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ABOUT THIS REPORT
The report we are hereby presenting has the goal of providing ILUNION
stakeholders with a brief but material account of 2021, of its performance in
Corporate Social Responsibility and Sustainability. The scope of the information
contained in this document refers to the ILUNION S.L. Group and its subsidiary
companies.

CONTENTS
LETTERS
Miguel Carballeda Piñeiro
President of the Once Social Group

Alejandro Oñoro Medrano
Ilunion Chief Executive Officer

2

STRATEGY
A better world that includes everyone ....... 18
Llewo .......................................................... 19
Destination 2025 ........................................ 20
Sustainability ............................................. 21
Contribution to SDGS ................................ 22

1

ILUNION
Business Model .......................................... 12
Structure ..................................................... 13
Geographical presence .............................. 13
2021 Highlights .......................................... 14
2021 In figures ............................................ 15

3

GOVERNANCE
Governing bodies....................................... 24
Ethics and Compliance ............................... 26

4

5

PEOPLE
Recycling4all ............................................... 29
Talent Drive ............................................... 30
360° Leadership and assessment ............... 30
Diversity: our raison d’être ......................... 31
With gender perspective ............................ 32
Mindful of wellness and health ................... 33
Close to our people .................................. 34

COMMUNITY
Support for sport ........................................ 35
Inclusive careers ......................................... 35
Solidarity donations .................................... 35

6

7

ENVIRONMENTAL ISSUES
Bosque ILUNION ........................................ 37
Energy and combating climate change...... 38
Water .......................................................... 39
Circular economy........................................ 40

OUR BUSINESS VALUE
ILUNION Retail ........................................... 43
ILUNION Accesibilidad .............................. 44
Recycling4all ............................................... 45
ILUNION Lavanderías ................................. 47
ILUNION Hotels ......................................... 49
ILUNION Facility Services........................... 51
ILUNION Servicios Industriales................... 52
ILUNION Contact Center BPO ................... 53
ILUNION Sociosanitario ............................. 55

MIGUEL CARBALLEDA PIÑEIRO
PRESIDENT OF THE
ONCE SOCIAL GROUP
Dear friend,
Yet another year, in proof of our unequivocal
commitment to transparency and communication
open to all citizens, I write these words to give an
account of the reality of the ONCE Social Group in
the 2021 financial year, in which we have tried to
recover the time stolen from us by the coronavirus
pandemic, to return to the path of results leading to
the consolidation of an economic and social model
that is unique in the world; and, above all, to continue
to keep people at the centre, especially those who
need it most, as we have done for more than 83 years.
At ONCE, the ONCE Foundation and ILUNION we
have been unwavering in our efforts to make our
dreams possible: strengthening a responsible, safe
and social model of our state of play that allows
for providing comprehensive coverage for more
than 70,000 blind people; preserving the strength
of a Foundation that is the best-prepared in the
world for caring for people with disabilities; and
strengthening ILUNION as the largest ensemble of
social enterprises and the one that generates the
most employment for people with disabilities and at
risk of exclusion.
We owe absolutely everything to our workers and,
most especially, to Spanish society, to every citizen,
who show and demonstrate their trust and allow us
to continue building the ONCE Social Group.

In these strange times we live in, which may be no worse or better than others but surely much better
than when we were born in 1938, in the midst of a war (now that the war in Ukraine is filling our hearts
with anxiety), we have come to the conclusion that what unites us, what allows us to continue day by
day to keep our dreams and our way of life alive, are our values.
It is values which set the course for us and make us follow a line marked by daily effort and by the fact
that we can look people in the eye, on equal terms, and ask them: what do you need? What can the
ONCE Social Group do for you? And to be able to do this every time, and especially at times when
life often hits hardest and when circumstances can be adverse or even seem insurmountable, when
all we need is a little help.
This is and has always been the true legitimacy of our existence: listening to the citizens so that
we can do work with true social impact. And we try to do all of this with consistency, order and
constancy, which are also values that define us as a Group and that we want to show you in this
Shared Value Report, another way to continue sharing our reality, to highlight what we have done and
then go straight on to pursue new goals.
In 2021, the ONCE Social Group furthered 13,377 jobs and job placements, of which 13,090 are for
people with disabilities and 6,133 are for women, again an achievement and a source of pride. We
make this possible with the collaboration of many companies, organisations and entities that rely on
us and, above all, with people’s talent.
For our part, we continue to lead by example and at 31 December 2021, 71,194 people worked in the
ONCE Social Group (1,221 more than in December 2020), of whom 41,429 were people with some
type of disability, 58.2%. This is one of the secrets of our economic and social model, the coexistence
of talent and empathy between people with and without disabilities, the way we are, as further
demonstrated by the fact that we have more than 30,000 women in the workforce (exactly 30,483), in
other words 42.8% of the total, a ratio two-tenths higher than at the close of the previous financial year.
First as always are people, followed by our dedication to social investment to improve their living
conditions: in the years 2017 to 2021, the ONCE Social Group allocated a total of 1,255 million euros
to its social work: the provision of specialised social services for people with blindness or severe
visual impairment, and solidarity with people with other disabilities; this has amounted to an average
of 251 million euros per year.
Much of this ability to give back to the public, to be able to restore confidence, has to do with the
recovery in 2021 of pre-pandemic levels of sales. While responsible, safe and social lottery sales in
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2020 amounted to 1,615.2 million euros, minimal figures in recent Spanish history due to Covid-19,
in 2021 we managed to reach 2,236 million euros, just 0.9% below the figure for 2019. It is again
a demonstration of the high consideration which our social and economic actions enjoy among the
citizens and of how our sales agents are another part of society and from their position as "sentinels
of dreams" manage to transform solidarity into more solidarity.
Meanwhile, ONCE has maintained its staunch support for these sales agents, which in 2021 at times
exceeded 19,000 people - all of them with disabilities - and who were awarded 951 permanent
contracts, a sign of our commitment to quality employment.
Because our accounts are so clear, you only have to imagine the coupon, that piece of solidarity
paper that every day travels through towns and cities, and divide it into different portions: of every
100 euros collected, 55.1 are returned to the citizens in the form of prizes; 22.2 euros are allocated to
our vendors’ salaries; 10.7 to the payment of the rest of the workforce and to management expenses
(advertising, computer systems, cleaning of kiosks, supplies, etc.); and 9.6 euros directly to social
services. The remainder, 2.4 euros, is divided into a participation bonus for workers, the development
of special programmes for blind people and future investments.
And it is through this that we undertake our vast social work: in 2021, more than 2,500 people came
to us after losing their sight, probably at one of the toughest moments of their lives, and they found a
team of 1,540 professionals at their service, the best in the world, who design for them a life tailored
to their new reality; and we worked with more than 3,100 deaf-blind people, to whom we devote
more than 84,000 hours of mediation to prevent them from suffering the difficulties of isolation; and
we continue to help more than 7,300 blind students to go as far as their abilities will take them, to
not be held back by the obstacles of inaccessibility or, even worse, mental barriers; or we delivered
106 guide dogs, recovering the pace of these heartwarming actions.
Meanwhile, at our beloved ONCE Foundation, the world's best prepared and endowed foundation
for people with disabilities, we set aside 106.2 million euros, among other actions, to invest in 2,729
projects presented in all corners of the country, 67.9% for employment and training and the remaining
32.1% for accessibility. And more than 185 collaboration agreements of all kinds were entered into:
employment, training, university, accessibility, communication and more.
Our ILUNION social enterprises continued their efforts and, matching the pace of the rest of the
Group, saw a return to their pre-pandemic figures, practically recovering turnover and, above all,
employment. A total of 904.1 million euros in turnover boosted workforce growth and, again,
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our commitment to quality in employment, with 1,667 new permanent contracts as well as the
creation of a new circular economy division tied up with the times, the new realities and brand
commitment.
In addition to these data, I give you information that I consider relevant, on a study conducted
by PwC that quantifies the impact of the ONCE Social Group in 2021 on employment and wealth
generation in Spain: through our own activites and those we promote, we contributed 3,284 million
euros to GDP, 0.27% of the total and one in every 367 euros generated; and we contributed to
employment with 102,899 jobs, 0.51% of national employment and one in every 196 jobs generated
in our country in 2021. This demonstrates our commitment and, above all, our intensity in generating
quality employment for people with major difficulties.
We started 2021 with the shock of storm Filomena and the ONCE Social Group was there again,
supporting citizens with major problems, helping them in their daily reality such as access to
healthcare or food; we kept our effort focused on the effects of the pandemic, especially to prevent
situations such as loneliness among our elderly, which we are concerned about and engages us;
and from the start we added our efforts to the recovery of our beloved Island of La Palma by
donating more than 33,000 eyeglasses to look after the eyesight of the island inhabitants, plus
many more initiatives.
As I am coming to the end of writing this, I have received the news that a group of volunteers
from the ONCE Social Group has just returned from the border with Ukraine after taking material
for blind Ukrainians and all kinds of equipment to people affected by this cruel war: several
blind refugees are already learning how to move around Spain thanks to our rehabilitation
technicians; a few hundred refugees have found shelter in our ILUNION hotels; and more than
150 families of the Group’s workers and colleagues have offered to take in refugees, with and
without disabilities.
These are the values I spoke about at the start; values transformed into realities: solidarity with all
people with disabilities; an honest approach to doing things properly; humility to remember where
we came from and where we are going. Values that we wanted to identify with colours, because we
do not want to understand life in black and white only, and we are convinced that colour helps us
express feelings. In 2021 we have once again shown our resilience and fighting spirit; that dreams
can overcome everything and that we are equal through our differences, that we are equal through
diversity. Thank you very much for sharing the ONCE Social Group and do not forget to fill the
world with colour, with a mosaic of talent, which is what each and every one of you have.
SUSTAINABILITY REPORT 2021
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ALEJANDRO OÑORO MEDRANO
ILUNION CHIEF EXECUTIVE OFFICER
We left 2021 behind in the knowledge of having
managed to overcome a difficult period, an
unprecedented juncture, without losing the essence
of who we are and with a very clear vision of what
we want to be. We returned to the path of progress
and headed towards a more excellent, sustainable,
supportive, modern and professional ILUNION, a
benchmark for the inclusive economy.
We have succeeded in closing the year by lifting off
in terms of turnover and results, with all our business
lines active and in most cases generating positive
figures. Our capacity to improve efficiency and our
adaptation to the market conditions defined by the
pandemic have been reflected in a year 2021 that
has gone from less to more.
ILUNION closed the 2021 financial year with sales of
904.1 million euros, an increase of more than 10%
over the previous year, and an EBITDA of 45.7 million
euros, leaving behind the negative 2020 values. At the
same time we continued to create jobs for people with
disabilities, who account for 41.5% of our workforce.
This development is closely related to the
determination and commitment of the people who
comprise ILUNION. A team of great professionals in
which the devotedness to talent, humility and effort
have always defined our raison d’être: a human and
purposeful enterprise that grows and reinvents itself
despite adversities.

The development of the 2020-2025 Strategic Plan has been the key to keeping a steady course of
action. Founded on four pillars -People, Transformation, Excellence and Sustainability- and two lines
of action, Employee Experience and Customer Experience, it defines our determination to grow and
be competitive. All this while maintaining our pledge to create quality jobs for people with disabilities
and other vulnerable collectives.
To reinforce and clearly define the way forward, in 2021 we set out our purpose: 'To build a better
world that includes everyone'. These words reflect our ambition and our inalienable social dimension,
to which we will add an environmental commitment with even greater resolve.
We firmly add our voice to the challenge of decarbonisation and to meeting climate objectives in
Europe by integrating sustainability into the company’s management. To do this, we assume the goal
of reducing by 2025 our CO2 emissions by 30% compared to 2019 and of achieving carbon neutrality
by 2040.
This revolution will transform markets and provide new job creation opportunities. ILUNION therefore
ratifies its commitment to those niches of activity that lead us to shared prosperity. Proof of this is
the implementation of projects such as Llewo, Recycling4all and Bosque ILUNION that combine
profitability, social impact and decarbonisation.
ILUNION is consolidated as a stronger company in the way it manages environmental, social and
governance aspects and a more determined one in its ability to contribute to the Sustainable
Development Goals. The lessons learned in the implementation of the 2018-2021 CSR Master Plan
has led us to a scenario on which we will build our new sustainability strategy.
We are convinced that multiplying ILUNION, what we are and what we do, involves integrating
sustainability into the way we move forward. We are already working on it. I invite you to learn
about our progress in 2021, in our aim of building a better world that includes everyone, by
reading this report.
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ILUNION
ILUNION is the brand of the companies within the ONCE Social
Group, comprised of ONCE, Fundación ONCE and ILUNION. A unique
organisation that seeks to contribute to generating and disseminating
an inclusive and sustainable economic development model.
ILUNION’s mission, as part of an innovative and profitable business
project, is to create quality employment for people with disabilities
and to include other vulnerable collectives.
ILUNION's social commitment, excellence, profitability and
competitiveness bring to light that it is possible to be at the leading
edge of business management by generating prosperity, opportunities
and shared value for society as a whole. Hence the purpose of the
organisation: 'To build a better world that includes everyone'.

BUSINESS MODEL
ILUNION demonstrates that it is possible to undertake a business activity
based on engagement with people and on generating a positive impact.
A way of moving forward and doing business that has a transformative vocation.
To this end, ILUNION starts up different sectors of activity aligned
with Sustainability, invests in social innovation and sets up alliances
with strategic entities and customers that understand the relevance of
generating shared value.
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Turnover
volume

Total
workforce

904.1 M€
10.4%

35,760
0.2%

People with
Disabilities
41.5%
2.9%

Work
centres
479
-2.4%

Special employment
centres
241
-5.5%

STRUCTURE
ILUNION is a business group comprised of six divisions operating more than 50 business lines. It
is a unique enterprise because of its broad and diversified service offering and its responsiveness,
which allows it to offer its customers a universe of solutions implemented according to inclusion and
commitment to sustainability.
RETAIL

CONSULTANCY

CIRCULAR ECONOMY

Retail
Insurance Brokerage
Azuaga Iberian Products

Human Capital
Accessibility
IT Services

Recycling4all

HOTELS AND HOSPITALS

SERVICES

SOCIAL HEALTHCARE

Laundry Services
Hotels

Facility Services
Industrial Services
BPO Contact Centre
Automotive

Social healthcare
Physiotherapy
and Health

GEOGRAPHICAL PRESENCE
ILUNION is committed to growth and internationalisation, showcasing the viability of a people-focused
company in other economies and markets.
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2021 HIGHLIGHTS

JULY

FEBRUARY

ILUNION launches Transforma, an ideas
platform to drive transformation and
creativity internally.

ILUNION
approves
its
Human
Rights Policy and its Policy on the
Environment and the Fight Against
Climate Change.
ILUNION Hotels opens a new hotel in
San Sebastian.
ILUNION joins forces with Enagás to
create Llewo, a sustainable last-mile
logistics operator.

MARCH
ILUNION approves its Tax Compliance
Policy.
ILUNION IT Services and ILUNION
BPO Contact Centre win the EFQM
+400 European Excellence seal.

APRIL
ILUNION strengthens its industrial
services area in Andalusia by
incorporating two special employment
centres.
ILUNION Hotels adds the ILUNION
San Mamés hotel to the chain.
ILUNION Lavanderías installs a solar
photovoltaic plant in Seville with 885
panels and peak power of 339 Kwh.

MAY
The European Social Fund, through
CEPES, finances three ILUNION
projects to strengthen its support units
and enhance the social and labour
inclusion of people with disabilities.
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SEPTEMBER
Third position in the Merco Responsabilidad
and Corporate Governance rankingfor the
ONCE Social Group (GSO).

OCTOBER
The Recycling4all project of ILUNION and
Fundación Repsol receives the 5th Vocento
Business Award in the Employment
Integration category.
The ILUNION Digital Workplace project is
recognised by Forética in its 'JOBS 2030 –
Future of Work' initiative.

NOVEMBER
ILUNION Hotels wins the award for Best
Responsible Tourism Project.
ILUNION Accesibilidad, the largest
company specialising in Universal
Accessibility, is born.

DECEMBER
ILUNION is recognised by ARHOE
(National Commission for Rationalising
Spanish Working Hours) for its social
work and initiatives in inclusion, diversity
and equality.
The 0-STEAM project by ILUNION
Lavanderías is selected as one of the
101 Business Examples of Actions
#PorElClima (Actions #ForClimate).

2021 IN FIGURES
KEY ECONOMIC FIGURES AND RESULTS (Million €)
Sales
904.1 M€

Ebitda
45.7 M€

Investments
36.2 M€

SUPPLY CHAIN
Spain
Volume
277.9 (M€)

Colombia

99.2%

0.8%

Local
Suppliers 99.3%
No. of suppliers
8,061

Foreign
Suppliers

0.7%

98.3%

OECD

Non-OECD 1.6%

97.7%

Spain

Colombia

78%
Satisfaction
Index

2.3%

RESPONSIBLE TAXATION
Contribution to the administration
(k= Thousands €)

Taxes paid on profits by country
(k= Thousands €)

Social Security
164,545 K€

Indirect taxes
39,841 K€

Spain
2,124.4 K€

Portugal
19.2 K€

Direct taxes
117,791 K€

Others
5,027 K€

Andorra
0 K€

Colombia
-113.2 K€
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2021 IN FIGURES
Sales
38.2 M€

RETAIL
Employees
478

PWD
354

Work centres
92

Investment
0.7 M€
SECs
86

Media impacts
39,000

Printed/digital content
4,800

Convenience stores
85

Merchandising products
1,050,000

Christmas hampers
89,906

Insurance policies
17,997

Sales
47.1 M€

CONSULTANCY
Employees
949
Accessibility projects
95

PWD
188

Employees
170
Tn of WEEE Processed
16,405

Ebitda
2.2 M€
Work centres
15

Employment
contracts
3,644

CIRCULAR
ECONOMY
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Ebitda
-1.4 M€

PWD
108

SECs
6

Employment
contracts
PWD 324

Sales
13.8 M€

IT interventions
22,958

Ebitda
2 M€
Work centres
6

Tn of WEEE Transported
60,636

Investment
0.2 M€

Investment
0.8 M€
SECs
2

% of waste recovery
94%

HOTELS AND
HOSPITALS
Employees
6,546
Industrial laundry plants
45

Sales
222.6 M€
PWD
4,711

Investment
26.8 M€

Work centres
73

Tn of Processed Linens
179,447

SERVICES
Employees
26,353

Ebitda
24.1 M€

Hotels
28

Sales
545 M€
PWD
8,972

SECs
47
Available rooms
1,231,990

Ebitda
20.2 M€

Investment
1.9 M€

Work centres
250

SECs
85

Security Guards
5,229/106 PWD

Integral Maintenance Service
345

Managed Contacts
32,237,959

Centres where
service is rendered
9,714

Students trained in
firefighting and driving
3,028

Vehicle production
168,426

Sales
24 M€

SOCIAL HEALTHCARE
Employees
933

PWD
256

Physiotherapy treatments
32,184

Centres

Ebitda
2 M€

Investment
0.4 M€
SECs
9

Work centres
31
Care homes 7
Day

11

Users

Teleassistance 1,056
Centres

883

* The sum of the data on workforce, sales, number of workplaces and CEEs for each one of the Divisions does
not coincide with the total data for the Group given that data for corporate services workplaces and for
companies not forming part of any Division are not included.
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STRATEGY
ILUNION is committed to future generations through its quest for
opportunities, its medium- and long-term vision and transformation in
response to the changing reality of markets.

A BETTER WORLD THAT INCLUDES EVERYONE
To this end, ILUNION reaffirms its commitment to the inclusion of all
vulnerable collectives and those at risk of exclusion.
STRATEGIC LINES TO ACHIEVE OUR GOAL
• Generating quality employment for people with disabilities in general and
members in particular, including other vulnerable collectives.
• Brand recognition and value through increased institutional involvement and
our brand ambassadors.
• Developing a leadership and engagement model that focuses on training and
on diversity, inclusion, equal opportunities and Universal Accessibility.
• Attracting talent and employer branding. We seek to attract external talent
and become 'the best place to work in Spain'.
• Sustainable and profitable growth, both domestically and internationally
through strategic alliances, debt control, proper risk management and business
continuity, plus client portfolio optimisation.
• Organisational transformation, both cultural and digital, to become more agile
and more efficient and to optimise talent.
• Excellence is our only pathway to being recognised as an outstanding company.
We take the 2020 EFQM Model as a frame of reference and will share our best
practices with our stakeholders.
• Sustainability through the three ESG strands (environmental, social and
governance) incorporating the Sustainable Development Goals (SDGs) and
the 2030 agenda, reinforcing the importance of ethical management and
compliance.
• Fostering a culture of creativity and innovation in processes, services, products
and technology to identify future investment opportunities.
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 LLEWO

SOCIAL PROGRESS AND ENVIRONMENTAL PROTECTION

3,600,000

PACKAGES DELIVERED

IN 23 PROVINCES
EXIT

Llewo is a leading last-mile logistics operator with a fleet of vehicles powered
by Natural Gas for Vehicles (CNG and LNG). It also uses electric vehicles and
assisted-pedalling tricycles for urban deliveries.

392

20

WORKERS

NEW PWD
POSITIONS

IN
291 Tn CO2
4.7 kg NO2
2.2 kg OF BLACK PARTICLES

Its commitment to alternative fuels prevents global and local pollution. The latter is
responsible for the harmful photochemical smog in cities.
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DESTINATION 2025
ILUNION’s two major challenges for the next Strategic Plan 2022-2025 are: quality employment
for people with disabilities and other collectives at risk of exclusion, and increased profitability. To
this end, we have a strategy in place based on four pillars: People, Transformation, Excellence and
Sustainability, which will serve as leverage for fulfilling ILUNION’s vision and purpose. Furthermore, as
cross-cutting lines of action, we will drive customer experience, employee experience, innovation
and digitisation.
All ILUNION companies work on these lines of action and share cross-cutting projects that strengthen
identity and common purpose. Below are the most relevant ones for 2021.
REVOLUCIONA
A project management initiative to accelerate transformation at ILUNION, foster collaborative
work and identify internal talent. More than 200 projects have been carried out on topics such
as employee experience, customer experience and new business analysis, involving more than 300
people.
TRANSFORMA
Digital platform where employees can challenge and submit ideas to deal with those challenges. In
2021 10 challenges were laid down and more than 250 ideas were collected. The first challenge
invited teams to contribute ideas on how to boost #Sustainability at ILUNION. 37 proposals were
received and the winner was 'Bosque ILUNION', an emissions absorption project.
#DRAWINGTHEFUTURE
This project is intended to show the vision employees have about the company and its needs in
order to gain in-depth understanding of the areas in which ILUNION must move forward to become
the best place to work in. To this end, the first ILUNION Engagement Survey was launched
among all workers.
DIGITAL TRANSFORMATION
• Start-up of 'Aloha' project, which seeks to improve customer experience.
• Enabling of the 'People' platform, a new employee portal to manage internal communication.
• Further progress is being made on cybersecurity and training through the ‘Digital Workplace’ project.
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KNOWLEDGE CENTRE
A digital knowledge centre has been created to enhance and reinforce internal and external learning
at ILUNION. This space is divided into different libraries in the manner of a repository of internal
and external good practices, benchmarking, attendance at conferences and events, among others.

 SUSTAINABILITY
Sustainability forms part of the ILUNION strategy. In order to integrate it across company operations
and projects, ILUNION generates specific Corporate Social Responsibility (CSR) and Sustainability
plans. After four years of work, the first ILUNION CSR Master Plan was completed in 2021.
The 2018-2021 CSR Master Plan involved the implementation of 39 measures framed within seven
major projects aligned with the Sustainable Development Goals. This experience has transformed
ILUNION’s management culture, to the point of making Sustainability one of the pillars of its
business strategy.
SOCIAL ACTION
AND VOLUNTEERING

REPORTING

LEADING
ENVIRONMENTAL MORE
ILUNION
COMMITMENT

I AM ILUNION

0%

100%

GOVERNANCE

HUMAN
RIGHTS

Updating the Strategic Plan, with the new 2022-2025 horizon, will serve as a starting point for
formulating the new ILUNION Sustainability Master Plan. The design of the new Sustainability
strategy will be a tool for driving ILUNION's purpose, in which growing regulation around ESG
aspects, the fight against climate change and the transition to a more sustainable production system
will play an important role.
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CONTRIBUTION TO SDGS
ZERO HUNGER
• ILUNION, together with ONCE Social Group, donate 279,049 kg of food to the
Spanish Federation of Food Banks.
• ILUNION Hotels donates more than a tonne of pulses and provides funds for
the purchase of food for vulnerable families.
HEALTH AND WELLBEING
• ILUNION Sociosanitario gains AENOR Healthy Organisation certification.
• Dragonfly Evolution, a project to promote healthy habits at the ILUNION
LAVANDERÍAS Special Employment Centres.
• ILUNION Sociosanitario and Madrid City Council created the MAD e-Health
cluster to improve the quality of life of the elderly and to boost the digital
health sector.
GENDER EQUALITY
• Labour inclusion of 65 womenin a situation of gender-based violence.
• Support for 95 female workers in a situation of gender-based violence.
• Creation of the 'ILUNION Equality Team Support' letterbox for consultations
and queries on equality issues.
• ILUNION Facility Services launches the 'Escucha a tu compañera’ (Listen to
your female co-worker) campaign to identify and help female colleagues in
situations of gender violence.
• We handled 24 complaints submitted to the Anti-Harassment Commissions.
CLEAN WATER AND SANITATION
• Savings of 8-10% in water consumption at ILUNION Lavanderías following
the installation of presses for the mechanical extraction of reusable water in the
laundering process.
• 5% reduction in water consumption by ILUNION Sociosanitario.
AFFORDABLE, NON-POLLUTING ENERGY
• Installation of photovoltaic panels at ILUNION Lavanderías, ILUNION Hotels,
ILUNION Reciclados and ILUNION Sociosanitario.
• ILUNION Hotels has 13 charging points in place for electric cars.
DECENT WORK AND ECONOMIC GROWTH
• 378 jobs created for people with disabilities.
• Approval of the ILUNION Human Rights Policy.
• 'Together for Social Inclusion' alliance project between 3M and ILUNION Facility
Services undertaken at the Rivas 3M plant to provide employment opportunities
for people with disabilities.
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REDUCTION OF INEQUALITIES
• Job placement of 18 people of Roma ethnicity.
• ILUNION Contact Centre BPO creates 26 jobs for people with disabilities in
rural settings.
• Various sports, employment and culture sponsorship actions carried out by
ILUNION Reciclados, ILUNION Fisioterapia y Salud, ILUNION Contact Center and
ILUNION Hotels.
SUSTAINABLE CITIES AND COMMUNITIES
• Creation of ILUNION Accesibilidad, becoming the largest company specialising
in Universal Accessibility.
RESPONSIBLE PRODUCTION AND CONSUMPTION
• ILUNION joins forces with Enagás to createLlewo, a sustainable logistics operator.
• Enriqueta Regala Bonito completes its catalogue of products based on recycled
materials.
CLIMATE ACTION
• ILUNION develops a Decarbonisation Plan with the objective of achieving carbon
neutrality by 2040.
• Approval of the Policy for the Environment and against Climate Change.
• Emissions compensation project, 'Bosque ILUNION' in Cáceres, which will allow
the capture of 13,514 tonnes of CO2.
• 100% of the electricityconsumed by ILUNION Hotels and the Torre ILUNION
and Mizar buildings is renewable in origin.
• Growth in consumption of renewable energies by 65.4% compared to 2020.
UNDERWATER LIFE
• Collection of more than 300 kg of waste on beaches and clean-up of the seabed.
PEACE, JUSTICE AND SOLID INSTITUTIONS
• The ILUNION 2018-2021 CSR Master Plan is completed.
• Approval of the supporting documents of the Tax Compliance System and
appointment of its supervisory body.
• Publication of the third Non-Financial Reporting and Diversity Statement.
PARTNERSHIPS TO ACHIEVE OBJECTIVES
• ILUNION becomes a member of the Spanish World Business Council for
Sustainable Development (WBCSD).
• ILUNION is an active member of the Global Compact, Forética, Fundación SERES
and Management Excellence Club.
SUSTAINABILITY REPORT 2021
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GOVERNANCE
The Governance function at ILUNION aims to fulfil the pledges given
to its shareholders and to integrate the ESG aspects into the decisionmaking forums.
ILUNION has a responsible governance model in place linked to
ethical management, regulatory compliance, risk management and the
protection of human rights.

GOVERNING BODIES
ILUNION is managed through a Board of Directors, a Management
Committee and its dependent committees. These committees allow for
the greater independence of the decision-making bodies. 9 committees
were active in 2021: Remuneration, Audit, Economic strategy, Investments,
Financial investments and funding, Risks, Sustainability, Projects and
Criminal prevention body.
BOARD OF DIRECTORS
ILUNION’s highest governing body. It comprises twelve
members, six from ONCE and six from Fundación ONCE.
Of the latter, five are representatives of the disability
association sector.

José Luis
Pinto
Barroso

Patricia
Sanz
Cameo

Ricardo
Sánchez
Cánovas

Virginia
Carcedo
Illera

67%
83%
PWD

Anxo
Antón
Queiruga

Miguel
Carballeda
Piñeiro

Alberto
Durán
López
Alejandro
Oñoro
Medrano
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Concepción
Díaz
Robledo

Mario
Puerto
Gurrea

José Luis
Aedo
Cuevas

Manuela
Antonia
Muro Ramos

33%

MANAGEMENT COMMITTEE
50%

This is the collegiate body for internal management, steering and analysis for
decision-making headed by the CEO.

C.M. for People
and Organisation

EconomicFinancial C.M.

67%

PWD

50%

C.M. for Customer Experience, C.M. for Strategy Legal Consultancy
Management
Digitalisation and Branding
& Innovation

Chief Execuive
Officer

Retail Division
Management

People and Talent
Development
Management

Financial
Management

Purchasing, Assets
and General Services
Management

Internal Business
Development
Management

Transformation
and Excellence
Management

CHAIRMAN

Miguel Carballeda Piñeiro

1ST VICE PRESIDENT

2ND VICE PRESIDENT

Alberto Durán

José Luis Pinto

CHIEF EXECUTIVE OFFICER

Internal Audit

Alejandro Oñoro

José Luis Serrano

Corporate
Affairs an
Sustainability
Directorate

Legal
Advisory and
Regulatory
Compliance
Management

C.M. for
Customer
Experience,
Digitisation
and Brand

EconomicFinancial
C.M.

C.M. for
Strategy and
Innovation

C.M. for
People and
Organisation

Retail Division
Management

Transformation
and Excellence
Management

Fernando
Riaño

José Luis
Barceló

Oscar
da Pena

Joaquín
Ingelmo

Alejandro
Fernández

Paola
del Río

Antonio
Barea

Virginia
Nuñez

Internal
Finance
Business
Management
Development

Francisca
García

Retail
Antonio Barea

Consultancy
Oscar da Pena

Virginia
Palmero

Circular Economy
Alejandro Fernández

People
and Talent
Development
Management

Management
for Purchasing,
Assets and
General
Services

Esther
Díaz

Nerea
Bidaurrázaga

Hotels and Hospitals
Alejandro Oñoro

Services
Alejandro Fernández

DIVISIONS

Social Healthcare
Paola del Río
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ETHICS AND COMPLIANCE
For ILUNION, the trust of its stakeholders is underpinned by integrity, understood as ethical and
honest actions. It therefore has a set of tools to ensure responsible business behaviour.
ETHICS CODE OF CONDUCT
ILUNION has several protocols in place to guide ethical behaviour.
The Ethics Channel is the tool for submitting queries, proposals for improvement and for
reporting behaviour contrary to the Ethics Code. It is managed by the Ethics Group of the
ONCE Social Group Transparency and Ethics Observatory. One report and one complaint were
received in 2021.

Ethics Code of Conduct for Directors, Managers, Middle Managers and Non-Managerial Heads.
Ethical Conduct Guidelines Manual for Directors and Managers.
Ethical Conduct Guidelines Manual for Middle Managers and other Non-Managerial Heads.

Workers’ Ethics Code and Conduct Guide.
PROTECTION OF HUMAN RIGHTS
ILUNION's commitment to respecting and protecting Human Rights is part of the Human Rights
Policy approved in February 2021. It also has a crime prevention model in place to ensure due
diligence and compliance with the provisions established by the International Labour Organization.
No complaints of any human rights violations were received in 2021.
During 2021, improvements were made to the risk assessment associated with people management
and a programme was launched to train and raise awareness among all staff of this issue.
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To establish ethical principles in supply chain management, the ONCE Social Group has a Code of
Conduct in place for suppliers and business partners. In addition, ILUNION maintains a Supplier
Certification and Selection Policy.
In 2021 a project was launched to assess the risks of the main ILUNION suppliers and to draw up
a due diligence procedure. Work has also continued on the risk analysis of ILUNION Lavanderías
suppliers with a contracting volume exceeding €100,000.
COMPLIANCE SYSTEM
To ensure due diligence in the fight against corruption and bribery and to favour an ethical culture,
ILUNION maintains a Compliance Management System aligned with the UNE 19601 standard. This
includes the Compliance Policy, the System Structuring Document and a Criminal Prevention
Body. In 2021 there were no reports of corruption and bribery.
The Tax Compliance System reflects ILUNION's commitments to complying with tax and fiscal
obligations. In 2021 the Board of Directors approved the Tax Compliance Policy; the Structuring
Document of the Tax Compliance System and the ILUNION Tax Strategy. In addition it set up the
Tax Compliance Body.
RISK MANAGEMENT
ILUNION has an Integral Risk Management System (SIGR or ERM) and a Risk Policy aligned with
the ISO 31000 standard and the COSO model. The Risks Committee is the body responsible for
setting out the principles contained in the Policy and for implementing them through the control,
updating and monitoring of the ILUNION Risk Management Model.

Strategic

Changes in the legal framework.
Negative development of the economic situation.
Reputational and corporate image risk.

Operational

Risks associated with information systems and cybersecurity.
Risks linked to talent retention and staff recruitment.

Compliance

Risk of non-compliance by third parties.

Financial

Interest rate and financing structure risk.
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PEOPLE
ILUNION is a People for People project, this is its essence and raison
d’être. Its main objective is creating jobs for people with disabilities and
other vulnerable collectives.
ILUNION has 35,760 professionals who make up a diverse and unique
team. Through their daily efforts, they demonstrate that inclusion brings
added value to all lines of business in which they operate.

35,760

TYPE OF DISABILITY

7%

15%

10%

VISUAL
INTELLECTUAL

41%
PWD

12%

PWD

EMPLOYEES

HEARING
PHYSICAL

56%

PSYCHOSOCIAL

8%

<30 YEARS

59%

>45 YEARS

32%

TEMPORARY

33%

30-44 YEARS

AGE

CONTRACTS

PERMANENT

0.2%

SEX

MANAGERS
51%
49%

61%

39%

62%

38%

50%

50%

0.8%
MIDDLE MANAGEMENT

99%
OTHER CATEGORIES
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68%

RECYCLING4ALL
INCLUSION THROUGH THE CIRCULAR ECONOMY

108

PEOPLE WITH
DISABILITIES

9CENTRES

FOR TEMPORARY STORAGE
La Bañeza
(León)
Campo Real
(Madrid)

2
PLANTS FOR

PROCESSING WEEE

Recycling4all is the company engaged in transporting and recycling WEEE
(Waste Electrical and Electronic Equipment), the result of a partnership between
ILUNION (75%) and Repsol Impacto Social (25%).

The company covers this activity’s entire value chain - waste collection, transport,
sorting, storage, processing, reuse and recovery - and has four treatment lines to
manage it.

16.405
60,636

Tn OF WEEE MANAGED
Tn OF WEEE TRANSPORTED

6 TYPES OF WASTE

94%
This activity processed thousands of tonnes of waste. 94% of it was recovered
as a valuable resource for some production processes, preventing waste and the
environmental pollution this would cause.
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TALENT DRIVE
TRAINING HOURS
ILUNION implements a talent management model tailored to the challenges and values that guide the
company. Training is conceived as an indispensable tool for personal and professional development.
TRAINING HOURS
TOTAL

238,970

+39%

6.7

HOURS OF
TRAINING/EMPLOYEE

7,361 MIDDLE MANAGERS
698 MANAGERS
230,911 OTHER CATEGORIES

360° LEADERSHIP AND ASSESSMENT
ILUNION applies its own leadership profile model and carries out a 360° appraisal of all its middle
managers and of the management team. The 2021 appraisal achieved an 80% participation rate.
TRAINING
'TRAINING ILUNION' PROJECT
An initiative created to unify training and learning made available to the teams by the People
Management and Talent Development Department.
TRAINING LINKED TO STRATEGIC PROJECTS
Training in creativity and innovation for managers and middle managers as part of the 'Leadership
360' project.
TRAINING FOR COMPANIES UNDER A TEMPORARY WORKFORCE ADJUSTMENT PLAN (ERTE)
In 2021 several companies had to extend the ERTEs. A specific training plan was designed for
these workers.
ONLINE TRAINING
The 'Digital Workplace' project and the online 'LinkedIn Learning' training were continued. 1,588
courses were completed through them in 2021.
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DIVERSITY: OUR RAISON D’ÊTRE
Diversity is a unique value of ILUNION and a key element of its internal culture. It is present in all facets
of human resources management, with a particular commitment to hiring vulnerable collectives.

>45
PWD

WORKFORCE

MANAGERS

41%

YEARS
59%

35%

57%

43%

39%

1%

Furthermore, ILUNION pays special attention to other disadvantaged collectives, encouraging the
recruitment of women at risk of social exclusion.

64

65

WOMEN IN A SITUATION
OF GENDER-BASED VIOLENCE

PWD

18

GYPSY
ETHNICITY

ACKNOWLEDGEMENTS
ILUNION was recognised at the 16th edition of the ARHOE Awards with the Enterprise Award 'For
its social work and initiatives in inclusion, diversity and equality'. Both timekeeping and the worklife balance reflected in its policies were highlighted. It is for all these reasons that ILUNION has
emerged as one of the TOP30 Companies in Spain most committed to Diversity and Equality, as
noted in the Variable Report '30.
AWARENESS-RAISING
ILUNION participated in the '6th FactorW Diversity Summit', the national benchmark event for
diversity and inclusion. ILUNION was recognised with the Top Diversity Company certification as
one of the most prominent companies in the VariableD '22 Report, for its commitment to equality,
diversity and inclusion policies.
SUSTAINABILITY REPORT 2021
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WITH GENDER PERSPECTIVE
ILUNION considers gender equality to be of special relevance in advancing inclusion. Its ambition is
to achieve real equality for all collectives at risk of social exclusion.
AGAINST HARASSMENT
The Anti-Harassment Commissions dealt with a total of 24 claims, of which 9 were identified as
harassment situations and 15 as conflicts.
GENDER-BASED VIOLENCE
ILUNION signed collaboration agreements with FELGTB, the National Federation of Lesbians, Gays,
Transsexuals and Bisexuals, for the labour inclusion of trans women with disabilities; with 'Hogar
Sí', for the homeless; and CNSE, ONCE Foundation and Inserta Empleo Association to promote
the labour integration of female victims of gender violence. In addition we looked after 95 female
workers suffering from gender violence, 94% of them with disabilities.
DISABILITY WITH TALENT IN FEMALE TERMS
ILUNION IS FOR YOU
Project to increase the number of women with disabilities in generally male-dominated positions.
As a result, 34 women joined ILUNION Servicios Industriales.
ILUNION WOMEN IN TECH
To recruit and train women with disabilities in positions requiring technical qualifications and ICT areas.
EQUALITY BADGES
ILUNION renewed its Equality Badge in Businesses (DIE), awarded by the Institute for Women.
CULTURE OF EQUALITY
Annual campaign entitled 'Diversity, the strength of talent' made up of 7 awareness-raising and
employee training actions. Creation of the 'ILUNION Equality Team Support' mailbox through which
companies can submit all their equality queries.
BEST PRACTICES FOR EQUALITY
During the annual session of the Corporate Diversity and Equality Committee, recognitions were
awarded to Fitex ILUNION, with the measure for 'Promoting teleworking among disabled women
in rural settings', Modular Logística Valenciana with the campaign 'Listen to your colleague', for
supporting female workers who are victims of gender violence, and ILUNION Lavanderías with the
initiative 'Measures for women in situations of gender violence'.
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MINDFUL OF WELLNESS AND HEALTH
ILUNION is moving forward to become one of the best places to work, prioritising the protection
of the physical and mental health of its employees. It thus commits to the needs of its workers,
creating a safe and healthy working environment.

1,054
ACCIDENTS

1,902

848

34.4
FREQUENCY
RATE
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1.3
INDEX OF
SEVERITY

31.2

1.4

SCHEDULE FOR TRAINING IN OHP AND HEALTH PROMOTION TOTAL

1.6

30,804

NO. OF CASES
OCCUPATIONAL
DISEASES

24

1,054

8

16

6,072,792
ABSENTEEISM
(HOURS)

848

CERTIFICATIONS
70% of ILUNION companies possess Occupational Health and Safety Management System
Certification in compliance with the ISO 45001 standard.
SUPPORT FOR THE MOST VULNERABLE EMPLOYEES
Thanks to the 'Now More Than Ever' project, 49 grants were given to vulnerable employees. Through
the 'Covid Monitoring' initiative, we supported and monitored 6,847 people with disabilities and
those on ERTEs or on medical leave due to Covid.
PHYSICAL AND MENTAL HEALTH
14 activities were organised on physical exercise, nutrition and mental health, with more than online
4,800 participants, through ‘Healthy Living’, which promotes health among employees. Within the
Mental Health Spain programme 'Working without Masks, Employing without Barriers', more than
310 people participated in the staging of the 'Click!’ interactive play.
INNOVATION
Development of the occupational risk prevention application, '6Conecta', and the 'PRL Innovación’
project for assessing psychosocial risks.
SUPPORT UNITS
'Dragonfly Evolution' (ILUNION Lavanderías), 'wECOnnect' (ILUNION CEE Limpieza y Medio
Ambiente, S.A) and 'WeÜp' (ILUNION Group), chosen in the CEPES call for grants to promote
ILUNION EWCs.
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CLOSE TO OUR PEOPLE
ILUNION is mindful of the needs of its workforce, supporting balance between their personal and
professional life. Dialogue between the company and the people who make up ILUNION is of
primary importance, and major efforts are devoted to it.
FLEXIBILITY
MYFLEX
Flexible remuneration project aimed at helping staff meet their personal and family needs.
FLEXIBLE OFFICE
Launch of the 'Flexible Office Policy 2.0'. This policy allows for teleworking up to 30% of the
working day based on an annual calculation, alternating weeks with one day of flexibility with
weeks of two days.
INTERNAL COMMUNICATION
Launch of the 'People' platform to manage the company's internal communication and
'SuccessFactors', as a new employee portal where workers can self-manage issues such as
downloading payslips or modifying personal details, among others.
DIALOGUE
Setting up mechanisms to ensure dialogue with the workforce, such as the safety, health and
wellbeing commissions. Two annual information meetings and labour climate surveys were
undertaken. 99.2% of ILUNION’s workforce is covered by collective bargaining agreements.
WORK-LIFE BALANCE
Grupo ILUNION S.L., ILUNION Textil SAU and ILUNION Reciclados renewed in 2021 their FamilyFriendly Company certificate (efr).
RESIGNATIONS
A resignations procedure has been drawn up for the company to ascertain the reasons behind
employees' voluntary departure.
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COMMUNITY
ILUNION extends its commitment beyond its doors, promoting causes and
events that allow it to widen its social impact. The company supports the
most vulnerable collectives and their inclusion through different activities,
in a space of coexistence where diversity is made visible and enjoyed.

SUPPORT FOR SPORT

5

ILUNION, together with Fundación ONCE, is the sponsor of the ADOP
EMPLEO-PROAD programme of the Higher Sports Council and the
Club Deportivo Básico por la Normalización, or Basic Sports Club for
Normalisation (CLUDENOR), a wheelchair basketball team.

INCLUSIVE CAREERS
ILUNION promoted sports activities such as solidarity races (women's
race, ERDF or against gender violence, among others) which showcases the
diversity, strength and commitment of the people who comprise it.

SOLIDARITY DONATIONS
ILUNION joined the initiative of the ONCE Social Group (GSO): 'Toneladas
de Compromiso’ (Tons of Commitment). The aim was to raise a donation of
111,111 kilos of non-perishable food for the Spanish Federation of Food Banks
(FESBAL). The figure was exceeded, with 279,049 kilos of donated food.
ILUNION Reciclados collected plastic bottle tops for the purchase of
rehabilitation material. ILUNION also continues with the 'Gracias a Ti'
(Thanks To You) project for the fifth year. This initiative funds social projects
through employee contributions, topped up by ILUNION by the same
amount. In 2021 €45,921 were collected, the entities supported being:
Mamás en Acción (Mums in Action), Fundación RAIS and the Vall d’Hebron
Research Institute.
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6

ENVIRONMENTAL
ISSUES
2021 was very important for the progress of Environmental Sustainability
at ILUNION. The company approved an environment and climate change
policy to address environmental challenges and implement a responsible
management model throughout its value chain.
In line with its commitment to transition to a decarbonised group of
companies, ILUNION put in place a decarbonisation plan with the aim of
reducing its greenhouse gas emissions by 30% by 2025 and of achieving
carbon neutrality by 2040.

Energy consumption
GWh
TOTAL

347.1

GHG emissions
Tn CO2 eq

84,693.36 Tn

DIRECT

INDIRECT

SCOPE 1

SCOPE 2

342.1

5

71,444.2

13,249.12

Water consumption
m3

2,476,733

25.3 GWh

FROM RENEWABLE
ENERGY
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BOSQUE ILUNION
OUR ROAD TO NET ZERO EMISSIONS

Bosque ILUNION is a project based on ILUNION’s commitment to become
a carbon-neutral company by 2040. Furthermore, the strategy integrates
the creation of jobs for vulnerable collectives in depopulated areas.

To achieve these objectives, ILUNION joined the Motor Verde project
created by Fundación Repsol together with the Sylvestris Group. A carbon
offsetting initiative focused on reforestation and forest regeneration.
THE FIRST FOREST
BEGAN TO BE
PLANTED IN

69,000
TREES

50 HECTARES
13.514 Tn OF CO2 ABSORPTION
10 JOBS

Caminomorisco
(Cáceres)

3

FORESTS in 50 years
ILUNION participates
in the funding of

200 HECTARES
82,000 Tn OF CO2 ABSORPTION

Con Bos that ILUNION will contribute to the care of biodiversity and the fight against
climate change while supporting rural development and job creation.
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ENERGY AND COMBATING CLIMATE CHANGE
To achieve climate neutrality, ILUNION launched a decarbonisation plan based on three pillars:
promoting energy savings and efficiency, driving forward renewable energies and sustainable mobility.
ENERGY EFFICIENCY
ILUNION implemented several projects to improve energy efficiency as well as to reduce energy
consumption. The most noteworthy actions include replacing equipment with more efficient ones,
improving operational control of operational and maintenance processes, and establishing energy
efficiency requirements when purchasing products or equipment with a significant impact on
energy consumption.
RENEWABLE ENERGIES
• Photovoltaic solar production: ILUNION Lavanderías continues with its 2020-2023 photovoltaic
deployment plan, which in 2021 prevented the emission of 341.7 Tn of CO2 eq. ILUNION Ibéricos
de Azuaga, ILUNION Reciclados and ILUNION Hotels also installed photovoltaic solar panels.
• Innovation (0-Steam): ILUNION Lavanderías launches its first laundry, the second one in Spain, to
work without the supply of water vapour.
• Renewable energy consumption: In 2021 all of the electricity consumed by ILUNION Hotels and
the buildings of Torre ILUNION and Mízar became renewable in origin.
SUSTAINABLE MOBILITY
• Eco-sustainable fleet: ILUNION is renewing its mobile fleet through the acquisition of eco-efficient
vehicles. 45.3% of these were acquired in 2021. Additionally, several of the Group’s companies
have a fleet management system in place for more sustainable and efficient management.
• Charging points: ILUNION provides its customers, suppliers and employees with free charging
points for electric vehicles in some of its facilities.
• Efficient driving: In 2021 more than 250 drivers attended several training sessions on efficient
driving and good practice.
• Llewo: In February 2021 ILUNION and Enagás created Llewo, a last-mile logistics company that
operates with eco-efficient vehicles. (More about Llewo on pg. 19 of this report).
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WATER
ILUNION manages water responsibly, focusing on reduction and efficiency as well as on preserving
its quality by controlling discharges and wastewater. In this context, the progress of ILUNION
Lavanderías is highly relevant, since it represents 82.2% of ILUNION's water consumption.
EFFICIENCY
ILUNION Lavanderías installed residue water recovery systems from reverse osmosis in the Huete
and Seville plants. It also made adjustments to production times, reducing water consumption by
2.5 litres per kilo of processed laundry.
REUSE
ILUNION Lavanderías has continued installing presses for the mechanical extraction of reusable
water in the laundering process, which has led to a saving of 8-10% of the water consumed compared
to 2020.
REDUCTION
At the La Bañeza plant, ILUNION Reciclados reduced water consumption per worker by 26.9%
thanks to awareness-raising actions, leak monitoring and the implementation of a system for the
cooling of pellets.
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CIRCULAR ECONOMY
For ILUNION, the circular economy is one of the pillars of its business strategy, as demonstrated by
the creation of the new Circular Economy Division. The company contributes to the circularity of its
activities by promoting responsible consumption and the efficient use of resources.
MANAGEMENT
ILUNION Reciclados launched a monitoring committee for circular economy projects. In addition,
a new treatment line for televisions and monitors (Fraction FR2) was set up at the Campo Real plant.
REDUCTION
• Paper: digitisation of the reports in the teleassistance service at ILUNION Sociosanitario and
sending of invoices to mobile phones at ILUNION IT Services and ILUNION Hotels.
• Toner: more efficient printers at ILUNION Emergencias and automatic toner restocking
programme at ILUNION Automoción.
REUSE AND VALUE ENHANCEMENT
At ILUNION Lavanderías 559,318 kg of textile waste was recovered for reuse as absorbents. ILUNION
Hotels collected 5,695 kg of used cooking oil for use as biodiesel.
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VALUE

7

41

SHARED VALUE
CONSULTANCY

RETAIL

Capital Humano
Accesibilidad
IT Services

Retail
Correduría de Seguros
Ibéricos de Azuaga

CIRCULAR
ECONOMY
Recycling4all

HOTELS AND
HOSPITALS

SOCIAL HEALTHCARE
Sociosanitario
Fisioterapia y Salud

SERVICES
Facility Services
Servicios Industriales
Contact Center BPO
Automoción
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Lavanderías
Hotels

ILUNION RETAIL
ILUNION Retail is the network of affordable and convenience shops located
in the major hospitals, transport stations and shopping centres. It also offers
online marketing services through the Enriqueta Regala Bonito website. This
business line has a communication and marketing agency specialising in
social responsibility.

79

85 Convenience shops
89,906

Christmas
hampers

SECs

4,800

39,000

Printed/Digital
content

Impacts
in the media

1,050,000

Merchandising
products

BUSINESS HIGHLIGHTS
Sales €28.4 M

Ebitda € -1M

Investments €0.3 M

• 'Regalos en la distancia’ (Gifts in the distance): gift buying service through the Wannme payment platform
and delivery by ILUNION professionals in hospitals.
• Punto Celéritas: new online shopping parcel collection and delivery service.

PEOPLE
Total Workforce 376

Women 61%

PWD 85%

• Carrying out 16 job adaptations for people with disabilities.
• Social benefits: incorporation of a new therapeutic support service.
• Acknowledgements of Essential Retail Work: badge awarded by the Spanish Retail Association (AER) for
our commitment during the pandemic.

ENVIRONMENT
Energy consumption
(kWh/person) 4,873.1

Water consumption
(m³/person) 7.9

GHG emissions
(kg CO2 eq/person) 1.3

• Enriqueta Regala Bonito incorporates more sustainable products: organic baby clothes, stuffed animals made
from recycled materials and organic food. It also offers new FSC (Forest Stewardship Council) certified packaging.
• Reduced energy consumption by switching to LED lighting.
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ILUNION ACCESIBILIDAD
ILUNION Accesibilidad was created in 2021 following the merger of two
Group companies, ILUNION Salud and ILUNION Tecnología y Accesibilidad,
creating the leading company in the Universal Accessibility market. Through
its 360° approach, ILUNION Accesibilidad supports customers to ensure
accessibility in physical and digital environments, with a social perspective,
incorporating usability criteria and ensuring their permanence.

95

Projects

13,020

Hours of
subtitling

442

Audiobooks
completed

273,456

Braille pages
transcribed

BUSINESS HIGHLIGHTS
Sales €10.9 M

Ebitda €0.6M

Investments €0.2M

• 360º accessibility: development of the accessible tourism strategy of Altea city council to obtain the DTI
(smart tourist destination) certificate.
• R&D: technical consultancy for the development of PULSE, an app for people with disabilities to access
lifts safely.
• Education: provision of 210 audio induction loops to facilitate communication in deaf students.
• Transport: technical consultancy to improve accessibility on the new RENFE trains.

PEOPLE
Total Workforce 136

Women 45%

PWD 73%

• Gender equality: implementation of a new Equality Plan.
• Communication: sign language interpreter is available for all employee information sessions.

ENVIRONMENT
Energy consumption
(kWh/person) 3,739.2

Water consumption
(m³/person) 30

GHG emissions
(kg CO2 eq/person) 0.8

• Paper: minimising paper consumption by 43% compared with 2020.
• Sustainable mobility: a 34% reduction in petrol consumption compared to the previous year.
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RECYCLING4ALL
Recycling4all carries out the transport and recycling of waste electrical and
electronic equipment (WEEEs) and is present throughout the value chain of
the business: waste collection, transport, sorting, storage, processing, reuse
and recovery. A circular economy project committed to the social and labour
integration of vulnerable collectives or those at risk of exclusion.

2

Recycling Plants

60,636 Tn
of WEEEs
transported

9

Temporary storage
facilities

2

SECs

16,405 Tn

of WEEEs managed
in plants

94%

Recovered
waste

BUSINESS HIGHLIGHTS
Sales €13.8 M

Ebitda €2 M

Investments €0.8M

• Creation of a monitoring committee for circular economy projects aimed at addressing progress and
new initiatives to find solutions for the new challenges in waste management.
• New treatment line for televisions and monitors (Fraction FR2) in the Campo Real plant.
• Project to improve efficiency in WEEE collections at clean points of the Madrid Region.
• Opening of a new logistics centre in Aznalcóllar (Seville).

PEOPLE
Total Workforce 170

Women 25%

PWD 64%

• Creation of 7 new jobs for people with disabilities, 5 in the recycling plants and 2 in the logistics centres.
• Improved worker health and wellbeing through ergonomic improvements to the La Bañeza cold line and
the Campo Real CRT TV line. In addition, the fragmentation line has been screened to dampen noise at
the La Bañeza plant.
• Accessibility improvement plan at the La Bañeza plant.
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COMMUNITY
• Collection of bottle tops to manage the solidarity purchase of rehabilitation material.
• Donation of €2,000 to ASLECA (León Charity Association).

AWARDS
• We won the 5th Vocento Business Award in the Occupational Integration category.

ENVIRONMENT
Energy consumption
(kWh/Tn of managed WEEE)

135.6

Water consumption
(m³/Tn managed WEEE)

0.1

GHG emissions
(Tn of CO2 eq/Tn
of managed WEEE)

0.1

ENERGY AND CLIMATE CHANGE
• Renewable energy
- Installation of a 202 KWp solar photovoltaic plant in La Bañeza. The target is production of 0.28 GWh/
year, which will account for 21% of the plant’s total energy consumption.
• Energy efficiency:
- Replacement of existing luminaires with LED technology at the La Bañeza plant and the Manresa
storage centre.
• Sustainable mobility
- Sustainable logistics operator: Incorporation of 7 natural gas-powered vehicles (43% of the fleet
consisting of sustainable vehicles).

WASTE AND CIRCULAR ECONOMY
• Return of 15,421 tonnes of raw materials to the market, fulfilling the recovery targets required by Royal
Decree 110/2015 of 20 February on waste electrical and electronic equipment.

WATER
• 27% reduction in water consumption per worker at La Bañeza thanks to environmental awareness
actions, monitoring of possible leaks and implementation of a water saving system for cooling the
pellets.
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ILUNION LAVANDERÍAS
ILUNION Lavanderías has 45 plants covering the entire Iberian peninsula
and some points in Colombia. Its clients include the main hotel and hospital
chains in Spain as well as companies in the socio-healthcare and industrial
sectors. Its efforts in innovation, customer experience, digitisation and
sustainability put it at the forefront of its industry.
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35

Plants

179,447

SECs

Tons of processed linens

Customer Satisfaction Index 6.98/10

Claims rate 3.2%

BUSINESS HIGHLIGHTS
Sales €148.1 M

Ebitda €21.4 M

Investments €14.4 M

• CPT 4.0 project to monitor production and consumption ratios in the Seville, Malaga, Huelva, Cuenca and
Cadiz plants.
• Customer Portal: system for the daily management of incidents, requests, suggestions and congratulations
and monitoring of customer satisfaction.
• Renovation of facilities and machinery to improve productivity and energy efficiency.
• Artificial intelligence project to predict purchases of linens.
• Transformation of the Granada plant into a plant specialising in uniformity.

PEOPLE
Total Workforce 5,513

Women 39%

PWD 77%

• Equality Plan: inclusion of new areas of action such as use of non-sexist language or social policies for
women in situations of gender-based violence.
• 'Grandes' project: recognition of employees for values such as camaraderie or collaboration.
• UNSTOPPABLE Women: communication campaign to give visibility to the work of the company’s women.
• Dragonfly Evolution: project to improve quality of life and wellbeing and to promote healthy habits in
the workforce.
SUSTAINABILITY REPORT 2021

47

COMMUNITY
• 'Un plátano por la Palma’ (A Banana for La Palma): donation of €726.5 to the Island Government of
La Palma from the sale of solidarity bananas.

ENVIRONMENT
GHG emissions
(Tn of CO2 eq/Tn treated linens) 0.4

ENVIRONMENTAL MANAGEMENT
• The Cuenca and Valladolid plants win EMAS certification.

ENERGY AND CLIMATE CHANGE
• Renewable energy:
- Green Roofs: installation of 885 photovoltaic solar panels in Seville that have reduced the plant’s energy
consumption by 38.8%.
- 0-Steam Project: Guadalajara becomes the first ILUNION laundry to work without the supply of steam.
It is estimated that in one year gas consumption will be reduced by 15% and the emission of 70 t CO2
eq. will be avoided.
• Energy efficiency:
- New standalone gas-driven calendering line in Sabadell, which has reduced thermal energy consumption
by 11%.
- Venturi-effect steam traps in the plants of Mejorada del Campo, Fuenlabrada and Cuenca, reducing
energy losses by 10%.
• Sustainable mobility:
- 250 drivers trained in efficient driving and good practices.

WASTE AND CIRCULAR ECONOMY
• Recovery of 559,318 kg of textile waste for reuse as absorbent.
• 15% reduction in the consumption of chemical products used in steam boiler maintenance.

WATER
• Installation of presses for mechanical extraction of water reusable in the laundering process, with water
savings of 8-10% compared to 2020.
• Installation of water recovery systems and adjustments in production times, generating a reduction of
2.5 litres of water/kg of linens at the Huete and Seville plants.
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ILUNION HOTELS
ILUNION Hotels is a leader in social inclusion in the tourism sector, with a
workforce of which more than 40% are people with disabilities.
ILUNION Hotels is the only hotel chain in Spain to have won the EFQM
500+ European Seal of Excellence, Universal Accessibility certification
(UNE 170001-2) and the QSostenible seal, which certifies the sustainability
of its buildings.

28

Hotels

12

SECs

1,231,990

Available rooms

771,290

Occupied rooms
Claims rate 0.002%

Customer satisfaction rate 84.60%

BUSINESS HIGHLIGHTS
Sales €74.5 M

Ebitda €2.7 M

Investments €12.4 M

• New hotels: addition of two new establishments, the ILUNION San Sebastián and ILUNION San Mamés hotels.
• Customer Experience project: several pilot projects have been launched (TV, parking and online check-in)
that focus on a more personalised service.

PEOPLE
Total Workforce 1,033

Women 53%

PWD 45%

• Job creation for people with disabilities: this year the company created 265 jobs, of which 118 are for PWDs.
• Inclusion of people with disabilities: collaboration agreement with Mijas Town Council to improve the
employability of PWDs in this municipality.
• Improved working conditions: installation of bed lifts in eleven hotels to reduce stress and injuries in floor
staff (96% of establishments have this system).
SUSTAINABILITY REPORT 2021

49

COMMUNITY
• World Food Day: delivery of more than one tonne of pulses to organisations across Spain.
• Restaurants Against Hunger: 9 hotels provided funds to top up social cards so vulnerable families could
purchase food.
• 'Reimagina': 1,240 people took part in the environmental awareness week to coincide with World
Environment and Oceans Day.
• Beach and sea floor clean-up: 165 volunteers collected more than 300 kg of waste.

AWARDS

Promotion of Women Prize awarded by FEDEPE.
Cruz Azul Zendal-Balmis for the medicalisation of several hotels during the pandemic.
Smart Travel Destinations Award for the most accessible company.
Award for Best Responsible Tourism Project for the business model and Best Hotel Brand Image, for the
'All-Inclusive Hotels' campaign presented by the Best Hotels Awards.
• CETT Alimara Barcelona 2021 Award in the Through Sustainability category.
• CEHAT Award for Best Social Hotel Company.
•
•
•
•

ENVIRONMENT
Energy consumption
(kWh/customer) 24.7

Water consumption
(m3/customer) 0.2

GHG emissions
(kg CO2 eq/customer) 2.8

ENERGY AND CLIMATE CHANGE
• Decarbonisation:
- Compliance with the 20% GHG emissions reduction target for the 2017-2021 period.
- Carbon footprint certification based on the GHG Protocol benchmark for financial years 2018, 2019
and 2020.
• Renewable energy:
- All electrical energy consumed in 2021 (54% of total energy) came from renewable energy sources.
- Installation of photovoltaic panels at ILUNION PÍO XII and ILUNION Alcalá Norte.
- Aerothermal installation at ILUNION San Mamés for domestic hot water.
• Sustainable mobility: installation of six new electric car chargers at ILUNION Atrium.

WASTE AND CIRCULAR ECONOMY
• Collection and donation of 600 kg of plastic bottle topsfor their recovery and 3,360 litres of cooking oil
used for transforming into biodiesel.
• Donation of the furniture of 60 rooms of ILUNION Caleta Park to the Reto a la Esperanza association.
• Reduction in paper and toner consumption following implementation of sending invoices to mobile devices.
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ILUNION FACILITY SERVICES
ILUNION Facility Services implements global solutions in service
management, cleaning and environment, security and surveillance,
outsourcing, gardening services, environmental hygiene, integral
maintenance, emergencies and driving. ILUNION Facility Services is fully
committed to excellence, innovation and sustainability. In a constantly
evolving industry, it provides an effective response for its customers by
helping them reduce costs and add value.

12

Branches

23

Offices

9,714

Centres where
services are provided

Firefighting and driving:
Courses
340
Students
3,028

BUSINESS HIGHLIGHTS
Sales €402.7M

Ebitda €6.4 M

Investments €0.7 M

• Signing of various collaboration agreements to boost the employability of people with disabilities.

PEOPLE
Total Workforce 18,970

Women 50%

PWD 25%

• 'Escucha a tu compañera' campaign: to help identify cases of female workers who may be experiencing
gender-based violence.
• wECOnnect: training project aimed at support units to promote job adaptations in the field of cleaning services.

COMMUNITY
• Collaboration with the Women and Security Observatory to promote a study on women in this field.
• Donation of clothing and shoes to the San Vicente de Paúl Association.

ENVIRONMENT
Energy consumption
(GWh) 1.5

Water consumption
(m³) 29,740.2

GHG emissions
(Tn CO2 eq) 3,942.3

WASTE AND CIRCULAR ECONOMY
• Raising worker awareness of efficient use of natural resources and proper waste management.
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ILUNION SERVICIOS
INDUSTRIALES
ILUNION Servicios Industriales specialises in the design and management of
outsourcing projects, logistical services, handling, industrial assemblies, quality
controls, reworks and selections, shrink-wrapping, sequencing and supply of
lines as well as elevations, both in its own facilities and in customer sites.

BUSINESS HIGHLIGHTS
Sales €47.4 M

Ebitda €6.1 M

Investments €0.6M

• Reinforcement of the area in Andalusia: two special employment centres were added in Jaén and Seville.

PEOPLE
Total Workforce 2,530

Women 31%

PWD 85%

• ‘Juntos por la inclusión social’ (Together for Social Inclusion) Alliance Project: to promote the employment
of people with disabilities carried out with 3M at the Rivas plant (Madrid) of the Central Area.
• Anti-Harassment Protocol: updating of the procedure in the Aragón Area.
• Equality plan: 'Fent empresa. Iguals en oportunitats’ (Building enterprise. Equals in opportunities) seal
awarded by the Generalitat Valenciana government to the Levante Area.

ENVIRONMENT
Energy consumption
(GWh/M€) 0.02

Water consumption
(m³/M€) 63.3

GHG emissions
(Tn CO2 eq/M€) 8.4

ENERGY AND CLIMATE CHANGE
• Carbon footprint calculation and verification based on the GHG Protocol benchmark.

WASTE AND CIRCULAR ECONOMY
• Aragón Site: reuse of cardboard die cuts for use as packaging.
• Levante Site: digitisation of processes to save paper and toner and eradication of all cardboard packaging
waste contaminated by operational changes.
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ILUNION CONTACT
CENTER BPO
ILUNION Contact Center BPO is a company specialising in the contact
centre sector. It stands out for its ability to offer integral services and
specific solutions for the insurance, emergencies, healthcare and tourism
sectors. With 1,800 operating positions 24 hours a day 365 days a year, in
2021 it performed more than 32 million phone and digital care operations.

6

8

Platforms

SECs

32,237,959
Contacts
managed

7,720,028

Emergency
calls

Customer Satisfaction Index 4.4/5

192,114,657
Digitised
documents

602,576

Transactions
BPO

Claims rate 0.0004%

BUSINESS HIGHLIGHTS
Sales €82.5 M

Investments €0.5 M

• EFQM +400: first company in the industry to obtain this accreditation.
• New business line: acquisition of business process outsourcing (BPO) branch of activity.
• CAT 4.0 Automation and Transformation Centre: implementation of robotic process automation (RPA)
solutions to improve operations efficiency and enhance customer experience.
• SAMI: implementation of a new control system based on aid, improvement and incident management.
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PEOPLE
Total Workforce 3,958

Women 73%

PWD 31%

• Teleworking: this measure facilitated the recruitment of 26 people with disabilities (20 of them women)
working in 13 towns in rural Extremadura.
• Internal communication: recognition of worker performance and dissemination of stories of achievement
of people with disabilities.
• Collaborating Company Seal for 'Velando por la Igualdad de oportunidades en el mundo laboral'
(Ensuring Equal Opportunities in the Working World): recognition of Fundación Intermedia for recruiting
disabled staff.

COMMUNITY
• 'Un plátano por la Palma': €1,492.3 donation to the Island Government of La Palma from the sale of
solidarity bananas.

AWARDS
• 'Best Contact Centre 2021' and 'Best Employee Experience Project' at the Platinum Contact Center
Awards presented by Contact Center Hub Magazine.

ENVIRONMENT
Energy consumption
(GWh/person)
636.7

Water consumption
(m³/person)
1

GHG emissions
(Tn CO2 eq/person)
0.2

ENERGY AND CLIMATE CHANGE
• The biennial target is to reduce carbon footprint by 5%.

WASTE AND CIRCULAR ECONOMY
• Toner: implementation of a printing service that has reduced toner consumption by 20%.
• Paper: 98.3% of the paper used has an Ecolabel or PEFC certificate.
• Responsible purchasing: reduced purchase of office supplies containing plastic and hazardous substances.
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ILUNION SOCIOSANITARIO
ILUNION Sociosanitario is active in the sector of social healthcare services.
Its mission is to care for elderly and dependent people so that they can
live their daily lives with the care and protection they need. It manages 7
care homes, 11 day centres, a home help service (SAD) in Torremolinos and
covers more than 10,000 teleassistance users.

7

11

Care homes

Day
centres

Customer satisfaction

1

Home
help
service
USERS 91%
Relatives: 89%

10,056

330.194

home help
users

teleassistance
calls made

Claims Rate 0.5%

BUSINESS HIGHLIGHTS
Sales

22.9 M€

Ebitda

1.9 M€

Investments

0.4 M€

• Creation of the MAD e-Health cluster: in collaboration with Madrid City Council to improve quality of life,
especially for the elderly, and to boost economic activity through the digital health sector.
• Development and implementation of the AICP model (integral and person-centred care) of Fundación
Pilares in the El Robledillo care home in Villarrobledo (Albacete) and in teleassistance services.
• Implementation of the Integral Technology Asset Management System in remote assistance services to
control equipment inventory and traceability.
• Implementation of the Gesad Mobile application for managing the SAD service in Torremolinos.
• Vodafone/3GM tool and the BeDataScience platform for managing the home teleassistance service.
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PEOPLE
Total Workforce 888

Women 83%

PWD 24%

• Antártida project: practices to improve employees’ physical and emotional wellbeing, among others.
• Tándem project: to improve synergies between Safety, Health and Welfare departments and Support Units.
• Signing of the Equality Plan.

COMMUNITY
• Contributor to various media, sharing the sector’s business experience during the pandemic, the importance
of home and outreach teleassistance services, and the role of professionals in caring for the aged.
• Participation in forums and round tables setting out the challenges and business opportunities in the
seniors collective.

ENVIRONMENT
Energy consumption
(kWh/person)

7,773.3

Water consumption
(m³/person)

62.8

GHG emissions
(Tn CO2 eq/person)

2

ENERGY AND CLIMATE CHANGE
• Renewable energy:
- Use of solar thermal panels for the production of domestic hot water (ACS) at the Prado de San Gregorio
care home in Sonseca (Toledo).
• Energy efficiency:
- Replacement of existing luminaires with LED technology in the care homes of Villarrobledo and Parla.
- Replacement of coolers with more efficient ones in Baena.

WASTE AND CIRCULAR ECONOMY
• Reduction of paper consumption thanks to having digitised the teleassistance service reports.
• Implementation of measures to combat food waste in restaurant services.

WATER
• Reduction in water consumption by 5% compared to 2002 following the installation of flow reducers and
aerators in the Villarrobledo and Baena care homes.
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BUILDING A BETTER WORLD
THAT INCLUDES EVERYONE
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