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Access to and purchasability of public 
utilities

Availability of public services through conventional and alternative solutions that promote human and territorial 
development.

Purchasability refers to the options and solutions available for users and customers to have the possibility to 
permanently enjoy residential public utilities, meeting their tastes, preferences and needs, and taking into account 
their ability and willingness to pay. Purchasability solutions are as follows: Pay According to Your Needs program, 
prepaid services, financing of bills, and Somos: the loyalty and rewarding program by the EPM Group.

Access implies service availability, in compliance with regulations and standards and through infrastructure 
solutions, such as Rural Electrification, Energy for the Return, Gas without Borders, Habitable Homes, Public 
Standpipes and Community Meters; programs that also aim at providing the service to populations living in areas 
with technical or legal restrictions. This is further explained in Unserved population.

EPM Group states in its BHAG: “...ensuring access to its services to 100% of the population in the territories 
where it operates.” This reflects the commitment to universalize the service, with a view from the citizen that leads 
us to the great challenge of developing solutions in an innovative way.

The EPM Foundation runs a program called Water for Education, Education for Water, which aims at facilitating 
access to this service by installing water purification solutions in rural educational institutions in Antioquia. For 
further information, please refer to EPM Foundation.

Stakeholders’ vision

Issues such as the low purchasing power of the market, the risk of an increase in the number of disconnected users 
and the large number of vulnerable people, challenge the organization to develop programs to improve access to 
and purchasability of its services.

Importance

Universalization, understood as purchasability and access solutions, is a focus of the CSR policy. It is also included in 
the social dimension of the BHAG approved by the Board of Directors of EPM, is present at the core of the business 
and is the essential contribution of the EPM Group to the construction of sustainable and competitive territories. It is 
translated into high social value for the Group’s companies and their stakeholders, and has important implications 
in the generation of sustainable and competitive territories.
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Main achievements

2016 Goal Company 2016 Achievement Compliance

Connecting, through 
the Habitable 
Homes program, 
331 homes to the 
water supply service 
and 516 homes 
to the sewerage 
service.

EPM
As of December 2016, 568 homes were connected 
to the water supply service and 901 homes, to the 
sewerage service.

Total

Evaluating the 
implementation of 
the Pay According to 
Your Needs program 
in the national 
affiliated companies.

Aguas del 
Oriente 

Antioqueño

The results of the feasibility study were positive and 
showed that it was possible to implement the payment 
scheme in Aguas del Oriente.

Total

Providing the service 
of drinking water 
to the community 
of Tafetanes, in the 
municipalities of 
San Jerónimo and 
Sopetrán.

Aguas 
Regionales

There have been some technical and environmental 
difficulties. 80 users are waiting to be connected, but 
only one of them has the permit to dump wastewaters. 
The environmental corporation is trying to process 
individual requests; however, the economic impact 
remains a problem for users.

Partial

Providing solid 
waste collection and 
transport services 
in rural settlements 
of the small towns 
of San Sebastián de 
Palmitas and San 
Cristóbal.

Emvarias

The service has been technically evaluated with the 
provider. Some garbage compactor vehicles have 
already started to operate in 10 rural settlements of the 
different small towns: San Cristóbal: Boquerón, San 
José, La Ilusion, El Yolombó and Naranjal; San Antonio 
de Prado: Montañita and Astillero; Palmitas: La Frísala, 
La Suiza and La Aldea. As of December 31, 2016, the 
collection coverage indicator (tonnes collected) was 
99.1%.

Total

Implementing a pilot 
aerial water piping 
in Urabá, in order to 
provide the service 
in areas difficult to 
access.

Aguas 
Regionales

Throughout the year, corresponding contracting and 
design processes were carried out. In December 
2016, the project was presented to the leaders of the 
neighborhoods of La Playa, Pescador 1 and 2, and El 
Progreso, as well as to the river battalion of the Navy.

Total

94.77% water supply 
coverage.

EPM Group Coverage as of December 2016: 94.73%. Partial
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2016 Goal Company 2016 Achievement Compliance

Linking 10,000 
customers and 
users to the prepaid 
water service.

EPM
8,924 customers were connected to the prepaid water 
service (21% more than the previous year), reaching a 
total of 16,000 customers.

Partial

91.38% wastewater 
service coverage.

EPM Group Coverage as of December 2016: 91.21%. Partial

Building 
infrastructure in 
rural areas without 
electricity coverage, 
in order to enable 
the connection of 
1,400 homes.

EPM
The year ends with a total of 2,184 facilities connected. 
It means 9,348 people served and a compliance of 
156%.

Total

Connecting 27,500 
customers and users 
to the electricity 
service, through the 
Habitable Homes 
program.

EPM

In relation to the previous year, there is an increase of 
11.5%, equivalent to 2,552 installations, as a result of 
the work that EPM has been carrying out in response 
to the service demand. A total of 24,783 facilities were 
connected, which means a compliance of 90%.

Partial

Reaching a 92.98% 
rural coverage in 
Santander.

ESSA

Regarding ESSA's total coverage indicator, the rural 
coverage component had an outstanding increase of 
2.8% in relation to December 2015, going from 91.84% 
to 94.43%. In the case of urban coverage, it fell to 
99.5%, the same figure presented at the beginning 
of 2014. It is mainly due to the increase in the census 
of irregular users in the urban perimeter of different 
municipalities, reported by the Good Energy Team 
in November 2016. The increase in the amount of 
customers is primarily due to the residential sector. 
87% of the new customers are part of this sector. The 
greatest variation occurred in strata 1 and 4, with an 
average increase of 5% regarding the previous year.

Total

Reaching a 98.10% 
rural coverage in 
Quindío.

EDEQ

99%. The compliance with the performance in 
expansion and replacement of networks is above the 
goal in the categories of replacement of networks and 
rural electrification. The company replaced 60.2 km of 
networks, of the 56 km planned, and expanded 6.6 km.

Total
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2016 Goal Company 2016 Achievement Compliance

Linking 1,200 
customers and 
users to the prepaid 
energy service.

CENS
Fulfillment of the goal was 41%, with 488 customers 
linked, of which 76% belong to the "non-payment risk” 
sub-segment.   

Partial

Linking 10,526 
customers and 
users to connection 
projects and new 
services.

CHEC

The achievement was partial with a 76% compliance 
with the proposed goal. However, the goals of 
connection in the Habitable Homes and Rural 
Electrification programs were fulfilled with a total of 
1,733 customers - users between the two programs, 
which contributed to the fulfillment of the achievement. 
The number of new customers - users in particular 
projects and free housing projects was below 
expectations, mainly due to delays in the procedures to 
obtain the Retie certification and to the lack of requests 
for this type of projects.

Partial

Connecting 1,546 
customers and 
users through the 
Habitable Homes 
program.

CHEC

The goal for the Habitable Homes program was 
achieved in terms of linking of customers and 
investment, with a total of 1,696 installations for a 109% 
compliance.

Total

Giving continuity 
to the rural 
electrification 
program to provide 
electricity to 75 
homes.

CHEC
A total of 47 homes were connected, which means a 
compliance of 63%. The rural electrification program 
continued with the construction of distribution networks.

Partial

Connecting 2,000 
homes through the 
rural electrification 
program.

Eegsa

A total of 2,505 new services were installed in 
the departments of Guatemala, Escuintla and 
Sacatepequez: 1,731 in human settlements and 
774 in rural communities, impacting more than 93 
communities.  Rural electrification investment costs 
amounted to Q 1,133,197.91. Additionally, in the area 
of Palencia, two projects were developed with total 
contribution by the municipality for their construction (Q 
228,757.39 and Q 458,486.69), in the communities of 
Las Cofradías and Agua Caliente, respectively. 

Partial
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2016 Goal Company 2016 Achievement Compliance

Building 12 rural 
electrification 
projects.

Delsur

Eleven rural electrification projects were built, that 
is, 92% of the goal. Seven of them were developed 
through a joint investment modality, along with the 
municipal governments; other four, in coordination 
with the FISDL (Social Investment Fund for Local 
Development) through compensation funds. A 
preferential connection charge, as well as the option 
of financing the construction of internal electrical 
installations are benefits available for a total of 455 
impacted users. Over the last two years, Delsur has 
developed 27 rural electrification projects with a sense 
of social responsibility.                     

Partial

96.74% coverage. EPM

Urban: 100%
Rural: 95.31%
Total: 99%
There was a decrease in the coverage indicator, mainly 
explained by the notable increase in the number of 
homes without electricity. As of December 2015, the 
amount of homes without electricity was 7,814; as 
of December 2016, it amounted to 21,104, that is an 
increase of 13,290 homes, equivalent to 170%.
A methodological improvement was also implemented 
by including 9,945 defaulting rural homes (with more 
than seven overdue bills.) In previous years, defaulting 
homes were assumed to be located within the urban 
area. The methodological adjustment cushioned the 
coverage fall, since they are considered as facilities 
with service because they have the necessary electrical 
infrastructure.

Total

Linking 12,000 
customers and 
users to the prepaid 
electricity service.

EPM
In 2016, 25,400 customers were connected to the 
prepaid electricity service, 27% more than the previous 
year, reaching a total of 220,000 customers.

Total

Linking 3,500 
customers and 
users to the prepaid 
electricity service.

ESSA
3,770 homes were connected (15,080 people) with an 
investment of COP 2.53 billion. 

Total
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2016 Goal Company 2016 Achievement Compliance

Linking 21,000 
customers and 
users to the Pay 
According to Your 
Needs program.

EPM

41,954 customers linked to the offer, achieving a 200% 
compliance with the goal set for the year, as well as 
increase of 80% in relation to 2015. Since the beginning 
of the program, 66,000 customers have been linked, 
60% of them are part of the vulnerable segment and 
40%, of the non-payment risk segment.

Total

Linking 26,000 
customers and 
users to the Somos 
credit and 261,000, 
to the Loyalty and 
Rewarding Program 
Somos with sales 
of the credit for 70 
billion.

EPM

In 2016, 228,882 customers were connected, which 
represents a 48% increase regarding the previous year.

From the beginning of the program until December, it 
reached a total of 701,000 linked customers. It granted 
loans for COP 74.58 billion for homes and COP 222 
million for MSEs.

Total
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Challenges

Challenge
Year in 

which it was 
achieved

Scope and coverage

Geography Business Company

Connecting, through the Habitable 
Homes program, 440 homes to the 
water supply and sewerage services.

2017 Colombia - 
Antioquia Water Empresas Públicas 

de Medellín – EPM

95.69% water supply coverage. 2017 Colombia Water All the companies

92.45% wastewater service coverage. 2017 Colombia Water All the companies

Connecting 7,838 customers and 
users to the prepaid water service. 2017 Colombia - 

Antioquia Water Empresas Públicas 
de Medellín - EPM

Installing 30 public charging stations 
for electric vehicles. 2017 Colombia - 

Antioquia
Electrical 
energy

Empresas Públicas 
de Medellín - EPM

Connecting 24,100 facilities through 
the Habitable Homes Program. 2017 Colombia - 

Antioquia
Electrical 
energy

Empresas Públicas 
de Medellín - EPM

Building infrastructure in rural areas 
without electricity coverage, in order to 
enable the connection of 1,866 homes 
(rural electrification.)

2017 Colombia - 
Antioquia

Electrical 
energy

Empresas Públicas 
de Medellín - EPM

Linking 78,492 new customers to the 
energy service. 2017 Colombia - 

Antioquia
Electrical 
energy

Empresas Públicas 
de Medellín - EPM

19,500 customers linked to the prepaid 
energy service during 2017 in EPM. 2017 Colombia - 

Antioquia
Electrical 
energy

Empresas Públicas 
de Medellín - EPM

3,000 customers linked to the prepaid 
energy service during 2017 in ESSA. 2017 Colombia - 

Antioquia
Electrical 
energy ESSA

Linking 30,000 new customers to the 
Pay According to Your Needs program 
in EPM.

2017 Colombia - 
Antioquia

Electrical 
energy

Empresas Públicas 
de Medellín - EPM

Linking 11,507 new customers to the 
energy service. 2017 Colombia Electrical 

energy CHEC

Linking 4,327 new customers to the 
energy service. 2017 Colombia Electrical 

energy EDEQ

Linking 14,000 new customers to the 
energy service. 2017 Colombia Electrical 

energy CENS

Linking 14,964 new customers to the 
energy service. 2017 Colombia Electrical 

energy ESSA
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Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
G4-EU26  Percentage of unserved population in areas with distribution license.

Sustainable development goals
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Service coverage and expansion

The construction of infrastructure required to expand the service coverage area corresponds to the strategic goal of 
“growing in customers and markets” and it is aligned with the statement of supporting and leveraging development 
and competitiveness in the territories where the EPM Group operates.

Management in 2016

In 2016 the EPM Group carried out actions that led to an increase in the number of 
customers connected to all services.  It worked jointly with the Municipality of Medellín in 
the implementation of the “United for Water” program that seeks to enable customers to 

access water supply and sanitation services and to benefit 40,200 homes by 2019.  In the 
sanitation service, the affiliate company, Emvarias, included new solid waste collection and 
transport routes.  EPM became the second gas distribution company in Colombia having a 

national participation of 13% represented by 1,065,705 homes connected to the service.

The EPM Group ended the year with 1,429,195 homes connected to the water supply service; 1,379,292, to the 
sewerage service; 865,555, to the sanitation service; 6,166,154, to the electrical energy service and 1,065,705, to the 
gas service, and with an infrastructure built per service, as follows: for the water supply service, 491 km of primary 
distribution networks and 4,302 km of secondary distribution networks;  for the electrical energy service, 3,664 km 
of primary distribution networks and 1,943 km of secondary distribution networks, and for the gas service, 7,378 km 
of polyethylene pipe networks. 

Regarding the water supply service, EPM reached a total of 1,145,313 customers, 263 km of primary distribution 
networks and 3,513 km of secondary distribution networks; for the sewerage service, it reached 1,120,945,384 km 
of primary distribution networks and 4,179 km of secondary distribution networks. Moreover, as a result of the efforts 
made through the “United for Water” program, 4,804 homes benefited from the water supply service and 4,611, 
from the sewerage service, data included in the total of each service. In addition, the San Nicolás water purification 
plant began operating and it benefits the areas in the upper part of Las Palmas, El Retiro and Llanogrande in the 
municipality of Rionegro.

The electrical energy service reached 2,291,716 customers, and 1,320 km of primary distribution networks and 478 
km of secondary distribution networks were constructed.

2016 was a very positive year for the EPM’s Gas business within the long-term development axes: consolidation of 
the widespread use of natural gas in the residential sector, realization of value-added industrial solutions, progress 
in sustainable mobility and optimization of operational and commercial processes, which promotes competitive 
and sustainable markets.  It reached 1,065,705 customers, and 226 km of polyethylene pipe networks were built 
during the year.
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Total Installations per Service in 2016 - EPM

Category / Sub-Category Water Supply Sewerage
Electrical 
Energy

Gas

Residential

Stratum 1 86,244 79,544 466,531 102,332

Stratum 2 343,968 331,728 782,449 394,084

Stratum 3 380,543 376,220 554,338 340,973

Stratum 4 126,718 126,557 156,539 105,342

Stratum 5 82,937 82,777 92,398 69,787

Stratum 6 37,064 37,017 39,484 33,772

Residential 
Total

1,057,474 1,033,843 2,091,739 1,046,290

Non-residential

Commercial 77,460 76,941 167,170 17,121

Industrial 8,339 8,159 20,330 1,986

Official 2,040 2,002 12,477 308

Non-residential 
Total

87,839 87,102 199,977 19,415

Total 1,145,313 1,120,945 2,291,716 1,065,705
Source: Commercial Vice Presidency

Total Installations in 2016 - EPM Group

Category / Sub-Category
Water 
Supply

Sanitation Sewerage
Electrical 
Energy

Gas

Residential

Stratum 1 132,408 96,955 110,729 893,967 102,332

Stratum 2 381,989 269,446 363,892 1,482,546 394,084

Stratum 3 395,078 237,211 389,351 915,866 340,973

Stratum 4 130,940 91,259 130,114 302,468 105,342

Stratum 5 84,402 64,631 83,600 125,423 69,787

Stratum 6 37,248 35,714 37,131 61,115 33,772

Residential Adasa 165,950 0 165,607 0 0

Residential Total 1,328,015 795,216 1,280,424 5,560,845 1,046,290

Non-
residential

Commercial 83,694 61,857 82,220 521,307 17,121

Industrial 9,172 6,880 8,670 37,576 1,986

Official 2,572 1,602 2,411 45,509 308

Other N/A 0 N/A 917 N/A

Non-residential 
Adasa 5,742 0 5,567 0 0

Non-residential 
Total

101,180 70,339 98,868 605,309 19,415

Total  1,429,195  865,555  1,379,292  6,166,154  1,065,705
Source: Commercial Vice Presidency
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 Water Supply and Sanitation Service Coverage - EPM Group
Water Supply Sanitation

2014 2015 2016 2014 2015 2016
EPM  > 99.5% *  > 99.5%* 95.09%  > 99.5%*  > 99.5%* 93%

Aguas del Oriente 96.66% 99.80% 100% 100% 100% 100%

Aguas Regionales 

Western Region 95.88% 99.10% 100% 81.40% 88% 89.61%

Urabá Region 86.40% 88.74% 89% 72.07% 70.13% 68.04%

Aguas de Malambo 97.49% 99.60% 90.19% 85.28% 87.71% 74.13%

Emvarias 0 0 0 98.90% 99% 99%

Adasa 100% 100% 100% 99.80% 99.80% 99.80%
Source: Vice Presidency of Water Supply and Sanitation

EPM: until 2015, coverage was calculated based on the availability of networks. For 2016, an estimate of the number of homes versus the 
business’ active customers is calculated.  Since different calculation methodologies were used, the data are not comparable.

Aguas de Malambo: decreased coverage in both services due to an adjustment in the number of homes in the municipality, from 21,790 in 2015 
to 23,919 in 2016.  This update was made based on the census by the SISBÉN (System of identification and classification of potential beneficiaries 
for social programs.)

Aguas Regionales – Urabá Region: decreased coverage in the sewerage service due to an adjustment made, from December 2015 to January 
2016, in the number of homes (increase of approximately 4,000).

Energy* Service Coverage - EPM Group
Company 2014 2015 2016

EPM 99.03% 99.60% 99%

CHEC 99.81% 99.82% 99.83%

ESSA 97.01% 97.76% 98.16%

CENS 97.05% 97.61% 97.84%

EDEQ 98.94% 99% 99%

Delsur 87% 87% 87%

Eegsa 99.29% 99.37% 99.25%

ENSA 91.70% 93.10% 94.74%

             Source: Vice Presidency of Power Transmission and Distribution
             * % of coverage compared to total population in the served territory.

EPM coverage is calculated under the statistical projection methodology of homes, in which the projected homes of each studied 
year, based on the census conducted by DANE in 2005, and the number of EPM’s residential installations in each studied year are 
considered.  Until 2015, coverage was calculated based on active installations. For 2016, it was calculated including inactive installations 
(more than 7 overdue bills.)

The variation in coverage for the affiliate company, Eegsa, in Guatemala is explained by the increase in rural customers caused by 
a change in the distribution structure of routes (capital city, towns and rural areas) for new service contracts negotiated in 2016, from 
493,640 in 2015 to 617,231 in 2016, representing an increase of 25%.
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Gas Service Coverage - EPM
 2014 2015 2016
Total service coverage (%) compared to total 
population in the served territory. 65.10% 70.59% 77.20%

                     Source: Vice Presidency of Gas

Water Supply and Sewerage Network Expansion - EPM Group
Water Supply Sewerage

2014 2015 2016 2014 2015 2016
EPM
Total primary distribution networks (km)  263  261  263  357  360  384 

Total secondary distribution networks (km)  3,406  3,462  3,513  4,115  4,166  4,179 

Aguas del Oriente
Total primary distribution networks (km)  2  2  2  16  16  16 

Total secondary distribution networks (km)  27  29  29  4  4  4 

Aguas Regionales 
Western Region

Total primary distribution networks (km)  28  36  36  11  11  11 

Total secondary distribution networks (km)  154  158  158  44  52  52 

Urabá Region
Total primary distribution networks (km)  37  37  37  67  67  67 

Total secondary distribution networks (km)  433  427  436  318  319  321 

Aguas de Malambo
Total primary distribution networks (km)  10  10  10  32  32  32 

Total secondary distribution networks (km)  166  166  166  84  84  84 

Adasa
Total primary distribution networks (km)  143  143  143  160  161  161 

Total secondary distribution networks (km)  1,116  1,140  1,148  895  903  921 

Total networks of water service companies
Total primary distribution networks (km)  483  489  491  642  647  671 

Total secondary distribution networks (km)  5,302  5,382  4,302  5,460  5,528  5,561 
Source: Vice Presidency of Water Supply and Sanitation
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Energy Network Expansion - EPM Group 
 2014 2015 2016
EPM
Total primary distribution networks (km)  2,790  1,188  1,320 

Total secondary distribution networks (km)  507  335  478 

CHEC
Total primary distribution networks (km)  27  30  27 

Total secondary distribution networks (km)  25  38  45 

ESSA
Total primary distribution networks (km)  644  456  1,616 

Total secondary distribution networks (km)  1,330  865  963 

CENS
Total primary distribution networks (km)  11  12  47

Total secondary distribution networks (km)  22  24  22

EDEQ
Total primary distribution networks (km)  6  6  27

Total secondary distribution networks (km)  26  11  41

Delsur
Total primary distribution networks (km)  79  91  38

Total secondary distribution networks (km) -19  7 -48

Eegsa
Total primary distribution networks (km)  129  135  115

Total secondary distribution networks (km)  213  180  162

ENSA
Total primary distribution networks (km)  295  476  474

Total secondary distribution networks (km)  206  300  280

Total networks of energy service companies
Total primary distribution networks (km)  3,980  2,395  3,664

Total secondary distribution networks (km)  2,310  1,759  1,943
Source: Vice Presidency of Power Transmission and Distribution 

Gas Service Expansion -EPM
 2014 2015 2016
Steel line (km)  87  87  89

Polyethylene pipe networks built in the year (km)  724  775  226

Total polyethylene pipe networks (km)  6,342  7,152  7,378
Source: Vice Presidency of Gas
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Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
G4-EU26  Percentage of unserved population in areas with distribution license.
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Rural Electrification

The Rural Electrification program is developed within every EPM group’s national company in order to expand 
the electrical energy service coverage to rural areas. It operates under this name or under the following names: 
Antioquia Illuminated; CHEC Illuminates the Countryside; Let’s Illuminate Santander. Investments are made with 
own resources and the participation of public and private institutions.

At EPM, this program includes expanding the energy general-purpose network whose cost is assumed by the 
company, while the construction of connection pipes and internal installations is assumed by customers, with 
financing plans offered by EPM at rates lower than those in the financial market, through the Dignifying Homes 
Program.

Management in 2016

In 2016 the EPM Group connected a total of 11,517 homes, with an investment of COP 42.14 
billion, of which COP 8, 485 billion are financed for the beneficiary families.  EPM connected 

2,184 homes, with an investment of COP 17.165 billion, benefiting 9,348 people.

For the coming 4 years, EPM plans to connect 14,444 electrical installations, with a projected budget of COP 140.735 
billion.  Reactivation of the number of connections per year is expected.

The Rural Electrification program is largely developed thanks to the contributions of entities or municipalities. For this 
reason, the connections made by the subsidiaries ESSA, Delsur and Eegsa are highlighted.
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EPM Group’s Rural Electrification
2014 2015 2016

EPM
Number of facilities connected  15,053  5,778  2,184 

Number of people served  64,427  23,112  9,348 

Million COP invested in infrastructure  65,817  34,033  17,165 

Million COP financed  9,637  4,193  1,365 

CHEC
Number of facilities connected  1,021  166  47 

Number of people served  5,120  830  244 

Million COP invested in infrastructure  4,292  791  205 

Million COP financed  242  84  57 

ESSA
Number of facilities connected  4,434  4,392  6,803 

Number of people served  17,736  17,568  27,212 

Million COP invested in infrastructure  26,363  26,396  22,280 

Million COP financed  3,759  3,737  4,550 

CENS
Number of facilities connected  2,103  3,655  825 

Number of people served  8,284  14,620  3,300 

Million COP invested in infrastructure  4,400  3,508  837 

Million COP financed  N.A.  16,650  2,513 

EDEQ
Number of facilities connected  4  19  11 

Number of people served  20  45  53 

Million COP invested in infrastructure  96  314  185 

Million COP financed  N.A.  0  0   

Delsur
Number of facilities connected  630  261  739 

Number of people served  3,800  2,175  3,827 

Million COP invested in infrastructure  334  315  421 

Million COP financed  0    0    0

Eegsa
Number of facilities connected  2,338  517  774 

Number of people served  11,690  2,585  3,870 

Million COP invested in infrastructure  N.A.  107  1 

Million COP financed  N.A.  N.A.  N.A. 
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ENSA
Number of facilities connected  N.A.  134  120 

Number of people served  N.A.  536  480 

Million COP invested in infrastructure  N.A.  2,529  1,045 

Million COP financed  N.A.  N.A.  N.A. 

Total customers of electric energy service companies 
Number of facilities connected 25,583 14,922 11,517

Number of people served 111,077 61,471 48,334

Million COP invested in infrastructure 101,302 67,993 42,140

COP million financed 13,638 24,664 8,485
          Source: Vice Presidency of Power Transmission and Distribution

Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
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Energy for the Return

With Energy for the Return program, EPM facilitates conditions for access to the electric power service for the 
population displaced by the armed conflict. It promotes the return to the lands by means of total debt forgiveness 
on consumption by unauthorized third-parties during the displacement. In case there was consumption by the 
family before being displaced, financing is offered for a term of up to 120 months (10 years), no down payment or 
interests. When necessary, the existing electric network is rebuilt, replaced or improved, and new networks are built 
in order to provide the users who settled in the region with the service.

Management in 2016

Since its creation, the Energy for the Return program has benefited 3,626 families, that 
is, 14,500 people approximately have access to the energy service again. COP 3.6 billion 

were invested in the last five years.
 

In 2016, EPM connected 113 facilities in the municipalities of Cocorná, San Carlos and San Francisco. The Program 
had an impact on 452 people with an investment of COP 734 million.

Energy for the Return EPM
2014 2015 2016

 Number of facilities connected 92 158 113

 Number of people served 460 675 452

 Investment (million COP) 481 1,027 734
                 Source: Vice Presidency of Power Transmission and Distribution. 
 

Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
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Account financing and default

The accounts receivable financing service aims at regularizing defaulting customers by means of financing payable 
items at low interest rates in the long term.

Customers delay the payment of the bills and, due to regulations and system fairness, their services are disconnected 
until they regularize their situation. Once the customer has paid or has made a payment agreement, the service is 
reconnected within 24 business hours. Default is more likely to appear in low-income populations (socio-economic 
strata 1, 2 and 3) with safety problems, due to structural issues of the country.

Management in 2016

In 2016, one of the highlights is the in-depth homologation of accounts receivable and 
portfolio management processes. This offers customers and users with financial trouble, 

alternatives to return to a normal situation and enjoy residential public utilities again.

The comprehensive contract of the Commercial Management was initiated at a group 
level with the aim of optimizing processes with a nationwide impact (in Colombia) on 

operational billing activities. Additionally, the collection management was contracted. It 
allows us to comprehensively manage users with different alternatives and from the first 

day of defaulting. Both contracts enable management tools that facilitate defaulting control 
in the Group companies. Finally, the use of the collection software implemented in every 

company of the Group, allows traceability of management processes, which contributes to 
the quality of the process information and its use in decision making.

The comprehensive management of defaulting users, as well as the payment alternatives offered that fit their 
needs, led to a defaulting reduction in the Group. Similarly, field managements, as visits previous to a suspension 
and inspections during a suspension period, had a positive impact on customer retention and helped reducing 
defaulting services. At the international subsidiaries, as ENSA, more collection offices were made available to 
customers.



22

Default - Subsidiary water companies EPM Group

Company / Indicator 2014 2015 2016
Aguas de Occidente
Stratum 1 54 60 81

Stratum 2 128 125 148

Stratum 3 49 37 57

Stratum 4 55 56 64

Stratum 5 14 10 12

Stratum 6   4   5    7

Residential total 304 293  369

Non-residential 92 128 156

Total 396 421  525

Total residential and non-residential services 14,764 15,730  16,824

Default % 2.68% 2.68% 3.12%

Aguas del Oriente
Stratum 1 0   7 0

Stratum 2   2   3 10

Stratum 3   7 18 27

Stratum 4   0   1    7

Stratum 5   6   4    6

Stratum 6 0 0 0

Total Residential 15 33 50

Non-residential   7   9 30

Total 22 42 80

Total residential and non-residential services   4,063   4,485    4,679

Default % 0.54% 0.94% 1.71%

Aguas de Urabá
Stratum 1   3,060   2,801    2,770

Stratum 2   1,913   1,668    1,552

Stratum 3 577 538 516

Stratum 4 67 68 56

Stratum 5 0 0 0

Stratum 6 0 0 0

Total Residential 5,617 5,075   4,894

Non-residential 626 581 611

Total 6,243 5,656   5,505

Total residential and non-residential services 60,633 64,232  68,508

Default % 10.30% 8.81% 8.04%
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Default - Subsidiary water companies EPM Group
Company / Indicator 2014 2015 2016

Aguas de Malambo
Stratum 1 232   1,144    1,366

Stratum 2 218 891 931

Stratum 3 35 83 88

Stratum 4 0 0 0

Stratum 5 0 0 0

Stratum 6 0 0 0

Total Residential 485 2,118   2,385

Non-residential 32 36 43

Total 517 2,154   2,428

Total residential and non-residential services 21,343 21,823  22,179

Default % 2% 9.9% 10.9%

EPM
Stratum 1   6,908   6,062    4,830

Stratum 2 11,876   9,401    6,912

Stratum 3   6,108   4,911    4,447

Stratum 4 977 845 823

Stratum 5 513 421 396

Stratum 6 251 213 140

Total Residential  26,633  21,853 17,548

Non-residential   3,425   3,453    2,873

Total  30,058  25,306 20,421

Total residential and non-residential services   1,076,215   1,105,003  1,145,311

Default % 2.79% 2.29% 1.78%

Total water companies 2014 2015 2016
Stratum 1 10,254 10,074    9,047

Stratum 2 14,137 12,088    9,553

Stratum 3   6,776   5,587    5,135

Stratum 4   1,099 970 950

Stratum 5 533 435 414

Stratum 6 255 218 147

Total Residential  33,054  29,372 25,246

Non-residential   4,182   4,207    3,713

Total  37,236  33,579 28,959

Total residential and non-residential services   1,177,018   1,211,273  1,257,501

The number of total services includes installations with active services, as well as those with suspended or disconnected services



24

Summary of the default percentage - Water affiliated companies of EPM Group
Company 2014 2015 2016

Aguas de Occidente 2.68% 2.68% 3.12%

Aguas del Oriente 0.54% 0.94% 1.71%

Aguas de Urabá 10.30% 8.81% 8.04%

Aguas de Malambo 2.42% 9.87% 10.95%

Emvarias N.D. N.D. N.D.

Ticsa 0% 0% 0%

EPM 2.79% 2.29% 1.78%

Default in electric energy - EPM Group
Company / Indicator 2014 2015 2016

CHEC
Stratum 1 1,094 1,301 1,370

Stratum 2 1,276 1,368 1,321

Stratum 3 609 715 601

Stratum 4 123 134 113

Stratum 5  39  46  39

Stratum 6  34  38  40

Total Residential  3,175  3,602    3,484

Non-residential 598 777 739

Total  3,773  4,379    4,223

Total residential and non-residential services   446,631   457,992 465,997

Default % 0.84% 0.96% 0.91%

ESSA
Stratum 1 5,605 6,415 8,344

Stratum 2 3,587 3,722 4,123

Stratum 3 964 1,215 1,469

Stratum 4 289 351 484

Stratum 5  27  34  53

Stratum 6  23  31  34

Total Residential   10,495   11,768 14,507

Non-residential 1,965 2,140 2,321

Total   12,460   13,908 16,828

Total residential and non-residential services   702,604   729,059 750,854

Default % 4.73% 1.91% 2.24%
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Default in electric energy - EPM Group
Company / Indicator 2014 2015 2016

CENS
Stratum 1 5,306 6,099 6,372

Stratum 2 6,869 7,108 7,009

Stratum 3 1,566 1,587 1,694

Stratum 4 300 289 297

Stratum 5  34  34  37

Stratum 6 3 6  7

Total Residential   14,078   15,123 15,416

Non-residential 1,880 1,780 1,942

Total   15,958   16,903 17,358

Total residential and non-residential services   437,246   453,948 474,670

Default % 3.65% 3.72% 3.66%

EDEQ
Stratum 1 700 776 655

Stratum 2 553 535 390

Stratum 3 301 318 226

Stratum 4  73 100  54

Stratum 5  55  59  31

Stratum 6  13  12  11

Total Residential  1,695  1,800    1,367

Non-residential 928 951 803

Total  2,623  2,751    2,170

Total residential and non-residential services   169,522   173,371 179,656

Default % 1.5% 1.6% 1.2%

EPM
Stratum 1 28,323 30,058   28,885

Stratum 2 14,893 14,062   13,021

Stratum 3 6,917 6,229 6,168

Stratum 4 1,368 1,219 1,241

Stratum 5 637 530 493

Stratum 6 355 245 193

Total Residential   52,493   52,343 50,001

Non-residential 7,853 7,883 7,566

Total   60,346   60,226 57,567

Total residential and non-residential services    2,146,409    2,220,055  2,290,255

Default % 2.8% 2.7% 2.5%
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Default in electric energy - EPM Group
Company / Indicator 2014 2015 2016

Delsur
Total Residential 2,833 3,431 3,110

Non-residential 884 1,160 1,012

Total  3,717  4,591    4,122

Default % 1.03% 1.24% 1.09%

Eegsa
Total Residential 4,350 4,423 5,138

Non-residential 1,023 986 960

Total  5,373  5,409    6,098

Default % 0.49% 0.47% 0.51%

ENSA
Total Residential   115,904   103,130   71,514

Non-residential 8,013 5,892 5,603

Total 123,917 109,022 77,117

Default % 31% 26% 18%

Total energy companies 2014 2015 2016
Total Residential   205,023   195,620 164,537

Non-residential 23,144 21,569   20,946

Total 228,167 217,189   185,483

Summary of the default percentage 
Affiliated energy companies of EPM Group

Company 2014 2015 2016
CHEC 0.84% 0.96% 0.91%

ESSA 4.73% 1.91% 2.24%

CENS 3.65% 3.72% 3.66%

EDEQ 2% 1.59% 1.21%

Delsur 1.03% 1.24% 1.09%

Eegsa 0.49% 0.47% 0.51%

ENSA 31% 26% 18%

EPM 2.81% 2.71% 2.51%

Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
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Gas without borders

EPM program Gas without borders takes the natural gas service network to the municipalities in Antioquia located 
outside Medellín’s metropolitan area, through the transportation of compressed natural gas. From pressure reducing 
stations, the gas is distributed through the networks to homes, commercial establishments and consumption places.

Management in 2016

In 2016, all Program’s efforts aimed at increasing service coverage and equity of access. 
A total of 124 populations were supplied with gas in Antioquia, 112 of which have an EPM 

grid outside the Metropolitan Area.

The Gas without Borders program is supported by a 2,651-km polyethylene pipeline, 117 km of which were built in 
2016. It represents an investment over COP 41 billion. Beneficiaries: 69,020.

Gas without Borders
2014 2015 2016

Facilities connected 42,676 26,095 17,255

Beneficiaries 182,653 111,687 69,020

Investment (million COP) 46,283 35,671 41,006
           Source: Vice Presidency of Gas

Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
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Dignifying homes

The Dignifying Homes Program is a social commitment by the EPM Group to fund the basic infrastructure of the 
water, energy and gas services for the most vulnerable homes, aiming at improving their quality of life. In EPM, it 
started in the 60s and is one of the programs with the higher coverage rates in the capital of Antioquia. Currently, it 
is developed for all services: water, sewage, energy and gas. Dignifying Homes is also executed in the companies 
CHEC, ESSA and EDEQ.

Management in 2016

In 2016, the EPM Group invested COP 83.34 billion in the Dignifying Homes Program to 
facilitate the connection of users to the services of water, energy and gas in the areas 

covered. In total, 517,719 people benefited from these actions.

In 2016, Water and Sanitation invested a total of COP 16.19 billion in Dignifying Homes and other works required by 
customers and users, in order to facilitate their access to water and sewage public utilities in the covered areas. In 
total, 117,365 people benefited, with a total of 26,081 facilities connected.

EPM connected 24,783 energy services through the Program, with an investment of COP 21,935. In the Urabá 
region, the service was enabled in areas of the municipalities of Apartadó, Arboletes, Carepa, Chigorodó, Mutatá 
and Necoclí, among others. In the Northeast of Antioquia, the Program focused on social housing programs in the 
municipalities of Puerto Berrío and Cisneros.

In 2016, the goal was exceeded with more than 69,245 new customers, 56,063 of which, from strata 1, 2 and 3, 
have access to the service thanks to the Dignifying Homes program.
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Dignifying Homes Water services EPM
2014 2015 2016

Total facilities connected 17,130 19,786 26,082

Number of people served 77,086 89,037 117,365

Investment (million COP) 14,052 18,054           16,197

Actual savings from customers (million COP) vs. Financial 
system

1,113 568 635

 Source: Vice-Presidency of water and sanitation

The increase in the number of facilities, related to previous years, is due to the fact that for 2014, in order to set the goal and report the 
connected facilities, individual customers connected by EPM contractors, either by means of public or social contracting, were included.  
In both cases, the works are paid through the Dignifying Homes funding program.

Settlement rates applied in 2012 and 2013, as well as the entities that served as basis of comparison, were unified so that they cover 
the most representative entities.

Dignifying Homes - Energy - EPM Group
EPM 2014 2015 2016
Total facilities connected  20,136  22,231  24,783 
Number of people served  80,544  88,924  99,132 
Investment (million COP)  15,987  16,801  21,935 

CHEC
Total facilities connected  1,878  1,762  1,696 
Number of people served  7,512  7,048  6,784 
Investment (million COP)  625  629  694 

ESSA
Total facilities connected  6,181  3,745  4,348 
Number of people served  63,334  29,960  52,956 
Investment (million COP)  1,175  712  2,504 

CENS
Total facilities connected  N.D.  6,675  137 
Number of people served N.D.  26,700  548 
Investment (million COP)  N.D.  1,084  45 

EDEQ
Total facilities connected  1,218  886  947 
Number of people served  4,872  3,544  3,788 
Investment (million COP)  275  162  174 

Total companies electric energy
Total facilities connected  29,413  35,299  31,911 
Number of people served  156,262  156,176  163,208 
Investment (million COP)  18,062  19,388  25,352 

  Source: Vice-Presidency of power transmission and distribution
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Dignifying Homes Gas EPM

2014 2015 2016
Number of facilities connected in the metropolitan area          40,140         34,549          39,187

Number of facilities connected in the regional area  42,332  25,365  16,876 

Number of facilities connected  82,472  59,914  56,063 

Number of people served  352,980  256,432  237,146 

Investment (million COP)  97.974  118,989  41,796 

Actual savings from customers (million COP) vs. Financial system  10,403  7,904  9,999 
Source: Vice Presidency of Gas

Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
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Pay according to your needs

The Pay According to your Needs program is a collection option that allows customers with a Sisbén score of 33 
points to pay their EPM bills through installments (up to five per every billing period), depending on their income. 
It is a system that improves users’ quality of life because it gives them more flexible options for paying their bills 
and allows them to stay legally connected to the public utilities, avoiding cutoffs and reconnection costs. The 
program brings benefits to EPM, as it helps ensuring revenue, reducing portfolio and minimizing operating costs 
of disconnection and reconnection.

Management in 2016

In 2016, 41,954 new customers entered the Program, resulting in an execution of 200% of 
the goal set. The outcomes were outstanding thanks to the expansion of the target market 

in 2015 and to the high acceptance of the Program among the customers, who find in 
the Pay According to your Needs program an alternative to their difficulties and a flexible 

option to pay their bill when they are not able to do so.

Pay according to your needs  EPM
Item / Indicator 2014 2015 2016

Number of customers served 4,585 23,099 41,954
  Source: Commercial Vice-Presidency

Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
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Public power stacks and community meters

Community water meters and public power stacks are non-conventional ways of providing services to sectors 
in which, due to restrictions to install networks, it is not possible to have individual meters. Collective meters are 
installed to extend the service to homes, so users have to pay the average consumption of the stratum to which 
they belong.

Management in 2016

In 2016, the EPM Group installed 464 meters linked to public power stacks and community 
water meters, benefiting 15,504 people. The investment reached COP 3.53 billion.

In 2016, Water and Sanitation invested COP 2.33 billion in the installation of 18 community meters located in 16 
settlements of Medellín. 8,832 people, inhabitants of 2,208 homes, were benefited. Additionally, 10 community 
meters were installed in the Urabá region, supplying 3,360 people in 1,120 homes, with a total investment of COP 
19 million.

In Energy, COP 1.17 billion were allocated to install 420 public stacks in areas covered by EPM and 16, in areas covered 
by ESSA, in Santander.  A strategy that promotes connection through a prepayment system led to a reduction by 2% 
and 40%, compared to the previous year. The risk for users is reduced and the quality of the service is improved. 
The sectors intervened, from public stacks to prepaid electricity, in the Metropolitan Area of Medellín, are: Popular, 
Olaya Herrera, Llanaditas, El Socorro, La Avanzada (Santa Elena), Versalles No. 2 and La Libertad. In the regional 
market of Antioquia, in the municipalities of Apartadó, Puerto Berrío, Turbo and Caucasia.

In ESSA, the customization of the service was developed during 2016 in the sector Las Montañas, in the municipality 
of Puerto Parra.
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Community Water Meters
2014 2015 2016

EPM
Number of connected meters.  6  5  18 
Number of people served  960  1,200  8,832 
Investment (million COP)  80  70  2,335 
Number of homes connected  240  300  2,208 

Aguas Regionales Urabá
Number of connected meters.  N.D.  N.D.  10 
Number of people served  N.D.  N.D.  3,360 
Investment (million COP)  N.D.  N.D.  19 
Number of homes connected  N.D.  N.D.  1,120 
Total of water companies
Number of connected meters.  6  5  28 
Number of people served  960  1,200  12,192 
Investment (million COP)  80  70  2,354 
Number of homes connected  240  300  3,328 

                  Source: Vice-Presidency of Water and Sanitation

Public stacks - Energy subsidiaries
2014 2015 2016

EPM
Number of connected meters.  426  429  420 
Number of people served  1,704  1,716  1,680 
Investment (million COP)  3,429  2,161  1,175 
Number of homes connected  13,983  14,061  13,860 
ESSA
Number of connected meters.  20  27  16 
Number of people served  12,255  10,011  1,632 
Investment (million COP)  N.D.  N.D.  N.D. 
Number of homes connected  4,085  3,337  4,896 

Total of energy companies
Number of connected meters.  446  456  436 
Number of people served  13,959  11,727  3,312 
Investment (million COP)  3,429  2,161  1,175 
Number of homes connected  18,068  17,398  18,756 

                Source: Vice-Presidency of power transmission and distribution

Management indicators

G4-EC8  Significant indirect impacts, including the extent of these impacts.
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Unserved population

Unserved populations are those settled down in places with technical or legal limitations for providing the service, 
such as those located in high-risk areas or outside the perimeters of the land use plans. The solutions often exceed 
the exclusive scope of the companies providing the service; therefore, the involvement of multiple actors becomes 
necessary.

Stakeholders view

Given its purpose and capabilities, the EPM Group is expected to exert leadership by calling other actors with skills 
and capabilities to propose solutions in order to provide the service.

Importance

Because of the high social value for the Group’s companies and stakeholders and because they have a major 
impact on building sustainable and competitive territories, unserved populations acquire the status of independent 
material aspect.

Given its purpose and capabilities, the EPM Group is an actor called to convene other actors to find solutions aimed 
at the unserved population. Moreover, this is a defining aspect of poverty, connected directly to the businesses, 
which consequently affects the Group in terms of ethics, reputation and non-technical losses. It also makes the 
situations of the environment worse such as conflicts between neighbors or increased geological risk in the case 
of the water supply service.
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Main achievements

2016 Goals 2016 Achievements Compliance
To connect 600 homes to the 
electrical energy service.

1,323 homes connected. Total

To connect 2,500 homes to the gas 
service.

4,617 homes connected. Total

To connect 5,350 homes to the 
water supply and sanitation 
services.

4,804 homes connected. Partial

To connect 5,350 homes to the 
sewerage service.

4,611 homes connected. Partial

2016 Management

The purpose of the EPM Group for 2025 is to make the public utilities we provide 100% 
available in the places where we operate.  EPM seeks to universalize access to these 

services through infrastructure and other conventional solutions. In 2016, the company 
contributed to improving the quality of life of 15,355 homes that did not have access to 

public utilities, which represents a compliance of 111% over the annual goal.

In 2016 EPM managed to connect 1,323 facilities to the electrical energy service; 4,617, to the gas service; 4,804, to 
the water supply service and 4,611 to the sewerage service, for a total of 15,355 new connections.

We highlight the efforts to connect facilities to the water supply and sewerage services thanks to the joint work with 
the Municipality of Medellín, Isvimed (Social Institute for Housing and Habitat of Medellín) and EDU (Enterprise of 
Urban Development), among other entities.  These connections were implemented under three schemes: supply to 
the community through public standpipes, improvement of neighborhoods through infrastructure projects in areas 
of coverage and surveying of buildings through the formalization of public utilities, within the framework of the 
“United for Water” program by the Municipality of Medellín.
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Existing homes that did not have access to residential public utilities - EPM 
 2015 2016

Water Supply  1,348  4,804 

Sewerage  1,348  4,611 

Electrical Energy  6,272  1,323 

Gas  2,969  4,617 

Total  11,937  15,355 
     Source: Vice Presidencies of Water and Sanitation, Power Transmission and Distribution and Gas.

Connections to the electrical energy service reported in 2015 correspond to those executed in Antioquia. The 2016 connections 
correspond to those carried out in Medellín.

Challenges

Challenge
Completion 

year
Scope and coverage Achievement 

indicatorTerritory Business Company
6,690 water 
supply 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Water supply

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 

6,690 sewerage 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Sanitation

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 

2,000 electrical 
energy 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Electrical energy

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 

2,100 gas 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Gas

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 
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Management indicators

EPM-12   Solutions for unserved homes.
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Prepaid services

The pre-payment option is a method for purchasing public utilities that seeks to avoid disconnecting users due to 
payment difficulties. It is mainly aimed at families in socio-economic strata 1, 2 and 3.

This method enables users to control consumption according to their income and to use public utilities more 
efficiently and consciously. The Prepaid Service option includes delivery of a pre-payment meter in commodatum, 
installation at no cost and social support, among other conditions that allow customers to continue accessing the 
service.

Management in 2016

The EPM Group connected 38,581 homes under the prepaid service method. In Prepaid 
Water, the company connected 8,923 homes, with an investment of COP 9.896 billion, 

and benefited 40,153 people with this solution.  In Prepaid Electricity, 25,400 homes were 
connected, with an investment of COP 16.614 billion, benefiting 127,000 people.  The 

affiliate company, ESSA, managed to connect 3,770 homes to the Prepaid Electricity service, 
having an impact on 15,080 people thanks to an investment of COP 2.528 billion.  The 

affiliate company, CENS, started offering the Prepaid Electricity service in the second half of 
the year and 488 customers joined the service.

The commercial offer of Prepaid Water started on June 2015 and since then, 16,217 customers and users have 
joined the service. This offer has a positive impact on the recovery of customers with high delinquency, and in 2016, 
there was a reduction of cuts in the water supply service by over 4,000 users.

EPM continues to manage the expansion of channels for top-ups for the three companies in the Group that have the 
pre-payment option (EPM, ESSA and CENS), with the aim of increasing the coverage of top-up points for customers.  
A credit in advance initiative was developed. It seeks to reduce the “dark times of the Prepaid Electricity service” 
(time that elapses from the time the customers’ meter runs out of credit until they purchase a new pin or top-up 
card) by providing the customer, as a “loan”, with a pin or top-up card of COP 2,000 to use some kilowatts of 
electrical energy before making the next purchase in which this value must be paid.  For 2017, it is also expected to 
standardize this initiative in the affiliate companies, ESSA and CENS.
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Prepaid Water - EPM
Item / Indicator 2014 2015 2016

Number of facilities connected N.D. 7,351 8,923

Number of people served N.D. 33,080 40,153

COP million invested 164 6,707 9,896

Average consumption in m³ per pre-payment installation N.D. 9 8.6

Average consumption in m³ per contracted installation N.D. 15 12
    Source: Commercial Vice Presidency

Prepaid Electricity - EPM
Item / Indicator 2014 2015 2016

Number of facilities connected           14,677           19,987  25,400 

Number of people served           60,871           82,346  127,000 

COP million invested             4,666             5,035  16,164 

Average consumption in kWh per 
prepayment installation

               105                112  118 

Average consumption in kWh per 
contracted installation

               207                140  172 

  Source: Commercial Vice Presidency

Prepaid Electricity - ESSA
Item / Indicator 2014 2015 2016

Number of facilities connected             1,599                685  3,770 

Number of people served             6,396             2,740  15,080 

COP million invested             1,220                523  2,528 

Average consumption in kWh per prepayment installation             114             112  132 

Average consumption in kWh per contracted installation             140             141  142 

   Source: Commercial Vice Presidency

Management indicators

G4-EC8   Significant indirect impacts, including the extent of these impacts.
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Biodiversity

For the EPM Group, biodiversity is the functional basis to maintain essential ecosystem services such as water 
resource protection and erosion control. Climate Change, deforestation, river contamination, among other factors, 
generate higher pressure conditions over water, forests, and natural resources in general. Aware of this, the 
organization is committed to develop a comprehensive management of biodiversity and to ensure protection, 
restoration, sustainable use and management of its impacts, mainly on forests, forest plantations and ecosystems 
located in the areas of influence of the projects, works and activities of both businesses: generation, transmission 
and distribution of energy, and supply of drinking water.

Stakeholders vision

Besides the EPM Group’s actions, it is important to form alliances and take part in joint initiatives with other actors 
seeking to preserve biodiversity and maintain the goods and services that ecosystems offer. For stakeholders, it 
allows continuity of its productive activities, population’s quality of life, supply of raw materials and cultural services, 
which are crucial to the sustainable development of territories.

Importance

Biodiversity itself is very valuable. It creates high economic, environmental and social value for the EPM Group and 
stakeholders, since it is the functional basis for the maintenance of the goods and services of support, regulation 
and supply; as well as cultural values offered by the ecosystems and necessary to protect water resources and 
soils, regulate climate, and keep the supply of raw materials, food and spaces for recreation and enjoyment, 
among others.
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Main achievements

Goals for 2016 Achievements in 2016 Compliance

Monitoring flora, fauna, otter, 
silvery-brown tamarin, fish, 
and landscapes associated 
with the Guadalupe-Porce 
biological corridor, through 
the REDD+EPM program 
and environmental legal 
commitments (Porce, Guatrón, 
Riogrande.)

Biodiversity monitoring was carried out to meet the 
requirements of the environmental license of Porce III 
(monitoring of otter, fish, fauna and flora, and control of 
the use of canopy bridges by groups of silvery-brown 
tamarins), as well as the environmental license of Porce II 
(monitoring of fish, terrestrial fauna and flora).

Biodiversity component was monitored within the 
framework of the REDD+EPM project, through the tracking 
of fauna and flora in Miraflores and Riogrande, along with 
Porce II and III.

With the development of the landscape monitoring, maps 
of land covers and land uses of the Guadalupe-Porce 
and Peñol-Guatapé-Playas biological corridors are being 
updated. In this way, requirements of Porce II and Porce 
III environmental licenses are also met with the execution 
of the monitoring of landscape and climate component of 
the CCB standards for the REDD+EPM project, measuring 
regional deforestation rates. 

Total

Making a sustainable use 
of the forest plantations 
located around the reservoirs, 
including actions to renew 
plantations and turn them into 
natural or mixed forests.

Forest harvesting of 120 hectares was carried out, within 
the context of the Aldeas program. Approximately 50 
hectares of forest lots were renewed and 94 hectares 
were transformed through ecological restoration 
strategies (planting of native forest species.)

Total

Carrying out characterization 
studies of flora and fauna for 
new projects.

Studies were conducted during the projects of the 
expansion plan, both for the characterization of flora and 
fauna and for the ending of the closed season. Likewise, 
the Center for Technical Excellence made progress on the 
characterization of flora for the planning of new projects, 
such as Metropolitan Aqueduct, Tibú - Campo Dos Line, 
Aguachica - Ayacucho Line and Gramalote. Additionally, 
in El Sireno power generation project, studies on the biotic 
component, flora and fauna, were also performed. The 
group works hard to comply with current regulations and 
make possible the development of the operation. 

Total
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Goals for 2016 Achievements in 2016 Compliance

Carrying on with the 
implementation and 
execution of the program for 
afforestation and revegetation 
of the PTAR Bello and North 
Interceptor project, licensed by 
Metropolitan Ruling No. 00523 
of May 8, 2009; through the 
execution of the forest offset 
proposal approved by the 
Environmental Authority.

• Planting of 8,213 trees distributed as follows: 6,468 
in the 10 micro-watersheds of the municipality of 
Bello, 123 in Plaza del Agua, 825 in the Piamonte 
Protected Area, and 797 in the intervened areas of the 
North Interceptor. Every tree is duly referenced with a 
technical data sheet.

• Second maintenance in 5,020 trees and a first 
maintenance in 4,188 trees. Seed mortality was 
determined to be 18% (1,478 trees.)

• Start of the replanting process with 995 trees.
• Design of the Piamonte Afforestation Plan and 

development of the communication exercise around 
the protected area with its respective informative and 
educational signage.

Total

• Completion of 100% of the environmental education 
process approved by the environmental authority, with 
the participation of 1,935 people, including community 
action boards, local boards, educational institutions 
and environmental organizations.

• Support to 20 educational institutions in their 
Prae (School education projects) and to 8 social 
organizations in their Proceda (Civic projects for 
environmental education.)

• Formation and consolidation of a labor team for 
planting and maintaining trees; all the members live in 
the municipality of Bello.

• Creation of an educational publication, as well as a 
microsite on the Aguas Nacionales website.

• Submission of a consolidated report with its respective 
means of verification, including the whole process 
carried out until December 30, 2016.

• Development of three meetings with the Municipal 
Administration of Bello to make partial deliveries. 

CENS: Implementing an 
ecological cable to reduce 
the pruning of trees under 
electrified networks.

Installation of 22.26 km of ecological cable in replacement 
projects: 63.85%; for a total of 86.11 km of network. A 
significant figure that reduces the impact on the tree 
component. An increase of 21% in relation to the previous 
year is remarkable.

Total
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Goals for 2016 Achievements in 2016 Compliance

Eegsa: Performing 
reforestation activities to 
benefit the departments in 
which the company operates.

As part of the corporate reforestation activity, 2,000 forest 
species were planted in the United Nations National Park, 
an area administered by the Defensores de la Naturaleza 
Foundation. Additionally, some agreements were signed 
with three municipalities (San Lucas, San Raymundo 
and Antigua Guatemala) located in the area covered by 
Eegsa, with the delivery of 6,000 trees for reforestation of 
8 hectares. The forest species planted were cypress, pine 
and poplar, which are native to the area.

Total

Documenting the final version 
of the biodiversity strategy 
defined by WWF and Proterra 
for EPM, and managing their 
internal presentation.

Review of the final version of the analyses, the declaration 
and the strategic guidelines proposal obtained with the 
advice of WWF and Proterra. The Water and Biodiversity 
RIC was created for the discussion and review of the 
biodiversity strategy and the integrated water resources 
management strategy. Guidelines were discussed within 
the working group and the review of the scope to define 
common actions in both strategies was proposed. Internal 
discussion must be performed in the companies of the 
Group.

Partial

Evaluating the 
appropriateness of taking 
to the Group the biodiversity 
strategy proposal by EPM.

The RIC agreed that the specific work sessions with the 
affiliated companies would begin in the first half of 2017, 
once the common actions and guidelines of both the 
biodiversity strategy and the integrated water resources 
management strategy are defined.

Total
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Challenges

Challenge
Compliance 

year
Extent and coverage Compliance 

indicator
Geography Business Company

Implementing the guidelines 
for the management and 
protection of biodiversity in 
EPM.

2017
Colombia - 
Antioquia

All the 
businesses

EPM

Number of actions 
implemented / 
Number of actions 
planned.

Defining and starting the 
strategy implementation 
plan, its declaration and its 
information system, through 
the RIC for the Integrated 
Management of Water 
Resources and Biodiversity.

2017
All the 

geographies
All the 

businesses
EPM Group

Compliance with 
the work plan.

Disseminating the strategy, 
defining concrete goals 
by affiliated company and 
agreeing on a monitoring and 
reporting scheme.

2017
All the 

geographies 
All the 

businesses
EPM Group

Compliance with 
the work plan.

Taking part in the biodiversity 
strategy proposal for the Group 
and in the definition of specific 
goals for Antioquia.

2017
Colombia - 
Antioquia

Water and 
Sanitation

EPM
Compliance with 
the work plan.

Taking part in the biodiversity 
strategy proposal for the 
Group and in the definition of 
specific goals for the affiliated 
company.

2017
All the 

geographies
All the 

businesses
EPM Group

Compliance with 
the work plan.

Implementing the strategy 
and the action and monitoring 
plans.

2018
All the 

geographies
All the 

businesses
EPM Group

Implementing 
the strategy and 
complying with 
the associated 
work plan.

Implementing the strategy and 
the Group’s integrated action 
plan.

2019
All the 

geographies
All the 

businesses
EPM Group

Implementing 
the strategy and 
complying with 
the associated 
work plan.
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Management indicators

G4-EN11  Operational sites owned, leased, managed in, or adjacent to, protected areas and areas of high 
  biodiversity value outside protected areas.
G4-EN12  Description of the most significant impacts on biodiversity in protected areas and areas of high 
  biodiversity value outside protected areas, derived from activities, products and services in 
  protected areas and areas of high biodiversity value outside protected areas.
  Electricity sector: Report the nature of significant direct and indirect impacts on biodiversity with 
  reference to: i) maintenance of transmission linear corridors, ii) fragmentation and isolation, iii) 
  impacts of thermal discharges.
G4-EN13  Habitats protected or restored.
G4-EN14  Total number of UICN Red List species and national conservation list species with habitats in areas 
  affected by operations, by level of extinction risk.
G4-EU13  Comparison of biodiversity between compensated habitats and areas affected.
EPM-01   Conservation areas.

Sustainable Development Goals
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Preservation and restoration

Due to the nature of its activities, EPM depends on important ecosystem services, such as water regulation and 
sediment control, for its businesses of Power Generation and Drinking Water Supply. For this reason, the EPM Group’s 
companies carry out actions and join forces with other actors with the purpose of preserving the areas that still have 
natural forests and performing ecological restoration of areas that require it, either through the establishment of 
plantations, assistance to natural succession or planting of native forest species.

Through these actions, the companies of the Group take part in different inter-institutional spaces for the environmental 
management of the territory (EOT, Pomca), in order to strengthen protected areas systems, consolidate regional 
biological corridors and implement actions included in the environmental management plans, among others steps. 
Moreover, ecological restoration is currently being developed in the forest protection areas of reservoirs and in 
other lands for protection and compensation.

Management in 2016

Development of initiatives for the protection of water resources in strategic watersheds, 
through forest conservation actions (46.3 km2), restoration and reforestation (35.1 km2), 

promotion of sustainable practices and uses (16.0 km2) and acquisition of new areas for 
compensation and protection (37.2 km2). The EPM Group, in general, achieved 134.6 km2, 

for a 110% compliance of the established goal.

Inter-institutional alliances were established and formalized. They include lines of action 
on preservation, ecological restoration and sustainable production projects, mainly with 

environmental authorities, municipalities, foundations, corporations and cooperation 
agencies, among others.

Management of Forest Protection Areas in Reservoirs and Basins: Forest plantations located around the 
reservoirs were harvested. Most of the wood was used in the Aldeas program for the construction of houses. In the 
intervened sites, ecological restoration was carried out with the establishment of new plantations of native species, 
mainly in distant areas of the reservoir and riparian zones. Additionally, CHEC purchased La Cabaña, a 121-hectare 
land located in the upper section of the Chinchiná basin.

Forest Development Program: About 1,850,000 seedlings were produced in three corporate nurseries and 
subsequently delivered to the community, institutions or alliances for reforestation or ecological restoration of 
approximately 1,515 hectares.



48

Alliances for Development: The Group worked on some alliances whose lines of action include strengthening 
of protected areas systems, ecological restoration, ecotourism, sustainable production projects, good agro-
environmental practices, forest fire control, among others.

Some alliances are listed below:

• EPM – Corantioquia: 21 hectares of silvopastoral systems and purchase of 481 hectares for protection in the 
Belmira paramo.

• EPM – Chemonics: Apiculture projects in natural forests in alliance with coffee growers.
• EPM – Cornare and Municipalities of Eastern Antioquia: Environmental management in the Rionegro and 

Nare rivers basins.
• EPM – Parque Arví Corporation: Ecological restoration of 5.5 hectares with the support of the community, 

control of invasive species, grass-cutting and thinning, maintenance and planting of native species.
• Corpourabá – Aguas Regionales EPM: Protection of 249 hectares through the payment for environmental 

services, and supply of plant material to the communities of the supply basins in the municipalities of Turbo 
and Carepa.

• CHEC, Municipalities (Neira, Villamaría, Chinchiná), Ascondesarrollo, Dicar Foundation and Fundación 
Ecológica Cafetera (FEC): Agroforestry, silvopastoral, among other actions of reforestation, restoration and 
sustainable use in 2,983 hectares.

BanCO2 Program: Some transmission network projects were compensated through the BanCO2 strategy of 
payment for environmental services. Additionally, the Group managed to preserve 1,364.3 hectares of natural 
forests in the Nare basin, 599 hectares in the basins of La Fe supply system and 719 hectares in the basins under 
the influence of CHEC.

Water Fund: In partnership with the CuencaVerde Corporation, some actions for reforestation, protection of 
springs and hillside forests, ecological restoration, sustainable practices, property management and natural forest 
preservation agreements with owners were implemented in the drinking water supply basins for the Medellín 
metropolitan area, in Riogrande and La Fe reservoirs.

Management of geographic: Information on hydrographic basins and strategic areas for EPM, in order to identify 
issues and priority areas for implementing conservation, restoration and sustainable use strategies.
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Ecological preservation and restoration actions (km2) - By company and business

Company / 
Business

Passive 
Restoration 
(Assistance 
to Natural 

Succession)

Active Restoration 
(Planting of 

Native Species)

Functional 
Restoration 

(Forest 
Plantations)

Protection 
(Natural Forests)

EPM - Power 
Generation

100.19 2.88 59.55 94.53

EPM - Water and 
Sanitation

8.52 0.22 14.55 4.30

EPM - Transmission 
and Distribution

0 0 0 0

EPM - Ituango 
Project

139.29 0 0 37.52

CHEC - Transmission 
and Distribution

3.89 0 0 56.98

EPM Chile - 
Generation 

0 0 0.06 16.30

ENSA - Transmission 
and Distribution

0 0.02 0 0

Total 251.89 3.12 74.15 209.63
Source: Idsos (EPM, EPM Chile, Aguas Regionales EPM, CHEC, ENSA)

The 2016 report includes actions for natural forest protection and ecological restoration. According to the reports, the EPM Group currently 
protects about 209.6 km2 of natural forests. The figure increased in relation to 2015 due to the purchase of lands in the Ituango Hydroelectric 
Project. Restoration actions were carried out in 329.1 km2, mainly around the reservoirs, using different techniques: assistance to natural 
succession (passive), planting of forest plantations (functional) and planting of native species (active).
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Protection and restoration actions – EPM Group Protection and Restoration Actions – EPM Group

Functional restoration
13.8%

Active restoration
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  Source: Idsos (EPM,  EPM Chile, CHEC, ENSA)
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Trend: In 2016, there was a significant increase in the size of protected natural forests and areas under passive restoration located in properties 
of the EPM Group, mainly due to the acquisition of new lands for the development and construction of the Ituango Hydroelectric Project in 
Western Antioquia, Colombia. Functional restoration decreased due to the forest harvesting program and the subsequent replacement with 
native species (active restoration)..
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Protected, adjacent or high-biodiversity areas

Protected, adjacent or high-biodiversity areas (km2) - EPM Group

Company / 
business

Declared 
protected areas

Adjacent areas
Non-protected 

high-biodiversity 
areas

Other non-
protected areas

Power Generation 180.97 31.58 75.64 89.88

Water and Sanitation 26.95 2.69 0 0.68

Transmission and 
Distribution

10.10 0 0 0

Ituango Project 55.53 38.00 100.38 5.59

CHEC - Transmission 
and Distribution

38.93 5.70 16.24 2.15

EPM Chile - 
Generation 

0.11 16.60 0 0

ENSA - Transmission 
and Distribution

0.03 0 0 0.01

Total 312.61 94.56 192.26 98.31
Source: Idsos (EPM, EPM Chile, CHEC, ENSA)

Operational sites owned, leased or managed by the EPM Group cover lands located inside or in buffer zones of areas protected at different levels 
(mainly national natural parks, forest reserves and integrated management districts.) The total area reported in 2016 by the EPM Group is 697.7 km2, of 
which 45% are located within legally declared protected areas, 54.6 km2 are adjacent (buffer zones) to protected areas, and 253 km2 are considered 
as areas with high biodiversity value, but have not yet been declared as protected areas.



52

Protected areas – EPM GroupProtected Areas – EPM Group
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Trend: In 2016, the EPM Group had a significant increase in the amount of lands located in declared protected areas (44% of the total area reported); 
as well as in adjacent areas, due to the inclusion of new protected areas in Miraflores (Antioquia, Colombia), which was declared as a Municipal Forest 
Reserve, and in the tropical dry forest areas of the Cauca river canyon (Colombia) associated with the Ituango Hydroelectric Project.
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Management indicators

G4-EN11   Operational sites owned, leased, managed in, or adjacent to, protected areas and areas of high 
  biodiversity value outside protected areas.
G4-EN13  Habitats protected or restored.
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Impact management and compensation

In the development, construction and operation of its projects, the EPM Group seeks to minimize negative impacts 
and strengthen positive ones on biodiversity and associated ecosystem services.

To this end, environmental restriction analysis (ERA), environmental diagnosis of alternatives (EDA), feasibility study 
and environmental impact assessment (EIA) are conducted since the early stages of the projects, with objectives 
that include the lowest possible effect on natural ecosystems. The license or permit granted by the respective 
environmental authority establishes the environmental management plan (EMP) of the projects, which defines the 
impacted areas and their corresponding mitigation or compensation actions, depending on the type of ecosystem 
and its vulnerability.

The EPM Group’s companies are committed to the compensation and management of impacts on biodiversity; that 
is why they comply with the environmental legal requirements and also carry out voluntary actions (CSR). Thanks to 
these dynamics, conservation areas have been established to contribute to the preservation of biodiversity and the 
sustainability of the EPM Group and the territories.

Management in 2016

EPM made progress with the cartographic updating and the landscape monitoring. In the 
Ituango Project, 32.7 km2 were added for compensation, reaching 65% of the commitment 

(167.9 km2.) In Power Transmission and Distribution, the protected areas crossed by the 
networks have been identified (a total of 10.1 km2). For its part, EPM Water continued with 

the forest offset of the Bello Waste Water Treatment Plant (WWTP) project.

CHEC managed 60.7 km2 of natural forests for the conservation and protection of water 
resources, and repopulated the Cauca River with native fish species. In CENS, a total 

of 86.1 km of ecological cable were installed to reduce the intervention on the arboreal 
component.
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According to the report submitted by EPM and its affiliated companies, as of 2016 there is a consolidated area of 
697.7 km2, of which 465.2 km2 correspond to forests and natural areas (67%), 107.3 km2 to reservoirs (15%), and 74.15 
km2 to forest plantations (11%). In this way, there is a diversity of terrestrial and aquatic ecosystems that contribute 
significantly to the conservation of biodiversity and to compensate the impacts generated by the operations.

In Power Generation, EPM started the execution of the contract for the landscape monitoring, through which maps 
of land covers and land uses of the Guadalupe-Porce and Peñol-Guatapé biological corridors are being updated. 
The company also complied with the requirements of the environmental licenses of Porce II and Porce III, and the 
climate component of the CCB standard of the REDD+EPM project, measuring regional deforestation rates. The 
environmental management of the reservoirs, which includes control of water hyacinth, cyanobacteria and solid 
waste, was carried out to improve the habitat conditions of these artificial wetlands. Additionally, the management 
plans for forest plantations were updated, some forest were harvested and subsequently replaced by native 
species, and certain contingencies, such as forest fires and pest infestation in the Riogrande area, were solved.

EPM Water continued with the forest offset of the Bello WWTP project and planted 8,213 trees distributed as follows: 
6,468 in the ten micro-watersheds of the municipality of Bello, 123 in Plaza del Agua, 825 in the Piamonte Protected 
Area, and 797 in the intervened areas of the North Interceptor.

Within the framework of the Ituango Hydroelectric Project, 32.7 km2 of new areas were acquired to compensate 
for the ecosystems that will be impacted by the project and the flood area of the reservoir. The compensation area 
accumulated as of 2016 is 109.5 km2 (progress of 65%).

In CHEC, the Cauca River was repopulated with native fish species: striped catfish, bocachico and dorada fry in the 
section between the San Francisco power plant and the urban area.

CENS installed 22.26 km of ecological cable in expansion and replacement projects of 63.85 km, for a total of 
86.11 km of network, a significant figure that reduces the impact on the tree component. There was a remarkable 
increase of 21% in relation to the previous year.
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Areas and uses of the soil (km2) - EPM Group

Company / business Reservoirs 
Building 

area

Forests and 
natural 
areas

Forest 
plantations

Non-
classified 

area

Total 
area

EPM - Power Generation 104.51 3.22 198.14 59.55 12.66 378.08

EPM - Water and 
Sanitation

1.52 0.27 13.06 14.55 0.91 30.31

EPM - Transmission and 
Distribution

0 10.10 0 0 0 10.10

EPM - Ituango Project 0 5.59 176.81 0 17.09 199.49

CHEC - Transmission and 
Distribution

1.33 0.82 60.87 0 0 63.02

EPM Chile - Generation 0 0.35 16.30 0.06 0 16.70

ENSA - Transmission and 
Distribution

0 0.02 0.02 0 0 0.04

Total 107.36 20.38 465.20 74.15 30.66 697.74
Source: IIdsos. Génesis geographic information system (EPM)

The areas reported in 2016 amount to 697.7 km2, of which 54% correspond to EPM Power Generation and 28.6% to the Ituango Project (EPM), 
where 199.5 km2 have been acquired for protection and compensation of impacts on tropical forest ecosystems. It is worth noting that there are 
60.9 km2 of conservation areas in the watersheds under the influence of CHEC; and 10.1 km2 reported by EPM (Transmission and Distribution) 
and that correspond to the electrical network easements that pass through declared protected areas.
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Classification of areas – EPM Group
Classification of Areas – EPM Group
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The areas reported by EPM (Water, Power Generation, Ituango Project), CHEC, EPM Chile and ENSA amount to 697.7 
km2, 78% of which correspond to natural covers (67%) and forest plantations (11%) intended to protect the water resource 
in reservoirs (15%), and necessary for the provision of public services. They make up important terrestrial and aquatic 
ecosystems that contribute to the conservation of biodiversity and ecosystem services. Only 3% of the total area is occupied 
by buildings and operational infrastructure.

Classification of areas and coverages – EPM Group
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During 2016, there was a significant increase in the natural forests area located in properties of the EPM Group, mainly due to the 
acquisition of new lands for the development of the Ituango Hydroelectric Project. The area of reservoirs decreased because the 
reservoir projected area for the Ituango Project was not included in the 2016 report. It will be reported once the filling process is 
completed. Forest plantations also decreased due to harvesting and replacement with native species.



58

Impacted and compensated areas (km2) - EPM Group

Company - 
business

Name
Area 

impacted
Compensation 

target area 

Area 
compensated 

in 2016

Aggregate 
compensation 

area

Progress 
(%)

EPM - Power 
Generation

La Sierra 
Thermal 
Power Station

0.14 0.14 0 0.14 100%

Porce III 
Reservoir 3.09 4.07 0.12 1.14 28%

EPM - Ituango 
Project

Ituango 
Project 54.30 167.89 32.68 109.49 65%

Total 57.53 172.10 32.80 110.78 64%
Source: Idsos

The EPM Group’s companies are committed to the compensation of impacts generated on biodiversity. The 2016 report describes the natural 
ecosystem areas impacted by the development, construction or operation of the projects, according to the environmental impact assessments 
and the licenses granted by the corresponding environmental authority, which constitute environmental legal commitments. An overall progress 
of 64% is observed in the compensation goals of the EPM Group. Compensation of the Bello WWTP Project was developed throigh the planting 
of 8,213 trees.
  

Management indicators

G4-EN12  Description of the most significant impacts on biodiversity in protected areas and areas of high 
  biodiversity value outside protected areas, derived from activities, products and services in 
  protected areas and areas of high biodiversity value outside protected areas.
  Electricity sector: Report the nature of significant direct and indirect impacts on biodiversity with 
  reference to: i) maintenance of transmission linear corridors, ii) fragmentation and isolation, iii) 
  impacts of thermal discharges.
G4-EU13 Comparison of biodiversity between compensated habitats and areas affected.
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Conservation of threatened species

Operational sites owned, leased or managed by EPM Group’s companies are located in different biogeographic 
regions and landscapes, from Mexico to Northern Chile. These sites include different ecosystems, from coastal and 
desert areas to montane forests and paramos, which contribute to the conservation of biodiversity and ecosystem 
services, generate regional biological corridors and provide shelter for flora and fauna species that are considered 
threatened, mainly due to their overexploitation or to the loss or alteration of their habitats.

The companies of the EPM Group take part in mandatory and voluntary programs, projects and initiatives, in their 
own or in alliance with other actors, in order to preserve biodiversity and especially threatened species included in 
the UICN Red List and other national lists, and whose habitats are located in areas where operations are developed.

Management in 2016

New threatened species reported in studies conducted by EPM, Aguas Regionales EPM, 
CHEC and HET were included, expanding the report coverage to other biogeographic 

regions, life zones and biological groups.

The biodiversity monitoring contract is being carried out in the Porce-Guadalupe biological 
corridor, which is part of the Porce II and III environmental management plan, as well as 
of the REDD+EPM project, under the CCB (Climate, Community and Biodiversity) standard, 

including the areas of Troneras, Miraflores and Riogrande.

For this 2016 report, EPM (Energy, Water, Projects and Engineering, Ituango Hydroelectric Project), Aguas Regionales 
EPM, EPM Chile, CHEC and HET reported a total of 125 species from different biological groups under some level of 
threat, which doubles the amount of species of the 2015 report (see Annex: List of threatened species.)

In EPM Energy, the biodiversity monitoring contract was started to meet the requirements of the environmental 
license of Porce III (monitoring of the neotropical otter, fauna and flora; and control to the use of canopy bridges by 
groups of silvery-brown tamarins) and Porce II (monitoring of fauna and flora.) This agreement also supervises the 
REDD+EPM project in its biodiversity component (CCB standard), with the monitoring of fauna and flora in the areas 
of Miraflores and Riogrande, which complements the information of the canyon of the Porce river.

In EPM Water, it is worth pointing out the agreement with the Parque Arví Corporation. Planting of some native 
species such as oak and Colombian pine was carried out, besides supporting the ecotourism offer and the 
environmental education, including the opening of the Vital Path.



60

In the Ituango Hydroelectric Project, we highlight the purchase of 3,715 hectares with fragments of tropical dry forest 
and tropical moist forest, which are part of the compensation for loss of biodiversity within the project.

Aguas Regionales EPM reported for the first time this year. The most important aspect was the identification of 
threatened species from coastal ecosystems to montane forests, including six species of sea turtles and blue crab.

In CHEC, it is worth mentioning the conservation of fauna and flora species associated with paramo and subparamo 
ecosystems and high Andean forests, besides including new species in tropical moist forests of the department 
of Risaralda. The company also developed environmental education programs, through paths for endemic and 
migratory birds watching in the protected area of CHEC Forests, and a series of initiatives for the management of 
conservation lands, the “Route of the Condor” project and the Program for “Repopulation of the Cauca River with 
species of native fish.”

In HET, eight threatened species were reported in the tropical moist forests of Panama, associated with the Bonyic 
hydroelectric power station.

Number of threatened species reported per year
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With the environmental management performed in 2016, threatened species reported in Aguas Regionales EPM and HET were included, 
as well as new studies and new areas managed in EPM and CHEC. At the operational sites of the EPM Group, a total of 125 threatened 
species were reported in 2016, doubling the 2015 report (61 species.) The report of species increased in all threat categories, especially 
in the Vulnerable (VU) and Near Threatened (NT) categories.



61

Threatened species – EPM Group

Threatened Species – EPM Group
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Source: Idsos

Ecosystems protected by the EPM Group are habitats that contribute to the conservation of biodiversity and ecosystem services, 
generate regional biological corridors and provide shelter to threatened flora and fauna. During 2016, 10 Critically Endangered 
(CR) species were reported, as well as 40 Endangered (EN) species, 56 Vulnerable (VU) species and 19 Near Threatened (NT) 
species, for a total of 125 species (IUCN categories.)

Number of threatened species by biological group
Biological Group CR EN VU NT Total

Fauna

Invertebrates 0 0 1 0 1

Fishes 2 4 6 0 12

Amphibians 0 3 3 4 10

Reptiles - Turtles 2 1 3 0 6

Birds 3 18 21 9 51

Mammals 0 5 12 2 19

Flora

Trees 3 7 9 4 23

Palms 0 2 1 0 3

Total 10 40 56 19 125
         Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET).
         Categories: Critically Endangered (CR), Endangered (EN), Vulnerable (VU), Near Threatened (NT)

In the operational sites of the EPM Group, thanks to the diversity of ecosystems and geographies, species of different biological groups are 
protected, many of them threatened due to overexploitation or to the loss, alteration or fragmentation of their habitats. Birds, mammals 
and trees are the most affected groups. Andean condor, spectacled bear, mountain tapir, sea turtles, jaguar, silvery-brown tamarin, otter 
and wax palm are some of the species reported.
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Number of threatened species by biological group
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By 2016, reports of threatened species increased in almost all biological groups, especially birds, in relation to the 2015 Sustainability Report. 
This is due to the input of new information from EPM, Aguas Regionales EPM, CHEC and HET. Moreover, two new biological groups were added: 
reptiles and invertebrates, which include six sea turtles and the blue crab respectively, reported by Aguas Regionales EPM on the shores of the 
Gulf of Urabá.
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Number of threatened species by type of ecosystem

Life zone / Ecosystems EPM
Aguas regionales 

EPM
CHEC HET

Montane Rain Forest 0 2 0 0

Montane Very Moist Forest 1 0 0 0

Montane Moist Forest 6 2 35 0

Low Montane Very Moist Forest 2 0 0 0

Low Montane Moist Forest 13 0 8 0

Low Montane Dry Forest 0 2 0 0

Premontane Very Moist Forest 1 0 0 0

Premontane Moist Forest 5 0 3 0

Tropical Very Moist Forest 1 0 0 0

Tropical Moist Forest 36 8 25 8

Tropical Dry Forest 2 0 1 0

Coastal and Marine Ecosystems 0 5 0 0

Xeromorphic Semi-Arid Ecosystems 
(Chile)

1 0 0 0

            Source: Idsos (EPM, CHEC, EPM Chile, HET, Aguas Regionales EPM

The operational sites owned, leased or managed by EPM Group’s Companies include diversity of life zones and terrestrial and aquatic 
ecosystems, from coastal and desert areas to montane forests, which contribute to the conservation of biodiversity. The amount of 
threatened species reported in tropical moist forests and montane forests of the area of influence of Los Nevados National Park (CHEC) 
is considerable. (Some species are reported in several ecosystems.)
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Number of threatened species by biogeographic region
Company / biogeographic region CR EN VU NT Total

EPM

Colombia - Antioquia - Metropolitan Area - Aburrá River Basin 1 5 6 0 12

Colombia - Antioquia - Middle Magdalena Region - La Sierra Thermal Power 
Station

2 4 1 0 7

Colombia - Antioquia - Western Region - Cauca River Basin - Hidroituango 2 6 12 1 21

Colombia - Antioquia - Eastern Region - Nare and Arma Rivers Basins 1 1 2 0 4

Colombia - Antioquia - Northern and Northeastern Regions - Nechí and Porce 
Basins

3 7 15 0 25

Colombia - Antioquia and Córdoba - Lower Cauca Region 0 1 0 0 1

Colombia - Cundinamarca - Nueva Esperanza Line Corridor 0 2 2 0 4

Chile - Coquimbo Region - Ovalle - Los Cururos Wind Farm 0 1 0 0 1

Aguas Regionales EPM

Colombia - Antioquia - Urabá Region 2 2 10 4 18

CHEC

Colombia - Caldas 0 3 8 11 22

Colombia - Caldas - CHEC Forests 0 9 12 1 22

Colombia - Risaralda - Chinchiná River Basin - Santa Rosa de Cabal 2 14 12 0 28

HET

Panamá - Bocas del Toro - Changuinola District - Bonyic Hidroelectric Power 
Station

0 2 2 4 8

Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET).
Categories:Critically Endangered (CR), Endangered (EN), Vulnerable (VU), Near Threatened (NT)

Operational sites owned, leased or managed by EPM Group’s companies are located in different regions, hydrographic basins and topographies. 
Biogeographic regions with the highest amount of threatened species reported are: in EPM, the Porce-Guadalupe biological corridor (REDD+ 
program) and the Hidroituango Project; in CHEC, the conservation forests; and in Aguas Regionales EPM, the coastal and forest ecosystems of 
Urabá (some species are reported in several regions.)

Management indicators

G4-EN14  Total number of UICN Red List species and national conservation list species with habitats in areas 
  affected by operations, by level of extinction risk.
EPM-01  Conservation areas.
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Annexes: Lists of threatened species

List of critically endangered (CR) species - EPM Group
Biological group Scientific name Common name

Trees 

Aniba perutilis Cumin

Cariniana pyriformis Colombian Mahogany

Magnolia espinalii Hojarasco de Espinal

Birds

Hapalopsittaca fuertesi Indigo-winged Parrot

Lipaugus weberi Chestnut-capped Piha

Ognorhynchus icterotis Yellow-eared Parrot

Fishes
Prochilodus magdalenae Bocachico

Pseudoplatystoma fasciatum Barred sorubium, Tiger catfish

Reptiles - Turtles
Eretmochelys imbricata Hawksbill Turtle

Geochelone carbonaria Red-footed Tortoise
      Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET)

List of endangered (EN) species - EPM Group
Biological group Scientific name Common name

Birds

Anas cyanoptera Cinnamon teal
Atlapetes flaviceps Yellow-headed Brush-finch
Bangsia aureocincta Gold-ringed Tanager
Capito hypoleucus White-mantled barbet
Coeligena prunellei Black Inca
Grallaria alleni Moustached Antpitta
Grallaria milleri Brown-banded Antpitta
Harpyhaliaetus solitarius Solitary Eagle
Hypopyrrhus pyrohypogaster Red-bellied Grackle
Leptotila conoveri Tolima Dove
Oroaetus isidori Isidor's Eagle
Oxypogon stubelii Buffy Helmetcrest
Oxyura jamaicensis Ruddy Duck
Penelope perspicax Cauca Guan
Podiceps occipitalis Southern Silvery Grebe
Sarkidiornis melanotos Comb Duck
Spizaetus isidori Black-and-chestnut Eagle
Vultur gryphus Andean Condor

Mammals 
Spalacopus cyanus Coruro
Tapirus bairdii Baird's Tapir
Tapirus pinchaque Mountain Tapir
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List of endangered (EN) species - EPM Group
Biological group Scientific name Common name

Mammals - Primates
Ateles geoffroyi Geoffroy’s Spider Monkey
Saguinus oedipus Cotton-headed Tamarin

     Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET)

List of endangered (EN) species - EPM Group
Biological group Scientific name Common name

Reptiles - Turtles Chelonia mydas Green Turtle

Amphibians

Andinobates bombetes Cauca Poison Frog

Hypodactylus latens Boqueron Robber Frog

Osornophryne percrassa Herveo Plump Toad

Aspidosperma polyneuron Carretto, Peroba Açú

Fishes

Ageneiosus caucanus
Doncella, Niña, Gata, Fría, Señorita, Barbul 
Rollera

Curimata mivartii Vizcaina, Cachaca, Sardina

Ichthyoelephas longirostris Jetudo, Pataló, Besote

Sorubim cuspicaudus Trans-Andean Shovelnose Catfish

Trees 

Aspidosperma polyneuron Carretto, Peroba Açú

Cedrela odorata Spanish Cedar

Juglans neotropica Andean Walnut, Cedro Negro

Magnolia hernandezii Molinillo del Rio Cauca, Copachi

Magnolia sp. nov.2 Magnolio de Jardin

Pachira quinata Ceiba Tolua, Pochote

Prioria copaifera Cativo

Palms
Ceroxylon quindiuense Quindío Wax Palm

Elaeis oleifera American Oil Palm
      Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET)
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List of vulnerable (VU) species - EPM Group
Biological group Scientific name Common name

Mammals 

Coendou vestitus Brown Hairy Dwarf Porcupine

Dinomys branickii Pacarana

Lontra longicaudis
Neotropical Otter, Neotropical River 
Otter

Mazama rufina Dwarf Red Brocket, Little Red Brocket

Myrmecophaga tridactyla artata Giant Anteater

Tayassu pecari White-lipped Peccary

Tremarctos ornatus Andean Bear, Spectacled Bear

Mammals - Felines

Leopardus tigrinus Northern Tiger Cat

Leopardus tigrinus pardinoides Oncilla, Tiger Cat

Panthera onca centralis Central American Jaguar

Mammals - Primates
Aotus lemurinus Colombian Night Monkey

Saguinus leucopus Silvery-Brown Tamarin
Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET)

List of vulnerable (VU) species - EPM Group
Biological group Scientific name Common name

Birds

Andigena hypoglauca Grey-breasted Mountain-toucan
Anthocephala floriceps Blossomcrown
Ara ambigua Great Green Macaw
Ara militaris Military Macaw
Atlapetes fuscoolivaceus Dusky-headed Brush-finch
Bangsia melanochlamys Black-and-gold Tanager
Bolborhynchus ferrugineifrons Rufous-fronted Parakeet
Chlorochrysa nitidissima Multicolored Tanager
Crax rubra Great Curassow
Grallaria rufocinerea Bicolored Antpitta
Grallaricula cucullata Hooded Antpitta
Grallaricula lineifrons Crescent-faced Antpitta
Hapalopsittaca amazonina Rusty-faced Parrot
Leptosittaca branickii Golden-plumed Parakeet
Ortalis erythroptera Rufous-headed Chachalaca
Patagioenas subvinacea Ruddy Pigeon
Penelope ortoni Baudo Guan
Pyroderus scutatus Red-ruffed Fruitcrow
Saltator cinctus Masked Saltator
Sericossypha albocristata White-capped Tanager
Setophaga cerulea Cerulean Warbler

Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET)
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List of vulnerable (VU) species - EPM Group
Biological group Scientific name Common name

Reptiles - Turtles

Caretta caretta Loggerhead Turtle

Dermochelys coriacea Leatherback

Lepidochelys olivacea Olive Ridley

Amphibians

Bolitoglossa lozanoi Lozano's Salamander

Eleutherodactylus fallax Rana de garganta manchada

Nymphargus griffithsi Ecuador Cochran frog

Fishes

Abramites eques Totumito

Callichthys fabricioi Roño

Genycharax tarpon Boquiancha

Plagioscion magdalenae Pacora, Bashaw

Pseudocolopteryx acutipennis Subtropical Doradito

Salminus affinis Dorada, Picuda

Invertebrates Cardisoma guanhumi Blue Land Crab

Trees 

Caryocar costaricense Plomillo

Dipteryx panamensis Tonka Bean

Otoba lehmannii Cuángare Otobo

Peltogyne SP Nazareno

Podocarpus guatemalensis Mountain Cypress

Podocarpus oleifolius Colombian Pine, Pino de Pasto

Prumnopitys harmsiana Uncumanu, Pino Chaquiro

Quercus humboldtii Roble, Andean oak

Tapura colombiana Nacedero

Palms Cryosophila kalbreyeri Palma Escoba
        Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET)
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List of near threatened (NT) species - EPM Group
Biological group Scientific name Common name

Mammals - Felines
Leopardus wiedii Margay

Puma concolor Puma, Mountain Lion, Cougar

Birds

Contopus cooperi Olive-sided Flycatcher

Eriocnemis derbyi Black-thighed Puffleg

Gallinago nobilis Noble Snipe

Odontophorus hyperythrus Chestnut Wood-quail                    

Psittacara wagleri Scarlet-fronted Parakeet

Spizaetus ornatus Ornate Hawk-eagle

Tinamus major Great Tinamou

Tryngites subruficollis Buff-breasted Sandpiper

Vermivora chrysoptera Golden-winged Warbler

Amphibians

Colomascirtus larinopygion Rana chocolate

Colostethus fraterdanieli Santa Rita Rocket Frog

Pristimantis altae Mountain Robber Frog

Pristimantis simoterus Albania Robber Frog

Trees 

Hymenea courbaril Courbaril, West Indian Locust

Myroxylon balsamum Tolu Balsam

Platymiscium SP Clover

Retrophyllum rospigliosii Pino Hayuelo, Pino de Monte
     Source: Idsos (EPM, Aguas Regionales EPM, CHEC, EPM Chile, HET)
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Quality of the organizational climate

Collective perception of employees regarding the company’s practices, policies, structure, processes, and systems 
that has an impact on the human environment in which daily work takes place.

Organizational climate directly influences employees’ satisfaction, commitment, and productivity, which allows for 
the achievement of the company’s goals.

Stakeholders vision

Transparent communication expectations, creation of spaces of trust to express the feelings regarding organizational 
dynamics, coherence between strategic speeches and decisions, employees’ emotional well-being, balance 
between work and family life, and balance between professional contribution and recognition.

Importance

The quality of the organizational climate directly influences employees’ satisfaction, commitment, and productivity, 
and therefore, the achievement of the company’s goals. It creates social value among EPM Group’s people and 
EPM Group’s companies and extends it to the other stakeholders in terms of trust and legitimacy.
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Main achievements

Goals for 2016 Achievements for 2016 Compliance

EPM: Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

Actions led by the organization:

Head’s Support - Leadership Features:
• Twenty-two “Coffee with the Manager” conversations were 

held, where EPM managers talked about what was expected 
from the leader EPM and the organization climate and risk 
improvement plans.

• Executive coaching support to 87 out of the 145 prioritized 
executives.

Organizational Clarity - Role Clarity:
• The 2016 - 2019 challenges and the statement of EPM People 

Closeness were socialized.
• All EPM executives participated in the meetings with the CEO 

regarding the Balanced Scorecard and its progress.
• Interpersonal Relationships – Social relationships at work: 

Support to 40 work teams for their development.

Perceived organizational support:
• The overtime notice was adjusted, which benefited 480 

employees with the inclusion of the following positions: 
integrated operations leader and maintenance and service 
operations technologist.

• The promotion process was developed as a tool for the 
promotion and development of talent.

• The skills of 2,407 technicians and technologists were 
evaluated, and 1,148 employees started to be evaluated on 
the sustainability curve, in order to identify their capacities and 
continue with their comprehensive development.

Total

CHEC: Analysis of the 
results obtained in the 
survey, and delivery 
of these results to the 
entire company.

The results of the measurement were socialized with the members 
of the work teams and individual contributors of the areas, and 
Nominal Groups were created to identify the shared perceptions in 
relation to some strategic variables.

Total
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Goals for 2016 Achievements for 2016 Compliance

CHEC: Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

The preparation of action plans with the different work teams, 
integrating the results of the organizational climate and quality of 
life measurements, was supported. Improvement actions were 
identified for Organizational Development, Communications, 
Learning, Quality of Life and IT.  Based on the concerns identified 
in Organizational Clarity, a presentation of frequently asked 
questions and answers was prepared and it was then shared with 
heads and managers and published in a blog for consultation by 
all employees.

Total

CENS: Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

The 2015 measurement report was received and the results of the 
assessment were delivered and disseminated to CENS steering 
group and its work teams.

• The action plans defined under the Nominal Group 
methodology were formally delivered.

• The action plan documents were created in the management 
system module.

• The Human and Organizational Development Team 
monitored every three months the follow-up of the actions 
defined in the plans of the work teams intervened.

Total

EDEQ: Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

• Delivery of results to the steering group and to the entire 
organization through the Business Forum, where EDEQ‘s 
organizational climate profile was announced (100%).

• Delivery of results to the planned teams, which allowed 
each one to contribute from their role and relationship to the 
improvement of the variables with a poor score in their work 
team (86%).

• Strengthening of the leaders’ competences to manage 
organizational climate in their work teams (83%).

• Implementation of the training spaces planned, which were 
voluntarily attended by employees from different work teams.  
This allowed clarifying and strengthening concepts and 
practices related to relationships, work environment and role 
clarity, among others (100%).

Partial

ESSA: Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

100% progress in monitoring the development of the plan to close 
the gaps in organizational climate. Total

Aguas del Oriente: 
Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

• To improve the results, two meetings to strengthen 
relationships with employees were held. 

• To avoid stress due to availability, work shifts were not 
modified.   

Partial
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Goals for 2016 Achievements for 2016 Compliance
Aguas Nacionales: 
Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

Implementation of the activities scheduled to achieve the goal. Total

Emvarias: Definition 
and implementation of 
an action plan based 
on the organizational 
climate survey results.

No organizational climate survey was conducted in 2015 and 
2016. Not met

Aguas Regionales: 
Definition and 
implementation of 
an action plan based 
on the organizational 
climate survey results.

The action plan was not defined because no quality of life survey 
was conducted in 2015. Not met

Aguas de Malambo: 
Definition and 
implementation of 
an action plan for the 
organizational climate 
survey results.

The organizational climate survey was not conducted. In October, 
the quality of life survey was conducted.  Not met

HET: Consolidation 
of a human team for 
management per areas 
in the organization.

Structuring of processes and procedures per area of work, 
specialization of roles and horizontal integration of the 
organization.

Total

Aguas Antofagasta: 
Definition and 
implementation of 
an action plan for the 
organizational climate 
survey results.

An organizational climate improvement action plan, approved by 
the executive team, was defined and implemented in accordance 
with the results obtained at the end of 2015 in the Great Place to 
Work assessment.  In the measurement, an average of 85.6 was 
achieved.

Total
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Challenges

Challenge
Completion 

year
Scope and coverage Compliance 

indicator
Territory Business Company

Delivering the 2016 
organizational climate 
measurement, with 
nominal groups and 
action plan.

2017 Caldas

Power 
Generation 

and 
Transmission

Central 
Hidroeléctrica 
de Caldas - 

CHEC

100%

Measuring 
organizational climate 
for the October-
November 2017 period.

2017 Santander

Power 
Generation 

and 
Transmission

Electrificadora 
de Santander - 

ESSA
100%

Increasing the indicator 
in the aspects approved 
by the Steering 
Committee on January 
30, 2017.

2017 Santander

Power 
Generation 

and 
Transmission

Electrificadora 
de Santander - 

ESSA
100%

Monitoring the 
departments and work 
teams so that they will 
implement the proposed 
plan.

2017 Santander

Power 
Generation 

and 
Transmission

Electrificadora 
de Santander - 

ESSA
100%

Measuring 
organizational climate in 
2017, as defined by the 
Corporate Core.

2017 Caldas

Power 
Generation 

and 
Transmission

Central 
Hidroeléctrica 
de Caldas - 

CHEC

Report submitted 
by the provider 
of the results 
of the 2017 
organizational 
climate 
measurement.

Defining action plans 
based on the results 
of the organizational 
climate survey.

2017 Rionegro Water Supply

Empresa 
de Aguas 

del Oriente 
Antioqueño

100% compliance 
with plan.

Defining the human 
resource management 
plan.

2017 Panama Power 
Generation

Hidroecológica 
del Teribe - HET

Document 
approved by the 
president and 
validated by EPM 
parent company.

Implementing the 
strategies of the human 
resource program.

2018 Panama Power 
Generation

Hidroecológica 
del Teribe - HET

Compliance with 
the program 
per year and 
semester.
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Challenge
Completion 

year
Scope and coverage Compliance 

indicatorTerritory Business Company
Achieving a score 
equivalent to or greater 
than 71.6 in the 2017 
organizational climate 
survey.

2017 Chile Water Supply
Aguas de 

Antofagasta - 
Adasa

Percentage 
obtained in the 
organizational 
climate survey.

Establishing and 
implementing 
strategies (spaces for 
integration, learning 
and professional, family 
and social development) 
to face situations that 
may alter welfare and 
generate negative 
changes in professional 
and non-professional 
conditions, or levels of 
stress in the employees 
of the company.

2017  Antioquia Water Supply Aguas 
Nacionales EPM

Activities 
implemented/ 
Activities 
planned.

Disclosure to all levels of 
the organization. 2017 El Salvador Power 

Distribution

Distribuidora de 
Electricidad del 

Sur - Delsur

Number of areas 
where disclosure 
took place / 
Number of areas 
of the company.

Defining and 
implementing, in each 
management, an action 
plan based on the results 
of the organizational 
climate survey.

2017 El Salvador Power 
Distribution

Distribuidora de 
Electricidad del 

Sur - Delsur

Number of plans 
authorized per 
management/ 
Number of 
managements.

Implementing 
the permanent 
organizational climate 
management plan.

2017 Guatemala Power 
Distribution

Empresa 
Eléctrica de 

Guatemala - 
Eegsa

100% compliance 
with plan.

Measuring 2017 
organizational climate. 2017 Norte de 

Santander
Power 

Transmission

Centrales 
Eléctricas 

del Norte de 
Santander - 

CENS

Percentage 
of progress 
regarding 
timetable.

Delivering the results to 
the remaining 10 work 
teams, so that leaders 
can include activities for 
improving or sustaining 
variables in their work 
plans.

2017 Quindío Power 
Transmission

Empresa de 
Energía del 

Quindío - EDEQ

Reports 
submitted / 
Planned report 
submissions. 
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Challenge
Completion 

year
Scope and coverage Compliance 

indicatorTerritory Business Company
Measuring 
organizational climate 
in 100% of the EDEQ 
plant operating on the 
implementation date 
defined by the business 
group.

2017 Quindío Power 
Transmission

Empresa de 
Energía del 

Quindío - EDEQ

Organizational 
climate profile 
of 54% within 
the average 
high level of the 
reference.

Defining and 
implementing an action 
plan for the quality of life 
survey results.

2017 Antioquia Water Supply
Aguas 

Regionales EPM
Action plan 
defined.

Implementing actions 
defined in the action 
plan.

2017 Antioquia Water Supply
Aguas 

Regionales EPM

Actions 
implemented/ 
Actions 
proposed.

Management indicators

EPM-02  Results of the organizational climate assessment.

Sustainable Development Goals
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Organizational climate

Collective perception regarding the company’s practices, policies, structure, processes, and systems and its 
resulting reaction that has an impact on the human environment in which daily work, satisfaction, commitment, 
and productivity take place.

It is defined by the leader’s performance, people’s commitment, and the way they work and interact. In this regard, 
organizational climate is a collective development that calls for the commitment of all those involved.

The quality of the organizational climate directly influences employees’ satisfaction, commitment, and productivity, 
and therefore, the achievement of the company’s goals. It creates a social value among EPM Group’s people and 
EPM Group’s companies and extends it to the other stakeholders in terms of trust and legitimacy.

Management in 2016

To nurture the work environment, “A Coffee with the Manager” becomes an opportunity 
for executives in the organization to chat and talk about their management with their work 

teams.

At EPM, organizational climate was measured, with a participation of 78.4% of the population. The score obtained 
is set at the mid-high level of the scale, with a score of 54.2, which suggests favorable perceptions in relation to the 
work realities studied.

Executives in the organization were delivered the results of the quality of life, psychosocial risk and organizational 
climate measurements.  With their human team, each head established actions to strengthen the work environment 
in their respective department, while a meeting was held with managers and leaders to socialize the activities that 
the organization is implementing to strengthen the work environment.  Likewise, an activity was carried out to 
socialize and share success stories and opportunities for improvement based on the actions that have strengthened 
the work environment within the departments.

In general, in all the companies of the Group where this measurement took place in 2016, there was a significant 
improvement in the result compared to that of the previous year. Actions for the improvement of the organizational 
climate are being developed under suitable conditions within the framework of the management plans defined in 
each of these companies.  In the Group’s companies in Colombia, the measurement focused on the promotion of 
the target culture, the style of leadership and the comprehensive management of human talent.

It is noted that EPM and some affiliate companies were able to integrate the results of the organizational climate 
and quality of life measurements to develop their action plans.
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Organizational climate results

Indicators 2014 2015 2016

EPM 54.0 52.9 54.2

Aguas de Oriente Antioqueño 36.4 N.A. N.A.

Adasa 72 65 71.6

Emvarias 67.7 N.A. N.A.

CHEC N.A. 52.8 N.A.

ESSA N.A. 47.7 49.4

EDEQ N.A. 53.3 N.A.

CENS N.A. N.A. 55.7

Delsur N.A. N.A. 85.6

Eegsa 80 pts 84 pts 86 pts

ENSA 84 79 77

The measuring tool and the frequency of implementation are not the same for all the Group’s companies.  For this reason, it is not possible to 
have a consolidated analysis of the results.  However, the upturn in the results obtained in EPM, ESSA and Eegsa should be highlighted.

In general, in all the companies of the Group where this measurement took place in 2016, there was a significant improvement in the result 
compared to that of the previous year.  

The results of EPM’s organizational climate are updated for 2016. Information provided by the consultant.

Management indicators

EPM-02  Results of the organizational climate assessment.
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      Quality and safety of products and services 

Technical and commercial characteristics inherent to the service, to meet the expectations of customers and users 
and regulatory and control requirements. This aspect includes service quality, continuity, and safety, as well as 
issues related to assistance, education, communication, customer satisfaction, and corporate reputation.

Stakeholders vision

Stakeholders, especially customers and users, mainly expect the organization to provide safe and quality services. 

Importance

Economic value is associated with the objective of process optimization–basis of the competitiveness of the Group’s 
businesses–and quality to satisfy customers and users requirements.

Regarding social value, product quality has an impact on quality of life and human development. Moreover, safety 
protects life and health of internal and external stakeholders.
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Main achievements

Goals for 2016 Company Achievements for 2016 Compliance

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order to 
preserve users’ health.

EPM To December, 2016, the Water Quality Risk 
Index (WQRI) was below 5%. Total

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order to 
preserve users’ health.

Aguas del 
Oriente

To December, 2016, the Water Quality Risk 
Index was below 0.64%. Total

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order to 
preserve users’ health.

Aguas de 
Malambo

To December, 2016, the Water Quality Risk 
Index was below 0.0%. Total

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order to 
preserve users’ health.

Aguas 
Regionales

To December, 2016, the Water Quality Risk 
Index was below 0.3% for the Western 
Region and 0.1% for the Urabá Region.

Total

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order to 
preserve users’ health.

Aguas 
Nacionales

To December, 2016, the Water Quality Risk 
Index was below 2.8%. Total

Increasing the continuity of the 
water supply service to 84% in 
the Urabá region.

Aguas 
Regionales

Continuity of service in 2016 was 84%. 
Pressurization actions, valve handling, 
adjustments in plants, among other 
actions, were carried out allowing the 
Carepa and El Reposo systems to have a 
24-hour continuity in their services. 

Total
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Goals for 2016 Company Achievements for 2016 Compliance

Providing water supply service 
in western Antioquia, with a 
99.6% continuity.

Aguas 
Regionales

The continuity of the service in 2016 was 
99.7%, thanks to the implementation of 
the strategy of systematic search for leaks, 
as well as the timely repair of leaks and 
damages. 

Total

Providing water supply service 
in eastern Antioquia, with a 
99.9% continuity.

Aguas del 
Oriente

Continuity of service in 2016 was 99.8%. The 
goal was not achieved mainly because of 
the following: 
* Deterioration of water supply networks 
causing more damages.
* Execution of infrastructure works causing 
cutoffs and damages.
* Criticality of pressure and continuity in 
upper-ground sector in the municipality 
which was solved with the installation of a 
tank in the sector.

Partial

Decreasing to 7.04 the 
indicator of water losses (LRBU) 
- Water Supply.

EPM For 2016, the Loss Rate per Billed User was 
6.63. Total

Decreasing to 23.01 the 
indicator of water losses 
(LRBU)- Water Supply.

Aguas de 
Malambo

For 2016, the Loss Rate per Billed User 
was 19.54. Progress was made in the 
replacement of networks in the municipality 
with resources from the department, 
as well as in the installation of 2,926 
micrometers in different sectors of the 
municipality. 

Total

Aguas de Occidente: 
Decreasing to 8.20 the 
indicator of water losses 
(LRBU)- Water Supply.

Aguas 
Regionales

For 2016, the Loss Rate per Billed User was 
8.81. Although the goal was not achieved, 
actions were established to improve the 
metering and the search for leaks. 

Partial

Aguas de Urabá: Decreasing 
to 13.91 the indicator of water 
losses (LRBU) - Water Supply.

Aguas 
Regionales

For 2016, the Loss Rate per Billed User 
was 12.16. Strategies of loss management, 
systematic search for leaks, pressurization 
of the Brisas del Mar neighborhood in 
Turbo, installation of public standpipes 
in informal settlements, among other 
strategies, were carried out.

Total

Decreasing to 3.20 the 
indicator of water losses 
(LRBU)- Water Supply.

Aguas del 
Oriente

For 2016, the Loss Rate per Billed User was 
7.30. An action plan was prepared to detect 
technical or commercial leaks. 

Partial
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Goals for 2016 Company Achievements for 2016 Compliance
Managing the maintenance 
and operation of the water 
supply, sewerage and 
sanitation systems in the 
urban area of the municipality 
of Quibdó, in Chocó.

Aguas 
Nacionales

Continuity of the water service during 11 
hours in average.

As for water quality, the Water Quality Risk 
Index (WQRI) < 5 average was achieved for 
2016.

Total

Energy service: Reducing 
SAIDI’s value to 13.06 and 
SAIFI’s to 6.39.

EPM

SAIDI: 14.71
SAIFI: 7.59
In December, SAIDI’s value decreased 
by 0.3%, reaching a value of 14.71 hours, 
which means the target was not met (1.1 
hours over it).

The indicator of the quality group 2 showed 
the greatest variation, with an increase 
of 3.5%. The causes that most influenced 
SAIDI were those associated to atmospheric 
conditions (18%), tree or branch (15%) and 
extension and/or rectification in distribution 
networks (9%).

In December, SAIFI’s value decreased by 
1%, reaching a value of 7.59 times, which 
means the target was not met (0.83 times 
over it).

The quality group 4 showed the greatest 
variation, with a decrease of 2.4%. The 
causes that most influenced SAIFI were 
those associated to distribution sub-
transmission line failure (16%), unknown 
cause (11%) and extension and/or 
rectification in distribution networks (9%).

Partial



85

Goals for 2016 Company Achievements for 2016 Compliance

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service: 
ESSA: 
SAIDI 37.22  
SAIFI 18.91 

ESSA

SAIDI: 32.85
SAIFI: 21.17
The SAIDI indicator shows that, by 
December 2016, the service was 
interrupted for 32.8 hours, time during 
which the average customer experienced 
an interruption in the electricity supply in 
a period of one year. This average time in 
which ESSA’s customers experienced this 
interruption was mainly due to scheduled 
maintenance activities, weather conditions, 
and failures on the network. However, 
the indicator met the target satisfactorily, 
improving by 5 hours the limit value.

This evident improvement in the 
performance of the SAIDI indicator is 
influenced by the actions implemented 
during part of 2015 and throughout 2016 
under the Phase I quality improvement 
plan. These activities comprised four 
lines of action: installation of reclosers, 
maintenance and implementation of 
the study of coordination of protections, 
maintenance of 34.5 kV lines and 
communications; all these implemented in 
the feeders having a greater impact in the 
average quality of the system.

Partial

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service: 
CENS: 
SAIDI 33.06 
SAIFI 11.00 

CENS

SAIDI: 40.02
SAIFI: 10.57
During 2016, the SAIDI increased by 7.57 
points and the SAIFI decreased by 0.54 points 
compared to the previous year, that is, an 
improvement in the SAIFI was observed during 
this period.

The climate conditions of last semester, 
particularly the strong winds from July to 
September and the rains of the end of the year, 
increased the SAIDI by 20% compared to 2015. 
Next year, an action plan will be developed to 
align the index with the regulatory demands 
and the Business Group goals.

Partial
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Goals for 2016 Company Achievements for 2016 Compliance

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service: 
EDEQ: 
SAIDI 9.24  
SAIFI 13.3

EDEQ

The SAIDI registered in 2016 is 8.89 
hours, meeting the annual goal of 9.24 
hours at 104%. Quality groups 2, 3 and 4 
improved compared to the previous year. 
On average, a good indicator is perceived 
throughout the year, registering the best 
values in the months of October and 
November.

Total

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service: 
CHEC: 
SAIDI 26.33 
SAIFI 24.62

CHEC

SAIDI went from 27.5 hours in 2015 to 26.01 
hours in 2016, and SAIFI went from 25.59 
times in 2015 to 24.21 times in 2016. 

In 2016, it was possible to continue with 
the expansion and replacement of the 
key electrical infrastructure. With this, it 
has been possible to improve the quality 
of the energy service, thereby enabling to 
meet the goals proposed for 2016 in terms 
of SAIDI and SAIFI. This improvement in 
infrastructure and maintenance strategies 
leads to a percentage of local distribution 
system availability of 99.7%.

Partial

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service: 
Eegsa: 
SAIDI 3.59  
SAIFI 2.56

Eegsa

SAIDI: 3.6
SAIFI: 2.5
In 2016, at Eegsa, the SAIDI and SAIFI 
indicators reduced by 2.5 and 6.3%, 
respectively, compared to 2015.

Total

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service: 
Delsur: 
SAIDI 29.3  
SAIFI 12.6

Delsur

SAIDI: 22.9
SAIFI: 11.5
Continuity in changing the protection 
coordination scheme, and successful 
development of several pilot tests for the 
installation of equipment called fuse saver, 
which will support the improvement of the 
technical indicators, as well as the failure 
rate.

Partial
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Goals for 2016 Company Achievements for 2016 Compliance

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service:

ENSA: 
SAIDI 18.35 
SAIFI 9.27

ENSA

SAIDI 15.44
SAIFI 7.36
The results obtained in 2016 show that 
investment in projects to improve the 
reliability of the service (Installation of 
Protective Equipment-Reclosers, Reflection 
Centers and Shielded Cable) coupled with 
the implementation of a maintenance plan 
have yielded good results. 

In 2016, there was an improvement of 16% 
for SAIFI and 2% for SAIDI compared to 
2015. 

Total

Decreasing to 8.84% the 
indicator of energy losses (loss 
rate).

EPM

LRRNO: 7.58
Actions have been taken to control and 
reduce losses in the Antioquia region, 
meeting the loss indicator (EPM’s official 
NO loss index in December 2016 closed at 
7.58%, i.e. 0.89% below the target set for 
this month, which was 8.43%). The energy 
recovery target was met, which was 27.26 
GWh for December, obtaining in total a 
recovery of 36.69 GWh without having fully 
consolidated December. 

Total

Decreasing to 11.95% the 
indicator of energy losses (loss 
rate).

CENS

In December 2016, the loss index was 
13.59%. The following were some of the 
causes that affected the expected result: 
irregular connections in substandard 
human settlements (SHS) and illegal 
connection of transformers in rural 
areas. Work continues on the control and 
reduction lines of action, giving priority 
to constructing networks and allowing 
customers in SHS access to the service and 
approaching municipal entities in order to 
obtain permits to be able to provide the 
service in new sectors.

Partial
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Goals for 2016 Company Achievements for 2016 Compliance

Decreasing to 12.06% the 
indicator of energy losses (loss 
rate).

ESSA

In December 2016, the loss index was 
12.19%, not meeting the projected target 
for the end of the year which was 12.06%. 
One of the causes that affected the 
expected result was that the operational 
management was not fully developed. 
We highlight the development of activities 
such as: Management in transformers 
with high losses, entrance to billing of 
customers-users by Dignifying Homes 
program, intervention of customers-users 
including social management, intervention 
in settlements.

Partial

Decreasing to 8.55% the 
indicator of energy losses (loss 
rate).

EDEQ

LRRNO: 8.27
By November, the loss rate of the NO 
has a compliance of 103% regarding the 
proposed target. The 12-month billed days 
are 365.71, 0.29 days less than those 
of purchase. Due to this, the indicator is 
affected at 285 MWh/year. Level-1 losses 
represent 5.76%, 2.30 percentage points 
below the regulatory set value for this level 
of voltage.

Total

Decreasing to 9.26% the 
indicator of energy losses (loss 
rate).

CHEC

The target of recovery of energy losses is 
met, placing them at 8.92%, lower than 
the levels approved by the regulatory 
entity, with investments, in 2016, of COP 4.7 
billion and a reduction of 0.24% in the loss 
indicator. This has allowed us to recover the 
rate of 100% of the current losses, all this 
betting on sustainability.

Regarding Social Management of losses, 
the development of 13 community and 
interinstitutional processes, participatory 
and civic in nature, impacted 19,767 
people in the municipalities of Manizales, 
La Dorada and the indigenous reserves 
of Riosucio, specifically San Lorenzo and 
Cañamomo Lomaprieta. The themes 
addressed with the communities were civic 
culture, culture of legality and rational use 
of energy.

Total
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Goals for 2016 Company Achievements for 2016 Compliance

Decreasing to 5.35% the 
indicator of energy losses (loss 
rate).

Eegsa

LRRNO: 4.94
For this 2016, as a result of the 
management of non-technical losses and 
the investment projects to reduce technical 
losses, the closing loss level of Eegsa 
reduced by 7.7% compared to 2015.

Total

Decreasing to 9.3% the 
indicator of energy losses (loss 
rate).

Delsur

In December 2016, the loss index was 
9.26%, meeting the target set for the end 
of the year which was 9.3% of total losses. 
An action plan has been defined besides 
the initially considered, so that in 2017 the 
target of 8.5% will be achieved.

Total

Decreasing to 11.55% the 
indicator of energy losses (loss 
rate).

ENSA

In December 2016, the loss rate was 11.12%, 
meeting the target set for the end of the 
year which was 11.55%. We managed to 
reduce the management indicators for the 
analysis. In operational management, the 
annual inspection of indirect customers 
was implemented and the effectiveness of 
the actions sent to the field increased. The 
increase in operational capacity did not 
occur at the beginning of 2016 as planned, 
but in the second half of the year, and SAP 
is implemented.

Total

Having overcome the crisis of 
El Niño, continuing to spread 
the messages of responsible 
consumption of public utilities, 
as a coherent expression 
of the EPM Group on how 
convenient it is for the society 
to properly use them.

EPM Group

Programs of direct contact with customers, 
users and the community, such as We Are 
There For You, World’s Protector in Your 
School, Hanging Out at the UVA, among 
others, included fun and awareness-raising 
activities regarding good use of resources 
and responsible use of public utilities.

Moreover, through mass-media 
campaigns, educational messages were 
transmitted to more than 2 million people. 
The following campaigns are highlighted: 
Safe and Legal Use of Electrical Energy, 
Periodic Inspections of the Natural Gas 
Service, Water Month, El Niño, and New 
Pricing Framework for the water supply and 
sewerage services.

Total
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The EPM Group, with the purpose of continuously improving its relationship, closeness and engagement with the customers, modified in 2016 
the loyalty assessment methodology, in which satisfaction is an input that contributes to its construction, considering the different attributes 
assessed. The recommendation factor was included in the model, and it was decided to weigh the indicators based on entries, according to 
each segment established, just as companies currently use it worldwide. Therefore, the values of the goals set in 2015 are not comparable with 
the results obtained in 2016. The improvement in the indicators will be assessed taking this baseline into account, as a result of the initiatives that 
will be developed since 2017 to improve the customer’s experience and, consequently, their loyalty. Among these initiatives are: strengthening 
of the systems of service and repair of damages, improvements in the communication and implementation of cutoffs, scheduling of special 
activities of the commercial operation; “More Convenient Bill”, to provide customers with relevant and specific information through the bill; the 
education and communication program, “We are there for you”, with presence in 35 places of Antioquia; proactive conversations with customers 
through employees and contractors who have contact with them in the field, and analysis of the customer’s experience with EPM in the actual 
relevant moments, in order to define and implement timely actions and thus, generate greater closeness.

Challenges

Challenges
Completion 

year
Scope and coverage Compliance 

indicatorTerritory Business Company

Decreasing to 6.96% the 
indicator of water losses 
(LRBU) - Water Supply.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

EPM Loss rate

Decreasing to 22.11% the 
indicator of water losses 
(LRBU) - Water Supply.

2017
Colombia - 
Malambo

Water supply 
and Sanitation

Aguas de 
Malambo

Loss rate

Aguas de Occidente: 
Decreasing to 7.90% the 
indicator of water losses 
(LRBU) - Water Supply.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

Aguas 
Regionales

Loss rate

Aguas de Urabá: Decreasing 
to 13.42% the indicator of 
water losses (LRBU) - Water 
Supply.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

Aguas 
Regionales

Loss rate

Decreasing to 2.95% the 
indicator of water losses 
(LRBU) - Water Supply.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

Aguas del 
Oriente

Loss rate

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order 
to preserve users’ health.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

Aguas del 
Oriente

Water quality 
risk index 
(WQRI).
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Challenges
Completion 

year
Scope and coverage Compliance 

indicatorTerritory Business Company

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order 
to preserve users’ health.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

Aguas 
Regionales

Water quality 
risk index 
(WQRI).

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order 
to preserve users’ health.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

Aguas de 
Malambo

Water quality 
risk index 
(WQRI).

Keeping the water quality 
risk index (WQRI) lower 
than 5%, through the water 
purification process control 
and management in all 
affiliate companies, in order 
to preserve users’ health.

2017
Colombia - 
Antioquia

Water supply 
and Sanitation

EPM
Water quality 
risk index 
(WQRI).

Reducing the indicator of 
losses and recovering energy, 
11.33% - 33.96 GWh 

2017 Colombia Energy ESSA Loss rate

Reducing the indicator of 
losses and recovering energy, 
13% - 20 GWh

2017 Colombia Energy CENS Loss rate

Reducing the indicator of 
losses and recovering energy, 
8.46% - 1.08 GWh

2017 Colombia Energy EDEQ Loss rate

Reducing the indicator of 
losses and recovering energy, 
8.84% - 7.93 GWh 

2017 Colombia Energy CHEC Loss rate

Reducing the indicator of 
losses and recovering energy, 
7.52% - 71.46 GWh

2017 Colombia Energy EPM Loss rate
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Challenges
Completion 

year
Scope and coverage Compliance 

indicatorTerritory Business Company

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service:
SAIDI 31.27
SAIFI 33.27

2017 Colombia Energy CENS
Indicators of 
quality and 
continuity. 

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service:
SAIDI 30.36
SAIFI 23.65

2017 Colombia Energy ESSA
Indicators of 
quality and 
continuity. 

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service:
SAIDI 8.92
SAIFI 25.17

2017 Colombia Energy EDEQ
Indicators of 
quality and 
continuity. 

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service:
SAIDI 28.40
SAIFI 29.20

2017 Colombia Energy CHEC
Indicators of 
quality and 
continuity. 

Achieving the following values 
in the indicators of quality 
and continuity of the energy 
service:
SAIDI 14.38
SAIFI 9.47

2017 Colombia Energy EPM
Indicators of 
quality and 
continuity. 

Meeting the regulated loss 
levels with a value lower than 
3.3% of total system losses.

2017
Colombia - 
Antioquia

Gas EPM
Indicator of 
losses
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Management indicators

G4-PR2  Total number of incidents of non-compliance with regulations and voluntary codes concerning the 
  health and safety impacts of products and services during their life cycle, by type of outcomes.
G4-PR5  Results of surveys measuring customer satisfaction.
G4-PR7   Total number of incidents of non-compliance with regulations and voluntary codes concerning 
  marketing communications, including advertising, promotion, and sponsorship, by type of 
  outcomes.
G4-PR8  Total number of substantiated complaints regarding breaches of customer privacy and losses of 
  customer data.
G4-PR9  Monetary value of significant fines for non-compliance with laws and regulations concerning the 
  provision and use of products and services.
G4-EU25  Number of injuries and deaths involving the organization’s assets, including legal sentences, 
  settlements and pending legal cases of diseases.
G4-EU28  Average frequency of blackouts.
G4-EU29  Average duration of blackouts.
G4-EU30  Average availability of generation plants, by energy source and regulatory system. 
EPM-03  Loss rate.
EPM-04  Customer service channels.
EPM-05  Grievance indicator.

Sustainable development goals
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Service quality and continuity

Service quality comprises technical and commercial characteristics inherent to its provision that must meet the 
expectations of users and the requirements of regulatory and control entities.

Continuity refers to how long the user has access to the service.

Management in 2016

The EPM Group supplied water suitable for human consumption. Among the companies 
that supply water, the water quality risk index (WQRI) highest value was 1.7%, significantly 

lower than the maximum permitted by law, which is 5%. Continuity in the water supply 
service is highlighted in the Urabá region, where the continuity indicator increased from 

77.5% to 84.3%.

With the aim of optimizing and improving the provision of the electrical energy service, the 
EPM Group allocates each year resources for the maintenance and modernization of its 

networks and equipment. We highlight the improvement in infrastructure and maintenance 
strategies at the company CHEC, which reached a local distribution system availability of 

99.7%.

EPM Group’s energy companies improved the SAIDI indicator results in 2016, with the exception of CENS that 
obtained 40.02 in 2016 compared to the good result it achieved in 2015, which was 32.45.

The SAIFI indicator results improved in six Colombian companies of the EPM Group, with the exception of the 
companies EPM and ESSA which showed increases compared to 2015.

The international affiliates improved their indicators in 2016 with changes in the protection coordination scheme 
and installation of protective equipment and shielded cable. We highlight the average indicators of service quality 
and continuity in the last three years for the companies Eegsa (Guatemala) and ENSA (Panama).

The following activities and results stand out in 2016:

ESSA: The SAIDI indicator shows that there were 32.8 hours of interruption during the year, which means that the 
goal has been satisfactorily met, with a 5-hour improvement over the limit value, thanks to the actions carried out in 
2015 and 2016 within the framework of the Phase I quality improvement plan. The SAIFI indicator, meanwhile, shows 
that 21.17 times the average customer of the system experienced service interruption along the year.
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CENS: The SAIDI indicator increased by 20% compared to that of 2105. Among other situations, there were strong 
winds from July to September and frequent rains at the end of the year.

CHEC: Network optimization (installation of electronic equipment for network automation) and effective coordination 
activities between operation and maintenance were carried out, which mitigated the time of service interruptions. 
Improvement in infrastructure and maintenance strategies leads to a percentage of local distribution system 
availability of 99.7%.

EDEQ: Users experienced electricity interruption for an average of 8.89 hours in 2016, according to the value 
obtained for the SAIDI indicator, which improved by 8.4% compared to that in 2015 and exceeded the target of 4%. 
Activities to improve the quality of the service were developed such as implementation of the program of continuous 
improvement of quality of service (PCIQS), phase marking and circuit balancing and installation of repeater fuses, 
among others. The SAIFI indicator exceeded the 2016 target by 3.9%. On average, users experienced electricity 
interruption 12.62 times in the year. In spite of the failures registered in the 33 kV lines, actions such as the decrease 
in the time of response to unscheduled events and the installation of reclosers in the network contributed to the 
good result.

Eegsa: In 2016, there was a reduction in the SAIDI (3.59) and SAIFI (2.46) indicators, as a result of the improvement 
projects developed to mitigate problems in the distribution network.

Delsur: Several pilot tests for the installation of equipment called fuse saver were successfully conducted, which will 
support the improvement of the technical indicators.

ENSA: The company invested in projects to improve the reliability of the service. The installation of protective 
equipment-reclosers, reflection centers and shielded cable allowed achieving the good results of 2016.

At EPM, the water service continuity index was 99.9%, higher than the 99.7% target, maintaining the service  
provision above what is defined by regulations.

In Urabá, it was possible to provide the service 24 hours a day in the Carepa and El Reposo systems, as a result 
of the distribution of flows and sectorization, as well as increases in capacity in the water purification process, 
respectively. In order to comply with the “Turbo 24 hours” program, infrastructure optimization, neighborhood 
standardization and management of contributions under condition were carried out in this location.

Emvarias provided services of waste collection and disposal at La Pradera landfill, which benefits the inhabitants of 
30 municipalities of Antioquia. In order to ensure 100% continuity in the provision of this service, the third and fourth 
phases of the Altaír landfill cell were built, and studies to process the license of the Cumbre I and Cumbre II landfill 
cells were started. In addition, door-to-door waste collection in Medellín was contracted with 33 community action 
boards in areas of the city where, due to impossibility of the collecting vehicle to access them, it is not possible to 
provide the service under normal conditions. This measure represents a solution in providing the service to 41,710 
inhabitants on average, with an additional benefit in the generation of 194 jobs.
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In the affiliate company, Ticsa, service quality is measured in all the wastewater treatment plants. Laboratory tests 
are conducted to verify that the quality of the water treated meets the standard agreed in the service contract.

In 2016 and according to what is required by regulations, EPM’s gas supply service had 100% compliance with 
ELSI (Equivalent length of service interruption), PIIP (Pressure index in individual pipeline), and OI (Odorization index) 
indicators. The indicator of response to high priority events, which aims at being present in high priority events in 
less than one hour, obtained a result of 97% in 2016.

Companies in Colombia

Company 2014 2015 2016

EPM 99.90% 99.94% 99.9%

Aguas del Oriente 100% 99.86% 99.8%

Aguas Regionales 

Western Region 99.50% 99.63% 99.7%

Urabá Region 83.90% 77.52% 84.3%

Aguas de Malambo 37.50% 45.81% 26.9%

Emvarias 100% 100% 100%

International Companies
Ticsa N.D. 100% 99.53%

Adasa 98.79% 97.81% 97.64%
 Source: Vice Presidency of Water Supply and Sanitation

WQRI (Water Quality Risk Index)

Companies in Colombia

Company 2014 2015 2016

EPM
Medellín 0.01% 0.03% 0.07%

Copacabana 0.02% 0.07% 0.09%

Girardota 0.02% 0.05% 0%

La Estrella 0.03% 0.10% 0.09%

Caldas 0% 0.13% 0.20%

Barbosa 0% 0.05% 0.23%

Sabaneta 0.03% 0.26% 0.37%

Envigado 0.01% 0.09% 0.08%

Bello 0.04% 0.02% 0.06%

Itagüí 0% 0.03% 0.05%
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WQRI (Water Quality Risk Index)
Companies in Colombia

Company 2014 2015 2016
Aguas del Oriente
 El Retiro 0% 0.01% 0.64%

Aguas Regionales 
Sopetrán 0% 0% 0.30%

San Jerónimo 0.06% 0.00% 0.10%

Santa Fé de Antioquia 0.09% 0.24% 0.10%

Olaya 0.63% 0% 1.70%

Apartadó 0% 0% 0%

Turbo 0.48% 1.45% 0.60%

Chigorodó 0.19% 0% 0%

Carepa 0.45% 0.06% 0%

Mutatá 0% 0% 0%

El Reposo 0% 0% 0%

Bajirá 0.53% 0% 0%

Aguas de Malambo
Malambo 0% 0% 0%

 Source: Vice Presidency of Water Supply and Sanitation

The WQRI (Water quality risk index) is calculated in accordance with the provisions of Decree 1575 and Resolution 2115 of 2007 by the Ministry 
of Social Protection in Colombia. A 5% maximum value is allowed and it is established that if the obtained value is lower than 5%, water 
has no risk. The Ministry states that control and monitoring activities must continue within this range of values, and water can be declared 
suitable for human consumption.

Quality and Continuity of EPM’s
Energy Service

Company / Indicator 2014 2015 2016

EPM
SAIDI 17.03 15.22 14.71

SAIFI 7.94 7.26  7.59

CHEC
SAIDI 29 27.50 26.01

SAIFI 27.68 25.59 24.21

ESSA
SAIDI 27.78 39 32.85

SAIFI 25.60 18 21.17
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Quality and Continuity of EPM’s
Energy Service

Company / Indicator 2014 2015 2016
CENS
SAIDI 42.24 32.45 40.02

SAIFI 11.43 11.11 10.57

EDEQ
SAIDI 10.66 9.70 8.89

SAIFI 13.05 13.65 12.61

Delsur
SAIDI 33.74 27.21 22.92

SAIFI 14.74 14.00 11.50

Eegsa
SAIDI 4.06 3.68 3.59

SAIFI 2.89 2.62 2.46

ENSA
SAIDI 20.47 15.74 15.44

SAIFI 10.72 8.81 7.36
Source: Vice Presidency of Power Transmission and Distribution

SAIDI – average interruption duration index (total interruption time, in hours, the average system user experienced an interruption in 
the electrical energy service during the period assessed).

SAIFI- average interruption frequency index (number of times an average system user experiences an interruption in the electrical 
energy service during the period assessed).

Quality and Continuity of EPM’S Gas Utility

Indicator 2014 2015 2016

PIIP - Pressure index in individual pipelines 100% 100% 100%

OI - Odorization index 100% 100% 100%

ELSI - Equivalent length of service interruption 0 0 0

RHPE - Response to high priority events N.A. 97% 97%
 Source: Vice Presidency of Gas

Management indicators

G4-EU28  Average frequency of blackouts.
G4-EU29  Average duration of blackouts.
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Education for and communication with customers, 
users and the community

As part of the CSR, communication with customers is handled through educational communication, marketing 
communication and communication due to scheduled disconnections. Educational communication regarding 
residential public utilities is developed by the EPM Group through awareness-raising, information and training 
solutions, using engagement tools based on knowledge of, recognition of and respect for our communities, their 
cultural aspects and their everyday spaces, establishing the necessary partnerships with external entities and 
institutional and community leaders. Communication due to disconnections aims at minimizing inconvenience due 
to scheduled disconnection of services. Marketing communication includes different strategies such as advertising, 
sponsorship, sales promotion, public relations, among others, seeking to position the EPM Group’s brand, its 
services and the different offers concerning purchasability and access.

Management in 2016

EPM developed educational communication programs in 2016 for users and the community for 
a value of COP 7.54 billion, benefiting 4.8 million people.

EPM benefited more than 350,000 people with 1,200 educational activities in the department of Antioquia, especially 
in the metropolitan area of Medellín and the Urabá area.

Some of the most relevant actions were:

• As part of the “We Are There for You” program that includes educational and relational interventions in the 
territory and that ends with a special ludic and awareness day, 13 events were carried out during the year, with 
the participation of more than 12,600 people who received information on good behaviors, EPM’s processes 
and value propositions.

• 15 engagement, training and closeness activities were carried out with the municipal administrations of the 
department, including mayors, clerks, councilors, executives from decentralized entities, and managers from 
municipal public services. This closeness action is called “Government Seminars” and more than 350 people 
took part during the year.

• In the “Friend Leaders” program, conversation groups, training meetings, visits to projects of EPM and other 
activities were carried out so that community leaders get to know the basic and human aspects of the brand, 
services and procedures of EPM and be able to multiply them in their communities. More than 2,800 people 
took part in 49 activities.
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• In sites called UVAs (Articulated Life Units) and neighboring sectors, the offer of the EPM services are promoted, 
and people are encouraged to engage in commitments, as well as to adopt and respectfully enjoy public 
spaces. 6 meetings called “Hanging out at the UVA” were carried out with the participation of more than 2,000 
people.

• With the “Home Visits,” “We Keep our Word” and “On Stage” initiatives, 19,800 people benefited with 150 
activities.

• Through the “Reading at Your Measure” program, training is provided to read the meters and promote, in that 
way, the efficient use of residential public utilities and the understanding of the bill. More than 190,000 people 
took part.

• Through the “World’s Protector in Your School” strategy, activities in educational institutions were carried out 
to promote the adoption of responsible habits and the recognition of EPM as a social, close and responsible 
brand. More than 41,000 people, including students, parents and teachers, took part.

• As part of the partnership with Parque Arví Corporation, ludic and pedagogical activities were developed with 
visitors to the Arví Park to generate knowledge and favor responsible behaviors towards natural resources and 
residential public utilities. 21,000 people had access to the educational contents.

• Civic culture strategies were developed through the “Workshop of Dreams” and “Reliquary of Trust” strategies, 
with 39 activities and the participation of more than 1,700 people.

• Users of the gas service were contacted through visits to 10,800 homes; additionally, meetings were held with 
the administrations of the municipalities where EPM introduced the natural gas service, as well as with the 
fire departments, the community leaders, the stakeholders and the community in general to assist and raise 
awareness on the service. The attributes and competitiveness of natural gas are emphasized comparing them 
with other energy sources, and orientation is provided on use habits and bill interpretation.

• Educational activities were developed on “periodic inspections” for users of natural gas who reach five years 
of use.

Through mass advertising campaigns, educational messages were broadcasted to more than 2 million people. 
The following campaigns stand out: Safe and Legal Use of Electrical Energy, Periodic Inspections of the Natural Gas 
Service, Water Month, El Niño, and New Pricing Framework for Water Supply and Sewerage.

The energy affiliated companies of the EPM Group developed awareness, information and discussion initiatives with 
stakeholders in aspects such as processes in the provision of the energy service; understanding of the bill; rights 
and obligations of users; Retie compliance; legal, safe and efficient use of energy; and electrical risks. Educational 
strategies are addressed in a specific way considering the characteristics of the regions and the target audience 
(children, teenagers, teachers, leaders, parents, public and private institutions and the community in general).

Among the programs carried out by the different companies are:

ESSA:
• 19 activities of the ESSA Expedition, with 3,698 users.
• 12 activities of the Energy Festival, with 4,310 users.
• 472 activities of the School of Leaders, with 7,859 users.
• 16 activities of the Meeting with Leaders, with 633 users.
• 266 activities of the Energy Incubator, with 11,645 students.
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• 7 activities of “Visiting ESSA,” with 245 users.
• 14 activities of “ESSA to the fullest,” with an attendance of 426 users.
• 10 activities of RUE (rational use of energy) in companies, for 301 users.
• 17 activities of the Entrepreneurship Workshop, with 627 users.
• 117 activities of social support to institutional programs, with a participation of 22,925 customers and users.
• 6,791 home visits.

CENS
• “Music Festival”: with attendance of 1,200 people.
• “Know your consumption”: training to 60 meter readers and, through them, to 12,886 users of the five regional 

offices of CENS.

CHEC
• “Learning with Energy at Home”: activities with the participation of 1,031 people were carried out in the 

municipalities where there are free housing projects, in aspects such as the importance of planning the service 
consumption, in line with the ability to pay, in order to reduce the possibility of defaulting.

• “Learning with Energy at School”: the Student Body Social Service is carried out, aimed at strengthening practices 
to build sustainable territories. Besides students, principals, teachers and parents also participate.

• “Learning with Energy in the Community”: 11,648 people benefited from activities of handicrafts, cooking and 
sewing, to promote the development of ideal behaviors related to the provision of the energy service.

• “Learning with Energy in the Government” and “Learning with Energy in the Company”: development of training 
activities addressed to members of municipal administrations, ombudsman’s office, municipal councils, 
development and social control committees, community action boards and control members, as well as 
operators, administrative staff and executives of the user companies of the energy service. In total, there were 61 
participants, including mayors, clerks and other employees of the municipal administration and representative 
leaders. 1,578 people from the companies participated.

Delsur
• Signature of the agreement with Radio UPA to foster the “Ambassadors of Safety” project.

ENSA
• Development of different activities with customers, users and communities in different offices of the company 

with the “Customer Service Week” program and the “You have the power” collection campaign, which allowed 
ENSA to have a direct and face-to-face contact with its customers. Likewise, it participated in four fairs with an 
educational stand about the responsible consumption of energy and signed the agreement called “My School 
First,” with the Ministry of Education.

Eegsa:
• In its social management, 3,050 leaders were informed through the “Lighting Up My Community” program, 

with 56 visits to different communities and 15,250 participants.
• The “Better Families” program, in alliance with Fundazucar, provided trainings, customer service and advice to 

get to the communities and promote sustainable development.
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The water and sanitation companies of the EPM Group carried out educational communication programs to 
promote appropriate social practices in the use of the water resource.

Aguas del Oriente:
• The “Irregular Connections” campaign was carried out to reduce water losses.

Aguas de Malambo:
• 8,133 beneficiaries through the community assembly strategy, meetings with CABs (community action boards), 

control members and community leaders. It includes “Water World’s Protectors,” with the participation of 10 
educational institutions and 280 students.

• 1,475 users took part in learning activities on the importance and acceptance of the meter.

Aguas Regionales:
• “24-Hour Water Culture in Turbo” campaign in a strategic alliance with this Urabá municipality’s Mayor’s Office, 

Colombia, the artistic and cultural corporation Mezclarte and the Pueto Visión corporation to develop block 
events, plays, audiovisual productions and the “Water’s Titans” contest.

• “Water Care, everybody’s commitment,” campaign addressed to educational institutions.
• Block meetings to generate spaces of education, information and approach to the community, as well as brand 

positioning. Working time with community leaders, training workshops with the community, door-to-door visits 
and community meetings.

Emvarias:
• Awareness was raised in 8,291 people through the play of the Linda Calle institutional character, in 69 

educational institutions and 39 community events.
• The “I Commit Myself” campaign raised awareness in 3,660 commercial users on the appropriate way to take 

the solid waste out in the streets for its collection.
• As part of the Buen Comienzo Festival, children and parents took part in solid waste management workshops.
• During “Las Colchonadas,” awareness was raised in 8,500 people on the importance of keeping the streams’ 

beds clean and free of waste such as mattresses, pieces of furniture and fixtures.
• 35,000 people were informed on radio campaigns about the good management of solid waste.

Adasa:
• Preparation of the Yaky educational material, initiative born from the “Our North” educational program in 

alliance with the Regional Ministerial Secretariat of Education, the Regional Ministerial Secretariat of Health, the 
University of Antofagasta and Explora Conicyt. This material main goal is to inform about the water resource, 
from the scientific facts to the water care promotion. Additionally, the “Neighbor Boards” program was created, 
which has a specific guideline for education in the community.

The policy framework for responsible advertising directs the definitions in the fields of marketing and institutional 
communication of the EPM Group, especially in relation to the development of materials and campaigns, 
photographs, audiovisual media, events and sponsorship connections.
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Taking into account the guidelines of the framework for responsible advertising, 13 milestones, including campaigns 
and events, were evaluated in 2016. A score of 96% was obtained in the general evaluation. No grievance requests 
were received relating to advertising.

Education for customers, users and the community

People impacted by programs of education for 
customers, users and the community

2014 2015 2016

EPM 14,124,959 3,361,501 4,784,440

Aguas Regionales 29,270 40,996 25,471

Aguas del Oriente 15,918 17,354 46,905

Aguas de Malambo 8,406 7,963 9,888

Emvarias 84,608 30,021 71,844

Adasa 9,450 16,932 16,731

CHEC 51,051 33,626 32,105

ESSA 93,227 31,623 59,480

CENS 83,123 49,506 67,905

EDEQ 34,318 14,628 14,454

Delsur 350,000 406,650 482,344

Eegsa N.D. 146,191 22,604

ENSA 282,676 380,872 383,054

Investment in education for customers, users 
and the community (million COP)

2014 2015 2016

EPM 4,485 3,463 7,542

Aguas Regionales 81 109 94

Aguas del Oriente 10 12 6

Aguas de Malambo 1 2 4

Emvarias N.D. 97 227

Adasa N.D. N.D. 135

CHEC 899 280 595

ESSA 2,046 793 488

CENS 754 881 944

EDEQ 105.6 50.5 44.2

Delsur 744 929 355

Eegsa N.D. 3,344 286

ENSA N.D. 808 1,191
 Source: Commercial VP, Power Transmission & Distribution VP, Water & Sanitation VP EPM

 The number of beneficiaries in Eegsa in 2015 includes communication activities not included in the 2016 figure.
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Management indicators

G4-PR7   Total number of incidents of non-compliance with regulations and voluntary codes concerning 
  marketing communications, including advertising, promotion, and sponsorship, by type of 
  outcomes.
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Loss management

Loss control and reduction programs in the water supply service are aimed at reducing the waste of the water 
resources by controlling and preventing leaks and through commercial activities and social interventions to promote 
a responsible use by users and the community.

In the energy and gas services, programs include education, access to and purchasability value offers and 
technologies to minimize vulnerability of the infrastructure concerning fraudulent actions.

Management in 2016

EPM performed technical, social, and commercial activities to reduce risks in poor settlements. 
400 families were intervened through four Risk Mitigation Community Brigades.

As for the energy service, EPM legalized 5,745 energy installations in difficult management 
areas (invasions), in sectors of Medellín, Bello, Itagüí and La Estrella. The goal of 4,250 

installations for 2016 was surpassed.

EPM updated 119,470 meters, executed physical works in 2,208 houses for the Pila Pública (public standpipe) 
program, optimized 76 pressure regulating stations in the Valle de Aburrá and adjusted pressures in 91 circuits of 
the system. Moreover, it carried out 14,082 inspection visits for the identification of leaks in 2,028 km of networks, 
engaged 8,923 users to prepaid measurement to normalize the service, visited 122 homes and carried out 155 
workshops for people who work illegally in informal car wash, in 50 establishments of this kind in districts 4, 5 and 
15 of Medellín.

Water supply affiliated companies of the EPM Group developed commercial and technical strategies addressed to 
user safety and recovery of water losses.

Aguas de Malambo reduced by 8.04 points the loss rate per billed user (LRBU), going from 27.58 to 19.54, as a 
result of the installation of 8,580 metering centers, of which 7,000 were installed with the zoning contract developed 
with resources of the department and the Fuente de Vida foundation.

In the Urabá region, the monitoring to heavy consumers and the recovery plan of debts were implemented until 
achieving the normalization of 2,222 users who were in a cutoff status and the recovery of 90,889 m³ and COP 1.06 
billion of financed debts.
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The program of energy loss recovery and control in the EPM Group comprises control of installations, reduction of 
network vulnerability, cutoff and reconnection, as well as social programs of awareness-raising and assistance to 
create a culture of legality. Reduction of losses is an obligation of the energy distribution companies to ensure the 
feasibility of the business and have fair prices, since the issue of losses affects the prices of all the system.

EPM carried out the campaign of legal use, which consists in inviting users to be supervisors of the legal use of 
public utilities and report, anonymously by phone, the irregular connections to the services, so that we all consume 
energy legally and pay a fair price for it.

The affiliated company ESSA carried out normalization works in 4,918 installations, through the Habitable Homes 
program. 13 settlements were intervened (940 users) recovering 1,021 GWh-year; in the Las Montoyas settlement 
in the municipality of Puerto Parra, 140 users with 423 MWh-year were recovered. Likewise, 1,582 two-piece 
prepayment meters were installed in informal settlements (invasions) and in recurrent installations.

CENS engaged 5,034 new users and managed to recover 14.01 GWh of energy.

The loss rate of CHEC was 8.92%, less than the levels accepted by the regulatory body. COP 4.70 billion were 
invested, which allowed recovering, through pricing, 100% of the losses to contribute to the company’s sustainability.

Level-1 losses in EDEQ in 2016 were of 5.76%, 2.30 percentage points below what is accepted by the regulations for 
this voltage level. By the end of the year, it was possible to implement the planning of the on-site crew through the 
RI software, complemented by a diagnosis of the transformers that do not react at first.

In 2016, Eegsa reduced the level of losses by 7.7%, compared to 2015.

In this regard, Delsur developed the following activities: installation of 550 residential meters and 100 remotely 
operated industrial meters, construction of 5 theftproof networks, replacement of 10,879 obsolete electromechanical 
meters and installation and operation of 800 low-voltage macrometers. The invoicing increased by 5.62 GWh, 
thanks to supply regularizations.

ENSA strengthened the operational capability with a 50% increase of the annual inspection tasks of indirect 
customers.

In EPM, the gas loss rate in 2016 was 2.85%, achieving the goal which was 3.69%, as a result of the strict control 
of the amounts delivered by transporters in the nodes of entry to the different natural gas distribution systems 
through pipelines of EPM. Additionally, as part of the “Guardians of public utilities” Group project, it was possible to 
start producing the Rihana app for the detection of abnormal consumptions and then improve the control of users 
behaving fraudulently regarding the service.
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Non-Revenue Water

Company 2014 2015 2016

EPM 31.83% 31.87% 31.53%

Aguas del Oriente 18.86% 29.22% 41.05%

Aguas Regionales 

Western Region 31.44% 33.25% 34.94%

Urabá Region 58.14% 53.55% 48.38%

Aguas de Malambo 59.41% 67.71% 59.59%

Adasa 23.80% 24.80% 24.28%
Source: Vice-presidency of Water and Sanitation

Loss Rate per Billed User 

Company 2014 2015 2016

EPM 7.20 7.15 6.63

Aguas del Oriente 2.64 4.58 7.30

Aguas Regionales 

Western Region 8.35 8.84 8.81

Urabá Region 20.88 14.93 12.16

Aguas de Malambo 18.41 27.58 19.54

Adasa 7.80 7.10 6.90
Source: Vice-presidency of Water and Sanitation
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Company / Indicator 2014 2015 2016

EPM
Loss rate of the regulated network 
operator (LRRNO) 7.79 8.15 7.58

Commercial loss rate (CLR) 12.57 12.24 11.36

Loss rate in transmission 1.46 1.27 1.43

CHEC
Loss rate of the regulated network 
operator (LRRNO) 9.57 9.40 8.47

Commercial loss rate (CLR) 13.74 13.12 12.81

ESSA
Loss rate of the regulated network 
operator (LRRNO) 12.09 12.78 12.19

Commercial loss rate (CLR) 15.13 16.05 14.37

CENS
Loss rate of the regulated network 
operator (LRRNO) 11.87 12.50 13.59

Commercial loss rate (CLR) 14.07 16.01 16.70

EDEQ
Loss rate of the regulated network 
operator (LRRNO) 8.51 8.47 8.17

Commercial loss rate (CLR) 10.94 11.21 10.94

Delsur
Delsur loss rate 8.77 8.69 9.26

Commercial loss rate (CLR) 8.78 8.75 9.33

Eegsa
Loss rate of the regulated network 
operator (LRRNO)  5.71 5.35 5.04

ENSA
ENSA loss rate 10.21 10.65 11.12

 Source: Vice Presidency of Power Transmission and Distribution

LRRNO: Loss rate of the regulated network operator.

CLR- Commercial loss rate (Regulated Market).

NTSLR: National Transmission System loss rate (Regulated Market).
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Gas Loss Management in EPM

Indicator 2014 2015 2016

Gas loss indicator (%) 2.1% 3.7% 2.85%
 Source: Vice Presidency of Gas

Management indicators

EPM-03  Loss rate.
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Customer satisfaction

In the national context, the EPM Group uses several tools to measure the satisfaction and loyalty of its customers, 
assess their perceptions, relationships, needs and experiences with the product, services and assistance for the 
different segments of defined customers.

The results are used to implement corrective and preventive actions, improve the processes, the relationship and 
the bond with customers, as well as to configure value offers adjusted to the needs of each segment.

The following are the tools used: satisfaction index, loyalty index, indicator of satisfaction with customer service 
channels, complaints and claims indicators, and reputation indicators.

Management in 2016

In 2016, the EPM Group conducted a reputation assessment among its stakeholders, with a 
result in the GCRI (Global Corporate Reputation Index) of 846 points out of a maximum of 1,000.

Satisfaction and Loyalty: 

The 2016 results show a decrease in the satisfaction and loyalty indicators, largely due to the impact of the cost 
perception on the value of the product, generated by situations such as El Niño and the measures resulting from the 
regulations issued by the national government within the framework of the “Turning off pays” campaign. This focus 
of attention–that had been mentioned in 2015–has been consolidated.

It should be noted that EPM has made an effort to provide alternatives that mitigate the cost perception such as the 
Pay According to Your Needs, micro-top-ups and credit in advance options in the prepaid electricity service.

By 2017, much of the work will focus on the basic elements of services, improving perceptions regarding response 
to damages and promoting understanding of the benefits of products and factors influencing the fee, to mitigate 
the impact of cost on satisfaction and loyalty.
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The EPM Group has defined as one of its strategic focus the closeness with Customers and Users. In this sense, 
EPM will develop, in 2017, initiatives that will improve the customers’ experience and, therefore, their satisfaction, 
among which are: scheduling of special activities of the commercial operation; “More Convenient Bill”, to provide 
customers with relevant and specific information through the bill; the education and communication program, 
“We are there for you”, with presence in 35 places of Antioquia; proactive conversations with customers through 
employees and contractors who have contact with them in the field, and analysis of the customer’s experience with 
EPM in the actual relevant moments, in order to define and implement timely actions and thus, generate greater 
closeness with customers.

Satisfaction and Loyalty Indicators

Indicators of satisfaction with customer service and complaints and claims channels:

EPM conducts, on a bimonthly basis, a survey of satisfaction, with the aim of understanding the perception of 
customers regarding customer service and thus, obtaining clear and timely information that allows for the 
implementation of improvement actions that will increase their satisfaction. Customers who approach the 
headquarters and call the hotline are surveyed in the corresponding month. With this, we try to ensure that the 
response given by customers is adjusted to their recent experience, in favor of the continuous improvement of the 
process. The results of the satisfaction survey were stable compared to those in 2015. Customer comments are 
analyzed to identify opportunities for improvement.

In the EPM Group’s affiliates, there was a positive variation in the complaints and claims indicators compared to 
2015. During 2016, the results of the indicators were monitored every month, identifying the most recurrent causes 
of complaints and claims to implement specific actions that will lead to improved behavior.

Emvarias, an affiliate company of the EPM Group, conducted, through the Colegio Mayor de Antioquia, a survey on 
the perception of the service provided by the company to citizens, in which a score of 4.62 out of 5 was obtained. 
With respect to the complaints indicator, there was an improvement of 11% compared to the previous year, as 
a result of a greater availability of collection vehicles and the impact of the “I Commit Myself” campaign, which 
focused on helping commercial users to be more aware on the appropriate way to put solid waste in public spaces.

In order to improve customer perception, the Chilean affiliate company, Adasa, focused on the communication of 
works and field activities and work feedback, while establishing greater contact with the community through visits 
to customers.

Reputation

In 2016, the EPM Group conducted a reputation assessment among its stakeholders, with a result in the GCRI 
(Global Corporate Reputation Index) of 846 points out of a maximum of 1,000.

In 2016, the EPMGroup’s companies managed their relationships with stakeholders based on three material aspects: 
Transparency and disclosure of information, access to and purchasability of public utilities and water conservation.
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Transparency and disclosure of information was the axis on which their relationship and communication revolved, 
also strengthening trust and familiarity.

The engagement plans developed activities on other material aspects such as climate strategy, biodiversity and 
unserved population. The value of the EPM brand focused on bringing stakeholders closer together from a more 
humane approach, to achieve greater familiarity with and trust in the initiatives of EPM and its affiliate companies, 
within a transparent relationship framework. Warmth, human sensitivity and responsibility are the values that 
characterize the process of closeness with all the stakeholders. 

Satisfaction and Loyalty Results
Satisfaction Index General Loyalty Index

2014 2015 2016 2014 2015 2016

EPM Group 79.9 79.3 77.7 78.5 77.1 75.9

General EPM 80.6 80.3 78.8 80 78.3 77.9
Source: Commercial Vice Presidency

The EPM Group has focused on the Loyalty indicator as the best tool that consolidates the relationship and bond with its customers and 
users, through our value offer that seeks to meet their needs and create relationships of mutual benefit. The model includes dimensions of 
attitude and behavior. Attitude measures the satisfaction with the attributes of the value offer, while behavior establishes the evolution of the 
relationship and bond that is created. Starting in 2016, it is decided to weigh global indicators based on the entry of segments and affiliates; 
therefore, the complete historical data series presented is recalculated.

EPM satisfaction index

Service 2014 2015 2016

Distribution - EPM 87.9 87 84

Water Supply - EPM 88.6 86.4 84.1

Wastewater - EPM 87.3 86.4 81.2

Gas - EPM 91.7 89.2 89.3

Commercial services - EPM 74.7 73.2 68.3

Complaints 62.6 60.6 54.2

Claims 66.8 61.7 55.9

Customer service points 82.7 81.9 78

Hot lines 79.5 81 78.6

Bill 83.1 81.2 75.9
 Source: Commercial Vice Presidency
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Companies
Satisfaction Index General Loyalty Index 

2014 2015 2016 2014 2015 2016
Aguas del Oriente 86.90 84 83.40 82.50 74.40 66.90

Aguas de Occidente 78.90 71 72.30 75 70.30 72.10

Aguas de Urabá 59.20 56 57.70 68.50 64.20 63

Aguas de Malambo 51.30 61.5 62.30 58.50 65.00 58.20
Source: Commercial Vice Presidency

Emvarias still does not measure its satisfaction index based on the study of satisfaction and loyalty used for the other companies of the Group 
in the national context.

Satisfaction indicators are general per company, not per service.

Starting in 2016, it is decided to weigh global indicators based on the entry of segments and affiliates; therefore, the complete historical data 
series presented is recalculated.

Satisfaction and Loyalty - Energy affiliate companies

Companies
Satisfaction Index General Loyalty Index

2014 2015 2016 2014 2015 2016
CHEC 80.80 80 80.90 75.70 72.30 74.90

EDEQ 78.40 75.10 77.60 74.50 73.90 73.30

ESSA 77 76.20 73.30 74.20 74.10 68.20

CENS 79.30 76.80 72.90 73.70 74.60 70.10
Source: Commercial Vice Presidency

Satisfaction indicators are general per company, not per service.

Starting in 2016, it is decided to weigh global indicators based on the entry of segments and affiliates; therefore, the complete historical 
data series presented is recalculated.

Complaints and Claims - EPM
 Service 2014 2015 2016

Complaints - EPM 7.3 6.5 6.5

Claims - EPM 2.5 2.4 2.3
Source: Commercial Vice Presidency

The complaints indicator measures the ratio between the number of complaints that are EPM‘s responsibility and the number of 
total customers, per 10,000 customers. The claims indicator measures the ratio between the number of modifications made in the 
bill due to causes attributable to the company and the total number of bills issued, per 10,000 customers. 
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Complaints and claims in water supply and sanitation affiliate companies

Company / Indicator 2014 2015 2016
Aguas Regionales - Western Region
Complaints 6.1 4.1  2
Claims 3.0 4.5 2.8
Aguas Regionales - Urabá Region
Complaints 18.6 10.7 4.6
Claims 15.8 8.7 7.6
Aguas del Oriente
Complaints 5.4 6.7 6.4
Claims 1.4 8.5 4.1

Aguas de Malambo
Complaints 11.9 23.3 23.7

Claims 14.9 14.6 26.6

Emvarias
Complaints  N.D. 8.7 5.4

Claims N.D. 2.5 3.1

 Source: Vice Presidency of Water Supply and Sanitation

Complaints and claims in energy affiliate companies

Company / Indicator 2014 2015 2016
CHEC
Complaints 1.87 1.09 1.03
Claims  4.09 3.65 3.63
ESSA
Complaints 0.09 2.24 2.47
Claims 9.77 8.61 7.15
CENS
Complaints 0.52 0.59 0.76
Claims 6.82 7.49 8.51

EDEQ

Complaints 0.21 0.30 0.31

Claims 1.22 1.10 0.74

Delsur

Complaints 6.23 6.05 5.17

Eegsa

Complaints  109  87  83

Claims 3,561 2,191 2,172

ENSA

Complaints N.D. 7.58 1.12
Source: Vice Presidency of Power Transmission and Distribution

The energy affiliate companies in Central America have an indicator with a different structure compared to that of the affiliates in Colombia.
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Global corporate reputation index (GCRI) 

Company / Indicator 2014 2016
EPM Group 847 846

EPM 875 879

ESSA 784 821

CHEC 842 855
 Source: Communication and Corporate Relations VP

Management indicators

G4-PR5  Results of surveys measuring customer satisfaction.
EPM-05  Grievance indicator.



116

Reliability in the provision of the service

Operational excellence is one of the EPM Group’s strategic focuses in the provision of services. For that purpose, the 
group develops prevention, mitigation and risk control plans, as well as contingency plans to handle events, applies 
methods and technologies with quality standards and carries out educational actions to ensure the adoption of 
practices that guarantee the integrity of infrastructure and the safety of employees, users and the community.

Management in 2016

As part of the provision of the energy service, the EPM Group conducts studies and practices to 
continuously improve the management of warnings and optimal risk assessments.

The decrease by 46.6% of the number of electrical events occurring in ESSA during 2016 is 
emphasized.

The energy service companies of the EPM Group comply with the current applicable legal regulations and administer 
the required resources to mitigate and control the hazards identified for the comprehensive welfare of employees, 
contractors and the community, ensuring sustainable development and productivity.

Investment plans include relocation of infrastructure because of electrical risks for the community in sites such as 
substations (because of urban enclosure, land instability, safety distances, etc.) and lines (because of easement 
invasion, land instability, etc.). Since the project formulation, the optimal location of substations, the appropriate 
enclosures, the potential risks and the optimal line routes, among others, are evaluated considering the 
environmental and social management of the impacted territories. The Retie (technical regulations for electrical 
installations) are applied to ensure the safety of people. The system expansion plans include the repowering of lines 
with detours in their routes to avoid problems associated with easement invasions and to mitigate electrical risks.

In 2016 EPM carried out activities as part of the Occupational Health and Safety Management System, which allows 
employees, suppliers and contractors to have work environments based on self-care, well-being and calm. The 
programs of modernization of substations, in both the region and the metropolitan area, were strengthened 
ensuring the compliance with the Retie, the automation of equipment, the safety of the system and the people and 
the reliability of the service.

CENS: no occupational fatalities were reported during 2016. The sixth version of the occupational health and safety 
week took place; contractors were included. During the event “Legal Updating on Occupational Health and Safety” 
addressed to contractor firms, auditors and employees of CENS, 99 people from 54 contractor firms, 44 internal 
auditors and members of the Copasst of the 5 regional offices of the company participated.
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CHEC: 62,732 people participated in educational, training and social management activities that were carried out 
in 2016. Of the total number of deaths caused by electrical accidents in 2016, none were from the company or its 
contractors.

EDEQ: the goal of 0.26 in the DIFR (disabling injury frequency rate) was achieved and there was a reduction in 
relation to the last three years. There were no fatal or serious accidents caused by works at heights, electrical 
hazards or enclosed spaces.

Eegsa: fatalities or life-altering accidents were not reported. The regulations for occupational health and safety 
contractors were reviewed, the contractor convention was carried out and there were permanent meetings with the 
representatives of the contractor firms.

Delsur: in 2016, the School of Technical Training of Delsur was implemented, which provides specialized training 
to the staff directly connected with the operations of the company. There were training activities for the community, 
customers and users, as well as a periodic inspection of primary circuits to detect their condition, check safety 
distances of the conductors, transformers and structures or any other situation that may pose risks. In the same 
way, insulating material was installed in conductors and transformers, and there was a systematic pruning of trees 
per primary circuit.

In the water services of EPM, the emergency and contingency plans were implemented for water supply and 
sewerage, emergency drills were carried out in the processes of waste water transport and raw water catchment, 
and the business risk management was monitored.

Water companies continued the physical and chemical and microbiological analyses to ensure the drinking water 
supply and prevent diseases that affect the quality of life of the inhabitants. Additionally, preventive activities were 
carried out to avoid third-party accidents of deaths, as part of the NEGC1300 (General Standards and Specifications 
on Construction) impacting the community:

1. Appropriate signage in the works.
2. Use of personal protective equipment by employees and contractors.
3. Avoid leaving open holes and cover them the same day they are opened.
4. Light signals for works done overnight in high-traffic roads.
5. Awareness program for the community when a project is going to be executed.
6. Inspection of the water supply, sewerage and gas network plans before executing a technical intervention.

Emvarias has vehicles that meet the provisions of Decree 1077 of 2015, which states the guidelines for the provision 
of the waste collection public service. With the purpose of reducing accidents, it formulated the road safety strategic 
plan.
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EPM carried out preventive and corrective actions to ensure the safety in the operation of the gas service 
infrastructure and promoted safe practices among the service users:

• Through the inspection agency hired by the company for the periodic inspections of the gas installations, EPM 
inspected and certified 153,780 installations.

• The “Call before You Dig” program was implemented to reduce damages to third parties on the gas distribution 
lines. In this regard, awareness has been raised in contractors, companies, physical infrastructure offices, 
public works and planning offices, EPM’s dependencies, firefighters, the Red Cross, the civil defense of the 
metropolitan area of Medellín and Urabá, construction companies and third parties.

• 23,176 requests from users and the community dealing with possible damages to the gas pipeline 
infrastructure or the houses’ internal installations were addressed in 2016, of which 3,180 were high-priority 
and 19,996 medium- and low-priority

EPM paid 12 million Colombian pesos in 2016 to the Superintendency of Residential Public Utilities on account of 
fines concerning requests and grievances file.

Incidents and grievances due to service provision - EPM
 2014 2015 2016

Incidents or grievances due to harms or injuries to people, filed in 
the year.

49 39 54

Incidents or grievances due to harms or injuries to people, closed 
in the year in favor of EPM.

35 32 17

Incidents or grievances due to harms or injuries to people, closed 
in the year in favor of the claimant.

6 7 5

Incidents due to deaths in the year in favor of the claimant. 8  0 0

Incidents or grievances due to damages to fixtures, filed in the 
year. 1,641 1,328 1,348

Incidents or grievances due to damages to fixtures, closed in the 
year in favor of EPM. 858 802 903

Incidents or grievances due to damages to fixtures, closed in the 
year in favor of the claimant. 538 569 374

   Source: Legal Management, Customer Service Management
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Incidents and grievances due to service provision - Water and sanitation affiliated companies

 
Aguas del 

Oriente
Aguas 

Regionales
Aguas de 
Malambo

Emvarias Adasa

2015 2016 2015 2016 2015 2016 2015 2016 2015 2016
Incidents or grievances due to harms 
or injuries to people, filed in the year.

0 0 0 0 0 0 5 9 0 0

Incidents or grievances due to harms 
or injuries to people, closed in the 
year in favor of the EPM Group.

0 0 0 0 0 0 0 0 0 0

Incidents or grievances due to harms 
or injuries to people, closed in the 
year in favor of the claimant.

0 0 0 0 0 0 1 4 0 0

Incidents due to deaths in the year in 
favor of the claimant. 0 0 0 0 0 0 0 0 0 0

Incidents or grievances due to 
damages to fixtures, filed in the year. 0 0 0 0 0 0 0 85 0 749

Incidents or grievances due to 
damages to fixtures, closed in the 
year in favor of the EPM Group.

0 0 0 0 0 0 0 0 0 338

Incidents or grievances due to 
damages to fixtures, closed in the 
year in favor of the claimant.

0 0 0 0 0 0 0 75 0 237

Number of resources related to the 
service provision, filed by customers. 14 15 60 334 0 28 5 0 0 0

Number of fines due to regulatory 
non-compliance (filed by the 
Superintendency of Residential Public 
Utilities).

0 0 1 0 3 0 0 0 0 5

Number of fines due to regulatory 
non-compliance (filed by the 
Superintendency of Industry and 
Commerce).

0 0 0 0 0 0 0 0 0 0

Number of fines due to regulatory 
non-compliance (filed by the 
Financial Superintendency).

0 0 0 0 0 0 0 0 0 0

Number of fines due to regulatory 
non-compliance (filed by the Office of 
the Comptroller).

0 0 0 0 0 0 0 0 0 0

Number of fines due to regulatory 
non-compliance (filed by other 
entities).

0 0 0 2 0 0 0 0 0 0

Amount of fines due to regulatory 
non-compliance (million COP). 0 0 0 394 5 0 0 0 0 465
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Incidents and grievances due to service provision - Water and sanitation affiliated companies

 
Aguas del 

Oriente
Aguas 

Regionales
Aguas de 
Malambo

Emvarias Adasa

2015 2016 2015 2016 2015 2016 2015 2016 2015 2016
Number of incidents due to 
regulatory non-compliance 
in advertising and marketing 
communication.

0 0 0 0 0 0 0 0 0 0

Source: Vice-presidency of Water and Sanitation

In Chile the monitoring and control entity is called Superintendency of Sanitary Services (SISS). Incidents or grievances due to damages to third 
parties are considered claims for compensation. Incidents or grievances due to damages to fixtures, closed in the year in favor of the company, 
are considered claims without arguments; and incidents or grievances due to damages to fixtures, closed in the year in favor of the claimant, 
are considered claims in favor of the customer.

Incidents and grievances due to service provision - Energy affiliated companies

CHEC ESSA CENS EDEQ Delsur Eegsa ENSA
2015 2016 2015 2016 2015 2016 2015 2016 2015 2016 2015 2016 2015 2016

Incidents or 
grievances due to 
harms or injuries to 
people, filed in the 
year.

10 11 5 9 2 6 8 3 0 0 39 46 42 57

Incidents or 
grievances due to 
harms or injuries to 
people, closed in the 
year in favor of the 
EPM Group.

0 5 5 5 2 6 2 3 0 0 0 0 0 0

Incidents or 
grievances due to 
harms or injuries to 
people, closed in the 
year in favor of the 
claimant.

0 0 0 0 0 0 2 0 0 0 0 0 0 2

Incidents due to 
deaths in the year in 
favor of the claimant.

1 1 0 1 0 0 0 0 0 0 1 0 0 0

Incidents or 
grievances due to 
damages to fixtures, 
filed in the year.

386 296 1,121 870 143 32 15 288 163 175 172 215 2,679 2,888
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Incidents and grievances due to service provision - Energy affiliated companies
CHEC ESSA CENS EDEQ Delsur Eegsa ENSA

2015 2016 2015 2016 2015 2016 2015 2016 2015 2016 2015 2016 2015 2016
Incidents or 
grievances due to 
damages to fixtures, 
closed in the year in 
favor of EPM.

289 228 397 694 87 19 7 175 115 119 74 69 1,993 2,034

Incidents or 
grievances due to 
damages to fixtures, 
closed in the year in 
favor of the claimant.

97 68 365 176 56 13 8 103 48 56 98 146 686 853

Number of resources 
related to the service 
provision, filed by 
customers.

517 0 852 1,465 332 871 4,859 0 0 0 61 0 255 0

Number of fines due 
to regulatory non-
compliance (filed by 
the Superintendency 
of Residential Public 
Utilities).

4 0 12 11 1 1 0 3 0 0 0 0 2 0

Number of fines due 
to regulatory non-
compliance (filed by 
the Superintendency 
of Industry and 
Commerce).

0 0 0 0 0 0 0 0 0 0 N.A. N.A. 0 0

Number of fines 
due to regulatory 
non-compliance 
(filed by the Financial 
Superintendency).

0 0 0 0 0 0 0 0 0 0 0 0 0 0

Number of fines due 
to regulatory non-
compliance (filed 
by the Office of the 
Comptroller).

0 0 0 0 0 0 0 0 0 0 0 0 0 0

Number of fines due 
to regulatory non-
compliance (filed by 
other entities).

1 0 0 3 0 1 0 0 0 0 3 3 0 2
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Incidents and grievances due to service provision - Energy affiliated companies
CHEC ESSA CENS EDEQ Delsur Eegsa ENSA

2015 2016 2015 2016 2015 2016 2015 2016 2015 2016 2015 2016 2015 2016
Amount of fines due 
to regulatory non-
compliance (million 
COP).

364 0 0 271 105 13 0 155 0 0 0 73 4 62

Number of incidents 
due to regulatory 
non-compliance 
in advertising 
and marketing 
communication.

0 0 0 0 0 0 0 0 0 0 0 0 0 0

Incidents in the provision of the energy service

 2014 2015 2016
EPM

No. of accident victims 38 21 26

No. of deaths caused by electrical accidents 9 8 6

No. of fire victims due to electrical accidents 17 9 13

ESSA

No. of accident victims 15 15 8

No. of deaths caused by electrical accidents 4 3 1

No. of fire victims due to electrical accidents 10 6 3

CENS

No. of accident victims 13 9 112

No. of deaths caused by electrical accidents 1 3 0

No. of fire victims due to electrical accidents 2 3 0

CHEC

No. of accident victims 10 19 24

No. of deaths caused by electrical accidents 3 6 1

No. of fire victims due to electrical accidents 7 13 18

EDEQ

No. of accident victims 5 3 19

No. of deaths caused by electrical accidents 0 0 0

No. of fire victims due to electrical accidents 4 2 0

Source: Vice Presidency of Power Transmission and Distribution
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Incidents in the provision of the energy service
 2014 2015 2016

Eegsa

No. of accident victims 103 39 63

No. of deaths caused by electrical accidents 4 6 7

No. of fire victims due to electrical accidents 4 4 6

Delsur

No. of accident victims 11 9 8

No. of deaths caused by electrical accidents 1 0 0

No. of fire victims due to electrical accidents 7 7 5

      Source: Vice Presidency of Power Transmission and Distribution

Management indicators

G4-PR2  Total number of incidents of non-compliance with regulations and voluntary codes concerning the 
  health and safety impacts of products and services during their life cycle, by type of outcomes.
G4-EU25  Number of injuries and deaths involving the organization’s assets, including legal sentences, 
  settlements and pending legal cases of diseases.
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Customer service

Customer service at the EPM Group is based on providing our customers with satisfying experiences when 
interacting with the company. To do this, we have different service schemes to address all the requirements.

EPM offers multiple options to their customers: customer service offices, online representatives, free customer 
service hotline 24/7, written assistance via mail, website and specialized assistance to constructors and property 
administrators.

Management in 2016

EPM has 151 face-to-face customer service offices, online representatives (remote assistance), free 
customer service hotline 24/7, virtual assistance (chat) and written assistance (written communication 

and requests through the website).

For collection, it has different payment methods for customers: collection through teller windows, 
credit card terminals, mobile network, website, non-banking correspondents, collection centers and 

mobile app.

EPM implemented in 2016 the scheme of self-management modules so that customers themselves can generate the 
payment coupon, which substantially improves the customer service time in the offices regarding this transaction. 
There are 40 modules installed, each one of them with a touch-screen PC and a thermal printer that generates a 
strip-shape coupon with all the required information for the payment.

The development and improvement of the in-office virtual customer service scheme continued, through which 
remote assistance by videoconference interaction is provided to customers who are in offices of high-flow of users, 
with the purpose of improving customer service times. By the end of 2016, there were 59 modules of this type.

To improve the customer service spaces, nine offices were moved: Carmen de Atrato, Itagüí, Titiribí, San Pedro de 
Urabá, Carepa, Andes, Copacabana, San Pedro de los Milagros and Sabanalarga.

The website is a channel that enables customer-company prompt interaction; requests submitted by customers 
through the website increased by 30% in 2016, from 6,520 in 2015 to 8,484 in 2016.
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In 2016, an inter-administrative agreement with the Superintendency of Notary and Registry was signed to access 
the databases of public records online with the purpose of querying data relating to ownership of properties and, 
in that way, enable a prompt procedure for users. Likewise, the Confecámaras platform was enabled to query the 
certificate of incorporation and legal representation available in all chambers of commerce nationwide, so that the 
company does not have to request this document to the customers.

The customer service process of the EPM Group is standardized in the affiliated companies of Colombia, with the 
purposes of achieving high standards of service and assistance, complying with the due process and reducing the 
risks of impact of public resources. Annual inspections are conducted in order to check its operation and identify 
improvement opportunities that favor the customer.

The affiliated company EDEQ of the EPM Group offers customer service through written assistance (written 
communications, e-mail and website), chat online, 13 points of customer service in the department of Quindío and 
free customer service hotline. In 2016, the queue management system was implemented in the 13 customer service 
offices, and progress was made to implement the virtual advisor, the virtual kiosk and the payment with the user 
identification number (UIN). Moreover, the customer service offices were remodeled with the brand and current 
corporate image.

CHEC has 40 customer service offices in Caldas and Risaralda, free customer service hotline, written assistance 
(written communications, e-mail and website) and chat online.

ESSA, affiliated company of the EPM Group in Santander, is present in 94 municipalities with 80 offices and 14 
agreements with municipal administrations, virtual kiosks, mobile offices, free customer service hotline 24/7, virtual 
assistance (chat) and written assistance (written communication and requests through the website).

The company carried out the following actions to improve customer service in 2016:

• Enabled, from the contact center, the online assistance chat appearing on the website and the app 24/7.
• Designed a tool on the website that allows constructors the possibility to schedule an appointment with the 

employees of ESSA to speed up the solution of concerns and coordinate appointments for the review of electrical 
projects.

• Implemented the App Store technology: design of the ESSA app in mobile devices that, with an Android, iOS or 
Windows Mobile system, will allow any user to perform the following actions:

 - Consultation of value to pay, number of bill and due date and online payment through the PSE option.
 - Consultation of scheduled cutoffs, fee structure, fees, connection costs, customer service offices and 

identity of contractors and employees.
 - Access to online chat and free communication with contact center.
 - Generation of barcode for payment with mobile device.
 - Reception of RCCs (requests, claims and complaints).
 - Electronic signature of customers and users. With this implementation, the digital record of the documents 

generated in the transactions performed through the face-to-face channel can be obtained real time.
 - Electronic submission of bills: it is executed through the contact center when customers and users 

request copies, installments or balances.



126

Moreover, an inter-administrative agreement with the Superintendency of Notary and Registry was signed to access 
the system of information of records with the purpose of querying the identification of the properties of customers 
and users.

The company CENS (Norte de Santander) has 51 customer service offices, mobile office, free customer service 
hotline 24/7, virtual assistance (chat) and written assistance (written communication and requests through the 
website). The company carried out the following actions to improve customer service in 2016:

Opening of an additional customer service office located in Cúcuta’s downtown. Two offices implemented two 
customer service modules to improve service times.

The implementation on early stages of a self-service kiosk where customers access the module, without any turns, 
to generate installments of 70%, copies of the bills and overdrafts.

For its part, Emvarias has the following assistance channels:

• Face-to-face: the offices were remodeled in 2016 to offer the citizens a more appropriate space to address 
their RCCs (requests, claims and complaints). Additionally, there is an online virtual assistance channel and, 
in order to assist citizens who require proofs of payment, an additional face-to-face assistance module was 
implemented, for a total of three face-to-face modules.

• Hotline: the company has seven advisors.
• Written: it has two e-mail boxes where RCCs are received.

Adasa, in Chile, has the following assistance channels:

• Commercial offices in Antofagasta, Calama, Tocopilla, Taltal and Mejillones.
• Mobile office that can be moved to other places.
• Call center and Twitter available 24 hours each day of the year.
• External payment centers where bills can be paid, such as Servipag, Líder, Unimarc, CajaVecina, Sencillito and 

ServipagExpress, and websites such as Banco Santander, Aguas Antofagasta, Servipag and Banco Estado.

The energy company ENSA implemented in 2016 the use of Twitter as a new channel and automatized the password 
service for the “Check your account” section.

The company Delsur has several customer service channels. The main channels are the new face-to-face customer 
service centers, the hotline through the contact center and the chat assistance through the website.

65% of the Delsur collection is through external collectors and 35% through the 9 points of payment owned by the 
company, and the mobile office.

In 2016, EPM continued the implementation of the collection online to ensure the application of payment real time; 
75% of all the bills were collected through this channel. Non-effective cutoffs are avoided and the time spent to 
reconnect the customers who pay their defaulting bills is optimized.
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These are the main actions by EPM:

• As a result of the management to increase payments through electronic means, 36,000 new customers started 
using this method.

• Implementation of the service of credit in advance, which allows prepaid energy users to add a credit of COP 
2,000 in advance, which are deducted from the next top up.

• Negotiation of the prepaid energy collection service for EPM with new entities. In this way, 8,000 new points 
of collection were put at the service of customers. Likewise, coverage increased in more number of points of 
payment of the bill in rural settlements and small towns.

• Negotiation with collection entities to not to increase the CPI, which allowed saving COP 261 million in the cost 
of the prepaid energy collection service in 2016.

• Implementation of the service of credit in advance, which allows prepaid energy users to add a credit of COP 
2,000 in advance, so that power is not cut off to them; this money is deducted from the next top-up payment.

• Stabilization of the prepaid water collection service.
• Implementation of payment of bills through the website of the affiliated companies of the Group in Colombia.

In 2016, the companies of the EPM Group continued working on the strengthening of processes to ensure the 
appropriate data management in accordance with the regulations. The following actions were developed in EPM:

• Design and incorporation, into the contracting bid specification model of EPM, of the international personal 
data transfer to comply with the provisions of the regulations referring to the treatment of data outside the 
Colombian territory.

• Design of a template to fill in the information of the inventoried databases in compliance with the national 
registry of databases.

• Preparation of the Habeas data procedure in EPM and its affiliated companies.
• Implementation of the Accountability Guidelines of the Superintendency of Industry and Commerce. Initial stage 

of the design of the program documentation with issues such as training and awareness-raising, publication 
media, review of policies, inventory of databases, risk map, privacy notices, authorizations, etc.

• Definition of the risk matrix in workshops with the people responsible for each database.

The diagnosis in terms of protection of personal data in the affiliated companies ESSA, CENS, Emvarias and Aguas 
Nacionales.

EPM did not receive requests or complaints in 2016 regarding breaches of customer privacy and leaks of customer 
data.

Management indicators

G4-PR8  Total number of substantiated complaints regarding breaches of customer privacy and losses of 
  customer data.
EPM-04  Customer service channels.
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Responsible contracting for local 
development

Contracting criteria and practices that promote sustainable development and competitiveness of the territories 
where the EPM Group operates.

Stakeholders Vision

Development of local capacities and sustainability of the territories where the EPM Group is present, through 
practices that promote the local business fabric.

Importance

It is a fundamental tool to leverage sustainability and competitiveness of the territories. It involves the recognition of 
the potential of suppliers and contractors and the generation of local capacities. Additionally, it potentially improves 
economic dynamics with revenues for the community and promotes the local business fabric.

It contributes to:

• Strengthening stakeholders trust and engagement.
• Responding from business actions to expectations of the society.

Main achievements

Goals for 2016 Achievements for 2016 Compliance

Defining a local contracting goal in the 
national subsidiaries of the EPM Group to 
guide the contracting process during 2017 
and subsequent years.

The goal was not fulfilled in 2016, due to 
contextual and regulatory changes. During 
2017, the Group will work on the regulatory 
and procedural framework, in order to enable 
a target for 2018 in social, local and regional 
contracting.

Not met
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Goals for 2016 Achievements for 2016 Compliance

Approval of wage floors with management 
(governance) scheme and methodology 
for EPM by the Planning Committee. The 
approval must be supported with the 
resources allocation by the Vice Presidency 
of Shared Services and Supplies and the 
Vice Presidency of Human Development and 
Organizational Capabilities.

The wage floors project reached the stage of 
definition of activities and resources, but due to 
the Decree 583 of 2016, which regulates work 
outsourcing in Colombia, and the Resolution 
5670 of the same year, EPM decided to 
give priority to the outsourcing project and, 
depending on the findings, define the impact 
and way to proceed with the homologation or 
not of the wage floors.

Not met

Structuring a "sustainable ecosystem of 
suppliers." It means articulating different 
existing initiatives and spaces of work 
with suppliers (Sapiencia, Energy Cluster, 
Global Compact), in order to leverage their 
development and seek the organization’s 
competitiveness and sustainability.

The initiative was presented internally (EPM 
affiliate) and externally (potential anchor 
companies).

A schedule was established to develop the 
2016 and 2017 activities.

Total

Identifying suppliers with a high level of social 
and environmental sustainability risks, in 
order to guide them in the implementation of 
improvement actions.

During 2016, a methodology to identify risks 
and raise awareness on this matter was 
established. The challenge for 2017 will be the 
identification and the respective analysis of 
results.

Total

Designing a policy that directs the 
implementation of an outsourcing scheme 
within the EPM Group, with balanced 
relationships among the parties: contractor, 
contractor worker or outsourced worker, and 
companies of the EPM Group.

Due to changes in the administrative structure 
and the allocation of resources for the 
development of the initiative, the policy was 
not approved for this year.

Not met

Defining a baseline for the contractors’ 
employees’ commitment index.

The Group worked on the design of a 
measurement model under the emphasis 
for 2016 - 2019: closeness with suppliers and 
contractors. Different proposals of suppliers 
were analyzed for this measurement, as well 
as the qualitative studies with nine focal groups 
before conducting the quantitative study.

Total

Ensuring the capture of budget savings and 
expected benefits, and seeking to achieve 
additional synergies that enable the Group 
to get profits in advance from the project 
business plan. 

With the savings obtained in 2016, the 
cumulative goal was exceeded by 2%.

Total
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Goals for 2016 Achievements for 2016 Compliance
Implementing a methodology for assessing 
the performance of contractors in 80% of the 
international operating affiliates of the EPM 
Group.

Implementation at the international level 
will take place in 2018 due to delays in 
implementation at the national level.

Not met

Challenges

Challenge
Year in 

which it was 
achieved

Scope and Coverage
Achievement 

indicatorGeography Business Company

Capture of benefits in the 
supply chain.

2017
All the 

geographies
All the 

businesses
All the 

companies

Compliance of 
the indicator of 
benefits.

Implementation of the Ariba 
system.

2017 Colombia
All the 

businesses
All the 

companies

Compliance 
with the project 
schedule.

Unification of the master of 
goods and services for the 
EPM Group - Cataloging.

2017 Colombia
All the 

businesses
All the 

companies

Compliance 
with the project 
schedule.

Definition of a measurement 
model to improve and 
strengthen relationships with 
suppliers and contractors.

2017 Colombia
All the 

businesses
All the 

companies
Definition of a new 
indicator.

Structuring of a "sustainable 
ecosystem of suppliers 
and contractors." It means 
articulating different existing 
initiatives and spaces 
of work with suppliers 
(Sapiencia, Energy Cluster, 
Global Compact), in order to 
leverage their development 
and seek the organization’s 
competitiveness and 
sustainability.

2017 Colombia
All the 

businesses
All the 

companies

Compliance 
with the initiative 
schedule.
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Management indicators

G4-EC9  Proportion of spending on local suppliers at significant locations of operation.
EPM-06     Number and value of social contracting contracts.
EPM-07  Number, value and type of contracts at EPM Group.
EPM-08  External employment generated in EPM Group’s contracts.
EPM-09  Suppliers’ satisfaction.

Sustainable development goals

   
       



133

Impact on the contracting process

Besides meeting the operational and administrative needs of the organization, the process of contracting goods 
and services aims to support social and environmental policies to contribute to the development of sustainable and 
competitive territories in the areas where the EPM Group operates.

Management in 2016

Implementation of new mechanisms for the engagement with suppliers and contractors, 
which allows the improvement of contracting processes and optimization of times.

Management of joint purchases among national and international affiliated companies, in 
order to achieve benefits, administrative efficiencies and economies of scale.

EPM Group total contracting

Company

2015 2016

Number of 
contracts

Value of the 
contracts 

(Million COP)

Number of 
contracts

Value of the 
contracts 

(Million COP)
EPM 34,118 3,662,004 29,901 2,075,153

CENS 398 171,935 512 171,529

CHEC 313 102,486 1,300 144,600

EDEQ 387 31,260 373 29,539

ESSA 892 236,037 697 450,876

Aguas de Malambo 67 2,175 67 6,083

Aguas Regionales (Aguas de Urabá 
and Aguas de Occidente) 225 28,870 135 17,612

Aguas Nacionales EPM 8 17,809 7 178,808

Empresa de Aguas de Oriente 
Antioqueño 51 1,023 51 761

Empresas Públicas del Oriente 
Antioqueño 16 139 0 0

Emvarias 141 64,570 155 141,955

Ticsa 43 79,981 123 43,341

Delsur 0 0 220 10,516
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EPM Group total contracting

Company

2015 2016

Number of 
contracts

Value of the 
contracts 

(Million COP)

Number of 
contracts

Value of the 
contracts 

(Million COP)
Adasa 0 0 83 91,011

EPM Chile 8 1,065 6 325

HET 24 2,405 N.D. N.D.

ENSA 979 499,057 N.D. N.D.

Eegsa 415 84,806 271 47,639

EPM Group total contracting 38,085 4,985,622 33,901 3,409,748

Source: Vice Presidency of Shared Services and Supplies

Numbers and values correspond to the contracts of each year. In 2016, the affiliates Aguas de Urabá and Aguas de Occidente merged into 

Aguas Regionales.

Types of contracts in Colombian companies of the EPM Group

Company

2015 2016

Number of 
contracts

Value of the 
contracts 

(Million COP)

Number of 
contracts

Value of the 
contracts 

(Million COP)
Supply of goods and services 24,122 2,519,132 21,406 952,905

Construction contracts 239 624,217 150 654,044

Provision of services 1,690 736,083 1,529 935,779

Movables and small purchases 258 131,743 294 275,826

Consultancy  99 76,016  93  49,738

Advertising agreements  79 45,701 182  56,387

Other 10,129 185,416 9,544 292,237

Total 36,616 4,318,308 33,198 3,216,915

       Source: Vice Presidency of Shared Services and Supplies

      Numbers and values correspond to the contracts of each year at the national level.

Contracting by modality

The value contracted through public modality is superior to those of private and single modalities, which represents 
up to 60% of the contracts managed by the EPM‘s supply chain.
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In the number of contracts, the figure is higher for contracts through single and private request for proposals, since 
these modalities are implemented in the following cases: supplies for the procurement department, services of the 
medical and dental service unit, fuel supply for the fleet of cars, and other processes for which the public modality 
does not apply; therefore, they are not managed through the supply chain.

Contracts by modality in Colombia

Modality

2015 2016

Number of 
contracts

Value of the 
contracts 

(million COP)

Number of 
contracts

Value of the 
contracts 

(million COP)
Public request for proposals 8,045 2,576,571 8,433 1,801,814

Private request for proposals 26,669 728,681 22,466 671,024

Single request for proposal 1,876 832,290 2,299 744,077

Non-binding offer request 26 180,766 0 0

Total contracting by modality 36,616 4,318,308 33,198 3,216,915
Source: Vice Presidency of Shared Services and Supplies

     Numbers and values correspond to the contracts of each year.

External jobs

It corresponds to the external persons linked to the EPM Group by contracts and subcontracts of work, service and 
consultancy, among others that present a high labor component.

For the EPM Group is important to determine this type of measurements, since they allow it to supervise the quality, 
stability and equity of the jobs created, in accordance with the Group’s sustainability purpose and its relationship 
with this group.

External jobs of the EPM Group in Colombia
Company 2015 2016

EPM 19,757 18,609

Aguas Regionales 217 262

Aguas Nacionales EPM 486 1,968

Empresa de Aguas de Oriente Antioqueño 1 5

Emvarias 832 2,382

Aguas de Malambo 36 105

CHEC 1,349 2,286

CENS 1,001 586
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External jobs of the EPM Group in Colombia
Company 2015 2016

ESSA 1,141 2,857

EDEQ 353 549

Total external jobs created 25,174 29,610

  Source: Vice Presidency of Shared Services and Supplies

Only employment contracts valid during 2016 in Colombia are included. In 2016, the affiliates Aguas de Urabá and Aguas de Occidente 
merged into Aguas Regionales.

Management indicators

G4-12   Describe the organization’s supply chain.
EPM-07   Number, value and type of contracts at EPM Group.
EPM-08  External employment generated in EPM Group’s contracts.
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Local, regional, national and foreign contracting

The origin refers to the place where contracted suppliers are located. It indicates whether the supplier is local, 
regional, national or foreign.

For the EPM Group, a local supplier is the one located in the municipalities, small towns and rural settlements 
covered by the metropolitan area of the company under evaluation. A regional supplier is understood as the 
supplier based in the same region of the company that supplies, but outside the metropolitan area. The national 
supplier is the one operating in several departments. Foreign suppliers are those located outside the country.

Management in 2016

In 2016, the EPM Group signed contracts for COP 3.21 trillion, of which 37.8% were 
awarded to local suppliers, 3.45% to regional suppliers, 55.18% to national suppliers and 

the remaining 3.6% to foreign suppliers.

Contracts of the EPM Group in Colombia amounted to COP 3.10 trillion.

  
In relation to 2015, there was a 9% increase in the value of national contracts, which contrasts with a 3% reduction 
in the number of contracts. The difference is thanks to administrative efficiencies achieved through the integration 
of contracts, grouping of processes, standardization of activities, integration of areas, projection of contracts in a 
longer term and realization of joint purchases.

There was a decrease in foreign contracting in terms of value (34%), in contrast to an increase in the number (13%).

Number of contracts by origin
Origin of the contractors 2014 2015 2016

Local N.A. N.A. 24,976

Regional 37,074 30,173 1,939

National 7,934 6,396 6,230

Foreign 114 47 53

Total type of contracting 45,122 36,616 33,198

Source: Vice Presidency of Shared Services and Supplies
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Value of contracts by origin (million COP)
Origin of the 
contractors

2014 2015 2016

Local N.A. N.A. 1,215,150

Regional 2,156,690 2,518,166 110,956

National 1,255,415 1,624,997 1,774,998

Foreign 208,937 175,141 115,811

Total 3,621,043 4,318,308 3,216,915
Source: Vice Presidency of Shared Services and Supplies

Classification of contracts was reconfigured in 2016. In previous years, regional contracts included local contracting; however, 
local and regional suppliers constitute now different categories.

Management indicators

G4-EC9   Proportion of spending on local suppliers at significant locations of operation.
G4-12   Describe the organization’s supply chain. 
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Social contracting

It is a strategy through which EPM contracts works and services with community action boards and other community 
associations, with the purpose of contributing to the strengthening and sustainable development of the communities 
where it operates.

It relies on regulatory, procedural and management resources that, without detriment to transparency, economic 
convenience and technical and legal rigor, favor the inclusion of suppliers and contractors at the base of the 
pyramid, who, otherwise, could not be considered.

Social contracting aims at:
• Creating jobs through a concentric action in the area of influence of the project or service required by EPM, in 

such a way as to effectively contribute to leveraging the development of the communities in these areas where 
EPM operates.

• Reinvesting surpluses in the community impacted by the project or service required, in order to improve their 
quality of life and development.

Management in 2016

Regulations and procedures for the execution of social contracting in the Group were 
reviewed during 2016.

The Colombian energy affiliated companies made progress in the diagnosis and inventory 
of community action boards and community associations; a task that will continue in 2017.

  
• Through the Social Contracting program, 99 contracts for public works and services were signed in the EPM 

Group, which amounted to COP 72.12 billion. On its part, EPM executed a total of COP 17.32 billion in social 
contracting (with a decrease of 9.6% in relation to 2015).

• An information session was developed with community action boards and community associations, with 
the purpose of giving context on social contracting, aligning expectations and addressing relevant subjects 
such as: registration of suppliers in the Ariba system, anti-corruption policies, human rights, corporate social 
responsibility and code of conduct.

• The Social Merchandising program is a social responsibility initiative of EPM for the procurement of goods to 
merchandising suppliers of the region and, this way, provide opportunities to small entrepreneurs that seek 
to participate in the EPM contracting processes. Currently, the possibility of articulating this program with the 
supplier development and growth initiative is being analyzed, in order for it to receive human and financial 
resources required. That is why the program was not executed during 2016.
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Social contracting
2015 2016

Affiliated company
Number of 
contracts

Value
(Million COP)

Number of 
contracts

Value
(Million COP)

EPM 52 15,049 60 23,625

CENS 0 0 1 28

Emvarias 0 0 38 48,466

Total 52 15,049 99 72,120

Source: Vice Presidency of Shared Services and Supplies

In relation to the information submitted in 2015, there is a difference in the way of presenting the data and the analysis of the information. 
Values of social contracting by the affiliated companies CENS and Emvarias are included this year. The values presented correspond to those 
recorded in contracts.

Management indicators

G4-12   Describe the organization’s supply chain.
EPM-06  Number and value of social contracting contracts.
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Implementation and impact of the supply chain

The implementation of a supply chain is one of the transformation pillars of the EPM Group.

It is a process designed to strategically obtain the goods and services we need to operate, which also strengthens 
the relationship with our stakeholders, especially with suppliers and contractors, in order to contribute to their 
development in the sectors where they operate.

Gestión en 2016

Response to complaints about contractors made by the employees through the 
Transparent Contact line and due diligence to deal with each case.

With the savings obtained in 2016, the cumulative goal was exceeded by 2%. The 
cumulative period started in 2014.

The efficient and collaborative work and the planning and monitoring processes to import 
the cable for the repair works in the Guatapé hydroelectric power station reduced the 

economic losses and the negative impact on the company and the country.

Homologation, standardization and improvement of the EPM Group’s goods and services 
master, in order to optimize the purchase and inventory of goods and services of the 

companies, which simplifies their administrative control and improves the efficiency in the 
business processes.

Supply chain planning

• The planning process of the EPM supply chain adopted the Sales and Operations Planning (S&OP), in order 
to strengthen the interdisciplinary work with business units that require goods and services. In this way, 12 
monthly cycles were carried out putting an emphasis on meeting the contracting needs and grouping them for 
projects, business and support.

• Two international engagement forums were held, where the first joint purchase of the Group was agreed for 
the Energy Meters category, with the participation of the affiliated companies Eegsa, ENSA and Delsur. EPM took 
part in the initiative with the establishment of the respective guidelines.
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Category management

• We maintained the Strategic Management methodology, with priority categories (focus on contracting 
processes), and achieved administrative benefits, efficiencies in new modalities of work, and support in the 
chain to obtain economic benefits.

• In 2016, we worked on four macrocategories that represented 80% of the expenditure: operation support, 
construction materials and services, technical and engineering services, and professional and corporate 
services. During 2016, the selected categories participated with 45% of the expenditure manageable through 
the supply chain.

Contracting by macrocategories

Macrocategory

2015 2016

Number of 
contracts

Value of the 
contracts

(million COP)

Number of 
contracts

Value of the 
contracts

(million COP)
Real estate * 409 23,338 565 43,261

Engineering equipment 638 280,005 1,053 545,405

Expenses not included in the 
supply chain ** 24,104 2,029,506 21,870 619,609

Indirect 1,151 190,918 1,325 190,953

Standard materials 3,991 269,972 2,804 207,568

Maintenance services 240 75,435 359 202,255

Professional/corporate services 1,240 447,285 1,280 571,710

Technical/engineering services 485 533,112 512 523,794

Construction materials and 
services 287 318,176 239 189,950

Operation support 4,071 150,561 3,191 122,409

Total 36,616 4,318,308 33,198 3,216,915

Source: Vice Presidency of Shared Services and Supplies

* Not negotiated in the supply chain.
** Only information about companies in Colombia is included. Small purchases (equal or less than 100 MMW) are also included.

In 2016, after a review of categories, some changes were made in the macrocategories of Engineering Equipment, Standard Materials, 
and Operation Support. For example, the Other Special Equipment category, belonging to the Engineering Equipment macrocategory, was 
reclassified; Other Standard Materials and Hardware Elements, in particular, goes from the Standard Materials macrocategory to Operation 
Support (Consumables category).
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Supply management

• Progress was made in the standardization of the general contracting conditions and the financial requirements 
in Colombian energy affiliated companies.

• The process of minor purchases was implemented in Aguas de Malambo and Aguas de Urabá.
• In the new contracting management model, seven working groups were created and are monitored every 

week. They include: forms, bid specifications, coercive measures, management of advances, management of 
readjustments, payment monitoring, risks and labor review.

• Thanks to the process of joint purchases, a cumulative profit of COP 88.91 billion was achieved as of December, 
2016, through negotiations in the Group’s companies.

Materials management

• The group managed to save COP 5.71 billion thanks to the exemption from tariff rates, as well as COP 132 
million for financial yields due to its status of permanent customs user.

• Some strategies for the management of inventories were implemented, thus improving their turnover rate and 
obtaining a result of 0.72 over a goal of 0.70.

• Profits for COP 7.78 billion were obtained from the sale of planning public uses

Management indicators

G4-12  Describe the organization’s supply chain.
G4-10  Report the following labor information:
 - Report the total number of employees by employment contract and gender.
 - Report the total number of employees by region and gender.
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Strengthening and development of suppliers

The EPM Group fosters the local business sector in the regions where it operates, through contracting processes and 
development of capacities in suppliers and contractors. In this sense, strengthening and development of suppliers 
and contractors aims to increase competitiveness and sustainability of the production chains in the short, medium 
and long term, through the creation and consolidation of relationships between the EPM Group and its suppliers and 
contractors; thus generating bonds of trust to establish specialization and productive complementation processes 
that benefit the parties, articulating the strategic direction of both the EPM Group and its suppliers and contractors, 
in order to improve economic, social and environmental conditions.

Management in 2016

The supplier development pilot project was carried out with a group of 16 contractors of 
the EPM Group’s, selected under different criteria. Its closure was in May 2016 and showed 

satisfactory results and benefits from the optimization of processes, standardization of 
activities, increase in productivity, among other factors.

Based on this experience, an initiative called “Sustainable Ecosystem for Suppliers 
Development” started to be structured, which seeks to articulate different existing initiatives, 

actors and spaces of work with suppliers, in order to leverage their development and 
achieve the organization’s competitiveness and sustainability.

• The “Sustainable Ecosystem for Suppliers Development” program seeks to articulate local, regional, national 
and international initiatives for business sustainability, in order to manage different tools that lead to the joint 
increase of capacities in the EPM Group and its suppliers and contractors, in a self-sustaining way and based 
on resource optimization. The structuring process continues and the initiative is expected to be defined for the 
first half of 2017.

• Through the Network Group (Energy Cluster, ISA, Isagén and EPM), the EPM Group is linked to the initiative of a 
school for linemen. In the first phase, the objective is to train 500 technicians in power transmission lines, 40 of 
which already graduated.

• The Group started the implementation of an initiative in alliance with the Energy Cluster, the Korea International 
Cooperation Agency (KOICA), UNOPS and other companies of the industry (Isagén, ISA, HMV) for the development 
of 30 local suppliers of the electricity sector.

• The Group started to work with the Innovation Leaders programs, managed by Ruta N, with the aim of promoting 
business networks and sustainability.

• Regarding the mechanism to deal with human rights incidents for employees of EPM’s contractors, 17 cases 
have been received and addressed since August 2014. 15 of them were solved and closed, while the other two 
were sent to other areas of the company because they were not within the scope of the mechanism.
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Sustainable ecosystem for suppliers

Suppliers and 
contractors

Sustainable
Ecosystem

for Suppliers
Development

, 

EPM Group
- Anchor

companies

Allies 
(Governments, 
Cluster, trades, 

etc.)

Proposed model for the Sustainable Ecosystem for Suppliers Development.

Management indicators

G4-12   Describe the organization’s supply chain.
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Engagement with suppliers and contractors

The program of engagement with suppliers and contractors, known as Recyproco, is the plan that seeks to 
develop different actions aimed at strengthening the relationship, communication and implementation of different 
mechanisms of discussion, consultation and participation of suppliers and contractors with the EPM Group.

Management in 2016

Different events were carried out with suppliers and contractors about contracting topics, 
such as self-registration in the Ariba tool, Human Rights, Code of Conduct, Regulations, 

among others.

As a result of the actions performed within the framework of the 2016 relationship plan, 
EPM reached a score of 82.15 in the supplier satisfaction study, surpassing the goal of 

81.92. Similarly, the goal for the study with contractors was 84.50 and the Group obtained 
a score of 89.25, which demonstrates a positive indicator of satisfaction and even an 

improvement in performance, compared to 2015.

Likewise, in the reputation study, EPM reached the first place with a score of 859 in the 
Global Reputation Index. As for suppliers, the score was 876.

The following actions were carried out in 2016 to strengthen the relationship with suppliers and contractors:

• Support to 3,409 people from diverse suppliers and contractors companies, which means that we are directly 
impacting 31% of the total amount of suppliers registered for the EPM Group. 5,335 suppliers were registered 
during 2016.

• Development of 10 events with suppliers and contractors about the business portfolio, where technicians were 
involved in support and contact areas of EPM.

• Review, adjustment and redesign of the channels for communication and interaction with suppliers and 
contractors, thanks to the implementation of the new Ariba information system, which supports the supply 
chain processes of the Group.

• Opening of three rooms for the assistance and engagement with suppliers and contractors, located in the 
basement 2 of the EPM Building, in Medellín.

• Recognition to contractors and their employees for their contribution to the EPM Group’s strategic goals with 
their participation in EPM-sponsored city events.

• Definition, from the digital ecosystem, of the basic contents that each website of the affiliated companies will 
show under the architecture defined by EPM.
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• Advice and support to suppliers and contractors for the implementation of the Occupational Health and Safety 
Management System (OHSMS), through actions such as: awareness campaigns on the standard that regulates 
the OHSMS, web publications and statements, engagement with Occupational Risks Administrators to create 
jobs focused on the implementation of the system in suppliers, and definition of requirements that make 
possible to measure the disabling injury frequency rate (DIFR) in suppliers and contractors.

Events held in 2016 - EPM Group - Colombia
Companies Number of events Number of attendees

EPM 18 1,515

Energy and water affiliated companies in 
Colombia 27 1,894

Total 45 3,409

                Source: Vice Presidency of Shared Services and Supplies

Management indicators

G4-12   Describe the organization’s supply chain. 
G4-58   Report the internal and external mechanisms for reporting concerns about unethical or 
  unlawful behavior, and matters related to organizational integrity, such as escalation through line 
  management, whistleblowing mechanisms or hotlines.
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Water conservation

Sustainability of water resources depends on the management of their quality, deficit and excess, along with the 
comprehensive management of watersheds in order to prevent their depletion. Moreover, it is influenced by the 
unplanned growth in demand in face of a limited net supply due to conflicts of water and soil use and to insufficient 
and inadequate actions to manage risk due to socio-natural events.

Stakeholders vision

Contribution to the protection, recovery, management and sustainable use of watersheds, natural resources and 
environmental goods and services provided by them, necessary for the sustainability of the EPM Group and its 
environment as they make it possible to provide public utilities and improve the quality of life in communities settled 
in areas where the Group’s companies operate.

Importance

Economic and social value is influenced by both water deficit and water excess. This can cause problems in 
productive activities, infrastructure, people’s lives, and ecosystem function, as well as generate critical scenarios in 
terms of availability, shortage, water rationing and floods, along their consequent harmful effects on the quality of 
life of the population, their economic activities, and ecosystems. The most important aspects regarding availability 
are associated with the supply of drinking water for the population, industrial processes, power generation, and 
maintenance of ecosystem functions.

Environmental and economic value is also associated when there is water excess and deficit or negative effects on 
water quality, since they can affect supply and distribution systems, while generating direct impacts on availability, 
continuity, and quality of the water to be supplied, as well as the economic costs caused by water losses and 
recovery works, rehabilitation, reconstruction, and protection of systems.
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Main achievements

Goals for 2016 Achievements for 2016 Compliance

Non-revenue water management: 
Reaching in 2017, through the non-
revenue water management for the 
control of technical and commercial 
losses, an estimated volume of 
losses in the socioeconomic level 
range of water losses for the EPM 
system between 85 and 90 million 
m3.

Under the development of the non-revenue water 
program, EPM aims to reduce water losses to a 
volume between 85 and 90 Mm3 in 2017. In 2016, 
the volume of losses was 88.5 Mm3. 

Total

Proper management of 
wastewater in water purification 
plants: Implementing solutions for 
sludge management in every water 
purification plant in the Valle de 
Aburrá by December 2016.

Transaction minutes were defined with the 
affiliate company, Ticsa, for the implementation of 
treatment systems. Detailed designs of treatment 
systems.

Partial

SWMP (Sanitation and Wastewater 
Management Plan): Reducing 
the pollutant load discharged into 
Medellín River in 2017 to 37,785 
BOD5 tons and 19,287 TSS tons 
through the SWMP-related works.

81.97% progress in the execution of the works of 
the Aguas Claras WWTP. 

Construction of 56.8 km of wastewater collection 
and transportation networks.

Partial

Water protection: Implementing 
watershed protection initiatives in 
priority areas for conservation in 
2016; 4,645 hectares equivalent to 
5% of the priority areas identified 
(EPM, CHEC, Aguas de Urabá). 

Water protection initiatives were implemented and 
13,461 hectares were impacted in the watersheds 
of the Porce River (Riogrande, Aburrá River, Porce 
(lower part) and Guadalupe); Nare watershed 
(Nare and La Fe with pumping by Pantanillo, Buey 
and Piedras Rivers); Cauca (protected areas of 
the Ituango Project); Chinchiná River and others in 
Caldas, and Turbo River and others in Urabá.

Total
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Goals for 2016 Achievements for 2016 Compliance

Conservation areas: Total area 
where protection and maintenance 
actions are taken in supply 
watersheds in the interest of EPM 
and some of the Groups’ companies 
(EPM, CHEC, Aguas de Urabá.)

Conservation and maintenance activities were 
carried out in the protected areas of watersheds 
and reservoirs. 

Total

Protected areas: Participating in the 
recovery of the Cerro Alux Protected 
Spring Reserve with the support of 
CONAP, (2016-2020).

Contact with institutions to build alliances 
and carry out a project for the protection and 
conservation of the Cerro Alux Protected Spring 
Reserve. Eegsa held meetings with the Foundation 
for the Conservation of Natural Resources and 
Environment in Guatemala (FCG), to define work 
options in 2017 and to prepare a cooperation 
agreement with CONAP (National Council for 
Protected Areas). 

Total
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Challenges

Challenge
Completion 

year
Scope and coverage Compliance 

indicator
Territory Business Company

Water protection: 
Implementing watershed 
protection initiatives in priority 
areas for conservation to impact 
17,212 hectares (EPM, CHEC, 
Aguas de Urabá.)

2017 Colombia

Water 
Supply

Electrical 
Energy

EPM, CHEC, 
Aguas 

Regionales

Number of 
hectares with 
initiatives.

Non-revenue water 
management: Reaching 
in 2017, through the non-
revenue water management 
for the control of technical 
and commercial losses, an 
estimated volume of losses in 
the socioeconomic level range 
of water losses for the EPM 
system between 85 and 90 
million m3.

2017
Colombia - 
Antioquia

Water 
Supply

EPM
Volume of losses 
in millions of m3.

DWTP: Having sludge treatment 
systems in nine of the drinking 
water treatment plants located 
in the Valle de Aburrá.

2017
Colombia - 
Antioquia

Water 
Supply

EPM

Number of 
plants with 
sludge treatment 
system.
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Challenge
Completion 

year

Scope and coverage
Compliance 

indicatorTerritory Business Company

SWMP (Sanitation and 
Wastewater Management 
Plan): Making progress in 
the reduction of the pollutant 
load discharged into Medellín 
River so that, in the last quarter 
of 2017, the Aguas Claras 
WWTP begins operating 
and, in 2019, the projects of 
modernization and expansion 
of the San Fernando WWTP start 
operations, ensuring a quality of 
the treated effluents of 70 mg/l 
of BOD5 and 70 mg/l of TSS in 
accordance with the maximum 
permissible limits defined in 
Resolution 00631 of 2015. 

2017
Colombia - 
Antioquia

Sanitation EPM

Concentration in 
mg/l of TSS 
Concentration in 
mg/l of BOD
Concentration in 
mg/l of COD

Construction of the Malambo 
WWTP with the aim of reducing 
the pollutant load discharged 
to Malambo and Mesolandia 
swamps, with an effluent quality 
that complies with Resolution 
00631 of 2015.

2019
Colombia - 
Malambo, 
Atlántico

Sanitation
Aguas de 
Malambo

Concentration in 
mg/l of TSS 
Concentration in 
mg/l of BOD
Concentration in 
mg/l of COD

Valle de San Nicolás Sanitation 
Project: Modernization of the 
El Retiro WWTP to allow for the 
tertiary treatment of wastewater, 
protecting the use of the Negro 
River as a water source for 
water supply systems and 
construction of the El Escobero 
and Don Diego WWTPs so as 
to ensure compliance with 
Resolution 631 of 2015 .

2019
Colombia-
Antioquia

Sanitation EPM

Concentration in 
mg/l of TSS 
Concentration in 
mg/l of BOD
Concentration in 
mg/l of COD
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Management indicators

G4-EN8  Total water catchment by source. Electricity sector: Report the use of water in processes in general, 
  refrigeration and consumption in thermal and nuclear energy plants, including the use of water in 
  the management of ashes and carbon cleaning.
G4-EN10  Percentage and total volume of water recycled and reused. 
G4-EN22  Total water discharge by quality and destination. Electricity sector: Report thermal discharges as 
  part of the total volume of planned and unplanned water discharges.
EPM-01  Conservation areas.
EPM-10  Water protection.

Sustainable development goals
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Water Conservation

The protection and improvement of the watersheds and the environmental services they provide are crucial to 
ensure the availability of the water resource, the sustainability of territories and the quality of life of the communities 
benefiting from such services.

The environmental conditions of the watersheds affect directly the water supply sources of reservoirs and other 
systems. To help improve these conditions and prevent the risks associated with the availability of the water resource 
to the populations served, the EPM Group undertakes, free-standing and with other participants, programs and 
projects such as the comprehensive management of the water resource and biodiversity, the erosion control, the 
environmental sanitation, the environmental management in reservoirs, the forest management, the restoration, 
the fauna management, the environmental awareness-raising and the monitoring.

Management in 2016

Strengthening of alliances of the EPM Group companies with public and private actors, 
for the protection of the watersheds that supply the reservoirs and the systems for 
the hydroelectric power generation, the water supply and the sustainability of such 

watersheds. 

Inclusion of a goal relating to water protection in the EPM Group’s BHAG. This implies the 
development of different initiatives to have a positive impact, in 2025, on the protection of 

137,000 hectares in the watersheds of interest.

Implementation of water protection initiatives associated with forest conservation, 
restoration and reforestation, sustainable practices and uses, compensation and new 

areas of conservation that, in 2016, had an impact on the protection of 13,461 hectares in 
the watersheds of Porce (Riogrande, Río Aburrá, Porce-Alto Nechí), Nare (La Fe, Río Negro-
Nare), Cauca (influence of the Ituango Hydroelectric Project) and supply watersheds of the 

affiliated companies Aguas de Urabá and CHEC.

Definition of strategic risks, business and process for all the EPM Group, associated with 
the availability of the water resource and the preparation of improvement plans.
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Main programs and initiatives developed by the EPM Group companies to protect the watersheds that supply 
its reservoirs or systems:

BanCO2 program: initiative to pay farmer families for environmental services. The program aims at developing a 
forest conservation and restoration system and a compensation system for the carbon footprint. The EPM Group 
is involved in the program by supporting the farmers so that they take care of the forests, protect the fauna and 
contribute to the conservation of the environmental services they provide. The companies of the Group involved in 
the program are:

• EPM is involved in the program in two ways: voluntarily, paying for environmental services to 56 families of 
Eastern Antioquia that protect 1,364 hectares of forest; and mandatorily, compensating the forest exploitation 
and protecting 3.6 hectares. In addition, 50 more families of the BanCO2 program in Eastern Antioquia are 
supported through the agreement between EPM and the CuencaVerde Corporation.

• CHEC made compensation payments to families involved in the BanCO2 program in the department of Caldas. 
With these families, it was possible to protect 719 hectares of forest in the municipalities of Marulanda, Neira, 
Villamaría and Santuario. The recognition of the Regional Autonomous Corporation of Risaralda (Carder) 
stands out, which honored the CEO of this affiliated company of the EPM Group with the Gabriel Jaime Londoño 
Environmental Baton Order, in the gold category, for his environmental commitment and support to the BanCO2 
program.

• In partnership with the Regional Autonomous Corporation of Quindío (CRQ) and the Masbosques Corporation, 
the affiliated company EDEQ implemented the BanCO2 project in Quindío. Eleven families of the department, in 
the municipalities of Génova, Filandia and Circasia, were paid for their environmental services. These families 
have approximately 200 hectares of forest; therefore, they become protectors of water sources and vulnerable 
fauna habitats, in accordance with the classification of the Convention on International Trade in Endangered 
Species of Wild Fauna and Flora —CITES.

• By supporting the BanCO2 program, the affiliated company CENS was able to conserve strategic environmental 
ecosystems such as the Sisavita Natural Park and the Santurbán páramo. With this initiative, we influence 
the protection and production of water of the main supply source of the city of Cúcuta (Colombia) and its 
metropolitan area, including 10 municipal water supply systems and the agricultural and livestock production 
of the inhabitants of the Zulia, Sardinata and Cáchira river basins. This project benefited 25 families of the 
municipalities of Cucutilla and Salazar de Palmas, covering 711 hectares of forest protected in strategic 
ecosystems of the department.

• ESSA supports the conservation of forests through the BanCO2 program in the municipalities of Charalá, 
Encino, Coromora, Gambita and Mogotes.

• Jointly with Corpourabá and EPM, Aguas Regionales started paying for environmental services through the 
BanCO2 program for the conservation of 249 hectares in Serranía del Abibe, where surface water sources are 
born and where the aquifers that supply the water supply systems operated by Aguas Regionales in the Urabá 
region reload.
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• Public and private alliances: the EPM Group assumes its commitment to sustainability in the territories where 
it is present and establishes alliances with public and private actors to develop projects and initiatives whose 
aim is the conservation of the environment, especially the water.

• Agreement for water safekeeping in Eastern Antioquia, with the purpose of getting different actors of the 
territory to engage in the water conservation. Isagén, WWF, EPM and Cornare, among others, are involved in 
this initiative.

• Agreement between EPM, Cornare and municipalities of Eastern Antioquia, which includes ecological 
restoration, sustainable production systems, basic sanitation, erosion control, ecotourism and natural reserves 
among its strategic actions. Implementation agreements were signed to start the activities.

• EPM, in conjunction with Corantioquia, develops social and environmental management programs in 
areas of interest: ten municipalities of Northern and Northeastern Antioquia that are areas of influence of the 
Riogrande I and II and Porce II and III reservoirs. Progress was made in the execution of some of the programs, 
especially erosion control and basic sanitation.

• EPM-UNDP agreement, alliance for sustainable development in the Porce River basin, addressing, among 
other issues, the definition of strategies of sustainable management, designed and implemented to respond 
to conflicts caused by inappropriate use of natural resources: conservation actions, prevention, mitigation and 
compensation of the water resource and the highly environmentally-valued ecosystems.

• Water Fund “CuencaVerde Corporation,” public and private alliance between the municipality of Medellín, 
EPM, Cornare, Postobón, Grupo Nutresa, AMVA, Coca Cola–Femsa, Latin American Water Funds Partnership 
and Grupo Argos, for the protection of water supply basins of Riogrande II and La Fe reservoirs, main water 
sources of Valle de Aburrá.

• EPM, in partnership with Parque Arví Corporation, managed to restore 5.1 hectares in the Piedras Blancas 
reservoir watershed and developed activities to promote environmental culture in the community.

• Water quality boards, established by EPM, Corantioquia and the municipality of Medellín. Their goal is to 
identify the main damages in the water supply basins and undertake joint actions for their improvement.

• Agreement between ENSA and Ecofarms Foundation. Its goal is to reforest 3.5 hectares of native forest, as 
part of the Mamoní River basin tropical conservation and restoration project. This project is part of the strategies 
that the affiliated company ENSA will promote for the mitigation of and adaptation to climate change.

• CHEC, in alliance with other public and private entities, through the agreement with the municipality of 
Chinchiná and Ascondesarrollo, carried out restoration actions in 381 hectares; reforestation and restoration 
of 500 hectares in the upstream basin of the Guacaica River, in alliance with the municipality of Neira and the 
Dicar Foundation; reforestation and restoration of 650 hectares in the upstream and midstream basins of the 
Chinchiná River, in alliance with the municipality of Villamaría and Ascondesarrollo; forestry encouragement 
and reforestation in 1,024 hectares, in alliance with the FEC; implementation of practices and sustainable uses 
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(agroforestry, forest grazing and others) in 200 hectares, in alliance with the municipality of Chinchiná and 
Ascondesarrollo; protection, restoration and reforestation in 228 hectares of the piece of land of Camargal 
at the borders of the Bosques CHEC Forest Reserve; and acquisition of 121 hectares of the piece of land La 
Cabaña, in the upper part of the Chinchiná basin.

• Alliance to raise awareness and protect the watersheds: due to the reduction of flow and the lack of water 
availability in Quindío by the end of 2016, EDEQ organized the planting of 2,000 native trees in El Mudo wetland, 
Salento, in alliance with the municipality of Salento, the CRQ and the school of police officers. Besides this 
activity, which was a strategy of water conservation and an offset of CO2 generated by its activities, the company 
planted 1,132 trees in strategic places of conservation in the department of Quindío, such as the La Pradera 
stream.

• Eegsa, affiliated company of the EPM Group in Guatemala, signed a cooperation agreement with the National 
Council for Protected Areas – CONAP (2016-2020) to recover the reserve that protects the springs of the Alux hill.

EPM and its affiliated companies develop other projects and activities that contribute to the protection of the 
watersheds and the strengthening of the water culture to raise awareness on the importance of the conservation 
of the water supply sources and their rational and efficient use.

• Awareness-raising on the conservation of water and the environment: as part of the strengthening of water 
culture, EPM , free-standing and also in association with other entities, held events during the celebration 
of environmental anniversaries, ludic and educational activities in the  EPM Water Museum, environmental 
awareness-raising programs with the  EPM Foundation, participation in the Aló EPM radio program, delivery 
of information on the subject in different publications, talks on environmental issues in different events and 
deployment of an intense campaign regarding the efficient use and conservation of water.

• Forestry encouragement by EPM: approximately 1,500,000 trees were delivered to protect the supply basins 
of EPM’s reservoirs and systems, which is equivalent to promote the planting of approximately 1,600 hectares.

• Extraction of solid waste in generation reservoirs: the company monitors the water plants in the power 
generation reservoirs and, through agreements with specialized firms, manages the appropriate disposal of 
all the hazardous waste that gets to these bodies of water.

• CENS: sessions of tree planting for the protection and conservation of the Pamplonita River basin; activity carried 
out with different stakeholders. Likewise, the company planted 1,900 trees in the municipalities of Salazar, Tibú 
and Ocaña, in the development of the “We all are one” project and with the participation of the company’s staff.

• ESSA and its environmental awareness-raising: awareness-raising events were held in the Altamar rural 
property located in the rural settlement of Cristales in the municipality of Piedecuesta. Such property has 5 
springs and approximately 220 ha of native forest; it is visited periodically by different groups which are shown 
the importance of ensuring its preservation for the water conservation.
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• Aguas Regionales, with the participation of different entities and the community of the Urabá region, 
implemented the “For the rivers we want, dream of and deserve” project, which included cleaning sessions and 
extraction of solid waste from sources and pipes. As part of the project, environmental education campaigns 
were organized, 20 tons of waste was collected, and awareness was raised in 3,912 people through visits to 
their homes.

Management indicators

EPM-01  Conservation areas.
EPM-10  Water protection.
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Water consumption

This action seeks to understand how water is used in processes and operations of the EPM Group, in order to 
implement programs and projects that allow optimizing its use and promote practices that contribute to the 
sustainability of this crucial resource.

Management in 2016

Savings in water consumption were achieved thanks to the implementation of the following 
programs:

Water recirculation in drinking water treatment plants (DWTP): Saving of 1.5 Mm3 in water 
consumption by EPM‘s DWTPs, thanks to the use of recirculated water that is returned to 
the purification process for cleaning water plant filters. The amount of recirculated water 
depends on the quality of the sources collected. Water is recycled as long as it does not 

affect the quality of the drinking water produced in the plant.

Reuse of 31.1 Mm3 of water for power generation.

Decrease in total consumption by 7%, mainly due to the decrease in water consumption for 
the cooling process of the La Sierra thermal power plant, due to a lower power generation 
in this plant during 2016. Likewise, domestic water consumption reduced in the facilities of 
the EPM Group’s companies thanks to the implementation of programs for the saving and 
efficient use of water. It is noted that there was a reduction of 21.78% in water consumption 

at EPM‘s head office in Medellín, where the monthly average consumption per capita 
decreased to 1.33 m3 person/month.

During 2016, water consumption by the EPM Group’s companies mainly came from surface water sources and 
water supply system. It is used in their production processes and for domestic and cooling purposes:

• 16,312 Mm³ was the total water consumption.
• 95% of consumption corresponds to surface water.
• 98% of surface water was used for power generation.
• 2% of surface water was used for water supply.
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The following are the main initiatives and programs associated with the saving and efficient use of water by the 
EPM Group:

Water reuse: 31.1 Mm3 were reused mainly for power generation, which allows to optimize the use of water in the 
process.

Water recirculation in the EPM Group’s DWTPs: Saving of 1.5 Mm3 in water consumption thanks to the use of 
recirculated water that is returned to the purification process for cleaning the filters of the La Ayurá, La Cascada, 
La Montaña, Manantiales, San Antonio de Prado, San Cristóbal, Villa Hermosa and Aguas Frías water purification 
plants. The goal is to reduce the consumption of water in the processes, as long as it does not affect the quality of 
the drinking water.

Non-revenue water management: Under the development of this program, EPM aims to reduce water losses to a 
volume between 85 and 90 Mm3 in 2017. In 2016, the volume of losses was 88.5 Mm3. Among other activities are the 
control of technical losses that involves pressure control, modernization, replacement of networks and connection 
pipes, systematic detection of leaks and control of commercial losses by standardizing fraud, improvement of 
metering and linking of customers, relationships management and communication.

Management of  N.R.W in Aguas de Malambo: In order to comply with the provisions of Resolution CRA 
688, regarding the LRBU, the following actions were carried out: pressure control, replacement of networks 
and connection pipes, systematic detection of leaks, delimitation and zoning of water supply systems, increase 
in metering coverage, zoning and standardization of frauds. In Aguas de Malambo, 3,862 micrometers were 
installed with the support of the Atlántico Governor’s Office and the EPM Foundation, and meetings and workshops 
were held with the community regarding the saving and efficient use of water, with the participation of more than 
900 people.

Aguas Regionales: A systematic leak detection group was created to minimize system losses and repair leaks 
in the shortest time possible. Network inspection and detection of fraud, illegal connections and leaks are carried 
out. The goal is to migrate from corrective to preventive maintenance of the water supply and sewerage networks.

Saving and efficient use of water: Programs for the saving and efficient use of water continued in the facilities 
associated to the power generation, transmission and distribution, gas, and water supply and sanitation businesses. 
A decrease in water consumption was achieved thanks to the implementation of the following initiatives:

• Plans for water supply systems: The five-year water saving and efficient use plans are being implemented 
in all the systems where EPM operates regarding water supply. In 2016, Cornare approved the new five-year 
plan for the Ayurá system.
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• EPM‘s facilities: There was a significant reduction in water consumption at EPM‘s head office in Medellín, with 
a consumption that went from 87,466 m3 in 2015 to 68,418 m3 in 2016, representing a reduction of 21.78% in 
water consumption. This achievement is due to the installation of the water recirculation system on the green 
walls of the EPM Building and the implementation of the drip irrigation system on terraces and in some of the 
green slopes of the Building. Likewise, the average monthly water consumption per capita in the EPM Building 
decreased from 1.66 m3 person/month in 2015 to 1.33 m3 person/month in 2016. Moreover, the Program for 
the efficient and rational use of water, Pueyra, was designed for EPM‘s head office and General Warehouse.

• Program for the saving and efficient use of water in the Group’s Power Distribution and Transmission 
facilities: Awareness-raising and training activities were carried out for EPM‘s personnel and contractors, in 
order to promote rational use of water and decrease water consumption. Various strategies were used, such 
as lectures, newsletters and signage, as well as the installation of devices for leakage reduction and sanitary 
facility filling control. It was possible to reduce the total water consumption of 2016 by 50 thousand m3/year, 
equivalent to a decrease of 24%, compared to the previous year, which demonstrates the effectiveness of the 
programs, campaigns, and activities carried out.

• Program for the saving and efficient use of water in EPM’s Power Distribution and Transmission facilities: 
Water consumption at Power T&D facilities has been declining, as seen in the consumption records, since 2012, 
being the 2013-2015 period the period with the highest percentages of decrease, with annual savings of 8,000 
m3. The above data are significant if we consider that the number of facilities remains more or less stable.

• ESSA: Maintenance of the water supply devices in the company’s headquarters was carried out. A 4.9% 
decrease in total water consumption in its facilities was achieved.

• CENS: The programs for the saving and efficient use of water in its facilities continued, focusing them on 
awareness-raising and promotion of behavior changes regarding its use.

• CHEC: In order to achieve optimization in the use of water in power generation, CHEC uses chain exploitation 
of sources and reservoirs. In addition, a 22% reduction in water consumption per capita was achieved at the 
head office’s facilities, Uribe station, and Marmato, La Rosa and Dorada substations.

• EDEQ: Progress was made in the inspection of all the company’s headquarters to define the activities and 
adjustments necessary for the efficient use and saving of water in the company.

• Delsur: 17% decrease in water consumption due to the implementation of the program for rational and 
efficient use of drinking water. Activities carried out by this company of the EPM Group include leak repair 
and the communication campaign to raise awareness among personnel regarding water saving. Moreover, 
consumption reduction targets were defined for the period 2015-2020.
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• Program for the saving and efficient use of water at Eegsa: As part of the program for saving and efficient 
use of water in the main facilities, water saving toilet units and faucets were installed in Eegsa‘s administrative 
building and awareness-raising campaigns were carried out and behavior changes were promoted regarding 
this issue. In the year, there was an increase in water consumption in the company’s facilities due to the transfer 
of workers from temporary offices to the administrative building and water consumption in remodeling and 
adaptation activities at the head office.

Moreover, the company started a rainwater collection project, which aims to reduce water consumption at the El 
Modelo headquarters and favor the use of this water during the rainy season to wash trucks.

• Program for the saving and efficient use of water at ENSA: This affiliate company of the Group implemented 
a project to reduce water consumption when washing the vehicle fleet, making the process more efficient by 
using water guns that reduced consumption by more than 70% compared to the previous process. In addition, 
the program for the rational use of water was approved, which establishes short-, medium- and long-term 
measures for the conservation of water resources.

Monitoring of licenses: Water licenses required for the company’s processes and operations are monitored. The 
Vice Presidency of Water Supply and Sanitation monitors the requirements established in administrative acts that 
grant water licenses and, as a result, environmental authorities are requested to modify the license if it is established 
that it is necessary to meet the demand and the source has resource availability. In 2016, modifications were made 
to the Piedras Blancas and La Picacha streams licenses.

Non-conventional solutions in water supply: We highlight two research and development initiatives for unserved 
population to access water supply with non-conventional solutions: The pilot of aerial pipeline networks for the 
transport of water in the municipality of Turbo, which seeks, among other objectives, to improve the operation of 
the network and the provision of the service and make an efficient use of water resources, as well as the pilot of 
non-conventional (distributed) systems for water desalination through vacuum evaporation using solar heaters.

Culture of Water: The Group’s companies develop directly and along with other actors a series of programs and 
activities to raise awareness and promote behavior changes regarding water conservation, from the sources of 
supply to the efficient and rational use of water in the activities developed by customers and users.
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Water consumption by type of source - EPM Group (Thousands of m3)

Business

2014 2015 2016 Variación 2016-2015

Surface 
water

Water 
Supply

Surface 
water

Water 
Supply

Surface 
water

Water 
Supply

Surface 
water

Water 
Supply

Power Generation 15,886,622 95 15,367,853 82 15,987,293 9 4% -89%

Power Transmission and 

Distribution
0 111 0 209 0 159 5% -24%

Gas  N.A. 0  N.A. 1 0 0  N.A. -56%

Water Supply 

and Sanitation

Water Supply 298,270 23 336,216 29 325,175 19 -3% -36%

Wastewater 

Management
 N.R. 179  N.R. 210 0 257  N.A. 23%

Solid Waste 

Management
 N.R. 64 93 46 0 0 -100% -100%

Total 16,184,891 472 15,704,162 578 16,312,468 445 4% -23%

• The increase in total consumption of surface water was 4% in 2016 compared to 2015, mainly due to the normal demand growth.

• Decrease in water consumption for all businesses was 23%, due to the implementation of practices for the efficient use and saving of 
water, as well as to the reduction of power generation in the La Sierra thermal power station, besides the lack of records in 2016 for the 
Waste Management process.

 
• Consumption of water that has been treated increased by 23% for the wastewater management process due to the use of pressure 

washers in the San Fernando WWTP for improvements in the maintenance of the infrastructure.



165

14,613,818
100%

347
0%

14,535,262
99%

14,209,843
0%

325,175
2%

245
0%

157
45%

19
5%

12
4%

159
46%

0
0%

78,209
1%

78,209
100%

0.133
0%

Domestic (thousands of m3)Production (thousands of m³)

Power Generation Business

Gas Supply Business

Cooling (thousands of m³)

Power Generation BusinessPower Generation Business

Water Supply and Sanitation
Business Water Supply

Water Supply and Sanitation
Business Water Supply

Water Supply and Sanitation
Business Wastewater Management

Water Supply and Sanitation
Business Wastewater

Management

Power Transmission and
Distribution Business

Power Transmission and
Distribution Business

Water consumption in 
thousands of m3 by type of use 

EPM Group 2016

Water consumption in thousands of m3 by type of use - EPM Group 

Business
2014 2015 2016 2016-2015 Variation

Production Domestic Cooling Production Domestic Cooling Production Domestic Cooling Production Domestic Cooling

Power Generation 15,830,680 224 59,223 15,206,752 181 160,884 14,209,843 157 78,209 -7% -13% -51%

Power Transmission and 
Distribution  N.A. 111  N.A.  N.A. 209  N.A.  N.A. 159 0.133  N.A. -24%  N.A.

Gas  N.A. 0.419  N.A.  N.A. 0.894  N.A.  N.A. 0.389  N.A.  N.A. -56%  N.A.

Water 
Supply and 
Sanitation

Water Supply 298,270 23  N.A. 336,216 29  N.A. 325,175 19  N.A. -3% -35%  N.A.

Wastewater 
Management  N.R. 8  N.A. 200 11  N.A. 245 12  N.A. 23% 16%  N.A.

Solid Waste 
Management  N.R. 64  N.A. 93 134  N.A.  N.R.  N.R.  N.A.  N.A.  N.A.  N.A.

Total 16,128,950 431 59,223 15,543,261 565 160,884 14,535,262 347 78,209 -6% -38% -51%
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• Total consumption by type of use does not include recirculated/reused water, which is considered in total 
consumption by type of source.

• Decreased use of water for cooling, due to lower power generation at La Sierra thermal power station.

• Decrease in water consumption in 2016 compared to 2015 for production and domestic purposes in all 
businesses, except for Wastewater Management, which registered a 23% increase in production consumption 
due to the use of new pressure washers necessary to improve the maintenance of the San Fernando WWTP’s 
infrastructure and the increase in domestic consumption by 16% due to transfer of personnel to these 
installations.

Volume in m³ of recirculated/reused water - EPM Group 
Business 2015 2016 Variation

Power Generation 24,609,585 31,179,216 27%
Power Transmission and Distribution  N.A.  N.A.  N.A.

Gas  N.A.  N.A.  N.A.

Water Supply and 
Sanitation

Water Supply 3,654,858 1,540,958 -58%

Wastewater 
Management

104  N.R.  N.R.

Solid Waste 
Management

 N.A.  N.A.  N.A.

Total 28,264,547 32,720,174 16%

• 95% of recirculated/reused water corresponds to EPM‘s power generation process. The percentage of 
recirculated water in this process increased by 27% in 2016, due to the fact that in 2015 it was not registered 
all year round.

• The recirculated water data of the 2015 Generate Power process was adjusted because CHEC reported, in 
2015, the water used for hydraulic chain generation as reused.

• 1.5 Mm3 corresponds to water recirculation for washing DWTPs’ filters. The amount of recirculated water 
depends on the quality of the sources collected. Water is recycled as long as it does not affect the quality of the 
drinking water produced in the plant.
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Management indicators

G4-EN8  Total water catchment by source. Electricity sector: Report the use of water in processes in general, 
  refrigeration and consumption in thermal and nuclear energy plants, including the use of water in 
  the management of ashes and carbon cleaning.
G4-EN10  Percentage and total volume of water recycled and reused. 
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Wastewater management

The EPM Group’s companies implement some measures for managing wastewater discharges (*) resulting from 
their activities and processes in which water consumption is involved.

(*) In Colombia, Decree No. 3930 of 2010 specifies that wastewater dumping is the final discharge of elements, substances, or chemicals into a 
body of water, a sewerage system or the soil.

Management in 2016

Treatment of 40.7 Mm3 of wastewater in the San Fernando wastewater treatment plant 
(WWTP). This prevented the discharge, into the Medellín River, of 8,732 tons of BOD5 and 

14,287 tons of TSS.

Treatment of 739,586 m3 of wastewater in the El Retiro WWTP, which prevented the 
discharge, into the Pantanillo River, of 127 tons of BOD5 and 133 tons of TSS.

Under the development of the Sanitation and Wastewater Management Plan (SWMP) in 
the Valle de Aburrá, we continued the operation of the San Fernando WWTP and made 
progress in the construction of the Aguas Claras WWTP, as well as in the works of the 
Northern Interceptor and the Centro Parrilla Project for the modernization of the water 
supply and sewerage networks in Medellín’s downtown. The total investment in the 

development of the SWMP to 2016 is COP 1,549,860 million.

Progress was made in the phase II of the project for the construction of the Malambo 
WWTP, which involves its design and permit applications. The plant will be built with 

contributions under condition and will cost COP 18.851 billion. It is expected that the plant 
will start operations in 2019.

Aguas Regionales made progress in the execution of works in the SWMP and negotiated 
the lots for the construction of the Apartadó and Chigorodó WWTPs. It also made progress 

in the development of works for the modernization, replacement, and expansion of 
sewerage networks in all municipalities and in the construction of the El Bohío Stage II 

Collector Sewer in the municipality of Chigorodó that is executed through an agreement 
between Aguas Regionales S.A. E.S.P., Antioquia Governor’s Office, and the Ministry of 

Housing, City and Territory, for a total value of COP 4.721 billion.
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The main results and programs of the EPM Group’s companies to manage wastewater discharges generated 
during their processes and activities are presented below: 

• The total discharge by the facilities of the Group’s companies in 2016 totaled 125 Mm3, representing a 40% 
decrease compared to the previous year.

• The total discharge by EPM in 2016 totaled 123 Mm3, which corresponds to 99% of total discharges by the 
Group.

• EPM’s discharges in 2016 decreased by 24% compared to those in the previous year, mainly due to a decrease 
in water discharges from the La Sierra thermal power station due to a lower energy generation.

• 63% of the EPM Group’s total discharges come from the La Sierra thermal power station, 34% from the WWTPs 
and 4% from the DWTPs.

The initiatives and projects developed in 2016 related to wastewater management are presented below:

Sanitation and Wastewater Management Plan (SWMP) in the Valle de Aburrá: We continued the operation of 
the San Fernando WWTP and made progress in the construction of the Aguas Claras WWTP, as well as in the works 
of the Northern Interceptor and the Centro Parrilla Project for the modernization of the water supply and sewerage 
networks in Medellín’s downtown. The goal is to reduce the pollutant load discharged into Medellín River so that, 
in the last quarter of 2017, the Aguas Claras WWTP begins operations, with a quality of the treated effluent of 70 
mg/l of BOD5 and 70 mg/l of TSS, in accordance with the maximum permissible limits defined in Resolution 00631 
of 2015. 

Improvements in the efficiency of the San Fernando WWTP: Implementation of improvement actions for the WWTP 
continued. Operating adjustments have been made in order to maintain the efficiency established in Metropolitan 
Resolution 1628 of 2015, while implementing the plant’s modernization and expansion projects.

On-line monitoring of wastewater: The company continued its on-line monitoring of the quality of wastewater in 
the sewerage network of the Valle de Aburrá. For 2017, the installation of three new stations is expected.

Sludge treatment system: In 2016, the solutions for the La Ayurá, Manantiales, Caldas and Aguas Frías DWTPs 
continued to be implemented.

Effective use of solid organic waste: Solid organic waste is the by-product of the sewage sludge produced in 
the municipal wastewater treatment plants. In 2016, solid organic waste of the San Fernando WWTP was used for 
soil recovery, in accordance with the guidelines established in Decree 1287 of 2014. The working table along with 
Corantioquia and the Metropolitan Area of Valle de Aburrá to analyze important aspects related to the management 
of this product continued operations. 

Inspection, monitoring, and management program of septic tanks and wastewater treatment systems: The 
facilities of the EPM Group’s companies located in areas that are not connected to a sewerage system are provided 
with a wastewater and septic tank treatment system: Facilities for Power Transmission and Distribution, Power 
Generation camps and facilities and Water Supply and Sanitation tanks and facilities. 
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SWMP in the systems operated by Aguas Regionales: The modification of the SWMP for the municipalities served 
by Aguas Regionales in Urabá was requested. Moreover, this affiliate company has made progressed in the 
acquisition of lands for the construction of the WWTPs proposed in the SWMP of the municipalities in the Urabá 
region. Also, progress was made in the inspection and maintenance of the sewerage networks, with the aim 
of migrating from corrective to preventive maintenance of the sewerage networks. Leaks that are reaching the 
sewerage network in the water supply system were detected.

WWTP, Aguas de Malambo: The modification of the SWMP for the affiliate company, Aguas de Malambo, was 
requested.

Wastewater discharges linked to production processes m³/year - EPM Group

Company
Type of 

Treatment
Destination 2014 2015 2016 Variation 

EPM

DWTP*

None Sewerage 2,256,485 2,591,476 3,885,934 50%

None Water flow 45,285 31,940 N.R. 0

Primary Sewerage N.R. 25,615 64,080 150%

Aguas 
Regionales 
- Urabá 

None Surface water N.R. 575,026 460,921 -20%

None Sewerage 34 30 N.R. 0

Aguas 
Regionales 
- West

None Sewerage 1,864,702 14,376 64,504 349%

Aguas de 
Oriente

None Surface water N.R. 43,002 106,054 147%

Aguas de 
Malambo

None Sewerage N.R. 226,665 103,347 -54%

EPM 

WWTP**

Secondary Water flow 43,402,626 43,207,801 41,472,009 -4%

Aguas 
Regionales 
- Urabá 

None Sewerage 256 384 N.R. 0

Aguas 
Regionales 
- West

None Sewerage N.R. N.R. N.R. 0

Water flow N.R. 201,952 628,300 211%

Emvarias
None Sewerage 64,399 39,637 N.R. 0

None Surface water N.R. 174,844 N.R. 0

EPM La Sierra
Thermal power 

Secondary 
(residual 
industrial)

Water flow 6,698 10,391 13,262 28%

None 
(cooling)

Water flow 59,222,768 160,876,800 78,208,668 -51%

Total 104,998,551 208,019,939 125,007,079 -40%
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• The list of registered DWTPs includes 10 EPM‘s plants, 10 Aguas Regionales’ plants, 1 Aguas de Oriente’s plant and 1 Aguas de Malambo’s 
plant.

• The list of registered WWTPs includes 2 EPM‘s plants, 2 Aguas Regionales’ plants and 2 Aguas Regionales’ WWPSs. 
• Decrease in the amount of wastewater discharges in 2016 was 40% compared to 2015.
• Decreased wastewater discharges from the La Sierra thermal power station due to a decreased power generation. 

TICSA’s wastewater discharges registered in 2015 were eliminated due to the fact that they are not discharges by the EPM group, but rather by 
the companies to which TICSA provided its services.

Domestic wastewater discharge into the sewerage system m³/year 
EPM Group

Business 2013 2014 2015 2016
Transmission and 
Distribution 50,196 39,091.58 55,660.55 59,848.08

Gas 599.50 203 N.R. N.R.

Water supply 15,863.08 19,766.34 18,114.25 13,878.50

Solid waste management 0 64,399 39,637 N.R.

Administrative and 
commercial offices 147,305.48 159,123.65 159,501.19 128,776.61

Total 213,964.06 282,583.57 272,912.99 202,503.19

• Domestic wastewater discharge includes administrative offices, operating facilities, tanks, and pumping stations. 
• The total decrease in discharges into the sewerage system by 25.8% is due to the fact that there are no records for Emvarias and due 

to the reduction of water supply discharges and discharges in administrative and commercial offices, where water consumption was 
also reduced due to the implementation of programs for water efficient use and saving.
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Investments defined in the Sanitation and Wastewater Management Plan (SWMP) of Valle 
of Aburrá.

Investments of the SWMP of Valle de Aburrá
2005-2019 (Million COP)

3,000,000

2,684,379

Estimated total value Invested  as of 2016 To be invested

1,549,860

1,134,519

2,500,000

2,000,000

1,500,000

1,000,000

500,000

0

Investments of the SWMP of Valle de Aburrá
2005-2019 (Million COP)

Progress in the works of the Sanitation and Wastewater Management Plan of Valle 
of Aburrá

Progress in Valle de Aburrá’s SWMP 

Quantity 
Unit of 

measurement 
Secondary networks and collector sewers
Total length of projected networks in the SWMP 369,673 m

Total length of networks built until the monitoring period 334,601 m

Interceptors
Total length of projected interceptors in the plan 20,434 m

Total length of interceptors built until the monitoring period 7,734 m

Public network discharges
Total discharges identified in diagnoses until the monitoring period 740 Un

Collected discharges until the monitoring period 531 Un

Aguas Claras WWTP 
Progress in the construction of the Aguas Claras WWTP 1 Un
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Management indicators

G4-EN22  Total water discharge by quality and destination. Electricity sector: Report thermal discharges as 
  part of the total volume of planned and unplanned water discharges.
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Diversification of renewable energies

Renewable energies are alternative solutions to the traditional power generation and they will be the foundation for 
the economic and social development.

The use of renewable energies has increased due to the depletion of natural resources, and their promotion and 
incorporation within the diverse productive processes are encouraged. It is of common interest for the EPM Group 
and its stakeholders to ensure the full and timely power supply, maintain the competitiveness and protection of the 
environment, and watch over the efficient use of power and the conservation of renewable natural resources.

In Colombia, the entry and use of this type of power sources was greatly encouraged by Act 1715 signed in 2014. 
This regulation has been establishing itself and has motivated, even more, the companies to look for mechanisms 
to develop and implement technologies with energy renewable sources.

Stakeholders’ Vision

In addition to the actions of the EPM Group to venture into the use of renewable and clean energy sources—besides 
hydropower—, it is necessary to establish alliances to structure and execute pilot projects with other stakeholders 
that seek the promotion of these sources nationwide and worldwide, as well as to obtain technical and scientific 
cooperation resources that allow us to make their use viable in our territories.

As the organization manages to execute successful projects, new segmented lines of business can be offered to 
different stakeholders. This is crucial for the sustainable development of the territories.

Importance

For the EPM Group, it is important to diversify its energy offer to ensure the full and timely energy supply, so that it 
remains competitive and, at the same time, it can guarantee the protection of the environment, reduce greenhouse 
gas emissions and generate positive social impacts in the communities of its areas of influence, including the non-
interconnected areas.

Among the new energy sources which EPM has been working on are wind energy, solar photovoltaic energy, 
geothermal energy, biomass energy and second generation biofuels.
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Main achievements

Goals for 2016 Achievements for 2016 Compliance

Geothermics: polishing the conceptual geo-
scientific model and making progress in the 
procedures to conduct supplementary studies with 
regard to the environmental impact study for the 
drilling stages.

Review of all the existing geo-scientific 
information, updating of the integrated 
conceptual model and definition of the 
points and the strategy of the drilling.

Total

Solar: developing projects and pilots that allow 
learning about the assembly of solar parks in 
interconnected and non-interconnected urban 
and rural areas, and configuring a comprehensive 
system that comprises different technologies.

Cooperation agreement with allies to 
develop the pilot, including training and 
knowledge transfer.

Discussion of the project before the 
environmental authority and the 
municipality of the area of influence.

Total

Solar: progress on the project of nanostructured 
solar cells.

The first experimental photovoltaic 
solar nanostructured-cell module 
was successfully developed with the 
University of Antioquia, Sumicol and 
Andercol.

Total

Waste water: biotreatment plant.
The pilot plant for water treatment with 
microalgae was put into operation.

Total
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Challenges

Challenge
Year of 

completion
Scope and coverage Achievement 

indicatorGeography Business Company

As part of the project of 
nanostructured solar cells, 
developing a pilot project in 
rural schools of Antioquia.

2017 Colombia - 
Antioquia

Electrical 
energy

Empresas 
Públicas de 

Medellín - EPM

1. Third 
generation solar 
cell with nearly-

commercial 
efficiencies.

2.  Development 
of a pilot project 
in rural schools 

of Antioquia.

Development of the line of 
business to sell electrical 
energy produced by a 
photovoltaic solar system: 
in 2017, demonstrational 
projects with customers will 
be developed, the concept 
will be tested from the 
commercial, financial and 
technical points of view, 
and the results that will 
define the business model 
will be evaluated. 

2017 Colombia - 
Antioquia

Electrical 
energy

Empresas 
Públicas de 

Medellín - EPM

Carrying out the 
demonstrational 

projects and 
testing the 

feasibility of 
the possible 

business.

Geothermics: completing 
the environmental impact 
assessment (EIA) for deep 
well drilling.

2017 Colombia - 
Caldas

Electrical 
energy

Empresas 
Públicas de 

Medellín - EPM

Environmental 
impact 

assessment 
completed.

Solar: starting the 
assessment for the 
environmental licensing of 
the Solar Park.

Training and knowledge 
transfer to EPM on large-
scale solar technology.

Preliminary technical and 
financial assessment of the 
Solar Park.

2017 Colombia Electrical 
energy

Empresas 
Públicas de 

Medellín - EPM

Environmental 
licensing 

assessment 
in progress. 
Knowledge 

dissemination in 
EPM.
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Management indicators

EPM-11 Initiatives of diversification of renewable energies.

Sustainable development goals
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Biomass

Biomass is biological organic matter that can be used as an energy source. Its renewable nature lies in the fact that 
its energy content comes ultimately from the solar energy fixed by living organisms on chemical compounds during 
the photosynthesis process. In such process, organisms use solar radiation for their metabolic processes, in which 
CO2, water and minerals are transformed into oxygen and high-energy organic compounds, such as sucrose, 
starch and cellulose. This energy can be transformed by breaking up the bonds of the organic compounds.

The organic matter from waste water and the mud resulting from its treatment are also considered biomass, as 
well as the organic fraction of the municipal solid waste (MSW).

The organization is aware of the potential of resources Colombia has and, therefore, it has been conducting 
assessments that allow it to determine the biofuel business potential.

Management in 2016

The EPM Group has been working on the use of biomass to generate second generation 
biofuels such as alcohol fuels and hydrocarbons, obtained from non-edible biomass such 
as agro-industrial waste (bagasse, sweet sorghum, palm rachis, etc.), grass and timber.

The processes to obtain green diesel, green gasoline and biojet fuel tested at laboratory scale have been under 
development with the execution of two research projects in EPM in partnership with the University of Antioquia. 
Additionally, the process to obtain second generation ethanol was optimized at laboratory scale, with favorable 
economic pre-feasibility.
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Investment in biofuel research projects (million COP)
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Source: Vice-Presidency of Strategy and Growth – Management of Development and Innovation. 

The chart shows the investments made in the projects to obtain biofuels and the installation of the pilot plant of bioalcohols.

2014 shows more investments because laboratory equipment to execute the described projects was acquired that year.

Management indicators

EPM-11 Initiatives of diversification of renewable energies.
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Wind energy

As a relevant agent in the Colombian electric sector, EPM has taken on challenges through the research and the 
development of different sources of alternative energies. The ground-breaking Jepírachi wind farm is located in the 
municipality of Uribia in the department of La Guajira, Colombia, and can generate 19.8 megawatts.

Given the learned lessons from putting the Jepírachi wind farm into operation, EPM continued developing new wind 
farms. That is how it put the Los Cururos wind farm into operation, located in Northern Chile, with a capacity of 109.6 
megawatts. Los Cururos is aligned with the objectives of the Chilean national energy policy because it tends to 
ensure the supply, diversify the energy sources, reduce the dependence on fossil fuels, and produce decentralized 
power without producing greenhouse gases.

Management in 2016

Technical assessments for three wind projects were completed, defining two of them as the 
most attractive ones from the point of view of competitiveness and ease of development. 
Both were included in the planned infrastructure by the Mining and Energy Planning Unit 

(UPME).

EPM registered the Los Cururos wind farm in the voluntary carbon market under gold standard; the farm will reduce 
approximately 197,000 tons of CO2 per year.

EPM makes progress on the search for a strategic partner to execute a project that validates, technologically and 
financially, the nonconventional self-generators to use them in medium wind speed areas, potentially in Colombia 
thanks to its strategic location. It is expected to perform this validation and suggest possible business models with 
nonconventional wind energy.

Along with the El Salvador Government, the affiliated company Delsur leads the contracting process to supply 50 
MW of wind energy, supported by new generation plants, for the provisioning of energy needs of 7 distributors of 
the country. During 2016, the bidding conditions were established, the process was promoted, and 4 offers, for a 
total of 170 MW, were received.

Management indicators

EPM-11 Initiatives of diversification of renewable energies.
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Geothermal energy

Geothermal energy is the natural heat inside the earth which comes out in the forms of hot springs, steam emissions 
and mud volcanoes and is used to generate electrical energy when water vapor is carried out by pressure to the 
surface to a geothermal power station.

Besides being a renewable source, this energy does not require large extensions of land, has a low environmental 
impact, supplies high reliability energy, is environmentally friendly, and poses a low risk for the neighboring 
communities since its operation is very safe and clean.

In cooperation with the affiliated company CHEC, EPM has been conducting assessments to build a geothermal 
energy plant in Colombia, which would be located in Central Western Colombia.

Management in 2016

The assessment to review and integrate the conceptual model was conducted. Its objective 
was to determine drilling points and carry out design recommendations to the geothermal 

project, meeting the time and budget estimations. The main results are associated with 
the review of all the existing geo-scientific information, the updating of the integrated 

conceptual model and the definition of points and strategy of drilling.

Upon completing the phase of geo-scientific assessments and going into matters of infrastructure development, 
licenses and environmental procedures to make progress on the phase of exploratory drillings, the Management 
of Development and Innovation submits the project to the Unit of Power Generation Strategy and Planning which 
suggests to continue with the technical and financial feasibility assessments between 2017 and 2019, as well as the 
construction of the plant between 2020 and 2022.

The environmental impact assessment for deep well drilling was completed.

It was decided to include new drilling points, which implies working on a civil infrastructure design delaying the 
kickoff of the contract. Currently, 75% of the contract is completed, and activities associated with the new location of 
the wells are being added.
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The chart shows the investments made by the Management of Development and Innovation for the assessments managed 
during these years. It does not include other environmental assessments financed by the affiliated company CHEC or 
contributions in kind made by the staff participating in these assessments, from both EPM parent company and the affiliated 
company.

Management indicators

EPM-11 Initiatives of diversification of renewable energies.
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Solar photovoltaic energy

As an important energy supplier agent in Colombia, EPM is aware that technological development has reduced the 
costs of generation, mainly with regard to photovoltaic solar panel technology, which turns it into one of the main 
options for the future energy supply. Therefore, the company is working on the implementation of this technology, 
not only as electrification solutions in non-interconnected and difficult-access areas, but also as a solution for users 
in urban areas.

Management in 2016

In partnership with University of Antioquia, Sumicol and Andercol, EPM has been 
developing a project to build solar cells with new materials. During 2016, operational 

laboratory tests of the first perovskite solar cell minimodule were performed, obtaining 
efficiencies close to the ones available in commercial cells.

Additionally, EPM made progress structuring phase 1 of the new line of business to sell 
energy to self-generated energy customers based on this technology.

For the development of the Solar Park in Colombia, the project was discussed with the stakeholders impacted in 
the municipality of the area of influence, the environmental authority and the areas involved within the company. A 
cooperation agreement was signed.

As for the development of the line of business, phase 1 was structured, which involves developing demonstrational 
projects with customers and testing the concept from the commercial, financial and technical points of view.

In the project of developing more efficient solar cells, the challenge is going from minicells to bigger cells without 
causing considerable efficiency losses. A pilot project was structured for rural schools of Antioquia in order to 
compare the operational performance of traditional panels to perovskite panels. The two firms hired through the 
executing entity started structuring the business model.

Along with the El Salvador Government, the EPM Group’s affiliated company Delsur leads the contracting process 
to supply 150 MW of photovoltaic solar energy, supported by new generation plants, for the provisioning of energy 
needs of 7 distributors of the country. A call for tender was opened in 2016, and 25 offers, for a total of 890 MW, 
were received. These types of decisions encourage the investment in the country, since the joint efforts between 
the companies and the Government are an example of a clear interest in strengthening the energy sector in a 
trustworthy and transparent environment.



185

350

300

250

200

150

100

50

0

292
256

2014 2015 2016

234

Investments in pilot projects (million COP)

Source: Vice-Presidency of Strategy and Growth – Management of Development and Innovation.  

The chart shows the organization’s investments for the execution of pilot projects over the last three years, which verify 
the solar energy business feasibility; in addition, progress in made on the project of development of more efficient 
cells.

Management indicators

EPM-11 Initiatives of diversification of renewable energies.
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Climate strategy

EPM has a climate change strategy that consists in a set of objectives, goals, statements, guidelines, as well as 
action and monitoring plans that will be carried out to achieve a comprehensive management on topics related to 
climate change and variability.

Vulnerability, adaptation and mitigation are its three “strategic lines,” along with the following support components: 
funding, technology, innovation and communication.

The higher frequency and intensity of natural disasters and climate change represent new worldwide challenges 
associated with population growth, urbanization increase, food shortage and demand, increase in the costs of 
fuels and power, health and well-being of the population, among others.

Stakeholders’ vision

Ensuring means of livelihood, adaptation and sustainable measures to overcome the defiance of climate vulnerability 
and change is the ultimate challenge for the State and public institutions. Thus, the stakeholders take an interest 
in knowing what the company’s strategy is; how it is getting prepared to address the consequences of Climate 
Change in the regions where it operates; and what guidelines it has considered for acting in natural disaster cases, 
high temperatures, rainfall shortage or abundant rains and flooding, as well as in the consequences of all these 
factors over the communities and regions.

Importance

Aware of its interdependence with the environment, the EPM Group recognizes the importance of articulating its 
management with a climate-compatible development, considering its environmental policy and plans, as well as 
its main purpose: sustainability.

Therefore, it is important to know how climate variability and change are affecting the ecosystems in the territories 
where the company operates and serves, as well as the availability of the natural resources it uses with the purpose 
of designing service provision strategies, restructuring its products, making the most of its competitive advantages, 
and establishing risk management schemes that enable both the company itself and its environment to adapt, 
favoring thus the construction of more solid economies.
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Main achievements

Goals for 2016 Achievements for 2016 Compliance

Maintaining the emission factor of EPM 
below the emission factor of the National 
Interconnected System.

The emission factor of EPM for 2016 (0.049 
tCO2e/ MWh) remained below the emission 
factor of the National Interconnected System 
(0.190 CO2e/ MWh).

Total

Defining the Group’s climate strategy based 
on EPM’s current strategy.

Since the first contractual procedure to carry 
out this activity was declared void, it was 
necessary to prepare a new procedure which 
was awarded to the temporary joint venture 
MGM - Optim by the end of the year. To date, 
the procedure is in the stage of review and 
initial diagnosis.

Not met

REDD+: Continuing conducting activities on 
socio-environmental management (forestry 
promotion, construction of efficient stoves, 
wood gardens, productive projects and 
environmental education) and research on 
promising forestry species.

Progress was made in environmental 
education activities and in the contract 
for measurement of plots, including the 
monitoring of fauna and flora species.

Partial

Defining the reference terms and starting 
phase 2 of the study “Characterization of 
the water resource response through the 
generation of future series of precipitation, 
flow and temperature for the 2014-2100 
time span”.

During 2016, the scope, methodology and 
areas of interest for phase 2 of the study were 
agreed upon. The study will be awarded and 
will start in 2017. With its results, it is expected 
to analyze different scenarios of climate 
change and variability in areas of interest of 
EPM and at different space and time scales.

Partial

Carrying out training sessions on inventory 
of emissions within the Group in order to 
standardize the calculation methodology.

In August, 2016, the workshop on greenhouse 
gas emission calculation promotion and 
methodology, addressed to all intermediaries 
responsible for the activity within the 
companies of the EPM Group, took place. 
Concepts were standardized and joint 
management was agreed upon to calculate 
the emissions for 2016.

Total
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Goals for 2016 Achievements for 2016 Compliance

Broadening the actions of adaptation to 
climate change in other areas of influence 
of CHEC, which have not been accessed 
to, by signing agreements with other 
institutions.

The agreement was established and 
implemented with Aguas de Manizales in 
2016 to monitor the effects of climate change 
on the Chinchiná river basin. Given the lack of 
a conceptual and methodological framework 
of the system, it was necessary to cancel 
the agreement and start the contracting 
procedure of an expert. Integration with the 
International Research Centre on El Niño 
(CIIFEN) is being agreed upon.

Not met

Calculating the emission of CO2e tons due 
to energy losses in the distribution network 
of Eegsa, and managing the results.

The emissions generated by technical energy 
losses were measured. The results indicated 
there were losses of 144,551,904 kWh in the 
distribution network, equivalent to 46,256.4 
tCO2e. A plan was structured to manage 
these losses.

Total

Being Neutral Carbon in EDEQ in 2022.

EDEQ acquired 1,200 carbon credits from 
Icontec’s carbon offset program, in forestry 
sector activities. The company managed to 
accumulate 4,200 certificates over the last 
3 years in order to offset its carbon footprint 
and contribute to the environmental BHAG of 
the EPM Group.

Total

Conducting natural risk analysis studies 
that include the risks and vulnerability 
attributed to climate change in Delsur’s 
substations.

Delsur conducted studies to analyze risks 
attributed to natural disasters in 6 substations 
(San Marcos, Quezaltepeque, Masajapa, 
Atiocoyo, Lourdes and Ateos). With these, 
the study has been conducted already in 
24 substations of Delsur. The results will be 
used to define the company’s necessary 
measures and actions in the area where 
these infrastructures are located.

Total

Starting the 2016-2020 climate change 
analysis study in Delsur and setting out 
concrete adaptation actions adjusted to 
the climate conditions of the departments 
where the company operates.

Given the high climate variations occurring 
in El Salvador, it was necessary to buy four 
meteorological stations to timely respond 
to the emergencies and establish the first 
controls. The project will continue in 2017.

Not met
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Management indicators

G4-EC2  Financial implications and other risks and opportunities for the organization’s activities due to 
  climate change.
G4-EN15 Direct greenhouse gas emissions (Scope 1). 
  Electricity sector: Report CO2e per MWh, itemized by regulatory system for: 

• Net generation of all the generation capacity.
• Net generation of all the fossil fuel generation.
• Estimated net delivery for all end users. This includes emissions of the organization’s own 

generation.
G4-EN16 Indirect greenhouse gas emissions (Scope 2). Electricity sector: Report CO2e per MWh, itemized by 
  regulatory system for the estimated net delivered to end users, including acquired energy 
  emissions.
G4-EN17 Other indirect greenhouse gas emissions (Scope 3).
G4-EN18 Greenhouse gas emissions intensity.
G4-EN19 Reduction of greenhouse gas emissions.

Challenges

Challenge
Year of 

completion

Scope and coverage
Achievement 

indicatorGeography Business Company

Defining the climate strategy 
of the Group and agreeing 
upon the action plan until 
2030.

2017 All 
geographies

All 
businesses

All 
companies Strategy defined

Defining the carbon offset 
strategies of the EPM Group, 
taking 2016 as the baseline 
year, to meet the Neutral 
Carbon commitment in 2025. 

2017 Colombia All 
businesses

All 
companies Offset Plan

Inspecting and certifying the 
reduction of emissions of the 
reduction projects registered 
in different standards.

2017 Colombia - 
Antioquia Electricity

Empresas 
Públicas de 
Medellín - 
EPM

Inspection and 
certification 

Preparing the first phase of 
the adaptation plan for the 
EPM Group.

2017 All 
geographies

All 
businesses

All 
companies Phase I of the plan 

Starting phase II of the U 
NAL study. Applied climate 
modeling. 

2017 Colombia - 
Antioquia

All 
businesses

All 
companies

Construction of the 
modeling 
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G4-EN20 Emissions of ozone-depleting substances in weight.
G4-EN21 NOx, SOx, and other significant air emissions by type and weight.
  Electricity sector: Report emissions by MWh for: i) net emission of all the generation capacity and
   ii) net generation of all the combustion plants.
G4-EN30 Significant environmental impacts of transporting products and other goods and materials for the 
  organization’s operations, and transporting members of the workforce.

Sustainable development goals
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Adaptation to natural variability and climate 
change

Set of strategies, measures and projects duly identified, assessed and prioritized in time, in accordance with the 
scale of risk related to climate events, with the purpose of providing actions that contribute to the sustainability of the 
company, its services and its environment by means of the adaptation to climate conditions and changes.

Management in 2016

During 2016, reforestation and forestry conservation actions are reported among the most 
relevant practices carried out by the companies and businesses of the EPM Group, in order 

to contribute to mitigation of and adaptation to climate change.

ESSA managed to conserve 335 hectares of forest through the BanCO2 agreement with 
the Regional Autonomous Corporation of Santander. Likewise, it makes progress on 
the protection of 220 hectares of natural forest, where five water springs are located; 

moreover, it implemented necessary actions to ensure 52,000 trees are planted in areas of 
influence of the organization.

EDEQ surpassed the 2016 annual goal by planting 3,132 trees in the department of Quindío 
as an offset measure and contribution to environmental improvement and climate change 

mitigation.

As part of its mitigation of and adaptation to climate change strategy, the Panamanian 
affiliated company ENSA signed an agreement with Ecofarms Corporation. This agreement 
aims at reforesting 3.5 hectares of native forest as part of the Mamoní River Conservation 

and Tropical Restoration project. In addition, ENSA started recognizing protected areas 
located under the power distribution lines in order to identify necessary actions to 

guarantee their conservation.

Delsur supported the planting of trees in its communities and signed the Delsur – MARN 
agreement with the purpose of contributing to the conservation of protected natural areas 

in El Salvador and the reduction of CO2.
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As measures of analysis and monitoring of risks associated with climate events, Eegsa 
(Guatemala) acquired four weather stations. Moreover, the Water and Sanitation business 
of EPM updated its risks in the strategic, business and process levels, and risks associated 

with scarce natural resources were identified in each level, as well as treatment plans 
were prepared.

While mitigation deals with the causes of climate change, adaptation focuses on its effects. In this sense, the 
consulting agreement that will support the EPM Group in the formulation of the comprehensive plan for climate 
change adaptation began in 2016. The first analysis of data related to risk management were performed, and 
progress was made in the diagnosis of initiatives and programs.

ESSA, for its part, through the BanCO2 program, managed to offset 42,782 tons of CO2 emitted by the different 
production processes of the company, and paid COP 247,750,000 to 36 peasant families who protect the forests. 
The affiliated company’s purpose is to engage new families in the program in 2017.

Given the difficulties occurring in the department of Quindío regarding water scarcity, EDEQ established joint 
efforts with other entities of the region to guarantee the planting of trees, the conservation of wetlands and the 
establishment of community programs. Along with the Regional Autonomous Corporation of Quindío, it managed 
to engage 11 new families in the BanCO2 program, for which it paid COP 39,600,000 for the conservation of 1.5 
hectares of forest in each piece of land.

CHEC continued the offset payments to all families engaged in the BanCO2 program in the department of Caldas; 
monitored the protected forests; and started paying the 17 new families. Additionally, it intervened 3,823 hectares 
in the basins that supply the power generation system, besides the 6,278 hectares that are the company’s property. 
Likewise, it signed an agreement with Corpocaldas and Carder to apply the WEAP system in case of climate change 
scenarios in the Campo Alegre and San Francisco river basins, which are part of its power generation system 
and have a hydroclimatological monitoring network to support, jointly with other institutions, the consolidation of 
the comprehensive network of monitoring to climate change in this coffee region. The affiliated company also 
participates permanently in the comprehensive management of basins, the agreements and the Manizales’ Basin 
Council with the purpose of establishing measures of mitigation of and adaptation to climate change.

ENSA continued its programs of prevention and risk management, change of community habits, and cleaning of 
waters sources. As part of the voluntary reforestation plan, jointly with the “State alliance for one million hectares in 
Panama,” it reforested one hectare of forest.

Delsur conducted natural disaster risk studies in five power substations and drew risk maps considering the events 
of earthquakes, floods, volcanic eruptions and possible effects of climate change, with the purpose of preparing the 
risk action plan associated with these events.
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Given the climate vulnerability presented in Guatemala, Eegsa purchased four weather stations that will be installed 
in strategic points of the area covered by the company, so that progress can be made in the definition of the 
baseline and the formulation of the adaptation plan.

The Water and Sanitation business of EPM made progress in the assessments to determine new supply sources 
for 2050, considering the offer of the current sources, the demand forecasts and the response capacity of the 
catchment infrastructure.

Aguas Regionales, for its part, started a contingency plan to supply water in dry seasons, which considers the 
assessment of new sources and the use of groundwater. Three wells were built and one existing well was set 
up. The construction of another additional well is expected with contributions of the Ministry of Housing, City and 
Territory.

Relevant specific actions for 2017 include:

• Surpassing the conservation goal of 95 hectares of forest, as an offset mechanism for the carbon dioxide 
emissions generated by ESSA.

• Consolidating a hydroclimatological monitoring network, jointly with institutions that have stations in the 
department of Caldas.

• Applying the WEAP model in case of climate change scenarios in the Campo Alegre and San Francisco river 
basins in the department of Caldas.

• Defining the climate change action plan of ENSA, taking into account the mitigation and adaptation measures, 
in line with the internal guidelines of the Group’s parent company.

• Starting a 2016-2020 climate change analysis study in Eegsa to set out concrete adaptation actions adjusted to 
the climate conditions of the departments where the company operates.

Management indicators

G4-EC2  Financial implications and other risks and opportunities for the organization’s activities due to 
  climate change.
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Management of the climate strategy

Added to the environmental issues, climate change generates important challenges for the human kind and the 
global economy. It is considered as part of the main factors that define the trend towards sustainability and it 
becomes a key field of study and comprehensive analysis in environmental, social, political, economic, technological, 
regulatory and cultural matters for defining business positions.

Fixing strategies based on the aforementioned perspectives enables the companies to face the challenge posed by 
their growth and development considering the climate impact.

Management in 2016

The agreement of the EPM Group’s commitment to achieve a Carbon Neutral operation in 
2025, based on the definition of the environmental BHAG 2016 – 2019.

The Icontec’s verification and certification of 66,998 tCO2e reduced during 2015 by the La 
Vuelta and La Herradura micro-power stations.

The awarding the consulting agreement to the MGM – Optim PTIM temporary joint venture 
and the kickoff of the contract. The objective of the contract is to prepare the climate 
strategy of the EPM Group for 2030 and to establish its action plan standardized to, 

integrated into, and focused on the needs, risks and opportunities posed by the issue for 
both the Group’s businesses and companies and the regions where it operates.

In 2016, the EPM Group continued the actions related to mitigation of and adaptation to climate change.

It managed the Ituango Hydroelectric Project, the REDD+ strategy, the Jepírachi wind farm and the La Vuelta and 
La Herradura micro-power stations, registered in different international emission reduction standards, in order to 
guarantee the compliance with the commitments arising from the PDP (project development plans) and to identify 
possible improvements and adjustments.

EPM’s emission indicator remained below the emission factor of Colombia’s National Interconnected System, from 
0.056 tCO2e/MWh in 2015 to 0.049 tCO2e/MWh in 2016, due mainly to the increased diesel-fuel operation in the La 
Sierra thermal power station during 2015.
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The Group made progress in the definition of an analysis methodology of vulnerability and adaptive capacity based 
on an exercise carried out by Colombia’s Ministry of Environment, with which it aims at contributing to the analysis 
of specific risks associated with climate change in the process, project, business, company or territory levels, as 
appropriate. The Group expects to carry out a pilot exercise in 2017 that allows its validation, standardization and 
implementation.

It took part in regulatory and sectorial committees to analyze and define specific mechanisms that allow the 
organization to contribute to the compliance with national, regional, sectorial or trade commitments, related to the 
goals of COP 21. In this sense, the Group contributed to the agreement on the action plan with the electricity sector 
of Colombia, the regional node of climate change of Antioquia and the climate change committee of Medellín.

Through the consulting agreement whose purpose is to formulate the climate strategy and the adaptation plan 
of the Group, the preliminary diagnosis was obtained and the main findings, risks, challenges and opportunities 
were identified in each country where the organization is present. From this analysis and after the discussion and 
validation by the organization’s executives, the new climate strategy will be proposed for the entire Group, as well 
as the main actions to comply with the public commitments.

EPM’s emission factor / National Interconnected System’s emission factor
Item / Indicator tCO2e/ MWh year 2014 2015 2016

EPM’s emission factor: 0.0246 0.0567 0.0498

National Interconnected System’s emission 
factor: 0.2000 0.2210 0.1900

Source: EPM

The emission factor of EPM for 2016 (0.0498 tCO2e/ MWh) is below the emission factor of the National Interconnected System (0.190 CO2e/ 
MWh). Thus, the agreement signed in the climate change statement of EPM since 2012 is met. The emission factor of the Colombian electric 
system went from 0.221 tCO2/MWh in 2015 to 0.190 tCO2e/MWh in 2016. That is, it decreased in 2016 due to the increased operation of the 
country’s thermal power stations during 2015 because of El Niño.
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EPM Group’s carbon neutral initiative for 2025

Emission reduction projects 

Projects / Standard Credit Period
Ton CO2e 

verified for 
2014

Ton CO2e 
estimated for 

2015

Ton CO2e 
verified for 

2016
Jepírachi/ UNFCCC 2012 - 2018 29,956 30,366 0

La Vuelta and La Herradura/
UNFCCC 2010 - 2017 87,409 73,567 66,998

Ituango Project / VCS 2018 - 2027 0 4,383,088 0

REDD++/ CCB 2014 - 2023 0 5,461 0

Los Cururos / Gold Standard 2014 - 2020 197,424 198,650 0

Total  314,789 4,691,132 66,998

Source: EPM

The emissions reported for 2015 correspond to the amounts estimated in accordance with the operation of the projects and the emission factors, 
while the emissions reported for 2014 correspond to the amounts verified in 2013 and the emissions reported for 2016 to the amounts verified 
in 2015. Since 2004, EPM has been developing emission reduction projects based on diverse international standards; to date, the commitments 
to commercializing with Jepírachi are still in force up to 2017. In that sense, only the emissions verified for the La Vuelta and La Herradura micro-
power stations are available.

Comprehensive progress is made on the analysis of other alternatives that offer compensation.

Balance on emission inventory for 2016

Net balance of EPM’s emissions for 2015 - 2016

Emissions / Reductions Ton CO2e 2015* Ton CO2e 2016*

Scope 1 601,133 508,181

Scope 2 153,100 118,342

Total emissions 754,233 626,523
Emission reduction (including only the annual verified emissions 
from La Vuelta and La Herradura. Only emission reduction project 
in operation and without commercialization commitment).

87,409 66,998

Balance 666,824 559,525
Source: EPM
* Emissions are verified in accordance with the previous year’s operation. 
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A negative balance for EPM’s carbon offset in scopes 1 and 2 remains. It is a result of the emission reduction 
achieved by registered and operating reduction projects. The emissions verified for 2014 and 2015 of the La Vuelta 
and La Herradura micro-power stations are only available in 2016. These micro-power stations accumulate 154,407 
tCO2e for that time span.

The other projects are not operational yet, and Jepírachi keeps its commercialization commitment until 2017.

Management indicators

G4-EC2  Financial implications and other risks and opportunities for the organization’s activities due to 
  climate change.
G4-EN19  Reduction of greenhouse gas emissions.
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Climate change mitigation

Set of actions, initiatives, projects and programs developed by the company with the purpose of avoiding and 
reducing the greenhouse gas emission in its processes and operations.

Management in 2016

During 2016, the progress of ESSA, CHEC, EDEQ, Eegsa and ENSA stands out for estimating 
their own carbon footprint, as well as the development of different initiatives undertaken 
by the different businesses and companies integrating the EPM Group contributing to the 

reduction of greenhouse gas emissions.

The inventory of scope 1 and 2 emissions of the EPM Group, including the international 
affiliated companies, was obtained for the first time. The same estimation method was 

used, and progress was made in the standardization and unification of technical criteria. 
Results indicate a total of 833,741 tCO2e were emitted during 2016, defined as the base 

year of approach and management to comply with the commitment to the Group’s carbon 
neutral by 2025.

Through the energy optimization program in the San Fernando Waste Water Treatment 
Plant, the emission of 185.07 tCO2e was avoided by converting the 5.05 m3of biogas 

produced in the year into 1.5 Gwh used for the plant’s internal operation.

The District Cooling in La Alpujarra sector, Medellín, started operations to improve the 
energy efficiency of the public buildings of the sector, replace the air conditioning systems 
that work with ozone-depleting substances (ODSs) and generate environmental benefits. 
It is expected that ODSs decrease by 100%, as well as savings of more than 37% in direct 

and indirect greenhouse gas emissions.
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EDEQ purchased the certificates of carbon emission reduction corresponding to 1,200 tCO2e, in order to leverage its 
own Carbon Neutral initiative in 2022. Likewise, as part of the BanCO2 program, it managed to capture 4,950 tCO2e 
through the conservation of 16.5 hectares.

Being aware of the implications sulfur hexafluoride (SF6) poses in greenhouse gas emissions, ESSA continues 
working for the reduction of energy losses and the maintenance and remodeling of substations. The emission of 
560 kg of SF6 was avoided; technological changes in the power substations took place; and the annual plan for 
maintenance and technological changes of the air conditioning systems was met, which reduced the emissions of 
refrigerant gases such as R-22 and R-410A.

CENS started controlling and monitoring the fuel consumed by its vehicle fleet and some external groups’ fleet, with 
the purpose of establishing strategies of emission reduction; moreover, it acquired new technology to avoid the use 
of SF6.

ENSA continued the energy efficiency procedures required in the operational processes of the company to contribute 
to the reductions in the energy demand. That is the case, for instance, of the measurement of emissions of its 
vehicle fleet, the preventive maintenance of vehicles, the development of awareness-raising campaigns and the 
installation of applications for virtual meetings to 40% of the employees. In addition, progress was made in the 
development of the pilot project of remote management in the public lighting, the strengthening of projects of 
electronic billing among its customers, and the remote measurement, connection and disconnection, with a total 
report of 2,983 customers in this program by the end of the year.

Eegsa reforested approximately 8 hectares in areas covered by the company, through which it is expected to 
capture 27.2 tCO2e per year, considering the growth conditions of the different species. It started the telecommuting 
pilot program among its employees, avoiding a total of 2.04 tCO2e emissions by reducing the commuting of 15 
employees during 6 months.

Due to technical losses of 144,551,904 kWh, 46,256.4 tCO2e were emitted in Eegsa during 2016; therefore, the 
company defined a loss reduction plan that will be subject to approval and implementation in 2017.

Delsur managed to reduce by 2.8% its energy consumption and increased the performance of its vehicle fleet 
through strategies of information and awareness-raising, replacement of lights and updating of technological 
spare parts.

EPM continued the programs to encourage electric mobility, reduce polluting emissions, and generate new 
behaviors in energy demands. The maintenance of equipment isolated in SF6 and the preventive maintenance of 
leaks were carried out.

Along with the national power distribution companies, EPM continued the loss control program and met the annual 
indicator goal of 7.64% (0.77% below the established goal which was 8.41% for the year) and the energy recovery 
goal of 27.26 GWh, with a total of 6.69 GWh recovered by December, 2016.
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The company started reporting the control of fossil fuel consumption in seven of the contractual processes of the 
water and sanitation business. For its part, through the treatment of biogas produced in the Santa Fe de Antioquia 
WWTP, operated by Aguas de Occidente, it was possible to control 18.76 tons/year of the methane produced during 
the waste water treatment process, equivalent to 32.82 tCO2e.

Thanks to the replacement of vehicles that worked with diesel technology for natural gas vehicles in the collection 
of urban solid waste by the affiliated company Emvarias, it was possible to reduce 10.78 tCO2e in the fleet (the 
company has 63 collecting vehicles, by the end of 2016). Moreover, competitive bids were collected for the provision 
of the operating lease of vehicles service, whose purpose is to reduce atmospheric emissions and noise and save 
money for the company; at the same time, progress was made in the measurements of flow and characterization 
of gases emitted in the La Pradera landfill to control and manage them.

To contribute to the improvement of the air quality, EPM created special rates for the natural gas supply of the 
Metroplús public transport. Likewise, through the construction of the La Alpujarra District Cooling, the company was 
able to implement new technological developments that allow the use of natural gas as an energy-efficient and 
clean solution in air conditioning systems, avoiding the emission of ozone-depleting substances and greenhouse 
gases in cooling systems of urban buildings. It is expected 30% of the district cooling is operational in 2017.

Some specific challenges for 2017 in the affiliated companies of power transmission and distribution:

• Continuing the program of maintenance of equipment isolated in SF6 in EPM’s power distribution substations 
and the SF6 treatment in all power switches of ESSA’s substations.

• Engaging 20 new families of Caldas and Risaralda and 5 of Quindío in the BanCO2 program with the purpose 
of increasing the capture of carbon dioxide.

• Acquiring 1,000 certified carbon credits from the Colombian Coffee Growers Federation for the Carbon Neutral 
program of EDEQ and planting 2,000 more trees in Quindío, as part of the forestry offset program.

• Achieving, by 2020, the reforestation of 100% of the trees felled by ENSA due to the execution of its projects, in 
a one-to-one ratio.

• Reducing by 3% the emissions of CO2e in Delsur, in relation to the emissions of 2016. 
• Planting at least 8 hectares of forest in areas of influence of Eegsa, as a measure to compensate the emissions 

of 2016, and publish the results obtained in 2016 as baseline to manage the company’s emissions.
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Inventory of emissions (scope 1 and 2) – EPM Group

Scope 
Ton CO2e 

2014
Ton CO2e 

2015*
Ton CO2e 

2016**
Scope 1  349,169.87 665,972 584,627

Scope 2  210,451.79 265,592 249,113

Total 559,621.66 931,564 833,741

Source: EPM

* (Including the energy affiliated companies: ESSA, CHEC, CENS and EDEQ; and the water affiliated companies: Aguas del Oriente, Aguas de Urabá, 
Aguas del Atrato, Aguas de Occidente, Aguas de Malambo and EPM).
** (Including EPM, Colombian and international affiliated companies, except HET, Cururos and Ticsa). 
Source: EPM

The EPM Group’s baseline is the 2012 inventory of emissions, which, just as EPM parent company, was drawn up 
following the GHG Protocol Corporate Accounting and Reporting Standard (Revised Edition).

Differences in relation to 2015 are mainly because of the coverage of the international affiliated companies’ activities 
in estimating the 2016 inventory, as well as the fossil fuel consumption for the generation of thermal energy, mainly 
diesel.

Inventory of emissions (scope 1 and 2) - EPM

Scope 
Toneladas CO2e 

2014
Toneladas CO2e 

2015
Toneladas CO2e 

2016
Scope 1 217,388 601,133 508,597

Scope 2 117,083 153,100 119,452

Total emissions 334,471 754,233 628,049

Source: EPM

In EPM, the inventory of GHG emissions has been made since 2008 following the GHG Protocol: Corporate 
Accounting and Reporting Standard (Revised Edition), based on the emissions generated at the fixed, fugitive and 
mobile sources that, in 2016, comprise 262 motorcycles, 291 automobiles and pick-up trucks, and 92 trucks and 
buses, which are used for the transportation of the company’s personnel, supplies and materials.

Variations in emissions in relation to last year were mainly in scope 1, which went from 601,133 tCO2e in 2015 to 
508,597 tCO2e in 2016. Differences can be explained mainly because of the fossil fuel demand for the operation of 
the La Sierra thermal power station, as a result of the El Niño’s impact on water generation.
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Emissions (scope 3) - EPM  
Category 2014 2015 2016

Goods and services 16,118 16,118 16,118

Capital assets 525 525 525

Fuel-related activities 19,232 73,943 67,355

Waste resulting from 
operations 34,090 36,990 42,143

Corporate trips 3,439 4,382 4,756

Transportation of employees 1,568 1,287 1,287

End use of products sold 2,675,748 2,648,158 2,230,537

Total emissions 2,734,076 2,781,403 2,522,721

Source: EPM

Using 2012 as a baseline and following the GHG Protocol and the Corporate Value Chain (Scope 3) Accounting 
and Reporting Standard published by the WRI and the WBCSD, the emissions for 2015 and 2016 were estimated. 
The results of these calculations allow concluding that the larger emissions are associated with the final use of the 
products sold. 

Other emissions - EPM Group
2014 (1) 2015 (2) 2016 (3)

SOx and NOx emissions
(tons/year)

Nox Sox Nox Sox Nox Sox

La Sierra thermal power 
station (isokinetic sampling)  313.45  0    24.04  0  721.29  0.65 

Transportation of EPM’s 
personnel, supplies and 
products in vehicles of the 
company

 22.92  0.16  43.37  0.34  66.50  0.68 

Total 336 0 67 0 787.79 1.33

Source: EPM

(1) Including EPM, CHEC, Aguas de Urabá and Emvarias.
(2) Including EPM, CHEC, ESSA, Aguas de Urabá, Aguas de Malambo, Aguas del Oriente, Emvarias and Delsur.
(3) Including EPM, Aguas de Malambo, CHEC, ESSA, Aguas del Oriente, Delsur, Aguas Regionales EPM and ENSA.
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The main sources of these polluting agents are associated with the use of the fossil fuels necessary for the generation 
of thermal energy in EPM and the operation of the vehicles, machinery and equipment of the Group’s companies.

Values reported in the year vary in relation to 2015 because of the consumption of diesel in the La Sierra thermal 
power station, the variation in the number of vehicles covering the international affiliated companies in this scope 
and, as a result, the variation of the distances travelled.

Other emissions - EPM Group 

Year Benzene
Particulate 
material 

CO VOCs

2014 (1)  0.03  0.84  21.62  4.83 

2015 (2)  0.13  1.05  62.03  8.98 

2016 (3)  0.14  1.49  73.30  9.79 

Variation 2016/2015 6% 41% 18% 9%

Source: EPM

(1) Including EPM, CHEC, Aguas de Urabá and Emvarias.
(2) Including EPM, CHEC, ESSA, Aguas de Urabá, Aguas de Malambo, Aguas del Oriente, Emvarias and Delsur.
(3) Including EPM, Aguas de Malambo, CHEC, ESSA, Aguas del Oriente, Delsur, Aguas Regionales EPM and ENSA. 

The emissions of benzene, particulate material smaller than 10 micrometers (MP10), carbon monoxide (CO) and 
volatile organic compounds (VOCs), associated with the consumption of fuel in the fleets of EPM and its affiliated 
companies, are calculated in tons/year.

The emissions of refrigerant gases associated with the maintenance of air conditioning units in the company’s 
offices are the following: HCFC: R-22: 0.377 tons; HCFC: R-410 A: 0.086ton.

[1] Emission factors of the International Vehicle Emission Model (IVE), which is funded by the EPA.

Other emissions - EPM
Year 2014(1) 2015(2) 2016(3)

SOx and NOx emissions
(tons/year)

Nox Sox Nox Sox Nox Sox

La Sierra thermal power 
station (isokinetic sampling)  313.45 0    24.04 0    721.29  0.65 

Transportation of EPM’s 
personnel, supplies and 
products in vehicles of the 
company

 21.98  0.15  13.98  0.10  7.05  0.05 

Total 335 0 38 0.10 728.35 0.70

Source: EPM

(1) 272 motorcycles, 273 automobiles and pick-up trucks, 106 trucks and buses
(2) 270 motorcycles, 257 automobiles and pick-up trucks, 95 trucks and buses
(3) 262 motorcycles, 291 automobiles and pick-up trucks, 92 trucks and buses
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The main sources of these polluting agents are associated with the use of the fossil fuels necessary for the generation 
of thermal energy and the operation of vehicles, machinery and equipment.

Values reported in the year vary in relation to 2015 because of the consumption of diesel in the La Sierra thermal 
power station, the variation in the number of vehicles and, as a result, the variation of the distances travelled.

Other emissions - EPM

Year Benzene
Particulate 
material

CO VOCs

2014 (1) 0.09 0.83 20.63 4.65 

2015 (2) 0.02 0.44 14.00 3.20 

2016 (3) 0.01 0.27 7.27 1.63 

Variation 2016/2015 -50% -39% -48% -49%

(1) 272 motorcycles, 273 automobiles and pick-up trucks, 106 trucks and buses
(2) 270 motorcycles, 257 automobiles and pick-up trucks, 95 trucks and buses 
(3) 262 motorcycles, 291 automobiles and pick-up trucks, 92 trucks and buses

The following emissions are calculated based on factors established by the United States Environmental Protection 
Agency (EPA) [1], which include the characteristics of the vehicles and the distances travelled: benzene, particulate 
material smaller than 10 micrometers (MP10), carbon monoxide (CO), volatile organic compounds (COVs) associated 
with EPM’s vehicle fleet, which comprises 262 motorcycles, 291 automobiles and pick-up trucks and 92 trucks and 
buses. These emissions remain in barely significant amounts.

The emissions of refrigerant gases associated with the maintenance of air conditioning units in the company’s 
facilities are only HCFC: R-22: 0.120 tons

[1] Emission factors of the International Vehicle Emission Model (IVE), which is funded by the EPA.
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Management indicators

G4-EN15 Direct greenhouse gas emissions (Scope 1). 
  Electricity sector: Report CO2e per MWh, itemized by regulatory system for: 

• Net generation of all the generation capacity.
• Net generation of all the fossil fuel generation.
• Estimated net delivery for all end users. This includes emissions of the organization’s own 

generation.
G4-EN16 Indirect greenhouse gas emissions (Scope 2). Electricity sector: Report CO2e per MWh, itemized by 
  regulatory system for the estimated net delivered to end users, including acquired energy 
  emissions.
G4-EN17 Other indirect greenhouse gas emissions (Scope 3).
G4-EN18 Greenhouse gas emissions intensity.
G4-EN20 Emissions of ozone-depleting substances in weight.
G4-EN21 NOx, SOx, and other significant air emissions by type and weight.
  Electricity sector: Report emissions by MWh for: i) net emission of all the generation capacity and
   ii) net generation of all the combustion plants.
G4-EN30 Significant environmental impacts of transporting products and other goods and materials for the 
  organization’s operations, and transporting members of the workforce.
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Unserved population

Unserved populations are those settled down in places with technical or legal limitations for providing the service, 
such as those located in high-risk areas or outside the perimeters of the land use plans. The solutions often exceed 
the exclusive scope of the companies providing the service; therefore, the involvement of multiple actors becomes 
necessary.

Stakeholders view

Given its purpose and capabilities, the EPM Group is expected to exert leadership by calling other actors with skills 
and capabilities to propose solutions in order to provide the service.

Importance

Because of the high social value for the Group’s companies and stakeholders and because they have a major 
impact on building sustainable and competitive territories, unserved populations acquire the status of independent 
material aspect.

Given its purpose and capabilities, the EPM Group is an actor called to convene other actors to find solutions aimed 
at the unserved population. Moreover, this is a defining aspect of poverty, connected directly to the businesses, 
which consequently affects the Group in terms of ethics, reputation and non-technical losses. It also makes the 
situations of the environment worse such as conflicts between neighbors or increased geological risk in the case 
of the water supply service.
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Main achievements

2016 Goals 2016 Achievements Compliance
To connect 600 homes to the 
electrical energy service.

1,323 homes connected. Total

To connect 2,500 homes to the gas 
service.

4,617 homes connected. Total

To connect 5,350 homes to the 
water supply and sanitation 
services.

4,804 homes connected. Partial

To connect 5,350 homes to the 
sewerage service.

4,611 homes connected. Partial

2016 Management

The purpose of the EPM Group for 2025 is to make the public utilities we provide 100% 
available in the places where we operate.  EPM seeks to universalize access to these 

services through infrastructure and other conventional solutions. In 2016, the company 
contributed to improving the quality of life of 15,355 homes that did not have access to 

public utilities, which represents a compliance of 111% over the annual goal.

In 2016 EPM managed to connect 1,323 facilities to the electrical energy service; 4,617, to the gas service; 4,804, to 
the water supply service and 4,611 to the sewerage service, for a total of 15,355 new connections.

We highlight the efforts to connect facilities to the water supply and sewerage services thanks to the joint work with 
the Municipality of Medellín, Isvimed (Social Institute for Housing and Habitat of Medellín) and EDU (Enterprise of 
Urban Development), among other entities.  These connections were implemented under three schemes: supply to 
the community through public standpipes, improvement of neighborhoods through infrastructure projects in areas 
of coverage and surveying of buildings through the formalization of public utilities, within the framework of the 
“United for Water” program by the Municipality of Medellín.
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Existing homes that did not have access to residential public utilities - EPM 
 2015 2016

Water Supply  1,348  4,804 

Sewerage  1,348  4,611 

Electrical Energy  6,272  1,323 

Gas  2,969  4,617 

Total  11,937  15,355 
     Source: Vice Presidencies of Water and Sanitation, Power Transmission and Distribution and Gas.

Connections to the electrical energy service reported in 2015 correspond to those executed in Antioquia. The 2016 connections 
correspond to those carried out in Medellín.

Challenges

Challenge
Completion 

year
Scope and coverage Achievement 

indicatorTerritory Business Company
6,690 water 
supply 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Water supply

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 

6,690 sewerage 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Sanitation

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 

2,000 electrical 
energy 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Electrical energy

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 

2,100 gas 
connections in 
existing homes 
that do not have 
access to this 
service.

2017 Colombia - 
Antioquia Gas

Empresas 
Públicas de 
Medellín E.S.P. - 
EPM

Number of 
connections 
made / Number 
of connections 
budgeted. 
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Management indicators

EPM-12   Solutions for unserved homes.

Sustainable development goals
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Respect for and promotion of Human Rights

With the proclamation of its Human Rights institutional policy, the EPM Group announces its commitment to adopt, in 
its own operations, and to promote, in the third parties’ operations, compliance with the provisions of the Universal 
Declaration of Human Rights and its protocols, conventions, and binding agreements, including the International 
Humanitarian Law, the Colombian Political Constitution, and the Colombian legal framework. For the organization, 
this is a challenge in terms of its own sustainability and it assumes it with the conviction that respect for human 
dignity is a core commitment of the sustainable human development agenda.

The EPM Group is progressing gradually in the deployment of HR, with the aim of achieving, by 2019, the 
development of the due diligence procedures in all national and international companies that comprise it.  To this 
end and based on the UN Guiding Principles, it identified the following aspects as elements of management for 
each affiliate company: identification and prioritization of HR risks, design and development of a management 
plan, internal and external training in HR and companies, adoption of the institutional policy, implementation of a 
mechanism of complaints and claims regarding HR, and a communication plan for stakeholders on commitment 
and management in this regard.

Stakeholders Vision

A due diligence is essential for the respect and promotion of Human Rights in the Group’s practices (including its 
supply chain), evaluating whether the company’s relationships with its stakeholders can sometimes turn into an 
abuse of Human Rights, and identifying the effects of business activities on Human Rights based on the context.

Importance

Viability of operations and reputation resulting from practices of respect for and promotion of Human Rights 
represent high values for the company and for people’s dignity.

From the point of view of risk management: reputation, operation, finance, and legal aspects.
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Main achievements

Goals for 2016 Achievements for 2016 Compliance

HR risk atlas designed for national 
affiliated companies providing 
water and sanitation services and 
one international affiliate.

As decided by the Vice Presidency of Water Supply 
and Sanitation and the affiliate company ENSA in 
Panama, the goal is postponed for 2017.

Not met

Approach strategies drawn up 
for national affiliated companies 
providing water and sanitation 
services and one international 
affiliate.

As decided by the Vice Presidency of Water Supply 
and Sanitation and the affiliate company ENSA in 
Panama, the goal is postponed for 2017.

Not met

Adoption of the HR policy in national 
affiliated companies providing 
water and sanitation services and 
one international affiliate.

As decided by the Vice Presidency of Water Supply 
and Sanitation and the affiliate company ENSA in 
Panama, the goal is postponed for 2017.

Not met

Internal training program 100% 
implemented in EPM and 
the national affiliated energy 
companies.

EPM: 179/170 employees attended. 105% 
compliance.
CHEC: 103/90 employees attended. 114% 
compliance.
EDEQ: 221/100 employees attended. 221% 
compliance.
ESSA: 295/200 employees attended. 148% 
compliance.
CENS: 87/50 employees attended. 174% compliance.

Total
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Challenges

Challenge
Completion 

year
Scope and coverage

Compliance indicator
Territory Business Company

Designing HR 
risk atlas for 
national affiliated 
companies 
providing water 
and sanitation 
services and 
two international 
affiliates.

2017

Colombia
Water 

Supply and 
Sanitation

Aguas 
Regionales EPM

HR risk atlas. 

Aguas de 
Malambo

HR risk atlas. 

Empresas 
Varias de 
Medellín - 
Emvarias

HR risk atlas. 

El Salvador Electricity
Distribuidora de 
Electricidad del 

Sur - Delsur
HR risk atlas. 

Guatemala Electricity

Empresa 
Eléctrica de 

Guatemala - 
Eegsa

HR risk atlas. 

Drawing up 
approach 
strategies for 
national affiliated 
companies 
providing water 
and sanitation 
services and 
two international 
affiliates.

2017

Colombia
Water 

Supply and 
Sanitation

Aguas 
Regionales EPM

Management plan with 
approach strategies.

Aguas de 
Malambo

Management plan with 
approach strategies.

Empresas 
Varias de 
Medellín - 
Emvarias

Management plan with 
approach strategies.

El Salvador Electricity
Distribuidora de 
Electricidad del 

Sur - Delsur

Management plan with 
approach strategies.

Guatemala Electricity

Empresa 
Eléctrica de 

Guatemala - 
Eegsa

Management plan with 
approach strategies.
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Challenge
Completion 

year
Scope and coverage

Compliance indicator
Territory Business Company

Adopting the 
HR policy in 
national affiliated 
companies 
providing water 
and sanitation 
services and 
two international 
affiliates.

2017

Colombia
Water 

Supply and 
Sanitation

Aguas 
Regionales EPM

HR Policy adopted.

Aguas de 
Malambo

HR Policy adopted.

Empresas 
Varias de 
Medellín - 
Emvarias

HR Policy adopted.

El Salvador Electricity
Distribuidora de 
Electricidad del 

Sur - Delsur
HR Policy adopted.

Guatemala Electricity

Empresa 
Eléctrica de 

Guatemala - 
Eegsa

HR Policy adopted.

Management indicators

G4-HR1  Total number and percentage of significant investment agreements and contracts that include 
  human rights clauses or that underwent human rights screening.
G4-HR2  Total hours of employee training on human rights policies or procedures concerning aspects of 
  human rights that are relevant to operations, including the percentage of employees trained.
G4-HR3  Total number of incidents of discrimination and corrective actions taken.
G4-HR4  Operations and suppliers identified in which the right to exercise freedom of association and 
  collective bargaining may be violated or at significant risk, and measures taken to support these 
  rights.
G4-HR5  Operations and suppliers identified as having significant risk for incidents of child labor, and 
  measures taken to contribute to the effective abolition of child labor.
G4-HR6  Operations and suppliers identified as having significant risk for incidents of forced or compulsory
  labor, and measures to contribute to the elimination of all forms of forced or compulsory labor.
G4-HR7  Percentage of security personnel trained in the organization’s human rights policies or procedures 
  that are relevant to operations.
G4-HR8  Total number of incidents of violations involving rights of indigenous peoples and actions taken.
G4-HR9  Total number and percentage of operations that have been subject to human rights reviews or
  impact assessments.
G4-HR10  Percentage of new suppliers that were screened using human rights criteria.
G4-HR11  Significant actual and potential negative human rights impacts in the supply chain and actions 
  taken.
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G4-HR12 Number of grievances about human rights impacts filed, addressed, and resolved through formal 
  grievance mechanisms.
G4-SO11  Number of grievances about impacts on society filed, addressed, and resolved through formal 
  grievance mechanisms.
G4-EU22  Number of physically or economically displaced people and the compensation granted, detailed 
  by type of project.

Sustainable development goals
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Human Rights in the supply chain

Since Human Rights (HR) started to be addressed institutionally in 2011, EPM has focused much of its efforts on 
promoting their management in its supply chain, under the premise that operations through third parties can 
lead to risks associated to them and because the organization also has an interest in having its entire value chain 
aligned with the commitment to respect and promote HR. 

In line with this approach and considering that it is important to strengthen this management in the country’s 
corporate practice, the company has been working on the conceptual approach, the insertion of practices and 
the adoption of instruments consistent with the respect for HR along with the contractors of the Group’s affiliate 
companies.

Based on this framework, during 2016, part of the efforts of the EPM Group’s companies in Colombia with their 
suppliers were focused on raising awareness and training executives, in order to bring them closer to the subject 
and encourage them to address it.

Management in 2016

A termination clause was included in the contract documents in those cases in which 
the provisions of Code of Conduct for suppliers and contractors are not met, which 

includes commitments associated with Human Rights, labor standards, and fight against 
corruption. A total of 5,095 companies have formally committed to this initiative so far.

As part of an appropriate procedure to deal with Human Rights, EPM periodically monitors and updates the risk 
map in HR, in order to maintain existing management strategies. It is also done in the affiliate energy companies in 
Colombia (CHEC, EDEQ, CENS and ESSA) and it includes the analysis of operations carried out through third parties.

Although an individual supplier analysis has not been conducted at the EPM Group, issues to be addressed from 
the supply chain management such as freedom of association, discrimination due to various reasons, health and 
safety at work, and use of child labor have been identified in a general way.

Among the strategies of response to these findings and in order to strengthen institutional work on Human Rights, 
clauses establishing the obligation to embrace the HR institutional policy were kept in the contracts signed with third 
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parties during 2016. For instance, this policy prohibits child labor and favors decent work, i.e., without discrimination, 
well paid and developed in a safe and healthy environment. Moreover, the Code of Conduct is included in the contract 
documents and its purpose is for every supplier and contractor to ensure that their employees and representatives 
understand and meet all the institutional guidelines related to the subjects covered therein, including HR.

At EPM, the “Institutional Mechanism for Human Rights Incidents for Workers of Contractor Companies” is still in 
operation. This instrument was designed to facilitate the relationship with this group and identify actions to strengthen 
processes related to contractual management. It is coordinated by the Supplier Diversity and Development Unit, 
an area that, based on the specific features of each incident, makes up a team with representation from different 
areas of the company, conducts the investigation, and gives a final recommendation. During 2016, five incidents 
related to labor issues were reported. One of them was sent, due to responsibility, to the complaints and claims unit 
in the Ituango Hydroelectric Project, and the other four were addressed and solved through the Mechanism itself.

In 2016, EPM participated actively in the development of the Guideline for the Supply Chain Management, while 
meeting criteria of HR, promoted by Guías Colombia, an initiative that fosters and supports business-environment 
relationships under minimum standards of compliance and respect for HR and the International Humanitarian Law 
(IHL) in the country.

In the energy subsidiaries in Colombia, work began on awareness-raising and training of suppliers and contractors 
in order to formally incorporate the issue of HR in the operations.

Management indicators

G4-HR1  Total number and percentage of significant investment agreements and contracts that include 
  human rights clauses or that underwent human rights screening.
G4-HR5  Operations and suppliers identified as having significant risk for incidents of child labor, and 
  measures taken to contribute to the effective abolition of child labor.
G4-HR6  Operations and suppliers identified as having significant risk for incidents of forced or compulsory
   labor, and measures to contribute to the elimination of all forms of forced or compulsory labor.
G4-HR10  Percentage of new suppliers that were screened using human rights criteria.
G4-HR11  Significant actual and potential negative human rights impacts in the supply chain and actions 
  taken.
G4-HR12 Number of grievances about human rights impacts filed, addressed, and resolved through formal 
  grievance mechanisms.
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Human Rights management in projects under 
construction

Commitment to the respect for and promotion of Human Rights is a business activity premise in the development 
of all the projects conducted by the organization. The institutional approach to the subject, whose framework 
is the Human Rights policy and the guidelines that complement it, provides a basis on which each department 
responsible for implementing a project defines priorities and lines of action, according to the needs identified in the 
environment through the relationship with stakeholders.

To this end, every time the organization starts the construction of an infrastructure project that involves an intervention 
with significant impacts, it carries out an assessment to define specific strategies to deal with the risks identified 
in the territories impacted. In the projects whose construction time is considerably extended, assessments are 
conducted periodically in order to keep findings up-to-date.

Management in 2016

In the development of the Nueva Esperanza energy transmission project, a methodology 
was designed to assess the impact of the relocation of families located in the easement 

corridor, which is based on physical, social, and economic components. Its implementation 
was carried out in conjunction with a support plan that allowed the relocation and 

improvement of the living conditions of 16 families.

Ituango Hydroelectric Project

The Ituango Hydroelectric Project, which is being built by EPM in northern Antioquia, is currently the largest one in 
terms of power generation in the country. It is located 171 km from the city of Medellín, between the municipality of 
Santa Fe de Antioquia (south) and the Ituango River (north). The most important works are on the right bank of the 
Cauca River. In 2018, when its construction will be completed, the plant will have 8 generating units and a power 
capacity of 2,400 megawatts.

The project is a lever for the development of the region and the country, since it boosts the economy of the 12 
municipalities that make up its area of influence, with particular emphasis in Ituango, San Andrés de Cuerquia and 
Toledo, where the major works are being constructed.  This is particularly evident in the purchase of goods and 
services and the generation of direct and indirect employment.



221

The great complexities of the territory, associated with the presence of armed actors, high rates of victimization of 
people, and the historical absence of the Government, led to the creation of seven citizen oversight committees with 
the participation of municipal ombudsmen’s offices in the towns of Olaya, Buriticá, Peque, Sabanalarga, Liborina, 
Santa Fé de Antioquia and Ituango, in order to provide guarantees for the permanent monitoring of respect for the 
rights of the population during the development of the project. With ombudsmen and overseers, it was agreed to 
start the training process to make progress in the construction of the work plan.

Concerning the integral restitution of living conditions, progress was made in 92% of the agreements with families 
that are subject to an integral restitution in the municipalities of Sabanalarga, Peque, Valdivia and San Andrés de 
Cuerquia.

As far as cultural memory is concerned, a collective construction was also started, which has also dealt with other 
factors such as the local cemeteries of Barbacoas, Orobajo and the old village of Fortuna on riverside lands of 
Buriticá, as well as the practice of burial of bodies found on the beaches of the Cauca river. With the Office of 
the Attorney General of Colombia, bodies buried on the beaches of the Cauca River at the sites of Nape and 
Quiasesco–places of influence of the community of Barbacoas in the municipality of Peque–were exhumed.

Nueva Esperanza

This project is part of the National Transmission System (abbreviated STN in Spanish) and aims at increasing 
the capacity of power transmission, as well as the reliability of the electrical system for Bogotá, Cundinamarca, 
northern Tolima, Meta and Guaviare. It includes the construction of a line of 500,000 volts, another of 230,000 volts, 
and a 500/230 kV transformer substation, which was awarded to EPM by the Mining and Energy Planning Unit 
(abbreviated UPME in Spanish) through public call.

Throughout the year, six offices to address complaints from different communities impacted by the project, as well 
as the mechanism for complaints and claims regarding Human Rights, remained operational. The indicators on 
both aspects are listed below.

BGA

Bello - Guayabal - Ancón is a 230 kV (kilovolt) power transmission project that will increase the capacity of 
transmission of power generated in Antioquia to benefit other regions of the country and offer greater reliability to 
the electricity system that supplies the municipalities of the Valle de Aburrá.  EPM made progress in the studies and 
procedures for obtaining the environmental license of the project, which was issued by the National Environmental 
Licensing Authority (abbreviated ANLA in Spanish), through Resolution 781 of July 29, 2016.

In response to the impacts identified in the environmental studies stage, within the framework of the project, a 
social intervention program for addressing RCC (requests, complaints and claims) was established, which seeks 
to identify the needs of communities, grassroots organizations, labor unions, and municipal administrations for 
managing impacts and timely addressing RCC derived from the project actions.
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Bello WWTP 

This project that is part of the plan for the recovery of the Medellín River and its streams seeks to receive wastewater 
from Bello and northern Medellín through an interceptor, 8 kilometers long and 2.4 meters in diameter. The plant 
will treat over 70% of the wastewater of the Valle de Aburrá, which, added to the San Fernando WWTP (currently in 
operation), will mean a global coverage of 95%.

During 2016, 84 group socializations, 14 educational workshops, and 2 academic days were held with leaders in 
the area of influence of the project, in order to explain in detail the implications and impacts of the work.

Through the planting of 8,200 trees, progress was made on the subject of forestry compensation, and the course 
aimed at community leaders on issues related to the territory and the environment was completed. The project has 
a community service office as part of the strategy of respect for the rights of people impacted by the project.

Ethnic Minorities

As part of the work on Human Rights and in line with its institutional policy on the subject, when the appropriate 
authority certifies the presence of ethnic communities in the areas where projects are developed, EPM initiates a 
protocol that is regulated by law to ensure respect for their customs and cultures.

In this regard, we can mention the case of a writ for protection of constitutional rights submitted by a person 
who claimed to represent the indigenous community Nutabe de Orobajo, in Sabanalarga and Medellín, acting as 
Governor of the Council of the Metropolitan Area of Medellín. This writ was filed against the Ministry of the Interior 
and EPM due to alleged violations of the integral survival, identity and cultural integrity, and collective ownership of 
the Nutabe indigenous community during the development of the Ituango Hydroelectric Project.  The High Court of 
Antioquia, Criminal Chamber, solved the appeal denying the pretensions of this writ, which was later confirmed, in 
second instance, by the Criminal Cassation Chamber of the Supreme Court of Justice, in which the non-violation of 
the ethnic community rights, in particular the right to prior consultation, was ratified.

During the implementation of the Expansion Plan for the RTS, ESSA consulted the Ministry of the Interior, Directorate 
of Prior Consultations, on the presence or not of ethnic groups.  This institution certified that there is no presence of 
indigenous communities, minorities and Rom (gypsy community) in the area of interest of the projects.

Moreover, CHEC consolidated a process of support to the indigenous reservations located in the municipalities of 
Supía, Riosucio and Quinchía in the departments of Caldas and Risaralda.  These reservations have been areas 
of difficult management for the provision of the energy service, since this is where artisanal mining is developed 
through underground excavations at great depth, which requires electrical equipment such as engines to inject 
air and illuminate the interior of the mine 24 hours a day; therefore, some mines are connected irregularly to the 
energy network in order to avoid the costs associated with a high consumption of electricity.



223

The agreement reached with the leaders of these reservations allows managing the technical, commercial, and 
social actions of the company, through periodic meetings that make it possible to understand the intervention 
needs of both parties. The process of collecting primary and secondary information required to carry out the 
characterization of the indigenous communities of the San Lorenzo reservation and the Embera-Chamí unified 
reservation on the San Juan river has been implemented in a 65%. A pedagogical strategy in the Embera-Chamí 
unified reservation of the municipality of Pueblo Rico was developed for the translation of the information of the 
company to the Embera language.

Legal actions taken in the Ituango Hydroelectric Project

Item / 
Indicator

2014 2015 2016 Solved in 
2016 of those 

addressed 
in previous 

years.

Addressed Solved Addressed Solved Addressed Solved

Official letters  12,212  12,212  12,496  12,496 865 865  125 

Rights to petition  1,214  1,214  442  280  2,874  2,863  16 

Writs for 

protection of 

constitutional 

rights

 8  8  11  8  8  8  2 

Claims 

addressed
 10  -    -    -    7  2  2 

Source: Vice Presidency of Projects and Engineering

Out of the total rights of petition, 48% of appeals are from the municipality of Sabanalarga to request inclusion in censuses..

Employment generated in the Ituango Hydroelectric Project

Item / Indicator 2014 2015 2016 Variation

Total jobs generated 6,505 7,984 10,307 29.1%

People from the region hired 2,092 2,644 2,593 -1.9%

Percentage over total 32% 18% 25% 38.9%
Source: Vice Presidency of Projects and Engineering

For this period, the total number of people hired in the region decreased by 1.9% compared to 2015 due to the suspension of the 

Puerto Valdivia - Dam site road by ANLA.
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Legal actions taken in the Nueva Esperanza Project

Item / Indicator

2014 2015 2016

Addressed Solved Addressed Solved Addressed Solved

Official letters 68 45 49 20

Rights to petition 4 4 21 18 22 18
Writs for protection of 

constitutional rights
10 10 - - 1 1

Claims addressed 18 12 - - 1 1
Source: Vice Presidency of Projects and Engineering

Appeals are mostly related to review of the values offered for the constitution of easement and general information about the project.  
Likewise, the rights of petition request the rapid response to negative effects caused during the construction process.
 
Official letters and rights of petition not addressed are due to the fact that they are in the process of conciliation.

Employment generated in the Nueva Esperanza Project

Item / Indicator 2014 2015 2016 Variation

Total jobs generated 516 870 1,509 73.4%

People from the region hired 369 426 231 -45.8%

Percentage over total 70% 49% 15% -68.8%
    Source: Vice Presidency of Projects and Engineering

This variation is caused by the completion of several lines of work and the lack of availability of local labor in the area due to the 
lack of interest by the community because of the short duration of the contracts.

Legal actions taken in the BGA Project

Item / Indicator
2016

Addressed Solved

Official letters 6 5

Rights to petition 1 1

Writs for protection of 
constitutional rights

- -

Claims addressed - -
              Source: Vice Presidency of Projects and Engineering
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Management indicators

G4-HR8  Total number of incidents of violations involving rights of indigenous peoples and actions taken.
G4-HR9  Total number and percentage of operations that have been subject to human rights reviews or
  impact assessments.
G4-SO11  Number of grievances about impacts on society filed, addressed, and resolved through formal 
  grievance mechanisms.
G4-EU22  Number of physically or economically displaced people and the compensation granted, detailed 
  by type of project.
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Institutional management in Human Rights 

Since 2011, EPM undertook the task of implementing an institutional working model focused on Human Rights as 
a fundamental step towards the strengthening of its relationships with all its stakeholders. With this endeavor, the 
company formally promotes the responsibility of respecting human dignity in all its business operations.

With the proclamation of its institutional Human Rights policy in 2012, the organization ratified and made public 
its commitment to respect for Human Rights in its business activities and laid the formal foundations for its 
implementation in the entire EPM Group. This decision is consistent with the company’s adherence to the United 
Nations Global Compact in 2006, and it also includes the promotion of the aforementioned respect in the companies 
that are part of its supply chain.

Institutional management on this subject comprises the actions, the adoption of instruments and tools to strengthen 
the company’s management, the promotion of respect, and the disclosure of its progress in its implementation. In 
this deployment, the organization makes a permanent reference of the progresses in Human Rights and companies 
worldwide. In particular, it embraces and applies the UN Guiding Principles as a guideline in the internal approach 
of this issue.

Management in 2016

In order to generate culture within the organization on the role of companies in the respect 
for Human Rights, a major effort was made in training. In total, 912 employees of EPM 

and the national energy subsidiaries participated in the program that emphasized how 
the EPM Group assumes such responsibility in its own operations and in those developed 

through third parties.  The Office of the United Nations High Commissioner for Human 
Rights in Colombia participated in the program.
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In accordance with its concern for developing business practices that promote respect for HR, EPM maintained 
an active participation in different initiatives related to this subject. One of the most notable initiatives in this 
regard is the Energy Mining Committee (abbreviated CME in Spanish), an organization for the study, reflection and 
recommendation on how to improve the performance of both the industry and the Colombian official institutions 
regarding respect for HR with regard to public and private safety. The company is also actively involved in Guías 
Colombia, a multi-actor initiative consisting of companies, members of the civil population and the Government 
and focused on the promotion and guidance of company-environment relationships, under minimal criteria of 
observance and respect for Human Rights and the International Humanitarian Law in Colombia. In 2016, EPM 
participated in the preparation of the guidelines for institutional strengthening and supply chain management.

There is freedom of association in EPM. 99.87% of the employees are members, directly or by extension, of one or 
more than one of the three existing labor unions. The membership percentage in the EPM Group is 96.48%. In 2016, 
no discrimination claims were reported in the organization.

The plans for managing the risks identified and prioritized with regard to Human Rights in the Colombian energy 
subsidiaries were prepared and validated in the corresponding management committees. Moreover, conceptual 
standardization workshops in relation to this issue were started with the departments involved in risk management. 
In these companies, attention was given to internal training.

Although it was planned to begin the institutional work on HR in the affiliate company, ENSA (Panama), and in the 
Colombian water and sanitation affiliate companies, goals were postponed for 2017.

During the reporting period, the affiliate company, ESSA, carried out a training program for the personnel of the 
integral contract to cover the commercial operation activities. This, so that they are aware of customers and users 
who claim to be insulin-dependent, oxygen-dependent or have any other situation in which the suspension of the 
energy service in case of delay in payment is not appropriate.

Training on Human Rights - EPM Group

Employees trained in HR
2016

People Hours

EPM 179 116

EDEQ 221 18

ESSA 267 72

CENS 105 38

CHEC 140 6

Total 912 250
 
                          Source: Vice Presidencies of Power Transmission and Distribution and Human and Organizational Development 

                                        For more information, see Labor Unions 
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Management indicators

G4-HR2  Total hours of employee training on human rights policies or procedures concerning aspects of 
  human rights that are relevant to operations, including the percentage of employees trained.
G4-HR3  Total number of incidents of discrimination and corrective actions taken.
G4-HR4  Operations and suppliers identified in which the right to exercise freedom of association and 
  collective bargaining may be violated or at significant risk, and measures taken to support these 
  rights.
G4-HR8  Total number of incidents of violations involving rights of indigenous peoples and actions taken.
G4-HR9  Total number and percentage of operations that have been subject to human rights reviews or
   impact assessments.
G4-HR10  Percentage of new suppliers that were screened using human rights criteria.
G4-HR11  Significant actual and potential negative human rights impacts in the supply chain and actions 
  taken.
G4-HR12 Number of grievances about human rights impacts filed, addressed, and resolved through formal 
  grievance mechanisms.
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Security and Human Rights

The EPM Group is aware of the importance of carrying out a preventive approach in Human Rights as part of the 
development of its security strategies. Therefore and as a business principle, the management actions aimed 
at ensuring the protection of its operations, employees, and assets are performed carefully in this regard both, 
in the operations carried out by private security agencies and in those operations derived from the fulfillment of 
agreements with public security forces.

Based on its institutional HR policy, the organization is committed to “include, in the security service contracts and 
agreements signed with private firms and official security organisms, explicit commitments to respect and promote 
Human Rights. In no case will the company accept the provision of these services by social actors who are outside 
the constitutional and legal framework.”

As a member of the Energy Mining Committee–a Colombian multi-actor initiative–, EPM embraces and applies 
the provisions of the Voluntary Principles, an initiative that proposes a set of guiding principles for the companies 
regarding public security forces, private security organizations, and civil society, in the development of its security 
strategies. In order to extend these practices to all the companies of the EPM Group, the organization started this 
approach in 2016 providing guidance to affiliates operating in Colombia, in order to promote the implementation of 
these principles in accordance with the needs of their operations.

With the purpose of monitoring the operations in its areas of influence, the company has implemented mechanisms 
to address complaints and claims with regard to Human Rights. The management of security contractors’ employees 
is also monitored through these mechanisms.

Management in 2016

EPM signed two agreements with the Police and one with the Army for their technical-
operational assistance in strengthening the protection and security conditions required 

in the facilities, infrastructure, and activities related to the organization’s operation. These 
collaboration agreements were signed with the National Ministry of Defense and explicitly 
include the obligation to “have respect for the international Human Rights treaties and the 

International Humanitarian Law signed by the Colombian government, promoting their 
preservation and defense.”
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It is important to highlight that cooperation agreements with the Colombian public security force were developed 
and that EPM has no authority or responsibility to give operational instructions to the members of the Police or the 
Army. However, by embracing the recommendations of the Energy Mining Committee, the organization has placed 
an explicit emphasis on framing the operations derived from these agreements in the permanent respect for HR.  
To this end, besides including specific recommendations in the agreements, the organization fosters permanent 
monitoring and analysis spaces with security personnel and police district commanders and Army commanders in 
the areas in which the company operates.

By means of structuring the agreements established with the Army, soldiers from several brigades and their 
corresponding units received training and participated in face-to-face instruction courses with instructors and 
training specific to the organization in 2016. As part of the agreements established with the National Police, EPM 
constantly holds training sessions on Human Rights.

In the reporting period, no claims of incidents related to Human Rights were reported through the channels 
established by the company for this purpose.

With regard to private security companies, EPM is re-evaluating the use of firearms and instead proposes, as a 
general rule, the use of non-lethal weapons, subject to the corresponding risk assessment. Moreover, service 
providers are required to strictly comply with the provisions currently in force in Colombia and, specially, with the 
regulation issued by the Superintendency of Private Surveillance and Security, including a background check of 
the personnel hired by the contractor firms. In the development of this work, no information was found that would 
implicate personnel with accusations regarding the violation of HR.

Until August 2016, the firms Segurcol Ltda. and VISE were hired for the provision of security services in all the 
company’s facilities, with a total of 1,345 security guards, of which 45% received training on Human Rights by EPM 
during the induction process. Starting on September 2016, security services were contracted with the firms Interglobal 
and Colviseg, with a total of 1,375 security guards, of which 62% received training in the subject. Nevertheless, in 
both contracting processes, the coverage in HR training is considered to be 100% because it is a requirement for the 
contracting process that the security company includes Human Rights training as part of the general training, with 
the permanent supervision of EPM.

There were no complaints related to this service during the reporting period.

Through the Energy Mining Committee, the organization worked along with other companies from the industry 
and representatives of the Colombian Government, including the Ministry of Defense, in the definition of criteria 
for the execution of agreements with public security forces in such a way that Human Rights are fully respected. 
A document was also prepared identifying post-conflict opportunities, impacts, and risks in Colombia, associated 
with the business security operation.
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Security staff trained in HR

Company People Hours
EPM 1,451 931

CHEC 111 330
Source: Vice Presidencies of Shared Services and Supplies and Power Transmission and Distribution

Management indicators

G4-HR7  Percentage of security personnel trained in the organization’s human rights policies or procedures 
  that are relevant to operations.
G4-HR10  Percentage of new suppliers that were screened using human rights criteria.
G4-HR11  Significant actual and potential negative human rights impacts in the supply chain and actions 
  taken.
G4-HR12 Number of grievances about human rights impacts filed, addressed, and resolved through formal 
  grievance mechanisms.
G4-SO11  Number of grievances about impacts on society filed, addressed, and resolved through formal 
  grievance mechanisms.
G4-EU22  Number of physically or economically displaced people and the compensation granted, detailed 
  by type of project.
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Rates and prices

The rates for the services provided by the EPM Group are regulated; therefore, a continuous management is carried 
out with the Government and regulatory authorities so that the pricing methodologies implemented will always be 
fair and efficient for users. One of the EPM Group’s purposes is to have competitive rates, and it is for this reason that 
it also works on a business efficiency scheme regarding its costs and production processes.

In the case of large energy consumers, the EPM group offers rates to be negotiated with its customers in the 
commercialization margin and value of the supply components. In this case, the rest of the components are 
regulated (transport, distribution, and others).

Stakeholders vision

Customers and users identify asymmetries in the pricing issue when comparing their financial situation with the 
results the company disseminates.

Electricity:  It is the most expensive service, especially because its relative cost in the bill is always the highest and 
it increases constantly. Every month, the cost of activities such as public street lighting is included.

Natural gas or pipeline network: This service is inexpensive. The perception of a low price is based on the lower 
value of the bill.

Water supply: This service is inexpensive, both for its relative price in the bill and the perceived value.

Sanitation: Considered “expensive.” This perception is based on the fact that there is no actual measurement of its 
use or consumption. It is “estimated” based on water consumption.

Importance

One of the EPM Group’s purposes is to have competitive rates. It is an aspect of high social and economic sensitivity, 
both for companies and for customers and users.
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Main achievements

Goals for 2016 Achievements in 2016 Compliance

Proposing draft standards to the Colombian 
government for the recognition of costs in 
other reference technologies in the final 
disposal of waste.

Comments, recommendations, and 
proposals were made to the draft decree 
issued by the Ministry of Housing, City and 
Territory that would regulate incentives for 
recycling waste.

Total

Proposing a draft standard to the 
Colombian government on pricing 
methodology for small providers of water 
supply and sewerage service.

Comments and recommendations were 
made to the draft resolution issued by 
the Drinking Water and Basic Sanitation 
Regulatory Commission (abbreviated CRA in 
Spanish).
Within their regulatory agenda, the CRA 
states that the final standard will be issued 
in the second half of 2017.

Total

Completing internal regulatory 
management for the approval of electrical 
energy commercialization charges for the 
Group’s companies.

Final resolution issued by the Energy and 
Gas Regulatory Commission (abbreviated 
CREG in Spanish).

Total

Adapting all EPM systems and its pricing 
model to respond to the implementation of 
Resolution 202 of 2013 by CREG.

All systems are already adapted, but there 
is still no approval by CREG to implement the 
new pricing model.

Total

Proposing draft standards to the Colombian 
government for the recognition of costs in 
other reference technologies in the final 
disposal of waste.

Comments, recommendations, and 
proposals were made to the draft decree 
issued by the Ministry of Housing, City and 
Territory that would regulate incentives for 
recycling waste.

Total
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Challenges

Challenge
Completion 

year
Scope and coverage Compliance 

indicatorTerritory Business Company

Getting a DEA score higher 
than the current one.

2017
Colombia - 
Antioquia

Water 
Supply and 
Sanitation

EPM
Completion of 
work plan.

Applying pricing gradualness 
in the relevant markets 
where new charges are 
approved and that, due 
to competitiveness, the 
maximum charges cannot 
be applied. For this action, 
it should be noted that its 
application is not possible 
below cost. 

2017
Colombia - 
Antioquia

Energy - Gas EPM
Completion of 
work plan.

Managing the approval 
of revenues for power 
transmission and distribution 
for the next five years.

2017 Colombia Energy - T&D EPM Group
Completion of 
work plan.

Starting the process of price 
adjustment for pruning, final 
disposal, and treatment of 
leachate in the sanitation 
service.

2017
Colombia - 
Antioquia

Water 
Supply and 
Sanitation

Emvarias
Completion of 
work plan.

Management indicators

EPM-13  Fees by type of service.

Sustainable development goals
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Bill - Let me Know

The EPM bill, Let me Know, is the company’s means of invoicing all the services it provides and communicating with 
all users through a modern, clear, close and easy-to-interpret format that seeks to facilitate the understanding of 
the values billed and keep the community updated with information on different topics of interest.

The Let me Know bill format reaches all the customers in Antioquia and consists of the public utilities bill, which is the 
document that contains the values invoiced and the detail of consumptions and rates of each service, and the Let 
me Know newsletter, a contact instrument used by the company to get close to people through contents of interest 
to the community.

When interpreting the bill, the company considers it important for the customer to be clear about the concepts that 
affect the values billed, as well as the consumption units, rates of each service, credits, consumption days, and 
works performed, among other factors.

The consumption of each service depends mainly on customer’s use habits. Variables such as the number of 
people living in the house, the technical conditions of the facilities and the features of the appliances and equipment 
of the home, as well as the days of consumption that are taken into account, since they may change in some 
months of the year due to variables such as the number of days and holidays of every month.

The rates for each of the services are defined by the respective regulatory commissions through pricing formulas. 
Based on the application of these formulas and the different variables defined for each service, rates may increase 
or decrease.

Other concepts that should be taken into account when checking the bill values: interest due to accounts outstanding 
or paid after the due date, financing of consumption, works, new services or purchases made with the Somos 
credit, and charges for service cutoffs or reconnections. Additionally, EPM has agreements in some municipalities 
for billing the services provided by other entities, including sanitation, public lighting and other products such as 
Seguro Vital and Red Hogar insurances.
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Management in 2016

In 2016, there were several regulatory changes that impacted the rates of all services. 
Moreover, some measures taken by the National Government, aimed at counteracting 

the effect of El Niño phenomenon, caused variations on the users habits for the water and 
energy services. All these factors contributed and caused variations in the billed values 

during some months of the year.

Diverse subjects of interest were addressed in the different sections of the Let me Know newsletter. Some of the 
most important ones are listed below:

• Justification of the rate changes in the services of electric energy, water supply, sewerage and sanitation.
• Information about programs such as Somos, Gas without Borders, Antioquia Illuminated, San Nicolás Valley, 

Water for Education - Education for Water, among others; as well as about campaigns such as “Turning off 
pays”, defined by the National Government, and the campaign to raise awareness about the consequences 
of fraud in public utilities.

• User testimonials with tips on saving and security matters of different services and interviews with people from 
different regions who work with the community or have life stories worthy of recognition.

• Explanation and presentation of different offers for users, including Pay According to Your Needs, Prepaid 
Electricity and Water Supply, mobile application (APP) and credit in advance.

• Information on events, subjects of general interest such as hotlines, job offers, web bills, electronic payments, 
duties and rights of users, among others.

Thinking about the well-being derived from the enjoyment of public utilities, EPM implemented different purchasability 
and education actions to make payment process easier and to encourage an optimal use of public utilities through 
the understanding of the bill.
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Water supply and sewerage rates

Rates for services provided by the EPM Group are regulated; therefore, continuous management is done with 
the Government and regulatory bodies for different services so that the applied pricing methodologies may be 
always fair and efficient for users. Competitive rates are a purpose of the EPM Group, so it also works in a business 
efficiency scheme for its costs and production processes.

Management in 2016

The EPM Group implemented the new pricing methodology defined by the CRA for those 
companies with more than 5,000 subscribers. Additionally, within the framework of the 

processes of citizen participation, advances were made regarding two relevant standards: 
the new pricing framework for those companies with less than 5,000 subscribers (in CRA‘s 
regulatory agenda issuing in 2017), and the differential schemes for service provision (for 
the rural sector, the standard was issued in November 2016; for the urban sector, it is still 

pending).

In compliance with the regulations established by the CRA, EPM started implementing a new pricing framework 
intended for companies with more than 5,000 subscribers. This new pricing phase is more demanding in terms 
of efficiency and quality, with a visible control over the investments. It aims at expanding the coverage, increasing 
continuity and improving the quality of water.

This methodology was applied in every area where EPM provides service, in Aguas Regionales and Aguas de 
Malambo. As for Aguas del Oriente, the abovementioned standard did not apply since it has less than 5,000 
subscribers. For those companies not having this number of users, the CRA is developing a different pricing 
methodology, which was introduced in the process of citizen participation. EPM contributed by sending observations 
aimed at a stronger standard that allows the development of the companies that are in this market segment, in 
order to guarantee quality and efficiency in the service provision. The standard was included in the indicative 
agenda of the CRA and it is expected to be issued in the second quarter of 2017. EPM is always alert to keep its rates 
fair, competitive and efficient; therefore, participating in these scenarios is of utmost importance for the organization.

The organization also made a special effort to provide complementary arguments on the need for differential 
schemes of provision in areas that are difficult to access or manage. In this regard, the standard for the rural sector 
was already issued, while that for the urban sector is still pending. This matter is highly relevant to increase service 
coverage, improve the living conditions of the population and contribute to the construction of sustainable territories 
in Colombia.
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Regularbill for Medellín corresponding to water supply (COP)
Use 2013 2014 2015 2016

Stratum 1 8,441 8,745 9,327 11,170

Stratum 2 12,661 13,118 13,991 16,755

Stratum 3 18,464 19,130 20,403 24,434

Stratum 4 21,101 21,863 23,318 27,925

Stratum 5 31,652 32,795 34,976 41,887

Stratum 6 33,762 34,981 37,308 44,680

Commercial 31,652 32,795 34,976 41,887

Industrial 27,432 28,422 30,313 36,302

Official/Special 21,101 21,863 23,318 27,925
Source: Commercial Directorate for Water and Sanitation

Values updated to December of each year in current prices, where the evolution of the rates charged to users can be seen. For 
calculating the rate, the following aspects are taken into account: fixed charge plus consumption charge multiplied by 12.17. The 
latter rate corresponds to the average consumption of EPM users in stratum 4 in the municipalities of the metropolitan area of 
Medellín in 2016. Variations correspond to the rate indexation regarding the CPI in order to keep the value of money over time, 
thus allowing cost recovery and providing quality service.

Regular bill for Medellín corresponding to sewerage (COP)
Use 2013 2014 2015 2016

Stratum 1 9,466 9,805 10,459 10,050

Stratum 2 14,199 14,707 15,688 15,075

Stratum 3 20,706 21,448 22,879 21,984

Stratum 4 23,664 24,512 26,147 25,124

Stratum 5 35,497 36,768 39,220 37,686

Stratum 6 37,863 39,220 41,835 40,199

Commercial 35,497 36,768 39,220 37,686

Industrial 30,764 31,866 33,991 32,662

Official/Special 23,664 24,512 26,147 25,124
Source: Commercial Directorate for Water and Sanitation

Values updated to December of each year in current prices, where the evolution of the rates charged to users can be seen. For 
calculating the rate, the following aspects are taken into account: fixed charge plus consumption charge multiplied by 12.14. The 
latter rate corresponds to the average consumption of EPM users in stratum 4 in the municipalities of the metropolitan area of 
Medellín in 2016. Variations correspond to the rate indexation regarding the CPI in order to keep the value of money over time, 
thus allowing cost recovery and providing quality service.
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Unit costs for EPM water supply - Full rate (Stratum 4)
Item / Indicator 2013 2014 2015 2016

Fixed Charge ($/User)

Metropolitan 7,753 8,032 8,564 8,303

Variable Charge ($/m³)

Interconnected 1,097 1,136 1,212 1,612

Caldas 1,163 1,205 1,286 1,414

Barbosa 969 1,004 1,071 1,178
Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
between 2013 and 2015 correspond to the rate indexation regarding the CPI rates in order to keep the value of money over time, 
thus allowing cost recovery and providing quality service. In 2016, a variation is shown due to the implementation of a pricing 
framework defined by the CRA in the Resolution CRA 688. These values correspond to the full rate, that is, they do not include the 
subsidies or contributions that each municipality determines.

Unit costs for EPM sewerage - Full rate (Stratum 4)
Item / Indicator 2013 2014 2015 2016

Fixed Charge ($/User)

Metropolitan 3,544 3,672 3,915 4,458

Variable Charge ($/m³)

Interconnected 1,657 1,717 1,831 1,702

Caldas 460 476 503 554

Barbosa 709 731 775 860
Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
between 2013 and 2015 correspond to the rate indexation regarding the CPI rates in order to keep the value of money over time, 
thus allowing cost recovery and providing quality service. In 2016, a variation is shown due to the implementation of a pricing 
framework defined by the CRA in the Resolution CRA 688. These values correspond to the full rate, that is, they do not include the 
subsidies or contributions that each municipality determines.
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Aguas de Occidente

Unit costs for aguas de occidente water supply - Full Rate (Stratum 4)
Item / Indicator 2013 2014 2015 2016

Fixed Charge ($/User)

Santa Fe de Antioquia 5,257 5,446 5,807
7,627

San Jerónimo, Sopetrán, Olaya 3,617 5,421 5,612

Variable Charge ($/m³)

Olaya 454 598 619 638

San Jerónimo 1,214 1,593 1,651 1,566

Santa Fe de Antioquia 1,353 1,399 1,492 1,469

Sopetrán 666 860 892 919
Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
between 2013 and 2015 correspond to the rate indexation regarding the CPI rates in order to keep the value of money over time, 
thus allowing cost recovery and providing quality service. In 2016, a variation is shown due to the implementation of a pricing 
framework defined by the CRA in the Resolution CRA 688. These values correspond to the full rate, that is, they do not include the 
subsidies or contributions that each municipality determines.

Unit costs for Aguas de Occidente sewerage - Full rate (Stratum 4)
Item / Indicator 2013 2014 2015 2016

Fixed Charge ($/User)

Santa Fe de Antioquia 3,109 3,221 3,434
4,434

San Jerónimo, Sopetrán, Olaya 1,773 3,206 3,319

Variable Charge ($/m³)

Olaya 305 225 236 246

San Jerónimo 852 998 1,045 1,297

Santa Fe de Antioquia 874 904 961 1,135

Sopetrán 540 488 485 493
Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
correspond to the rate indexation regarding the CPI in order to keep the value of money over time, thus allowing cost recovery and 
providing quality service. In 2014, a variation regarding the pricing estimation for San Jerónimo, Sopetrán and Olaya is shown. In 
2016, there is a variation due to the implementation of a pricing framework defined by the CRA in the Resolution CRA 688. These 
values correspond to the full rate, that is, they do not include the subsidies or contributions that each municipality determines.
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Aguas de Urabá

Unit costs for Aguas de Urabá water supply - Full rate (Stratum 4)
System 2013 2014 2015 2016

Fixed Charge ($/User)

Apartadó 6,884 7,132 7,605

6,565

Carepa, Belén de Bajirá, El Reposo 4,011 4,133 4,407

Chigorodó 5,841 6,052 6,453

Mutatá 6,345 6,574 7,009

Turbo 7,277 7,539 8,039

Variable Charge ($/m³)

Apartadó 1,118 1,158 1,235
1,351

El Reposo 1,501 1,547 1,649

Carepa 583 601 641 666

Chigorodó 1,288 1,331 1,419 1,400

Mutatá 1,346 1,395 1,487
1,402

El Reposo 1,501 1,547 1,649

Turbo 1,243 1,288 1,373 1,571
Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
correspond to the rate indexation regarding the CPI in order to keep the value of money over time, thus allowing cost recovery and 
providing quality service. In 2016, there is a variation due to the implementation of the pricing framework defined by the CRA in the 
Resolution CRA 688. These values correspond to the full rate, that is, they do not include the subsidies or contributions that each 
municipality determines.

Unit costs for Aguas de Urabá sewerage - Full rate (Stratum 4)
System 2013 2014 2015 2016

Fixed charge ($/User)

Apartadó 1,079 1,118 1,192

3,789
Carepa, Mutatá 1,986 2,046 2,181

Chigorodó 3,629 3,759 4,008

Turbo 1,976 2,046 2,181

Variable charge ($/m³)

Apartadó 1,222 1,261 1,361 1,481

Carepa 853 879 967 1,003

Chigorodó 993 1,026 1,082 1,405

Mutatá 593 611 726 1,050

Turbo 859 886 925 1,050

Source: Commercial Directorate for Water and Sanitation
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Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
correspond to the rate indexation regarding the CPI in order to keep the value of money over time, thus allowing cost recovery and 
providing quality service. In 2016, there is a variation due to the implementation of the pricing framework defined by the CRA in the 
Resolution CRA 688. These values correspond to the full rate, that is, they do not include the subsidies or contributions that each 
municipality determines.

Aguas de Malambo

Unit costs for Aguas de Malambo water supply - Full rate (Stratum 4)
System 2013 2014 2015 2016

Fixed charge ($/User)

Malambo 3,619 3,619 3,854 6,480

Variable Charge ($/m³)

Malambo 1,304 1,305 1,389 1,541
Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
correspond to the rate indexation regarding the CPI in order to keep the value of money over time, thus allowing cost recovery and 
providing quality service. In 2016, there is a variation due to the implementation of the pricing framework defined by the CRA in the 
Resolution CRA 688. These values correspond to the full rate, that is, they do not include the subsidies or contributions that each 
municipality determines.

Unit costs for Aguas de Malambo sewerage - Full rate (Stratum 4)
System 2013 2014 2015 2016

Fixed Charge ($/User)

Malambo 1,745 1,745 1,858 3,311

Variable Charge ($/m³)

Malambo 690 628 667 758
Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
correspond to the rate indexation regarding the CPI in order to keep the value of money over time, thus allowing cost recovery and 
providing quality service. In 2016, there is a variation due to the implementation of the pricing framework defined by the CRA in the 
Resolution CRA 688. These values correspond to the full rate, that is, they do not include the subsidies or contributions that each 
municipality determines.
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Aguas del Oriente

Unit costs for Aguas del Oriente water supply - Full rate (Stratum 4)
System 2013 2014 2015 2016

Fixed Charge ($/User)

El Retiro 4,815 4,815 5,127 5,455

Variable Charge ($/m³)

El Retiro 1,425 1,425 1,518 1,615
                    Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
correspond to the rate indexation regarding the CPI in order to keep the value of money over time, thus allowing cost recovery and 
providing quality service. These values correspond to the full rate, that is, they do not include the subsidies or contributions that each 
municipality determines.

Unit costs for Aguas del Oriente sewerage - Full rate (Stratum 4)
System 2013 2014 2015 2016

Fixed Charge ($/User)

El Retiro 2,123 2,123 2,261 2,405

Variable Charge ($/m³)

Los Salados 307 311 327 354

El Retiro 196 197 205 224

Santa Elena 410 414 436 470
                    Source: Commercial Directorate for Water and Sanitation

Rates up to December of each year in ordinary prices, where the evolution of the rates charged to users can be seen. Variations 
correspond to the rate indexation regarding the CPI in order to keep the value of money over time, thus allowing cost recovery and 
providing quality service. These values correspond to the full rate, that is, they do not include the subsidies or contributions that each 
municipality determines.

Management indicators

EPM-13  Fees by type of service.
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Sanitation rates

The rates for the services provided by the EPM Group are subject to regulations. Therefore, continuous management 
is done before the Government and the regulatory bodies of the different services in order for applied pricing 
methodologies to be always fair and efficient for users. Having competitive rates is a purpose of the EPM Group; 
that is why it also works in a business efficiency scheme for its costs and production processes.

Management in 2016

In 2016, efforts focused on the implementation of the new sanitation pricing framework, 
as well as on the activities carried out within the participation processes for the regulation 

of the exploitation activity. The above, in order to ensure that the service is provided 
within a clear framework of action, allowing a technically adequate and efficient waste 

management that protects human health.

In 2016 there were great changes in the public sanitation service. In the cities with more than 5,000 users, a new 
pricing methodology defined by the CRA in Resolution 720 was implemented. Within this dynamic, new activities 
were included in the concept of urban cleaning: tree pruning, grass cutting, maintenance and installation of trash 
cans, and public areas washing. This new pricing framework gives a great boost to recycling and final disposal 
alternatives, seeking to recognize different technical solutions that can bring better benefits to society, since they are 
more environmentally friendly. The processes of citizen participation before the different entities of the Government 
were used to make recommendations on the regulation of the matter, as well as in relation to the incentives defined 
in the National Development Plan: “Together for a New Country.”

In addition to the above, special efforts were made to provide complementary arguments on the need for differential 
provision schemes in areas difficult to access or manage. The standard for the rural sector was issued, while the 
one for the urban sector is still in process. This subject becomes highly important to widen the coverage of the 
service, improve the living conditions of the population and contribute to the construction of sustainable territories.
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Rates by user of the ordinary sanitation service in Medellín
Concept / Indicator 2013 2014 2015 2016

Stratum 1 5,828 6,006 6,337 6,934

Stratum 2 7,771 8,008 8,451 9,647

Stratum 3 11,009 11,344 11,972 13,992

Stratum 4 13,357 13,760 14,523 17,419

Stratum 5 26,056 26,833 28,324 36,120

Stratum 6 35,442 36,448 38,490 44,408

Small commercial generators 45,731 46,923 49,592 46,800

Variable rate m³ - Big generators 44,842 46,306 47,537 47,275

Source: Emvarias

Rates as of December of each year in ordinary prices, where the evolution of the rates charged can be appreciated. Variations 
correspond to the rate value indexation with respect to indexes such as the CPI, MMW, Icfo (fuel oil and diesel oil) and LWI (Leveling 
Works Index.) This, in order to maintain the value of money over time, thus allowing cost recovery and provision of a quality 
service. 2016 shows variation due to the implementation of the pricing framework defined by the CRA in Resolution 720.

Management indicators

EPM-13  Fees by type of service.
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Electricity rates

Due to their nature, residential public utility rates are subject to regulations. This means that the rates EPM charges 
cannot be freely set, but they are subject to the conditions supported by the Law and determined by the regulatory 
body that, in this case, is the CREG (Energy and Gas Regulatory Commission.) This entity sets the rules of the 
methodologies for calculating rates, which are based on efficiency criteria so that only efficient costs and expenses 
are transferred to consumers. In all the regions where it provides its services, EPM seeks to maintain competitive 
rates, allowing cost recovery and companies’ sustainability. In 2016, EPM performed proactive management before 
the regulatory body and the Government, in order for the rules issued for the next rate period to reflect fair and 
efficient prices.

The costs covered with the rate are the assets, the costs of managing, operating and maintaining them to bring 
electrical energy from the energy sources to the end user, and the whole support process for customer service.

Management in 2016

Regarding the issuance of regulatory proposals for the remuneration of electricity 
transmission and distribution in Colombia for the next rate period, the EPM Group 

submitted, directly and through the sector’s trade unions, observations and 
counterproposals aimed at achieving fair and efficient prices for users.

This year there were no regulatory changes in the distribution and transmission 
components affecting the rate. The representative change in cost components occurred in 

commercialization adjustments.

The Group’s companies in Colombia experienced, in general, rate increases above the CPI during different months 
of the year. This effect is explained by the cost deferral in the application of the rate option due to the high costs 
of generation during the El Niño season. For the last quarter of the year, rates recovered their usual trend in the 
EPM Group’s companies, thanks to internal actions and, especially, to the coverage management that, through the 
purchase of energy, allowed rates to be placed among the lowest nationwide.
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Evolution of energy rates in affiliated companies in Colombia

Evolution of energy rates in EPM (COP/kWh)
Use 2014 2015 2016

Stratum 1 167 178 199

Stratum 2 209 222 249

Stratum 3 327 371 401

Stratum 4 385 436 472

Stratum 5 462 523 566

Stratum 6 462 523 566

Commercial 462 523 566

Industrial 462 523 566

Source: Vice Presidency of Power Transmission and Distribution, Commercial Management

Evolution of energy rates in Central Hidroeléctrica de Caldas
CHEC (COP/kWh)

Use 2014 2015 2016
Stratum 1 216 205 217

Stratum 2 257 250 265

Stratum 3 347 388 434

Stratum 4 384 456 511

Stratum 5 452 547 613

Stratum 6 447 547 613

Commercial 455 547 613

Industrial 408 547 613
Source: Vice Presidency of Power Transmission and Distribution, Commercial Management

Evolution of energy rates in Empresa de Energía del Quindío
EDEQ (COP/kWh)

Use 2014 2015 2016
Stratum 1 177 192 212

Stratum 2 213 231 265

Stratum 3 324 366 451

Stratum 4 381 430 530

Stratum 5 457 517 636

Stratum 6 457 517 636

Commercial 457 517 636

Industrial 457 517 636
Source: Vice Presidency of Power Transmission and Distribution, Commercial Management
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Evolution of energy rates in Centrales Eléctricas del Norte de 
Santander - CENS (COP/kWh)

Use 2014 2015  
Stratum 1 171 182 201

Stratum 2 214 228 252

Stratum 3 329 378 411

Stratum 4 387 445 484

Stratum 5 465 534 580

Stratum 6 465 534 580

Commercial 465 534 580

Industrial 465 534 580
 Source: Vice Presidency of Power Transmission and Distribution, Commercial Management

Evolution of energy rates in Electrificadora de Santander
ESSA (COP/kWh)

Use 2014 2015 2016
Stratum 1 174 185 200

Stratum 2 217 231 250

Stratum 3 348 382 416

Stratum 4 410 450 489

Stratum 5 492 540 587

Stratum 6 492 540 587

Commercial 492 540 587

Industrial 492 540 587
Source: Vice Presidency of Power Transmission and Distribution, Commercial Management

Criterion is property of assets from the operator at level 1 and applied with rate option.

Evolution of energy rates in international affiliated companies

Evolution of energy rates - ENSA (Dollars/kWh)
Use 2014 2015 2016

Residential 0.176 0.194 0.145

Commercial 0.217 0.236 0.174

Industrial 0.190 0.207 0.150
Source: Rates and Economic Studies Management
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Evolution of energy rates - Delsur (Dollars/kWh)
Use 2014 2015 2016

Residential 0.262 0.219 0.178

Commercial 0.242 0.198 0.158

Industrial 0.201 0.161 0.126

Source: Commercial Planning Management

Evolution of energy rates - Eegsa (Dollars/kWh)
Use 2014 2015 2016

Simple low voltage 0.219 0.161 0.147

Source: Planning, Regulation and Control Management

The rate for simple low voltage applies for residential, commercial and industrial use.

Management indicators

EPM-13  Fees by type of service.
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Gas rates

The rates of the residential public utility of natural gas through pipelines are regulated by the Energy and Gas 
Regulatory Commission, CREG, which, based on the definition of methodologies of specific remuneration for 
each activity of the natural gas value chain (production, transport, distribution and commercialization), ensures 
the transference of efficient costs of investment, administration, operation and maintenance to the users. It is 
understood that every rate is of a comprehensive nature, since it involves coverage and a level of service quality. 
In all regions where it provides these services, EPM seeks to maintain competitive rates, allowing cost recovery 
and the company’s sustainability. In 2016, proactive actions were carried out before the regulatory body and the 
National Government, so that, during the next pricing period, the rules established for the remuneration of each 
activity reflect fair and efficient prices for users, to ensure always the financial soundness of the company.

The commercialization cost, collected through a fixed charge, remunerates all the customer service support process.

Management in 2016

Considering the submission of regulatory proposals to remunerate the activities of retail 
distribution and commercialization of natural gas through pipelines for the next pricing 

period in Colombia, EPM introduced, directly and through the guilds Naturgas and 
Andesco, observations and counterproposals focused on achieving fair and efficient prices 

for users.

During 2016, no regulatory changes took place in these components of the unit cost of the service provision, since 
the definitive methodologies have not been promulgated yet by the CREG.
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Evolution of gas rates of EPM in Valle de Aburrá (COP/m3)
Use 2014 2015 2016

Stratum 1 474 532 644

Stratum 2 592 664 802

Stratum 3 1,044 1,257 1,451

Stratum 4 1,032 1,246 1,439

Stratum 5 1,181 1,435 1,664

Stratum 6 1,128 1,380 1,605

Non residential 937 1,164 1,363

Commercial 939 1,166 1,365

Industrial 935 1,162 1,360

Vehicular Natural Gas 774 837 922
Source: Vice-Presidency of Gas, Commercial Management

Evolution of gas rates of EPM in the municipalities with networks 
outside Valle de Aburrá (COP/m3)

Use 2014 2015 2016
Stratum 1 499 539 639

Stratum 2 626 679 809

Stratum 3 1,125 1,308 1,508

Stratum 4 1,112 1,306 1,495

Stratum 5 1,310 1,533 1,768

Stratum 6 1,348 1,568 1,808

Non residential 1,103 1,310 1,510

Commercial 1,102 1,309 1,509

Industrial 1,104 1,312 1,512
Source: Vice-Presidency of Gas, Commercial Management
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Evolution of gas rates of EPM - Compressed Natural Gas
CNG (COP/m3)

Use 2014 2015 2016
Stratum 1 1,876 1,964 2,152

Stratum 2 1,600 1,718 1,934

Stratum 3 1,481 1,580 1,775

Stratum 4 1,415 1,433 1,625

Stratum 5 1,340 1,369 1,666

Stratum 6 1,380 1,414 1,718

Commercial 1,021 1,019 1,189

Industrial 1,153 1,368 1,550

Vehicular Natural Gas 1,153 1,368 1,550
Source: Vice-Presidency of Gas, Commercial Management

Management indicators

EPM-13  Fees by type of service.
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Transparency and disclosure of information 
for the stakeholders

The EPM Group companies develop communication, education and engagement strategies, based on truthfulness, 
completeness, appropriateness, timeliness and clarity of the information delivered concerning the company’s 
management, in order to guarantee the stakeholders’ trust.

Stakeholders vision

We have the opportunity to continue making progress in this topic, especially with three stakeholder groups:

Customers and users: the company should continue making efforts to increasingly impact them with clear, true and 
timely information (active transparency), regarding changes in the environment and safety and health. Additionally, 
the company should use tools that allow it to keep a clear record of the number of users or customers that had been 
benefitted with this type of information.

Suppliers and Contractors: it is important to have an appropriate tool that allows the company to keep record of 
the impact related to the delivery of information on its policies or programs addressed to suppliers.

The EPM Group people: work should be done to start using again the mechanisms to foster and get to know the 
suggestions of employees. It is a good practice in terms of dialogue and engagement with these stakeholders.

Importance

Transparency and disclosure of information open spaces to strengthen the stakeholders’ trust and allow them to 
make decisions that benefit them in the social, environmental and economic levels.

It allows minimizing corruption and extra costs, development barriers and reputational risks.
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Main achievements

Goals for 2016 Achievements in 2016 Compliance

For the EPM Group, reaching a transparency 
indicator at 89.75*

An indicator of 78 was reached. Partial

For EPM, reaching a transparency indicator at 
96.5*

An indicator of 88 was reached. Partial

For national subsidiaries, achieving different 
rises in their transparency indicators, 
according to the results in 2015.*

The indicators decreased in every 
subsidiary.

Partial

Drawing up a Code of Ethics for the EPM 
Group. Code of Ethics for EPM Group drawn up. Total

Prepare a zero tolerance to fraud, corruption, 
and bribery policy in each one of the EPM 
Group subsidiaries in Colombia.

The zero tolerance to fraud, corruption and 
bribery policy was approved during the 
year by the Board of Directors of the energy 
subsidiaries of Colombia, as well as by that 
of the Aguas Emvarias.

Total

Implementing Transparency and Conflict of 
Interest statements.

An application was developed and 
implemented for employees to complete 
the Conflict of Interest statement, which 
includes an acceptance of the Transparency 
statement by all the employees of the entity. 

Total

Hiring services for ML/TF Risks verification, 
fraud, and corruption.

Through a public tender, EPM hired 
Konfirma, a company that also performs 
the consultancies of the subsidiaries.

Total

Design and implementation of ML/TF control 
activities in relationship with stakeholders 
other than suppliers and contractors for the 
EPM Group in Colombia.

They were implemented for the processes 
of subsidiaries related to employees, large 
clients, leasing, sponsorships, contractors 
and suppliers. They are applied according 
to the transaction amounts, by means 
of simple or extended Due Diligence, 
manually or through the risk verification 
agreement signed with Konfirma.

Total

Design and implementation of ML/TF 
control activities in relation to suppliers and 
contractors in international subsidiaries.

Consultancies and joint work were 
performed in El Salvador, Guatemala and 
Mexico, taking into account Due Diligence 
regulations of each country. Chile carries 
out its own Due Diligence process based 
on the regulations required by the country. 
Panama is still pending.

Partial
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Goals for 2016 Achievements in 2016 Compliance

Extending the scope of the Line 01 8000 522 
955 to international subsidiaries.

There have been connection difficulties with 
international subsidiaries. Partial

Implementing and giving an online course on 
ML/TF generalities to all partners, employees, 
and workers in international subsidiaries of 
the EPM Group.

The course was given at Eegsa 
(Guatemala), Delsur (El Salvador) and Ticsa 
(Mexico).

Partial

Obtaining registration as a “Company active 
in compliance with anti-corruption measures” 
for the companies of the EPM Group in 
Antioquia.

Only one out of twelve companies that 
were subjected to the measurement, 
obtained the registration. EPM voluntarily 
adopted this initiative led by the Secretariat 
of Transparency of the Presidency of the 
Republic, addressed to the private sector. 
As EPM is a 100% state-owned company, 
many of the responses and formats sent 
are legally enforced; therefore they were 
not taken into account. Clarifications in this 
regard were requested. 

Not met

Incorporating Ethics Hotline “Contacto 
Transparente” (Transparent Contact) in Eegsa 
and Delsur subsidiaries.

The hotline is operating since September 
2016 in Eegsa; but Delsur did not have 
available resources to implement it in 2016.

Partial

*Despite the decline in the transparency indicator reached in 2016 compared to results in 2015, compliance is reported as partial because 
the measurement methodology used in 2016 drastically varied compared to that used in 2015 and in previous years. Thus, results are not 
comparable. However, in these results, the EPM Group identifies improvement opportunities that are now being implemented.
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Challenges

Challenge
Completion 

Year
Scope / Coverage Compliance 

IndicatorGeography Business Company
Meeting the progress 
required in Open Governance, 
Services, Management 
and Safety, and Information 
Privacy.

2018 Colombia
All 
businesses

All 
companies

100%

Strengthening the level 
of impact of internal 
communication on the quality 
of engagements.

2019 Colombia
All 
businesses

All 
companies

Two additional 
points in the 
relationship 
indicator of 
the Internal 
Communication 
Effectiveness 
study.

Encouraging a 
communication that 
disseminates and promotes 
information with attributes 
required to build trust; as 
well as issues in favor of 
people’s quality of life and 
development. Additionally, 
making conventional 
commercial communication 
go further.

2025
All 
geographies

All 
businesses

All 
companies

100% 
compliance in 
activities related 
to the Business 
Plan.

Making progress every year 
on transparency indicators of 
each subsidiary of the EPM 
Group in Colombia.

2019 Colombia
All 
businesses

All 
companies

Results 
suggested 
by the 
Transparencia 
por Colombia 
(Transparency for 
Colombia) study 
for the public 
utility sector.
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Management indicators

G4-SO4  Communication and training on anti-corruption policies and procedures
EPM-14  Transparencia por Colombia Indicator.
EPM-15  External communication strategy and mechanisms.

Sustainable development goals
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Information for stakeholders

The EPM Group broadly shares its business management with its stakeholders directly and through mass media 
as one of the mechanisms to strengthen and transcend the informative purpose and strengthen the relationships 
with stakeholders.

To achieve this, the following are the main mechanisms:

Press management: Management of information and relations with mass media based on respect, equity, 
transparency, opportunity, truthfulness, openness, and service vocation, in accordance with EPM’s Communication 
Policy and EPM’s Manual of Relations with Mass Media.

External media: Own media management aimed at external audiences and stakeholders in the areas of influence 
of each of the companies of the EPM Group, with relevant information on the interaction with the territory, matters 
related to public utilities, and as a promotional mechanism of communities and customers.

Social networks: Permanent attention to virtual communities with conversations in the interest of stakeholders 
aimed at strengthening relationships and transparency, as well as building sustainability and protecting reputation.

Sustainability Report: Balanced report on the economic, social, and environmental management of the last year, 
and its positive or negative impact on society. It is a corporate sustainability management tool that allows identifying 
gaps, risks, and opportunities, as well as prioritizing actions and keeping track on the initiatives reported.

Public accountability: Carried out annually in order to disseminate the main achievements and challenges of 
the Group’s corporate management and its articulation with stakeholders, based on the contents gathered in the 
Sustainability Report.
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Management in 2016

• Broad and open approach to the sensitive issues of 2016, such as the EPM Group’s 
investments abroad and the incident at the Guatapé hydroelectric plant that took it 

out of operation for several months, the suspension of works on the Valdivia road of 
the Ituango Hydroelectric Project, and the impact of El Niño on the rates and use of 

services.

• 1,730 information requirements by mass media were addressed.

• 417 EPM Radio’s productions were broadcast.

• 10 editions of the “Estamos ahí” (We are there) and 3 of “Línea Directa” (Direct Line) 
e-newsletters were published.

• 50 “Camino al Barrio” (On our way to the neighborhood) T.V. shows were produced 
and broadcast.

External media

“Estamos ahí” (We are there) e-newsletter: Monthly publication aimed at opinion leaders and large customers 
and focused on innovation, social, and environmental responsibility and the overall business dynamics. We seek 
to address sensitive issues according to the situation, in order to communicate the official information from the 
company’s perspective on sensitive issues.  10 editions were published between February and December.

“Línea Directa” (Direct Line) e-newsletter: Created in 1997 and conceived as a “bidirectional” tool through which 
executives, maintenance engineers, and negotiators from Large Customers and Business Customers from all over 
the country have an opportunity to share their best practices and contribute to the promotion of our services, care 
for the environment, technological developments in the industry, and rates, among other issues.

In 2016, three editions of the Línea Directa (Direct Line) e-newsletter were published, addressing topics such as 
electric mobility, sustainable solid waste management, achievements of EPM’s Large Customers, energy efficiency, 
Green Energy, and the management of Ticsa, among others.

Camino al Barrio (On our way to the neighborhood): Open TV show, sponsored by EPM, that gives voice and 
visibility to the communities of Medellín.  Keeping this line, EPM also finds in this TV show a way to disseminate good 
practices for efficient use, explain the billing process of public utilities provided by it, and provide communities with 
information that allows them to feel some projects and works developed by the company as theirs.
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In the 44 broadcasts of the Camino al Barrio (On our way to the neighborhood) TV show in 2016, themes related to 
EPM were addressed such as the good use of the UVAs (Articulated Life Units)–social and meeting spaces in various 
sectors of the Valle de Aburrá–, the impacts of the Centro Parrilla project, the Community Risk Mitigation Brigades, 
and the Customer’s Day.

In 2017, the challenge of having a new format will be taken up, in order to go around and tell more stories about 
the city and region.

Radio Strategy – EPM Radio

A collaborative radio model between EPM and grassroots organizations for the production and broadcast of content 
that guide and generate conversations with the Community and Customers regarding the services, programs, 
projects, and products offered by the EPM Group.

EPM coordinates the radio strategy, and its production and broadcast are the responsibility of community 
communicators, members of social organizations (networks, associations and corporations). Thanks to this, internal 
information of the company is disseminated and, above all, knowledge, experiences, and contact with the territories 
and culture become active through the voices of the communities themselves.  In 2016, 417 radio productions were 
broadcast.

In 2017, EPM Radio’s main challenges will focus on training correspondents, forming groups of youth journalism, 
and strengthening correspondent networks composed of listeners, as well as resuming the weekly broadcast of the 
Aló EPM (Hello EPM) radio program for the sub-regions in the department of Antioquia.

2016 EPM Radio Broadcasts 
Production / # broadcasts 2016

Aló EPM (Hello EPM). Weekly broadcast on 
Saturdays in 61 radio stations of the sub-
regions.

16 broadcasts between January 2 and April 
16.

Aló EPM (Hello EPM). Daily broadcast in the 
Valle de Aburrá. Monday to Friday from 1 p.m. 
to 2 p.m.

245 broadcasts. 

Aló EPM (Hello EPM) in the hydroelectric plant 
- Con Vos (With you) - In 8 radio stations in 
Northern and Western Antioquia on Saturdays 
from 9 a.m. to 10 a.m.

52 broadcasts. 

52 broadcasts. 

Sobre la Mesa (On the Table) in 8 radio 
stations in Northern and Western Antioquia 
on Wednesdays from 5 p.m. to 6 p.m.

52 broadcasts. 

 Source: Vice Presidency of Communication and Corporate Relations

The topics that were addressed are classified as How EPM is like, Human Rights; progress on projects; EPM‘s services and products, 
including their safe and efficient use; environment, and EPM‘s programs and dynamics in its integration into the territory.
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Press management

• 1,595 requirements by the media were addressed: Interviews with corporate spokespersons, orientation on the 
organization, provision of documentation and multimedia material such as audios, videos, and photographs.

• 407 e-newsletters on EPM and its various businesses and projects were published.  
• 17 press releases were issued to public opinion on the company’s stances.
• There were 23 press conferences, addressing topics such as the sale of EPM‘s shares in Isagén, opening of the 

Articulated Life Units (UVAs), El Niño, incident at the Guatapé hydroelectric plant, progress in the construction of 
the Ituango Hydroelectric Project and the Aguas Claras and Nueva Esperanza Waste Water Treatment Plants, 
EPM‘s investments abroad, financial results of the EPM Group, and public accountability.

• Four pedagogical talks were held with journalists on the sale of EPM’s shares in Isagén and a meeting with 
local media directors was held to discuss various issues of the company, overseas investments of the EPM 
Group, and the progress in the Centro Parrilla project.

• 24 special visits with media were made to EPM‘s projects and facilities.
• The Press Room, section of the company’s website (www.epm.com.co), was updated for local, national, and 

foreign journalists, with real-time information and material for consultation.  The site is structured in News and 
Updates, Multimedia, a Document Center with all the historical e-newsletters and mailboxes for interaction 
and participation.

Social networks

EPM communities in social networks are made up as follows: Facebook: 111,021; Twitter: 48,318; Instagram: 8,697 
followers; and YouTube: 4,404 subscribers.

The topics addressed in social networks are related to sustainability, environment, innovation, education, corporate 
citizenship, infrastructure projects, efficient use of utilities and notices on scheduled interruptions, among others.

In 2016, these channels were key to addressing four key issues that aroused a special interest in the communities: 
The EPM Group’s investments outside Colombia, the incident at the Guatapé hydroelectric plant, and the impact of 
El Niño phenomenon during the first semester.
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Sustainability report

Most of the EPM Group’s companies prepare their sustainability reports using the GRI methodology. EPM uses 
the G4 version. It enables organizations to prepare their sustainability report regardless of their size, industry, or 
location. Moreover, this report is aligned with the International Integrated Reporting Council (IIRC) framework.

The Global Reporting Initiative (GRI) is an organization that promotes the use of sustainability reports so that 
organizations can become more sustainable and contribute to sustainable development. https://www.
globalreporting.org/information/about-gri/Pages/default.aspx

EPM’s Sustainability Report Preparation: It is a process of continuous organizational learning that evolves 
permanently. Content and quality principles established by GRI are applied.

Read more about the Sustainability Report in the Report Profile, in the Social and Environmental section, in the 
General Information chapter.

The EPM Group’s reports are presented at the shareholders’ meeting and to employees and the community in 
different spaces for dialogue, such as meetings with community action boards, the municipal Councils, among 
others.

See the management and sustainability reports of the affiliate companies of the EPM Group in Site Map, in “Our 
Group” section, in the “About Us” link.

Public accountability

For the 2015 management, an open presentation to the citizens and EPM‘s employees was held on April 29, 2016 
in the auditorium Himerio Pérez at the EPM Building; and around 300 people attended.

For the external audience, the event was broadcast through the local TV channel, Telemedellín, and the regional TV 
channel, Teleantioquia, covering the entire department of Antioquia.

For the employees of the EPM Group, there was a multicast session to which 1,810 people were connected.  Viewers 
could interact through the chat and 22 questions were received and answered.

Management indicators

EPM-15  External communication strategy and mechanisms.
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Transparency practices

In order to preserve trust and credibility of its different stakeholders, the EPM Group incorporates in its management 
clear rules regarding organizational culture standards and principles, and its mechanisms for engagement, 
interaction and verification of compliance with objectives and goals.

This set of actions enables us to raise awareness among stakeholders in order for them to be responsible and 
participative, to know and exercise their rights and obligations, to actively promote integrity and to fight corruption.

In transparency practices, the EPM Group aims to be a corporate benchmark through the inclusion of international 
standards in its compliance management, as well as the active participation in collective actions that generate high 
impact on society, and the management of best transparency practices.

Such practices are basically the following:

Ethics and Transparency Mechanisms: Practices and tools implemented with the purpose of minimizing the 
materialization of risk situations related to fraud, corruption, bribery, money laundering, and terrorist financing, 
among others. They are Code of Ethics, Code of Business Conduct, Corporate Governance Manual, Code of Conduct 
for Suppliers and Contractors, and Policy of Zero Tolerance to Fraud, Corruption and Bribery; as well as a report 
channel called Ethics Hotline: “Transparent Contact”.

Transparency Measurement: The EPM Group’s companies participate voluntarily in the assessment of transparency 
practices of the public utilities providers in Colombia, in order to identify their degree of development and encourage 
them to implement improvement plans and actions in their activities, recognize the companies committed to ethic 
and transparent relationships with their stakeholders, and foster compliance with international standards.

Online Government: Strategy aiming at improving efficiency, promoting transparency, encouraging citizens’ 
collaboration and participation, strengthening management with stakeholders, and improving the conditions for 
enhancing competitiveness of institutions engaged with the Colombian government, using the information and 
communications technology (ICT) as leverage.
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Management in 2016

• Adoption of the Policy of Zero Tolerance to Fraud, Corruption and Bribery by all the 
national affiliated companies of the Group.

• Acceptance of the Transparency Statement by 89% of the EPM‘s employees, and 
subsequent declaration of conflicts of interest by those employees who may have 

them.

• First measurement of the internal Ethical Climate, with participation of 2,515 EPM‘s 
employees.

• Development and implementation of the mobile application Ethics Hotline for 
Transparent Contact.

• Participation of all Colombian companies of the Group in the Collective Agreement of 
the Electricity Sector on fight against corruption and promotion of free competition.

• Adherence of 5,262 suppliers to the Code of Conduct for Suppliers and Contractors.

• Significant progress in the implementation of Online Government.

Transparency assessment

For the ninth consecutive year, EPM participated in the measurement of Corporate Transparency for the residential 
public utilities industry, reaching a result of 78/100 for the EPM Group (the index was 88/100 in 2015) and 88/100 for 
EPM, compared to an indicator of 96 reached the previous year. EPM is at moderate risk of corruption.

One of the reasons for this decline in the indicators is a drastic change in the assessment methodology implemented 
in 2016; therefore, the results are not comparable. In fact, the measurement went from 250 to 570 indicators, 
the percentage of information sent by the company as verification material went from 90% to 75%, and greater 
emphasis is now placed on detection tools and penalties against corruption, as well as in active transparency, 
which measures the proactivity of the company to interact with stakeholders and communicate its information and 
actions more actively.
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These changes in the methodology provide the EPM Group with a new baseline that represents improvement 
opportunities in which it will focus during 2017:

• Anti-corruption program extended to affiliated companies.
• Classification and supplier development.
• Ethical climate measurements.
• Ethics committee.
• Report channel.
• Peace building.

Transparency assessment results of the EPM Group and its 
affiliated companies 2014-2016 

Company / Indicator 2014 2015 2016
EPM Group 83 88 78

EPM Parent Company 93 96 88

Aguas de Oriente 79 84 64

Aguas de Occidente 73 88 68

Aguas Nacionales 78 85 81

Aguas de Urabá 63 77 57

Aguas de Malambo 47 56 51

Emvarias 71 77 71

CHEC 87 88 86

EDEQ 88 95 83

ESSA 83 90 79

CENS 86 91 80
          
           Source: Vice Presidency of Corporate Auditing
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Transparency assessment goals of the EPM Group and its 
affiliated companies 2017-2019

Company / Indicator 2017 2018 2019
EPM Group 93.38 87.87 92.77

EPM Parent Company 90.63 93.75 96.88

Aguas de Oriente 71.75 79.5 87.25

Aguas de Occidente 74.45 81.3 88.15

Aguas Nacionales 84.73 88.15 91.58

Aguas de Urabá 66.2 75.8 85.4

Aguas Regionales 70.33 78.55 86.78

Aguas de Malambo 62 73 84

Emvarias 77.23 83.15 89.08

CHEC 89.08 92.05 95.03

EDEQ 86.53 90.35 94.18

ESSA 83.45 88.3 93.15

CENS 84.65 89.1 93.55

      Source: Vice Presidency of Corporate Auditing 

In 2017, EPM will not participate in the measurement, but it keeps the improvement goals set until 2020. Since 
measurements are performed during the last quarter of the year, the result reported in 2018 will be compared with the 
goal for 2017.

Drafting of a code of ethics for the EPM Group

After a participatory process that started in 2015 and included workshops on “ethical dilemmas” and information 
processing with all national and two international affiliated companies, the EPM General Management approved in 
December 2016 the final version of the document prepared by a team from EPM and two of the affiliated companies.

At the beginning of 2017, the Management Committee will review the corporate or institutional values and ratify the 
content of the Code.

Code of conduct for suppliers and contractors

In 2016, a total of 5,262 suppliers signed their adherence to the Code of Conduct for Suppliers and Contractors 
of EPM. Additionally, an early termination clause for breach of the code of conduct was included in the contract 
specifications.

During the year, some adjustments were made to both the Antitrust Policy and the Gift and Invitation Policy, as well 
as to the last paragraph to include the implementation of Ariba, the system towards which supplier management 
is being migrated.
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The Group worked on the dissemination of this Code during the monthly meetings with suppliers and contractors, 
through communications that promote honesty, transparency and respect for Human Rights, and through the 
publication of contents related to CSR and ISO 26000 on the EPM web.

For its part, the EPM Internal Audit area made some suggestions on ethical issues in the organization and, as a 
result, specific actions were included in the Plan of Engagement with Suppliers and Contractors.

Agreement for the transparency of the electricity sector in Colombia

After the adherence of EDEQ and CENS in September, all the energy companies of the EPM Group in Colombia 
are part of the Collective Agreement of the Electricity Sector, whose fundamental purposes are promoting the fight 
against corruption and bribery, free competition in the industry and transparency in the energy business.

The Agreement was promoted by the National Operation Council and XM S.A. E.S.P., along with the Transparencia 
por Colombia organization, with the institutional support from the United Nations, the Secretariat for Transparency 
of the Presidency of the Republic of Colombia, the Superintendency of Public Utilities and the Superintendency of 
Industry and Commerce.

Online Government

It is an initiative of the Colombian Government in which information technology is used for the provision of information 
by the governmental entities, the development of online procedures and services, and the government - citizenship 
interaction.

The EPM Group assumes this initiative as a mechanism that contributes to increase transparency, promote citizen 
collaboration and participation and strengthen its work with stakeholders.

In 2014, the Ministry of Information Technology defined the Online Government components and, from these 
definitions, EPM and its affiliates in Colombia have been implementing the strategy.

The following specific achievements should be highlighted:

In the Services component, the Contacto Transparente (Transparent Contact) mobile application was launched 
for the reporting of acts of corruption. In addition, some electronic editable forms were developed for requesting 
services.

In the Open Government component, information updates were made on the EPM website, where a specialized 
section for citizen participation was also enabled. In terms of accountability, a citizen participation plan was set 
in motion in digital media, and some open data aligned with the Sustainability Report were published. Citizens’ 
enquiries were also enabled on the website, from which initiatives on how to improve our customer service process 
and clarity of our service bill were implemented. Finally, “Innóvate”, an open innovation initiative, was launched.
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In the Management component, the initiative was formalized within the Strategic Plan by the Vice Presidency of 
Information Technology of EPM, in order to have elements for monitoring compliance with the Online Government 
in the Group.

In the Information Security component, the EPM risk methodology was standardized with the Information Security 
Management System (ISMS), and was also aligned with the organizational management systems; moreover, 
application guidelines were issued for all the affiliated companies. On the other hand, the EPM‘s Information 
Security Policy was approved and a security and cybersecurity diagnostic consultancy was performed for EPM and 
its business group.

Energy affiliated companies also advanced in the different components of Online Government and have set 
themselves the goal of accelerating the implementation path in 2017.

EPM has the following goals for 2017: implementing 100% of the components of ICT for services and ICT for open 
government; and 80% of the components of ICT for management and information security and privacy.

Progress in the Implementation of the Online Government 
EPM Group’s energy companies

Online Government Component/ 
Index (%)

EPM CHEC ESSA CENS EDEQ

ICT for Services 92.5 86 90 36 86.5

ICT for Open Government 95.5 99 59 10 90

ICT for Management 68.5 47 58 73 42.24

Information Security and Privacy 50 62 64 53.3 50
      Source: Department of Online Government of each company

Management indicators

G4-SO4  Communication and training on anti-corruption policies and procedures
EPM-14  Transparencia por Colombia Indicator
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