mexico through a world-class distribution network. We 
seek to create happy moments and help generate greater prosperity in our 
country; we want everyone to have access to these products and services, 
regardless of whether they are in remote, suburban or rural communities. 

Baz Entregas is the logistics unit of Grupo Elektra that manages the supply 
network within the businesses, from the planning of the merchandise to its 
final delivery to the customer. Thanks to this, we were able to reach places 
where no logistics company had ever gone before. 

G R I :  2 - 6 ,  2 0 4 - 1 ,  3 0 8 - 1 ,  3 0 8 - 2 ,  4 1 4 - 1 ,  4 1 4 - 2
C S A :  3 . 2 . 3

S upply C hain M anagem ent S trategy

( G R I  2 - 6 )

DistributionSupply Storage

Central Purchasing Office (Central de Compras)

We are aware that our commitment to sustainability goes beyond our or-
ganizational boundaries. We believe in shared responsibility, which is why 
the main objective in our relationship with our more than 500 suppliers is 
to encourage them to take action and minimize the negative impact of our 
business relationships on the environment and society. 

The Central Purchasing Department of Grupo Salinas is the area in charge 
of establishing the validation criteria for new acquisitions and the registra-
tion of new suppliers.

Through the Purchasing Center, we extend the guidelines of the Code of 
Ethics and Conduct to suppliers and encourage the Supplier CircleCertifica-
tion from our Purchasing Center area. This works under two related proces-
ses, which integrate a series of key mechanisms and tools:

1. Procurement process

2. Supplier Selection

Purchasing and 
Bidding System

• Mechanism that recieves the 
requirements of the 

business units.
• Evaluation of requirements 

by negotiators in each 
category

Policy Series

Govern the interaction 
between companies and 
Purchasing Center (e.g. 

order allocation)

Electronic-releases

This process is triggered 
once all the necesary 

authorizations are in place

Supplier Lifecycle 
Module

Concentrates data, 
including historical data of 
Grupo Salinas' suppliers 

and prospects.

Supplier registration 
process

Composed of registration 
application

Suppliers' Ethics Policy
Instrument that establishes the 
rules of conduct that govern the 
relationship between suppliers 

and Grupo Salinas. 
1)Conflict of interests

2)Confidential information
3)Sanctions
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To ensure timely control and follow-up of suppliers, we have categorized expen-
ses into five main themes: general services, office equipment, technology, mar-
keting, and office and branch construction. In this way, we can identify critical 
suppliers in each of the classifications and make informed decisions regarding 
the supply chain.

5 7 %

1 1 %

1 1 %

2 1 %
T echnology 

Office and branch construction

G eneral services

Office equipment

G rupo E lektra and b usiness suppliers distrib ution 
b y type of  products and services

T ype of  service and/ or 
product 

G rupo E lektra T iendas E lektra I talika B anco A z teca

G eneral services 115 18 60 96

T echnology 21 11 9 17

Office equipment 35 27 13 30

Construction of offices and 
b ranches 22 1 13 21

S uppliers b y type of  products and 
services in 2 0 2 2
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B anco 
A z teca

I talika
T iendas 
E lektra

G rupo 
E lektra

L ocal S uppliers 93.81% 93.18% 93.81% 93.81%

F oreign 
S uppliers 6.19% 6.19% 6.19% 6.19%

T otal ( M X N ) $1,340,002,608 $366,555,421 $1,197,736,081 $1,284,220,137

B anco 
A z teca

I talika
T iendas 
E lektra

P ercentage of  suppliers evaluated 13.18% 95% 15.75%

S uppliers evaluated in environm ental areas 40 17 12

Suppliers identified as suppliers with 
significant potential and actual negative 
environm ental im pacts.

57 0 0

S uppliers evaluated in social areas 50 21 12

Suppliers identified as suppliers with 
significant potential and actual negative social 
im pacts.

0 0 0

( G R I  2 0 4 - 1 )
( G R I  3 0 8 - 1 )  ( G R I  4 1 4 - 1 )  

P ercentage of  spending on local suppliers of  G rupo E lektra and 
its b usinesses

E valuation and selection of  suppliers with 
environm ental and social criteria

Supplier evaluation is a fundamental tool to ensure that they comply with Grupo Elektra's vision 
and adhere to our values regarding environmental and social issues, which allows us to make 
responsible decisions when selecting our business partners.

In 2022, 44.31% of suppliers were selected and evaluated using a more robust methodology 
that incorporates requirements aligned to the highest standards, certifications, and environmen-
tal and social practices. One of the requirements to be implemented in 2023 is that all new su-
ppliers must comply with ESG certifications.

There were no incidents related to negative environmental or social impacts from suppliers du-
ring the year. We continue to work to maintain and improve this standard in the future, and to 
ensure that all suppliers meet the highest levels of sustainability.

S uppliers evaluated in 2 0 2 2 .

G R I :  2 - 6 ,  2 0 4 - 1 ,  3 0 8 - 1 ,  3 0 8 - 2 ,  4 1 4 - 1 ,  4 1 4 - 2

B anco A zt eca

I talika

T iendas E lektra

4 1 . 2 4 %

1 2 , 6 2 %

4 6 . 1 4 %

S pending on local suppliers 
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S upplier C ircle 
Certification

Supplier Certification is a tool for 
monitoring the quality and efficiency 
of the supply chain. Through this 
process of analysis and validation, 
we ensure that our suppliers comply 
with the legal, financial, operational, 
and commercial image standards 
that we demand in the company.

In this way, we ensure that the 
services and products we purchase 
are of the highest quality and that 
suppliers comply with our social 
and environmental responsibility 
policies. In addition, certification 
allows us to determine the degree 
of reliability of our suppliers, which 
helps us to improve our supply 
chain management and increase 
the level of service we provide to our 
customers.

Durante 2022, 666 proveedores 
cumplieron con los criterios 
ambientales y sociales y fueron 
evaluados conforme el siguiente 
desglose:

S uppliers evaluated on E S G  topics

0%

20%

10%

30%

40%

50%

60%

B anco A z teca

I talika

T iendas E lektra

G rupo E lektra

( G R I  3 0 8 - 2 )  ( G R I  4 1 4 - 2 )

Social criteria
P articipation in social 
engagem ent events

D onations to social 
causes

E nvironm ental cirteria S ocial responsib ility

83 78 76 69 109

50 46 40 40 67

21 20 19 17 24

12 12 17 12 18
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G R I :  4 1 5 - 1
C S A :  1 . 5 . 4

S ocio- econom ic developm ent of  com m unities
At Grupo Elektra and its businesses, we have a latent commitment to society. 
We believe in the value that we can bring to communities as agents of chan-
ge, so we engage in social engagement activities that promote the welfare and 
development of society. To achieve this, we have established alliances with va-
rious social and governmental organizations, developing programs to support 
education, health, the environment, and culture for the communities near our 
operations.

2 0 2 0 2 0 2 1 2 0 2 2

M onetary donations D onations in kind 
C om m ercial 

initiatives 
( sponsorships)

M onetary donations D onations in kind
C om m ercial 

initiatives 
( sponsorships)

B anco A zt eca $57,009,054 - $94,467,000 $102,275,280 - $99,832,268.91

I talika $106,478 $24,852.04 - - $352,744.95 $200,000

T iendas E lektra $76,908,385.84 - - $104,672,000 - -

T otal $ 1 3 4 , 0 2 3 , 9 1 7 . 8 4 $ 2 4 , 8 5 2 . 0 4 $ 9 4 , 4 6 7 , 0 0 0 $ 2 2 0 , 4 4 7 , 2 8 0 $ 3 5 2 , 7 4 4 . 9 5 $ 1 0 0 , 0 3 2 , 2 6 8 . 9 1

2 0 2 1 2 0 2 2

N um b er of  volunteers 6,975 9,660

V olunteer hours 13,297 24,831

V olunteering

The participation of our employees in social and environmen-
tal protection programs is a fundamental part of the efforts 
we carry out at Grupo Elektra in conjunction with Fundación 
Azteca:

The Donations and Sponsorships Policy clearly states that donations or 
sponsorships may not be granted to organizations or projects intended for 
candidates, political organizations or parties, trade union or religious organizations. 
( G R I  4 1 5 - 1 )  We also ensure that we do not give donations or sponsorships to 
organizations that do not comply with our values and business behaviors. 

All transactions are recorded to provide transparency to stakeholders and to 
track the results of each donation or sponsorship. 

D onations and sponsorships
Voluntary contributions and sponsorships are broken down as follows:
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Y outh B uilding the F uture 
(Jóvenes Construyendo el Futuro )

The Jóvenes Construyendo el Futuro program is a social 
value initiative of the federal government, of which Grupo 
Elektra companies are a part. Its main objective is to 
integrate young people between 18 and 29 years of age 
into the formal labor market through training and incompany 
training, offering a monthly scholarship for 12 months, as 
well as social security. 

We are the first business group to respond to the national call, 
we offered training spaces during the current administration. 
Since 2019, 12,895 scholarships have been offered and 
4,280  young people have been trained. This program gives 
young participants the opportunity to acquire practical skills 
and knowledge of the work environment, which will allow 
them to land their career plan. 

We offer opportunities by providing a personal and 
professional development option to young people who might 
otherwise face obstacles to entering the job market. 

There are two figures within the program: 

• Beneficiaries: We have 240 scholarship holders, who
must comply with mandatory courses divided into blocks,
these courses are designed to provide tools that allow
them to develop in an integral way, both in the work and
personal spheres, as well as complement the training
they receive.

• Tutors (Grupo Elektra employees): We have 171 tutors
who are a key figure in the Jóvenes Construyendo el Fu-
turo program, as they are in charge of supporting the
development of the young people who participate in the
program. To ensure their preparation, the tutors receive
2 hours of specific training, which allows them to learn in
depth about the program's operations and objective, as
well as their responsibilities.

Tutors have access to additional training that helps them to 
perform their functions and develop in a better way, among 
the topics of such training are:

• Emotional intelligence

• Agile and Scrum Fundamentals

• Applied talent that is part of the STPS.

• Desing Thinking, trainees of Dialogus' talent pool.
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F U N D A C I Ó N  
AZTECA 
OF GRUPO 
SALINAS 
It is the main social arm of Grupo Salinas, which seeks to transform Mexico through 
the creation of economic, social, environmental, educational, and cultural value 
focused on three strategic pillars:

1 .  T alented Y outh
This pillar provides the tools and skills to train tomorrow’s leaders. It is integrated by 
educational programs that seek to enhance talent, promote the culture of merit and 
freedom as a guiding axis.

2 .  E nvironm ental
Taking care of the environment and sensitizing ourselves to our surroundings is 
something that is taught and learned, therefore, at Fundación Azteca we work on 
programs that provide awareness and education about the preservation of everything 
that surrounds us.

3 .  S ociety 
Through the generation of capacities and the multiplication of alliances, we seek to 
strengthen the work of civil organizations and social entrepreneurs so that together, 
we multiply the benefit and reach more Mexicans.

Two new programs were created during 2022:

• Huella Azteca: it deals with different aspects related to companion animals.

• Change Your Game: promotes physical activity and creates new opportunities 
for children and youth.

To achieve these objectives, Fundación Azteca signed a Memorandum of 
Understanding with the United Nations Development Programme (UNDP) to 
seek resources from international sources, whether from private companies and 
foundations or international organizations, for educational, cultural, environmental 
and sports activities. 
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M ain program s and initiatives of  F undació n 
A zt eca of  G rupo S alinas in 2 0 2 2

• Creation of the strategy of linkage with Grupo Salinas 
companies to strengthen communication through greater 
proximity with employees and generation of a feeling of 
belonging.

• Symphonic concert with Carlos Prieto, as well as 
three concerts of the Aztec Symphony conducted by 
Paolo Bortolameolli and accompanied by maestro Jorge 
Federico Osorio.

• Dance gala with Isaac Hernández and other outstanding 
dancers, accompanied by the Esperanza Azteca 
Orchestra and Choir.

• Educational Symposium: Rethinking Education with 
outstanding speakers at the national and international 
level.

• Launch of the internships of summer, where 134 high 
school students from Plantel CDMX worked in 18 business 
units of Grupo Salinas.

• Relaunch of the Limpiemos México, Que Viva la Selva 
Lacandona and Un Nuevo Bosque programs with a 
focus on capacity building in sustainability and impact 
generation.

• Development and integration of a general risk map for 
Fundación Azteca.

F undació n A z teca’ s E ducational and C ultural 
P rogram s

We are aware that education is the most important pillar to 
improve our lives as individuals and allow the sustainable 
development of our society. This is why we offer programs 
that give access to a quality education and excellence that 
drives meritocracy.

Next, we present the programs we have in environmental 
and social matters through topics such as education, health 
and entrepreneurship, along with the number of people 
benefited and / or participants for each of them respectively.
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A zt eca C am puses ( P lanteles A zt eca)
We decisively promote actions to improve the conditions of 
society, supporting programs such as Plantel Azteca and the 
State Campuses through which they provide scholarships 
to study secondary and baccalaureate of excellence to 
4,398 low-income students with outstanding academic 
performance throughout the Mexico.

Students benefited through scholarship programs

Beneficiaries

S chool level 2021 2022

H igh school 1,746 2,813

B accalaureate 1,038 1,575

T otal 2,784 4,388

For the 2021-2022 school year, five new Azteca Campuses 
were opened, in which the number of students benefited is 
sought to increase. 

A zt ec H ope ( E speranza  A zt eca)
This program seeks that children and youth, through 
musical education, acquire discipline and reinforce 
responsibility, autonomy, respect, excellence and teamwork. 
It is an alternative that allows the development of creative, 
productive and integration capacities and abilities. 

T ype of  student 2021 2022

U ndergraduate students 103 139

L eveling students 34 51

T eachers 29 23

T ipo de estudiante 2021 2022

Entrepreneurs benefited 626 603

Beneficiaries 80,200 195,605

E ntrepreneurship proj ects 
evaluated3 1 17 132

31 Includes 54 ventures evaluated in the Sprite Challenge for a Sustainable Economy

E ntrepreneurship and S ocial A ction

We seek to inspire and promote capacity building and es-
tablish synergies with civil society organizations and entre-
preneurs, so that they are able to develop innovative and 
sustainable solutions to social and environmental problems, 
for the benefit of their communities and Mexico.
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A zt ec M ovem ent 
(Movimiento Azteca or MOVA)

Through sustainability media campaigns we seek to generate 
awareness and linkage on relevant social issues because we 
open spaces for Civil Society Organizations to obtain resources

I nstituto M ex icano del 
S eguro S ocial F oundation 

( I M S S )
2021 2022

N um b er of  b eds 1,678 1,679

A m ount raised ( M X N ) $7,051,023 $7,051,800

L et’ s clean up M ex ico 
(Limpiemos México)

Through cleaning campaigns, we are looking for volunteers 
who want to support us in carrying out the collection of solid 
waste in certain areas. We have a permanent campaign in 
Desierto de los Leones where, in addition to the cleaning 
days, training courses and education days are taught.

R esults 
2 0 2 1 2 0 2 2

N um b er of  b rigades - 6

N um b er of  volunteers 2,120 4,690

Waste collected (kg) 28,000 98,618

T yres  - 2,000

S olid waste 28,000 96,618

Recovery of spaces  - 33

T rees planted  - 22,455

R ed C ross 2021 2022

N um b er of  am b ulances 41 37

A m ount raised ( M X N ) $50,941,318 $55,529,000
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E nvironm ental guardians 

It seeks to promote the development of capacities in young 
people and inspire them to carry out concrete actions and 
projects in favor of the protection of biodiversity, the envi-
ronment and recover our future.

2021 2022

N um b er of  volunteers 11 7

2 0 2 3  G oals
• Demonstrate the results of Fundación Azteca by presenting concrete 
evidence supported by effective communication, highlighting the positive 
impact generated in the community.

• Develop value propositions aimed at the companies of the Salinas 
Group, highlighting the benefits of collaborating with the Foundation and 
how their participation can contribute to social development.

• Make requests for international funds to support the Foundation pro-
jects and programs, seeking additional financial support to expand the 
scope and effectiveness of our initiatives.

• Position Fundación Azteca's Educational System in national and inter-
national forums, promoting its innovative methodologies and successful 
results to share knowledge and establish strategic alliances.

• Generate and produce educational content adapted to platforms Lear-
ning Management System and Fundación Azteca's website, providing 
quality teaching resources to support student learning and facilitate ac-
cess to information.

• Operate and maintain information systems and technological platforms 
necessary for the efficient functioning of Fundación Azteca, guaranteeing 
the availability and security of data.

• Implement a solid internal control system in Fundación Azteca, establi-
shing policies and procedures that promote transparency, efficiency and 
accountability in all areas of operation.
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C O M M I T M E N T  
TO THE 
ENVIROMENT
A s part of  our philosophy of  inclusive prosperity,  we seek to m inim ize  our 
environm ental im pact and prom ote sustainab le b usiness practices.  that 
m ake up G rupo E lektra.  We adopt responsib le m anagem ent practices to 
reduce consum ption,  waste generation and control pollutant em issions.  
D uring 2 0 2 2 ,  we invested $ 3 7 4 . 4  m illion pesos in environm ental 
m anagem ent.

We have a Climate Change Policy, which establishes guidelines, strategies and 
goals for the prevention, correction and reduction of our climate change impacts. 
This policy has the following pillars:

• Commitment to work for climate change

• Sustainability Strategy 

• Communication channels and culture 

Additionally, we have policies to strengthen our environmental management 
framework:

• Energy Efficiency Policy: establishes guidelines to apply actions to save 
and efficient use of energy in our facilities.

• Hazardous Materials and Natural Resources Control Policy: determines 
guidelines for our suppliers to comply with regulatory requirements.

• Waste Collection Policy: details the activities that regulate the management 
of waste in Grupo Elektra's businesses.

We are aligned with current environmental regulations; we have a compliance plan 
related to water issues, civil protection, waste collection and operating licenses. 
In this way we contribute to the mitigation of climate change and the reduction of 
negative impacts on the environment, we have an Energy Management System
(Sistema de Gestión de Energía or SIGEN), in which we record and follow up on 
consumption and expenses related to our environmental performance.
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E nergy consum ption
The energy landscape represents a challenge for the sectors 
in which we operate. We continue to drive the purchase 
and production of renewable energy in our businesses, 
integrating energy efficiency considerations across our 
operations can contribute to reducing energy costs and 
consumption and reducing greenhouse gas emissions.

G R I :  3 0 2 - 1 ,  3 0 2 - 3 ,  3 0 2 - 4
C S A :  2 . 2

E nergy consum ed
In 2022, Grupo Elektra had a fuel consumption (Gasoline, 
Diesel, LP Gas) of 185,912 GJ, representing a decrease of 
36% compared to 2021. 

F uel consum ption 2 0 1 9 - 2 0 2 2  ( G J )

F uel consum ption 2 0 1 9 - 2 0 2 2

F uel consum ption com position 2 0 2 2

Diésel (Litros) Gas LP (Litros) Gasolina (Litros)

G rupo E lektra 0 166,342 4,287,937

B anco A z teca 0 0 766,712

I talika 313 307,730 181,074

T otal 3 1 3 4 7 4 , 0 7 2 5 , 2 3 5 , 7 2 3

Diesel (liters) LP Gas (liters) Gasoline (liters)

T otal E lektra G roup3 2  313 474,072 5,235,723

32 To review the details of each of our businesses, review the respective databooks.
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218,480

219,116

62,398

343,824

2 0 2 0

2 0 2 1

2 0 2 2
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F uel consum ption 2 0 1 9 - 2 0 2 2

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 var 2 2 - 2 1 U nits

G asoline
7,761,382 6,321,967 8,302,524 5,235,723.37

-37%
Litres

273,036.97 222,399.92 275,154.06 173,517.18 GJ

D iesel
29,118 36,865 108,460 312.94 

-99.7%
Litres

1,109.87 1,405.16 4,086.34 11.79 GJ

G as L P
131,939 144,568 518,418 474,071.62

-9%
Litres

3,446.46 3,776.35 13,541.90 12,383.50 GJ

T otal G rupo 
E lektra

7 , 9 2 2 , 4 3 9 6 , 5 0 3 , 4 0 0 8 , 9 2 9 , 4 0 2 5 , 7 1 0 , 1 0 7 . 9 2
- 3 6 %

L itres

2 7 7 , 5 9 3 . 3 0 2 2 7 , 5 8 1 . 4 2 2 9 2 , 7 8 2 . 2 9 1 8 5 , 9 1 2 . 4 7 G J

N on renewab le energy consum ption 2 0 1 9 - 2 0 2 2  ( G Wh)

145 155150 160 180165 185170 190175

264

245

239

251

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

D istrib ution of  non renewab le 
electricity consum ption 2 0 2 2  ( % )

B anco A zt eca

I talika

T iendas E lektra

8 4 %

1 2 % 4 %

G R I :  3 0 2 - 1 ,  3 0 2 - 3 ,  3 0 2 - 4

E lectrical energy 
consum ption of  2 0 2 2

Note: Doesn t include non-renewable energy
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E lectricity consum ption 2 0 1 9 - 2 0 2 2 3 3

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ar 2 2 - 2 1

N on- renewab le electricity ( G Wh) 184.5 159.2 166.9 178.9 7%

R enewab le electricity ( G Wh) 54.6 86.1 84.1 85.2 1%

T otal ( G Wh) 239.1 245.3 251 264.1 5%

T otal ( G J )  860,760  883,080  903,600  950,760 5%

( G R I  3 0 2 - 1 ) ( G R I  3 0 2 - 4 )

( G R I  3 0 2 - 3 )

E nergy intensity

The reported energy intensity is the result of the ratio of 
energy consumption (GJ) and the total number of Grupo 
Elektra employees at the end of 2022. We have an energy 
intensity of 19.71 GJ/ collaborator. Taking this intensity as a 
base year and as part of our commitment to the planet, we 
will be publishing our energy intensity reduction target in the 
following year.

2 0 2 2 U nits
F uel consum ption 218,480 GJ

E lectricity consum ption  950,868 GJ

T otal power consum ption 1,169,348 GJ

C ollab orators 57,775 Employees

E nergy intensity 20.3 GJ/Employee

G R I :  3 0 2 - 1 ,  3 0 2 - 3 ,  3 0 2 - 4
C S A :  2 . 2

33 To review the details of each of our businesses, review the respective databooks.
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E m issions

GGiven the potential risks associated with climate change, 
we are aware of the importance of reporting the emissions 
generated by our activities and developing a strategy for 
their reduction. In this way, we contribute to meeting the 
2030 target of the United Nations Paris Agreement while 
demonstrating that renewable energy initiatives have a di-
rect impact on business success

The commercial segment is responsible for a large percen-
tage of energy consumption through its supply chain, while 
the financial segment can generate a large positive impact 
through the decarbonization of its portfolio.

The commercial segment is responsible for a large percen-
tage of energy consumption through its supply chain, while 
the financial segment can generate a large positive impact 
through the decarbonization of its portfolio

G R I :  3 0 5 - 1 ,  3 0 5 - 2 ,  3 0 5 - 3 ,  3 0 5 - 4
C S A :  2 . 1

tC O 2 e generated
T otal 15,624

( G R I  3 0 5 - 1 )

S cope 1  em issions per b usiness 2 0 2 2  ( % )

1 4 %

7 9 %

7 %

0 5,000 10,000 15,000 20,000 25,000

15,624

16,388.98

19,997.57

24,508

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

S cope 1  em issions generated 2 0 1 9 - 2 0 2 2  ( tC O 2 e)

S cope 1  em issions generated in 2 0 2 2

31 To review the details of each of our businesses, review the respective databooks.
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G Wh tC O 2 e 
T otal 179 77,865

62,000 64,000 66,000 68,000 70,000 72,000 74,000 76,000 78,000 80,000 82,000

77,864.96

69,252.00

80,257.50

72,601.50

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

S cope 2  em issions generated in 2 0 2 2

S cope 2  em issions per b usiness 2 0 2 2  

S cope 2  em issions generated 2 0 1 9 - 2 0 2 2  ( tC O 2 e)

B anco A zt eca

I talika

T iendas E lektra

1 2 %

8 4 %

4 %

 S cope 1   S cope 2  
 S cope 1  +  

S cope 2  

T otal G rupo E lektra 15,624 77,865 93,489

T otal em issions ( scope 1  and 2 )  in tC O 2 e

B anco A zt eca

I talika

T iendas E lektra

8 3 %

1 2 % 5 %

S cope 1  +  S cope 2  em issiones 
generated per b usiness

( G R I  3 0 5 - 1 )  ( G R I  3 0 5 - 2 )

( G R I  3 0 5 - 1 )  ( G R I  3 0 5 - 2 )
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( G R I  3 0 5 - 3 )

E m ission intensity

The emissions intensity reported is the result of the ratio 
of the total emissions generated by Scope 1 and Scope 2 
to the total number of Grupo Elektra employees at the end 
of 2022. We have an emissions intensity of 1.58 tCO2e /
collaborator. Based on this base year and as part of our 
commitment to the plan, we will be publishing our energy 
intensity reduction target in the following year.

tC O 2 e
S cope 1  em issions 15,624

S cope 2  em issions 77,865 

T otal em issions ( A 1 + A 2 ) 93,489

E m ployees 57,775

E m ission intensity3 4  1.58

S cope 3  em issions

During the post-pandemic period, Scope 3 emissions increased as 
we resumed business travel to ensure the continuity of our activities. 
Despite this increase, we managed to mitigate and offset our 
environmental impact by promoting the use of remote collaboration 
tools, thus minimizing our carbon footprint. We will continue to promote 
and improve our sustainable practices to balance operational needs 
with environmental responsibility, always looking for more efficient 
and environmentally friendly alternatives.

S cope 3  em issions 
generated

Distance of flights 
( km )

tC O 2 e 

T otal 18,883,013 3,281

32 The denominator used for emission intensity tCO2e / 
employee
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Renewable Energy and Energy Efficiency 
I nitiatives

In 2022, we had a 31% reduction in emissions generated by 
the company compared to 2021 and a 7% increase in our 
scope 2. Tiendas Elektra generates 83% of our emissions; 
however, we have several initiatives. We currently have 
4 photovoltaic systems installed in Tiendas Elektra. This 
equipment has allowed us to generate 28% of the energy 
of 4 branches, generating 221 MWh equivalent to 96 tCO2e 
and saving $537 thousand Mexican pesos.

C oncept
E K T  B arra 
de N autla

M ega 
B enito

M ega
T ecnoló gico 

M etepec

3 1 9 5  E K T  
M alinalco

T otal

S ystem  
C apacity
( kWp)

49.2 31.1 25.2 49.9 155.4

G eneration 
2 0 2 2
( M Wh)

80.5 41.6 31.5 67.7 221.3

S avings 
2 0 2 2  ( M X N ) $199 $101 $66 $171 $537

tC O 2 e 35 18.1 13.7 29.5 96.3

In 2022, LED lighting was implemented in businesses and 
high-efficiency air conditioning. This investment achieved 
the following results: Emissions of 8,118 tCO2 were avoided 
and equipment with up to 50% higher efficiency.

17,834

12,131

6,558

4,152

43 34

Tiendas Elektra

i  efficienc on encion

nco tec Italika
0

5000

10000

15000

20000

25000

30000

E m issions generated  ( tC O 2 e)
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Water

Water security is critical to sustaining ecosystems, health and well-being. 
Changing rainfall patterns along with the increasing severity of floods and 
droughts in Mexico have caused metrics such as water quality, consumption, 
safety and resilience to become increasingly important. At Grupo Elektra we 
are aware that the care and consumption of water must be a responsibility 
in our companies and of all of us who are part of the Group. 

Water consum ption in cub ic m eters ( m ³ )

G R I :  3 0 3 - 5
C S A :  2 . 4

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ar 2 2 - 2 1

G rupo E lektra 427,954 372,039 677,190 341,571 -50%

B anco A zt eca

I talika

T iendas E lektra

4 6 %

3 9 %

1 5 %

Water consum ption per b usiness 2 0 2 2  ( m 3 )

In 2022 we will consume a total of 341,571 m3, this re-
presents 50% less than in 2021. On the other hand, 
it is worth noting that the facilities and branches have 
efficient bathroom furniture with 62% lower expenditure 
since the 2017 expansion. ( G R I  3 0 3 - 5 )
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Wastes

Waste generated globally continues to increase in an 
unsustainable manner, causing environmental impacts 
while generating large amounts of GHG emissions. At Grupo 
Elektra we seek to reduce, reuse and  recycle the waste 
generated in our companies, minimizing the waste sent to 
landfills.

G R I :  3 0 6 - 3
C S A :  2 . 3

T ype of  Waste T otal weight ( kg) A m ount %  A m ount
C ardb oard 5,487 10,974 53%

P E T 1,868 3,736 18%

S teel rod 665 1,995 10%

A lum inium 208 1,664 8%

C aple* 1,452 1,162 6%

P aper 371 1,113 5%

G lass 277 139 0.70%

N ewspaper 10 15 0%

T otal 10,338 100%

( G R I  3 0 6 - 3 )
: Caple Paper
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G R I  T A B L E  O F  C O N T E N T S
G R I  1 - 1

S tatem ent of  U se G rupo E lektra has prepared the report in accordance with the G R I  S tandards f or the period b etween J anuary 1  and D ecem b er 3 1 ,  2 0 2 2 .

G R I  1  used GRI 1: Fundamentals 2021

A pplicab le G R I  sector standards N/A

G R I  S T A N D A R D /  O T H E R  
S O U R C E

C O N T E N T L O C A T I O N O M I S S I O N
R E F  N º  O F  
S T A N D A R D

S E C T O R I A L  G R I

O M I S S I O N  
R E Q U I R E M E N T S

R E A S O N E X P L A N A T I O N

General contents

G R I  2 :  G eneral C ontents 2 0 2 1

2-1 Organizational details 10
2-2 Entities included in the sustainability reporting 11
2-3 Reporting period, frequency and contact point 3
2-4 Restatements of information 3
2-5 External assurance 3
2-6 Activities, value chain and other business relation-
ships

11

2-7 Employees 59

2-8 Workers who are not employee - x Not applicable
There are no workers who 
are not employees.

2-9 Governance structure and composition 37
2-10 Nomination and selection of the highest govern-
ance body

35

2-11 Chair of the highest governance body 35
2-12 Role of the highest governance body in overseeing 
the management of impacts

36

1 0 0
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G R I  2 :  G eneral C ontents 2 0 2 1

2-13 Delegation of responsibility for managing impacts 36
2-14 Role of the highest governance body in sustainabil-
ity reporting

- x Not applicable
This information is not cur-
rently available.

2-15 Conflicts of interest 35
2-16 Communication of critical concerns 35
2-17 Collective knowledge of the highest governance 
body

- x Not applicable
This information is not cur-
rently available.

2-18 Evaluation of the performance of the highest gov-
ernance body

35

2-19 Remuneration policies 38
2-20 Process to determine remuneration 38

2-21 Annual total compensation ratio - x
Confidential Infor-
mation

For reasons of security 
and confidentiality of our 
employees, the informa-
tion of this indicator will 
not be reported.

2-22 Statement on sustainability development strategy 5
2-23 Policy commitments 43
2-24 Embedding policy commitments 42
2-25 Processes to remediate negative impacts 48
2-26 Mechanisms for seeking advice and raising con-
cerns

48

2-27 Compliance with laws and regulations 41
2-28 Membership associations 12
2-29 Approach to stakeholder engagement 18

2-30 Collective bargaining agreements - x Not applicable
We do not have unionized 
staff.

M aterial topics

G R I  3 :  M aterial T opics 2 0 2 1
3-1 Process to determine material issues 18
3-2 List of material topics

T raining and developm ent of  opportunities 

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 66

G R I  4 0 4 :  T raining and E duca-
tion 2 0 1 6 .

404-1 Average training hours per year per employee 66
404-2 Programs for upgrading employee skills and tran-
sition assistance programs

66

404-3 Percentage of employees receiving regular per-
formance and career development reviews.

66
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A ttracting and retaining talent

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 59
G R I  4 0 1 :  E m ploym ent 2 0 1 6 401-1 New employee hires and employee turnover 59

G R I  4 0 6 :  N on- discrim ination
406- 1 Incidents of discrimination and corrective actions
taken

63

B usiness com petitiveness

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 27

G R I  2 0 1 :  E conom ic perf orm an-
ce

201-1 Direct economic value generated and distributed 28
201-4 Financial assistance received from the govern-
ment

28

G R I  2 0 7 :  T ax ation 2 0 1 9

207-1 Tax approach 30
207-2 Tax governance, control and risk management 30
207-3 Stakeholder engagement and management of
concerns related to tax

30

D igitaliz ation of  processes

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues
Tiendas Elektra 

Databook 
31

P roduct transparency

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues
Tiendas Elektra 

Databook  
34

C ustom er E x perience

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 71

G R I  4 1 6 :  C ustom er H ealth and 
S af ety 2 0 1 6

416-1 Assessment of health and safety impacts of prod-
uct or service categories

75

416-2 Incidents of non-compliance concerning health
and safety impacts of products and services

75

G R I  4 1 7 :  M arketing and lab e-
ling 2 0 1 6

417-1 Requirements for products and service informa-
tion and labeling

76

417-2 Incidents of non-compliance concerning product
and service information and labeling

76

417-3 Incidents of non-compliance concerning market-
ing communications

76
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I nnovation of  products and services

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 77

O m nichannel and accessib ility to services and products

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 77

C ustom er P rivacy

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 74

G R I  4 1 8 :  C ustom er P rivacy 
2 0 1 6

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

74

B usiness m odel resilience and adaptab ility

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 27

R egulatory C om pliance

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 40

E thics and anti- corruption

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 40

G R I  2 0 5 :  A nti- C orruption 2 0 1 6

205-1 Operations assessed for risks related to corrup-
tion

51

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

40

205-3 Confirmed incidents of corruption and actions tak-
en

40

G R I  2 0 6 :  A nti- com petitive b e-
haviour 2 0 1 6

206-1 Legal actions for anti-competitive, anti-trust and
monopoly practices.

40

G R I  4 0 6 :  N on- discrim ination
406- 1 Incidents of discrimination and corrective actions
taken

43

C orporate governance

G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 31
GRI 405: Diversity and Equal 
O pportunities 2 0 1 6 405-1 Diversity of governance bodies and employees. 33

N on- associated indicators

G R I  2 0 4 :  P rocurem ent P racti-
ces 2 0 1 6 204-1 Proportion of spending on local suppliers 78

1 0 3
W

alking together tow
ards inclusive prosperity

G R U P O  E L E K T R A
S U S T A I N A B I L I T Y  R E P O R T  2 0 2 2

C ontents G R I S A S B

C ontents 

G rupo E lektra S ustainab ility

Who are we 

Walking together 

C om m itm ent value creation 

C om m itm ent stakeholders  

C om m itm ent to the envirom ent 

T ab le contents G R I

T iendas E lektra 

I talika 

B anco A zt eca 



G R I  3 0 2 :  E nergy 2 0 1 6
302-1 Energy consumption within the organization. 91
302-3 Energy intensity 91
302-4 Reduction of energy consumption. 91

GRI 303: Water and effluents 
2 0 1 8 303-5 Water consumption 98

G R I  3 0 5 :  E m issions 2 0 1 6

305-1 Direct (Scope 1) GHG emissions 94
305-2 Energy indirect (Scope 2) GHG emissions 94
305-3 Other indirect (Scope 3) GHG emissions 96
305-4 GHG emission intensity 94

G R I  3 0 6 :  Waste 2 0 2 0 306-3 Waste generated 99

G R I  3 0 8 :  E nvironm ental A s-
sessm ent of  S uppliers 2 0 1 6

308-1 New suppliers that were screened using environ-
mental criteria

80

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

80

G R I  4 1 4 :  S ocial evaluation of  
suppliers 2 0 1 6

414-1 New suppliers that were screened using social
criteria

80

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

80

G R I  4 1 5 :  P ub lic P olicy 415-1 Political contributions 82
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G R I  2 - 2 ,  2 - 3

Vista rápida de resultados

This sect ion w ill present Tien-  das Elektra’ s sustainabili-
ty results,  by transparently co m m unica ting  perf orm ance  
figures, we seek to demonstrate the efforts we made in 
2 0 2 2  to reduce  our environm ental im pact ,  im prove our 
environm ental perf orm ance ,  and im prove the quality 
of  our product s and service s.  w orking  co nditions 
and m aintaining  ethica l business pract ice s;  
all of  this as part of  the Grupo Elektra’ s 
m ission to g enerate incl usive prosperi-
ty.  We f ollow  all the g uidelines used 
by Grupo Elektra1 .

A B O U T  T H I S
DATABOOK

1  F or m ore I nf orm ation on the data´ s scope,  
standards,  and reporting period,  ref er to 
G rupo E lektra´ s chapter 1 ,  “A b out this re-
port”.  O ur A nnual R eport is also availab le 
at:  https: / / www. grupoelektra. com . m x / es/
inf orm es- anuales.

3
W
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R E L E V A N T  
FIGURES

on E thical 
I ssues and our 
C ode of  E thics 

( P E I C )

1 , 2 2 0  
stores

6 9 , 5 5 9  
training  hours 2 2 4

units

3 2
new  Tiendas 
Elektra Motos 

of  total operating 
spaces

where these vehicles are 
com m ercializ ed

of  electric m otorcycles in 
the dif f erent f orm ats of  

G rupo E lektra

1 , 5 4 7 , 9 0 1  m 2   

Com m itm ent to V alue Creation
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Com m itm ent to our Stakeholders

7 , 6 3 8
em ployees

2 3 , 4 9 0  
training  hours

2 , 1 3 5  
m illion of  pesos

invested in ref urb ishm ent,  
m aintenance and energy 
efficiency management

on personal data 
protection 

L aunch of  the 
E lektra m ob ile app

of  local 
suppliers

9 3 . 8 1 %  

R E L E V A N T  
FIGURES
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Com m itm ent to the Environm ent

5 , 7 0 3  
tCO2 e

reduced due to the 
im plem entation of  

L E D  lighting and high-
efficiency air conditioning 

efficiency.

1 1 , 0 5 9  
training  hours

2 4  
co m m unica tion

in 
environm ental 

training courses 

of  C O 2  reduction 
of  our energy 
consum ption 

generated f rom  
renewab le sources 

cam paigns in 
environm ental 

topics

3 %  5 9 %  4
b ranches in pilot 
test f or the use of  

photovoltaic energy

R E L E V A N T  
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WE  A R E  
TIENDAS ELEKTRA
We have hig hly trained co llaborators,  f ollow ing  
the “ We are extraordinary”  service  m odel,  to 
m ake the cu stom er experience  enj oyable,  w ith 
availability to attend to any doubt or request 
and help them find the perfect product for their 
needs.

Tiendas Elektra is a brand dedic ated to the sale of  diverse produc ts and ser-
vic es that seek to provide the best shopping  experienc e w hen visiting  branc h-
es and dif f erent sales c hannels.  This variety of  c hannels allow s our c ustom ers 
to have ac c ess to produc ts and servic es,  ensuring  that at the end of  their visit 
they are satisfied with every purchase they make. We believe that the success 
of  Tiendas Elektra lies in providing  exc eptional c ustom er servic e,  hig h quality 
produc ts at c om petitive pric es and the availability of  dif f erent paym ent f ac ilities,  
seeking  to g enerate,  alw ays,  c ontinuous im provem ent.

We c urrently operate throug hout the Mexic an Republic  w ith m ore than one thou-
sand points of  c ontac t,  trying  in eac h of  them ,  to g enerate a unique shopping  
experienc e ( G R I  2 - 1 )

G R I :  2 , 1 -  2 - 6

W
alking together tow

ards inclusive prosperity
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T erritory S tores

B aj a N orte 6 7

B aj a S ur 1 3

B aj í o 7 0

C hiapas 44

C hihuahua 44

G uerrero 44

J alisco 47

M etro N orte 9 5

M etro O riente 9 9

M etro P oniente 7 1

M etro S ur 7 2

M ichoacá n 5 6

N uevo L eó n 6 5

O ax aca 5 1

P ueb la 7 1

Q ueré taro 7 2

S an L uis P otosí 5 3

S inaloa 44

T ab asco 5 1

V eracruz 44

Y ucatá n 48

P R E S E N C E
Our business has 1 , 2 2 1  stores w ith a total area 
of  1 , 5 4 7 , 9 0 1  m 2 ,  g eog raphica lly distributed as 
f ollow s:  ( G R I  2 - 6 )

W
alking together tow

ards inclusive prosperity
9

G R I  2 - 6



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

G R IC ontents S A S B

C ontents 

A b out this D atab ook 

We are T iendas E lektra 

C om m itm ent to V alue C reation

C om m itm ent to our S takeholders

C om m itm ent to the E nvironm ent

G R I  T ab le of  C ontents 

G rupo E lektra 

I talika 

B anco A zt eca 

M A T E R I A L I T Y
In 2 0 2 0  w e c onduc ted a m ateriality study to identif y the m ost relevant issues,  both 
w ithin the business,  c onsidering  our strateg ic  vision,  and f or our stakeholders.  We 
realiz ed the exerc ise throug h a 3 - stag e proc ess:

Based on the study, a total of 36 relevant issues were identified and prioritized as 
f ollow s:

M aterial topics:  those that are partic ularly c ritic al at the present tim e,  either f or the 
stakeholders,  the c om pany/ c om panies,  or both.  They serve as a basis f or our sus-
tainability m odel,  and they determ ine the c ontents of  this report.

E m erging issues:  Issues w ith the potential to bec om e m aterial in the short term ,  
derived from a significant change in the context and/or in our operation.

P otentially relevant topics:  those of lesser significance at present, which do not 
require im m ediate ac tion on our part;  how ever,  they should be on our radar 

Iden
tifi

ca
tio

n

P rio
riz

ati
on

R ev
isi

on

G R I :  3 - 1 ,  3 - 2
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S trategic f ocus
of  the co m pany

3 . 9 0

3 . 4 0

P riorities
of  the stakeholders

0 . 0 0 0 . 5 0 1 . 0 0 1 . 5 0 2 . 0 0 2 . 5 0 3 . 0 0 3 . 5 0 4 . 0 0 4 . 5 0 5 . 0 0

1

5

3 3

1 7

2 1

3

7

3 5

1 9

2 3

9

1 3

2 5

2 9

1 1

1 5

2 7

3 1

3 6

2
6

3 4

1 8

2 2

4

8

2 0

2 4

1 0

1 4

3 0

1 2

1 6

3 2

2 6

2 8

1 Training  and developm ent of  opportunities

2 Talent attract ion and retention

3 Work environm ent

4 Diversity and equal opportunities

5 Health and secu rity of  the co llaborator

6 Responsible supply ch ain

7 Automation and efficiency of opperating pro -
ce sses

8 Business co m petitiveness

9 Dig itation of  proce sses

1 0 Logistic efficiency

1 1 Responsible packa g ing

1 2 Custom er experience

1 3 Product  and service s innovation

1 4 ASG investm ent ( environm ental,  soci al and 
g overnance )

1 5 Alliance  w ith strateg inc partners

1 6 Om nich annels and acce sibility to service s and 
product s

1 7 Product  transparency

1 8 Costum er privacy

1 9 Resiliency and adaptability of  the business 
m odel

2 0 Costum er health and saf ety

2 1 Cybersecu rity

M aterial topics P otential m aterial to-
pics in the short- term

O ther topics potentially 
relevant

2 2 Af ter- sales service s

2 3 Reg ulatory co m pliance

2 4 Ethics and antico rruption

2 5 Corporate g overnance

2 6 Financi al stability

2 7 Relationship w ith authorities

2 8 Brand m anag em ent and ASG co m m unica tion

2 9 Energy efficiency and renewable energies

3 0 Water m anag em ent

3 1 Waste management and material efficiency

3 2 Resiliency to cl im ate ch ang e

3 3 Decr ease of  GHG em m isions

3 4 Soc io- ec onom ic  developm ent of  c om m unities

3 5 Financi al incl usion and educa tion

3 6 Road cu lture and secu rity

M A T E R I A L I T Y
MATRIX

W
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ards inclusive prosperity
1 1



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

G R IC ontents S A S B

C ontents 

A b out this D atab ook 

We are T iendas E lektra 

C om m itm ent to V alue C reation

C om m itm ent to our S takeholders

C om m itm ent to the E nvironm ent

G R I  T ab le of  C ontents 

G rupo E lektra 

I talika 

B anco A zt eca 

C orrelation of  m aterial 
issues with the 
S ustainab le D evelopm ent 
G oals.

Based on the material issues identified, we 
conduct an analysis to define the relations -
hip betw een our m aterial issues and the 
SDGs.  In this w ay,  by ca rrying  out initiati-
ves and act ivities in f avor of  our m aterial is-
sues,  w e w ill know  the SDGs to w hich  w e 
ca n co ntribute direct ly.  

4 . 3 0

4 . 1 0

3 . 9 0

3 . 7 0

3 . 5 0
2 . 4 0 2 . 9 0 3 . 4 0 3 . 9 0 4 . 4 0 4 . 9 0 5 . 4 0

Custom er privac y

Resilienc y and Adaptability of  
the Business Model

1 6

8 9

Om nic hannel and ac c essibility 
to servic es and produc ts

9 1 0

Business c om petitiveness

Logistics Efficiency

8 9

9

Dig italiz ation of  
proc esses

9

1 2

Reg ulatory 
Com plianc e

1 6
Automation and Efficiency
of  Operational Proc edures

9Talent Attrac tion and 
Retention

Work Environm ent

8

8

7

Energy Efficiency and
Renew able Energ ies

Custom er Experienc e

1 5 1 0 1 2

C orrelation to the O D S

W
alking together tow

ards inclusive prosperity
1 2



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

G R IC ontents S A S B

C ontents 

A b out this D atab ook 

We are T iendas E lektra 

C om m itm ent to V alue C reation

C om m itm ent to our S takeholders

C om m itm ent to the E nvironm ent

G R I  T ab le of  C ontents 

G rupo E lektra 

I talika 

B anco A zt eca 

M aterial them e Definition C orrelation to the S D G s

T alent A ttraction and R etention
An organization’s ability to attract highly qualified professionals and retain them in the long term. It involves the development of 
strateg ies and polici es that g enerate interest and m otivation in the best ca ndidates to j oin the co m pany,  as w ell as the im ple-
m entation of  pract ice s that f oster their co m m itm ent and loyalty to the org aniza tion once ,  they have j oined.

Work E nvironm ent

Ref ers to the psych olog ica l and em otional environm ent experience d in the w orkplace .  It is the em ployees’  co llect ive perce ption 
of  w orking  co nditions,  interpersonal relationships,  org aniza tional polici es and pract ice s,  as w ell as the deg ree of  satisf act ion,  
motivation and well-being experienced in the work environment. Work climate can influence productivity, creativity, talent reten-
tion and em ployee eng ag em ent.

Automation and Efficiency
of  O perational P rocedures

It ref ers to the use of  tech nolog y and autom ated system s to perf orm  tasks and act ivities m ore quickl y,  accu rately and ef f ect ively 
in the business environm ent.  It co nsists of  the im plem entation of  tools and sof tw are that autom ate repetitive act ivities,  reduce  
human intervention, and minimize errors, leading to greater efficiency in the execution of operational processes.

B usiness C om petitiveness Pract ice s that prevent or restrict  f ree trade or co m petition am ong  co m m erci al ag ents in a m arket,  incl uding  anti- co m petitive 
behavior and protect ionism .  It also co vers the protect ion and violation of  intellect ual property rig hts.

D igitaliza tion of  P rocesses Developm ent and use of  advance d tech nolog ies and dig ital innovations to g enerate new  org aniza tional proce sses and im prove 
cu stom er experience .

Logistics Efficiency
It is the ability of  a co m pany or a supply ch ain to m axim ize  the use of  resource s and m inim ize  co sts in all act ivities related to 
supply chain management. It involves effectively planning, coordinating and executing all stages of product flow, from raw ma-
terial acquisition to final delivery to the customer.

C ustom er E x perience Mech anism s to ensure that co nsum ers are treated f airly and honestly and to address their expect ations in the purch asing  pro-
cess, influencing satisfaction, loyalty and brand reputation.

O m nichannel and A ccessib ility to 
S ervices and P roducts

Business ca pability to ensure that all individuals and population g roups ca n acce ss its product s and service s w ithout discr im i-
nation.  It incl udes the m anag em ent of  universal needs,  af f ordability and acce ssibility.

DECENT WORK
AND ECONOMIC
GROWTH 

DECENT WORK
AND ECONOMIC
GROWTH 

DECENT WORK
AND ECONOMIC
GROWTH 

INDUSTRY,
INNOVATION, AND
INFRASTRUCTURE

INDUSTRY,
INNOVATION, AND
INFRASTRUCTURE

INDUSTRY,
INNOVATION, AND
INFRASTRUCTURE

INDUSTRY,
INNOVATION, AND
INFRASTRUCTURE

INDUSTRY,
INNOVATION, AND
INFRASTRUCTURE

RESPONSIBLE
CONSUMPTION
AND PRODUCTION

RESPONSIBLE
CONSUMPTION
AND PRODUCTION

NO POVERTY REDUCING
INEQUALITIES

REDUCING
INEQUALITIES

GENDER
EQUALITY
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C ustom er P rivacy
It co nsiders the responsible handling  and secu rity m anag em ent of  personal data f rom  its co llect ion,  storag e,  proce ssing  to dis-
posal.  It also co nsiders any violation of  data privacy ,  loss thereof ,  breach es,  lack of  transparency ,  their use f or purposes other 
than those ag reed and the om ission of  direct  co m m unica tion w hen there are ch ang es in the use policy ,  am ong  others.  

R esiliency and A daptab ility of  the 
B usiness M odel

Response protoco ls to any cr isis that allow  m aintaining  operational ca paci ty,  m odif y or adapt its business m odel in the f ace  of  
surprising  or incr em ental situations.

R egulatory C om pliance Com pliance  w ith applica ble eco nom ic,  environm ental,  soci al,  and operational reg ulations,  as w ell as the detect ion of  f uture 
reg ulations that m ay im pact  these areas.

Energy Efficiency and
R enewab le E nergies

Optim ize d use of  energ y to ach ieve the sam e results or service s w ith low er co nsum ption of  energ y resource s.  It involves the 
implementation of technologies and practices that reduce energy losses and waste, improve the efficiency of equipment and 
system s,  and prom ote the intellig ent and co nsci ous use of  energ y.

P roduct T ransparency
Requirements, standards, certifications, and practices established in relation to the information that is presented to consumers 
w hen g oods and service s are advertised and sold.  It incl udes soci etal ch alleng es related to the lack of  transparent,  accu rate 
and co m plete inf orm ation.

T raining and D evelopm ent of  
O pportunities 

Pract ice s and prog ram s that enco urag e and m otivate em ployees to acce ss better and/ or dif f erent positions w ithin the co m pany;  
provide training  to im prove prof essional skills;  and of f er cl ear ca reer plans and transparent perf orm ance  evaluation proce sses.

I nnovation of  P roducts and 
S ervices Product s and service s developed w ith hig h quality standards and under environm ental and tech nolog ica l cr iteria.

E thics and A nticorruption Prom otion of  internal proce sses to g uarantee ethica l perf orm ance  tow ards its stakeholders ( em ployees,  investors,  authorities,  
cu stom ers,  co m m unity,  am ong  others)  throug h inf orm ative and training  topics.

C orporate G overnance Ef f ect iveness of  the hig hest levels of  the co m pany,  incl uding  its experience ,  diversity,  evaluation,  independence ,  struct ure,  f unc -
tions,  and involvem ent w ith environm ental,  soci al,  and co rporate g overnance  issues.

PEACE, JUSTICE,
AND STRONG
INSTITUTIONS

PEACE, JUSTICE,
AND STRONG
INSTITUTIONS

PEACE, JUSTICE,
AND STRONG
INSTITUTIONS

PEACE, JUSTICE,
AND STRONG
INSTITUTIONS

PEACE, JUSTICE,
AND STRONG
INSTITUTIONS

AFFORDABLE AND
CLEAN ENERGY

DECENT WORK
AND ECONOMIC
GROWTH 

DECENT WORK
AND ECONOMIC
GROWTH 

DECENT WORK
AND ECONOMIC
GROWTH 

DECENT WORK
AND ECONOMIC
GROWTH 

INDUSTRY,
INNOVATION, AND
INFRASTRUCTURE

INDUSTRY,
INNOVATION, AND
INFRASTRUCTURE

RESPONSIBLE
CONSUMPTION
AND PRODUCTION
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S U S T A I N A B I L I T Y  
MODEL
As an om nich annel co m m erce  of f ering  a w ide variety of  
w orld- cl ass produc ts and service s,  w e antici pate environ-
m ental,  soci al and g overnance  ch alleng es.  That is w hy w e 
have redesig ned our sustainability m odel to ensure that our 
operations are soci ally and environm entally responsible.  

This m odel is based on three key co m m itm ents that are f un-
dam ental to our business,  as w ell as three strateg ic lines of  
act ion that g uide our daily operations,  integ rating  the m ate-
rial issues to serve as the f undam ental basis of  the strateg y 
to ach ieve co m pliance  w ith our sustainability co m m itm ents.
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We are c om m itted to m inim iz ing  our environm ental im pac t throug h 
the im plem entation of  sustainable prac tic es in our operations,  w hic h 

inc lude the responsible use of  energ y and w ater,  the reduc tion of  
w aste and em issions,  as w ell as the prom otion of  a responsible 

supply c hain.

We are c om m itted to g uaranteeing  business c ontinuity,  m aintaining  
hig h c orporate g overnanc e standards,  business ethic s,  reg ulatory 

c om plianc e,  and inf orm ation sec urity and privac y,  w ith the obj ec tive of  
building  the trust of  our stakeholders.

We are c om m itted to the developm ent of  c om m unities and our em ployees 
throug h  a positive soc ial im pac t in their health  and saf ety,  diversity and 
inc lusion,  the developm ent and retention of  talent,  and quality servic e f or 

our c lients.

C om m itm ent to the planet C om m itm ent to value creation C om m itm ent to stakeholders

Responsible use of  
natural resourc es

Developm ent of  
c om m unities and 

c ollaborators

Business 
c ontinuity

Automation and efficiency of 
operational Proc edures

Log istic s 
efficiency

Om nic hannel and Ac c esibility to Servic es 
and Produc ts

Dig itation of
Proc esses

Brand m anag em ent and
ESG Com m unic ation

Responsible Supply
Chain

S U S T A I N A B I L I T Y  
MODEL

B usiness 
C om petitiveness

C ustom er 
ex perience

T alent A ttraction
and R etention

Work 
E nvironm ent

CLIMATE
ACTION

DECENT WORK
AND ECONOMIC
GROWTH 

GOOD HEALTH
AND WELL-BEING

RESPONSIBLE
CONSUMPTION
AND PRODUCTION

QUALITY
EDUCATION

PEACE, JUSTICE,
AND STRONG
INSTITUTIONS

REDUCING
INEQUALITIES

PARTNERSHIPS
FOR THE GOALS

RESPONSIBLE
CONSUMPTION
AND PRODUCTION
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C om m itm ent to econom ic 
com petitiveness

We are confident that performing with integrity is the best way 
to transc end w ithin all areas of  the business.  Custom er trust 
is f undam ental,  and w e strive to m aintain hig h ethic al stan-
dards in all our operations.  From  the selec tion of  suppliers 
to the w ay w e interac t w ith em ployees and c ustom ers,  w e 
alw ays seek to ac t w ith transparenc y,  honesty,  and ac c ount-
ability,  and thus to ac hieve inc lusive prosperity.

R esiliency and adaptab ility of  the 
b usiness m odel

Sinc e w e of f er a w ide rang e of  m obility,  telephone,  house-
hold,  elec tronic ,  c om puter and ac c essory produc ts,  w e 
c onstantly seek to streng then the resilienc e and adaptabil-
ity of  our business.  Reg arding  this,  w e rec og niz e that the 
m arket is c onstantly c hang ing ,  so w e strive to antic ipate 
and respond ef f ec tively to the c hang ing  needs and pref er-
enc es of  our c ustom ers.   To ac hieve this,  w e invest in ad-
vanc ed tec hnolog y,  allow ing  us to stream line our internal 
proc esses,  optim iz e inventory m anag em ent,  and im prove 
the c ustom er experienc e throug h e- c om m erc e platf orm s.

In addition,  w e keep abreast of  m arket trends and devel-
opm ents,  enabling  us to c onstantly adj ust our produc t and 
servic e portf olio to m eet c ustom er expec tations.  Our resil-
ienc e and adaptability approac h enables us to thrive and 
stay at the f oref ront of  the industry.  ( G R I  3 - 3 )G R I :  3 - 3
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G R I :  3 - 3 ,  2 0 1 - 1
S A S B :  C G - E C - 0 0 0 . A ,  C G - E C - 0 0 0 . C ,  C G -

M R - 0 0 0 . A ,  C G - M R - 0 0 0 . B

B usiness C om petitiveness
Our co m petitiveness in the m arket is based on a solid 
strateg y f ocu sed on key areas.  We have m ade the m ost 
out of  the e- co m m erce ´ s potential,  providing  the possibility 
of  m aking  purch ases in our online store easily,  quickl y,  and 
saf ely,  w ith an extended ca talog  of  product s to co ver the 
needs of  all our cu stom ers.  

The om ni- ch annel approach  ensures a co nsistent and 
seam less shopping  experience  acr oss all available ch annels.  
It is cl ear to us that cu stom ers w ant to interact  w ith us throug h 
various points of  co ntact ,  w hether in physica l stores w ith the 
option of  using  kiosks and dig ital zo nes,  as w ell as m aking  
assisted purch ases w ith tablets,  or online using  the m obile 
app and the w ebsite w ith “ ship to store”  or “ ship to hom e”  
purch ase options,  w hich  is w hy w e adapt to the individual 
pref erence s and needs of  each  one.  ( G R I  3 - 3 )

2  During 0 , the new logistics model was implemented, which seeks to have a more efficient and profitable ne-

twork,  as well as to achieve greater custom er satisf action,  including H ub s and D elivery C enters.  

3  I ncludes shipm ents f rom  physical and online points of  sale.  

2 0 2 0 2 0 2 1 2 0 2 2
N um b er of  retail stores 1 , 1 7 8 1 , 1 9 5 1 , 2 2 0

N um b er of  distrib ution centers 1 3 2 0 1 0

H ub s 2 9

D elivery C enters 1 0 3

T otal retail area 1 , 2 6 8 , 9 0 9 . 9 8  m 2 1 , 3 0 2 , 0 1 5 . 2 6  m 2 1 , 3 3 8 , 9 2 0 . 9 5  m 2

2 0 2 2
N um b er of  online sales 5 9 6 , 0 9 1

O nline sales am ount  $ 3 , 6 5 3 , 5 8 7 , 6 7 6

P ercentage of  total sales  7 . 5 %

S pecialize d and m ulti- line distrib utors and retailers2

 E - com m erce S hipm ents
To remain competitive and generate 
continuous improvement during 2022 we 
invested a total of 2, 441 million pesos in 
remodeling and maintenance of stores

During 2022, the business 
continued to grow through the 
development of  28 new stores 
and remodeling of 44 stores.

These act ions have allow ed us to have the f ollow ing  results 
in our physica l and dig ital sco pe:

( S A S B  C G - M R - 0 0 0 . A )  ( S A S B  C G - M R - 0 0 0 . B )

2 0 2 2
N um b er of  shipm ents3  3 7 8 , 47 9

N um b er of  in store pick ups  2 1 7 , 3 42

( S A S B  C G - E C - 0 0 0 . C )  ( G R I  2 0 1 - 1 )
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C O R P O R A T E  
GOV ERNANCE
O rganiza tional S tructure

The struct ure of  Tiendas Elektra responds to Grupo Elektra´ s Board of  
Direct ors,  w hich  has the support of  f our Auxiliary Com m ittees and the 
g overning  body f or the m anag em ent and supervision of  key proce sses.

The struct ure of  Tiendas Elektra f ocu ses on f our m ain areas:

• Paym ent System

• Supply Netw ork and Elect ronic Com m erce

• Physica l Netw ork

• Dig ital Netw ork

A ux iliary C om m ittees
1 .  P artners C om m ittee

Review s the cu rrent plans and strateg ies of  each  line of  business,  iden-
tifying opportunities for improvement and thus defining if it is necessary 
to innovate in our product s,  service s,  or sales strateg y.  The Com m ittee 
proposes the co nsideration and im plem entation of  new  disco unts,  pri-
ce s or rates that are attract ive to cu stom ers.   

G R I :  2 - 9 ,  2 - 1 3 ,  3 - 3

2 .  H om e ( Hogar) C om m ittee 

Identifies the main areas of opportunity in our white goods.

3 .  M ob ility ( Movilidad) C om m ittee

Review s plans and strateg ies to identif y the m ain areas of  opportuni-
ty in our product s,  cr eate and authorize  disco unts,  price s,  rates and 
develop new  product s f or private and co m m erci al transport ( sco oters,  
bicycl es,  sco oters,  and m otorcycl es) .

4 .  E - C om m erce C om m ittee 

Seeks to im prove our cu stom ers’  dig ital shopping  experience .

( G R I  2 - 9 )

W
alking together tow

ards inclusive prosperity
1 9



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

G R IC ontents S A S B

C ontents 

A b out this D atab ook 

We are T iendas E lektra 

C om m itm ent to V alue C reation

C om m itm ent to our S takeholders

C om m itm ent to the E nvironm ent

G R I  T ab le of  C ontents 

G rupo E lektra 

I talika 

B anco A zt eca 

L I N E S  
OF BUSINESS
1 .  C onnectivity

This line of  business w as cr eated w ith the purpose of  co n-
nect ing  Mexica n f am ilies throug h the w ide rang e of  m obile 
device s.  We ach ieve this throug h a co m plete solution f or 
the c ustom er,  f rom  the g ranting  of  cr edit,  co m m erci al pro-
duct s,  and data plans.

A chievem ents 2 0 2 2 :

• •Redefinition of the strategy.

• •Chang e in the leadership of  the area.

• •Streng thening  of  the relationship w ith business partners4 

Throug hout 2 0 2 2  w e developed a new  sales strateg y using  
ref urbished product s,  in w hich  the product s are sold ag ain 
at a low er price .  Additionally,  w e w orked on the develop-
m ent of  packa g ing  f or ce llular equipm ent,  co m puters,  and 
other elect ronic acce ssories throug h recycl ed m aterials,  to 
prom ote a cu lture of  ci rcu lar eco nom y and m inim ize  our en-
vironm ental im pact .

M ain C onnectivity O b j ectives:

1 . Take advantag e of  the data g eneration cr eated f rom  
the purch ase of  prepaid tim e.  

2 . Develop integ ral solutions in the purch ase of  our prod-
uct s.  

3 . Obtain new  business partners.

4. Im prove the om nich annel experience  so that our cu s-
tom ers have the best purch ase option.

5 . Learn m ore about our cu stom ers to of f er cu stom ize d 
solutions.

4  A t the b eginning of  2 0 2 2 ,  the C O V I D - 1 9  pandem ic b rought with it a glob al 

econom ic im pact,  causing a delay in the delivery of  products and lim ited in-

ventory supply.  T his b uilt resilience internally and with our trading partners 

to m eet m arket dem ands.  
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S tructure of  the H ousehold D irective:

2 .  H om e
Its purpose is to fulfill the dream of Mexican families, allowing 
responsible acce ss to cr edit and the acq uisition of  product s 
that allow  them  to renovate and im prove their hom es w ith 
quality technology aligned to their specific needs.

A chievem ents 2 0 2 2 :
• Grow th of  our portf olio and incr eased density of  talent.

• Evolution of  the value of f er throug h price  adj ustm ent 
acco rding  to m arket reality.

• Tim ely tracki ng  of  the co st of  g oods and log istics ex-
penditure.

On the other hand,  our strateg y is f ocu sed on the cu stom er 
and his evolution,  w e seek to cl ose the g ap and beco m e the 
m ain destination f or those w ho start or renovate their hom e,  
w ith g reater cu stom er retention,  having  the best internal te-
ch nica l support,  providing  the best shopping  experience  
and the best product s at their disposal.  

H om e’ s m ain ob j ectives:
1 . Of f er a value proposition f ocu sed on the cu stom er and 
its evolution throug h the m odel Custom er Fact ory f ocu -
sed on f our m ain lines of  act ion:  attract ion,  evaluation,  
reco g nition,  and retention.

2 . Move tow ards dece ntraliza tion.

3 . Of f ering  integ ral value to the cu stom er f or the co m pact  
proce ss 

4. To be the first choice to create your home.
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3 .  M ob ility
It provides acce ss to the best experience  to acq uire m obili-
ty solutions on cr edit,  acco rding  to the needs and paym ent 
ca pabilities of  our cu stom ers.

A chievem ents 2 0 2 2 :

• Opening  of  5 1  Tiendas Elektra Moto w here they sell 
these product s.

• Motorcycl e acce ssories incl uded in the selling  ca talog  
f or all Tiendas Elektra.

• Credit place m ent in speci alize d ch annels of  other 
brands.

• Portf olio g row th.

During  2 0 2 2 ,  2 2 4 units of  elect ric vehicl es w ere sold in 
Grupo Elektra’ s dif f erent f orm ats.  Thanks to this year’ s sa-
les,  our g oal is to acce lerate g row th and sell 4, 0 0 0  units of  
elect ric product s such  as sco oters,  bicycl es,  m opeds and 
m otorcycl es by 2 0 2 3 .  We also w ant to invest in strateg ic 
alliance s and develop new  product s that w ill enable us to 
co ntinue innovating  in elect ric m obility.

M ain M ob ility O b j ectives:
1 . Enhanci ng  cr edit to enable cu stom ers to acce ss our 
service s

2 . Driving  the om nich annel strateg y

3 . Im prove ITALIKA product s.

4. Boosting  the developm ent of  the supply ch ain.S tructure of  the M ob ility D irective:
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5 .  E - com m erce
The e- co m m erce  line of  business w as cr eated to beco m e the best 
place  to m ake dig ital purch ases on cr edit.  Throug h the acce ss to sim -
ple and secu re platf orm s w ith assisted and intellig ent attention f or cu s-
tom ers,  w e aim  to f aci litate the shopping  experience ,  cr eate enj oyable 
m om ents,  and im prove their quality of  lif e.

A chievem ents 2 0 2 2 :  

• Relaunch  of  the w ebsite,  incl uding  the new  ca teg ories 
integ rated in the Marketplace .

• Promotion of the omnichannel program through benefits 
in price s and prom otions.

• Dig ital m arketing  w ith an incr ease in visits of  1 0 0 % .

• Com m unica tion and alig nm ent reg arding  the 
rem uneration of  advisors and prom oters.

• Pilot test in Puebla f or the presence  of  Marketplace  in 
physica l stores.

• Grow th in the num ber of  deliveries f rom  the BAZ  
Entreg as prog ram ,  m aintaining  the standard and quality.

• Elim ination of  1 2  m aj or def ect s in the V tex platf orm .

• Im plem entation of  Sig nif y tool,  w hic h requests double 
dig its in the authoriza tion proce ss to prevent f raud.  

E lektra E - com m erce G oals to D rive S ales 
and M aintain S ustained G rowth:  

1 . Enable the BAZ  Entregas service s f or the shipm ent of  orders 
f rom  the Marketplace .

2 . Internalize  the picki ng  and packi ng  of  orders in the Marketplace  
to speed up deliveries.

3 . Unique, real-time, unified and geolocated inventory.

4. Prom ote the cl ick and co llect  prog ram  to m ake the cu stom er 
shopping experience easier and more efficient.

E - com m erce O b j ectives:
1 . Taking  Elektra Dig ital to Best- in- Class in Credit and Trade.

2 . Consider the om nich annel needs f or the BAZ  Entreg as proj ect .

3 . Create an om nich annel eco system  that co vers 1 0 0 %  of  our cu s-
tom ers´  needs.

4. Transf orm  the Red Ú nica into an om nich annel store netw ork.

5 . Modify our financial reporting, performance evaluation metrics 
and om nich annel cu lture.

6 . Develop af ter- sales ca pabilities and new  proce sses that ensure 
better m anag em ent.

7 . Ach ieve a total sale of  $ 4, 6 5 2  m illion pesos and a perce ntag e of  
cr edit partici pation of  3 8 . 2 % .

( G R I  2 - 1 3 )

We offer around 
58,406  products 
through our online 
portal.
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o fines were levied during 
 sig ifi t o mo et ry

sanctions for non-compliance with 
regulations. ( G R I  2 - 2 7 )

E T H I C S  A N D  
REGULATORY 
COMPLIANCE
At Tiendas Elektra w e f ollow  ethica l g uidelines in everything  
w e do,  training  our personnel and m aking  them  aw are of  
internal polici es,  proce dures and tools to m aintain our busi-
ness co m m itm ents.  We also m ake available to our em ploy-
ees an anonym ous w histleblow er system  that allow s them  
to report any pract ice  that they co nsider does not co m ply 
w ith ethica l and integ rity standards   ( G R I  2 - 2 6 )  ( G R I  3 - 3 )

C om m itm ent to our S takeholders

Our co m m itm ent to people f ocu ses on our em ployees and 
cu stom ers.  We strive to of f er hig h quality product s and ser-
vice s,  providing  exce llent cu stom er service ,  w hile f ostering  
a saf e and respect f ul w ork environm ent.  In addition,  w e 
co nstantly seek to im prove our proce sses and adapt to the 
needs of  the m arket to rem ain co m petitive and sustainable 
in the long  term .

G R I :  2 - 9 ,  2 - 1 3 ,  3 - 3
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5  I nvoluntary term ination:  the b usiness m akes the 

decision that the em ployee should leave or change its 

current position.  

6  V oluntary term ination:  decision of  the worker,  who 

f reely and without b eing sub j ected to any coercion 

or threat,  decides to end its em ploym ent relationship 

with the b usiness.  

7  T urnover rates are calculated as the total term inations 

divided b y the total average num b er of  em ployees at 

the end of  each year.

G R I  3 - 3 ,  4 0 1 - 1
S A S B :  C G - M R - 3 1 0 a. 2

During 2022, the voluntary 
and involuntary turnover 
rates were 24.7 1% and 
7 .26 %, respectively 7 .

E M P L O Y E E S
T alent A ttraction and R etention

Having satisfied and happy employees at our facilities and car-
rying  out their act ivities,  w hile m aintaining  a balance  betw een 
their personal lives and w ork,  is of  utm ost im portance  to us.  For 
this reason,  w e prom ote an environm ent of  diversity and equal 
opportunities w here our em ployees f eel m otivated to g ive the 
best of  them selves. ( ( G R I  3 - 3 )

T erm ination and turnover 2 0 2 0 2 0 2 1 2 0 2 2
I nvoluntary term ination5 1 , 5 6 2 9 3 8 6 5 2

V oluntary term ination6 1 , 7 6 9 1 , 9 9 6 2 , 2 2 0

T otal 3 , 3 3 1 2 , 9 3 4 2 , 8 7 2

I nvoluntary turnover 1 7 . 7 8 % 1 1 . 5 % 7 . 2 6 %

V oluntary turnover 2 0 . 1 3 % 2 4. 46 % 2 4. 7 1 %

Hiring and Rotation
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( G R I  4 0 1 - 1 )  ( S A S B  C G - M R - 3 1 0 a. 2 )

H iring and T erm inations
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T raining and D evelopm ent 
O pportunities

Our em ployees are a key f act or in keeping  our business 
co m petitiveness,  ensuring  business co ntinuity and g eneral 
succe ss.  We enco urag e their integ ral developm ent and 
co ntinuous g row th,  co nstantly prom oting  them  and providing  
the nece ssary tools and know ledg e based on their w orking  
area,  position,  and other co m plem entary skills f or the proper 
perf orm ance  of  their daily act ivities.  

In order to prom ote their g row th,  w e have cr eated the f ollow ing  
prog ram s:  Development of our People and CRECER ,  
w hich  co nsider g row th paths,  perf orm ance  evaluations and 
co ach ing ,  seeking  to cr eate a sense of  belong ing  and rete-  
ner personnel throug h ca reer plansalig ned w ith individual 
interests and aspirations   ( G R I  3 - 3 )

G R I  3 - 3 ,  4 0 4 - 1 ,  4 0 4 - 2 ,  4 0 4 - 3

T raining P rogram s f or our E m ployees in 2 0 2 2

T raining R esults b y J ob  C ategory

C ourse N um b er of  
participants

N um b er of  
hours

S istem a S A C 8 2 2 , 2 7 5 2 6 , 7 3 0

B itcoin paym ents 2 4, 9 1 7 2 2 , 42 5

e re e tr or i ry
omos e tr or i rios 3 5 , 7 6 5 1 6 0 , 9 43

O perative m anagem ent 
m odel 8 7 5 1 , 7 5 0

F inancial services advisor 
products 2 2 , 2 7 3 1 2 2 , 5 0 2

C yb ersecurity 9 5

We have co m pensation sch em es f ocu sed on the 
em ployability of  em ployees in the proce ss of  transition 
w hether due to retirem ent or term ination of  the em ploym ent 
relationship  ( G R I  4 0 4 - 2 )

In addition to the m ain prog ram s m entioned above,  other 
training s are ca rried out f ocu sed on the developm ent of  both 
tech nica l and sof t prof essional skills alig ned to the needs of  
each employee’s specific position and responsibilities.

2 0 2 0 2 0 2 1 2 0 2 2

P osition P articipants H ours P articipants H ours P articipants H ours

D irectors 1 8 3 6 0 1 8 5 0 4 2 6 7 8 0

M iddle 
M anagem ent 49 1 , 7 1 5 5 2 2 , 3 6 6 5 8 2 , 9 8 7

A dm inistrative 1 9 3 6 , 7 5 5 2 0 5 9 , 3 2 7 2 1 9 1 1 , 2 7 8

O perative 3 6 , 2 9 1 1 , 2 8 8 , 3 3 0 3 5 , 3 9 1 1 , 6 1 0 , 2 9 0 3 7 , 43 2 1 , 6 1 8 , 7 48

T otal 3 6 , 5 5 1 1 , 2 9 7 , 1 6 0 3 5 , 6 6 6 1 , 6 2 2 , 48 7 3 7 , 7 3 5 1 , 6 3 3 , 7 9 3

( G R I  4 0 4 - 1 )

I nvestm ent in T raining

2 0 2 1 2 0 2 2
T otal investm ent ( M X N ) $ 2 1 , 0 0 0 , 0 0 0 $ 7 1 , 0 0 0 , 0 0 0

8  C ustom er A dvice S ystem
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P erf orm ance E valuations
We ca rry out periodic perf orm ance  evaluations,  w hich  
consist of defining and following up on objectives. In this 
w ay,  em ployees are able to identif y their streng ths and areas 
of  opportunity,  w orking  on them  in order to co ntinue g row ing  
w ithin the org aniza tion.  

2 0 2 0 2 0 2 1 2 0 2 2
P osition Wom en M en Wom en M en Wom en M en

D irectors 2 8 7 8 9 2 1 2 5 8 1 2 5 8

M iddle M anagem ent 8 7 3 1 , 6 2 2 6 5 0 1 , 6 7 0 6 5 0 1 , 6 7 0

O perational 1 , 45 4 1 , 3 6 3 1 3 , 3 5 6 1 1 , 8 1 3 1 6 , 2 9 5 1 0 , 41 9

T otal 2 , 6 1 4 3 , 8 7 7 1 4, 0 1 8 1 3 , 5 41 1 6 , 9 5 7 1 2 , 1 47

( G R I  4 0 4 - 3 )
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G R I  2 - 7 ,  4 0 5 - 1 ,  4 0 6 - 1
S A S B :  C G - M R - 3 3 0 a. 1 ,  C G - M R - 3 3 0 a. 2

D iversity and E q ual O pportunities

We seek to prom ote an incl usive cu lture w ithin our 
org aniza tion to ach ieve a diverse w orkf orce ,  inco rporating  
a variety of ages, genders, nationalities, profiles, and other 
personal and prof essional ch aract eristics,  alw ays cr eating  
a w ork environm ent based on respect ,  w hich  g enerates 
a f eeling  of  belong ing  in our em ployees and incr eases 
co m m itm ent and loyalty,  resulting  in g reater satisf act ion 
and product ivity.

We have a total of  7 , 6 3 8  em ployees,  w hich  are distributed 
as f ollow s:

B reakdown of  the Workf orce b y A ge

D iversity in the Workf orce of  T iendas E lektra

Number Percentage
E m ployees with disab ilities 2 4 0 . 3 1 %

R acial/ ethnic groups 2 5 1 3 . 2 %

E m ployees f rom  the L G T B Q I +  
com m unity 2 44 3 . 1 9 %

Workf orce B reakdown b y F unction

R epresentation of  Wom en b y J ob  C ategory

N um b er P ercentage
D irectors 5 2 2 3 . 1 %

M anagem ent 3 8 2 5 . 3 %

O perational positions 2 , 5 1 3 3 4. 6 %

Wom en in S T E M  positions 1 5 0 . 2 %

( G R I  2 - 7 )

( G R I  4 0 5 - 1 )  ( S A S B  C G - M R - 3 3 0 a. 1 )

During 20 22 we had no 
ses rel te  to employme t 

is rimi tio . 
( G R I  4 0 6 - 1 )  ( S A S B  C G - M R - 3 3 0 a. 2 )

2 0 2 2

Wom en M en T otal

U nder 3 0  years old 1 , 1 7 1 3 , 2 5 7 4, 42 8

B etween 3 0  and 5 0  
years old 9 7 3 1 , 9 0 8 2 , 8 8 1

O ver 5 0  years old 9 2 2 3 7 3 2 9

T otal 2 , 2 3 6 5 , 40 2 7 , 6 3 8

Women Men Total
D irectors 5 2 1 7 3 2 2 5

M anagers 3 8 1 1 2 1 5 0

O perative 2 , 5 1 3 4, 7 5 0 7 , 2 6 3

 T otal 2 , 6 0 3 5 , 0 3 5 7 , 6 3 8
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We are Tiendas Elektra  

Commitment to Value Creation 

Commitment to our Stakeholders 

Commitment to the Environment 

GRI Table of Contents 

Grupo Elektra 

Italika 

Banco Azteca 

Employee Satisfaction 
The Employee Net Promoter Score (eNPS) is a measurement 
tool we use to evaluate the degree of satisfaction and loyalty of 
employees to the business and their respective areas. In this 
study, employees are asked a key question: Would you recom-
mend a friend or acquaintance to the business/area where you 
work? Based on the rating given, the IPN of Tiendas Elektra and 
the areas that comprise it is obtained.

2020 2021 2022 Total

Total participants 31,652 129,594 131,742 292,988

Promoters 22,698 102,835 114,802 240,335

Passives 6,279 15,949 11,003 33,231

Detractors 2,675 10,809 5,937 19,421

SASB: CG-MR-310a.3

During 2022, there was 
no breach and/or violation 
related to labor legislation.
(SASB CG-MR-310a.3)
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N P S  R esults

2 0 2 0 2 0 2 1 2 0 2 2
T iendas E lektra 45 . 9 % 3 6 . 2 % 43 . 0 %

C U S T O M E R  
EXPERIENCE
Our m ission is to g uarantee a g reat shopping  experience  throug h 
the definition of protocols and tools that allow us to increase their 
satisf act ion and loyalty.  We seek to co nnect  m ore deeply w ith 
them  and g enerate long - term  relationships,  understanding  their 
needs and serving  them  throug h an om nich annel experience ,  
incr easing  the num ber of  people served.

We f ocu s our c ustom er service  on the m odel “ We are 
extraordinary”  (Somos Extraordinarios) m odel ,  w hich  serves as 
a g uide f or our em ployees to know  the steps f or assuring  an 
extraordinary attention.  This is based on three axes:

• We are f riendly

• We are advisors

• We are relevant

Likew ise,  w e m onitor the Net Prom oter Sco re ( NPS)  on a 
quarterly basis throug h a survey,  via m essag e and ca lls.  It 
evaluates co nsum er satisf act ion and pref erence  to understand 
if  their expect ations are being  m et and identif y opportunities f or 
im provem ent.  ( G R I  3 - 3 )

A chievem ents 2 0 2 2 :
• Im plem entation of  the Client Advice  platf orm  
(Sistema de Asesoramiento al Cliente or SAC) on 
the m ain cu stom er service  transact ions.  

• Im plem entation of  f unct ionalities in our dig ital 
platf orm  that assist our cu stom ers and prospect s,  
throug h product  ca talog s,  best of f ers,  and f ollow -
ups.

• Im plem entation in Z eus of  the Porduct s Dig ital 
Catalog  (Catá logo Digital de Productos) .

• Im plem entation of  the Cliente Objetivo  system  w ith 
f aci al reco g nition in 8 2 4 Points of  Sale.

• Im plem entation of  the cu stom er service  m odel 
Somos Extraordinarios.

C hallenges 2 0 2 3 :
• Ach ieve an NPS of  6 5 %  in the Grupo Elektra 
Netw ork.

• Im prove cu stom er service ,  ensuring  that 9 5 %  of  
the surveys co nduct ed in Estrellas del Servicio are 
rated w ith 4 or 5  stars.

• Optim ize  the operation of  all point of  sale 
transact ions,  co ncl uding  the im plem entation of  SAC.

• To ach ieve that 1 0 0 %  of  co m plaints about poor 
cu stom er service  at points of  sale and co ntact  points 
are resolved w ithin 2 4 hours.

G R I  3 - 3
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C ustom er S ervice M odel

The cu stom er service  m odel that g overns our daily ef f orts 
is based on of f ering  a service  that allow s us them  have an 
easy,  ag ile,  and f riendly shopping  experience  to establish 
cl ose and lasting  links w ith our cu stom ers:

D igitaliza tion of  processes

Acco m panying  cl ients in the tech nolog ica l transition is a 
priority f or us.  The adoption of  new  tech nolog ies ca n be 
ch alleng ing ,  so w e strive to provide them  w ith co m prehen-
sive solutions to m eet their needs.  To this end,  w e have 
launch ed the “ Elektra app”  m obile applica tion to g ain an in 
depth understanding  of  our cu stom ers’  pref erence s throu-
g h a personalize d approach ,  thus providing  co m plete solu-
tions.    ( G R I  3 - 3 )

C ustom er S ervice C hannels
• WhatsApp

• Sistema de Asesoramiento al Cliente (SAC)

• Custom er and Prospect  Initiatives f rom  Z eus 
Platf orm

• App Banco  Azt eca

• Webpag e:  Elektra. m x

W
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C ustom er P rivacy  
A f undam ental part of  our relationship w ith and attention to 
our cu stom ers is to g uarantee that their inf orm ation is se-
cu rely saf eg uarded in every interact ion and transact ion they 
g enerate w ith us.  For this reason,  w e adhere to the leg al 
provisions at all tim es and have im plem ented a series of  
m easures in our dig ital tools in order to m aintain the trust 
and peace  of  m ind of  our cu stom ers.  

At Tiendas Elektra w e abide by the applica ble reg ulations 
and standards and m ake our privacy notice  available to cu s-
tom ers and other interested parties throug h the Custom er 
Advisory System  and our w ebsite.  This integ rates the provi-
sions of  the Data Governance  Direct orate and the Inf orm a-
tion Security Office to protect the privacy of our customers 
( S A S B  C G - E C - 2 3 0 a. 1 ) .  

Likewise, we have the following policies that define the 
G R I :  3 - 3 ,  4 1 8 - 1

S A S B :  C G - E C - 2 2 0 a. 1 ,  C G - E C - 2 2 0 a. 2 ,  C G -
E C - 2 3 0 a. 1 ,  C G - E C - 2 3 0 a. 2 ,  C G - M R - 2 3 0 . 1 ,  

C G - M R , 2 3 0 a. 2

uri g  e h  o ompl i ts
regarding customer privacy breaches 
and data loss. 
( G R I  4 1 8 - 1 )  ( S A S B  C G - E C - 2 3 0 a. 2 )

8  Instituto Nacional de Transparencia, Acceso a la Información y Protección de 

Datos Personales (INAI)

g uidelines f or act ion in data privacy m atters,  w hich  are 
available to our cu stom ers and cl ients:  

• Proce dure f or subm ission and transf er of  Personal Data

• Privacy Policy

• Personal Data Secu rity Manag em ent System

• Attention to the Proce dure f or the Protect ion of  Inves-
tigation Rights, Verification, and Imposition of Sanctions 
Prom oted by the National Institute of  Transparency ,  Ac -
ce ss to Inf orm ation and Protect ion of  Personal Data8  

• Attention to Requests f or ARCO Rig hts ( Acce ss,  Rect i-
fication, Cancellation and Opposition)

• Manual of  Polici es and Proce dures f or the Manag em ent 
of  the Excl usion List.  ( G R I  3 - 3 )  ( S A S B  C G - E C - 2 2 0 a. 2 )
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C ustom er H ealth and S af ety

We ca re f or the health and saf ety of  our cu stom ers throug h 
cl ear and transparent inf orm ation and co m m unica tion about 
our product  and service  of f ering s.  In this w ay,  co nsum ers 
ca n m ake inf orm ed deci sions w hen select ing  product s to 
purch ase.  

We co nduct  evaluations of  our product s to understand the 
im pact s they m ay have on health and saf ety and seek to 
m ake im provem ents if  nece ssary.  During  2 0 2 2 ,  health and 
saf ety im pact s w ere assessed f or 1 0 0 %  of  telephony,  co m -
puter,  and acce ssory product s.  ( G R I  4 1 6 - 1 )

We also w ork to im plem ent various saf ety act ions and strat-
eg ies f ocu sed on the cu stom er and the co rrect  use of  the 
item s w e sell,  f or exam ple:  

G R I  3 - 3 ,  4 0 4 - 1 ,  4 0 4 - 2 ,  4 0 4 - 3

During 2022, there were no cases 
of non-compliance with regulations 
related to impacts on the health 
and/ or safety of products and 
services. ( G R I  4 1 6 - 2 )

• Aw areness ca m paig ns and respect  f or m otorcycl e driving  
rules

• Theoretica l- pract ica l driving  co urses throug hout the Mex-
ica n territory

• Banners explaining  the co rrect  use of  acce ssories at the 
points of  sale

• V ideos aim ed at m otorcycl ists seeking  to raise aw areness 
about the use of  protect ive acce ssories

• Com m unica tion to raise aw areness about the co rrect  use 
of  item s such  as ref rig erators,  m icr ow ave ovens,  w ashing  
m ach ines,  elect ric stoves,  etc.  to prom ote the responsible 
consumption of water and energy resources, efficiency, and 
saving s.  
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T ransparency and E S G  
com m unication of  products and 
services 

Consum ers are incr easing ly inf orm ed and require m ore in-
f orm ation to m ake intellig ent purch ases,  w hich  is w hy w e 
seek to reduce  the im pact  g enerated by the product s they 
purch ase.  For this reason,  w e prom ote transparency that 
allow s us to of f er peace  of  m ind and trust in relation to our 
product s.

At Tiendas Elektra,  w e base our operations on the hig hest 
ethica l and transparency standards.  We share the inf orm a-
tion f rom  all our product s;  the orig in of  their co m ponents,  
saf e use,  co ntent,  and disposal,  m entioning  the substance s 
and product s that co uld g enerate an environm ental or so-
ci al im pact .  ( G R I  4 1 7 - 2 )

G R I  4 1 7 - 2 ,  4 1 7 - 3

During  there ere o 
ses o  o ompli e

related to marketing or product 
information and labeling. 
( G R I  4 1 7 - 3 )
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• C E D I S :  space  f or the storag e and shipm ent of  m erch andise as de-
m anded by cu stom ers.

• H ub s:  log istics area cl ose to our cu stom ers used to rece ive the g oods 
and distribute them expeditiously to the branches and final customers.

• D elivery points:  physica l space  that ca n be in a branch  or outside it,  
w ith the aim  of  rece iving ,  preparing ,  and shipping  orders f or 
distribution throug h the last m ile to our end cu stom ers.  

We paid speci al attention to the needs w ithin the 
CEDIS and Hubs,  investing  in key points such  
as the storag e and distribution of  item s,  as 
w ell as in f orklif t equipm ent.

R E S P O N S I B L E   
SUPPLY CHAIN
Our co m m itm ent to sustainability g oes beyond our org aniza tional bound-
aries.  We g enerate a responsible supply ch ain,  sharing  our princi ples and 
values w ith suppliers and business partners throug h m easurem ents and 
evaluation cr iteria f or all stakeholders.

The year 2 0 2 2  w as particu larly im portant reg arding  im provem ents in the 
supply,  distribution,  and delivery log istics of  product s.  Aw are that it is not 
enoug h to have an inventory in optim al co nditions,  w e em phasize  the inf ra-
struct ure to f aci litate the delivery of  item s w herever they are required.

We im plem ented ch ang es in the Baz Entreg as Supply Netw ork,  w hich  f o-
cu ses on streng thening  the log istics distribution proce ss.  Proce sses w ere 
optim ize d f rom  the Distribution Centers ( CEDIS)  to the opening  of  Hubs,  
w hich  allow ed a m ore loca l distribution of  shipm ents and im proved the ac -
ce ssibility of  shipm ents to delivery points.

G R I  2 - 6 ,  2 0 4 - 1 ,  3 0 8 - 1 ,  3 0 8 - 2 ,  4 1 4 - 1 ,  4 1 4 - 2
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Inventory

T R 3  T ransport
( Delivery point-  c ustom er/ Store- Custom er)

T R 1  T ransport 
( CeDis- HUB)

T R 1  T ransport 
( HUB- Delivery point)

We are c om m itted to sustainable transport,  hig hlig hted by the 
ac quisition of  elec tric  truc ks and the nec essary inf rastruc ture,  
suc h as driver training ,  m aintenanc e,  rec overy,  etc .   We opti-
m iz ed the m anag em ent during  the hiring  proc ess of  our driv-
er staff, improving trust filters. We stopped hiring third parties 
f or last m ile transport,  assum ing  the c om m itm ent to training  
and g enerating  the nec essary c onditions to ensure that the 
produc ts arrive intac t.

All this struc ture is ac c om panied by the adaptability of  em ploy-
ees and c onstant training ,  so w e have the Log istic s Universi-
ty w hic h prom otes a standardiz ed operational,  adm inistrative 
and m anag erial c ulture,  developing  talent in a c om prehen-
sive m anner to ac hieve business obj ec tives.  

( G R I  2 - 6 )
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S uppliers

Our suppliers are an integ ral part of  our supply ch ain,  playing  a vital 
role in the quality,  availability and co st of  the co m ponents,  m aterials 
and product s w e of f er.  In order to m aintain cl ose,  long - term  business 
relationships, we clearly define the principles of relationship and ne-
g otiation,  alig ned w ith the Code  of  Ethics.  

We of f er and dem and f air,  honest and respect f ul treatm ent to all our 
suppliers,  m aintaining  total transparency in co m m unica tion an  alw ays 
avoiding any possible conflict of interest. In this way, we generate 
neg otiations based on quality,  price  and delivery cr iteria in line w ith 
Grupo Elektra’ s pract ice s and proce dures.

T iendas E lektra
G eneral services 1 8

T echnology 1 1

Office equipment 2 7

Construction of offices and branches 1

Construction of offices and branches 

T echnology

G eneral services

Office equipment 

D istrib ution of  suppliers b y type of  product and 
services of  T ienda E lektra

S uppliers b y T ype of  P roducts and S ervices 2 0 2 2

3 2 %

1 9 %

4 7 %

2 %

T iendas E lektra
%  of  local suppliers 9 3 . 8 1 %

%  of  f oreign suppliers 6 . 1 9 %

T otal ( M X N ) $ 1 , 1 9 7 , 7 3 6 , 0 8 1

S pending on L ocal S uppliers

( G R I  2 0 4 - 1 )
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E valuation and S election of  
S uppliers with E nvironm ental and 
S ocial C riteria
Supplier evaluation is a f undam ental tool to ensure that they 
fulfill our vision and adhere to our values on environmental 
and soci al issues,  allow ing  us to m ake responsible deci -
sions w hen select ing  our business partners.  

( G R I  3 0 8 -
1 )

2 0 2 2

N um b er of  suppliers evaluated in environm ental 
and social areas 1 0 0 %

N um b er of  suppliers with negative environm ental 
im pacts 0 %

P ercentage of  suppliers with negative 
environm ental im pacts with whom  im provem ents 
have b een agreed.

1 0 0 %

P ercentage of  suppliers with environm ental 
im pacts with whom  the relationship has b een 
term inated b ecause of  the assessm ent.

0 %

Of the 12 suppliers 
evaluated under ESG 
criteria during 2022, no 
negative environmental 
impacts ere identified  
( G R I  3 0 8 - 2 )

Supplier Circle Certification

Supplier certification is a fundamental tool in our commit-
ment to quality and efficiency in the supply chain. Through 
this proce ss of  analysis and validation,  w e ensure that our 
suppliers comply with the legal, financial, operational and 
brand im ag e standards that w e dem and in our co m pany.

Distribución de pr ov eedores por tipo
de produc t os y se r vicios de Tiendas Elektra

2 %

47 %

1 9 %

3 2 %

Servic ios g enerales
Tec nolog í a
Merc adeo
Equipam ien to o c inas
Construc c ió n o c inas y suc ursales

Suppliers evaluated on ESG topics

0

4. 5

9

1 3 . 5

1 8

1 2 1 2 1 7 1 2 1 8

Soc ial c riteria Partic ipation in soc ial
eng ag em ent events

Donations to
soc ial c auses

Environm ental
c riteria

Soc ial
responsibility

( G R I  3 0 8 - 1 )  ( G R I  4 1 4 - 1 )  ( G R I  4 1 4 - 2 )
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We are Tiendas Elektra  

Commitment to Value Creation 

Commitment to our Stakeholders 

Commitment to the Environment 

GRI Table of Contents 

Grupo Elektra 

Italika 

Banco Azteca 

Socio-economic Development of 
Communities

At Tiendas Elektra we recognize our responsibility and 
commitment to society and the communities in which we 
operate. We promote economic growth and social well-
being, creating value both inside and outside the business, 
through the accessibility of our products an  services and 
the programs and initiatives that benefit people.

A clear example of our social commitment and solidarity 
are the different projects developed by the Human Capital 
department. For example, during 2022, the Embajadores 
de la felicidad initiative was implemented, in which, with the 
support of employees from all Grupo Elektra, donations were 
collected to be delivered to a designated center, seeking 
to contribute to social welfare of the Mexican communities. 
Thanks to the efforts made at the business level, we managed 
to collect a significant amount of donations that will be of 
great help to people who are in vulnerable situations.

Additionally, we also carried out volunteer programs in 
contribution to the Limpiemos México campaign, focused 
on making the community aware of the growing problem of 
solid waste disposal; we collaborated with Banco 
de Tapitas to collect plastic caps at our 
points of sale to generate economic 
resources to support care programs 
for children with cancer. In 
addition, at the company 
level, we encourage 
the participation and 
involvement of our 
employees in social 
and environmental 
protection programs 
in collaboration with 
Fundación Azteca.

39
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Aw are of  the environm ental cr isis w e are f aci ng  as a co untry and g lobally,  
w e prom ote m ore sustainable pract ice s throug h new  equipm ent that allow s 
us to manage our energy consumption more efficiently, with an environmen -
tal seal that certifies that they are high-efficiency LED technology.

At Tiendas Elektra,  w e have the f ollow ing  polici es to streng then our environ-
m ental m anag em ent f ram ew ork:

• Energy Efficiency Policy, which establishes the guidelines for saving 
energy and improving its efficient use in our facilities.

• Haza rdous Materials Control and Natural Resource s Policy ,  w hich  es-
tablishes our g uidelines f or our suppliers to co m ply w ith reg ulatory re-
quirem ents.

• Waste Collect ion Policy ,  w hich  establishes the act ivities that reg ulate 
the separation and co llect ion of  w aste.

C O M M I T M E N T  
TO THE PLANET
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E nergy consum ption
We reco g nize  the environm ental im pact  g e-
nerated by our operations throug h our energ y 
co nsum ption,  so w e periodica lly m onitor key 
perf orm ance  indica tors,  identif ying  co nsum p-
tion patterns. This way, we define a strategy 
with specific objectives that allow us to increase 
efficiency, diversify and reduce our energy con-
sum ption and the im pact  on the environm ent.  

In 2 0 2 2 ,  Tiendas Elektra had a f uel co nsum p-
tion ( Gasoline,  Diesel,  LP Gas)  of  1 7 0 , 43 0  GJ,  
an incr ease of  2 7 6 %  co m pared to 2 0 2 1 .  On the 
other hand,  elect rici ty co nsum ption f rom  non- re-
new able source s incr eased by 8 %  co m pared to 
2 0 2 1  ( f rom  9 7 GWh to 1 0 7 GWh) .  Renew able 
energ y c onsum ption rem ained co nstant at 5 9  
GWh.  ( G R I  3 0 2 - 1 )  ( G R I  3 0 2 - 4 )

The incr ease is not due to an incr ease in f uel 
usag e;  it is due to the f act  that the service  area 
that co ntrolled f uel expenses w as transf erred 
f rom  Banco  Az teca  to Elektra’ s struc ture.

Since  2 0 1 7 ,  w e have been w orking  to ensure 
that all new stores are born with energy-efficient 
elem ents such  as LED lig hting ,  air co nditioning  
system s w ith Inverter and m ulti- stag e tech nolo-
g y,  therm al encl osures,  m otion sensors,  am ong  
others.  

G R I :  3 0 2 - 1 ,  3 0 2 - 3 ,  3 0 2 - 4
S A S B :  C G - M R - 1 3 0 a. 1 ,  C G - E C - 1 3 0 a. 1

0 2 0 , 0 0 0 40 , 0 0 0 6 0 , 0 0 0 8 0 , 0 0 0 1 0 0 , 0 0 0 1 2 0 , 0 0 0 1 40 , 0 0 0 1 6 0 , 0 0 0 1 7 0 , 0 0 0

1 7 0 , 43 0

48 , 1 1 9

7 9 , 1 46

45 , 6 2 0  

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 1  vs.  2 0 2 2

G asoline ( lts) 1 , 9 7 8 , 48 3 1 , 1 6 9 , 3 8 5 6 7 9 , 47 4 4, 2 8 7 , 9 3 7 5 3 1 %  

D iesel ( lts) 2 7 , 6 0 2 3 3 , 9 9 3 47 , 2 44 0  - 1 0 0 %  

L P  G as ( lts) 49 , 3 5 6 6 1 , 9 1 0 45 8 , 0 6 7  1 6 6 , 3 42  - 6 3 %  

T otal ( G J ) 7 9 , 1 46 48 , 1 1 9 45 , 6 2 0  1 7 0 , 43 0  2 2 1 %  

( G R I  3 0 2 - 1 )

T otal F uel C onsum ption 2 0 1 9 - 2 0 2 2  ( G J )

F uel C onsum ption 2 0 1 9 - 2 0 2 2  ( G J )
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E lectricity C onsum ption ( G J )

0 1 0 0 , 0 0 0 2 0 0 , 0 0 0 3 0 0 , 0 0 0 40 0 , 0 0 0 5 0 0 , 0 0 0 6 0 0 , 0 0 0 7 0 0 , 0 0 0 9 0 0 , 0 0 08 0 0 , 0 0 0

5 9 7 , 6 0 0

5 6 1 , 3 9 8

5 5 5 , 9 9 1

5 6 4, 9 48

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ariation 2 0 2 2 -
2 0 2 1

T otal non- renewab le energy 
consum ption ( G Wh) 1 2 1 . 1 9 8 9 9  1 5 0  5 2 %  

R enewab le energy consum ption 
( G Wh) 3 3 . 3 5 8 5 9  8 5  44%  

T otal ( G Wh) 1 5 4. 4 1 5 6 1 5 8  2 3 5  5 0 %  

T otal ( G J )  5 5 5 , 9 9 1 5 6 1 , 3 9 8 5 6 4, 9 48 5 9 7 , 6 0 0 5 0 %  

E nergy I ntensity

2 0 2 1 2 0 2 2

E nergy intensity ( G J /
em ployee) 6 8 1 3 0 . 2

( G R I  3 0 2 - 1 )  ( S A S B  C G - M R - 1 3 0 a. 1 )

( G R I  3 0 2 - 3 )

G R I :  3 0 2 - 1 ,  3 0 2 - 3 ,  3 0 2 - 4
S A S B :  C G - M R - 1 3 0 a. 1 ,  C G - E C - 1 3 0 a. 1
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E m issions

Aw are of  the risks and opportunities that cl im ate ch ang e 
presents f or the business,  w e periodica lly m onitor our direct  
and indirect  em issions in order to identif y w here the g rea-
test im pact  of  our operations lies,  as w ell as possible areas 
f or im provem ent.  This is to develop a strateg y that allow s us 
to m anag e risks and co ntribute to cl im ate ch ang e m itig ation 
through energy efficiency measures and renewable energy 
co nsum ption.  

G R I  3 0 5 - 1 ,  3 0 5 - 2 ,  3 0 5 - 3 ,  3 0 5 - 4 ,  3 0 5 - 5

S cope 1  and 2  E m issions

G H G  em issions ( tC O 2 e) 2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ariation 2 0 2 2 -
2 0 2 1

A lcance 1 5 , 6 9 8 3 , 5 0 1 3 , 1 6 8 1 2 , 2 45 2 3 2 %

A lcance 2 6 1 , 1 8 3 49 , 2 7 6 41 , 9 9 1 46 , 5 45 5 6 %

A lcance 1  +  2 6 6 , 8 8 0 5 2 , 7 7 7 45 , 1 5 9 5 8 , 7 9 0 6 8 %

( G R I  3 0 5 - 2 )  ( G R I  3 0 5 - 5 )

S cope 1  em issions generated 2 0 1 9 - 2 0 2 2  ( tC O 2 e)

0 2 , 0 0 0 4, 0 0 0 6 , 0 0 0 8 , 0 0 0 1 0 , 0 0 0 1 2 , 0 0 0

1 2 , 2 45

3 , 5 0 1

5 , 6 9 8

3 , 1 6 8

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

( G R I  3 0 5 - 1 )
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S cope 2  em issions generated 2 0 1 9 - 2 0 2 2  ( tC O 2 e)

0 1 0 , 0 0 0 2 0 , 0 0 0 3 0 , 0 0 0 40 , 0 0 0 5 0 , 0 0 0 6 0 , 0 0 0 7 0 , 0 0 0

46 , 5 45

49 , 2 7 6

6 1 , 1 8 3

41 , 9 9 1

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

( G R I  3 0 5 - 2 )

C O 2 e E m issions

C ategories 2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2

B usiness T ravel 1 , 7 1 6 41 3 2 7 1 8 8 5

( G R I  3 0 5 - 3 )

S cope 3  E m issions 9

9  T he em ission f actor used f or calculations is:  0 . 0 0 0 1 7  tC O 2 / km

G R I  3 0 5 - 1 ,  3 0 5 - 2 ,  3 0 5 - 3 ,  3 0 5 - 4 ,  3 0 5 - 5
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R enewab le E nergy and E nergy 
Efficiency Initiatives

We cu rrently have 4 photovoltaic system s installed in Tiendas 
Elektra.  This equipm ent has allow ed us to g enerate 2 8 %  
of  the energ y of  4 Stores thanks to the g eneration of  2 2 1  
MWh equivalent to 9 6  tCO2 e and saving s of  $ 5 3 7  thousand 
pesos.

In 2022, LED lighting and high-efficiency air conditioning 
w ere im plem ented.  This investm ent ach ieved a reduct ion of  
5 , 7 0 3  tCO2 e

C oncept

E K T  B arra de 
N autla

M ega B enito 
J uá rez

M ega T ecnoló gico 
M etepec

3 1 9 5  E K T
M alinalco T otal

S ystem  C apacity ( kWp) 49 . 2 3 1 . 1 2 5 . 2 49 . 9 1 5 5 . 4

G eneration 2 0 2 2
( M Wh) 8 0 . 5 41 . 6 3 1 . 5 6 7 . 7 2 2 1 . 3

S avings 2 0 2 2  ( m dp) $ 1 9 9 $ 1 0 1 $ 6 6 $ 1 7 1 $ 5 3 7

tC O 2 e 3 5 1 8 . 1 1 3 . 7 2 9 . 5 9 6 . 3

Generated emissions  (tCO2 e)

0

5000

T iendas E lektra

10000

15000

20000

1 2 , 1 3 1

1 7 , 8 3 4

Conventional High efficiency
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Water consum ption 2 0 1 9 - 2 0 2 2  ( m 3 )

The ca re and proper m anag em ent of  w ater resource s 
is essential f or our eco nom ic g row th and perm anence  in 
the long  term .  We have im plem ented initiatives such  as 
rainw ater harvesting  and w ater treatm ent to m ake the m ost 
of  the resource  and m inim ize  the environm ental im pact  that 
co uld af f ect  its availability.   

Water

Water consum ption

0

500,000

2019 2020 2021 2022

100,000

150,000

200,000

250,000

300,000
242,082 

208,291

131,230 134,313 

( G R I  3 0 3 - 5 )  ( S A S B  C G - E C - 1 3 0 a. 2 )

G R I :  3 0 3 - 5
S A S B :  C G - E C - 1 3 0 a. 2

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ariació n
2 0 2 2 - 2 0 2 1

C onsum ption  ( m 3 ) 2 42 , 0 8 2 2 0 8 , 2 9 1 1 3 1 , 2 3 0 1 3 4, 3 1 3 2 %
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G R I  T A B L E  O F  C O N T E N T S

G R I  S T A N D A R D /  
O T H E R  S O U R C E

C O N T E N T L O C A T I O N
O M I S S I O N R E F  N º  O F  

S T A N D A R D  
S E C T O R I A L  G R IG R I  S T A N D A R D /  

O T H E R  S O U R C E
C O N T E N T E X P L A N A T I O N

G eneral C ontents

G R I  2 :  G eneral C ontents 
2 0 2 1

2 - 1  Org aniza tional details 8

2 - 2  Entities incl uded in the 
sustainability reporting - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 3  Reporting  period,  f re-
quency and co ntact  point - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 4 Restatem ents of
inf orm ation - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 5  External assurance - X Not applica ble The inf orm ation is available 
on the Grupo Elektra Report

2 - 6  Act ivities,  value 
ch ain and other business 

relationships
8

2 - 7  Em ployees 2 8

G R I  1 - 1
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2 - 8  Workers w ho are not 
em ployee - X Not applica ble There are no w orkers w ho 

are not em ployees.

2 - 9  Governance  struct ure 
and co m position 1 9

2 - 1 0  Nom ination and 
select ion of  the hig hest 

g overnance  body
- X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 1 1  Chair of  the hig hest 
g overnance  body - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 1 2  Role of  the hig hest g o-
vernance  body in
overseeing  the

m anag em ent of  im pact s

- X Not applica ble The inf orm ation is available 
on the Grupo Elektra Report

2 - 1 3  Deleg ation of
responsibility f or m anag ing  

im pact s
- X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 1 4 Role of  the hig hest g o-
vernance  body in 

sustainability reporting
- X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2-15 Conflicts of interest - X Not applica ble The inf orm ation is available 
on the Grupo Elektra Report

2 - 1 6  Com m unica tion of  cr iti-
ca l co nce rns - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 1 7  Collect ive know ledg e of  
the hig hest g overnance  body - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 1 8  Evaluation of  the
perf orm ance  of  the hig hest 

g overnance  body
- X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 1 9  Rem uneration polici es - X Not applica ble The inf orm ation is available 
on the Grupo Elektra Report

2 - 2 0  Proce ss to determ ine 
rem uneration - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 2 1  Annual total
co m pensation ratio - X Not applica ble

For reasons of  secu rity
and confidentiality of our 

em ployees,  the inf orm ation of  
this indica tor w ill not be repor-

ted.
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2 - 2 2  Statem ent on
sustainability developm ent 

strateg y
- X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 2 3  Policy co m m itm ents - X Not applica ble The inf orm ation is available 
on the Grupo Elektra Report

2 - 2 4 Em bedding  policy co m -
m itm ents - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 2 5  Proce sses to
rem ediate neg ative im pact s - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 2 6  Mech anism s f or
seeking  advice  and raising  

co nce rns
- X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 2 7  Com pliance  w ith law s 
and reg ulations - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 2 8  Mem bership
associ ations - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 2 9  Approach  to stakehol-
der eng ag em ent - X Not applica ble The inf orm ation is available 

on the Grupo Elektra Report

2 - 3 0  Collect ive barg aining  
ag reem ents - X Not applica ble We do not have unionize d 

staf f .

M aterial topics

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 1  Proce ss to determ ine 
m aterial issues 1 0

3 - 2  List of  m aterial topics

T raining and developm ent of  opportunities

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 2 6

W
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G R I  4 0 4 :  T raining and 
E ducation 2 0 1 6

40 4- 1  Averag e training  hours 
per year per
em ployee

2 6

40 4- 2  Prog ram s f or
upg rading  em ployee skills 
and transition assistance  

prog ram s

2 6

40 4- 3  Perce ntag e of
em ployees rece iving

reg ular perf orm ance  and ca -
reer developm ent review s.

2 6

A ttracting and retaining talent

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 2 5

G R I  4 0 1 :  E m ploym ent 
2 0 1 6

40 1 - 1  New  em ployee hires 
and em ployee turnover 2 5

B usiness com petitiveness

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 1 8

G R I  2 0 1 :  E conom ic 
P erf orm ance

2 0 1 - 1  Direct  eco nom ic value 
g enerated and

distributed

Grupo Elektra Report 
2 9

D igitaliza tion of  processes

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 3 1

C ustom er E x perience

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 3 0
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G R I  4 1 6 :  C ustom er 
H ealth and S af ety 2 0 1 6

41 6 - 1  Assessm ent of  health 
and saf ety im pact s of product  

or service  ca teg ories
3 3

41 6 - 2  Inci dents of  non- co m -
pliance  co nce rning  health 
and saf ety im pact s of  pro-

duct s and service s

3 3

G R I  4 1 7 :  M arketing and 
lab eling 2 0 1 6

41 7 - 2  Inci dents of  non- co m -
pliance  co nce rning  product  
and service  inf orm ation and 

labeling

3 4

41 7 - 3  Inci dents of  non- co m -
pliance  co nce rning  m arketing  

co m m unica tions
3 5

I nnovation of  products and services

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues

Grupo Elektra Report 
7 7

O m nichannel and accessib ility to services and products

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues

Grupo Elektra Report 
7 7

C ustom er P rivacy

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 3 2

G R I  4 1 8 :  C ustom er 
P rivacy 2 0 1 6

41 8 - 1  Substantiated co m p-
laints co nce rning  breach es of  
cu stom er privacy and losses 

of  cu stom er data

3 2

B usiness m odel resilience and adaptab ility

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 1 8

W
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R egulatory C om pliance

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 2 4

E thics and anti- corruption

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 2 4

C orporate governance

G R I  3 :  M aterial T opics 
2 0 2 1

3 - 3  Manag em ent of
m aterial issues 1 9

N on- associated indicators

G R I  2 0 4 :  P rocurem ent 
P ractices 2 0 1 6

2 0 4- 1  Proportion of
spending  on loca l suppliers 3 7

G R I  3 0 2 :  E nergy 2 0 1 6

3 0 2 - 1  Energ y co nsum ption 
w ithin the org aniza tion 41

3 0 2 - 3  Energ y intensity 41

3 0 2 - 4 Reduct ion of  energ y 
co nsum ption 41

G R I  3 0 3 :  Water and 
effluents 0 3 0 3 - 5  Water co nsum ption 46

W
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G R I  3 0 5 :  E m issions 2 0 1 6

3 0 5 - 1  Direct  ( Sco pe 1 )  GHG 
em issions 43

3 0 5 - 2  Energ y indirect
( Sco pe 2 )  GHG em issions 43

3 0 5 - 3  Other indirect  ( Sco pe 
3 )  GHG em issions 43

3 0 5 - 4 GHG em ission
intensity 43

3 0 5 - 5  Reduct ion of  GHG 
em issions 43

G R I  3 0 8 :  E nvironm ental 
A ssessm ent of  
S uppliers 2 0 1 6

3 0 8 - 1  New  suppliers that 
w ere scr eened using
environm ental cr iteria

3 8

3 0 8 - 2  Neg ative
environm ental im pact s
in the supply ch ain and

act ions taken

3 8

G R I  4 0 5 :  D iversity and 
E q ual O pportunities 
2 0 1 6

40 5 - 1  Diversity of
g overnance  bodies and em -

ployees.
2 8

G R I  4 0 6 :  N on-
discrim ination

40 6 -  1  Inci dents of  discr im i-
nation and co rrect ive

act ions taken
2 8

G R I  4 1 4 :  S ocial 
evaluation of  suppliers 
2 0 1 6

41 4- 1  New  suppliers that 
w ere scr eened using  soci al 

cr iteria
3 8

41 4- 2  Neg ative soci al
im pact s in the supply ch ain 

and act ions taken
3 8
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S A S B  I N D E X

T hem e C ode P aram eter C hapter P age

A ctivity M etrics

CG- EC- 0 0 0 . A Entity-defined measure of user
act ivity Business co m petitiveness 1 8

CG- EC- 0 0 0 . C Num ber of  shipm ents Business co m petitiveness 1 8

H ardware I nf rastructure E nergy &  
Water M anagem ent

CG- EC- 1 3 0 a. 1
( 1 )  Total energ y co nsum ed,

( 2 ) perce ntag e g rid elect rici ty,
( 3 )  perce ntag e renew able

Energ y co nsum ption 41

CG- EC- 1 3 0 a. 2

( 1 )  Total w ater w ithdraw n,  ( 2 )  total 
w ater co nsum ed,  perce ntag e of  each  
in reg ions w ith Hig h or Extrem ely Hig h 

Baseline Water Stress

Water 46

D ata P rivacy &  A dvertising 
S tandard

CG- EC- 2 2 0 a. 1 Num ber of  users w hose inf orm ation is 
used f or seco ndary purposes Custom er Privacy 3 2

CG- EC- 2 2 0 a. 2
Descr iption of  polici es and pract ice s 
relating  to behavioral advertising  and 

user privacy
Custom er Privacy 3 2

D ata S ecurity

CG- EC- 2 3 0 a. 1
Descr iption of  approach  to

identif ying  and addressing  data
secu rity risks

Custom er Privacy 3 2

CG- EC- 2 3 0 a. 2

1 )  Num ber of  data breach es,
( 2 )  perce ntag e involving  personally 

identifiable information (PII), (3) num -
ber of  users af f ect ed

Custom er Privacy 3 2
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A ctivity m etric

CG- MR- 0 0 0 . A Num ber of :  ( 1 )  distribution ce nters and 
( 2 )  retail loca tions Business co m petitiveness 1 8

CG- MR- 0 0 0 . B Total area of  ( 1 )  distribution ce nters 
and ( 2 )  retail space Business co m petitiveness 1 8

E nvironm ental M anagem ent in 
R etail &  D istrib ution CG- MR- 1 3 0 a. 1

( 1 )  Total energ y co nsum ed,  ( 2 )  per-
ce ntag e g rid elect rici ty,  and ( 3 )  per-

ce ntag e renew able
Energ y co nsum ption 41

L ab or P ractices

CG- MR- 3 1 0 a. 2 ( 1 )  V oluntary and ( 2 )  involuntary turno-
ver rate f or in- store em ployees Talent attraci on and retention 2 5

CG- MR- 3 1 0 a. 3
Total am ount of  m onetary losses as a 
result of  leg al proce eding s associ ated 

w ith labor law  violations
Talent attraci on and retention 2 9

Workf orce D iversity &  I nclusion

CG- MR- 3 3 0 a. 1
Perce ntag e of  g ender and raci al/  eth-
nic g roup representation f or ( 1 )  m ana-

g em ent and ( 2 )  all other em ployees
Diversity and equal opportunities 2 8

CG- MR- 3 3 0 a. 2
Total am ount of  m onetary losses as a 
result of  leg al proce eding s associ ated 

w ith em ploym ent discr im ination
Diversity and equal opportunities 2 8
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A b out this D atab ook 3
Relevant figures 4
We are I talika 7
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Sustainability model 1 3
C om m itm ent to value creation 1 5
Business model resilience and 
adaptability 1 5

Business competitiveness 1 6
Corporate Governance 1 7
Organizational structure 1 7
C om m itm ent to our stakeholders 1 8
Talent Attraction and Retention 1 8
Development of our employees 2 0
Diversity and equal opportunities 2 2
Satisfaction of our employees 2 7

ITALIKA
CONTENTS

Occupational health and safety 2 8
Customer Experience 3 6
Transparency and ESG 
communication of products and 
services

3 9

Responsible supply chain 4 0
C om m itm ent to the environm ent 4 2
Materials used by weight and 
volume 4 3

Energy consumption 4 4
Emissions 4 6
Reduction measures 4 8
Water 4 9
Waste 5 0
G R I  and S A S B  T ab le of  C ontents 5 1
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A B O U T  T H I S  
DATABOOK
In publicly reporting our actions, we seek to report on 
the efforts we are making to reduce environmental 
impact, improve working conditions and maintain 
ethical business practices. All of this as part of our 
inclusive prosperity strategy. We continue all 
guidelines used by Grupo Elektra applied to 
our stakeholders and material issues. 1  

Our Annual Report is also available at: 
https://www.grupoelektra.com.mx/es/
informes-anuales.

DATABOOK
In publicly reporting our actions, we seek to report on 
the efforts we are making to reduce environmental 
impact, improve working conditions and maintain 
ethical business practices. All of this as part of our 
inclusive prosperity strategy. We continue all 
guidelines used by Grupo Elektra applied to 
our stakeholders and material issues. 1  

G R I  2 - 2 ,  2 - 3

1  F or m ore I nf orm ation on the 
data´ s scope,  standards,  and 
reporting period,  ref er to G rupo 
E lektra´ s chapter 1 ,  “A b out this 
report”.
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of training on 
Ethical Issues and 

Code of Ethics 
( PEIC)

of participation 
in the Mexican 

market for 
motorcycles

points of 
contact motorcycles

sold

manufactured 
motorcycles

authorized service 
centers in Mexico

of motorcycles 
delivered through 

BAZ  Entregas

2 , 6 5 9  
hours 

5 9 %  4 , 2 0 0  9 3 4 , 7 8 4  7 9 9 , 3 1 7  1 , 0 0 2  6 0 %  

Commitment to value creation

R E L E V A N T
FIGURES
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R E L E V A N T
FIGURES

employees

8 3 %
of unionized 

employees
4 , 2 0 6

2 7 , 5 1 2   
participants in the 

employee satisfaction 
survey

5
programs

that promote the health and 
safety of employees and 

customers

Commitment to our Stakeholders
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of environmental 
training

of waste

recovery

reduction 
of gasoline 

consumption

of our energy 
comes from wind 
and geothermal 

energy

reduction in 
emissions scope 1

5 4 9  
hours 

5 3 %  4 9 %  3 0 % 3 . 3 6 %  

Commitment to the environment

R E L E V A N T
FIGURES
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WE  A R E  
ITALIKA  
Italika is the motorcycle brand that provides most of the 
Mexican population with access to their own transportation, 
allowing them to be more efficient in their daily activities in 
a comfortable and reliable way ( G R I  2 - 1 ) .  The brand has 
established itself as a 100% Mexican brand that provides 
high quality and technical support for its products and is the 
most important competitor in the sector. We are present in 
Guatemala, Honduras and Panama. ( G R I  2 - 6 )

In order to provide the best experience for both employees 
within the organization and customers outside, we work 
to be a company of excellence, which is why we have the 
following recognitions:

• Great Place to Work Certification

• Socially Responsible Company Distinction granted by 
the Centro Mexicano para la Filantropía (CEMEFI)

• Seal of Certification Superbrands Mexico by the Consejo 
Mexicano de Marcas

G R I :  2 - 1 ,  2 - 6

We have more than 4 million 
units sold, revolutionizing 
the market. In record time, 
we have become the best-
selling brand. 
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M A T E R I A L I T Y

G R I  3 - 1 ,  3 - 2

As a business unit of Grupo Elektra, we are part of the In-
clusive Prosperity initiative and share its objectives in line 
with the specific needs of the business. We pursue inclusive 
prosperity through our own material issues, which outline 
a clear guideline for our business within the sustainability 
framework.

Iden
tifi

ca
tio

n

P rio
riz

ati
on

R ev
iew

A total of 36 themes were identified from the study relevant 
prioritized as follows:

• M aterial topics:  tthose that are particularly critical at 
the present time, either for the stakeholders, the com-
pany/companies, or both. They serve as a basis for our 
sustainability model, and they determine the contents of 
this report.

In 2020 we conducted a materiality study to identify the most 
relevant issues based on stakeholder expectations and the 
strategic vision of the business. We conducted the exercise 
through a four-step process:

• E m erging issues:  those to which we will pay attention 
because they may become material in the short term, 
derived from a significant change in the context and/or in 
our operation .

• P otentially relevant topics:  those of low significan-
ce, which do not require any special action on our part, 
however, they must be taken into consideration. 

ASSESSMENT 
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S trategic f ocus
of the company

4 . 0 0

3 . 4 0

P riority of
stakeholders

0 . 0 0 0 . 5 0 1 . 0 0 1 . 5 0 2 . 0 0 2 . 5 0 3 . 0 0 3 . 5 0 4 . 0 0

1

5

3 3

1 7

2 1

3

7

3 5

3 6

1 9

2 3
9

1 3

2 5

2 9

1 1

1 5

2 7

3 1

2

6

3 4

1 8

2 2

4

8
2 0

2 4

1 0

1 4

3 0

1 2

1 6

3 2

2 6

2 81 Training and development of opportunities

2 Talent atraction and retention

3 Work enviroment

4 Diversity and equal opportunities

5 Health and security of the collaborator

6 Responsible of supply chain

7 Automation and efficency of opperating processes

8 Business competitiveness

9 Digitation of processes

10 Logistic efficency

1 1 Responsible packing

1 2 Costumet experience

13 Products and services innovation

1 4
ASG investment (enviromental, social
and governance)

1 5 Alliance with strategic partners

16
Omnichannels and accesibility to services and 
products

1 7 Product transparency

1 8 Costumer privacy

1 9 Resiliency and adaptability of business model

20 Costumer health and safety

2 1 Cybersecurity

2 2 After-sale services

M aterial sub j ects P otential m aterial sub -
j ects in 
the short term

O ther potential
m aterial sub j ects

23 Regulatory compliance

2 4 Ethics and anticorruption

2 5 Corporate governance

26 Financial stability

2 7 Relationship with authorities

2 8 Brand manager and ASG communication

2 9 Energy efficiency and renewable energies

30 Water management

31 Waste managenent and material efficiency

32 Resiliency to climate change

33 Decrease of GHG emissions

34 Socio-economic development of communities

35 Financial inclusion and education

36 Road culture and security

M A T E R I A L I T Y
MATRIX
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C orrelation of  the m aterial 
issues with the ob j ectives 
of  theS ustainab le 
D evelopm ent

Customer Experience

After-sales services

Innovation of
products and services

Logistics efficiency

Work
environment

Brand management and
ASG communication

 Responsible supply chain

Resiliency and adaptability
of the business model

Decrease of GHG emissions

Automation and efficiency
of operating processes

Customer health and safety

Product transparency
Regulatory compliance

Culture and
road security

Business competitivenessBased on the material issues identified, we 
conducted an analysis to define the relationship 
between the material issues and the SDGs. In 
this way, by carrying out initiatives and activities 
in favor of the material issues, we will know the 
SDGs to which we can contribute directly.

1 0
W
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M aterial topic Definition A lignm ent with the S D G s

Work environm ent

Refers to the psychological and emotional environment experienced in the workplace. It is the employees’ collective 
perception of working conditions, interpersonal relationships, organizational policies, and practices, as well as the degree 
of satisfaction, motivation, and well-being experienced in the work environment. Work climate can influence productivity, 
creativity, talent retention, and employee engagement.

R esponsib le supply chain

It refers to an integrated approach that seeks to maximize economic, social and environmental value throughout the set 
of related activities and processes that are carried out to take a product or service from its origin to the final consumer. It 
involves considering not only the economic and efficiency aspects, but also the social and environmental impacts of business 
operations.

Automation and efficiency
of  operating processes

Use of technology and automated systems to perform tasks and activities more quickly, accurately, and effectively in the 
business environment. It consists of the implementation of tools and software that allow automating repetitive activities, 
reducing human intervention and minimizing errors, which leads to greater efficiency in the execution of operational 
procedures.

B usiness C om petitiveness Practices that prevent or restrict free trade or competition among commercial agents in a market, including anti-competitive 
behavior and protectionism. It also covers the protection and violation of intellectual property rights.

C ustom er E x perience Mechanisms to ensure that consumers are treated fairly and honestly and to address their expectations. In the purchasing 
process, influencing satisfaction, loyalty and brand reputation.

P roduct and service innovation
Requirements, standards, certifications, and practices established in relation to the information that is presented to consumers 
when goods and services are advertised and sold. It includes societal challenges related to the lack of transparent, accurate 
and complete information.

P roduct transparency
Requirements, standards, certifications, and practices established in relation to the information that is presented to consumers 
when goods and services are advertised and sold. It includes societal challenges related to the lack of transparent, accurate 
and complete information.

R esiliency and A daptab ility of  the B usiness 
M odel

Response and adaptation of the organization to social, environmental or political changes in order to develop its activities, 
grow and create value for shareholders and society in the long term.

C ustom er health and saf ety It refers to the measures and practices implemented by organization to ensure that the products, services and environments 
provided are safe and do not pose risks to the health and well-being of consumers.

A f ter- sales services Set of activities and processes that a company carries out to provide support, assistance and troubleshooting to its customers 
after they have purchased a product or service.
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R egulatory com pliance
Strategy to ensure the regulatory compliance of the organization, as well as the relationship and efforts to align public 
and corporate interests. It captures corporate compliance management, lobbying and government relations, as well as 
responsible tax planning.

B rand m anagem ent and
E S G  com m unication
( environm ental,  social and
governance)

A strategy by which a company integrates and effectively communicates its practices and commitments related to sustainability, 
business ethics and social responsibility. This involves ensuring that the company’s actions and policies are consistent with 
brand values, as well as informing and engaging stakeholders on these issues.

R eduction of  G H G  em issions Refers to actions, strategies and plans that seek to reduce the release of gases that contribute to global warming and climate 
change generated in the company.

R oad culture and security
Set of values, attitudes, rules and behaviors related to safety and respect in the field of traffic and road traffic. It represents 
the way in which individuals and society in general perceive and relate to mobility, traffic rules, means of transport and 
coexistence on the roads.

T raining and developm ent of  opportunities  
Practices and programs that encourage and motivate employees to access better and/or different positions within the 
company; provide training to improve professional skills; and offer clear career plans and transparent performance evaluation 
processes.

D igitaliza tion of  processes Practices for the reduction of costs and inefficiencies of operational processes through the replacement of manual processes 
with software applications, accelerating the execution time of activities, and implementing sustainable technologies.

O m nichannel and accessib ility to services 
and products

It considers the organization’s ability to ensure that all individuals and population groups can access its products and 
services without discrimination. It includes managing universal needs, affordability, and accessibility.

C ustom er P rivacy
It considers the responsible handling and security management of personal data from its collection, storage, processing to 
disposal. It also considers any violation of data privacy, loss thereof, breaches, lack of transparency, their use for purposes 
other than those agreed and the omission of direct communication when there are changes in the use policy, among others. 

E thics and A nticorruption Promotion of internal processes to guarantee ethical performance towards its stakeholders (employees, investors, authorities, 
customers, community, among others) through informative and training topics.

C orporate governance Effectiveness of the highest levels of the company, including its experience, diversity, evaluation, independence, structure, 
functions, and involvement with environmental, social, and corporate governance issues.
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S U S T A I N A B I L I T Y  
MODEL
As a company dedicated to the assembly and marketing 
of motorcycles, we strive to anticipate the environmental, 
social and corporate governance challenges arising from 
global changes. Therefore, we have redesigned our 
sustainability model to ensure that our operations are 
responsible towards society and the environment. 

This new model is based on three key commitments that 
are fundamental to our business, as well as three strategic 
lines of action that guide our daily operations, integrating 
material issues so that they function as the fundamental 
basis of the strategy to achieve compliance with our 
sustainability commitments.
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We are committed to minimizing our environmental impact through the 
implementation of sustainable practices in our operations, which include 

the responsible use of energy and water, the reduction of waste and 
emissions, as well as the promotion of a responsible supply chain.

We are committed to guaranteeing business continuity, maintaining 
high corporate governance standards, business ethics, regulatory 

compliance, and information security and privacy, with the objective of 
building the trust of our stakeholders.

We are committed to the development of communities and our employees 
through  a positive social impact in their health  and safety, diversity and 
inclusion, the development and retention of talent, and quality service for 

our clients.

C om m itm ent to the planet C om m itm ent to value creation C om m itm ent to stakeholders

Responsible use of 
natural resources

Development of 
communities and 

collaborators

Business 
continuity

Automation and efficiency of 
operational Procedures

Logistics 
efficiency

Omnichannel and Accesibility to Services 
and Products

Digitation of
Processes

Brand management and
ESG Communication

Responsible Supply
Chain

S U S T A I N A B I L I T Y  
MODEL

D ecrease of  G H G  
em issions

E nergy

R egulatory 
com pliance

B usiness 
com petitiveness

C ustom er health and 
saf ety

C ollab ortators 
health and saf ety

C ulture and
road security

Work
environm ent

C ustom er 
E x perience
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C O M M I T M E N T
TO VALUE CREATION

In addition, we renew our product and service catalog to 
meet the needs of new market demands and preferences. 
We also maintain close communication with our customers 
and constantly analyze their comments and suggestions 
to guide our decision-making.

We are committed to acting with integrity in all our transactions 
and business relationships. We are aware of the importance 
of building and maintaining customer trust, and therefore we 
strive to act with transparency, honesty, and professionalism 
in every interaction. Our commitment is reflected in the quality 
of the products we offer, ensuring that each motorcycle meets 
the required safety and performance standards.

B usiness m odel resilience and 
adaptab ility
The motorcycle industry is constantly evolving, with 
technological changes, new market trends, and regulations. 
Therefore, we strive to be at the forefront of innovation, 
investing in research and development to offer quality 
products that meet the highest standards.

G R I  2 0 1 - 1
S A S B  T R - A U - 0 0 0 . A ,  T R - A U - 0 0 0 . B

We are committed to acting with integrity in all our transactions 
and business relationships. We are aware of the importance 
of building and maintaining customer trust, and therefore we 
strive to act with transparency, honesty, and professionalism 
in every interaction. Our commitment is reflected in the quality 
of the products we offer, ensuring that each motorcycle meets 
the required safety and performance standards.

B usiness m odel resilience and 
adaptab ility
The motorcycle industry is constantly evolving, with 
technological changes, new market trends, and regulations. 
Therefore, we strive to be at the forefront of innovation, 
investing in research and development to offer quality 
products that meet the highest standards.

S A S B

G R I  2 0 1 - 1
S A S B  T R - A U - 0 0 0 . A ,  T R - A U - 0 0 0 . B
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B usiness com petitiveness

For all our products, we actively seek to develop proprietary 
knowledge and skills that enable us to generate competitive 
advantages in business performance. This is achieved 
through a Strategic Plan, which addresses the needs 
derived from the current business model, ensuring that we 
maintain the highest standards of product quality in the face 
of competition.

G R I :  2 0 1 - 1
S A S B :  T R - A U - 0 0 0 . A ,  T R - A U - 0 0 0 . B

O peration param eters

2 0 2 1 2 0 2 2 V ar 2 0 2 1 - 2 0 2 2
A ssem b led m otorcycles  766,738 799,317 4.25%

M otorcycles sold 959,820 934,784 -2.61%

S ales ( M illions of  M ex ican pesos)  $20,977 $23,051 9.89%

I talika S ervice C enters ( C S I T )  -  M ex ico 960 100 -89.58%

I talika S ervice C enters ( C S I T )  -  L atin A m erica 200  1 7 4 -13%

A ssem b ly plants 1  1  

( G R I  2 0 1 - 1 )  ( S A S B  T R - A U - 0 0 0 . A )  ( S A S B  T R - A U - 0 0 0 . B )

During 2022, no breaches of 
laws or regulations in social 
and/ or economic matters 

ere identified, nor fines or 
regulatory sanctions
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C O R P O R A T E  
GOVERNANCE

BRANDMANAGEMENT
AND FINANCE

HUMAN CAPITALSYSTEMLEGAL

SUPPLY CHAIN 
PRODUCTION AND

OPERATIONAL QUALITY TEAM ITALIKA AFTER-SALES DATA
INTELLIGENCE STRATEGIC PROJECTS SUPPORT AREAS

ITALIKA GENERAL
DIRECTOR

O rganiza tional structure
In Italika, the Executive Committee is in charge of making 
the main decisions about the business, with the support of 
the Auxiliary Budget and Product Committees and the area 
managements. The Executive Committee is responsible 
for monitoring and following up on a timely and periodic 
basis the progress of the goals and objectives established 
as part of the business strategy, as well as the analysis of 
performance results based on the defined key indicators. 
Italika has six main Directives:

G R I :  2 - 9

( G R I  2 - 9 )  
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C O M M I T M E N T
TO THE
STAKEHOLDERS
We are committed to satisfying all the people involved in 
our operations. In the first place, our employees are the 
fundamental pillar for the development of our operations, which 
is why we promote a safe and inclusive work environment 
and professional development for their growth.

Secondly, we focus on providing customers with an exceptional 
experience, offering high-quality products and services that 
exceed their expectations. Finally, we seek to build strong 
relationships with our suppliers for sustainable and shared 
success.

E m ployees 

T alent A ttraction and R etention

Among the talent retention strategies that seek to offer 
welfare, benefits, and compensation to our employees, we 
provide as part of our obligations the defined benefit plan 
and other compensation plans.

G R I :  4 0 1 - 1
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T erm ination and turnover 2 0 2 0 2 0 2 1 2 0 2 2
Involuntary termination 2 2 45 403 659

Voluntary termination3 318 9 8 4 1,038

T otal 5 6 3 1 , 3 8 7 1 , 6 9 7

% Involuntary turnover4 6.27 8.62 15.06

% Voluntary turnover 8.14 21.06 23.73

2  I nvoluntary term ination:  the b usiness m akes the decision that the em ployee should leave or change its 
current position.  
3  V oluntary term ination:  decision of  the worker,  who f reely and without b eing sub j ected to any coercion 
or threat,  decides to end its em ploym ent relationship with the b usiness.  
4  T urnover rates are calculated as the total term inations divided b y the total average num b er of  em plo-
yees at the end of  each year.

G R I :  4 0 1 - 1

H ires

0 200 400 600 800 1,000 1,200

1,149

342

2 0 2 2

1,282

5 7 1
2 0 2 1

Wom en M en

During 2022, voluntary
and involuntary turnover
rates were 23.7 % and
15.6%,  respectively. ( G R I  4 0 1 - 1 )
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T raining program s f or em ployees

T otal hours and em ployees trained b y position in the organiza tion

Y ear 2 0 2 0 2 0 2 1 2 0 2 2

S tand N um b er of  
participants H ours N um b er of  

participants H ours N um b er of  
participants H ours

D irector 1 7 103.17 13 84.75 16 190.3

M anager 93 358.68 1 1 8 497.31 1 2 2 839.03

O perative 648 1,773.79 702 2,547.04 716 4,442.03

T otal 7 5 8 2,235.64 833 3,129.1 8 5 4 5,471.36

2 0 2 0 2 0 2 1 2 0 2 2
T rained em ployees 2,608 - 4,206

T raining hours 21,549 24,753 27,393

T otal investm ent in training - $5,351,789.30 $5,635,498.00

D evelopm ent of  our em ployees
Our employees are a key factor to keep us competitive, ensure business continuity and success, 
so we strive to promote their development and continuous growth; updating them constantly 
and providing the necessary tools and knowledge based on their area, position and other 
complementary skills for the proper performance of their daily activities. 

C ourse N um b er of  
participants

N um b er
of  hours

I T A L I K A  C ulture O nb oarding P rogram 463 926

N orm ative courses.  C ode of  E thics and C onduct 1,204 602

I ntegrity and C om pliance ( P E I C ) 1,217 912.75

Z ero tolerance f or sex ual harassm ent 1,225 612.5

C ivil protection and environm ent 1,217 1,218

F rom  B oss to T eam  T rainer/ C oach 401 1,475

H igh- perf orm ance m anagem ent:  6 - step m odel 1,117 3,893

T he 9  actions of  a team  b uilder. 510 2 5 5

H arvard M anager M entor P rogram 384 464,211

D aily m eeting 766 1 9 2

E f f ective m eetings “P ower” 766 1 9 2

C yb ersecurity 9 5

T otal 9,279 474,494.25

( G R I  4 0 4 - 2 )

( G R I  4 0 4 - 1 )

G R I :  4 0 4 - 1 ,  4 0 4 - 2 ,  4 0 4 - 3
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2 0 2 0 2 0 2 1 2 0 2 2
J ob  category Wom en M en Wom en M en Wom en M en

D irector 4 1 5 5 2 2 5 2 4

M anager 2 4 5 7 33 93 36 103

O perative 2 4 56 137 41 4 1 44 433

T otal 5 2 1 2 8 1 7 5 5 2 9 1 8 5 560

P erf orm ance evaluations

Our performance evaluation focuses on monitoring objectives 
and behaviors by job category. Individual objectives are 
established at the beginning of the year, which have a 
weight of 60% in the evaluation, and the remaining 40% 
corresponds to behavior. A review is carried out every six 
months to validate and follow up on the individual objectives 
of each employee.

( G R I  4 0 4 - 3 )

G R I :  4 0 4 - 1 ,  4 0 4 - 2 ,  4 0 4 - 3
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D I V E R S I T Y
AND EQUAL 
OPPORTUNITIES
Having an inclusive and diverse workforce allows us to bring a variety 
of opinions and points of view that contribute to innovation and 
business growth. As part of our diversity and equality efforts 
at Italika we have implemented various tools and actions 
to foster a culture of diversity based on respect for all 
people regardless of age, gender, sexual orientation, 
political and religious preference, nationality, among 
others. 

G R I  2 - 7 ,  4 0 5 - 1 ,  4 0 6 - 1
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N um b er P ercentage
D irectors 1 2 19.35%

M anagers 1 2 5 28.47%

O perational positions 1,196 32.28%

Wom en in S T E M  positions6 5 31%

Workf orce b reakdown b y f unction

B reakdown of  the workf orce b y age

D iversity in the workf orce

R epresentation of  wom en b y j ob  category

Wom en M en
U nder 3 0  years old 531 1,252

B etween 3 0  and 5 0  years old 739 1,439

O ver 5 0  years old 63 1 8 2

T otal 1,333 2,873

We have a total of 4,206 5  employees which are distributed as 
follows:

5  8 3 %  of  the workf orce is covered b y collective b argaining agreem ents ( S A S B  
T R - A U -  3 1 0 a. 1 ) .
6  S T E M  is an acronym  f or S cience,  T echnology,  E ngineering and M athem atics.

Thanks to the efforts we have made to promote a culture of diversity 
and inclusion based on respect, during 2022 we had no cases related 
to discrimination in the workplace. ( G R I  4 0 6 - 1 )

( G R I  4 0 5 - 1 )
( G R I  2 - 7 )

G R I  2 - 7 ,  4 0 5 - 1 ,  4 0 6 - 1

Wom en M en T otal
D irectors 1 2 50 62

M iddle 
m anagem ent 1 2 5 314 439

O perative 1,196 2,509 3,705

T otal 1,333 2,873 4,206

N um b er P ercentage
P ersons with disab ilities 5 .11%

R acial/ ethnic groups 2 5 1%

L G T B Q I +  people 9 .59%
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Wom en’ s em powerm ent
Since 2016 we started the Italika Racing and Italika Womens 
International Cup project, which seeks to promote sports 
motorcycling and encourage the development of new 
talents in this sport. This project was developed through a 
platform that provides the necessary tools and resources 
to develop the necessary skills to accompany participants 
in their transition to professionalism and help them achieve 
their goals in motorcycle racing.

The Italika Womens International Cup gives women 
the opportunity to stand out in the professional world of 
motorcycling. This competition, which celebrated its fourth 
edition, is the only Women’s International Cup in the history of 
the sport, and brings together the fastest female riders on the 
planet. We are proud to offer a unique venue where talented 
female riders can demonstrate their skills and compete at 
the highest level. This competition is an important milestone 
in the evolution of motorcycling, promoting gender equality 
and providing inspiration for future generations of women in 
the world of motorsport.Our platform is an inclusive 

space where the passion 
for motorcycles meets the 
desire to excel,  creating a 
community dedicated to 
growth and success in the 
world of sports motorcycling.
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In addition to courses and training, we offer women the 
opportunity to use motorcycles as a means of transportation 
and work, and therefore we carry out courses designed 
especially for them, where we share techniques and 
knowledge to understand their needs and provide them with 
tools to face possible eventualities. We foster confidence and 
autonomy in women, empowering them through education 
and support in the world of motorcycles.

Additionally, and in follow-up to the inclusion actions, we 
developed the Women Leaders program to promote the 
presence of women in our service centers, in which we 
carried out several capsules in which we had the pleasure of 
capturing the stories of these employees, who shared their 
experiences with us. These capsules allowed us to learn 
about the challenges and achievements of these women.

We are committed to creating a 
safe and friendly environment, 
where women can feel 
empowered while enj oying 
the freedom and excitement 
of riding motorcycles.
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E m ployee satisf action

The Net Promoter Score (eNPS) is a measurement tool that 
we use to evaluate the degree of satisfaction and loyalty of 
our employees towards the company and their respective 
areas. In this study, they are asked a key question: Would 
you recommend the company / area where you work to a 
friend or acquaintance  Based on the qualification granted, 
the NPS of Italika is obtained. 

2 0 2 0 2 0 2 1 2 0 2 2 T otal
T otal participants 510 13,736 13,266 27,512

P rom oter 348 7,708 9,478 17,534

P assives 1 2 2 3,788 2,324 6,234

D etractors 40 2,240 1,464 3,744
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O ccupational health and saf ety

At Italika we seek to carry out our activities in a safe and 
accident-free environment. That is why our health and safety 
programs seek the integral wellbeing of our employees, 
minimizing any possible risk or damage to health that may 
arise. Our system, based on the Bradley Curve of Dupont 
Sus- tainable Solutions, allows us to identify any critical risk 
and we work to mitigate it. (G R I  4 0 3 - 1 )

G R I :  4 0 3 - 1 ,  4 0 4 - 2 ,  4 0 3 - 3 ,  4 0 3 - 5 ,  4 0 3 - 6 ,  
4 0 3 - 7 , 4 0 3 - 8 ,  4 0 3 - 9

2 0 2 2
H ealth services D escription

N utrition On-site care to improve employee health, Body Mass 
Index tracking, fat loss, etc.

Medical office

• Medical appointments
• Attention to incidents and accidents
• Exams for new staff
• Application of anti-doping and alcohol tests
• Follow-up of vulnerable personal conditions
• Health campaigns

H ealth and S af ety S ystem  C overage 

2 0 2 2
N um b er of
em ployees

P ercentage of  total
em ployees

C overed b y the occupational 
health and saf ety 
m anagem ent system

2 7 7 10%

( G R I  4 0 3 - 8 )

( G R I  4 0 3 - 3 )

SUSTAINABILITY REPORT 2 0 2 2

S A S B

G R I :  4 0 3 - 1 ,  4 0 4 - 2 ,  4 0 3 - 3 ,  4 0 3 - 5 ,  4 0 3 - 6 ,  
4 0 3 - 7 , 4 0 3 - 8 ,  4 0 3 - 9

C overed b y the occupational 
health and saf ety 
m anagem ent system

P rom otion of  em ployees’  health

1. Support from the organization so that employees can have access 
to medical services

• Grupo Salinas Benefits: Agreements with companies 
dedicated to health care. 

• Online Medical Service

• Information for a healthy life.

• Major medical insurance.

• Staff affiliation to the IMSS.

2. Health and safety benefits

• Major Medical Insurance 

• Development of periodic reviews and campaigns to prevent 
and preserve the health of employees.

( G R I  4 0 3 - 6 )

O ccupational health services
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35

R I S K  
MANAGEMENT
We carry out the following activities in order to have better identified 
the potential risks within our facilities and the operations we carry 
out:

• Generation of a work permit for high-risk activities

• Accident and incident investigations to identify the cause and 
follow up

• STOP cards used to detect unsafe acts or conditions

• Reporting unsafe conditions through work orders for the 
appropriate team to follow up and identify solutions

• Safety paths with focus on detection of unsafe acts and 
conditions and follow-up for correction

• Accident rate trend and improvements for reduction 

( G R I  4 0 3 - 2 )

Once we identify the risks we have within our organization, we 
manage certain protocols that we follow in order to determine 
corrective actions. These protocols are as follows:

• Safety alerts for each event (incident or accident)

• Accident investigation using 8D's methodology

• Follow-up of actions derived from incidents and 
accidents
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H ealth and saf ety incident and/ or
accident reporting process

The employee concerned 
must notify the command 

and/or area manager of the 
injury, (supervisor or team 

leader) indicating where and 
how the injury occurred.

The person in charge of the 
area must notify and send 
the employee to a medical 

service

The employee is treated 
in a medical service and, 

according to the severity of 
the injury, it is classified as 

incident or accident.

The employee must adhere 
to the indications received 

by the medical service 
(treatment, restrictions, 
etc.), as well as be in 

communication with the 
medical service

After care, the employee 
should describe in detail 
how the injury occurred 

(time, area, mechanism of 
injury, etc.), in order to carry 

out an investigation and 
minimize re-injury.

T ype of  ab sences considered:
voluntary,  involuntary ( inj ury) ,  b oth.  2022

A verage num b er of
em ployees in the period 3,377

N um b er of  working days in
the period ( per em ployee) 2 49

Workplace I nj ury 

( G R I  4 0 3 - 4 )

( G R I  4 0 3 - 9 )

2 0 2 2
M inor inj uries 140

D isab ling accidents 23

A b senteeism  rate

( G R I  4 0 3 - 4 )
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P rogram s and cam paigns
During 2022, various health and safety prevention programs 
and campaigns were carried out to promote best labor 
practices, safety measures and regulatory compliance 
focused on preventing accidents and maintaining the integrity 
of employees, customers and the community in general.

1 . S ecurity A lerts
The objective of this program is to know and analyze in 
detail the unsafe events that have occurred in the company, 
in order to take preventive measures to avoid their repetition 
in the future. By analyzing these alerts, the cause of the 
problems can be identified and, in this way, effective and 
lasting solutions can be implemented to improve safetyat 
work.

2 . C ell phone use
This program seeks to restrict the use of cell phones during 
the workday, especially at those times when operational 
employees need to be focused on their tasks and their work 
environment.

To this end, specific areas and schedules have been 
defined where employees can use their mobile devices 
safely, without affecting their work performance or putting 
their safety at risk. These specific times may include lunch 
breaks or scheduled breaks.

3 . T ake 5
This is an initiative aimed at our associates who use 
Italika motorcycles for their daily collection work and other 
field activities. This campaign aims to foster a culture of 

prevention and safety at work, promoting the review of the 
condition of motorcycles and personal protective equipment 
before going out to perform their tasks.

The Take 5 campaign is based on three fundamental pillars: 

1. Review of ITK conditions

2. Talk with weekly advice from leaders with managers

3. Review of the use of personal protective equipment  

4 . M é tete esto en la cab eza
It is a program that aims to promote a culture of prevention and 
awareness, in order to reduce occupational accidents and 
improve safety at work. Through monthly communications, 
workers receive types and valuable information on preventive 
measures to avoid accidents, from road safety practices to 
the correct use of personal protective equipment.

5 . I talika G old C ourse
This initiative aims to train management leaders throughout 
the country, providing them with advanced skills and 
knowledge in the handling of motorcycles, transforming 
them into certified trainers capable of disseminating and 
instructing what they have learned.
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6 . 5 - m inute saf ety talks when shif ts start
At the beginning of each shift, we conduct 5-minute talks 
dedicated to promoting safe practices in the workplace. 
During these sessions, we addressed relevant issues 
such as the regulations of the Secretaría del Trabajo y 
Previsión Social, the proper use of personal protective 
equipment and other safety measures. We encourage 
open and participatory communication, providing a space 
for employees to share their experiences, concerns and 
suggestions related to safety at work. Through these 
talks, we seek to raise awareness about the importance of 
adopting safe habits, complying with current regulations and 
correctly using personal protective equipment, all with the 
aim of maintaining a safe and protected work environment 
for all. ( 4 0 3 - 4 )

7 . D issem ination of  security alerts b y m ail and 
in print with a preventive f ocus on unionize d 
personnel.
This initiative aims to promote a proactive safety culture, 
where every unionized staff member is empowered with 
the knowledge necessary to protect themselves and their 
co-workers. For this, we have implemented a program of 
dissemination of security alerts through emails and printouts 
with a preventive approach. We provide information and 
advice on potential risks, safety measures and good 
practices in the workplace. Alerts are sent out on a regular 
basis, ensuring all employees are informed and aware of 
potential hazards and the best ways to prevent accidents. 

8 . S af ety cam paign “H ealth and saf ety f air”.
It is an event dedicated to providing preventive services 
and health-related benefits to our employees. This fair was 

held in 15 different venues, with the aim of bringing these 
services to all our employees. In 2022, more than 6,800 
services and benefits were provided, such as medical 
checkups, vaccinations, screenings, nutritional counseling 
and workshops on health, disease prevention and nutrition. 

9 . Z E U S  T asks  
It is a visual communication campaign that aims to provide 
relevant information on safe practices and how to prevent 
accidents in work areas. Communication is done from 
visual communications, instructional videos and other visual 
resources.

This initiative seeks to educate our employees about the 
best safety practices at work and how to avoid accidents. 
These materials contain practical tips, clear examples, and 
easy-to-follow guidelines to promote a safe and secure 
work environment.

1 0 . U se of  signals in the dif f erent areas,  proj ection 
of  inf ographics and videos on screens and use of  
com m unication b oards.
We implemented specific signage in the different areas, in 
addition to the signage established by the STPS and Civil 
Protection. These additional signs are designed to visually 
support our employees in the use of personal protective 
equipment and to promote better safety practices. We use 
infographics and video projections on strategically located 
screens, which allow for effective and clear communication 
of relevant procedures and safety measures. In addition, we 
have communication boards that facilitate the transmission of 
relevant and up-to-date safety information in the workplace.
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1 1 . D if f usion of  printed visual aids in critical 
operations.
In our critical operations, we carry out a constant 
communication of printed visual aids. These visual aids 
consist of printed material, such as posters, graphics, and 
illustrations, that are strategically placed in areas where 
high-risk activities take place. These visual aids provide clear 
instructions and visual reminders about safety protocols, 
operating procedures, and best practices.

1 2 . Piloto seguro 
It is a program dedicated to promoting the change of 
preventive spare parts and the correct use of safety 
equipment. These measures are essential to ensure the 
safety of employees who use an Italika motorcycle as a 
means of transport. 

It is important to mention that the success of this program 
depends to a large extent on the education and awareness 
of employees, since as agents of change we provide clear 
and precise information about the importance of these 
preventive measures.

Additionally, as a complementary measure, this year we 
implemented a campaign of special discounts on helmets, 
spare parts and safety equipment for the use of their 
motorcycles. 

1 3 . S af ety L eaders
We have a safety committee called “Safety Leaders”, which 
is an initiative created with the aim of reducing accidents and 
ensuring that standards and the use of safety equipment 
are properly implemented. 

For the creation of this committee, 10 employees were 
promoted who demonstrated that they possess the technical 
knowledge, skills in security and civil protection necessary 
to lead this initiative. These employees stood out for their 
commitment and dedication to promoting a culture of safety 
in the workplace, as well as for their ability to implement 
best practices and preventive measures.

These leaders are charged with the following tasks:

• Carry out daily tours in order to detect and correct any 
act or condition that generates insecurity

• Lifting of STOP cards (unsafe acts)

• Work Orders (unsafe conditions)

• Support for validating adherence to security rules

• Validation that they have the right tools and equipment

• Provision of personal protective equipment

• MASS Manager, MASS Coordinator, 2 Security Analysts

• Generate strategies focused on the reduction of acts or 
unsafe conditions of greater tendency.

• Follow-up with the areas for correction of unsafe 
conditions on-site. ( G R I  4 0 3 - 4 )
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1 4 . S T O P  M ethodology
The STOP initiative is a tool that encourages the active 
participation of workers in preventing accidents and 
complying with safety standards in order to promote a culture 
of safety in the company. It consists of a series of cards, 
which are raised by safety leaders when risky activities 
or inadequate use of personal protective equipment by 
employees are identified.

When an employee receives a STOP card, an investigation is 
conducted to determine what happened and the underlying 
causes in order to identify areas of opportunity and develop 
strategies to improve the safety culture.
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C U S T O M E R  
EXPERIENCE
It is important for us to know and satisfy our customers’ expectations 
and needs, which is why we monitor the Net Promoter Index 
(NPI) on an annual basis, which indicates the level of customer 
satisfaction. This allows us to constantly improve our product 
and service offerings, ensuring that we provide a better customer 
experience and service.

2 0 2 0 2 0 2 1 2 0 2 2
N P S 41.6% 51.6% 42.4%

R epresentative sam ple 17,332 11,674 11,926

N et P rom oter S core

P lacem ent program

We care about offering a complete and satisfactory shopping 
experience for our customers. For this reason, we have 
implemented a strategy to make the process of placing 
motorcycles much easier and more accessible.

We accompany and offer our customers specific points of 
attention to perform this service in our physical stores.

By promoting and facilitating this activity, we encourage the 
correct identification of our motorcycles to the the authorities, 
creating safer communities and facilitating self-employment.

G R I :  4 1 6 - 1
S A S B :  T R - A U - 2 5 0 a. 1 ,  T R - A U - 2 5 0 a. 2 ,  

T R - A U - 2 5 0 a. 3
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S ustainab le vehicle line
In recent years, the need to adopt more environmentally 
friendly business practices has become evident. In that 
sense, we have decided to bet on a sustainable future 
through the development of electric motorcycles. In doing 
so, we are helping to reduce the carbon footprint and foster 
the transition to a cleaner, greener economy. 

Our main electric offer is the Voltium motorcycle, which seeks 
to be a sustainable and economical transport alternative for 
our customers. Currently, we offer four different models, 
designed to adapt to the different needs and preferences of 
each person.

2 0 2 1 2 0 2 2
V oltium  line units sold 313 2 2 4

S ales V alue ( M X N ) $6,992,578 $5,299,000

I ncrease b attery lif e

R educe costs involved in 
the use of  the vehicle

R educe recharge tim e

C itio
Throughout 2022 we generated the first battery 
exchange network in Mexico. We place around 40 
points that allow us to solve the three major problems 
of electric vehicles, which are:

G R I :  4 1 6 - 1
S A S B :  T R - A U - 2 5 0 a. 1 ,  T R - A U - 2 5 0 a. 2 ,  

T R - A U - 2 5 0 a. 3
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C ustom er H ealth and S af ety 
At Italika we are working on a continuous improvement 
scheme regarding the safety of our products. This is why 
we have developed a Road Safety Program, in which we 
evaluate product safety and maintain constant innovation to 
create better products and mitigate any possible impact on 
health and safety ( G R I  4 1 6 - 1 ) .  

We recognize the importance of generating awareness in 
our society in terms of road safety, so we work continuously 
to generate ideas and proposals that allow users to learn 
more about existing precautionary measures to reduce the 
risk of possible injuries. 

2 0 2 1 2 0 2 2
P ercentage of  m odels
evaluated 100% 100%

2 0 2 1 2 0 2 2
N ú m ero total 30 5 4

V ehicle m odels rated with an overall
five star safety score

V ehicles that were sub j ect to voluntary or 
involuntary withdrawals

G R I :  4 1 6 - 1
S A S B :  T R - A U - 2 5 0 a. 1 ,  T R - A U - 2 5 0 a. 2 ,  

T R - A U - 2 5 0 a. 3
( S A S B  T R - A U - 2 5 0 a. 1 )

( S A S B  T R - A U - 2 5 0 a. 3 )

I talika D riving C ourses
Driving courses and training courses on best road practices 
are part of the follow-up and accompaniment strategy for 
our customers. This program not only teaches responsible 
motorcycle riding, but also encourages the culture of 
helmet use and other practices related to the proper use of 
motorcycles. 

In terms of road safety education, in Italika we will offer basic 
driving sessions for adults and road culture sessions for 
children that aims to ensure that minors have the necessary 
information to have a healthy and safe urban coexistence, 
such as:

U se of  saf ety eq uipm ent when
traveling b y b icycle and m otorcycle

M otorcycle driver

H ow to cross the street

What is road saf ety education

R oad signs
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T ransparency and E S G  com m unication 
of  products and services
At Italika, we are convinced that the way to create long-
term relationships with customers is through transparent 
communication, which is why we work to share all the information 
corresponding to the products we offer in a clear and easy-to-
understand manner, allowing for more informed purchases and 
total accessibility to information.

Information and labeling requirements for products and services 

We want our customers to know the safe use of motorcycles 
and that is why we put at their disposal the user manuals, along 
with informative material in the store and in the labeling of the 
motorcycles so that our customers know the specifications before 
purchasing the product. In addition to this, we have developed 
an interactive application with relevant content regarding the use, 
maintenance and experience of our customers, which is obtained 
by scanning the motorcycle tag. 

In compliance with NOM-024-SCFI-2013 on commercial 
information for packaging, instructions and warranties for 
electronic, electrical and household appliance products, we 
provide manuals and labeling on how to properly dispose of our 
motorcycles so that their environmental and social impact is the 
least possible ( G R I  4 1 7 - 1 )

G R I :  4 1 7 - 1 ,  4 1 7 - 2 ,  4 1 7 - 3

During 2022 there were no 
cases of non-compliance 
related to marketing or product 
information and labeling
( G R I  4 1 7 - 2 )  ( G R I  4 1 7 - 3 )
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R esponsib le supply chain

At Italika we seek to foster a culture based on care and 
respect for the environment and society, not only within the 
organization, but in all our business relationships. Therefore, 
we have integrated ESG criteria and measures into the 
supplier evaluation and selection process in order to ensure 
that our vision is shared and best practices and standards 
in sustainability are promoted.

Our suppliers are an integral part of our supply chain and play 
a vital role in ensuring the quality, availability and cost of the 
components, materials and products we offer. We therefore 
clearly define the principles of relationship and negotiation, 
aligned with our Code of Ethics, in order to maintain close 
business relationships over the long term 

These principles focus on offering and demanding from 
suppliers a fair, honest and respectful treatment, maintaining 
total transparency in communication and avoiding at all 
times any possible conflict of interest, which allows us to 
generate negotiations based on criteria of quality, price and 
delivery.

G R I :  2 0 4 - 1 ,  3 0 8 - 1 ,  3 0 8 - 2 ,  4 1 4 - 1 ,  4 1 4 - 2

C onstruction of
offices and branches  

Office equipment

T echnology 

G eneral services 

D istrib ution of  suppliers b y type I talika’ s products and services

S uppliers b y type of
products and services 

S pending on local suppliers

1 4 %

1 4 %

9 %
6 3 %

2 0 2 2
G eneral services 60

T echnology 9

Office equipment 13

Construction of offices 
and b ranches 13

I talika
%  of  local suppliers 93.18%

%  of  f oreign suppliers 6.19%

T otal ( M X N ) 366,555,421

( G R I  2 0 4 - 1 )
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E valuation and selection of  
suppliers with environm ental and 
social criteria
Supplier evaluation is a fundamental tool to ensure that they 
fulfill our vision and adhere to our values on environmental 
and social issues, allowing us to make responsible decisions 
when selecting our business partners 

Supplier Circle Certification 
(  C í rculo de proveedores)  

Supplier certification is a fundamental tool in our commitment 
to quality and efficiency in the supply chain. Through this 
analysis and validation process, we ensure that our suppliers 
meet the legal, financial, operational and commercial image 
standards that we demand in our company. 

Social
criteria

Participation
in social

engagement
events

Donations
to social
causes

Suppliers evaluated on ESG topics

21
20 19

Enviromental
criteria

17

Social
responsability

24

0
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30

G R I :  2 0 4 - 1 ,  3 0 8 - 1 ,  3 0 8 - 2 ,  4 1 4 - 1 ,  4 1 4 - 2

( G R I  3 0 8 - 1 )  ( G R I  4 1 4 - 1 )

17  suppliers were evaluated 
under environmental criteria 
and 21 under social criteria 
and during 2022, no negative 
impacts on ESG issues were 
identified ( G R I  3 0 8 - 2 )  ( G R I  4 0 1 4 - 2 )
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C O M M I T M E N T   
TO THE PLANET
At Italika we are aware of the impact of our organization on the environment, 
so we periodically monitor key performance indicators and develop 
specific actions to manage and mitigate the impact.

We are promoters of environmental awareness, actively involving our 
employees through campaigns on our website portal. These campaigns 
address topics of interest in t h e environment, providing relevant and 
practical information on how we can contribute to the conservation of our 
natural resources and reduce our environmental impact.

At Italika we have the following policies to strengthen our environmental 
management framework:

• Energy Efficiency Policy, which establishes the guidelines to apply 
actions to save and efficient use of energy in our facilities.

• Hazardous Materials and Natural Resources Control Policy, which 
establishes our guidelines for our suppliers to comply with regulatory 
requirements.

• Waste Collection Policy, which establishes the activities that regulate 
the separation and collection of waste.

Additionally, seeking to generate environmental awareness within 
the organization, three trainings were carried out for our employees. 
These trainings had as main objective to create greater awareness and 
awareness about the environmental challenges we face as a society. 
Through these sessions, we have provided up-to-date information 
and practical tools for our team to make informed decisions and adopt 
sustainable practices both in the workplace and in their personal lives. 
We firmly believe that change starts from within, and by empowering our 
employees, we are building a corporate culture committed to protecting 
the environment and finding sustainable solutions.

During 2022, 24 environmental 
communication campaigns were 
carried out to encourage positive 
changes in our daily practices.
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M aterials used b y weight and volum e

The main function of the materials we use is to package and store 
our inputs and products safely and efficiently to avoid damage and 
ensure that they reach our customers in optimal conditions.

G R I :  3 0 1 - 1

Q uantity
M aterial U nit of  m easurem ent 2 0 2 1 2 0 2 2

Assembly Components pzs 39,659 100,265

Packaging cardboard Tons 6,012 6,188

Plastic films Tons 1,484 1,588

Wooden pallets Tons 1,342 1,696

Metal pallets Tons 2 2 1 2 9 1

During 2022 we consum ed a 
total of  9 , 7 6 3  tons of  m aterials
for packaging and storage, which 
is eq uivalent to an increase of  
7 %  over the previous year. 

Packaging cardboard Plastic films Wooden pallets Metal pallets

Materials used 2021-2022 (ton)

6,012 6,188

1,588 1,696

291

1,484 1,342

221
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The assembly
components we consume 
was 10 0 , 265 pieces 
increased by 153%
by 20 21. ( G R I  3 0 1 - 1  )
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E nergy consum ption
In terms of energy, we seek to identify possible areas for 
improvement in the efficiency of our operations and develop 
a strategy that allows the definition of specific objectives for 
the mitigation of negative environmental impacts. 

In 2022 Italika had a fuel consumption (Gasoline, Diesel, LPG) 
of 18,714 GJ, a decrease of 23% compared to 2021. On the 
other hand, the consumption of electricity from nonrenewable 
sources remained below a consumption of 28,800 GJ. ( G R I  
3 0 2 - 1 )  ( G R I  3 0 2 - 4 )  ( G R I  3 0 2 - 1 )  ( G R I  3 0 2 - 4 )

G R I :  3 0 2 - 1 ,  3 0 2 - 3 ,  3 0 2 - 4

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ariation 
2 0 2 1 - 2 0 2 2

G asoline ( lts) 476,381 603,917 355,874 181,074 -49%

D iesel  ( lts) 1,516 2,872 61,216 313 -99%

L P  G as ( lts) 82,583 82,658 60,351 307,730 410%

T otal ( G J ) 7 21,581 26,547 18,384 18,714 -23%

( G R I  3 0 2 - 1 )

7  C alculation m ethodology:  A nalysus and review of  m ore than 4 5 , 0 0 0  f uel invoi-
ces and reports.  

C onversion f actors f rom  the N ational E m issions R egistry ( R E N E )

18,714

26,547

21,581

18,384

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

F uel C onsum ption

0 5,000 10,000 15,000 20,000 25,000 30,000

T otal F uel C onsum ption 2 0 1 9 - 2 0 2 2  ( G J )

4 4
W

alking together tow
ards inclusive prosperity



GRUPO ELEKTRA
SUSTAINABILITY REPORT 2 0 2 2

C ontents 

A b out this D atab ook

We are I talika

C om m itm ent to value creation

C om m itm ent to our stakeholders

C om m itm ent to the environm ent

G R I  and S A S B  T ab le of  C ontents

G rupo E lektra 

T iendas E lektra 

B anco A z teca 

C ontents S A S BG R I

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ariation 
2 0 2 1 - 2 0 2 2

T otal non- renewab le
energy consum ption ( G Wh) 6.3 7.2 7.9 7.9 - 

R enewab le energy
contracts ( G Wh) 0.1 0.1 0.1 0.13 30% 

T otal ( G Wh) 6.4 7.3 8  8.03 0.37% 

T otal ( G J )  23,036 26,467 29,005 28,800 -1.57% 

( G R I  3 0 2 - 1 )

( G R I  3 0 2 - 3 )

T otal electricity consum ption 2 0 1 9 - 2 0 2 2  ( G J ) 8

28,800

26,467

23,036

29,005

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

0 5,000 10,000 15,000 20,000 25,000 30,000 35,000

E nergy intensity

2 0 2 1 2 0 2 2 V ariation 
2 0 2 1 - 2 0 2 2

E nergy intensity
( G J / em ployee) 11.57 10.39 -10.2%

8  C alculation m ethodology:

A nalysis and review of  m ore than 6 0 , 0 0 0  C F E  energy receipts and 
the com pany that supplies us with renewab le energy f or electricity 
consum ption.

T otal sum  of  electrical energy consum ption

T he conversion f actor of :  3 , 6 0 0  G J / G Wh was used

T he intensity considers electric energy and energy f rom  f uels.
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E m issions
We are aware of the growing problem that climate change currently 
represents, so we constantly monitor our greenhouse gas (GHG) 
emissions in order to develop a reduction strategy through energy 
efficiency measures and renewable energy consumption. 

In 2022 we reduced our total emissions (scope 1 and scope 2) by 2% 
compared to the previous year. Generating a total of 4,381 tCO2 e.  
( G R I  3 0 5 - 5 )

G R I :  3 0 5 - 1 ,  3 0 5 - 2 ,  3 0 5 - 3 ,  3 0 5 - 5

G H G  em issions ( tC O 2 e) 2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ar 
2 0 2 2 - 2 0 2 1

S cope 1 1,534 1,892 1,316 1,264 -39%

S cope 2 3,182 3,557 3,342 3,480 4%

S cope 1  +  2 4,715 5,449 4,658 4,744 -2%

S cope 1  and 2  G H G  em issions 

S cope 1  em issions generated 2 0 1 9 - 2 0 2 2  ( tC O 2 e)

0 200 400 600 800 1000 1200 1400 1800 20001600

1,264

1,892

1,534

1,316

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

( G R I  3 0 5 - 1 )  ( G R I  3 0 5 - 2 )
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S ocpe 2  em issions generated 2 0 1 9 - 2 0 2 2  ( tC O 2 e)

3,480

3,557

3,182

3,342

2 0 2 0

2 0 2 1

2 0 2 2

2 0 1 9

2,900 3,000 3,100 3,200 3,300 3,400 3,500 3,600

G H G  em issions ( scope 3 )

C O  2 e em issions9

Y ear 2022

B usiness T ravel 8 5

( G R I  3 0 5 - 3 )

9  C onversion f actor:  0 . 0 0 0 1 7  ton C O 2 eq / km
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R eduction m easures
To reduce our greenhouse gas emissions we have 
implemented a series of measures that will allow us 
to increase operational efficiency and minimize our 
environmental impact.

I m provem ent in our logistics  
One of the actions we have carried out is the replacement 
of 24 trucks between 5-12 years old for new trucks with 
more advanced and fuel-efficient technology. In this way, 
we contribute to the reduction of the carbon footprint of our 
transportation and logistics operations, which translates into 
an improvement of the environmental impact and a positive 
image of our company in society.

U se of  technologies
At our new facilities, we are looking to purchase energy-
efficient and energy-stamp-certified equipment on an 
exclusive basis, as part of our focus on reducing emissions. 
This equipment has been carefully selected to ensure 
optimum performance with the lowest possible energy 
consumption. By implementing these measures, we seek to 
actively contribute to environmental protection by reducing 
our carbon footprint and promoting sustainability throughout 
our operations.

S m all changes that im pact 
As an efficiency measure and to reduce the environmental 
impact of our air-conditioning systems, we have established 
a standard temperature of 24°C in all our stores. This initiative 
has achieved surprising results, generating significant 
savings in energy consumption and reducing our carbon 
footprint. We are delighted to report that this measure has 
been widely accepted by all of our stores, demonstrating our 
commitment to the highest standards. We are proud of our 
team’s commitment and willingness to join this important 
sustainability initiative.

T he b eginning of  photovoltaics
Currently, 30% of our energy comes from renewable 
sources such as wind and geothermal energy. However, 
this year we have taken a step forward by opening our 
first pilot stores equipped with photovoltaic panels. These 
solar panels allow us to embark on an exciting path to self-
generation of energy. By harnessing the sun’s energy, we 
are reducing our dependence on conventional sources and 
fostering a more sustainable energy model. We are excited 
to explore the opportunities that solar energy brings us and 
are committed to continuing to expand this initiative in all 
our stores, in line with our commitment to the transition to 
a low-carbon and environmentally friendly economy.

Facilities with 
energy-efficient 
technologies have 
reduced their 
emissions by 29 %.
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WA T E R
In Italika we work for the management and conservation of 
water resources in order to achieve organizational needs 
without compromising the needs of the communities where 
we operate. For this reason, we seek that all our new 
branches have rainwater collection and water treatment 
systems in order to reduce municipal water consumption 
and avoid affecting availability for the communities in which 
we operate. 

Water saving
In our new facilities, we make sure to exclusively purchase 
equipment that is water saving. Recognizing the importance 
of conserving this vital resource, we have carefully selected 
devices and systems that are designed to minimize water 
consumption without compromising its functionality.

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ar 
2 0 2 2 - 2 0 2 1

C onsum ption ( m 3 ) 33,800 38,251 48,913 51,544 5.4%

Water consum ption m 3

G R I :  3 0 3 - 5

In our new facilities, we make sure to exclusively purchase 
equipment that is water saving. Recognizing the importance 
of conserving this vital resource, we have carefully selected 
devices and systems that are designed to minimize water 
consumption without compromising its functionality.
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G R I :  3 0 6 - 4

Waste
The management of waste generated is fundamental to 
strengthen our sustainability strategy and mitigate our 
negative environmental impact. Therefore, we are working 
on a waste classification and management strategy that 
promotes the monitoring of waste generated in order to work 
and promote the recovery, recycling, reuse, and reduction 
of waste throughout our operations.

The wastes recovered at the assembly plant are unicellulose 
and cardboard, of which cardboard represents 98% of the 
waste generated, as well as the most revalued.

Waste T otal weight ( kg)
S tyrof oam 18,571 

C ardb oard 5,931,630

R ecoverab le wastes in E nsam b ladora I talika

In our commitment to reduce our environmental impact, 
we have identified areas of opportunity in our distribution 
centers, where approximately 121 thousand wooden pallets 
were used for the storage of raw materials. However, these 
had an estimated useful life of between 1 and 2 years, which 
turned them into waste in a short period of time. The decision 
was made to replace them with ones made of a resistant and 
durable polymer, which can also be rehabilitated in case of 
suffering a break. It is estimated that these new pallets will 
have a useful life of between 5 and 7 years, significantly 
reducing the amount of waste generated by the use of wood. 
With this action, we continue to advance in our commitment 
to the planet.
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O M I S S I O N R E F  N º  O F
S T A N D A R D

S E C T O R I A L  G R IG R I  S T A N D A R D /
O T H E R  S O U R C E C O N T E N T E X P L A N A T I O N

G eneral contents

G R I  2 :  G eneral
C ontents 2 0 2 1

2-1 Organizational details 7

2-2 Entities included in the
sustainability reporting

3

2-3 Reporting period,
frequency and contact point

3

2-4 Restatements
of information

- x Not applicable
The information is available on the

Grupo Elektra Report

2-5 External assurance - x Not applicable The information is available on the
Grupo Elektra Report

2-6 Activities, value chain and 
other business
relationships

7

2-7 Employees 2 1

2-8 Workers who are not
employee

- x Not applicable
There are no workers who

are not employees.

2-9 Governance structure
and composition

1 7

2-10 Nomination and
selection of the highest

governance body
- x Not applicable

The information is available on the
Grupo Elektra Report

2-11 Chair of the highest
governance body

- x Not applicable
The information is available on the

Grupo Elektra Report

2-12 Role of the highest
governance body in 

overseeing the management 
of impacts

- x Not applicable
The information is available on the

Grupo Elektra Report

2-13 Delegation of 
responsibility for managing 

impacts
- x Not applicable

The information is available on the
Grupo Elektra Report

G R I  A N D  S A S B
TABLE OF CONTENTS
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2-14 Role of the highest
governance body in

sustainability reporting
- x Not applicable

The information is available on the
Grupo Elektra Report

2-15 Conflicts of interest - x Not applicable
The information is available on the

Grupo Elektra Report

2-16 Communication
of critical concerns

- x Not applicable
The information is available on the

Grupo Elektra Report

2-17 Collective knowledge of 
the highest governance body

- x Not applicable
The information is available on the

Grupo Elektra Report

2-18 Evaluation of the
performance of the highest 

governance body
- x Not applicable

The information is available on the
Grupo Elektra Report

2-19 Remuneration policies - x Not applicable
The information is available on the

Grupo Elektra Report

2-20 Process to determine 
remuneration

- x Not applicable
The information is available on the

Grupo Elektra Report

2-21 Annual total
compensation ratio

- x
Confidential
information

For reasons of security and confidentiality of 
our employees, the information of this indica-

tor will not be reported.

2-22 Statement on
sustainability

development strategy
- x Not applicable

The information is available on the
Grupo Elektra Report

2-23 Policy commitments - x Not applicable
The information is available on the

Grupo Elektra Report

2-24 Embedding
policy commitments

- x Not applicable
The information is available on the

Grupo Elektra Report

2-25 Processes to remediate 
negative impacts

- x Not applicable
The information is available on the

Grupo Elektra Report

2-26 Mechanisms for seeking 
advice and raising concerns

- x Not applicable
The information is available on the

Grupo Elektra Report

2-27 Compliance with laws 
and regulations

- x Not applicable
The information is available on the

Grupo Elektra Report

2-28 Membership
associations

- x Not applicable
The information is available on the

Grupo Elektra Report

2-29 Approach
to stakeholder engagement

- x Not applicable
The information is available on the

Grupo Elektra Report

2-30 Collective bargaining 
agreements

2 2
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screened using social criteria

39

414-2 Negative social impacts 
in the supply chain and 

actions taken
39
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G R I  and S A S B  T ab le of  C ontents

G rupo E lektra 

T iendas E lektra 

B anco A z teca 

C ontents S A S BG R I

T hem e C ode P aram eter C hapter P age

A ctivity M etrics
TR-AU-000.A Number of vehicles manufactured Business competitiveness 1 5

TR-AU-000.B Number of vehicles sold Business competitiveness 1 5

P roduct S af ety

TR-AU-250a.1
Percentage of vehicle models rated by 
NCAP programs with an overall 5-star 

safety rating, by region
Customer Experience 35

TR-AU-250a.2
Number of safety-related defect com-

plaints, percentage investigated
Customer Experience 35

TR-AU-250a.3 Number of vehicles recalled Customer Experience 35

S A S B  I N D E X
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BANCO AZ TECA
C O N T E N T S

A b out this D atab ook 3
Relevant figures 4
We are B anco A zt eca 9
Materiality Assessment 1 1
Sustainability Model 1 6
Route to sustainability 1 7
C om m itm ent to econom ic com pe-
titiveness 2 2

Operational and financial data 2 3
Indicators by business unit 2 4
Corporate Governance 3 1
Organizational structure 3 2
Committees 3 3
Ethics and anti corruption 3 5
Code of Conduct 3 9
Conflicts of interest 3 9
Whistleblowing system 4 0
Risk Management 4 1
Fraud 4 5
Regulatory Compliance 4 5
C om m itm ent to our stakeholders 4 6
Employees 4 6
Talent attraction and retention 4 7
Development of our collaborators 4 8
Diversity and equal opportunities 4 8

Health & Safety 5 0
Customer Experience 5 3
Digitalization 5 4
Accessibility to services and 
products 5 5

Customer satisfaction 5 5
Transparency 5 6
Customer Privacy 5 7
Cybersecurity 5 9
Socio-economic development of 
communities 6 1

Financial inclusion and education 6 1
Responsible supply chain 6 7
Suppliers 6 7
E nvironm ental P erf orm ance 6 9
Energy consumption 7 0
Emissions 7 2
Water 7 4
Environmental Risk Measurement 
and Management Strategy 7 5

TCFD Phase 7 8

Measurement of the issues financed 
in our corporate credit portfolio 8 2

G R I  and S A S B  T ab le of  C ontents 8 4
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In this section we will present Banco Azteca’s sustainability 
results, we are committed to publicizing our efforts to 
combat climate change, protect the human rights of our 
stakeholders, guarantee adequate working conditions, 
and maintain ethical business practices, which is part 
of our philosophy of inclusive prosperity. We follow 
all the guidelines used by Grupo Elektra 1 .

ABOUT THIS D A T A B O O K

L ink to the annual report 
( https: / / www. grupoelektra. com . m x / es/

inf orm es- anuales)

Banco Azteca’s 2022 Annual Report was verified by 
Redes Sociales (Redes Sociales en Línea Timberlan S.A. 
de C.V.), a third party independent of our organization. 
Redes Sociales has carried out an assurance of strategic 
indicators for Banco Azteca, the scope of which is 
specified in the assurance letter found i n the annexes 
section of this Report. ( G R I  2 - 5 )

1  F or m ore inf orm ation on the scope,  standards and period ref er to chapter “
1 .  A b out our report” f rom  G rupo E lektra.

3
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RELEVANT 
F I G U R E S

Commitment to environmental sustainability

N ear

3 0 %
of  the energy 

consum ption com es 
f rom  renewab le 

sources.

1 0 0 %  
of  our b ranches have an 

energy efficiency and 
renewab le energy use 

program .

Near

1 6 %
of  the total corporate 

portfolio is for financing 
renewab le energy proj ects 
and green m ob ility options.

1 st
pilot ex ercise to m easure 
greenhouse gas ( G H G )  
emissions financed by 

the b ank in the corporate 
portf olio,  using the P C A F  
( P artnership f or C arb on 
A ccounting F inancials)  

m ethodology.

1 0 0 %  
of  our credit portf olio 

( corporate and consum er)  
was analyz ed to identif y 
clim ate risks using the 

recom m endations of  the T ask 
F orce on C lim ate- related 

F inancial D isclosures ( T C F D ) .

4
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RELEVANT 
F I G U R E S

Social Commitment - F inancial inclusion and client b anking penetration.

1 st place
in personal loans with a 

m arket share of  

3 0 % .

+ 2 , 6 8 4  
contact points in 8 0 7  

m unicipalities,  of  which 
we are the only b anking 

institution in 1 0 3 .

R anked 
# 3

 am ong the b anks with 
the b est custom er service 
according to C O N D U S E F  

2 0 2 2 .

• A b out 2 0
m illion of  custom ers are in 
D igital B anking,  an agile,  

intuitive,  and secure channel.

5 0 %  
of  new credit custom ers were 
with little or no credit history,  

having the opportunity 
to have access to a first 

financing.
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RELEVANT 
F I G U R E S

Social Commitment - F inancial E ducation Social Commitment - E m ployees

We increased the 

8 . 2 %   

total investm ent in 
financial education 

initiatives in our " L earn 
and G row"  program  with 
respect to the previous 

year,  with which we 
benefited

+ 3 5 0  
thousand people.

+ 4 4
thousand em ployees on 

our staf f .  T his places us as 
the 

1 st
place of  em ployab ility of  

the financial sector.

T op 1 0
of  the b est com panies in 
the financial sector for 
attracting and retaining 

talent.
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RELEVANT 
F I G U R E S

Reconocimientos

B A N C O  A Z T E C A ,  A M O N G  
T H E  B E S T  F I N A N C I A L  

I N S T I T U T I O N S  I N  T H E  WO R L D .  

B anco A z teca is one of  the 
b est evaluated b y specialists 

of  T he B anker' s T op 1 0 0 0  
World B anks.  B anco A z teca 

is recogniz ed as one of  the of  
the b est b anks in the world,  

according to T he B anker' s T op 
1 0 0 0  World B anks ranking.

I n 2 0 2 2  we were in 

6 °  
place in the ranking 
M E R C O ' s " F inancial 

I nstitutions with the B est 
C orporate R eputation in 

M ex ico"

B y 

6 °
consecutive year we 

received the " E m presa 
S ocialm ente R esponsab le 

2 0 2 2 "  ( S ocially R esponsib le 
C om pany 2 0 2 2 )  award f or 

the year in a row.  We ranked 
in num b er 3  out of  m ore than 

2 5 0  com panies.
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WE ARE 
B A N C O  A Z T E C A
Since our foundation we have pursue to promote 
financial inclusion, this we have achieved through 
easy-to-use products and services that we offer 
through various channels, which allow us to 
provide banking services the population that does 
not have any financial product or service and 
generate inclusive prosperity. 

In 2022, we celebrate 20 years of being a Mexican bank that has 
evolved to position itself as one of the largest financial institutions 
in the country. Our commitment is to go where no one else has 
gone and offer service every day of the year. 

( G R I  2 - 1 ) .  ( G R I  2 - 2 )
G R I  2 - 1 ,  2 - 2

e are the first an  to 
ha e implemented iometric 
identification to protect our 
customers  assets

9
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P R E S E N C E
We have 2 , 6 8 4  points of  contact in 8 0 7  
m unicipalities in the country,  of which 
we are the only banking option in 103. 
We also have an international presence, 
offering additional services in G uatem ala,  
H onduras,  and P anam a.

1 0
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M A T E R I A L I T Y  A S S E S S M E N T

P rio
riz

ati
on

R ev
isi

on

Iden
tifi

ca
tio

nIn 2020 we carried out a materiality assessment 
with the aim of identifying the most relevant 
issues of our stakeholders and the strategic 
vision of the business. We perform the exercise 
through a 3-stage process: 

M aterial topics:  
These are particularly critical issues 
at the present time, both for our 
stakeholders and for Banco Azteca.

From this study, a total of 36 prioritized material topics 
were identified as follows:

E m erging issues:  
Those to which we will pay attention 
because they may become material 
in the short term, derived from a 
significant change in the context 
and/or in our operation.

P otentially relevant topics:  
Those of low significance, which 
do not require any special action 
on our part, however, they must be 
taken into consideration. 

G R I  3 - 1 ,  3 - 2
C S A :  1 . 3 . 1 ,  1 . 3 . 2 ,  1 . 3 . 3

1 1
W

alking together tow
ards inclusive prosperity



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

C ontents

A b out this D atab ook

We are B anco A z teca

C om m itm ent E conom ic 

S ustainab le F inance 

C om m itm ent S takeholders

E nvironm ental P erf orm ance

T ab le of  C ontents

T iendas E lektra 

I talika 

G rupo E lektra 

G R IC ontenidos S A S B

MATERIALITY  
M A T R I X

S trategic f ocus of the company

3 . 9 0

3 . 4 0

Priorities of  stakeholders 

0 . 0 0 0 . 5 0 1 . 0 0 1 . 5 0 2 . 0 0 2 . 5 0 3 . 0 0 3 . 5 0 4 . 0 0 4 . 5 0 5 . 0 0

1

5

3 3

1 7

2 1

3

7

3 5

1 9
2 3

9

1 3

2 5

2 9

1 1

1 5

2 7

3 1

2
6

3 4

1 8

2 2

4

8

2 0

2 4

1 0

1 4

3 0

1 2

1 6

3 2

2 6

2 8

Material topics

Potential material topics in the short-term

Other topics potentially relevant

1 Training and development of opportunities

2 Talent atraction and retention

3 Work environment

4 Diversity and equal opportunities

5 Health and security of the collaborator

6 Responsible supply chain

7
Automation and efficiency of operating pro-
cesses

8 Business competitiveness 

9 Digitation of processes 

10 Logistic efficiency

11 Responsible packaging

12 Customer experience

13 Product and services innovation

14
ASG Investment (environmental, social
and gobernanza)

15 Alliance with strategic partners

16
Omnichannels and accesibility to services and 
products

17 Product trasparency

18 Customer privacy

19 Business model resiliency and adaptability

20 Customer health an safety

21 Cibersecurity

22 After-sales services

23 Regulatory compliance

24 Ethics and anticorruption

25 Corporate governance

26 Financial stability

27 Relationship with authorities

28 Brand management and ASG communication 

29 Energy efficiency and renewable energies

30 Water management

31 Waste management and material efficiency 

32 Resiliency to climate change

33 Decrease of GHG emissions

34 Socio-economic development of communities

35 Financial inclusion and education

1 2
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Based on the material topics identified, we conduct an 
analysis to identify the relationship between our material 
issues and the SDGs. In this way, by carrying out initiatives 
and activities in favor of our material issues, we will know 
which SDGs we can directly contribute to.

C orrelation of  m aterial issues with the

SUSTAINABLE 
D E V E L O P M E N T  
G O A L S  ( S D G S )

M aterial them e Definition C orrelation to the S D G s

A ttraction and
talent retention

Captures practices for attracting, recruiting, retaining, and developing 
employees through training, evaluations performance appraisals, 
growth opportunities and career plans. It also considers managing 
the workforce to operate at more productive levels, cope with 
organizational changes and adapt to new trends.

B usiness 
com petitiveness

Practices that prevent or restrict free trade or competition among 
commercial agents in a market, including anti-competitive behavior 
and protectionism. It also covers the protection and violation of 
intellectual property rights.

D igitaliza tion of  
processes

Development and use of advanced technologies and digital 
innovations to generate new business processes and improve the 
experiences of customers and other stakeholders.

C ustom er 
E x perience

Dynamics of customer expectations that influence satisfaction, 
loyalty, and brand reputation, and mechanisms to ensure that 
consumers are treated fairly and honestly during commercial 
transactions.

P roduct and 
services 
innovation

Creating new solutions to meet the needs and desires of consumers 
more effectively. Product and service innovation may involve 
improving existing products and services, creating new products and 
services, or combining both.

O m nichannel 
and accessib ility 
to services and 
products

A company’s ability to ensure that all individuals and population 
groups can access its products and services without discrimination. 
It includes the management of universal needs, affordability, and 
accessibility.

1 4
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P roduct 
transparency

Clear, complete and accurate information that is provided to 
consumers about a product or service. This includes details on 
ingredients, quality, origin, production process, characteristics, 
guarantees, risks, environmental and social impacts, prices, among 
other aspects relevant to consumers.

C ustom er P rivacy

The fundamental right of a person or entity to maintain control and 
confidentiality of their personal information. It is the right to decide 
what information is collected, how it is used, stored, and shared, as 
well as the right to protect against unauthorized access to or improper 
use of such information.

B usiness m odel 
resilience and 
adaptab ility

The capacity to respond and adapt to social, environmental, or political 
changes, grow and create value for shareholders and society in the 
long term.

C yb ersecurity

Responsible handling and management of personal data security 
from collection, storage, processing and disposal. It considers any 
violation of data privacy, loss of data, non-compliance with applicable 
regulations or standards, lack of transparency, use for purposes 
other than those agreed upon, and failure to communicate directly 
when there are changes in the use policy,
among others. 

R egulatory 
C om pliance

Strategy to ensure the organization’s regulatory compliance, 
relationship, and alignment efforts with public and corporate 
interests. Captures management of corporate compliance, lobbying 
and government relations, as well as responsible tax planning.

E thics and anti 
corruption

A moral code of conduct and guiding principles for the strategic 
and operational management of a company. It encompasses the 
management of risks and opportunities associated with ethical 
considerations, lawful behavior, and compliance practices.

C orporate 
governance

For the governance aspect, it includes the structure, composition, 
and management of corporate governance, considering the 
integration of the ESG strategy in governance, as well as the 
evaluation practices of the bodies.

I nclusion and 
financial
education

Availability and accessibility of financial services to all individuals and 
households, especially those who have traditionally been excluded 
from formal financial services.

here ere no significant 
changes in the identification of 
material issues ith respect to 

the pre ious year

( G R I  3 - 1 )  ( G R I  3 - 2 )
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SUSTAINABILITY
M O D E L
At Banco Azteca we recognize that companies have 
become important agents of change, because in addition to 
generating jobs and wealth, they are a fundamental means 
of transforming the communities in which they operate. To 
this end, our mission is to generate Inclusive Prosperity 
through the economic axis- innovating in the markets and 
offering financial services that strengthen the quality of life of 
millions of families-, the social axis- with initiatives that create 
environments conducive to enhancing society’s capabilities 
and improving its capabilities, and the environmental axis, 
mitigating the impact of its operations on the environment.

Our model is composed of 5 focus areas and 11 lines of 
action that seek to promote development and well-being at 
all levels of society, in order to generate sustainable value.

1 . 1 Anticorruption and MLP policies

1 . 2 Information security

2 . 1 Portfolio emissions

2 . 2 Green financing

3 . 1 Inclusive products and services

3 . 2 Technology for the customer

C lim ate
transition

F inancial 
inclusion and 
developm ent

F inancial 
education 

and  insurance 
culture

Well- b eing of  the 
collab orator

E thics and 
transparency

I N C L U S I V E
P R O S P E R I T Y

E C O N O M I C V A L U E

EN
VIR

O
NM

ENT
VALUEVA

LU
E

SO
CI

A
L 2

3

4

5 1

L ines of  action 

3 . 3
Support to entrepronourship and 
business development

4 . 1 Financial education

4 . 2 Insurance culture

5 . 1 Diversity and development

5 . 2  Security, health and well-being

C lients
E m ployees
S uppliers
I nvestors
A uthorities
C om petitors
C om m unity

e pursue to e positi e 
impact leaders in our region 
y contri uting to prosperity, 

promoting the fi i l he lth
of our clients and incorporating 
e viro me t l sust i ility

into our operations
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R oute to sustainab ility
ur route is se  o  the firm ommitme t to or  or 
e i o  promote the ite  tio s ust i le 
evelopme t o ls s .

From the design of our financial services to our investment 
decisions, we actively consider how we can contribute 
through projects, in which we focus on channeling our 
resources toward initiatives and sectors that promote 
sustainable economic and social development. An example 
of this is the products we offer through our sustainable 
finance line.

e address the s in all our 
operations and actions, ith the 

aim of generating a positi e impact 
to ards inclusi e prosperity   
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I ndicators

• 50% of the new credit customers were 
with little or no credit history, having 
the opportunity to have access to a first 
loan.
• 19 million Digital Customers in only 6 
years of Digital Banking operation.
• 1st Place in employability in the 
financial sector. 
• 2,684 points of contact in 807 
municipalities in the country, of which, in 
103, we are the only banking option

2 0 2 5  G oals 

• Achieve that more than 60% of mone-
tary transactions are made through the 
Banco Azteca App.

• To achieve that more than 60% of 
monetary transactions are carried out 
through the Banco Azteca App.

I ndicators

• 352,416 people benefited through our 
“Learn and Grow” program in Mexico, 
Latin America, and the US.
• It has managed to impact through 
broadcast media, re- des content, tips 
notes and courses more than 60 million 
people since its inception in 2015.”

G oals 2 0 2 5

• Financially literate more than 500,000 
people, mainly girls, boys, women and 
older adults by 2030.
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I ndicators

• 1st Place in employability in the 
financial sector.

• Forty-four percent of Banco Azteca’s 
global workforce are women (including 
corporate officers).

• 2,000 of our employees belong to 
an ethnic group, are differently abled 
or identify as LGBTQ+. Demonstrated 
group diversity and equal opportunity.

• 321 outstanding young people were 
contracted through the Youth Building 
the Future (Jóvenes Construyendo el 
Futuro) program since 2019.

G oals 2 0 2 5

• Continue to be an important source 
of employment in the Mexican financial 
sector, respecting equal opportunities.

I ndicators

• 276,902 omos  accounts, a 
product exclusively for women, 
representing a 125% increase in 
accounts over the previous year.
• 48,323 policies in force for 
Women’s Protection, an insurance 
policy focused on breast and 
cervical cancer care.
• This year, our main products 
consisted of the following:

• 53% of the accounts belonged 
to women.

• 73% of resta renda s
customers were women

• 43% of loans were granted to 
women.

• We are constantly working to 
ensure that there is a culture of 
diversity and equality among our 
employees:

• 44% of Banco Azteca’s global 
workforce are women, including 
corporate.

• 51% of management positions 
within the geography are held 
by women.

• 40% of women in corporate 
have a management position.

• 2 out of 5 of the promotions 
to leadership positions went 
to women, increasing their 
presence in important decision-
making positions.

G oals 2 0 2 5

• We will continue to strengthen 
our product offering with a gender 
perspective and the culture of diversity 
and equality among our employees.
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E nvironm ental com m itm ent

I ndicators

• 100% of our branches have an 
energy efficiency program.
• 29% of the energy we consume at 
Banco Azteca comes from renewable 
sources.
• 2.5 million pesos were financed 
through our environmental credit 
products, representing 5.8% of the 
corporate portfolio. 
• We perform the environmental 
risk analysis of our corporate and 
consumer portfolios, in accordance 
with the recommendations of the 
TCFD (Task Force on Climate Related 
Financial Disclosures).

G oals 2 0 2 5

• Operate with 50% clean energy 
and increase our portfolio of green 
products.
• Implement the recommendations of 
the TCFD and generate the annual 
report.
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R O A D M A P

2 0 1 5 2 0 1 6 2 0 1 7 2 0 1 8 2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 2 0 2 3 2 0 2 4 2 0 2 5

• ABM Sustainability Protocol

• Signatory to the UN 
Global Compact

• We are part of the FTSE 4 
GOOD Sustainable index in the 
FTSE ESG Emerging markets.
• For the second year we are part 
of the sustainable index of the 
Mexican Stock Exchange, S&O / 
MBV Total México ESG.

• Famous Brand for the benefit of millions of Mexicans - 
Mexican Institute of Intellectual Property
• Financial Inclusion Ranking 500 digital brands #45 
Merca 2.0
• First TCFD portfolio environmental impact analysis
• 5th place in the financial sector MERCO ranking
• Renewal of commitment to the UN Global Compact

• CEMEFI 2020 social 
inclusion badge
• #1 in personal loans with a 
rating of 9.37/10 CONDUSEF
• Effie Awards
• SASB
• Top 50 Brands

• Analysis of the 
environmental impact of 
the portfolio (TCFD- 2nd 
phase)
• We officially adhere to 
the TCFD guidelines
• List on the Bloomberg 
Gender Equality Index 
(GEI).
• Listed on CSA Dow 
Jones.
• Obtain the ESR 2023 
badge for the 7th year.

• Strengthen ESG aspects (objective 
of the UN Global Compact).
• Signatories of the Principles of 
Responsible Banking (PBR).

• Objectives of the UN Global Compact.
• Signatory of the Principles of 
Responsible Investment (PRI).
• Alignment to TCFD
• To Net Zero

• Sustainability 
Report (GRI)

• First Socially 
Responsible Company 
(ESR) recognition

• Banco Azteca among the 100 
entities with the best corporate 
reputation MERCO
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For all our products, we actively seek to develop internal 
knowledge and skills to create competitive advantages and 
improve business performance. This is to ensure the highest 
quality standards, always seeking customer satisfaction in 
everything we do.

COMMITMENT 
T O  E C O N O M I C  
C O M P E T I T I V E N E S S
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Operational and financial date are critical for 
our decision-making. By using and analyzing 
this data effectively, we seek to identify 
opportunities for improvement, opti-
mize operations, and improve our 
financial profitability.

OPERATION 
A N D  F I N A N C I A L  
D A T A
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I ndicators b y b usiness unit 
2 0 2 2 V ar. 2 2 - 2 1 2 0 2 1

B anco A zt eca M ex ico

C ontact points 2 , 6 8 4  3 . 7 % 2 , 5 9 0

B ranches 2 , 0 3 2 2 . 9 % 1 , 9 7 4

O wn A T M S  -  ( thousands) 2 , 0 2 0 3 . 5 % 1 , 9 5 1

I nterest incom e B anco A zt eca ( m illions) 7 8 , 8 6 9 2 3 . 6 % 6 1 , 3 7 1

N um b er of  em ployees 4 5 , 9 3 1 - 1 2 . 1 % 5 2 , 2 5 8

D elinq uency rate 4 % - 0 . 7 pp 4 . 7 %

C apture

T raditional f und- raising ( m illions) 2 1 5 , 1 3 7 1 7 . 1 % 1 8 3 , 7 2 1

C redit 

C onsum er portf olio b alance ( M X N  m illion) 1 0 6 , 6 9 4 4 3 . 2 % 7 4 , 4 9 6

C om m ercial loan portf olio b alance ( M X N  m illion) 5 4 , 1 2 9 2 1 . 6 % 4 4 , 5 0 5

D igital B anking

N um b er of  transactions ( m illions) 4 , 1 8 6 4 7 . 2 % 2 , 8 4 3

C orporate B anking

M onetary revenue generated ( M M  M X N ) 5 , 1 7 7 5 9 . 3 % 3 , 2 4 9

N um b er of  checking and savings accounts 
( num b er) 6 8 5 , 3 8 3 1 9 . 3 % 5 7 4 , 5 0 2

A F O R E

N um b er of  accounts under m anagem ent 
( m illions) 1 7 . 4 7 . 0 % 1 6

N um b er of  m em b ers ( m illions) 8 . 4 1 3 . 5 % 7 . 4

I nsurance

P rem ium s written ( M M  M X N ) 6 , 9 5 7 1 . 9 % 6 , 8 2 7

N um b er of  policies ( m illions) 6 . 3 1 . 6 % 6 . 2

L A M  B ank

I nterest incom e B anco A zt eca ( m illions) 2 6 8 . 0 - 2 4 . 9 % 3 5 7 . 0

D eposit 

Through inclusive training programs, we seek to break 
down barriers and ensure that all people, regardless of 
their background, gender, age, or ability, can acquire the 
financial knowledge they need to make informed decisions 
and achieve their financial goals.

At the same time, we are working on process improvement, 
focusing our efforts on the reengineering of those processes 
that are key for the customer, as in the case of payment to 
beneficiaries or the delivery of cards.

I ndicador D eposit

Market share by product or service

Weighted: 5.3% market share (only considers 
natural person)
Breakdown by product:
Vista Products: 6.3%
Term Products: 3.1%

( G R I  2 - 6 )
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C ollections and C redit

This line of business is important to us because it represents the growth of our 
loan portfolio and our ability to offer our customers financial solutions tailored 
to their needs, personalized service, financial advice and flexible payment 
options, always with a view to establishing solid and lasting relationships.

We offer a wide range of financial products, which provide people with the 
possibility of obtaining the necessary financing to make their personal and 
entrepreneurial projects a reality for small and medium-sized companies.

I ndicator C redit

Market share by product or service
30% of market share in personal loans
9% share in consumer credit

I ndicator D igital B anking

Product or service

5 out of 10 Personal Loans are placed in the App 
7 out of 10 Payroll Loans in the App 
1 in 5 credit payments are received in the App
4 out of 10 monetary transactions are made in the App

I ndicador C orporate B anking

Market share by product or service

1% in market share in terms of credit portfolio to business customers.

P ayroll P roduct I ndividual

23% market share Portability, 3% market share in payroll accounts and 
0.7% market share in the payroll accounts market.

C orporate B anking 

We seek to satisfy the financial needs of corporate clients, which is specially 
designed to provide them with a wide range of products and services according 
to their specific needs.

Our corporate banking has adapted to technological advances to provide our 
customers with an innovative electronic banking experience that allows them 
to carry out their transactions 365 days a year in a fast, secure, and easy way 
thanks to the permanent availability of our online platform.

D igital B anking

We are convinced that through our digital strategy we can help generate 
greater financial inclusion. With more than 19 million digital customers, we 
are positioned as one of the largest digital banks in the country; we are the 
digital companion and financial vehicle in the personal and professional lives 
of our customers, integrating in one place a unique range of services and 
tools, with the support, capabilities, and value proposition of Banco Azteca.
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Through easy-to-use products and services, Banco 
Azteca integrates more than 30 million customers 
into the formal financial system, most of them 
are part of the population underserved 
by traditional banking. We signed the 
Common Declaration of Banks in 
favor of the development of green 
and sustainable finance of the 

sociaci n de ancos de 
ico

SUSTAINABLE 
F I N A N C E  

G R I :  F S - 6 ,  F S 1 ,  F S 1 4
C S A :  1 . 9
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I nclusive C redit P roducts N um b er of  
accounts 2 0 2 2

D eposit 
b alance 

2 0 2 2  ( M D P 2 )

u r ito. Savings account with which customers can dispose of their money 
whenever they need it. No account management fees, no minimum balances.

1 4 , 8 1 6 , 7 9 3 $ 6 3 , 9 4 5

G uardadito D igital:  Digital savings account with which customers can dispose of 
their money whenever they need it. No account management fees, no minimum 
balances.

7 , 0 6 7 , 4 8 5 $ 1 , 1 2 2

o te  s  In order to be the first bank of young people and help start 
their banking experience, in partnership with VISA, Banco Azteca launched a 
bank deposit account of demand money, aimed at young people between 18 and 
25 years old, which assigns as a means of disposal a Visa Debit Card, in which 
young people have access to a debit product and a credit product,  allowing them 
to manage their savings account and start their credit history.

3 5 0 , 9 1 5 $ 2 8 0

u r ito i s  Savings account for children with which they can learn to 
save, manage and dispose of money when they need it.

2 3 1 , 4 9 8 $ 3 5 9

P repaid accounts 2 1 , 4 5 0 $ 1

B usiness D eb it.  Money account with interest and in national currency for 
individuals, which allows you to carry out an adequate administration of your 
business in the easiest, most efficient and above all safe way.

2 1 8 , 8 3 5 $ 6 , 6 4 2

ue t  somos. A debit account directed exclusively to women, which recognizes 
their effort, protects and accompanies them at all times. It has different benefits, 
such as: check-ups and medical studies, telephone assistance with specialist 
doctors, promotions and exclusive discounts, among others.

2 7 6 , 8 4 2 $ 2 , 0 6 9

T otal 2 2 , 9 8 3 , 8 1 8 $ 7 4 , 4 1 7

I nclusive R ecruitm ent

In line with our commitment to financial inclusion, our products are designed 
from the outset to be inclusive and accessible to all population groups 
generally underserved by traditional banking.

2  M illions of  pesos

We have the following strategic lines in responsible banking:

S avings and credit 
products D escription

Inclusive recruitment
uardadito is a savings account that allows customers to have 

access to their money whenever they need it. There are no account 
management fees or minimum balances.

Inclusive credit

Loans in an easy and accessible way to entrepreneurs and 
microbusiness owners:
- i egocio teca
- mpresario teca

Credit with environmental 
criteria

Investment in green projects: development of renewable energies 
and energy efficiency.
Consumer credit for products with energy efficiency standards.
Green mobility: consumer credit for the purchase of bicycles and/or 
electric motorcycles (Voltium, by Italika)
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I nclusive credit

The 50% of new credit customers had no or little credit history. At Banco 
Azteca they had access to their first loan, reaffirming our commitment to 
financial inclusion.

C redit with environm ental criteria

In order to help mobilize capital to curb climate change and promote 
environmentally friendly businesses, Banco Azteca specifically earmarked 
$2.6 million pesos for loans with environmental criteria.

I nclusive C redit P roducts A m ount of  
F unding 2 0 2 2

i ego io te . Program was launched to reactivate the economy in the 
face of the COVID 19 pandemic and seeks to be an ally of the private sector 
and provide a financial solution to boost, develop and grow businesses. Other 
loans to entrepreneurs and microbusiness owners who wish to invest or grow 
their businesses. At the end of 2021, the following benefited.

mpres rio te . Traditional credit product that finances investment needs 
and working capital of small and medium-sized enterprises.

$ 7 7 , 3  M D P

C redit product with environm ental criteria

A m ount of  
F inancing 2 0 2 2  

( m illion of  
pesos)

F inancing f or large- scale proj ects.  Investment in green projects that allow 
renewable energies to be an alternative source of alternative and less polluting 
energy. The company also promoting energy efficiency by providing financing to 
solar, wind and geothermal plants.

 $ 2 , 5

G reen m ob ility.  Financing for zero-emission mobility options in Elektra stores 
for the purchase of Italika electric bicycles, motorcycles and scooters (Voltium 
line).

 $ 0 . 1 3 9

T otal   $ 2 , 6

I ndicator S eguros A zt eca

Market share by product or service
1 . 1 1 %  m arket share 
in term s of  written 

prem ium s

Number of clients served 6 , 3 3 1 , 2 9 9

eguros te  

It is a solution provider that provides effective protection to our clients in 
Mexico to protect their welfare and assets in accordance with their needs.

We are a company that was born with the purpose of attending to a 
segment of the population that, until now, had remained underserved by 
the insurance industry in our communities. With this objective, we have 
designed products that our customers can purchase at very affordable 
prices through our extensive network of Tiendas Elektra and various 
commercial partners, to provide their loved ones with the support and 
backing they need. With this objective in mind, we have designed products 
that our customers can purchase at very affordable prices through our 
extensive network of Tiendas Elektra and various commercial partners, to 
provide their loved ones with the support and backing they need.

In 2022, Seguros Azteca continued working to guarantee the best quality 
in our product offering. As part of our progress, we consolidated digital 
customer service through the control desk for customer service, with the 
aim of attending to COVID-19 arrears during 2020 and 2021, providing an 
easier and faster form of communication.
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S eguros A zt eca P olicies D escription

Life Insurance 5 , 6 3 7 , 7 8 9
Protection for the family in the event 

of the death of the holder.

COVID-19 Protec-
tion

4 , 1 8 8

Coverage related to the disease in 
its products Tranquility and Medical 
Plan 8 products, allowing it to make 
a policy with coverage accessible in 
the event of hospitalization or death.

Women's Protection 4 8 , 3 2 3

Financial protection for the first 
diagnosis of breast or cervical 

cancer. Support of psychological 
consultations at home.

Heart attack 
protection

3 3 , 0 1 6

Economic protection for the first 
occurrence of myocardial infarction. 
Ambulance dispatch and telephone 

medical consultations.

S ustainab le insurance

R esponsib le investm ents in the A f ore portf olio

By signing the Investors' Declaration to achieve a more efficient process 
and create sustainable portfolios through AMAFORE, Afore Azteca 
contributes to the consolidation of a sustainable Mexican retirement 
savings system. We have a responsible investment policy, we generate 
ESG questionnaires to send to the issuers in which we intend to invest 
and we develop investment capabilities in Mutual Funds to offer active 
international equity strategies.

A f ore A zt eca  

As the administrator of our customers' retirement fund, which guides their 
savings and investment decisions to build their retirement assets, we seek 
to be the leading Afore for the dynamic middle class, recognized for its 
proximity and customer focus with the purpose of improving their retirement 
life.

During 2022, we presented significant advances to continue maintaining 
the quality of our service, one of them was the implementation of the Afore 
WEB and Afore Móvil platforms within our self-management processes, for 
which we sought to generate public self-management models so that clients 
could learn to carry out their own procedures through the platforms. We also 
added the operation of new Afore services within the Banco Azteca app, 
including functionalities in its asset management systems so that customers 
could make transactions in derivative instruments, seeking to diversify and 
improve the performance of investment companies.

I ndicator A f ore A zt eca

Market share by product or service  M arket share in f unds was 4 % .

Monetary revenue generated (MM MXN) $  1 , 3 0 2 . 0 0  
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CORPORATE 
G O V E R N A N C E
Having a well-defined corporate governance system 
that operates under regulatory and normative 
compliance is one of the most important pillars for 
efficiently integrating sustainability. 

At Banco Azteca, we have a Corporate Governance Policy, 
which establishes the guidelines to ensure compliance with 
current regulations and adherence to international stan-
dards to strengthen our management. Our policy covers the 
following general topics: 

• General and specific policies

• Procedures and evaluations

• Legal framework

• Sanctions

• Change control

G R I :  2 - 9 ,  2 - 1 0 ,  2 - 1 1 ,  2 - 1 2 ,  2 - 1 3 ,  2 - 1 5 ,  2 - 1 8
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O rganiza tional structure3

Azteca Servicios Financieros has a governance 
structure, integrated as part of Grupo Elektra, comprised 
of a Board of Directors and a Chief Executive Officer. 
This structure is integrated as follows: 

• Board of Directors

• Risks

• Regulations, Anti-Money Laundering and Best 
Practices

• Compensation

• Investments

• Integrity

• Audit

• Transfer pricing

• General Director

• Compliance Officer

• Internal Auditor ( G R I  2 - 9 )

S ociety

The members of the Society, whether the Chief Executive 
Officer, who is elected by the General Ordinary Stockholders’ 
Meeting or the officers who occupy positions in the two 
hierarchical levels immediately below him, must be persons 
with credit eligibility and honorability. Additionally, they must 
comply with the requirements of article twenty-four of the 
Law of Credit Institutions  ( ey de nstituciones de r dito). 
( G R I  2 - 1 1 )

B oard of  D irectors
It is composed  of ten members, three of whom are independent 
from the Bank. For each Regular Director, an Alternate Director 
must be appointed.

All directors are selected by the General Ordinary Stockholders’ 
Meeting based on their experience, capacity, and professional 
prestige, considering also that they can perform their duties 
free of conflicts of interest and without being influenced by 
any personal, patrimonial, or economic interest. The members 
must also have broad knowledge and experience in financial, 
legal, or administrative matters.

The Chairman of the Board of Directors is also elected by 
the Ordinary General Shareholders’ Meeting from among the 
Proprietary Board Members, and in the absence of appointment, 
the Board of Directors itself will elect him/her. ( G R I  2 - 1 0 )

The position of these directors is for one year, but each year 
they may be ratified and may not leave office until there is a 
successor to take their place. Their remuneration is determined 
by the General Ordinary Shareholders’ Meeting ( G R I  2 - 1 5 ) .

The performance of the Board of Directors is carried out through 
periodic self-evaluation in a process led by the Chairman of 
the Audit and Corporate Practices Committee, as well as the 
Shareholders’ Meeting ( G R I  2 - 1 8 )

Our Board is responsible for approving the objectives for the 
adequate use and utilization of human and material resources. 

G R I :  2 - 9 ,  2 - 1 0 ,  2 - 1 1 ,  2 - 1 2 ,  2 - 1 3 ,  2 - 1 5 ,  2 - 1 8

5  L earn m ore at:  G rupo E lektra A nnual F inancial R eport ( https: / / www. gru-
poelektra. com . m x / es/ inf orm es- anuales)

3 2
W

alking together tow
ards inclusive prosperity



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

C ontents

A b out this D atab ook

We are B anco A z teca

C om m itm ent E conom ic 

S ustainab le F inance 

C om m itm ent S takeholders

E nvironm ental P erf orm ance

T ab le of  C ontents

T iendas E lektra 

I talika 

G rupo E lektra 

G R IC ontenidos S A S B

In addition, they have the function of regulating and controlling 
the dependence on external suppliers, including subsidiaries, 
the services they provide in their corporations and the 
technological infrastructure, the latter including automated 
data processing systems, as well as telecommunications 
networks.

The Board also leads the due diligence process of Banco 
Azteca and its operations to monitor and address related 
economic, social, and environmental impacts. These reviews 
have a frequency: quarterly, semi-annually, and annually. 
For the management of the organization’s impacts, the Audit 
Committee designates the internal auditor as responsible 
( G R I  2 - 1 2 )  ( G R I  2 - 1 3 ) .

C om m ittees

• R isk C om m ittee.  This is a collegiate body constituted by 
the Bank’s Board of Directors, which is responsible for the 
development and supervision of the policies, mechanisms, 
and procedures for the definition of the institutional risk 
appetite.

• A udit C om m ittee.  It is responsible for reviewing, 
assuring, verifying, and evaluating the financial and 
accounting information, as well as the bank’s best 
practices, and it is also the liaison with external auditors 
and financial evaluators. Its three main areas of review 
are financial information, internal control, and corporate 
governance. 

G R I :  2 - 9 ,  2 - 1 0 ,  2 - 1 1 ,  2 - 1 2 ,  2 - 1 3 ,  2 - 1 5 ,  2 - 1 8

• C om pensation C om m ittee.  It will be the entity in charge 
of proposing adjustments to the objectives, policies as well 
and procedures regarding the Compensation System, 
which defines and regulates the determination, follow-
up, and review of the compensation of Banco Azteca’s 
employees. It will have the powers granted by the Board 
of Directors to approve, reduce, or suspend the payment 
of compensation, reduce, or suspend the payment of 
Extraordinary Compensation when losses are incurred, or 
the risks that materialize are greater than expected.

• I nvestm ent C om m ittee.  This is the body that establishes 
the selection criteria, methodologies, and analytical 
techniques to be used in the fund selection process, as 
well as the authorization for the use of specific vehicles 
representing each asset class. It also authorizes the 
inclusion of new asset classes, as well as the exclusion 
or merger of any of the existing ones and approves the 
analysis methodologies on the strategic mix of the same.

• R egulations,  M oney L aundering P revention and B est 
P ractices C om m ittee.  Its purpose is to follow up on the 
work of the Compliance Officer and carry out surveillance 
activities in the internal control systems to ensure 
compliance with the obligations regarding the prevention 
of money laundering and financing of terrorism.

• I ntegrity C om m ittee.  This is a body whose function is to 
support the design, structure, implementation, execution 
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and maintenance of an Integrity, Ethics and Compliance 
Program (“PEIC” or “Integrity Policy”, indistinctly), which 
allows Banco Azteca to conduct its business in an 
ethical manner, and not tolerate bribery and corruption 
in any form, including, among others, manuals: codes; 
policies; guidelines; control systems, monitoring, auditing, 
complaints and training in anti-corruption and integrity 
matters.

• T ransf er P ricing C om m ittee.  An entity that regulates 
the price agreed upon by associated companies to transfer 
goods, services, or rights among themselves.

G R I :  2 - 9 ,  2 - 1 0 ,  2 - 1 1 ,  2 - 1 2 ,  2 - 1 3 ,  2 - 1 5 ,  2 - 1 8
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ETHICS AND 
A N T I  C O R R U P T I O N

e or  to e sure th t our org i tio l ulture 
is gui e  y pri iples o  ethi s  ompli e 

e use e o  th t i  this y e ill e oper ti g 
u er v rious leg l  regul tory provisio s.

Aware of all the risks that may threaten the quality 
and transparency of our products and services, we 
are committed to continuously improving our culture of 
ethics and compliance. Involving our collaborators and 
stakeholders so that, through their honesty and integrity 
practices, as well as the acts they perform inside and 
outside the organization, we always demonstrate the culture 
we manage.

The Money Laundering and Terrorist Financing Prevention 
area is dedicated to evaluating the total number of alerts 
generated in the system by the established parameters. 
Likewise, it is in charge of resolving 100% of the alerts 
generated in all Azteca Servicios Financieros’ entities and 
companies.

G R I :  3 - 3 ,  2 0 5 - 2 ,  2 0 5 - 3 ,  4 1 5 - 1
C S A :  1 . 5 . 2 ,  1 . 5 . 4 ,  1 . 5 . 5

 this ye r s ris  ssessme t  
o sig ifi t rel te  

ris s ere i e tifie .
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E m ployees trained in M L / F T
2 0 2 1 2 0 2 2

J ob  category T otal num b er P ercentage R egion T otal num b er P ercentage R egion

D irectors 628 100%
Geography: 136
Corporate: 492

968 100%
Geography: 350
Corporate: 618

M anagers 4,078 100%
Geography: 2,652
Corporate: 1,426

4,393 100%
Geography: 2,615
Corporate: 1,768

H eads 50 100%
Geography: 18
Corporate: 32

45 100%
Geography: 5
Corporate: 40

C oordinators 102 100%
Geography: 13
Corporate: 89

128 100%
Geography: 14
Corporate: 114

B ranch and 
adm inistrative 
em ployees

45,906 100%
Geography: 

43,428
Corporate: 2,478

42,017 100%
Geography: 34,245
Corporate: 7,772

T raining f or the P revention of  M oney L aundering and 
T errorist F inancing ( M L / F T )  in M ex ico

It is important to note that, in addition to sharing this 
information with our employees, we also share it with 
Correspondent Banks. In the case of money transmitters 
(NEKT and INTRA), information is shared with their overseas 
Money Transmitter Partners.

G R I :  3 - 3 ,  2 0 5 - 2 ,  2 0 5 - 3 ,  4 1 5 - 1
C S A :  1 . 5 . 2 ,  1 . 5 . 4 ,  1 . 5 . 5
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uring , the /  unit of 
teca er icios inancieros 

i  ot h ve y ses 
rel te  to orruptio  issues 
or leg l ses rel te  to 

 filed against anco teca 
or any of our employees  
( G R I  2 0 5 - 3 )

E m ployees and b usiness partners to whom  
M L / F T  policies and procedures have b een 
com m unicated.

2 0 2 2

T otal num b er 4,179

P ercentage 100%

 o  our usi ess 
p rt ers ha e recei ed /  
training

T raining f or the P revention of  M oney L aundering and 
T errorist F inancing ( M L / F T )  in L atin A m erica

M em b ers of  our governing b ody who were 
inf orm ed of  M L / F T  policies and procedures.

2 0 2 2

G uatem ala H onduras P anam a

T otal num b er 3 4 8

P ercentage 100% 100% 100%

The information presented in the table above has been 
communicated to all levels of the organization, including 
directors, managers, chiefs, coordinators, and administrative 
and branch collaborators. It is important to note that the 
number presented is a sum that only includes data from 
Guatemala, Honduras, and Panama.

T otal num b er and percentage of  m em b ers of  
the governing b ody trained on M L / F T

2 0 2 2

N ú m ero total 15

P orcentaj e 100%

( G R I  2 0 5 - 2 )

G R I :  3 - 3 ,  2 0 5 - 2 ,  2 0 5 - 3 ,  4 1 5 - 1
C S A :  1 . 5 . 2 ,  1 . 5 . 4 ,  1 . 5 . 5
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C ontrib utions to cham b ers and 
associations.

We have made a significant investment in this practice 
to ensure that all stakeholders can participate and have 
representation in the decision-making process.

We understand that each stakeholder group has unique 
experiences and perspectives that can enrich debate 
and decision-making. Therefore, we have implemented 
measures to ensure that all stakeholders are heard.

2 0 2 1 2 0 2 2

C ontrib utions to cham b ers and 
associations,  representation of  
interests or sim ilar4  

$19,364,542.28 $16,647,263.36

e participate in the acti ity of guilds and 
sectoral associations, ith contri utions 
as a partner for the de elopment of their 
acti ities   o se o e o tri ute to 
politi l p rties. ( G R I  4 1 5 - 1 )

4  F igures ex pressed in m illions of  M ex ican pesos
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C ode of  C onduct
Through our Code of Conduct, we communicate to our 
employees the principles and values on which we work. 
It is designed to be accessible in any situation, providing 
the necessary guidelines and directives to make ethical 
decisions and act in accordance with the highest standards 
of integrity. The topics covered are as follows:

• Anti-corruption and bribery.

• Bribery in any form, in any part of contract payments 
or soft dollar practices 

• Direct or indirect political contributions

• Charitable contributions and sponsorships

• Discrimination

• Confidentiality of information

• Conflicts of interest

• Antitrust/anti-competitive practices

• Money laundering and/or trafficking trading

• Environment, health and safety

• Whistleblowing ( G R I  2 - 2 3 )

Conflicts of interest
The proper management of conflicts of interest is a priority 
for us, so we have specific policies and procedures in place 
to detect, evaluate, and manage any situation that could 
give rise to a potential conflict of interest.

To identify potential conflicts of interest, we have established 
a committee to oversee stakeholder transactions. The 
purpose of this committee is to provide an independent 
review to verify whether transactions that are related to our 
business are conducted on terms that are at least equally 
favorable to us compared to what we could obtain in a 
transaction with an independent third party no n as arm s 
length . ( G R I  2 - 1 5 )

Likewise, we have a Stakeholder Transactions Policy, 
approved by the Board of Directors, which establishes the 
restrictions and approval requirements before entering any 
transaction with our subsidiaries. This policy includes internal 
and external controls, as well as disciplinary measures in 
case of non-compliance.

Along with the oversight of the Committee, the Bank also 
has a Transfer Pricing Committee whose main function is to 
approve any transaction that Banco Azteca carries out with 
members of the group or with legal entities that carry out 
commercial activities with which we maintain business ties.

G R I :  2 - 1 5 ,  2 - 2 3 ,
C S A :  1 . 5 . 2 ,  1 . 5 . 4

his committee is comprised 
of three independent oard 
mem ers ho are e perts in 
this area, thus ena ling it to 
perform its function effecti ely
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Whistleb lowing system
As part of Grupo Elektra, we have “Honestel”, a digital 
mailbox available 24 hours a day. We encourage our cus-
tomers and employees to report any suspicion or irregula-
rity they detect, as these acts go against our principle of 
“Zero Tolerance for Bribery and Corruption”. We strive to 
be a bank that stands out for best practices at a national 
and international level. 

We make available the following reporting channels:

• Mail: contactanos@honestel.com.mx

• By telephone (Honestel Line)

• Mobile App

• Letter to the Integrity Committee’s Chief Compliance 
Officer to the mail: peic.integridad@elektra.com.mx

It is the obligation of all our employees to report any type 
of irregularity they detect, therefore, to prevent any type 
of retaliation, intimidation, and/or revenge, we maintain 
reporting mechanisms that allow these reports to be made 
anonymously. All reports are investigated in an impartial 
manner. ( G R I  2 - 1 6 )

I ntegrity
We continuously carry out integrity control, monitoring, and 
auditing processes, which are provided for in the specific 
policies of the Ethics, Integrity and Compliance Program 
(PEIC). We have annual training and updating programs 
so that our employees are always at the forefront of these 
issues, and it is easy for them to distinguish and react 
correctly to irregularities. In addition, we have policies, 
procedures, and processes in place to mitigate and prevent 
any situation that may arise.

Confirmed irregular behaviors are sanctioned with 
disciplinary measures and, if necessary or if laws are 
broken, the corresponding civil and/or criminal authorities 
are informed.

The applicable sanctions for non-compliance are:

• Call for Attention
• Administrative proceedings
• Termination of the current employment/contractual re-
lationship
• Any other as determined in the Sanctions Catalog by 
the Integrity Committee.

Before imposing the sanction, the offender has the right 
to argue in writing and provide the necessary evidence to 
determine his or her responsibility. In the case that the in-
fraction is proven, the sanction will be based on the se-
riousness of the infraction and/or recidivism.

Anti-corruption sanctions are imposed by the Integrity 
Committee and enforced by the sanctioned person’s su-
perior or by the HR area. Aware of the importance of the 
transparency of our information, we collaborate with the 
audits that are carried out, providing the required informa-
tion, and granting the necessary facilities for the best com-
pliance. In addition, we periodically carry out a corruption 
risk assessment to design, modify and/or update the appli-
cable policies and procedures. 

G R I  2 - 1 6
S A S B :  F N - C B - 5 1 0 a. 2
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RISK
M A N A G E M E N T
We recognize the importance of efficiently and effectively 
managing the risks inherent in our operations. For this reason, 
we have established the Integrated Risk Management Unit 
(UAIR) as a fundamental part of our organizational structure.

IDENTIFY
RISKS

RISK
CONTROL

RISK
LIMITATION

DISCLOSURE
OF THE RISK

MEASURE
THE RISK

• It applies the methodology, 
parameters, and model for 
the measure

• It establishes limits and tolerance 
levels
• It investigates the excess limits 
causes and informs the risk 
committee

• Investors (financial statement)
• CNBV
• BANXICO
• CAPA /Assets and Liablilities Committe)

• In collaboration with the 
business and supervision 
units.

• Exposure to risks in concert with 
the business and supervision units

U A I R  F unctions

G R I :  F S 2
C S A :  1 . 4 . 1 ,  1 . 4 . 2 ,  1 . 4 . 3 ,  1 . 4 . 4 ,  1 . 8 . 1 ,  

1 . 8 . 2 ,  3 . 8 . 1 ,  3 . 8 . 2
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C om posició n
• Business Units:

• They perform risk control.
• Apply methodology, parameters and model
• Determine exposure to risk according to CRMU 
methodology 
• CRMU Limits Reported

• Administration and Supervision Units:
• Receive and give information to CRMU
• Receive information on limits and indicators

• Risk Committee:
• Approves methodologies, models and procedures. 
• It proposes to the Council the limits, objectives, 
guidelines and policies. 
• Authorize excesses or request adjustments in limits

•  Board of Directors:
• Approves limits and tolerance levels

In collaboration with UAIR, the Risk Committee plays an 
important role in risk management. This committee meets 
monthly and its main objective is to oversee and manage 
the bank’s risks, ensuring that operations remain within the 
overall risk exposure limits. The committee meets monthly 
and its main objective is to monitor and manage the bank’s 
risks, ensuring that operations remain within the overall risk 
exposure limits set by the Board of Directors.

For the design of new products and services, risk assessment 
is key. For this reason, the Risk Committee performs an 
assessment prior to approval. This evaluation is performed 
by an expert judgment and includes a list of possible risks 
to which the new product would be exposed, as well as 
possible risks resulting from its operation.

In addition to this, to address the Operational Risk, an 
analysis and follow-up of the losses materialized by the 
different types of operational risk that affect the bank’s results 
is performed. Within the follow-up performed, the main loss 
events materialized are presented, as well as the result of 
the different Operational, Reputational and Technological 
Risk Indicators, where it is monitored that they remain within 
the established risk levels.

U A I R ’ s areas of  collab oration
• F raud P revention:  The results of the different indicators 
that have been developed for the mitigation of internal 
and external fraud are presented.

• L egal:  Follow-up on current labor lawsuits, criminal 
complaints, civil lawsuits and fines before CONDUSEF.

4 2
W

alking together tow
ards inclusive prosperity



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

C ontents

A b out this D atab ook

We are B anco A z teca

C om m itm ent E conom ic 

S ustainab le F inance 

C om m itm ent S takeholders

E nvironm ental P erf orm ance

T ab le of  C ontents

T iendas E lektra 

I talika 

G rupo E lektra 

G R IC ontenidos S A S B

5  L oans that are not b eing repaid

Main risks identified

Combined to the risks of credit, liquidity of market and 
operational, the main risks identified in the operations of Bench 
Aztec are:

C yb ersecurity:  External attacks to the information systems of our companies, as 
well as to the operation platforms with customers, including those of banking and 
e-commerce.

P rivacy of  I nf orm ation:  The exposure of information systems, including servers, 
payment gateways, etc.  It integrates the risks of bad practices in the handling of 
information by employees, which may result in information leaks or unethical and 
responsible behavior; it also involves generating a culture of personal data protection 
in the handling of data by the customers themselves to avoid and prevent fraud. In 
addition, it considers the misuse for abusive sales practices, to the detriment of the 
customer and that may conflict with the regulations for the defense of consumers’
interests.

C lim ate change:  It refers to the effects on the continuity of the operation, recovery of 
portfolio / NPL5, profitability and permanence of the business, derived from droughts, 
floods, cyclones, sea level rise or extreme temperatures.

C orruption:  Risk of bribery, fraud, money laundering, among other practices, which 
may undermine the honesty and transparency of employees and compromise the 
company's assets.

F inancial:  A global recession would cause severe repercussions to international and 
domestic financial markets.

O perating:  This is the potential loss due to failures or deficiencies in controls, errors 
in the processing and storage of transactions or in the transmission of information, as 
well as adverse administrative and judicial rulings, fraud or theft, and mainly comprises 
technological risk and legal risk.

L egal:  This is the potential loss from non-compliance with applicable legal and 
administrative provisions, the issuance of unfavorable administrative and judicial 
resolutions and the application of sanctions, in connection with the operations carried 
out by the Institution.

R eputational:  We consider the impact on the trust of our stakeholders, the value of the 
Bank, having a negative impact on the perception of the brand.

C redit risk:  Potential loss due to non-payment caused by changes in the ability or 
intention of the counterparty or the issuer of financial instruments to meet its contractual 
obligations. This loss may mean the default known as default or “non-payment”. Risk 
present in: Financial Instruments, Commercial and Mortgage Portfolio and in the 
Consumer Portfolio.

M arket risk:  It is the potential loss due to changes in the risk factors that affect the 
valuation or the expected results of active and passive operations or causing contingent 
liabilities, such as interest rates, exchange rate, price indices, among others.

L iq uidity risk:  It is the potential loss due to the impossibility or difficulty of renewing 
liabilities or contracting others under normal conditions for the institution, due to the 
early or forced sale of assets at unusual discounts to meet its obligations, or due 
to the fact that a position cannot be timely disposed of, acquired or hedged by the 
establishment of an equivalent opposing position.

O perational risk:  For the identification of Operational Risks, the head of each 
Business Unit, as an Expert, determines the key and necessary processes to meet 
the strategic objectives. On the selected processes, the risk factors that threaten the 
fulfillment of the objectives of the process and the Line of Business, as well as the 
control measures that have been established for this purpose. Cybersecurity, data 
protection and anti-fraud practices are present.

In order to mitigate these potential risks, 
Banco Azteca has established a set of 
processes and controls aligned with the 
Bank’s objectives, as well as with the 
applicable legislation in force. These are 
integrated by:

• Manuals of policies and 
procedures
• Internal control measurement
• Operational risks 
measurement and controls

• Preventive measurement
• Controls

• Risk management and 
objectives transparency
• CRMU functional structure
• Risks Committee

( G R I  F S 2 )
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B usiness continuity plan
The purpose of Banco Azteca’s Continuity Plan is to 
guarantee the persistence of our operations when a risk is 
present and identified. This plan is a strategic guide based 
on four main guidelines:

• Management with critical areas

• Prevention

• Timely reaction

• Periodic updating.

As part of our Business Continuity Plan, we have the 
following objectives: determination of critical processes for 
business continuity in the event of operational contingencies; 
estimation of the quantitative and qualitative impacts that 
the organization could suffer as a result of the occurrence 
of an interruption event; evaluation of the recovery priority 
of critical processes, the target times (RTO) and the related 
tolerance to loss of information (RPO); as well as defining 
the minimum requirements for the operation in contingency.

Our Plan would consist of the following 4 stages6:

• 1 Implementation of the usiness mpact nalysis
(BIA), development and implementation of continuity 
recovery alternatives.

• 2 Identification and training of key personnel and 
stakeholders.

• 3 Evidence of effectiveness in recovery strategy in 
continuity.

• 4 Final documentation of the usiness ontinuity 
anagement (BCM)

8  Both the plan and the methodology used to calculate the BIA comply with re-
gulatory requirements and adhere to continuity standards.
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F raud

Potential fraud can be considered a threat to our customers, 
which is why at Banco Azteca we protect them by creating 
a robust ecosystem of processes, systems, technological 
tools, talent and anti-fraud strategies. An example of this 
is the Customer Journey, which allows us to take care of 
customer traceability in Onboarding, Login, when using the 
session, when performing transactions, and during account 
maintenance. In each of these stages, we integrate controls 
in the processes and systems that help us mitigate fraud 
risks, using facial recognition tools and behavioral biometrics 
of customers when using their electronic devices.

his year e changed the methodology for 
measuring unrecogni ed charges, hich 

ill allo  us to ha e a more e e tive 
ete tio  o  r rel te  r u  missi g 
r s  other types o  r u . 

uring the year , e did not ha e 
any monetary losses resulting from legal 
proceedings related to fraud, insider 
trading, antitrust, unfair competition, mar et 
manipulation, malpractice or other related 
financial industry la s or regulations

   .

G R I  2 0 6 - 1 ,  3 - 3 ,  2 - 2 7
S A S B :  F N - A C - 5 1 0 a. 1

R egulatory C om pliance

All the labor practices we carry out are following the laws 
and regulations of the entities in which we operate, to avoid 
non-compliance in economic and social matters. For this re-
ason, during the 2022 fiscal year, we did not identify any 
non-compliance with laws or regulations in the entities in 
which we operate. of laws or regulations in social and/or 
economic matters, nor regulatory fines or sanctions were 
identified during the 2022 fiscal year. 

For 2022, in none of the countries where we are present 
were significant fines identified for non-compliance with 
laws or regulations in social or economic matters applicable 
to each country.( G R I  2 - 2 7 )

In addition, we have made a significant effort to raise 
awareness among our customers and prevent them from 
becoming victims of fraud through the implementation of 
the “Ponte Atento” campaign, where we communicate 
messages and advice through social networks, mailing, SMS 
messages, OTP of the application, on screens in branches 
and ATMs, as well as fixed and floating messages in Digital 
Banking.
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It is very important that our employees feel good in our facilities 
and performing their activities, as well as that they can maintain 
a balance between their personal life and work, for this re-
ason we promote an environment of diversity and equal 
opportunities where our employees feel motivated to 
give the best of themselves.

COMMITMENT
T O  O U R  S T A K E H O L D E R S   

We also provide our employees with courses and training 
throughout the year to develop certain skills and abilities, 
and we evaluate them to understand the areas that need 
to be strengthened.

E m ployees
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T alent attraction and retention
We know that Banco Azteca’s success would not be possible 
without the effort and dedication of our employees. For this 
reason, our commitment to our people begins with the hiring 
process and continues throughout their entire life cycle in 
the organization. To this end, we have a career plan that 
fosters the growth and well-being of our employees through 
constant training and evaluations.

2,643

2021 2022

692

9,069

6,585

2021-2022 Hires

0

1,000

2,000
3,000

4,000

5,000

6,000
7,000

8,000

9,000
10,000

G R I :  3 - 3 ,  4 0 1 - 1 ,  4 0 4 - 1 ,  4 0 4 - 3  
C S A :  3 . 1 . 2 ,  3 . 3 . 1 ,  3 . 3 . 2

H iring and rotation

F iscal Y ear 2 0 2 0 2 0 2 1 2 0 2 2

P osition N um b er of  
participants H ours N um b er of  

participants H ours N um b er of  
participants H ours

D irector 9 9 1,164.5 347 4,856 433 6,864.5

M anager 84 604.5 3,109 87,187.5 3,848 96,310

O perative 2,853 12,977.8 39,013 951,723.6 55,167 1,277,054.5

T otal 3 , 0 3 6 1 4 , 7 4 6 . 8 4 2 , 4 6 9 1 , 0 4 3 , 7 6 7 . 1 5 9 , 4 4 8 1 , 3 8 0 , 2 2 9

7  A s part of  our I nclusion and N on- D iscrim ination policy,  we do not distinguish b etween genders 
when conducting training,  f or which reason we only b reak it down b y position in the organiza tion.

T otal hours and em ployees trained7
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D evelopm ent of  our em ployees

We promote well-being, offering dignified work that provides 
a quality of life for our employees and their families.

Our selection process is focused on identifying the skills and 
knowledge of candidates, and we promote opportunities that 
allow the development of our employees under meritocracy, 
which reduces bias or discriminatory practices.

We participate in the government initiative enes 
onstruyendo el uturo , with the objective of training, 

detecting, and developing the talent of our employees.
Wom en M en T otal

E x ecutive 3 4 7 7 8 9 1 , 1 3 6

M anager 9 5 3 1 , 4 2 4 2 , 3 7 7

O perative 1 8 , 8 4 5 2 3 , 5 7 3 4 2 , 4 1 8

T otal 2 0 , 1 4 5 2 5 , 7 8 6 4 5 , 9 3 1

Wom en M en

U nder 3 0 9 , 2 6 9 1 2 , 5 8 6

B etween 3 0  and 5 0 1 0 , 2 6 7 1 2 , 2 8 6

O lder than 5 0 6 0 8 9 1 4

T otal 2 0 , 1 4 4 2 5 , 7 8 6

D iversity and eq ual opportunities

We work to generate an inclusive work environment, in which 
respect and equity are promoted in general. A diverse workforce 
enables growth, permanence and innovation within the 
organization because it allows us to approach situations from 
the different points of view and opinions of our employees.

Workf orce 
b reakdown b y 

f unction

B reakdown of  
the workf orce 

b y age

e ha e a total of
 employees. 

( G R I  2 - 7 )
G R I :  2 - 7 ,  4 0 5 - 1 ,  4 0 6 - 1
S A S B :  F N - A C - 3 3 0 a. 1  

C S A :  3 . 1 . 2 ,  3 . 1 . 3 ,  3 . 4 . 1 ,  3 . 4 . 5

( G R I  4 0 5 - 1 )

N um b er %

P eople with disab ilities 1 6 1 0 . 2 8 %

R acial/ ethnic groups 8 7 0 1 . 8 %

L G T B Q I +  people 1 , 2 8 4 2 . 7 %

D iversity in 
the workf orce 
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N um b er P ercentage

D irective 75 21.07%

M anagem ent 1,668 45.61%

O perational 20,352 45.95%

Wom en in S T E M  positions8 75 0.15%

2 0 2 2 P ercentage 
2 0 2 2

R acial/ ethnic groups on our 
prof essionals

225 0.49%

R acial/ ethnic groups in all other 
em ployees

645 1.4%

R epresentation 
of  wom en b y j ob  

category

R epresentation 
of  racial/ ethnic 

groups

e h ve i ter l progr ms th t promote ge er 
e u lity  o is rimi tio  so that all our 
employees are treated ith the same respect and 
ha e access to the same resources and opportunities, 
regardless of their gender, than s to these actions 
this year e do not recei e any case of discrimination
( G R I  4 0 6 - 1 )

e promote e ual opportunities, mutual respect, 
and non-discrimination in all our la or policies and 
practices  e oster  i lusive e viro me t 

here e h perso   e press their i e tity  
opi io s   o er s ithout e r o  repris l. 

( S A S B :  F N - A C - 3 3 0 a. 1 )

1 0  S cience,  T echnology,  E ngineering and M athem atics
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H E A L T H  &  S A F E T Y
Managing the health and safety of our employees is a priori-
ty for Banco Azteca, where we implement the Mexican Official 
Standard NOM-030-STPS-2009, Preventive Occupational Heal-
th and Safety Services - Functions and activities to ensure the 
protection of all workers. ( G R I  3 - 3 )  ( G R I  4 0 3 - 1 )

T he occupational health 
and saf ety diagnosis and 
program  is prepared,  as 
well as the mechanisms for 
immediate response to the 
detection of serious and 
imminent risks.

A B C D

T he necessary 
procedures,  instructions,  
guidelines and records
are established to ensure 
compliance with the 
program.

T he progress of  
the program ’ s 
im plem entation is 
continuously monitored, 
recording the results of 
the results obtained.

IIt is verified that the 
im plem entation of  the 
occupational health and 
saf ety program  m eets 
its ob j ective,  making the 
necessary adjustments 
to the diagnosis, program 
or relationship, as 
appropriate.

We have a strategic program that seeks to monitor the safety 
measures we implement, including periodic occupational 
safety training, proper use of personal protective equipment, 
and emergency protocols. In addition, we promote hygiene 
and sanitation practices in all our facilities, ensuring regular 
cleaning of workspaces.

As for hazard identification and risk assessment, it is carried 
out through the IPER (Hazard Identification and Risk 
Evaluation) analysis. This process involves identifying the 
hazards present in the work environment and evaluating the 
associated risks, considering the probability of occurrence 
based on a history and the level of consequence if the risk 
materializes. In this way, it seeks to prevent and mitigate 
occupational risks, ensuring the safety and health of workers.  
(GRI 403-2)

G R I :  3 - 3 ,  4 0 3 - 1 ,  4 0 3 - 2 ,  4 0 3 - 5 ,  4 0 3 - 6 ,  4 0 3 - 9
C S A :  3 . 5 . 2
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In the case of our collection area employees who travel by 
motorcycle, we have the following actions: 

om   program .  

The “Toma 5” program is a permanent prevention campaign 
aimed at checking the condition of motorcycles and checking 
Personal Protective Equipment.

tete esto  l  e  cam paign.  

The campaign “Métete esto a la Cabeza” is a communication 
action aimed at building a culture of prevention and 
awareness among our employees to reduce accidents.

urso e oro  initiative

The “Curso de Oro” initiative is an activity that seeks to 
reinforce knowledge and skills in the handling of motorcycles.
It consists of training management leaders throughout the 
country in motorcycle riding skills, transforming them into 
certified trainers capable of disseminating and instructing 
what they have learned.

“A ccident- F ree D ays” D ashb oard

“Accident-Free Days” indicator is an initiative of our 
company to promote a culture of safety and prevention in 
the workplace. This initiative seeks that the leaders of each 
management team update daily with their work team the 
accumulated days without accidents at work. In this way, 
we seek to create awareness and commitment in each of 
our employees to maintain a safe work environment and 
prevent possible accidents.  ( G R I  4 0 3 - 6 )

A chievem ents of  2 0 2 2

• Through the “G old C ourse” 1 , 2 1 9  L eaders were 
certified. F orty- seven courses were given nationwide 
and each certification lasted 4 days ( G R I  4 0 3 - 5 ) .
• C 4  C ontinuity C enter,  provides immediate attention 
24 hours a day, 365 days a year, and provides support 
to the entire collection structure, with 12,959 employees.
• 2 0 , 3 4 9  em ergency calls were answered.
• 8 7 , 4 9 7  outb ound and f ollow- up calls were m ade.
• Attention during special campaigns: Easter 
Week, Children’s Day, Mother’s Day, 
Hot Sale, rainy season, hurricane 
season, uen in, Christmas 
season.
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The safety and well-being of our staff is a key priority for 
us. In the last three years we have managed to significantly 
reduce the number of traffic accidents. In 2020, the number of 
accidents was 4,076, but thanks to our preventive measures 
and the commitment of the entire team, we were able to 
reduce this number to 3,570 in 2021. And this year, in 2022, 
we continued to work hard to maintain safety measures, 
which led us to further reduce the number of accidents to 
3,567. 

These achievements demonstrate that our security policies 
and practices are delivering results and we will continue 

to further reduce these numbers.

his year e achie ed 
 impleme t tio  

o  i e t sh o r s 
i  ll ge ies  hich 

demonstrates our 
commitment to safety  

( G R I  4 0 3 - 9 )

4,076

3,570 3,567

2020 2021 2022

 ota  n er o  tra c acci ents

3,200

3,400

3,600

3,800

4,000

4,200

2 0 2 0

2 0 2 1

2 0 2 2

Each recorded accident is carefully 
examined to identify the causes and look 
for ways to improve our prevention actions.

0%

95.4% 91.9%

3.7% 6.9%
0% 0%0% 0.7%

Minor Serious Very Serious

2020-2022 Accident rate

0

0.2

0.4

0.6

0.8

1

1.2

2 0 2 2

2 0 2 1

raffic accidents

At Banco Azteca we continually work on initiatives and 
projects that allow us to train our employees in vehicular 
traffic issues to avoid accidents. This allowed us to reduce 
the percentage of “minor” accidents in 2022, and we will 
continue our efforts to reduce the percentage of “serious” 
accidents.
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CUSTOMER
D E X P E R I E N C E
Customer experience is fundamental to the 
success of our business, since a satisfied 
customer is an ally to continue creating new 
and better services.

It is important to meet the expectations and needs of our 
customers, so we seek to develop new and better 
strategies that allow us to provide them with a 
better experience by offering them higher 
quality products and services. 

G R I :  3 - 3

e   
among the an s ith 

the est customer 
ser ice according to 
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We continue to be among the Top 5 best rated banking Apps 
in iOS and Android.

R esults9

2 0 2 0 2 0 2 1 2 0 2 2

D igital custom ers 11.9 16.1 19.7

T otal digital transactions m ade ( m ob ile) 1,603 2, 884 4,186

F ace- to- f ace transactions ( Window +  A T M ) 522 576 612

P ersonal L oan P lacem ent ( %  app share) 41% 45% 49%

%  N 2 1 0  savings account apertures 
u r ito igit l

89% 84% 81%

M onetary transactions m ade f rom  cell pho-
nes

190 366 540

9  Figures expressed in millions, except the percentages presented. 

10 Bank deposit account for sight money in national currency (N2), which gives 

you access to banking services, through a debit card and without charging 

commissions.

D igitaliza tion
Today, business digitalization is associated with the process 
of digital transformation of business, where we have 
developed and implemented digital tools and technological 
resources, considering the needs of our customers, to 
ensure the quality and accessibility of our services.

Through digital financial inclusion we can help drive Inclusive 
Prosperity and be a transforming agent in the communities 
in which we operate. Our Digital Banking integrates in one 
place a unique offer of services and digital tools, with the 
support, capabilities, and value proposition of Banco Azteca.

G R I :  3 - 3

( G R I  3 - 3 )

5 4
W

alking together tow
ards inclusive prosperity



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

C ontents

A b out this D atab ook

We are B anco A z teca

C om m itm ent E conom ic 

S ustainab le F inance 

C om m itm ent S takeholders

E nvironm ental P erf orm ance

T ab le of  C ontents

T iendas E lektra 

I talika 

G rupo E lektra 

G R IC ontenidos S A S B

A ccess points

2 0 2 0 2 0 2 1 2 0 2 2

A ccess P oints 2,787 2,591 2,684

A ccess points in ie s le tr 1,206 1,049 1,215

T hird- party channels 845 616 741

B A Z  B ranches 1,942 1,975 1,943 

O wn A T M ' s 1,925 2,023 2,020

T hird- party A T M s 3,055 3,210 3,398

rest  re  points of  access 1,121 1,138 1,201

B anking correspondents 1872 2,413 2,525

P resence

N um b er of  m unicipalities 793 801 807

Municipalities where we are the only financial institution 150 139 103

C ountries where we have presence 5 4 4

P resence b y country

C ountries

Mexico Mexico Mexico 

Guatemala Guatemala Guatemala

Honduras Honduras Honduras

Panamá Panamá Panamá

Perú - -

A ccessib ility to 
services and products 

In addition to our extensive branch network, we encourage 
the use of other points of contact, seeking suitable 
alternatives for our customers. For this reason, we have our 
own ATMs, third-party ATMs with which we have alliances, 
and banking correspondent services. In addition, as part of 
our omnichannel strategy, we have online banking digital 
channels and a mobile application, which we promote 
through digital advisors in our branches and through different 
campaigns. ( G R I  3 - 3 )

G R I :  3 - 3 ,  F S - 1 3

C ustom er satisf action
It is important for us to monitor the level of satisfaction of our 
customers, which is why we rely on the Net Promoter Index 
(NPI) Customer Satisfaction Index which measures the 
level of satisfaction of our customers with our products and 
services in order to make informed decisions and implement 
the necessary improvements to address their needs and 
expectations.

N P S 2 0 2 0 2 0 2 1 2 0 2 2 V ar 2 2 - 2 1

B anco 
A zt eca

27.6% 52.4% 60.5% 15%
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T R A N S P A R E N C Y  
R elated to m arketing com m unications

C ases 2 0 2 1 2 0 2 2

F ines or penalties 7 5

Warnings 0 0

V oluntary codes 0 0

( G R I  4 1 7 - 3 )  

The fines and penalties mentioned are the result of 
supervisory procedures and non-compliance with the 
applicable regulations on Transparency and Financial 
Services Regulation, which were remedied at the time 
through the mandatory compliance programs and corrective 
action plans.

With the purpose of giving our customers peace of mind 
and certainty about what they are buying, we share in a 
clear and transparent way all the information corresponding 
to our products and services. We work to comply with what 
we communicate, always based on the corresponding 
regulations.

The particularities of our products are shared through the 
official communication channels: social networks, emails, 
SMS messages or directly on the screens of our branches, 
and their customers can view all our products with their 
respective characteristics ( G R I  3 - 3 )

The terms and conditions of all our products are public on 
our page 1 1 . ( S A S B  F N - A C - 2 7 0 a. 3 )  ( S A S B  F N - I N - 2 7 0 a. 4 )

C ases of  non- com pliance 

R elated to inf orm ation and lab elling of  products 
and services

C ases 2 0 2 1 2 0 2 2

F ines or penalties  7 5 

Warnings  0  0

V oluntary codes  0  0

( G R I  4 1 7 - 2 )

  e o ot h ve employees ith 
 history o  i vestig tio s rel te  to 

in estments, consumer claims, pri ate ci il 
litigation, or other regulatory proceedings  
( S A S B  F N - I N - 2 7 0 a. 1 )

G R I :  3 - 3 ,  4 1 7 - 2 ,  4 1 7 - 3
S A S B :  F N - A C - 2 7 0 a. 3 ,  F N - I N - 2 7 0 a. 1 ,  F N -

I N - 2 7 0 a. 4 ,  F N - A C - 2 7 0 a. 1

13 Learn more at https://www.bancoazteca.com.mx/promociones/termi-

nos-y-condiciones-redes-sociales.html 
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C ustom er P rivacy
or us  the priv y  se urity o  our lie ts  t  is 
 priority  hi h is hy e h ve  lysis progr m 

th t is gover e  y   s ell s  
 hi h re ers to the gui eli es  pri iples o  

our y er is  geme t ystem. his llo s us to 
i e ti y  mi imi e the ris s to hi h our ssets re 
e pose .

The fact that our customers know that Banco Azteca is 
concerned about safeguarding their personal information 
is, without a doubt, an incentive to continue trusting us 
in the future. At Banco Azteca we recognize the possible 
threats that exist internally and externally in relation to the 
personal and financial management of our client portfolio. 
Because of this, we have made the commitment and have 
the means (procedures, policies) to safeguard the integrity 
of the information and maintain the trust of our customers 
intact. In 2022 there were no monetary losses because 
of legal proceedings related to customer 
privacy.  ( S A S B  F N - C F - 2 2 0 a. 2 )
For the identification of existing 
vulnerabilities within the 
Bank, we have an analysis 
program that allows 
us to identify, assess, 
prioritize, and correct 
the weaknesses 
detected within our 
technological assets, 

G R I :  3 - 3
S A S B :  F N - C F - 2 2 0 a. 1 ,  F N - C F - 2 2 0 a. 2 ,  

F N - C F - 2 3 0 a. 3
C S A :  3 . 8 . 1 ,  3 . 8 . 2

C laim s sub m itted to the U N E 1 2  

C O N D U S E F
We prioritize the protection of our customers’ rights and 
interests in all aspects of business operations, strictly 
complying with all applicable laws and regulations to build 
long-lasting customer relationships based on trust, integrity, 
and exceptional service.

e are committed to ad ocating for 
users of the financial ser ices e offer

 itio  to oll or ti g ith the 
   

Direct customer claims to UNE 1,560

Claims to CONDUSEF 9,925

Total complaints filed 11,485

Resolved in favor of the client 3,571

Resolved in favor of the bank 7,914

Average number of days to resolve a claim 7.97

12 Users Service Units or nidades de tencion a suarios 

f the  of 
the complaints e 
recei ed,  ere 
resol ed in fa or of 
the client
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s part of our secondary campaigns, in 
 e reinforced the communication 

of the nti- raud topic  re hi g out to 
 ustomers. 

which are integrated by applications, servers, and databases. 
This program allows us to comply with international security 
standards, local or international rules and/or regulations, 
through high-level security tools, aligned with international 
standards (CVSS).

The procedure executed is considered within the frameworks 
indicated in the controls of the ISO 27000:2001 and ISO 
31000 standards, as well as the policies and processes of 
the Information Systems Department.

The licensing of tools, software and computer resources 
used to perform the scanning have an authentic commercial 
licensing, complying with the internal standards of security 
configuration, to minimize the risks of execution of 
vulnerabilities  ( G R I  3 - 3 )  ( S A S B  F N - C F - 2 3 0 a. 3 )

G R I :  3 - 3
S A S B :  F N - C F - 2 2 0 a. 1 ,  F N - C F - 2 2 0 a. 2 ,  

F N - C F - 2 3 0 a. 3
C S A :  3 . 8 . 1 ,  3 . 8 . 2

2020 2021 2022

Account holders whose information 
is used for secondary purposes

0%

5,000
1,766,417

4,527,964

20,499,387

10,000

15,000

20,000

25,000

( S A S B  F N - C F - 2 2 0 a. 1 )
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n , complaints recei ed y third parties
ere re u e  y  omp re  to  i  

e i o  ti  meri .

N um b er of  claim s in M ex ico

N um b er of  claim s in L atin A m erica

47

20

3

8

Claims received 
by third parties and substantiated

Claims by
regulatory authorities

Claims by type 2021-2022

0
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Seguros Afore Total BAZ

Claims received by third parties and substantiated 2021-2022

0

1

2

3

4

5

6

( S A S B  F N - C F - 2 3 0 a. 1 )  ( S A S B  F N - C B - 2 3 0 a. 1 )

C I B E R S E C U R I T Y
With the increase in threats to devices and attacks on data storage, today it 
is necessary for companies to invest in information security.

At Banco Azteca we recognize the importance of protecting our clients’ 
information and maintaining a solid security infrastructure. For this reason, 
we have a cyber risk model based on international best practices such as 
ISO 27001, NIST, CIS Controls, among others. With this model we work 
on designing cybersecurity controls for servers, databases, network, 
applications, among others, which are implemented in the productive 
ecosystems of the organization and allow us to have well identified the 
situations that represent a potential risk.

Additionally, we carry out permanent vulnerability identification assessments, 
rigorous internal and external threat monitoring processes, permanent 
awareness campaigns for employees, as well as data loss prevention 
technologies. All the above is supported by a logical access model based 
on least privilege to the organization’s services. ( G R I  3 - 3 )  

C laim s

The complaints from third parties and regulatory authorities represent an 
important source of feedback and contribute to the control and continuous 
improvement of our services at Banco Azteca.

G R I :  3 - 3 ,  4 1 8 - 1
S A S B :  F N - C F - 2 3 0 a. 1 ,  F N - C B - 2 3 0 a. 1 ,  F N -
I N - 2 7 0 a. 2 ,  F N - I N - 2 7 0 a. 1 ,  F I N - A C - 2 7 0 a. 2 ,  

F N - I N - 2 7 0 a. 4 ,  F I N - A C - 2 7 0 a. 3

2 0 2 1

2 0 2 2

2 0 2 1

2 0 2 2
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C orrective actions taken in response to data 
b reaches

We have implemented protocols that allow us to respond in 
a timely manner to potential data breaches, including:

1 . Incident identification and containment: We 
act quickly to identify the cause and extent of the data 
breach, taking steps to stop unauthorized access 
and notify affected employees.
2 . R isk assessm ent:  We conduct a thorough 
assessment of the risk and impact of the data breach, 
helping us prioritize corrective actions and minimize 
damage.
3 . otification to customers: If customers’ personal 
data is compromised, we notify them immediately so 
they can take steps to protect their information and 
prevent fraud.
4 . P rocess and O perations C hanges:  We review 
and update our processes and operations to 
strengthen security and prevent similar incidents in 
the future.

5 . B usiness P artner R eassessm ent:  We check 
the security standards of our business partners to 
ensure they meet our data protection criteria.
6 . T raining update:  We provide ongoing training 
and coaching to our employees on security and data 
protection best practices.
7 . T echnological im provem ent:  We incorporate 
updated technologies to increase our data detection 
and protection capabilities, thus strengthening our 
information security model.

his year e had no 
cases of data lea s, 

thefts or losses i  y 
o  the ou tries here 

e h ve  prese e.

omplaints recei ed during  ere 
o lu e  ithout pe lties.
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G R I :  3 - 3 ,  4 1 3 - 1 ,  F S 1 6
S A S B :  F N - C B - 2 4 0 a. 1 ,  F N - C B - 2 4 0 a. 3 ,  

F N - C B - 2 4 0 a. 4
C S A :  3 . 6 . 1 ,  3 . 6 . 2 ,  3 . 6 . 3

F inancial inclusion and education
e re o st tly strivi g to promote fi i l i lusio  

 e u tio  so th t ll e i  milies  meet 
their ee s through  etter u erst i g  use o  
fi i l pro u ts  servi es.

From our beginnings, Banco Azteca has sought to promote 
financial inclusion and education, not only in Mexico, but 
also in the other countries where we have a presence. 
With our easy-to-use products and services, we bank the 
population that does not have any contracted financial 
product or service, convinced that, through banking and 
financial inclusion, we can promote inclusive prosperity.

pre e y re e

Our financial education program “Learn and Grow”, has as 
its main objective to promote an adequate management 
of personal finances and foster an entrepreneurial culture 
in individuals of all ages. We stand out for our constant 
innovation, incorporating teaching strategies and playful and 
digital educational resources that make learning interactive 
and easy. We provide participants with the necessary tools 
to understand complex financial concepts in an accessible 
way and apply them in their daily lives.

In addition, we understand that everyone has different 
learning needs and preferences. That is why “Learn and 
Grow” offers different modalities, adapting to the individual 
circumstances of the participants. Either in face-to-face 
classes, where students can interact directly with instructors 
and classmates, or in virtual mode, through online platforms 
that allow access to content from anywhere and at any time. 
We also offer a hybrid option, combining the best of both 
worlds, for those who wish to take advantage of the benefits 
of in-person interaction and the flexibility of digital resources.

Similarly, all our initiatives are staffed with specialized 
professionals, as well as innovative pedagogical 
methodologies and platforms that facilitate learning for our 
users. ( G R I  4 1 3 - 1 )ur inclusi e approach allo s us 

to reach a road audience and 
ensure that e eryone can learn 
and gro  in the financial and 
entrepreneurial arena

S O C I O - E C O N O M I C
DEVELOPMENT 
OF COMMUNITIES
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G R I :  3 - 3 ,  4 1 3 - 1 ,  F S 1 6
S A S B :  F N - C B - 2 4 0 a. 1 ,  F N - C B -

2 4 0 a. 3 ,  F N - C B - 2 4 0 a. 4

It is important to mention that, within the total 
scope number, there are 44,119 people who 
participated in the Comprehensive Financial 
Week for Mexicans Abroad (SEFIME16), which 
seeks to support the Latin American migrant 
community that is in the United States and 
Canada. Several of the programs and initiatives 
presented above were also taught during this 
week so that these users could learn about issues 
of banking, remittances, financial education, etc.   
( G R I :  F S 1 6 )

We have a variety of programs and initiatives derived from prende y rece
that benefit students, clients, employees and the general public, each group 
has access to personalized programs designed to meet their specific needs.

pre e y re e program s and initiatives

I nitiative O b j ective and description of  the initiative
G roup of  

beneficiaries
N um b er of  

beneficiaries

D iplom a in 
F inancial 
E ducation and 
B usiness

This virtual diploma has curricular validity since its content is reviewed by the Faculty of Economics of the 
Autonomous University of Mexico (UNAM13).
It lasts for 1 2 0  hours, divided into 8  modules that contain topics such as: savings, credit, insurance, investment, 
retirement savings, entrepreneurship, business development and use of digital financial tools. This information 
is shared through more than 7 0 0  Educational resources such as: animated infographics, videos, podcasts, 
exercises, assessments and much more.
This initiative seeks to develop the financial capabilities of users to promote the correct use of financial products 
and services, and the achievement of financial goals at different stages of life

General public 1 9 , 1 2 0

S N E F
National Financial Education Week (SNEF14) in participation with the CONDUSEF and the Administration of 
Banking and Markets (ABM15).

Children, youth and 
adults

2 4 , 6 0 1

 ti er te

We visit different universities across the country, giving young people the opportunity to learn through 
technological and financial experiences. 
This initiative seeks to encourage active learning and provides young people with the necessary tools to 
function in the financial field, while inspiring them to take advantage of the opportunities that technology offers 
in this field.

Young university 
students

4 , 8 5 0

Y ouT ub e C hannel

Through our channel, we offer a variety of capsules and educational videos about personal finance and 
business.
This initiative seeks to provide clear and actionable information that helps users make smart financial 
decisions and develop strong business skills. 

General public 1 2 , 8 6 0

F inancial 
E ducation f or 
C lients

We have a section specially dedicated to our clients on the prende y rece  website, with the aim of 
providing them with educational resources that allow them to improve their personal finances. 
In this section, we offer our clients a wide variety of tools and materials designed to help them acquire financial 
knowledge and develop skills to efficiently manage their economic resources.

Banco Azteca 
Customers

4 , 0 0 0

I nternet site
It is the most robust platform in Latin America that offers users specialized content for different stakeholders 
and multiple interactions through social networks.

General public 8 1 , 3 9 5

u eres 
Space with a gender perspective for Grupo Salinas employees, with content generated especially for them, 
such as: 6 face-to-face workshops and webinars with topics of budget, savings, credit, investment, forecasting 
(insurance and AFORE) and entrepreneurship.

Partners 
(Collaborators of 
Grupo Salinas)

2 , 0 0 0

otal scope of beneficiaries of programs and initiatives 1 4 8 , 8 2 6

( S A S B :  F N - C B - 2 4 0 ª . 4 )

13 Universidad Autónoma de México 
14 Semana Nacional de Educación Financiera
15 Asociación de Bancos de México 
16 Semana Integral Financiera para Mexicanos en el Exterior
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1 8  a 3 5  añ os 3 6 , 8 3 0 1 8 , 1 4 0

3 6  a 4 5 9 , 5 4 8 4 , 7 0 3

4 6  a 6 0 5 , 4 5 6 2 , 6 8 7

6 0  o m á s añ os 8 4 , 5 7 1 4 1 , 6 5 5

F inancial education interventions disaggrega-
ted b y age and gender

n , e enefited a total of ,  
people ith all pre e y re e  
initiati es

Workshops given by type of beneficiary

2 0 2 1 2 0 2 2

Group of beneficiaries Workshops N um b er of  
beneficiaries

N um b er of  f ace- to- f ace 
workshops given

N um b er of  virtual 
workshops taught Workshops N um b er of  

beneficiaries
N um b er of  f ace- to- f ace 

workshops given
N um b er of  virtual 
workshops taught

M uj eres 1 1 2 5 0 0 1 1 1 3 3 0 1

N iñ as,  niñ os y j ó venes 6 4 2 5 , 5 9 1 0 6 4 5 5 6 , 7 2 5 0 5 5

E m prendedores 4 5 6 , 7 4 8 0 4 5 1 5 1 , 1 9 1 0 1 5

C olab oradoras y 
C olab oradores 4 2 2 3 0 4 2 5 0 0 2

S ociedad en general 1 6 1 4 , 0 8 9 0 1 6
4 6

1 7 5 , 2 3 2
1 4 5

C lientes 1 6 6 , 0 3 7 0 1 6 2 0 , 3 5 9

6 3
W

alking together tow
ards inclusive prosperity



G R U P O  E L E K T R A
SUSTAINABILITY REPORT 2 0 2 2

C ontents

A b out this D atab ook

We are B anco A z teca

C om m itm ent E conom ic 

S ustainab le F inance 

C om m itm ent S takeholders

E nvironm ental P erf orm ance

T ab le of  C ontents

T iendas E lektra 

I talika 

G rupo E lektra 

G R IC ontenidos S A S B

ot l i vestme t in financial education initiati es 
increased y .  over the previous ye r

ota  in est ent in nancia  e cation initiati es  

$19,896,046

18,000,000

19,000,000

20,000,000

21,000,000

22,000,000 $21,624,279

2 0 2 1 2 0 2 2

G uatem ala H onduras P anam a T otal G uatem ala H onduras P anam a T otal

T rained 
beneficiaries 5 , 9 6 2 1 8 , 3 7 5 2 8 9 2 4 , 6 2 6 1 3 , 7 6 4 4 0 , 6 0 0 6 , 9 5 0 5 4 , 3 6 4

A llies 4 7 5 1 6 1 2 8 5 1 3

Beneficiaries trained in Latin America
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A lliances

prende y rece  program has strengthened thanks to 
the various strategic alliances we have, which allow us to 
enrich our educational resources and teaching strategies, 
providing our participants with an even more complete and 
enriching learning experience in topics such as: savings, 
credit, investment, cybersecurity, insurance, retirement 
savings, financial health, and entrepreneurship.

C ountry N ew partnerships 2 0 2 2 1 7

M ex ico

CONDUSEF
Instituto Mexiquense del Emprendedor, Jóvenes Construyendo el Futuro, UPAX, 
Grupo Salinas, Guardia Nacional, Universities: 
Tecnológico de Estudios Superiores de Cuautitlán Izcalli (TESCI), Universidad 
Tecnológica del Sureste de Veracruz (UTSV), Universidad Tecnológica de 
Aguascalientes (UTAGS), Universidad Nacional Autónoma de México (UNAM) 
Facultad de Economía, Universidad Popular de la Chontalpa (UPCH), Universidad 
Autónoma de Baja California (UABC), Universidad de Guadalajara (UDG),  
Universidad Tecnológica Metropolitana (UTM), Comisión Nacional para la 
Protección y Defensa de los Usuarios de Servicios Financieros (CONDUSEF), 
Comisión Nacional del Sistema de Ahorro para el Retiro (CONSAR), Asociación de 
Bancos de México (ABM), Secretaría de Relaciones Exteriores (SRE), Instituto de 
los Mexicanos en el Exterior, Colegio Nacional de Educación Profesional Técnica 
(CONALEP), Instituto Mexiquense del Emprendedor y el Banco de México.

G uatem ala
Fundación Azteca, Cámara de la Micro Pequeña y Mediana Empresa 
(CAMIPYME), NEGU, OVERGENIUS

H onduras
Comisión Nacional de Bancos y Seguros, Aliadas, Universidad Nacional Autónoma 
de Honduras, PROLEMPA

P anam a
Superintendencia de Bancos de Panamá, Centro de Innovación Desarrollo 
Tecnológico y Emprendimiento (CIDETE)

1 7  T he m ain m eans used are social networks,  R p and site.  R elevant proj ects include web i-
nars,  articles,  and inf ographics.
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RESPONSIBLE
S U P P L Y  C H A I N

e u erst  our ommitme t to sust i ility must go eyo  
our org i tio l ou ries  so e see  to m i t i   respo si le 
supply h i  sh ri g our pri iples  v lues ith suppliers  

usi ess p rt ers. hrough me sures  ev lu tio  riteri  e 
promote the ommu i tio  o  our visio   the impleme t tio  
o  goo  pr ti es i  so i l  e viro me t l issues  le i g to 
i lusive prosperity.

S uppliers
Our suppliers are an integral part of our supply chain and 
play an important role in the quality, availability and cost 
of the products and services we offer. We have clearly 
defined relationship and negotiation principles, aligned with 
our Code of Ethics, to maintain close, long-term business 
relationships.

These principles focus on offering and demanding fair, 
honest and respectful treatment from suppliers, maintaining 
total transparency in communication and always avoiding 
any possible conflict of interest, which allows us to generate 
negotiations based on quality, price, and delivery criteria in 
line with Grupo Elektra’s practices and procedures.

G R I :  2 - 6 ,  2 0 4 - 1 ,  3 0 8 - 1 ,  3 0 8 - 2 ,  4 1 4 - 1 ,  4 1 4 - 2
C S A :  3 . 2 . 3
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General Services 

Marketing

Building offices 
and branches 

Technology

Office equipment 

E valuation and selection of  suppliers with 
environm ental and social criteria

Supplier evaluation is a critical tool to ensure that the 
collaborations we make comply with our vision and adhere 
to our values on environmental and social issues. This 
helps us make responsible decisions when selecting new 
business partners. 

S pending on local suppliers
B anco A zt eca

L ocal suppliers 93.81%

F oreign suppliers 6.19%

T otal ( m illion of  M X N ) 1 , 3 4 0

S upplier C ircle 
Certification

Supplier certification is a fundamental 
tool in our commitment to quality and 
efficiency in the supply chain. Through this 
analysis and validation process, we ensure 
that our suppliers comply with the legal, 
financial, operational and commercial image 
standards that we demand in our company.

D istrib ution of  suppliers b y type of  
B anco A zt eca products and services

Social
criteria

Participation 
in social 

engagement 
events

Donations to 
social causes

Evironmental 
criteria

Social 
responsibility

5 0 4 6 4 0 4 0 5 7

Suppliers evaluated on ESG topics
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40
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5 8 . 5 0 %

1 2 . 8 0 %

1 8 . 2 9 %

1 0 . 3 7 %

( G R I  2 - 6 )

( G R I  2 0 4 - 1 )

 suppliers ere e aluated under 
en ironmental criteria and  under 

social criteria and no negati e 
impacts on  issues ere 

identified  ( G R I  3 0 8 - 1 )  ( G R I  3 0 8 - 2 )  
( G R I  4 1 4 - 1 )  ( G R I  4 1 4 - 2 )

( G R I  3 0 8 - 1 )  ( G R I  4 1 4 - 1 )  
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Aware of the importance of preserving the 
environment, we are constantly working 
to improve our practices to reduce our 
impact on the environment. constantly 
working to improve our practices to 
reduce our environmental impact.

ENVIRONMENTAL 
P E R F O R M A N C E

At Banco Azteca we have complementary policies that 
reinforce our commitment to environmental responsibility. 
These policies go beyond legal requirements and allow us 
to implement additional measures to reduce our environ-
mental impact, promote energy efficiency, properly mana-
ge waste, and preserve natural resources.

• Water C onsum ption P olicy:  establishes the guidelines 
for the care and consumption of water in our branches.

• E nergy P olicy:  establishes the guidelines and actions 
for the efficient use of energy in our branches.

• C lim ate change policy:  establishes the company’s 
commitment to mitigate the negative impacts regarding 
the climate change physical risks.

• S olid Waste P olicy:  defines the activities and guidelines 
that regulate the separation and collection of waste in 
Grupo Salinas corporate buildings in accordance with 
current regulations.
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E N E R G Y  
CONSUMPTION
F uel consum ption

The operation of our business does not generate a significant 
use of fossil fuels; however, we recognize the importance 
of monitoring our consumption and implementing impact 
mitigation strategies.

In 2022 we had no diesel and LP gas consumption, however, 
we identified that the usual gasoline consumption was 
affected by a change in the corporate name that recorded 
the expense, so it changed from Banco Azteca to Tiendas 
Elektra.

We are working on improving our methodology so that future 
data are consistent and reflect in a clear and transparent way 
the efforts we are making to reduce our GHG emissions.

2 0 2 2 1 8

G asoline ( m 3 ) 7 6 7  m 3

T otal ( G J ) 2 9 , 3 3 6

1 8  C alculation m ethodology:
•  A nalysis and review of  m ore than 4 5 , 0 0 0  invoices and f uel reports.
•  C onversion f actors f rom  the N ational E m issions R egistry ( R E N E )

G R I :  3 0 2 - 1 ,  3 0 2 - 3 ,  3 0 2 - 4
C S A :  2 . 2
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E lectricity consum ption

U nit of  m easurem ent R esult 2 0 1 9 R esult 2 0 2 0 R esult 2 0 2 1 R esult 2 0 2 2 V ar 2 2 - 2 1

N on- renewab le energy G WH 5 9 5 7 6 0 6 4 7 %

R enewab le energy G WH 2 2 2 9 2 5 2 6 4 %

E lectric power ( total) G WH 8 1 7 9 8 5 9 0 6 %

E nergy consum ption G J 2 9 1 , 6 0 0 2 8 4 , 4 0 0 3 0 6 , 0 0 0 3 2 1 , 8 4 0 2 5 %

T otal cost of  energy consum ption M ex ican P esos ( M X N ) 2 2 4 , 2 4 5 , 5 8 4 2 2 4 , 8 1 0 , 4 3 9 2 2 8 , 4 1 4 , 3 2 4 2 5 3 , 0 1 5 , 3 3 9 1 1 %

D ata coverage ( as a percentage of  
denom inator)

P ercentage of  total 
revenue 6 2 . 5 6 . 5 5 % . 5 7 % - 2 1 %

e currently ha e photo oltaic systems 
installed in  ranches, hich generate 

 of the energy consumed in those 
ranches  e h ve  e ergy e fi ie y 

progr m i   o  o te  
r hes.

280,000270,000260,000 290,000 300,000 310,000 320,000 330,000

321,840

216,000

284,400

291,600

Total electricity consumption 2019-2022 (GJ)19

2019

2020

2021

2022

In 2022 we had a total energy consumption of 321,840 GJ, 
this represents a slight increase of 5% compared to 2021 
which corresponds to the opening of new branches. Twenty-
nine percent of the energy consumed came from renewable 
sources.

1 9  C alculation m ethodology:
•  A nalysis and review of  m ore than 6 0 , 0 0 0  C F E  energy receipts and the com pany that supplies us with renewab le energy f or electricity consum ption.
•  T otal sum  of  electrical energy consum ption
•  T he conversion f actor of :  3 , 6 0 0  G J / G Wh was used

( G R I  3 0 2 - 1 )  ( G R I  3 0 2 - 4 )
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2 0 2 1 2 0 2 2 V ar 2 2 - 2 1

E nergy intensity G J /
E m ployee 1 , 6 2 7 1 , 9 5 9 2 0 %

( G R I  3 0 2 - 3 )

E m issions

E nergy intensity2 0

10,000

2,116

20,181

12,632

14,736

5,0000 15,000 20,000 25,000

Scope 1 emissions generated 2019-2022 (tCO2e)

2019

2020

2021

2022

G R I :  3 0 5 - 1 ,  3 0 5 - 2 ,  3 0 5 - 3 ,  3 0 5 - 4 ,  3 0 5 - 5
C S A :  2 . 1

10,0005,0000 15,000 20,000 25,000 30,000 35,000

Scope 2 emissions generated 2019-2022 (tCO2e)

2019

2020

2021

2022 26,840

25,592

28,061

30,048

( G R I  3 0 5 - 2 )

( G R I  3 0 5 - 1 )

20 For energy intensity, the total electrical energy consumed, 

and the total fuel used are considered.

Energy intensity 2021 would only be counting the internal 

electrical energy consumed during both years. For the energy 

intensity of 2022, the electrical energy and fuel energy used 

would be considered.
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B anco A zt eca em issions T C O 2 e
2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ar 2 2 - 2 1 2 1

S cope 1 1 4 , 7 3 6 1 2 , 6 3 2 2 0 , 1 8 1 2 , 1 1 6 - 8 9 . 5 %

D ata coverage . 6 2 % . 5 6 % . 5 5 % . 5 7 % 3 . 6 3 %

S cope 2 3 0 , 0 4 8 2 8 , 0 6 1 2 5 , 5 9 2 2 7 , 8 4 0 8 . 7 %

D ata coverage . 6 2 % . 5 6 % . 5 5 % . 5 7 % 3 . 6 3 %

T otal ( S cope 1 + 2 ) 4 4 , 7 8 4 4 0 , 6 9 3 4 5 , 7 7 2 2 9 , 9 5 6 - 3 4 . 5 %

( G R I  3 0 5 - 1 )  ( G R I  3 0 5 - 2 )  ( G R I  3 0 5 - 5 )

B anco A zt eca T C O 2 e

2 0 1 9 2 0 2 0 2 0 2 1 2 0 2 2 V ar 2 2 - 2 1 V ariació n 2 2 - 2 1

S cope 3 2 2 1,716 413 271 2,311 752%

Some of the most significant changes resulting from 
post-pandemic life was the resumption of certain travel 
practices in our business. As restrictions ease and business 
activities return to normal, we have seen an increase in the 
amount of travel required to maintain our business relations-
hips and protect the integrity of the business. Despite this 
increase, we are committed to mitigating our environmental 
impact and will continue to drive and improve our sustai-
nable practices to balance operational needs with environ-
mental responsibility

( G R I  3 0 5 - 3 )  ( G R I  3 0 5 - 5 )

G R I :  3 0 5 - 1 ,  3 0 5 - 2 ,  3 0 5 - 3 ,  3 0 5 - 4 ,  3 0 5 - 5
C S A :  2 . 1

21 The considerable decrease in Scope 1 corresponds to the fact that the accounting 
for Diesel fuel became part of Tiendas Elektra for organizational reasons. Please 
enter the Tiendas Elektra Databook.

• The calculation of pollutants emitted is based on the methodology, factors and 
information shared by the Mexican government.

• The emissions baseline was considered with 2015.

•Scope 1: 27,653.3 tonCO2eq

•Scope 2: 14,298 tonCO2eq

•  S cope 1 :  SAP Expense Ledger Accounts

• Emissions of carbon dioxide (CO2), methane (CH4) and nitrous oxide (N2O) 
derived from the direct burning of fuels.

• The main fuels used are Gasoline.

• The tons of CO2 equivalent include the sum of fixed and mobile sources.

• The conversion factors are shared through the DOF (Diario Oficial de la 
Federación).

•  S cope 2 :  CFE centralized collection

• Carbon Dioxide (CO2) emissions derived from the burning of fossil fuels 
by the electricity provider to generate the energy that will be consumed for the 
operation.

• The emissions are calculated according to the MWh consumed by non-
service (RPU) CFE.

• CFE Emission Factor for 2022: 0.435tCO2 /MWh

22 Conversion factor: 0.00017 ton CO2eq/km

Scope 3 emissions only consider business trips.
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Water
Responsible water management is a key aspect of inclusi-
ve prosperity. In view of the COVID-19 pandemic and the 
return to face-to-face activities in our branches, it is crucial 
to recognize the need to optimize the consumption of re-
sources, especially water. 

At Banco Azteca, we are committed to mitigate and reduce 
water consumption through the implementation of efficient 
technologies, such as water-saving devices, as well as the 
awareness and education of our employees. 

Water consum ption

U nit of  m easurem ent R esults 2 0 1 9 R esults 2 0 2 0 R esults 2 0 2 1 R esults 2 0 2 2 V ar 2 2 - 2 1

T otal water consum ption2 3 C ub ic m eters 1 5 2 , 0 7 2 1 2 5 , 5 2 7 4 9 7 , 0 4 7 1 5 5 , 7 1 4 - 6 9 %

D ata coverage ( as a 
percentage of  denom inator)

P ercentage of :  B anco 
A zt eca revenue ( U pdate 

figure)
. 6 2 % . 5 6 % . 5 5 % . 5 7 % - 7 1 %

G R I :  3 0 3 - 5
C S A :  2 . 4

( G R I  3 0 3 - 5 )

2 3  A ll of  our water consum ption com es f rom  m unicipal sources.
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S ustainab le F inance S trategy

Banco Azteca is developing a comprehensive strategy 
for measuring and managing environmental risks, 
with a solid and responsible approach that reflects 
our commitment to sustainability and climate change 
mitigation.

As part of these efforts, Banco Azteca finances through 
its corporate portfolio renewable energy projects that 
are an alternative source of energy and less polluting, 
representing 5.8% of the balance at the end of the 
year.

In turn, to effectively address current environmental 
challenges, we have adopted the recommendations 
of the TCFD (Task Force on Climate-Related 
Financial Disclosures), a leading global framework for 
the disclosure of financial information related to the 

risks and opportunities arising from climate change, 
allowing us to transparently assess and disclose its 
effects on our business and our customers.

In addition, as part of our initiative, in 2023 we developed 
a pilot with year-end data using the internationally 
recognized PCAF (Partnership for Carbon Accounting 
Financials) methodology for measuring the carbon 
emissions associated with a loan portfolio. Through 
this methodology, we were able to quantify and monitor 
in a preliminary manner the CO2 emissions financed 
by the corporate loans we provide, to contribute to the 
measurement of the carbon footprint and thus plan for 
an orderly transition to a low-carbon economy.

This integrated strategy allows us to make informed 
and responsible decisions, promoting the investment 

2 0 2 1 2 0 2 2 2 0 2 3 Walking together towards inclusive 
prosperity

• Commitment to the UN global compact was renewed.
• For the first time, we conducted a climate risk analysis 
regarding the bank’s consumer and corporate portfolios. 
• Taking into account the recommendations of the TCFD 
for the measurement of climate risks, a pilot was carried 
out in which stress tests were developed on a sample 
of companies in the corporate credit portfolio linked 
to physical and transition risks and their impact at the 
financial level. 

• Update of the climate risk analysis in a phase 2, 
applying it to our entire corporate credit portfolio.
• We began our accession with the TCFD to be formal 
signatories. 
• We began the development of a pilot to measure 
the carbon emissions financed through our corporate 
credit portfolio using the PCAF (Partnership for Carbon 
Accounting Financials) methodology, this analysis is 
expected to be ready in the first quarter of 2023. 
• Development and updating of a climate and social risk 
dashboard, which is being reported periodically to our 
Risk Committee.

• A pilot was conducted to measure 
carbon emissions financed through our 
corporate credit portfolio using the PCAF 
methodology (Partnership for Carbon 
Accounting Financials) 
• On March 28, 2023, we formalized our 
commitment to join the TCFD.
• The study of emissions financed with 
additional metrics will be strengthened 
and it is planned to define medium-term 
emission reduction goals

We seek to strengthen our efforts by considering: 
Include non-climatic environmental factors, social 
risks, as well as define goals for risk reduction and 
mitigation and for the transition to a low-carbon 
economy.

of green projects with low impact on the environment, 
ensuring the adequate management of climate risks 
for both our institution and our clients.

Finally, Banco Azteca recognizes the importance of 
taking an active role in the fight against climate change, 
which is why we are committed to transparency and 
accountability, which help us reinforce our goal of 
creating inclusive prosperity.

C S A :  2 . 5 ,  2 . 6 . 2

Adherence of Banco Azteca to TCFD:  https://www.fsb-tcfd.org/supporters/
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G overnm ent:  The Bank’s Management is promoting the 
climate change strategy, together with the Integral Risk 
Management Unit (CRMU), and a Climate Change working 
group was formed, also composed of the Corporate Credit 
area, which is responsible for carrying out the analysis of 
risks and opportunities related to climate change.  as well 
as to implement the strategy and report the progress to the 
Risk Committee and externally with our stakeholders.

On the other hand, the constitution of the Sustainability 
Committee of Banco Azteca / Grupo Elektra is in 
the design and implementation stage, which will be 
responsible for defining the Bank’s global sustainability 
strategy, aligning it with the objectives of the Board of 
Directors and carrying out initiatives linked to the strategy. 

S trategy:  Being the second year in which Banco Azteca 
reports results of its analysis of risks and opportunities 
related to climate change, the organization demonstrates 
that climate risk management and its appetite to promote 
business initiatives that contribute to the reduction of the 
carbon footprint, are aligned with its corporate strategy and 
comprehensive risk management. 

The organization demonstrates its resilience to climate 
change, considering different scenarios related to climate 
change, including a scenario of 2°C or less, for which our 
clients and the same operations are covered by adequate 
capitalization levels. 

O ur progress in the 4  T C F D  recom m endations:

A B
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C lim ate M etrics and G oals:  As a result of the update of 
the analysis of risks and opportunities related to climate 
change, Banco Azteca reports the heat maps of physical 
and transition risks that affect corporate and consumer 
portfolios, as well as the results of the stress pilot tests 
on the corporate portfolio, through which the credit effects 
on the sectors to which we lend in a short horizon were 
identified.  medium and long term, taking into account 
the climate scenarios suggested by the Network for the 
Greening of the Financial System (NGFS). 

Additionally, in an effort to improve the disclosure of 
metrics in line with TCFD recommendations, this year we 
are again disclosing Scope 1, 2 and 3 GHG emissions, as 
well as the results of a preliminary study to measure the 
emissions financed by Banco Azteca through our corporate 
credit portfolio, using the PCAF methodology. 

Detailed GHG emissions metrics can be found on the 
pages of our sustainability report.

The objectives used by the organization to manage risks 
and opportunities related to climate change have been 
established by the Climate Change Working Group and 
our performance against these has been in line with the 
organization’s plans for disclosure and alignment with the 
main international standards on sustainable finance. 

C lim ate R isk M anagem ent:  Using the recommendations 
of the as  orce on limate elated inancial isclosure 
(TCFD), heat maps were generated of the physical and 
transition risks that affect our corporate and consumer 
portfolios in the short, medium, and long term, with the aim 
of identifying the exposure we have to climate change and 
thereby defining the mitigation strategy of the effects of 
climate change in our operation.

Additionally, an analysis of climate scenarios was carried out 
on Banco Azteca’s corporate portfolio, using the framework 
developed by the Network for the Greening of the Financial 
System (NGFS), which considers the following three climate 
stress scenarios rderly, isorderly and ot ouse

Finally, a pilot was conducted to measure carbon emissions 
financed through our corporate credit portfolio using the 
PCAF methodology, through which we were able to identify 
Scope 3 GHG emissions under a different metric. 

DC
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In 2021, we conducted a first climate risk analysis of the consu-
mer and corporate portfolio, taking a sample of companies for 
a pilot of stress tests linked to climate risks, in accordance with 
the recommendations of the TCFD as  orce on limate e-
lated inancial isclosure

This year we worked on updating the analysis of climate risks 
(physical and transition). 

Using the hin a ard  methodology for the identification of 
acute (caused by natural disasters) and chronic (derived from 
long-term changes in weather patterns) physical risks, we clas-
sified each geographical area of the country according to the 
level of sensitivity it faces for each type of physical risk.

This exercise allowed us to classify the states of Mexico with 
respect to the frequency and observed severity of acute climatic 
phenomena, and in this exercise we also included non-climatic 
risks that affect our operations, and with this we constructed a 
risk traffic light with five alert levels to identify the regions that 
can increase their affectation. This exercise was applied to the 
bank’s branches and corporate and consumer loan portfolios.

E nvironm ental risks ( clim atic +  non- clim atic) 2 4

V ery L ow V ery high 

T C F D  F ase 2

2 6  Climate risks include the following phenomena  river, urban and coastal flooding, landslides, e treme heat, forest fire, 
cyclone,  water scarcity.  N on- clim atic risks include –  earthq uake,  tsunam i and volcanic eruption.

e use the s me metho ology 
s hi r
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P ercentage of  portf olio im pacted b y clim ate risk

C orporate portf olio P ersonal credit portf olio

V ery L ow

L ow

M edium

 H igh

V ery high

V ery L ow

L ow

M edium

 H igh

V ery high

V ery L ow

L ow

M edium

 H igh

V ery high

V ery L ow

L ow

M edium

 H igh

V ery high

6 1 %

9 %

2 1 %

9 %

0 %

1 0 %

3 7 %

2 6 %

2 7 %

0 %

0 %
1 2 %

2 0 %

6 8 %

0 %

0 %3 %

1 2 %

7 3 %

1 2 %

P hysical 
risks

T ransition 
risks
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• ot ouse S cenario:  It states that current policies 
continue and global efforts are insufficient to combat 
global warming, resulting in severe physical risk with 
irreversible impacts.

At the same time, three types of risk were also considered: 
physical risks, transition risks and combined.

• P hysical risks:  They are the risks that arise from 
events related to climate change (floods, hurricanes, 
water shortages, extreme heat and forest fires, among 
others).

• T ransition risks:  It refers to the risks that will arise 
due to the shift to a low-carbon economy, in response to 
climate change (legal and policy, technological, market 
and reputational risks.)

• C om b ined risk:  It takes into account both physical and 
transition risks.

Additionally, stress tests were performed on the total 
corporate credit portfolio. For this exercise, a climate risk 
tool owned by oody s nalytics limate is , which 
is based on the framework developed by the Financial 
System Greening Network (NGFS), considering three 
climate stress scenarios: rderly, isorderly and ot 

ouse

Each of these contemplates the speed of reaction of the 
companies in order to contain and prevent climatic risks 
that affect their operation.

• r erly S cenario:  It contemplates climate policies 
introduced early and optimal coal prices introduced 
immediately. The result is that climatic irrigation is 
relatively moderate.

• isor erly S cenario:  It proposes climate policies 
introduced in a delayed manner. It causes the transition 
risks to be greater.

2 0  B anco A zt eca is responsib le f or the pub lished data and holds M oody’ s harm less f rom  any claim  regarding the study.
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A b out the m ethodology used

The effect of climate change in the different scenarios was measured 
for each of the companies that make up the portfolio in a thirty-year 
horizon, for which the level of change in credit risk was determined.

Subsequently, the companies that make up the business portfolio 
were segmented by economic sectors, which allowed us to have 
greater visibility and scope of the study.

The sectors that comprise the analysis of the corporate portfolio are 
the following: Financial, Construction, Retail, Telecom, Media and 
Advertising, Health, Real Estate, Renewable Energy, Industrial, 
Metals and Miscellaneous Shops, among others.

I ncreased sensitivity to 
clim ate risk

Construction, metals and 
industrial

Construction, metals and 
industrial

Real estate, construction, 
metals and industrial

K ey m etrics N G F S  C lim ate S cenario2 6

E arly 
im plem entation 

( O rderly)

L ate im plem entation 
( D isorderly)

N o policies and + 2 ° C  
( H ot H ouse)

R educed sensitivity to 
clim ate risk

Retail & Health Retail & Health
Financial, miscellaneous, 

retail and health

F urther deterioration in 
rating 

Retail Retail, health and industrial Retail, health and industrial

G reater im provem ent in 
rating 

Media and advertising and 
finance

Financial, media and advertising, 
renewable energy

Media & Advertising

N ex t steps

Banco Azteca will accompany accredited companies with greater 
sensitivity to climate risk to analyze possible scenarios on the 
climate impact of their operations and regulatory changes that 
could affect their profitability, to reduce risk in the medium and 
long term.

As part of the bank’s action plan, the annual disclosure of these 
metrics is included, which are intended to monitor and prevent 
the impact of the corporate portfolio due to climate risks, which 
will generate a greater benefit for all the counterparties that 
make up our portfolio.

With respect to the physical risk of our consumer portfolio, 
Banco Azteca is taking the necessary actions through business 
continuity and the respective insurance policies against damages 
due to the effects of the weather.

28 With the present analysis, it was possible to determine that there 
are sectors that show a greater sensitivity to climate risks than 
others, such as construction, Industrial, Metals and real estate. 
However, the sectors that would have a greater deterioration in 
credit ratings are retail, health and industrial. This is due to the 
fact that we are currently in a change in the credit cycle, which 
is taken as a reference point for future projections.
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Measurement of the issues financed 

in our corporate credit portf olio

As part of this commitment to the environment, Banco 
Azteca developed a pilot for the preliminary measurement of 
emissions financed by the bank itself through its corporate 
credit portfolio.

Taking as reference the methodology carried out by 
PCAF artnership for ar on ccounting inancials , an 
international organization composed of several financial 
institutions whose purpose is the development and 
implementation of a harmonized approach to assess and 
disclose greenhouse gas (GHG) emissions associated with 
loans and investments.

A b out the m ethodology
In this first exercise, an analysis was carried out with public 
market referents to size the size and scope of the issues 
that make up the corporate portfolio.

The portfolio was divided into economic sectors, 
subsequently, the proportion of issues was calculated 
considering the market references through the size of 
assets that share business lines with our counterparts in 
the corporate portfolio.

Once the proportions of the emissions were calculated and 
compared with the public market references, the emissions 
of the companies that make up our corporate portfolio were 
calculated.

In turn and taking into consideration the balance of the credit 
line held by each of the counterparties with Banco Azteca, it 
was possible to infer the average percentage of issues that 
are financed by our institution.

For the calculation, and as stipulated by the PCAF 
methodology, the following formula was used27:

This calculation allows Banco Azteca to know the level of 
emissions financed and measure the indirect impact on our 
carbon footprint (scope 3).

Part of this exercise aims to accompany corporate clients, 
to sensitize them about the importance of this analysis and 
promote a reduction in greenhouse gas emissions in the 
medium and long term.

2 7  T he com plete m ethodology,  as well as the f oundations stipulated b y 
PCAF for the calculation of financed emissions, can be consulted in 
detail at the f ollowing link:  https: carbonaccountingfinancials.com files
downloads/ P C A F - G lob al- G H G - S tandard. pdf
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S ector F inanced 
em issions ( tC O 2 )

M iscellaneous shops 1,367

C onstruction 218,959

R eal E state 2,848

F inancial 87,792

M ining 508,520

I ndustrial 23,896

R etail 4,437

G eotherm al 46

Wind 35

H ealth 278

M edia &  A dvertising 948

T O T A L 849,126

R esults2 8

hin ha ard is a tool of 
the lo al acility for 

isaster eduction and 
eco ery  of the 
orld an

It was estimated in this first year that, in 2022, the emissions 
financed by Banco Azteca were 787,324 tons of CO2. As 
part of an additional effort for the next report, the intensity 
level of these emissions will be taken into account. 

2 8  A lthough the m ining sector has the highest em ission levels in the tab le 
–  due to the very nature of  its b usiness –  this is not representative of  the 
proportion it has in the b alance of  the corporate credit portf olio,  which is 
less than 1 5 % .
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GRI AND SASB 
T A B L E  O F  C O N T E N T S

G R I  1 - 1
S tatem ent of  U se Banco Azteca has prepared the report in accordance with the GRI Standards for the period between January 1 and December 31, 2022.

G R I  1  used GRI 1: Fundamentals 2021

A pplicab le G R I  sector standards GRI 4: Financial Sector
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G R I  S T A N D A R D /  O T H E R  S O U R C E C O N T E N T L O C A T I O N O M I S S I O N
R E F  N º  O F  S T A N D A R D  

S E C T O R I A L
G R I

V E R I F I C A T I O N

G R I  S T A N D -
A R D /  O T H E R  

S O U R C E
C O N T E N T E X P L A N A T I O N

G eneral contents

G R I  2 :  G eneral C ontents 2 0 2 1

2-1 Organizational details 9

2-2 Entities included in the sustainability reporting 9

2-3 Reporting period, frequency and contact point - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-4 Restatements of information - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-5 External assurance 3

2-6 Activities, value chain and other business relationships 23 X

2-7 Employees 48

2-8 Workers who are not employee - x Not applicable
There are no workers who are 
not employees.

2-9 Governance structure and composition 34

2-10 Nomination and selection of the highest governance body 34

2-11 Chair of the highest governance body 34

2-12 Role of the highest governance body in overseeing the manage-
ment of impacts

34

2-13 Delegation of responsibility for managing impacts 34

2-14 Role of the highest governance body in sustainability reporting - x

2-15 Conflicts of interest 34

2-16 Communication of critical concerns 40

2-17 Collective knowledge of the highest governance body - x Not applicable
This information is not currently 
available.

2-18 Evaluation of the performance of the highest governance body 34

2-19 Remuneration policies - x
Confidential Informa-
tion

For reasons of security and 
confidentiality of our employ-
ees, the information of this 
indicator will not be reported.

2-20 Process to determine remuneration - x
Confidential Informa-
tion

For reasons of security and 
confidentiality of our employ-
ees, the information of this 
indicator will not be reported.

2-21 Annual total compensation ratio - x
Confidential Informa-
tion

For reasons of security and 
confidentiality of our employ-
ees, the information of this 
indicator will not be reported.
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G R I  2 :  G eneral C ontents 2 0 2 1

2-22 Statement on sustainability development strategy - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-23 Policy commitments 39

2-24 Embedding policy commitments - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-25 Processes to remediate negative impacts - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-26 Mechanisms for seeking advice and raising concerns - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-27 Compliance with laws and regulations 45

2-28 Membership associations - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-29 Approach to stakeholder engagement - x Not applicable
The respective information can 
be found in the report of Grupo 
Elektra.

2-30 Collective bargaining agreements - x Not applicable We do not have unionized staff.

M aterial topics

G R I  3 :  M aterial T opics 2 0 2 1
3-1 Process to determine material issues 1 1

3-2 List of material topics

T alent A ttraction and retention
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 47

G R I  4 0 1 :  E m ploym ent 2 0 1 6 404-1 Average training hours per year per employee 47 X

G R I  4 0 4 :  T raining and E ducation 
2 0 1 6 .

404-2 Programs for upgrading employee skills and transition assis-
tance programs

47 X

404-3 Percentage of employees receiving regular performance and 
career development reviews.

47 X

Automation and efficiency of operational processes
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 54

B usiness com petitiveness
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 22

G R I  2 0 1 :  D irect econom ic value 
generated and distrib uted

201-1 Direct economic value generated and distributed
Grupo Elektra 

Report 
29

201-2 Financial implications and other risks and opportunities due to 
climate change

Grupo Elektra 
Report 

29
x

201-4 Financial assistance received from the government
Grupo Elektra 

Report 
28

G R I  2 0 3 :  I ndirect econom ic im -
pacts

203-1 Infrastructure investments and services supported 21
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G R I  2 0 6 :  A nti- com petitive b ehav-
iour 2 0 1 6

206-1 Legal actions for anti-competitive, anti-trust and monopoly prac-
tices.

45 X

G R I  G 4  F inancial S ector
FS 2 Procedures for assessing and screening environmental and so-
cial risks in business lines

41

D igitaliza tion of  processes
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 54

P roduct and services innovation
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 54

G R I  G 4  F inancial S ector

FS 6 Percentage of the portfolio for business lines by specific region, 
size (e.g. micro/SME/
large) and by sector.

25

FS7 Monetary value of products and services designed to deliver a 
specific social benefit for 
each business line broken down by purpose.

29 x Incomplete information

The detail of the proportion of 
the value of our
products with respect to the to-
tal monetary value for each line 
of business.

FS 8 Monetary value of products and services designed to deliver a 
specific environmental 
benefit for each business line broken down by purpose

28

FS 13 Access points in low-populated or economically disadvantaged 
areas by type

55

O m nichannel and accessib ility to services and products
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues

C ustom er E x perience
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 55

P roduct transparency
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 56

G R I  4 1 7 :  M arketing and lab eling 
2 0 1 6

417-2 Incidents of non-compliance concerning product and service 
information and labeling

56

417-3 Incidents of non-compliance concerning marketing communica-
tions

56

C ustom er P rivacy
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues

B usiness m odel resilience and adaptab ility
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 57

C yb ersecurity
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 59

G R I  4 1 8 :  C ustom er P rivacy 2 0 1 6
418-1 Substantiated complaints concerning breaches of customer pri-
vacy and losses of customer data

59

R egulatory C om pliance
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 45

E thics and anti- corruption
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues 35 X
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G R I  2 0 5 :  A nti- C orruption 2 0 1 6
205-2 Communication and training about anti-corruption policies and 
procedures

35

205-3 Confirmed incidents of corruption and actions taken 35 X

G R I  4 1 5 :  P ub lic P olicy 415-1 Political contributions 35

F inancial inclusion and education 
G R I  3 :  M aterial T opics 2 0 2 1 3-3 Management of material issues

G R I  4 1 3 :  L ocal C om m unities 
2 0 1 6

413-1 Operations with local community engagement, impact assess-
ments, and development programs

61

G R I  G 4  F inancial S ector FS 16  Initiatives to enhance financial literacy by type of beneficiary 61

N on- associated indicators
G R I  2 0 4 :  P rocurem ent P ractices 
2 0 1 6

204-1 Proportion of spending on local suppliers 67

G R I  3 0 2 :  E nergy 2 0 1 6
302-1 Energy consumption within the organization. 71

302-3 Energy intensity 72

302-4 Reduction of energy consumption. 71

GRI 303: Water and effluents 
2 0 1 8

303-5 Water consumption 74

G R I  3 0 5 :  E m issions 2 0 1 6

305-1 Direct (Scope 1) GHG emissions 72

305-2 Energy indirect (Scope 2) GHG emissions 72

305-3 Other indirect (Scope 3) GHG emissions 72

305-4 GHG emission intensity 72

305-5 Reduction of GHG emissions 72

G R I  3 0 8 :  E nvironm ental A ssess-
m ent of  S uppliers 2 0 1 6

308-1 New suppliers that were screened using environmental criteria 67

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

67

G R I  4 0 3 :  O ccupational H ealth 
and S af ety 2 0 1 8 .

403-1 Occupational health and safety management system 50

403-2 Hazard identification, risk assessment and incident investigation 50

403-5 Worker training on occupational health and safety 50

403-6 Promotion of worker health 50

403-8 Workers covered by an occupational health and safety manage-
ment system

403-9 Work-related injuries 50 X

G R I  4 1 4 :  S ocial evaluation of  
suppliers 2 0 1 6

414-1 New suppliers that were screened using social criteria 67

414-2 Negative social impacts in the supply chain and actions taken 67
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Í ndice de contenidos SASB

T hem e C ode P aram eter C hapter P age

C ustom er P rivacy
FN-CF-220a.1 Number of account holders whose information is used for secondary purposes Customer Privacy 58

FN-CF-220a.2 Total amount of monetary losses as a result of legal proceedings associated with customer privacy Customer Privacy 57

D ata security

FN-CF-230a.1
FN-CB-230a.1

(1) Number of data breaches, (2) percentage involving personally identifiable information (PII), (3) number of account holders af-
fected

Cybersecurity 59

FN-CF-230a.3 Description of approach to identifying and addressing data security risks Customer Privacy 59

F inancial inclusion and capacity b uilding

FN-CB-240a.1 (1) Number and (2) amount of loans outstanding qualified to programs designed to promote small business and community devel-
opment

Financial inclusion and 
education

61

FN-CB-240a.4 Number of participants in financial literacy initiatives for unbanked, underbanked, or underserved customers
Financial inclusion and 
education

61

FN-CB-240a.3 Number of no-cost retail checking accounts provided to previously unbanked or underbanked customers
Financial inclusion and 
education

61

T ransparent inf orm ation and f air advice f or custom ers

FN-AC-270a.1 (1) Number and (2) percentage of covered employees with a record of investment-related investigations, consumer-initiated com-
plaints, private civil litigations, or other regulatory proceedings

Transparency 56

FN-AC-270a.3 Description of approach to informing customers about products and services Transparency 56

FN-IN-270a.1
Total amount of monetary losses as a result oflegal proceedings associated with marketing and communication of insurance pro-
ductrelated information to new and returning customers

Transparency 56

FN-IN-270a.4 Description of approach to informing customers about products Transparency 56

D iversity and L ab or I nclusion FN-AC-330a.1
Percentage of gender and racial/ethnic group representation for (1) executive management, (2) non-executive management, (3) 
professionals, and (4) all other employees

Diversity and equal op-
portunities

48

C orporate E thics

FN-AC-510a.1
Total amount of monetary losses as a result of legal proceedings associated with fraud, insider trading, anti-trust, anti-competitive 
behaviour, market manipulation, malpractice, or other related financial industry laws or 
regulations

Ethics and anti-corruption
45

FN-CB-510a.2 Description of whistleblower policies and procedures
Ethics and Anti-Corrup-
tion

40
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For more information on this report or on issues 
related to sustainability at Grupo Elektra, contact:

C é sar C ano G arcí a 

S ustainab ility D irector

ccano@ gruposalinas. com . m x

Periférico Sur 4121, Col. Fuentes del Pedregal, 
C.P. 14141, Ciudad de México




