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our current challenges with more guarantees as an institution (and the challenge in terms of COVID-19 has been
one of the major ones), as well as those challenges that the future will present.

MIGUEL CARBALLEDA
PRESIDENT
Allow me to welcome you to this 2019 Shared Value Report from
the ONCE Social Group, which has a very unusual feel to it. I am
writing these words confined at home, luckily close to my family,
but busy and concerned with the situation we are going through
in the midst of a severe pandemic, which is unprecedented for
our generations and that will be hard to forget.
It is a situation that the ONCE Social Group, individually
and collectively, has faced with our greatest driver of action
in 82 years in existence: with the resounding enthusiasm and
firm belief that we will overcome this as we have always done
in the face of adversity, united, working, contributing and being
supportive of those who need it most.
These words reflect the social and economic strength with which the ONCE Social Group ended 2019. Seen now,
they are just data and everyday realities but they show a situation that has allowed us to tackle the pandemic and
its effects on our surroundings with some guarantees and to broaden our solidarity to citizens from all areas. From
ONCE, offering coverage to more than 72,000 blind people affiliated to the Organisation, especially the 14,000
over-60s who live alone, to 7,500 blind students, who managed to finish their courses. As well other realities, from
the ONCE Foundation, promoting essential social volunteering in those days and maintaining employment and
training as key; or from Ilunion, with a thousand colleagues, many with disabilities, working those tough days, with
all the professionalism in the world, washing clothes from hospitals or care homes, cleaning them, or by providing
our hotels and other centres for the sick and healthcare professionals.
As I said above, in the face of the strength with which the Coronavirus, COVID-19, has affected our society, our
families, our friends and acquaintances (for whom we want to send our most supportive and loving regards) we
present some data that are just that. Data, figures and realities that, however, have allowed us to get here and face
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This is why we insist on a concept that, even without knowing it more than 80 years ago, our elders also
made it one of the vital reasons for the existence of our institution and our daily work: Equality, for today, for
tomorrow, in employment, in education, in training, in leisure, in culture, in sport and in all areas of life. The aim is
to be equal in terms of rights, based on the differences between each person and the utmost respect for people.
In a country like Spain that faces unemployment as the most serious of our problems, our greatest satisfaction is
that we have even managed to partially alleviate its effects, pulling a total of 11,340 people out of inactivity by
2019, 10,784 of whom have disabilities, while 4,918 of these positions have been filled by women. We also have
935 permanent contracts with ONCE vendors, all of whom are people with disabilities. Let me take a look back
to tell you that in the period of 2010-2019, the ONCE Social Group promoted a total of 78,903 jobs for those
who have it the hardest, 78,903 life stories and real inclusion. More emphatically, if I may: we have been able to
create 22 daily jobs for people with disabilities over the last 10 years, which makes us rather satisfied. And we have
done so through our direct efforts to create employment but, above all, through training and education and with
the collaboration of many companies and institutions that have seen people with disabilities as just being more
citizens who are valued for their talent and their ability to work. Without them it would not have been possible.
We try to set an example and, in 2019, the ONCE Social Group finished the year with 72,693 workers, of which 58%
have disabilities, and of which more than 42% are women. We are the fourth largest non-public state employer
and, in terms of people with disabilities, the first in Spain and in the world. Out of every 277 people who are lucky
enough to have a job in our country, one of them works with us.
And all this, as you know, we do with the best responsible gaming management model in existence, which allows
us to obtain an income that is entirely devoted to social action. In 2019, revenue from coupon sales and the rest
of the Organisation's lotteries grew by 4.4%, while the sales of our social enterprises Ilunion grew by 5.8%, two
very encouraging figures, of which you can see more in the report.
This enabled the ONCE Social Group to allocate a total of 265.1 million euros directly to social investment aimed
at people who are blind or have other disabilities in 2019. From ONCE, we have given shelter to 3,202 people
who lost their sight in 2019 and we have provided them with personalised care, tailored to their needs; we have
given 131 guide dogs; or included 7,495 blind or severely visually impaired students in the classrooms; the ONCE
Foundation has approved 2,116 training, accessibility and employment projects for people with disabilities and
distributed 104 million euros to make this possible; and from Ilunion we have made an investment of 63.8 million
euros to continue growing.
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I am finishing writing these words just when we know that ONCE vendors, our 19,000 visionary leaders, will
be back on the streets after three months of inactivity and lockdown; and that our companies and the ONCE
Foundation are slowly but surely resuming their duties. The future is very uncertain but the commitment of the
ONCE Social Group and its people is even greater.
We take to the streets again with a collection of 46.5 million coupons, one per each Spanish citizen, to thank
everyone for the cry of #LaIlusiónPuedeConTodo (#HopeCanDoItAll).
In the ONCE Social Group we know this well because we make it possible again and again. And we will take to
the streets once again and win back the future, to share it with all of society.

ALEJANDRO OÑORO
CEO
In December 2019, ILUNION celebrated its fifth anniversary.
The companies of the ONCE Social Group (GSO) have
gone through their first five years surpassing the best
predictions.
The Group has been following a path of sustained growth
thanks to the consolidation of its companies in sectors
where they are widely recognised not only for their social
value but also for their capacity of response and reliability
in service. Our brand stands for a social commitment,
comprehensive service and competitive solutions and the
market's response confirmed this with a growth in sales in
2019 of almost 6% over the previous year, reaching €978.8
M, and an ebitda of €61.8 M.

The pandemic caused by the coronavirus has forced us to recover to be able to support employment and our
companies, with the satisfaction of being able to bring our help to a large number of entities and citizens in Spain.
We have given the best of ourselves: in our care homes, in our medicalised hotels and at the service of health
personnel, in our hospital laundries, to our telephone assistance services, such as the care of family members in
the IFEMA hospital and the information and emergency services regarding COVID-19, in the cleaning and safety
services of hospitals, care homes, supermarkets, supply centres.

To all the workers who have made the ILUNION challenge their own with a smile, THANK YOU!!!
We have managed to cushion the blow and now we are going to start rebuilding. With a halving of sales figures, we
are working to provide a liquidity fund of €200 M through various agreements and measures. We have produced
contingency plans that are updated every 15 days. We are working on protocols that guarantee the safety of
workers and customers for the return to activity, and we will resume the projects of digitalisation and optimisation
of processes that had been stopped.
The future is uncertain because of the important changes that will transform the way we work and compete,
but we are convinced that the ILUNION model will be more necessary than ever: we must be the protagonists
of change so that it includes all people in accordance with our purpose of contributing to the generation of an
Inclusive Economy.
We have to fight for our model, with energy, optimism, hope, joy.

The new ILUNION will be stronger and brighter against the coronavirus.
And we’ll do it together by building on our three pillars: People, Transformation and Excellence.

Results with a specific social impact: 2,107 new jobs, of
which 572 were for people with disabilities. We continued
to fulfil our mission.
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ILUNION IS ORGANISED INTO FIVE DIVISIONS

ILUNION is a group of companies
present in several business sectors
and its mission is to develop
innovative and profitable projects
that encourage the integration of
people with disabilities into the
labour market.
ILUNION wants to contribute to the
generation and dissemination of an
inclusive and sustainable economic
development model.
Together with ONCE and the ONCE
Foundation, ILUNION is part of the
ONCE Social Group (GSO).
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ILUNION operates in different business sectors with
the ability to create quality employment for people
with disabilities within the framework of profitable,
sustainable and long-term business projects.
ILUNION balances the social and economic
profitability of all its activities to achieve selffinancing, growth and job creation.
ILUNION has one of the most comprehensive,
flexible and competitive service offerings in the
Spanish market and offers its partners the chance
to participate in projects of high social value. It
is also involved in an expansion process in Latin
America and Portugal.
ILUNION is a social impact project that throughout
its history has been refining its business and
management model to become a project for the
future that has strategic partners to adapt to
the demographic and social, technological and
environmental challenges faced by the markets
and society.

SERVICES

HOTEL AND
CATERING

COMMUNITY
HEALTH

MARKETING

Laundry
Hotels

Community Health
Physiotherapy and Health
Health

Retail
Insurance Brokerage
Azuaga Iberian products

Facility Services
Contact Center
IT Services BPO
Automotive
Industrial services
Recycling
Space Management
Sports

CONSULTING

Human Capital
Technology and
Accessibility

KEY FIGURES

TURNOVER
VOLUME

FINAL
WORKFORCE

978.8 M€

37,907

PEOPLE WITH
DISABILITIES

40.5%

WORKPLACES

492

SPECIAL EMPLOYMENT
CENTRES

262

INTERNATIONAL PRESENCE
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ILUNION COMMUNITY HEALTH
SALES

47.9 M€

4.9 M€

EBITDA

INVESTMENT

40

29.7 % WITH

18

EMPLOYEES

SALES

565.9 M€

EBITDA

14.5 M€
9,883 TONNES

30,994,304

6,484,287

129.5

OF PROCESSED WEEE

28,464

EMPLOYEES

32.8% WITH
DISABILITIES

6 M€

INVESTMENT

EMERGENCY
CALLS

11,280

DOCUMENTS
PROCESSED

IT INTERVENTIONS

SALES

EBITDA

56.6 M€

713

115

79.7% WITH

106

EMPLOYEES

293.1 M€

42.1 M€

67,454

48,201

DAY
CENTRES

PHYSIOTHERAPY
TREATMENTS

CURRENT USERS

EBITDA

2.6 M€

INVESTMENT

43,000

800,000

49.6 M€

INVESTMENT

4,000

140,000

DISABILITIES

1.3 M€

MERCHANDISING
PRODUCTS

MEDIA
IMPACTS

ILUNION HOTEL AND CATERING
SALES

11

SECs

ILUNION MARKETING

WORKPLACES

SECs

WORKPLACES

EVENTS (CALLS, EMAILS,
CHATS, ETC.)

247
85

DISABILITIES

WHEELCHAIRS
SOLD

CENTRE
USERS

CARE HOMES

1,485

1,701

1,182
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ILUNION SERVICES

1.3 M€

WORKPLACES
PRINTED/
DIGITAL
CONTENT

SECs

CHRISTMAS
HAMPERS

16,943

INSURANCE POLICIES

45
6,526

EMPLOYEES

72.7 % WITH
DISABILITIES

71

PLANTS
LAUNDRY
INDUSTRIAL

26

HOTELS

WORKPLACES

47

SECss

242,530 TONNES
PROCESSED
CLOTHING

ILUNION CONSULTING

1,402,215
ROOMS

SALES

381

10

28.9% WITH

1

EMPLOYEES

DISABILITIES

10

14.3 M€

WORKPLACES

EBITDA

0.3 M€

455

INVESTMENT

ACCESSIBILITY
PROJECTS

0.9 M€

20%

CONTRACTS MADE
AVAILABLE TO PWD

SECs

11

AGE

DISABILITIES
7%

8%

VISUAL IMPAIRMENT

9%

INTELLECTUAL DISABILITY

SALES

978.8 M€
5.8%

37,907
EMPLOYED PEOPLE

AT THE END OF THE YEAR

57%

11%

HEARING IMPAIRMENT

59%

PHYSICAL DISABILITY

14%

<30 YEARS

34%

<45 YEARS

30-44 YEARS

PSYCHOSOCIAL

EBITDA

61.9 M€

40.5 % PEOPLE WITH
DISABILITIES
(15,370 PEOPLE)

13%

PERSONS EMPLOYED WITH SPECIAL DIFFICULTIES REGARDING
INCLUSION

4%

NO. OF PWD EMPLOYEES WITH PHYSICAL
OR SENSORY DISABILITIES WITH A
RECOGNISED DEGREE OF DISABILITY
EQUAL TO OR GREATER THAN 65%

9%

OPERATING
PROFIT

22.9 M€

2,107
NEW JOBS
3.2%

CONTRACTS

NO. OF PWD EMPLOYEES WITH
CEREBRAL PALSY, MENTAL ILLNESS OR
INTELLECTUAL DISABILITY WITH A
RECOGNISED DISABILITY EQUAL TO OR
GREATER THAN 33%

GENDER

PERMANENT

64%

63.8 M€

36%

100%

0.08%

0.41%

51%

0.11%

0.29%

48%

80%

GROSS
INVESTMENT

TEMPORARY

572
NEW JOBS

60%

FOR PEOPLE WITH
DISABILITIES

40%
MEN

52%

WOMEN

48%

20%

0%

COMPARED TO 2018
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EXECUTIVES

MIDDLE MANAGEMENT

REST OF CATEGORIES

MAIN ILUNION
COMPANIES
(2019)
176,214
116,909
55,854
46,017
38,797
35,515
21,015
72,346

SALES (K€)

1,470
1,975

- 6,343

5,193

1,023
3,131
611
2,130
1,304
1,054

2,610
1,016
3,356
2,528
2,127

FEBRUARY

3,039

416,104

20,866
21,281

3,075
1,733
4,091
4,223
2,890
671

JUNE

14,138

ILUNION Hotels celebrates 30 years.
ILUNION Retail opens its 100th store
in Hospital de Mérida.

OPERATING PROFIT (K€)

21,553

4,106

446
524
298

FINAL WORKFORCE

05

EBITDA (K€)

5,098

1,026

OCTOBER
ILUNION receives a loan of 35 million euros from
the Official Credit Institute (ICO).

928

PWD WORKFORCE

ILUNION COMMUNITY HEALTH

ILUNION CONTACT CENTER

ILUNION LAUNDRIES

ILUNION RETAIL

ILUNION AUTOMOTIVE

ILUNION HOTELS

ILUNION INDUSTRIAL SERVICES

OTHERS

MAY
ILUNION acquires 50% of Taxileón and Logiraees
and strengthens its position in the WEEE recycling
sector.
GSO: first place in Merco Responsibility and
Corporate Governance and seventh place in
Merco Empresas.

06
07

JULY
ILUNION Hotels implements an accessible
booking engine on its website.

10
11

1,903

ILUNION FACILITY SERVICES

14

ILUNION IT Services purchases the Sermalogic
branch of activity, complementing its activity with
field services.

02

NOVEMBER
ILUNION and the Repsol Foundation sign a
partnership agreement to develop social impact
projects.
ILUNION Safety adopts the first protocol
against gender-based violence in the sector.
ILUNION Health and the ONCE Foundation
make the Madrid Climate Summit (COP25)
accessible.
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Attracting and developing the best talent and
talent with disabilities, continuing to create quality
employment, establishing new operations and
processes to reflect the changes and demands of
the market and achieving business excellence are
the pillars on which the 2018-2021 strategic plan
has been built.
Growth, profitability and job creation are the
overall objectives of the Strategic Plan 20182021.
The Group invested 63.8 M€ in modernisation,
growth and expansion in 2019.
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Notable projects in 2019

2019 Progress

##PEOPLE

##CSR GOVERNANCE

LEADERSHIP
Leadership 360 Project to develop ILUNION’s
leadership style. Definition of the behavioural aspects
that all leaders must develop in their daily lives to
achieve the commitment of professionals. Evaluation
of management and middle management and
development of an action plan.

CSR TECHNICAL OFFICE
Start-up of the CSR Technical Office made up of 18 people
from the companies and corporate areas.

##TRANSFORMATION
INTERNAL CUSTOMER SATISFACTION 2019
Internal survey in which the members of the corporate
areas subjectively and anonymously evaluate all the
managers and departments that provide them with
support services. The results showed an improvement
in overall perception and service attributes.
STRATEGIC DEVELOPMENT
Standardisation and systematisation of the methodology
for establishing the relevant information to be collected,
the design tools, deployment (operational plans),
communication to stakeholders and monitoring of the
strategy based on the key results table.

In ILUNION, the strategy of corporate responsibility
and sustainability is closely linked to the overall
strategy of the company and provides the
connection with global challenges and initiatives
such as the UN 2030 Agenda.

##HUMAN RIGHTS

It is understood to be the development of a business
model that combines profitability, inclusion, and
sustainability, in order to contribute to achieving
an economic system that guarantees prosperity for
all, which in ILUNION we call an Inclusive Economy.

HUMAN RIGHTS ACTION PLAN
Preparation of a recommendation report and action plan.

The 2018-2021 CSR Master Plan is structured into
9 major projects and 40 measures.

HUMAN RIGHTS BREACH RISK ANALYSIS
Identification of areas of potential impact on human rights
in companies and analysis of the current due diligence. 14
meetings were held in which 40 people participated.

##ENVIRONMENTAL COMMITMENT
HARMONISATION
Creation of a working group made up of companies with
the highest environmental impact. Carrying out of a GAP
analysis on environmental management based on four
pillars: processes, facilities, suppliers and indicators.
Start of the creation of an environmental scorecard and
standardisation of processes and indicators.

##EXCELLENCE

##REPORTING

2018-2020 ROADMAP FOR EXCELLENCE
Several projects have been carried out to develop
the areas for improvement identified in the last
EFQM assessment. In the first quarter of 2020, Grupo
ILUNION, S.L. (corporate services), ILUNION Laundries
and ILUNION Hotels have obtained the EFQM +500
certification while ILUNION Recycling achieved it in the
last quarter of 2019.

MATERIALITY
Updating the Group’s materiality through a stakeholder
survey involving 278 people.
NFDIS 2018
Generation of the first Non-financial and Diversity
Statement (NFDIS) in compliance with Law 11/2018 on the
disclosure of non-financial information.
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PARTNERSHIPS
TO ACHIEVE
OBJECTIVES

Participation in the main CSR platforms in Spain (Forética, SERES, Global Compact)
and in the CSR committees of CEOE and CERMI.

Application at ILUNION Community Health of therapy with robot pets and dolls to reduce
changes in people with dementia.

HEALTH AND
WELL-BEING

Launch of the Technical CSR Ofﬁce.

Updating the Group’s materiality through a stakeholder survey involving
278 people.

PEACE AND
JUSTICE

Preparation of the first ILUNION Non-Financial and Diversity Statement in
compliance with Law 11/2018 on the disclosure of non-financial information.

Support for 24 female employees involved in a situation of gender-based violence.

GENDER
EQUALITY

Reduction in energy consumption by 4.1% compared to 2018.

5.6% of the energy consumed by the Group comes from renewable sources.

Installation at eight ILUNION Hotels of free electric vehicle charging points
for customers.

Agreement with Repsol Foundation to develop business projects with social and/or
environmental impact.

DECENT
WORK AND
ECONOMIC
GROWTH

The funnel glass of CRT televisions is added to the waste recovered by ILUNION
Recycling after it was considered hazardous waste as of 2018.
Savings of 1.2% in water consumption at ILUNION Laundries and 1.3% of
consumption per customer at ILUNION Hotels.
81% of ILUNION companies have the UNE-EN ISO 14001:2015 certification.
Launch of “We are 0% Plastic”, a project to eliminate single-use plastics at
ILUNION Tower.

CITIES AND
INEQUALITY
SUSTAINABLE
COMMUNITIES
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Sign Language Video Interpretation Service at ILUNION Hotels receptions in Madrid.
Implementation of an accessible booking engine on the ILUNION Hotels website.
Collaboration with the Climate Summit (COP25) providing accessibility elements through ILUNION Health.

Analysis of areas with a potential impact on Human Rights and current due diligence system
and action plan.
50 suppliers signed an agreement with ILUNION to support the inclusion of people
with disabilities.
15 accessibility plans at ILUNION workplaces.
Participation through ILUNION Hotels in the initiative “Assessment of cognitive accessibility
in work spaces and environments” promoted by the Regional Institute for Health and Safety
of the Community of Madrid.

Labour market integration of 18 women with disabilities, aged over 45 in collaboration with the Madrid City Council
Employment Agency.

ILUNION Community Health is the ﬁrst company in its sector to offer its services
with a ﬂeet of electric vehicles.

Development of accessibility projects for routes and public buildings in 262 Spanish municipalities.

Publication of the internal guide to action “Collaborators against gender-based violence”.
First protocol against gender-based violence in the sector at ILUNION Safety.
“Guide to Care for Victims of Gender-Based Violence” at ILUNION Laundries.

Creation of 2,107 jobs, 572 of them for people with disabilities.
In 2019, 40.5% of ILUNION’s team were people with disabilities.
13.5% of the entire workforce are people with severe disabilities.

ILUNION Laundries has set a GHG emissions reduction target for 2021 of 10%
compared to 2018.

Greater presence in the recycling sector with the acquisition of a 50% stake in
Taxileon and Logiraees.

RESPONSIBLE
PRODUCTION
AND
CONSUMPTION

Participation of ILUNION Hotels in the charitable triathlons Artiem Half de Menorca and
Challenge de Madrid for the benefit of research against childhood cancer.

Labour market integration of more than 60 women in situations involving gender-based
violence.

ILUNION has calculated the carbon footprint of the entire Group for the first time,
amounting to 106,535.90 t CO2eq (scope 1 and 2).

CLIMATE
ACTION

Implementation of a hearing loop to support the hearing of people with hearing aids at day
centres managed for Madrid City Council by ILUNION Community Health.

Labour market integration of 16 Romani people with disabilities through the agreement with Secretariado Gitano
Foundation.

REDUCING
INEQUALITY

Participation in ADIM, project to obtain quantitative data on LGBT people in the workplace.
Fighting the digital divide with the participation of ILUNION Technology and Accessibility in a digital literacy project
for NGOs.
Sponsor of the Club Deportivo Básico por la Normalización wheelchair basketball team (CLUDENOR).
96 people with disabilities and impoverished people from Morocco received resources donated by the ILUNION Hotels
solidarity route.
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Ms Patricia
Sanz Cameo

Mr José Luis
Pinto Barroso

ILUNION's value creation model is
based on responsible government
and administration, based on
ethical values such as honesty,
professionalism and transparency.
The Group has equipped itself with a
set of tools that guarantee this.

ILUNION is governed by the Board of Directors,
the Steering Committee and its dependent
committees, which work on the basis of
management excellence and commitment to the
interests of the Group's shareholders, the ONCE
and the ONCE Foundation.

Implementation of the risk management
system.

Its governing bodies lead this
responsible exercise from the defence
of the interests of its shareholders and
the commitment to make ILUNION a
leading business project.

BOARD OF DIRECTORS
The highest governing body of ILUNION. In 2019,
it was made up of 12 members, six representing
ONCE and six representing ONCE Foundation. Of
the latter, five are representatives associated with
the disability sector. 83.3% members are people
with disabilities and 33.3% are women

Mr Alejandro
Oñoro
Medrano

Mr Anxo Antón
Queiruga Vila

Mr Álberto Durán
López

Ms
Concepción
Díaz Robledo

Mr Mario
Puerto
Gurrea

Mr José Luis
Aedo
Cuevas

Ms Manuela
Antonia Muro
Ramos

STEERING COMMITTEE
ILUNION’s internal management body, leadership and analysis for decision-making. Nine committees report to it:
Remuneration

Financial investments and financing

Auditing

Risks

Technological strategy

Corporate Social Responsibility

Economic strategy

International Development

66.7% people
with disabilities
50% women

Investments

Economic-Financial
D.

Chief Executive
Officer and
General Manager

People Management
and Talent Development
Area D.
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Ms Virgia
Carcedo Illera

Mr Miguel
Carballeda
Piñeiro

Formation of the new Board of Directors on 18
February 2019.
Development of internal regulations on the
functioning of governing bodies.

Mr Ángel Ricardo
Sánchez Cánovas

People, Organisation
and Resource
Management D.

Financial
Area D.

Transformation,
Development
and Branding D.

Purchasing, Assets
and General
Services Area D.

Strategy
D.

Transformation
Internal
and Excellence
Business
D.
Development D.

Legal Counsel
D.

Marketing
Division
Executive D.
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ORGANISATIONAL CHART

HUMAN RIGHTS
ILUNION’s commitment to respecting and
protecting human rights is expressed in the Code
of Ethics and the Corporate Responsibility Policy.

CHAIRPERSON
Miguel Carballeda

1ST VICE PRESIDENT
Alberto Durán

2ND VICE PRESIDENT
José Luis Pinto

CEO
Alejandro Oñoro

CODE OF CONDUCT
5 DIVISIONS

Transformation,
Development
and Branding
Department
Oscar
da Pena

Corporate
Economic and
Financial
Management
Department
Joaquín
Ingelmo

Corporate
Strategy
Department
Alejandro
Fernández

People,
Organisation
and Resource
Management
Department
Paola
del Río

Services Division
Alejandro Fernández

Hotel and Catering
Division
Alejandro Oñoro

Community Health Division
Paola del Río

Institutional
Relations
and CSR
Fernando
Riaño
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Legal
Counsel
Department
José Luis
Barceló

Internal
Audit
Department
José Luis
Serrano

Transformation
and Excellence
Department
Virginia
Núñez

Finance
Management
Department
Virginia
Palmero

People
Management
and Talent
Development
Area Department
Esther Díaz

ILUNION's governance and management system
has been equipped with a series of tools and
preventive measures that guarantee that the Group
acts not only in accordance with current legislation,
but also in accordance with a series of values that
define its business model.

Purchasing,
Assets and
General Services
Area Department
Nerea
Bidaurrázaga

Marketing Division
Antonio Barea

Consulting Division
Oscar da Pena

ILUNION has the Code of Conduct for Directors,
Executives, Middle Managers and other
Managers of the ONCE Social Group, which was
updated in 2019. It also has a Manual of Ethical
Conduct Guidelines for executives and another for
middle managers to facilitate their application, as
the code is mandatory for them. ILUNION’s Code
of Ethics and Guide to the Conduct of Workers is
intended as a guide and is inspirational in nature.
The whole ILUNION team can send queries,
proposals for improvement and complaints about
this Code to the Ethics Channel through an e-mail
inbox provided for this purpose. One query and no
complaints were received in 2019. It is managed by
the Ethics Group of the Transparency and Ethics
Observatory of the ONCE General Council.

ILUNION has a crime prevention model which
establishes prevention, detection and monitoring
for the assurance of due diligence in the field of
Human Rights and compliance with the provisions
of the fundamental conventions of the International
Labour Organisation related to respect for
freedom of association and the right to collective
bargaining, the elimination of discrimination
in respect of employment and occupation, the
elimination of forced or compulsory labour and the
effective abolition of child labour.
Within the framework of 2018-2021 Master Plan
for Corporate Social Responsibility, ILUNION
includes the Human Rights project. The aim is
to set in motion a management roadmap in this
field to ensure that the various business activities
are carried out without directly or indirectly
undermining Human Rights. In 2019, ILUNION
identified the areas of potential impact on Human
Rights, it has defined the basis of a due diligence
system and has drawn up a Human Rights Policy.
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COMBATING CORRUPTION
AND BRIBERY
The Criminal Compliance Management System
of ILUNION is in line with the standard 19601
and it aims to prevent crime, reduce criminal
risk in organisations and promote an ethical and
compliance culture. The Group has a criminal
prevention body for the prevention and
implementation of the System's different measures.
The Criminal Compliance Policy and the document
that forms the backbone of the Criminal Compliance
Management System develop the model for the
prevention, detection and control of due diligence
in the fight against corruption, bribery and money
laundering. In 2019, there were no allegations of
corruption and bribery.

RESPONSIBLE TAXATION
ILUNION's fiscal policy has as its main objective the
fulfilment of fiscal and tax obligations, without giving
up the efficient management and optimisation in
obtaining applicable tax benefits, always under the
principles of transparency, prudence, ethics and
utmost collaboration with the tax authorities.
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CONTRIBUTION TO PUBLIC ADMINISTRATION
(K€)
SOCIAL SECURITY PAYMENTS

166,227.5

INDIRECT TAXES

179,357.3

DIRECT TAXES
OTHER CONTRIBUTIONS

45,133.5

INCOME TAX PAID BY COUNTRY (K€)

PRIMARY RISKS IDENTIFIED BY ILUNION

STRATEGIC
3,377.3

PORTUGAL

30.1

COLOMBIA

184.9

ANDORRA

ILUNION has a Comprehensive Risk Management System (SIGR or ERM) designed to identify potential events,
manage their risks and provide assurance on the achievement of objectives. The system has a Risk Policy aligned
with the international standard ISLE 31000 and the COSO model. The Risk Committee is the body responsible
for managing the development of this Control Policy and for defining, implementing, updating and monitoring
the ILUNION Risk Management Model.

4,582.5

Profit before tax in 2019 was €21,111,100 and the
amount of income tax paid in 2019 was €3,592,397.

SPAIN

MANAGEMENT OF RISKS

0

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

OPERATIONAL
Risks
associated with
information
systems and
cybersecurity

COMPLIANCE
Risk of noncompliance by
third parties

FINANCIAL
Interest
rate and
financing
structure risk

Risks linked
to talent
retention and
recruitment
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ACKNOWLEDGEMENTS

Diversity is one of ILUNION’s core values. Diversity
in all its aspects: disability, gender, generational,
LGBT and cultural. Gender equality and universal
accessibility are essential for diversity. ILUNION
therefore works to create environments where
all people can carry on their activity under equal
opportunities.

The Group's social business model
has been aligned with this vision since
its conception, but ILUNION works
actively to create opportunities for
all people, with special interest in
those with disabilities and at risk of
social exclusion.

40.5%
of people with
disabilities

38.9% of executives have some type
of disability
40.6% of executives are women

51.8% men,
48.2% women

57.4% of the workforce is over
45 years old

6.5% workers are of non-Spanish nationality,
34.7% with disabilities
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2nd Recognition of CEPAIM Diversity Good
Management Practices by the publication
“ILUNION, Where differences add up”.
19th Solidarity Awards of COCEMFE Castilla
y León, for being a Company Committed to
Disability.

DIVERSITY
ILUNION understands the company
as an instrument for the creation of
wealth and prosperity. Prosperity
that must be shared in the most
inclusive way, as a contribution to
the development of cohesive and
sustainable societies.

The Ibero-American Social Security Organization
(OISS) presented one of the Ibero-American
Inclusive Awards 2018 to ILUNION Colombia,
for the creation of quality employment for
people with disabilities in its industrial laundries
in Medellín and Bogotá.

Recognition from #FeinaFutur 2019 for
ILUNION Contact Center BPO for the labour
market integration of people in a situation
of vulnerability and at risk of exclusion in
Catalonia.
AWARENESS
In 2019, ILUNION held its 4th Diversity Week
and its annual campaign “Diversity, the strength
of Talent”, this time with a special focus on LGBT
people. In addition, it participates in ADIM, an
EU-funded initiative dedicated to expanding best
practices in LGBT diversity within companies.

EQUALITY BETWEEN MEN
AND WOMEN
ACKNOWLEDGEMENTS
Francisca Pedraza Award against GenderBased Violence for a guide to caring for working
women involved in situations of gender-based
violence: “Collaborators Against GenderBased Violence”.
PROMOTING EQUALITY
Commemorating International Women’s Day
and first internal recognition of best practices
in equality granted to three companies:
ILUNION Hotels for its “Training and raising
awareness of equality in all workplaces”;
ILUNION Laundries for its “Training in Good
Practices” and ILUNION MLV for its “Campaign
to encourage the promotion of women to fork
lift drivers”.
AGAINST GENDER-BASED VIOLENCE
International Day for the Elimination of Violence
against Women on 25 November.
Supporting the labour market integration of
more than 60 women involved in genderbased violence situations. Support for 24
female employees involved in a situation of
gender-based violence.
Publication of the internal action guide
“collaborators
against
gender-based
violence”, a protocol for supporting working
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women involved in situations of gender-based
violence.
AGAINST HARASSMENT
Group companies’ anti-harassment commissions
have dealt with a total of 28 complaints of
which 6 have been identified as harassment
situations and 22 as conflicts.
INTERNAL AND EXTERNAL REGULATIONS
Update of Framework Document for the
implementation of Equality Policies of
Procedure for dealing with complaints
of harassment or discrimination including
harassment resulting from sexual identity or
orientation.

UNIVERSAL ACCESSIBILITY
WORKERS WITH DISABILITIES
AND SPECIAL DIFFICULTIES
ILUNION has two projects for its workers with
a sensory or physical disability of over 65% or a
psychosocial or intellectual disability of over
33%: DisWork and Diversability II. In the first
one, workers at ILUNION Tower and Edificio
Mízar in Madrid receive support to meet their
basic needs. During 2019, 10 people have been
assisted on a permanent basis. In the second one, a
multidisciplinary team of 17 professionals provided

28

5,506 services to workers, applying a total of
97,081 personal and social adjustment measures.

DEVELOPMENT AND TALENT

360° LEADERSHIP AND ASSESSMENT

TRAINING
INNOVATION

Catalogue of adjustment measures
ILUNION has developed a new tool shared by the
whole Group that provides a unique catalogue
of adjustment measures for all companies and a
shared information and action management tool.

Assessment of cognitive accessibility in
work spaces and environments
ILUNION Hotels has participated in this initiative
promoted by the Regional Institute for Health
and Safety of the Community of Madrid. Taking
the technological conditions of the Smart Room
of Hotel ILUNION Atrium as a benchmark, it has
developed the project Evacuation 4.0, which
aims to develop new technological accessibility
solutions.
ACCESSIBILITY AT WORKPLACES
ILUNION Technology and Accessibility has
developed 15 accessibility plans for Group
workplaces.

ILUNION’s Corporate People Department prepares
cross-sectional and strategic training plans
and specific professional development plans for
groups of special interest to the company. In turn,
companies develop training plans according to
their business needs.

ILUNION has designed a model of its own
leadership profile and carried out a 360°
assessment of all the Group’s middle management
and management team. This model is based on
the challenges and values of ILUNION and defines
54 behavioural aspects associated with leadership
in the Group. In total, 855 workers were involved
and 283 individual reports have been generated.

TRAINING HOURS
EXECUTIVES

1,462

MIDDLE MANAGEMENT

5,653

REST OF CATEGORIES

188,106

TOTAL

195,221

TRAINING HOURS/EMPLOYEE

5.15

The main training lines are: technical expertise
necessary to carry out the job; social and personal
skills to improve employability aspects linked to
family-friendly and healthy business models;
cybersecurity and corporate culture.

Project
ILUNION has defined a professional development
model for ILUNION Hotels, ILUNION Laundries
and the Group’s corporate services. This tool has
enabled 156 employees to be assessed, measuring
their skills and performance to identify areas
of improvement for each professional, to carry
out action and training plans, and to recognise
individual results and achievements.

PROMOTING TALENT
ILUNION Contact Center continues to develop
the Business Development Plan to train and
support workers with commercial potential and
has launched its awards for “Best Agents 2019”
to motivate workers and reward their involvement.
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INNOVATION

360º Leadership, Esfuerza and MyFlex projects
were launched.
FAMILY FRIENDLY COMPANY

Ideas Portal
Development of a new platform in which employees
can propose innovative solutions and ideas to
different Group challenges across the board or by
business line.

The companies Grupo ILUNION, ILUNION
Textile and ILUNION Recycling have the
Family Friendly Company (EFR) Certification.

It develops a new workspace use model by creating
more collaborative and flexible environments,
with no assigned positions or offices. The Shared
Services Centre (SSC), ILUNION Laundries and
ILUNION Retail have adapted their offices in
ILUNION Tower to this model.

EMPLOYEE DIALOGUE,
SATISFACTION AND
COMMITMENT

ILUNION has launched the Flexible Office project
that allows people to work from home one day a
week. At the end of last year it was implemented
at Grupo ILUNION, ILUNION SSC and at the head
offices of ILUNION Contact Center, ILUNION IT
Services, ILUNION Laundries, ILUNION Retail,
ILUNION Insurance Brokerage,

PREVENTION, HEALTH AND
WELL-BEING OF WORKERS
CERTIFICATIONS

AGREEMENTS
99.5% of ILUNION’s workforce is covered by
collective agreements.
WORKING CLIMATE SURVEYS

WOMEN

TOTAL

NO. OF
ACCIDENTS

1,229

1,013

2,312

FREQUENCY
INDEX

36.00

29.05

32.81

1.51

1.39

1.46

16

37

53

SEVERITY
INDEX

WORK-LIFE BALANCE
New Spaces

MEN

49.2% of ILUNION companies have the OHSAS
18001 certification.
ILUNION Community Health has a Healthy
Company Certification.

NO. OF CASES
OF DISEASES

ABSENTEEISM
(HOURS)

5,261,035

PROMOTING HEALTH AND WELL-BEING
The Andalusian hotels of ILUNION Hotels
participated in the Ergohotel project, to
analyse the working conditions of the room
attendant group, sharing processes and good
practices.
280 workers have participated in the challenge
posed by Sanitas’s Healthy Cities project,
walking 10,000 steps a day as recommended
by the World Health Organisation (WHO).
ILUNION IT Services has launched its new
Employee Well-being Plan and its Welfare
Benefit Plan for its entire workforce.

ILUNION’s 2019 work climate survey found
that overall staff satisfaction scores 4.17 out of
5. In response to the aspects to improve, the
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ILUNION operates more than fifty business lines.
Its clients are very diverse but its commitment to all
of them is to offer a unique and excellent service
with a unique social impact. Their trust makes them
partners and players in a more inclusive economy.

ACKNOWLEDGEMENTS
Original Product Award, granted by Senda
Group to the service ‘Serena’ of ILUNION
Community Health and Orange.
Best Customer Experience Strategy for B2B’
of the “Platinum Contact Center Awards”
for ILUNION Contact Center for managing
IFEMA’s multi-channel customer service.
“EUCC Management Awards 2019” from
@Enterprise Awards for ILUNION Contact
Center for the management of the bookings
centre in Spain.

ILUNION Industrial Services has achieved the
IATF 16949:2016 certification for quality in the
automotive industry at the Orense injection
plant.
ILUNION Laundries has been certified
regarding the textile biocontamination control
standard UNE-IN 14065 in all Spanish plants.
ILUNION IT Services has obtained the highest
Platinum Partner certification from HP, and
Platinum Partner from Lenovo, Spain’s leading
microcomputing manufacturer.
88.9% of ILUNION companies have the ISO
9001 certification in Quality Management
and have a quality policy adapted to each
business profile.

CUSTOMER SATISFACTION

Grupo ILUNION, S.L. (corporate services),
ILUNION Laundries and ILUNION Hotels have
been awarded EFQM +500 certification in the
first quarter of 2020 while ILUNION Recycling
achieved this in the last quarter of 2019.
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ILUNION Insurance Brokerage has developed a
specific programme for gambling aid organisations
according to their actual insurance needs and
looking for the financial savings that enhance their
social work.

ILUNION aims to establish lasting and trusting
relationships with its suppliers to create an
environment of responsible and innovative
collaboration that creates new opportunities. The
Group’s Purchasing Policy establishes the basis for
this responsible purchasing model.

PURCHASE VOLUME (M€)
SPAIN (M€)
COLOMBIA (M€)

ILUNION “I like it”
ILUNION Laundries and ILUNION Hotels have
launched an online platform for customers to
evaluate the service provided in a more streamlined
and effective manner.

NO. OF LOCAL SUPPLIERS
(NATIONAL)
SPAIN (M€)
COLOMBIA (M€)

9,450
188

RESPONSIBLE PURCHASING

In 2019, ILUNION has recorded a total of 1,682
complaints, 93.7% of which are closed.

EXCELLENCE
CERTIFICATIONS

INNOVATION

OECD (M€)

345.3
2.6
345.6

NOT OECD (M€)

4.4

TOTAL (M€)

350

TOTAL NUMBER OF SUPPLIERS

Group Purchasing defines the Supplier Selection
and Approval Policy that considers financial and
other criteria such as quality management and
environmental impact, compliance with basic
labour standards and practices, and the application
of universal accessibility and design for all.
Compliance with the General Law on the Rights
of Persons with Disabilities and their Social
Inclusion is also required.
ILUNION establishes collaboration agreements
with some suppliers to develop measures for
people with disabilities. In 2019, 50 suppliers
signed a Framework Agreement.
ILUNION, ONCE and the ONCE Foundation are
working on the development and implementation
of a Code of Ethics for Suppliers of the ONCE
Social Group.

9,978
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DIGITALISATION OF PURCHASES
In 2019, the purchasing platform was migrated to
the SAP ARIBA environment and supplier approval
began via the new platform, for which 500
suppliers were trained. The new platform allows for
consistent management and provides transparency
and security in the purchasing process.

The inclusion of the most vulnerable groups and
making the company a driver for social progress and
equality are objectives requiring the involvement
of many players

COLLABORATION AGREEMENTS

SOCIAL ENTERPRISE
Repsol Foundation and ILUNION have signed
a collaboration agreement to develop business
and entrepreneurial projects have a social and/
or environmental impact, with a special interest
in those that can create employment opportunities
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for people with disabilities. Circular economy,
sustainable mobility, emissions reduction, energy
efficiency and ecological products and services
will be the areas where both organisations will
explore business opportunities and support the
development of entrepreneurship projects.
Both entities will form a Monitoring Committee
to facilitate the detection of projects of interest,
produce specific programmes or initiatives and
assess the progress of the collaboration and the
fulfilment of the objectives.

PROJECTS
LGBT PEOPLE IN THE WORKPLACE
ILUNION participates in the ADIM project that
aims to obtain quantitative data on the reality of
LGBT people in the workplace. Funded by the
European Social Fund, it has the Complutense
University of Madrid and the Portuguese
Commission for Citizenship and Gender Equality
as partners. 8 universities participate, 5 Spanish
and 3 Portuguese, and 17 large companies have
joined, 11 Spanish and 6 Portuguese. In 2019, a
worker climate survey has been conducted with
8,500 responses, of which nearly 1,150 identified
as being LGBT.

AGREEMENTS WITH PUBLIC
AUTHORITIES AND THIRDSECTOR ENTITIES
GENDER-BASED VIOLENCE
In 2019, agreements signed with the Ministry of
Health, Social Services and Equality, the Red
Cross and the Integra Foundation have continued
in force around the fight against gender-based
violence and support for their victims, particularly
women with disabilities. This has led to the labour
market integration of 63 women with disabilities
who are victims of gender-based violence.

GROUPS AT RISK OF SOCIAL
EXCLUSION
Secretariado Gitano Foundation and ILUNION
have an agreement for the labour market integration
of people with disabilities belonging to the Romani
population and people at risk of social exclusion
that has facilitated the integration of 16 persons
with disabilities of a Romani background.
In addition, the collaboration with the Madrid City
Council Employment Agency and its measures
of labour intermediation and job training have
achieved the labour market integration of 18
women with disabilities over 45 years of age.

FIRST JOB AND DISABILITY
Agreement with the General Foundation of the
University of Valencia for the labour market
integration of people with disabilities registered in
the job bank of this university, UVjob, thanks to the
publication of offers by ILUNION.

ILUNION is a business group with a social purpose
and as part of its values and commitment to the
communities where it operates, it carries out
support activities for vulnerable groups and
solidarity initiatives.

SPONSORSHIP OF SPORT WITH
DISABILITIES
ILUNION together with the ONCE Foundation
is an official sponsor of the wheelchair basketball
team Club Deportivo Básico por la Normalización
(CLUDENOR). This sponsorship facilitates the
development of the sporting activities of this nonprofessional team that competes in the highest
category of the sport, the Spanish Wheelchair
Basketball League.
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DONATION TO SOCIAL PROJECTS
Thanks to You, is an initiative aimed at financing
social projects through the voluntary rounding of
salaries of participating workers, with ILUNION
contributing the same amount. In 2019, the
participating companies were ILUNION Facility
Services, ILUNION Laundries, ILUNION Hotels,
ILUNION Community Health, ILUNION Retail,
ILUNION
Insurance
Brokerage,
ILUNION
Technology and Accessibility, ILUNION Human
Capital and Grupo ILUNION (corporate services).
In this third edition, workers presented a total of
75 social organisations from which the ProTGD
Association, the ANAR Foundation and the
Spanish Cancer Association, and the contribution
raised was €66,724.

TECHNOLOGIES FOR NON-PROFIT
ENTITIES
TechSoup is a global network of civil society
organisations from 56 countries and 6 continents,
dedicated to providing technology services and
donations to social organisations. ILUNION
Technology and Accessibility is its representative
in Spain.
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ACTIONS REGARDING
THE CORONAVIRUS

ILUNION HAS MADE THE 26 HOTELS
OF ILUNION HOTELS AVAILABLE TO
THE GOVERNMENT.

The extraordinary circumstances caused by the
coronavirus crisis and the consequent state of
alarm decreed by the Spanish Government in the
weeks prior to the publication of this report have
led to the discussion in this section of the measures
taken by ILUNION to support the most vulnerable
health authorities, clients and social groups.

Hotels ILUNION Atrium, ILUNION Barcelona and
ILUNION Alcora have been turned into hospitals
in order to ease the congestion at the Hospital
Ramón y Cajal in Madrid, hospitals Sant Creu and
Sant Pau of Barcelona and the Seville Emergency
Service (SAMU), respectively. Hotels ILUNION
Suites Madrid, ILUNION Romareda and ILUNION
Bel Art have been made available to healthcare
professionals.

Along these lines, ILUNION wanted to contribute
with all the resources at its disposal towards
overcoming the health crisis, reviving the economy
and alleviating the severe social impact that has
occurred.

Other hotels have carried out solidarity actions
such as donating food, providing beds for the
homeless and those affected by the coronavirus,
and providing sports facilities so that Paralympic
athletes can continue training during lockdown.
ILUNION LAUNDRIES EXPANDS AND
TRANSFORMS ITS ACTIVITY TO HELP HEALTH
OUTREACH.
All ILUNION industrial hospital laundries have
remained fully operational, and uniforms are being
cleaned and sterilised. Particular mention should
be made of the work carried out for the IFEMA
Temporary Hospital in the Community of Madrid.

ILUNION CONTACT CENTER HAS CONTINUED
TO PROVIDE ESSENTIAL SERVICES AND HAS
MODIFIED SOME OF ITS ACTIVITIES TO MEET
NEW NEEDS.
In Madrid, the telephone service that ILUNION
Contact Center managed for IFEMA has been
transformed into a care line for relatives of patients
admitted to the temporary hospital and the Health
Respond Information Service (Public healthcare
emergency company of the Regional Government
of Andalusia), along with the 012 service which was
managed for the Community of Madrid with a line
for specific information on queries on the Royal
Decree of the State of Alarm published following
the coronavirus crisis.
Emergency services such as 112 of the Government
of Cantabria, 112 of the Regional Government
of Valencia and 061 Andalusia with the addition
of more than 200 people to provide specific
information on COVID-19.
An information service has been launched on
doubts about Temporary Redundancy Plans,
ERTEs, for the Ministry of Labour and Social
Economy.

New washing services have been activated for
residential care homes that were not clients and
were overwhelmed by the situation and the need
for greater hygiene control.

37

ILUNION wants to move from
commitment to action to build a
more sustainable world for future
generations from each of the
Group’s
companies.
Therefore,
sustainability is integrated into the
business management strategy to
move towards a more inclusive and
responsible model.
ILUNION’s
commitment
to
environmental sustainability is based
on three pillars: the fight against
climate change, the circular economy
and efficient water management.

The minimisation of environmental impact and
the fight against climate change are ILUNION’s
commitments to the environment. The Group reflects
this in its Corporate Social Responsibility Policy
and in the project Environmental Commitment
of its 2018-2021 Master Plan. An initiative aimed
at establishing an environmental strategy and
objectives shared by all Group companies.

ILUNION has calculated its Group carbon
footprint for the first time, amounting to
106,535.9 t CO2eq (scope 1 and 2 emissions).
Environmental Commitment Project: In 2019
an analysis has been carried out regarding the
environmental management of all companies
in order to approve an environmental policy
and objectives at the corporate level.
100% of electricity consumed by the hotels
of ILUNION Hotels comes from renewable
energy sources.
81% of companies that are part of ILUNION
have an Environmental Management System
certified in accordance with UNE-EN ISO
14001:2015.

ENERGY
Based on a commitment to fight against climate
change and an approach of continuous
improvement, ILUNION companies reduce and
optimise their energy consumption through
efficiency, consumption and production of
renewable energy and sustainable mobility.

Energy consumption at
ILUNION: 491.1 GWh
(-4.1% compared to 2018)
5.6% energy from renewable
sources

ENERGY EFFICIENCY
IMPROVEMENTS IN LIGHTING SYSTEMS:

98% of the plants at ILUNION Laundries have a self-adjusting LED 4.0 lighting system that has enabled a
reduction in electricity consumption of 13%. ILUNION Community Health, ILUNION Automotive, ILUNION
Hotels and ILUNION Industrial Services have changed their lighting to LED technology. ILUNION Industrial
Services and ILUNION Automotive have installed movement sensors and presence detectors.
REPLACING EQUIPMENT WITH MORE EFFICIENT ALTERNATIVES:

ILUNION Community Health has replaced propane boilers with natural gas. ILUNION Hotels has changed air
handling units to more efficient ones and installed heat recovery equipment and air curtains.
PROCESS OPTIMISATION:

The sterilisation line of ILUNION Laundries optimises autoclave loads.
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SUSTAINABLE MOBILITY
MORE SUSTAINABLE FLEETS:

ILUNION Laundries has purchased 11 cars and three lorries with the ECO environmental label and the Madrid
remote assistance service of ILUNION Community Health has a fleet of hybrid and electric vehicles as well as
a shared company vehicle.
EFFICIENT USE OF VEHICLES:

ILUNION Facility Services have action guidelines for efficient vehicle driving and ILUNION Industrial Services
has put in place car-sharing measures for staff travel between workplaces.

COMBATING CLIMATE CHANGE
ILUNION’s commitment to efficient
environmental management by reducing
energy consumption and the impact of
activities on the environment contribute
to the fight against climate change.

Scope 1 and 2 emissions (t CO2eq):
ILUNION Facility Services: 2,192.21
ILUNION Laundries: 96,101.70
ILUNION Hotels: 5,809.13

ILUNION Community Health: 2,261.52
Grupo ILUNION and CSC: 171.4

RECHARGE POINTS:

ILUNION Hotels has installed electric vehicle charging points in eight hotels to be used by customers free of
charge.
RENEWABLE ENERGY

OBJECTIVES AND REDUCTION PLANS:

ILUNION Laundries has set a target of reducing GHG emissions by 2021 of 10% compared to 2018. To this
end, it has established a plan to reduce its carbon footprint, including measures such as replacing machinery
with more efficient machinery or changing lighting.

THERMAL SOLAR PANELS:

ILUNION Recycling, ILUNION Automotive, ILUNION Hotels (Hotels: Atrium, Auditori, Barcelona, Calas de
Conil, Islantilla and Málaga) and ILUNION Community Health (Residencia Prado de San Gregorio) use thermal
solar panels for domestic hot water production.
PHOTOVOLTAIC SOLAR PLANTS:

The laundries of Textil Rental, Crisol, Las Palmas and Tenerife have photovoltaic plants.
BIOMASS BOILERS:

The care home in Calasparra of ILUNION Community Health and Hotel ILUNION Alcora both have a biomass
boiler.

WATER
ILUNION companies see water as a vital
resource for the future of their activities and the
communities where they operate. Reduction
and efficiency of water consumption, as well as
preservation of its quality, are the Group’s lines
of work.

Water consumption at
ILUNION: 2,861,033.4 m3
(+5.9%)1
Data cannot be purchased as an
extension of the scope has been
carried out in 2019.

1

OPTIMISATION OF THE PRODUCTION PROCESS:
ILUNION Laundries has implemented a recovery system in tunnels and washing machines that has generated
a water saving of 1.2% compared to the previous year. In addition, its sterilisation line optimises laundry loads
to reduce water consumption.
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FACILITIES IMPROVEMENT:

ILUNION Hotels has achieved a 1.3% reduction in water consumption per customer and 2.4% per room at
Hotel ILUNION Islantilla thanks to renovation of the pool.

CIRCULAR ECONOMY
ILUNION contributes to the circularity of the economy through efficiency in the
consumption of raw materials, recovery and reuse of materials and reduction of
waste. Furthermore, thanks to the growth of the activity of ILUNION Recycling, the
Group is boosting its participation in a key sector for the circular economy.

REDUCED RAW MATERIAL CONSUMPTION:

ILUNION Industrial Services has reduced the plastic used in baling processes by adjusting the production
process and training actions for employees. ILUNION Laundries has reduced plastic consumption for the
shipment of clothes by 6.37 t by promoting the use of reusable sacks among its clients, and its textile line has
reduced cardboard consumption for packaging by 15% by replacing equipment and modifying the packaging
format. At the Group’s corporate headquarters, ILUNION Tower, the project “We are 0% Plastic” has been
launched with the aim of eliminating single-use plastics in offices, restaurants and vending machines.
WASTE REUSE AND RECOVERY:

ILUNION Hotels has collected 10,085 litres of cooking oil used for its use as biodiesel and 1,054kg of bottle
caps that will be recycled. ILUNION Recycling has carried out the recovery of funnel glass from cathode ray
tube TVs (CRT TVs) for the first time this year after it was considered hazardous waste as of 2018.

The companies that are part of ILUNION transmit to the market the values, the social
mission and the commitment to excellence that set the Group apart.
The result is companies with a high degree of social innovation and service quality,
which with their effort and vision are becoming leaders in their sectors.
This Shared Value Report shows the work carried out in 2019 by three of them: ILUNION
Laundries, ILUNION Hotels and ILUNION Community Health.
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CONTRIBUTION TO THE INCLUSIVE ECONOMY

PLANTS
ILUNION Laundries is ILUNION's chain of
industrial laundries. It has other business
lines such as selling and renting textiles,
sterilisation, work uniforms, amenities and
room attendants. It operates in Spain,
Andorra, Portugal and Colombia.

SALES

176,214 K€

6%

EBITDA

20,866 K€

18%

INVESTMENTS

24,351 K€

24%

Tn treated clothing

#PEOPLE
3.3%

#BUSINESS MILESTONES
New plant: the new 50% Oiartzun (Guipúzcoa) laundry plant
with Gureak comes into operation.
Comprehensive services: new service for comprehensive
carpet management, from installation to replacement with a
clean one as often as agreed with the client.

WOMEN
PWD
JOB
CREATION

5,503

40.4%

3.7%

76.5%
204 (120 PWD)

COMPLAINT
RATE
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ENVIRONMENT

ENERGY AND
CLIMATE
CHANGE

#AWARDS

0.005%

GHG EMISSIONS (Tn CO2 eq/Tn
treated clothing)
0.40

ILUNION “I like it”: a new, more flexible and effective system for assessing customer satisfaction that allows us to ascertain
the aspects that customers value most with regard to service provision.

ISO 9001 and 14001: extension of the scope of 9001 and
14001 certifications to all laundries, both in Spain and
Colombia, where the Integrated Management System has
been implemented.
EN 14065: all plants in Spain have been certified under this
textile biocontamination control standard.

USTOMER SATISFACTION
INDEX
6, 6/10

#CUSTOMERS

Organisational change: remodelling of the Steering Committee
and creation of the figure of the area coordinator.

#CERTIFICATIONS
WORKFORCE ABS.

ILUNION Transforms: publishing of challenges so that all staff contribute to solving them, contributing ideas anonymously.
The workers themselves vote for those they believe to be the best.
Equality: updating of the website to guarantee the use of inclusive language, preparation and dissemination of the “Basic
Guide to gender-neutral language” and launch of the publication “Interviews in Equality”.
PEOPLE Project: adaptation of all common spaces to the new corporate image that gives visibility and recognition to ILUNION
employees themselves.
Social aid programme: 1,063 people have benefited from a programme to which €236,676 has been given.

13.9%

“Inclusive ibero-America Award” 2018: awarded by the
Ibero-American Social Security Organisation (OISS) to
ILUNION Laundries Colombia “for the creation of quality
employment for people with disabilities” in industrial
laundries in Medellín and Bogotá.

Verification of carbon footprint based on the UNE-EN ISO 14064-1 standard.
Establishment of an GHG emissions reduction target for 2021 of 10% compared with 2018, and
creation of a reduction plan to achieve the target.
Obtaining of the “Calculate” stamp by the Ministry for the Ecological Transition following the
recording of the carbon footprint.
The Textile Rental plant increases the capacity of its photovoltaic solar plant by 31 kW, generating
142.67 MWh in 2019.
98% of the laundries have a 4.0 LED lighting system, achieving a reduction in energy consumption of
up to 13%.

WASTE AND CIRCULAR
ECONOMY

Reduction in plastic consumption for the shipment of clothing by 6.37 t, promoting the use of
reusable sacks among its customers.
Reduction of cardboard consumption for packaging in the textile line by 15% by replacing
equipment and changing formats.

WATER

Implementation of a new water recovery system in tunnels and washing machines, leading to a saving
of 1.2% compared with the previous year.
Optimisation of washing loads on the sterilisation line to reduce water consumption.
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ILUNION Hotels is the hotel chain of Grupo
ILUNION in Spain. Its three-, four- and
five-star urban and holiday establishments
are located in the main cities and tourist
destinations in Spain.

116,909 K€

10%

EBITDA

14,138 K€

24%

INVESTMENTS

25,280 K€

169%

1,023

WOMEN
PWD
JOB
CREATION

53%

3.3%

43.6%

32 (4 PWD)

TRAVELIFE HOTELS

24

2

ENERGY CONSUMPTION
43.5
(kWh/overnight stay)

5.0%

WATER CONSUMPTION
0.396
(m3/overnight stay)

4.2%

2

5.2

(Without the Alcora and Almirante establishments)
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8%

rooms available

9%

#BUSINESS MILESTONES
OPERA: a new management system to provide an even
more personalised and specialised service to customers.
EisiHotel: implementation of an operational control system
for the maintenance department that has facilitated the
optimisation of processes, the prioritisation of preventive
works and the improvement of dashboards.

61.1%

#AWARDS
Best Responsible
Foundation.

Tourism

#PEOPLE
Climbing the Mulhacén: 100 room attendants climb to the peak of the Mulhacén with the steering committee and hotel
managers in recognition of their work, coinciding with the 30th anniversary of ILUNION Hotels.
Protagonists of a different world: preparation and dissemination in hotels of the second edition of this publication aimed at
showing 20 stories of life, struggle and improvement of the chain's employees.

#CUSTOMERS
ILUNION “I like it”: a new online platform for customer and supplier satisfaction surveys.
Booking Engine Accessibility: a new tool that allows people with physical, hearing or visual disabilities to easily make
bookings.
Sign language video interpretation service: opens in June at the receptions of Madrid hotels.
Sustainable Corner: physical area present in all hotels where the Green Book can be found, a book that sets out the specific
measures that each hotel is undertaking in the field of sustainability.

#COMMUNITY
Barcelona Sustainable Tourism: project promoted by Turisme de Barcelona to develop actions that make the city a benchmark
for sustainable tourism.

#CERTIFICATIONS
The International Council for Sustainable Enterprise (CIES)
has raised the QSostenible classiﬁcation of 20 of ILUNION
Hotels’ establishments to the Evolution+ category in 13
hotels, the Excellence in five and the Excellence+ in two.

QSUSTAINABLE EVOLUTION
26
HOTELS
2
GRI
85.2%
COMPLAINT
RATE
0.0101%

GHG EMISSIONS (kg
CO2 eq/overnight stay)

11 SECs

occupied rooms

SALES

WORKFORCE ABS.

HOTELS

CONTRIBUTION TO THE INCLUSIVE ECONOMY

Project

from

the

Gala

Friend Award from the Down’s Syndrome Foundation of
the Basque Country for the ILUNION Bilbao hotel.

ENVIRONMENT

ENERGY AND
CLIMATE
CHANGE

WASTE AND
CIRCULAR ECONOMY

100% of the electricity consumed by the hotels comes from renewable sources.
Installation of free charging points for electric vehicles in 8 hotels for customers.
Replacement of air handling units with more efficient ones and installation of heat recovery
equipment and air curtains.
Replacement of lights for those with LED technology.

Over 700 trained people and 11 awareness-raising actions on waste management.
Renewal and internal dissemination of guidelines to prevent food waste.
Collection and donation of 10,085 litres of cooking oil used for use as biodiesel.
Collection and donation of 1,054 kg of plastic caps.
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CONTRIBUTION TO THE INCLUSIVE ECONOMY

ILUNION Community Health is dedicated to
the care of the elderly and people who
depend on others who need long-term care,
specialised care and help with daily activities.

CARE HOMES

users in centres

#PEOPLE

11 day centres

5%

Programme for the improvement of the health and self-care of professionals: extension of measures to promote the health
of the workforce in order to reach workers who were not included in the programme and add new activities.
1st “The Value of Caring” Photography competition: competition for workers, users and their families aimed at making the
day-to-day life of carers visible and the importance of their work.

#USERS
SALES

35,515 K€

2.9%

EBITDA

4,223 K€

7.5%

INVESTMENTS

1,043 K€

28.8%

WORKFORCE ABS.
WOMEN
PWD
JOB
CREATION

1,304
80%
22.8%
9 PWD

CUSTOMER SATISFACTION
INDEX
USERS
RELATIVES

COMPLAINT
RATE

90.43%
89.02%

0.3%

ENERGY CONSUMPTION
7,705.26
(kWh/user)
WATER CONSUMPTION
90.76
(m3/user)
GHG EMISSIONS
(Tn CO2 eq/user)
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0.3%

home help users

4.6%

#BUSINESS MILESTONES
Launch of the Crisálida project to improve, reorganise,
digitise and make the technological leap from remote
assistance.
ILUNION Community Health is the first company in the
sector to offer its services with a ﬂeet of electric vehicles.

#AWARDS
SENDA Original Product Award to ILUNION Community
Health for SERENA, Remote Assistance in Mobility,
developed together with Orange España, a personalised
remote assistance service that promotes the independence
of people inside and outside the home.
Award for “Good Practices in Ergonomic Risk Prevention”
of the Community of Madrid.

Libera-Care Project: progressive removal of restrictive restraints through an individual analysis of each user and the use of
support products and specialist technical aids.
Therapy with Pet Robots and Dolls: In-house training and application of this innovative therapy to reduce changes that may
occur in people with dementia through improved emotional well-being.
Hearing loop: a technological solution implemented in the day centres managed for Madrid City Council, in order to promote
the hearing of people with hearing aids in spaces and/or situations with ambient noise.
GerAPP: an application that allows for instant communication between the day centre’s professionals and the relatives of the
elderly user, allowing personalised messages to be sent about their development and well-being and the daily life at the centre.
Beprevent app: for monitoring people’s daily habits, allowing the detection of problems in life routines to identify a potential
social or health emergency situation.
Remote medicine: monitoring of chronic patients through measurement devices integrated into an application,
communication with users and healthcare professionals, enabling people to remain in their usual environment and foresee
health emergencies.

ENVIRONMENT

ENERGY AND
CLIMATE
CHANGE

Inclusion of the “Sustainable Mobility” project to the Decarb Europe initiative of the INTERREG
EUROPE Programme. ILUNION Community Health: becomes sponsor of the “Madrid Anti-Pollution
Protocol”.
Reduction of fleet emissions by 40 t CO2 in 2019 following the implementation and use of electric
vehicles.
Replacement of lights for those with LED technology and installation of solar control sheets.
Replacement of propane boilers for natural gas.
Use of thermal solar panels for the production of domestic hot water at the Prado de San Gregorio
Care Home.

1.91
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CONTENT OVERVIEW

MATERIALITY

The ILUNION Shared Value Report 2019 offers a
selection of the content that best represent the
social imprint and commitment to the Group's
Corporate Social Responsibility and Sustainability.
For its preparation, the actions and indicators that
can best communicate the impact of the activity
and its developed in the year reported on have
been compiled, and information is provided on the
philosophy and objectives of business management
that allows for an understanding of its meaning and
future projection.

In 2019, ILUNION conducted a materiality study
in which 270 people participated, who received
a questionnaire asking them to assess social,
environmental, and governance aspects related
to the Group. These issues arose from previous
analysis work and internal interviews that led to a
list of key sustainability issues.

To expand or complete this perspective, the reader
can read the respective consolidated non-financial
information statements of ONCE and the ONCE
Foundation, shareholders of ILUNION and of
which it is a subsidiary. These statements have been
prepared in accordance with the requirements
established in Law 11/2018 of 28 December 2018
on Non-Financial and Diversity Information.

As seen throughout this 2019 Shared Value Report,
ILUNION is working on all these issues through
its business priorities and Corporate Social
Responsibility strategy.

As a result of this assessment, 11 key issues have
arisen reflecting the main demands and interests
of ILUNION’s stakeholders towards the company.

01

COMMITMENT TO DISABILITY

02

INCLUSION AND DISABILITY AS DIFFERENTIATING
ELEMENTS VERSUS COMPETITORS

03

RESPECT FOR HUMAN RIGHTS

04

ILUNION AS A PROMOTER OF THE INCLUSIVE
ECONOMY

05

UNIVERSAL ACCESSIBILITY

06

TRANSMITTING OF VALUES AND SOCIAL
COMMITMENT TO WORKERS

07

GENDER EQUALITY AND DIVERSITY POLICIES

08

USE AND UTILISATION OF WATER

09

ENERGY EFFICIENCY AND EMISSIONS
MANAGEMENT

10

WASTE PREVENTION AND REDUCTION

11

COMBATING CORRUPTION AND BRIBERY
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HOPE
THE FUTURE
DIVERSITY

U

