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ILC participates in companies
that provide key services for
the development of the country,
specifically in the financial and
health industries.
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Value creation resulted in our net income exceeding
Ch$100 billion for the second year in a row, and our
consolidated economic value generated surpassed
Ch$736 billion.

Letter from the Chief
Executive Officer
DEAR STAKEHOLDERS,
We are pleased to present our Sustainability Report for the seventh
consecutive year. The report brings together our principal economic,
environmental and social achievements for 2018 and the progress
we achieved as a team with our subsidiaries Confuturo, Banco
Internacional, Red Salud, Consalud and Vida Cámara.
This year was a period of transformation, renewal and growth in various
aspects. Value creation resulted in our net income exceeding Ch$100
billion for the second year in a row, and our consolidated economic
value generated surpassed Ch$736 billion. A large proportion of this
value, precisely 67% of our dividends, was paid to our controlling
shareholder, the Chilean Chamber of Construction, to be invested in
social projects that benefit construction workers and their families.
Accordingly, over US$18 million was invested to generate 303,000
spots in programs covering health, housing, training and wellbeing.

Pablo González F.
Chief Executive
Officer of ILC
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We have made significant, organization-wide progress in integrating
sustainability into all our businesses during this period. We took the
important step of joining the Dow Jones Sustainability Index in 2018,
within the indexes for the Integrated Latin American Market (MILA)
and Chile. We also implemented the ESG Compass measurement tool
for the first time, and we performed a new materiality study at the
corporate level and at each subsidiary, which resulted in a diagnostic
based on the perceptions of our main stakeholders: customers,
employees and suppliers.
Our challenge for the future is to continue incorporating sustainability
into all areas of our operations, transforming it into a fundamental
pillar and adapting our processes to align the objectives of growth
and contribution across every aspect of our businesses. In order to
achieve these goals, in 2019 we created the Sustainability Committee
at the level of directors and executives. Its functions are to define and
monitor the strategy and objectives of the Corporate Sustainability,
review sustainable development policies, among others. We are
confident that this initiative will allow each subsidiary to strengthen their
sustainable management, allowing them to relate their performance
in this matter with their financial results.
Customers are a fundamental component of the engine that drives
our Company and this year we achieved figures that made us proud.
Confuturo maintained its leadership in annuities, by paying over
100,000 monthly pensions, ranking it first within the industry, and

achieving a market share of 11% by direct written premiums. Profit
reported by Banco Internacional was 24% higher than the previous
period, and it attracted 3,900 new customers. This growth enabled
it to increase its lending by 38% compared to last year, well above
the industry average for the same period. Revenue at Red Salud
increased by 11% compared to 2017, with the number of outpatient
and hospital procedures, medical appointments and examinations
increasing practically throughout the whole of Chile. Consalud also
achieved record figures when it closed the year with 20,000 new net
beneficiaries, with half of them transferring from the public system.
Finally, Vida Cámara increased its customer portfolio by 18%, while
achieving a policy renewal rate close to 90%, which supports the
value delivered by this subsidiary to its policyholders.
Maintaining long-term relationships with our customers is crucial.
Satisfactorily meeting their pension, financial and health needs is
very important to us, as is generating investments that will enable
us to overcome the challenges that will arise in the future. Therefore,
in 2018 Confuturo became the first institutional investor in Chile to
invest in a social impact fund, contributing approximately 20% of the
FIS 2.0 Fund at Ameris Capital, which is aligned with the Sustainable
Development Goals promoted by the United Nations.

footprint for the first time in 2018 and began to work on creating and
developing a culture of environmental care, together with moving to
our new corporate building, whose characteristics will improve our
eco-efficiency and internal environmental management.
It would be impossible to meet all of these challenges without
dedicated employees and a common vision. Our team comprises
over 11,400 people, 73% of which are women. Therefore, every year
we strive to provide each of them with even more opportunities to
grow personally and professionally. We provided 74 scholarships
and 320,000 training hours during 2018 alone, through programs
especially designed for each particular occupation.
I would like to end this message with special thanks to all our
stakeholders, and invite them to continue supporting us in the task
of building a more sustainable business and society.
Yours faithfully

All these advances and milestones were achieved within highly
regulated industries, which are currently engaged in major debates
about their future. We are continually committed to playing an active
role in the discussion and implementation of new regulatory measures,
either as a holding company or through any of our subsidiaries. We
consider it our duty to share our experience and knowledge with the
various stakeholders involved in these debates.
There are many challenges that we must face in the coming years.
Our society is changing, which will introduce new requirements.
Technology has a fundamental role in facilitating these transformations,
but also imposes new responsibilities to protect the information
that each customer entrusts to us. We defined new road maps for
both cases during 2018, and we began to implement initiatives that
complemented those already in progress from previous years, in
order to improve every day.
We are also concerned about caring for the environment and our
impact as a Company. Although our businesses do not emit huge
volumes of greenhouse gases, we cannot disregard an important
priority such as caring for our planet. We measured our carbon

Pablo González F.
CHIEF EXECUTIVE OFFICER OF ILC
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Corporate
Profile

ILC’s Performance
in 2018

ILC is a publicly held corporation founded in 1980 with the aim of
contributing to sectors that are key to Chile’s development and
creating shared value. Currently, our Company participates in the
financial and health sectors through several subsidiaries where we
have a majority interest: Confuturo in the life insurance and annuities
sector, Banco Internacional in the banking sector, Red Salud in the
healthcare sector, Isapre Consalud in the mandatory health insurance
sector, and Vida Cámara in the supplemental health insurance sector.

We currently operate in Chile and Peru with over 11,400 employees
across the Group in various companies. ILC is controlled by the Chilean
Chamber of Construction (La Cámara Chilena de la Construcción
or CChC), a trade association that began over 65 years ago. The
Company participates in the financial and health sectors, with
the aim of contributing to the quality of life of individuals and the
development of society.

ILC
Interest (%)

Year
Acquired

Confuturo

99.9%

2013

Financial

Life insurance

Banco Internacional

52.2%

2015

Financial

Banking

Red Salud

99.9%

2008

Health

Healthcare provider

Consalud

99.9%

1984

Health

Health insurer

Vida Cámara

99.9%

2011

Health

Health insurer

Sector

RELEVANT FIGURES IN 2018

ILC PROFIT FOR 2018

Inv.
Confuturo:
45%

AFP
Habitat:
34%

CLP$102.616
millones

Industry

Other:
-16%

Vida
Cámara:
2%

Red
Salud:
19%

During 2018, ILC’s interest in its subsidiary Banco
Internacional increased from 50.6% to 52.2%, then
in early April 2019 it rose again to 67.2%. In addition,
Baninter Corredora de Seguros ceased to be a direct
subsidiary of ILC and became a subsidiary of this Bank.

* Vida Cámara Perú and Baninter Factoring will be considered only in the consolidated key indicators in this report, as neither of these subsidiaries represent more than 1% of
ILC’s consolidated assets. ILC has held a 40.3% interest in AFP Habitat since 2016, so its performance will not be analyzed in this report. The company reports its financial,
operational and sustainability milestones in its own annual report, available on its website. (www.afphabitat.cl)

Inv.
Confuturo:
38%

Ch$1,808,529

Consalud:
9%

million

Banco
Internacional:
7%

ROE

13.8%

DIVIDENDS RECEIVED BY ILC IN 2018

Other:
2%

Revenue:

AFP
Habitat:
45%

CLP$53.738
millones

Profit:

Ch$102,616
million

Equity attributable to
owners of the company:

Ch$747,114
Consalud:
3%

Red Banco
Salud: Internacional:
5% 6%

million

Consolidated
employees:

11,425
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RELEVANT FIGURES IN 2018

+250,000
Ch$126,703
Net operating income:

monthly
pensions paid

million

+71,000

AA+

procedures in
our hospital and
outpatient care
network

one of the best
corporate risk
ratings in Chile

Assets:

Ch$9,965,665

+3.5

Assets Under
management:

US$73.7

million

billion

million

patients
attended by
our healthcare
network

After a period of strategic redefinitions between 2012 and
2016, the Company began a stage characterized by growth
in recurring profits. The average profit at ILC between those
years was Ch$70 billion, which increased to an average of
around Ch$100 billion in 2017 and 2018. This was driven by
operational improvements at all subsidiaries, incorporating
the life insurance company Confuturo, acquiring 50% of
Banco Internacional, launching AFP Habitat in Peru, and other
reasons. This growth is expected to continue over the coming
years, allowing for greater diversification in terms of results,
along with sustaining business expansion within our markets.
ILC was accepted into the Dow Jones Sustainability Index in
2018, within the indexes for the integrated Latin American
Market (MILA) and Chile. We also began to implement the
ESG Compass tool in all our subsidiaries and at the parent
company, which helped us to build a diagnostic based on the
perceptions of customers, employees and suppliers with respect
to environmental, social and corporate governance issues.
Confuturo became the first institutional investor in Chile to
invest in a social fund when it commited US$2 million into
FIS 2.0 of Ameris Capital, which represented approximately
20% of the fund.
ILC’s investment performance improved, as the average daily
trading value for its shares grew by 30% in 2018 compared
to the previous year. This resulted in ILC being selected for
the new S&P/CLX IPSA index, which brings together the 30
largest companies in Chile by trading value. Moreover, taking
the value at the close of 2017 as reference, the return on ILC’s
shares exceeded the IPSA by 6.5% per year. We have achieved
a dividend yield of 5.4%, which is 250 basis points above the
IPSA average. ILC’s credit rating remained at AA+, which is
one of the best corporate risk ratings in Chile. Finally, the
global investment magazine Institutional Investor recognized
our Company’s performance in relation to the market and
its investors.
The year 2018 ended with an important milestone, specifically
the creation of an Administradora General de Fondos (General
Fund Administrator, AGF) at Banco Internacional, which expects
to collect approximately Ch$100 billion by the end of 2019. It
plans to achieve this figure by creating and distributing funds
for the corporate segment that complement the products
offered to its portfolio.
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ILC’s Mission, Vision, Values,
Principles and Purpose
Mission

Vision

Values

“We aim to improve quality of life for
everyone, by providing efficient and
accessible services in the financial and
health sectors, thereby creating value,
efficiency and sustainability.”

“We want our subsidiaries to become
leading companies that can sustainably
meet financial and health needs, while
continually increasing shareholder
value, within the framework, values and
principles established by the Chilean
Chamber of Construction.”

“At ILC, we promote ethics, an attitude of
service, customer focus, job excellence
and team work. We also seek to educate
and inform on savings and health issues,
in order to improve our members’ quality
of life and welfare.”

ILC has defined ten principles that apply to the entire organization and our subsidiaries, covering
their entire performance. These ten principles define our corporate hallmark and transmit these to all
employees, while emphasizing their responsibilities, particularly addressing the nature of the Company’s
services and benefits.

WHAT WE SEEK:

4. Let’s build a better
country with our work
Our Group strives to provide
the best pension, health and
financial solutions. We always
bear in mind that the short
and long-term welfare of
the people and institutions
we serve is the driving force
behind our work.

5. The future is our
present
Let’s focus our work on the
future, in accordance with
the time horizon that applies
to our industries. Let’s set
goals with clear objectives,
innovative strategies and
proper planning.

6. Let’s give our best
each day
Professionalism and
excellence are what drives
us; small details make a
difference.

“Ten Principles that Guide our Actions”
ABOUT US:

1. Let’s feel part of
“We are CChC”
The Chilean Chamber of
Construction, our main
shareholder, has been making
concrete contributions to the
country’s development for
65 years. Let’s be proud of
belonging to, representing
and working for this Group.

HOW WE DO IT:

2. Let’s not compromise
on ethics and
transparency
Success only comes through
honest work. Trust takes a
long time to build, but quickly
disappears.

3. Let’s contribute to
an atmosphere of
respect
Respect is an essential
ingredient in any human
and working relationship.
Despite our differences, we
should all be treated fairly
and with dignity.

7. Let’s maintain
innovative leadership
We need to be creative
and flexible as we identify
strategies and seek solutions.
Leadership that is innovative
is also sustainable. Innovation
captivates talent.

8. Let’s listen to
everyone around us
Let’s always be open to
listening. It is the only way
we can understand what
our teams, beneficiaries and
society want to communicate.

9. Let’s protect our
resources
Prudent use of resources and
good management are key to
achieving sound, sustained
growth. Only this way will
we have sufficient time and
resources to provide better
service.

10.Let’s learn from our
team
Let’s aim for every person
in the Group to experience
professional growth, to which
we all contribute. When
different styles, qualities
and experience come together
around a common goal, the
result will always be better.
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Geographical and
Digital Coverage

PURPOSE

Arica and
Parinacota
Region XV
Tarapacá
Region I

At ILC, our purpose is to create value on a
consolidated level and at each subsidiary.

Antofagasta
Region II

Investors

Guidelines and
long-term vision that
align the organization

Dividends

External
Environment

Subsidiaries
Maximize
internal value

Maximize
economic and
social value

Dividends

Analyze
external growth
opportunities

Our offices are located in Santiago, at Av. Apoquindo 6750,
Floor 20, Las Condes. The Company operates throughout Chile,
through our subsidiaries and their branches. Although the five
companies have offices throughout most of the country, Chile’s
complex geography combined with connectivity problems and
significant technological developments in recent years, have
resulted in only a portion of healthcare coverage being provided
in person, making digital platforms increasingly important.

Atacama
Region III
Coquimbo
Region IV
Valparaíso
Region V
Metropolitan
Region XIII
O’Higgins
Region VI
Maule
Region VII
Ñuble
Region XVI
Bío Bío
Region VIII
Araucanía
Region IX
Los Ríos
Region XIV
Los Lagos
Region X
Aysén
Region XI

Magallanes Region and
Chilean Antarctic Territory
Region XII
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Relationship with the
Chilean Chamber of Construction (CChC)

Technology has enabled customers and beneficiaries at each company
to remotely connect to various digital platforms, regardless of where
they may be, and obtain reimbursements, make medical appointments,
access online communication channels and other services, at any
time, every day of the year.

The Chilean Chamber of Construction (CChC) is the founder and
principal shareholder of ILC, and has a 67% interest in the Company.
The remaining 33% is distributed between other Chilean shareholders
(with 22.3%) and foreign shareholders (with 10.7%) as of the end of
2018.

Sitio Web
The new Confuturo website allows retirees1 and beneficiaries to
perform various formalities online, without having to go to a branch.

https://www.confuturo.cl/

Banco Internacional has a mobile application that performs banking
transactions quickly and efficiently, and provides services to both the
corporate and retail banking segments.

http://www.bancointernacional.cl

Red Salud launched its new call center and online appointment
scheduling system in 2018, which is integrated into its entire network https://www.redsalud.cl
across Chile.
Consalud has a virtual branch where members can access a range of
online procedures that simplify their customer experience.

https://www.consalud.cl/

The new Vida Cámara application facilitates and speeds up
the medical and dental expenses reimbursement process for
https://www.vidacamara.cl
policyholders. It also delivers historic information of reimbursements.

1

SENIOR CITIZENS AND DIGITAL CHANNELS

According to the IX Internet Access and Uses Survey (2018) conducted by the Undersecretary
of Chilean Telecommunications, 92.5% of people over 60 years old have used a computer in
the last 12 months, and they do so mainly to obtain relevant information on health and other
matters. Senior citizens currently show a growing interest in using the internet for various
purposes. 44.5% of them report that a friend, family member or acquaintance helped them get
started, while 17% took a specific course. An important challenge is to promote digital literacy
that enables senior citizens to gain easy and timely access to relevant information, as well as
designing web sites that are senior-citizen friendly.

The CChC is a trade association that began in 1951, with the sole
purpose of promoting construction and thereby generating a positive
impact on Chile’s development. CChC’s participation in the pension,
health and education sectors arose from the need to improve the
social security benefits and quality of life for individuals working in
the construction industry, which is the second largest employer in
Chile. An intrinsic need for greater social security for its stakeholders
triggered the formation of AFP Habitat (pension) and Consalud (health
insurance) during the 1980s. These companies grew organically until
their services covered the entire country. Later, they were joined
by Red Salud (healthcare), Confuturo (pension) and finally Banco
Internacional.

67% of the dividends generated by ILC are received by the CChC, which
manages and invests these funds. A significant percentage of these
dividends are received directly by CChC Social. This organization is
dedicated to developing benefits for construction workers and their
families, mainly in the areas of education, housing, sport, culture,
health and welfare. The investment structure of this organization
channels a percentage of dividends received to social investment
projects, while the remainder is allocated to an investment fund
that aims to financially support the Chilean Chamber of Construction
over the long term.
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Subsidiaries

Mission:
“To safeguard financial security for our
customers throughout their life through
excellent services provided by a highly
competent and motivated team who
always behave responsibly and ethically,
while securing expected profitability for
shareholders.

Vision:

Confuturo (formerly Corpvida) was founded in 1989 as Compensa
Compañía de Seguros de Vida S.A. Confuturo has been controlled
by ILC since 2013, expanding its participation in the pension sector.
In 2018 Confuturo reached the milestone of over 105,000 annuities paid
each month, which keeps it in first place in the industry. Furthermore,
the company achieved fourth place in annuity premiums, and second
place in assets under management. Finally, Confuturo owns the
largest real estate portfolio in the industry, which totals UF46 million,
in accordance with its investment strategy implemented over the
past few years.

CONFUTURO PRODUCTS

Annuity Policies
627,000
Confuturo
17%

#1 Industry
rst

Others
83%

The company has offices throughout Chile, with 19 branches from the
far north to the far south. Over 57,000 beneficiaries were attended
over 110,000 times in 2018, both in person and digitally through its
web site, call center and digital platform network.

To be a benchmark in the insurance market.

Annuity Premiums
UF 100 million
Confuturo
12%

Others
88%

Assets Under Management
UF 1,278 million
#4th Industry

Confuturo
14%

Others
86%

#2nd Industry

•
•
•
•
•
•

Annuities
Consumer loans for retirees
Insurance for retirees
Individual life insurance
Life insurance with savings components
Voluntary retirement savings
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Market Share by Commercial
Loans
US$ 145 billion

Dream:

Others:
98.5%

“To lead the corporate segment of the Chilean
banking industry.”

The history of Banco Internacional began on February 1, 1944, when
Banco Israelita, as it was then called, opened its doors to the public
on July 17, 1944. In 1981 it was renamed Banco Internacional and
began to expand. It began incorporating new business areas in 2007,
such as leasing, factoring, a large companies segment, real estate
financing, private banking and retail banking.

Common
purpose:

In September 2015, the Bank Superintendency (SBIF) approved ILC’s
acquisition of shares in the bank, by purchasing a 50.6% interest.
Banco Internacional achieved historic results in 2018, when it
exceeded Ch$15 billion in profits, with a return on equity of 12.6%. It
was ranked first in the industry by percentage growth in commercial
loans, which increased 39.1%. This significant growth was the result
of strategic planning and sustained delivery.

“To create growth opportunities.”

During 2018, the Board of Banco Internacional announced a capital
increase of up to Ch$60 billion, in order to perpetuate its loan growth
and strengthen its equity. Moreover, Feller Rate improved the risk
rating of Banco Internacional from A+ to AA- with a stable outlook,
while ICR maintained its risk rating of AA-. The bank created Banco
Internacional Administradora General de Fondos and integrated
Baninter Corredores de Seguros as its own subsidiary. Finally, ILC
announced an increase in its interest in Banco Internacional, from
52.2% to 67.2% in the first half of 2019.

PRODUCTS
• Corporate Banking: checking accounts, lines of credit, insurance,
financing, state-backed loans, foreign trade, leasing, factoring,
investments, cash management, treasury and other services.
• Retail Banking: checking accounts, lines of credit, insurance,
mortgages, investments, online time deposits and other services.
In addition, Banco Internacional provides insurance brokered by
Baninter Corredores de Seguros and investments brokered by Banco
Internacional Administradora General de Fondos.

Banco
Internacional:
1.5%

Commercial Loans by Loan Value
US$ 2.221 mm.

Mega
32%

Micro
0.4%
Small
3%
Medium
7%

Large
57%

Micro: Loans < UF400
Small: UF400 < Loans < UF3,000
Medium: UF 3,000 < Loans < UF10,000
Large: UF10,000 < Loans < UF200,000
Mega: Loans > UF200,000
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Red Salud´s Map

Arica and Parinacota Region
• Clínica Dental Red Salud Arica

Tarapacá Region
• Clínica Red Salud Iquique
• Centro Médico y Dental Red Salud
Eleuterio Ramírez

Antofagasta Region
• Centro Médico y Dental Red Salud Antofagasta
• Centro Médico y Dental Red Salud Calama

Valparaíso Region

Mission:
“To help people live longer and better with
comprehensive medical and dental care
focused on the patient and their families.
Our commitment is to provide a wide range
of services, to high quality standards, in
accordance with the principles and values
of the Chilean Chamber of Construction.”

Vision:
“To become a national benchmark for private
medical and dental healthcare, recognized
for its wide range of services, its prestige,
its excellent working environment and its
capacity to respond to the healthcare needs
of a large part of the population.”

• Clínica Red Salud Valparaíso
• Centro Médico y Dental
Red Salud Muelle Barón
• Centro Médico y Dental
Red Salud Viña del Mar
• Centro Médico y Dental
Red Salud Quilpué

Coquimbo Region
Red Salud began operating in April 2008, with the objective of
developing a national network of healthcare providers. It then began
to expand by incorporating new hospitals and outpatient centers
outside Santiago. By the end of 2015, the strategy focused on a
demanding plan to make the business profitable. This plan focused
on strong cost control and institutional restructuring, which resulted
in significant progress during 2018.
Red Salud aspires to be the leading healthcare provider network in
Chile. Its strategic plan has three stages: an institutional restructuring
process, the design and implementation of a plan to achieve operational
excellence and network consolidation.
An important milestone during 2018 was unifying the entire business
under the brand Red Salud. It also launched a new corporate website,
a call center service and a single appointment scheduling service,
which enhanced the interaction between outpatient centers and
improved patient care throughout the country.

• Clínica Red Salud Elqui
• Centro Médico Red Salud Coquimbo
• Clínica Dental Red Salud Elqui

O´Higgins Region
• Clínica Red Salud Rancagua
• Centro Médico y Dental
Red Salud Germán Riesco
• Laboratorio Red Salud Plaza
América

Maule Region
• Clínica Dental Red Salud
Talca

Bío Bío Region
• Centro Médico y Dental
Red Salud Concepción
• Centro Médico y Dental
Red Salud Los Ángeles

Los Lagos Region
• Centro Médico y Dental
Red Salud Osorno
• Centro Médico y Dental
Red Salud Puerto Montt

Metropolitan Region
•
•
•
•
•
•

Clínica Red Salud Santiago
Clínica Red Salud Providencia
Clínica Red Salud Vitacura
Centros Médicos y Dentales (11 Centros)
Clínicas Dentales (5 Clínicas)
Laboratorio RedSalud
Escuela Militar
• Centros Oncosalud

Ñuble Region
• Centro Médico y Dental Red Salud
Chillán

Araucanía Region
• Clínica Red Salud Mayor Temuco
• Centro Médico y Dental Red Salud
Temuco

Los Ríos Region
• Centro Médico y Dental Red Salud
Valdivia

Magallanes Region
• Clínica Red Salud Magallanes
• Centro Médico y Dental Red Salud
Punta Arenas
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“To contribute to the social welfare of the
country by providing people with access to
high quality and prompt healthcare solutions.”

133,706

The changes initiated by the Isapre in 2015 intensified during 2018.
These changes primarily included a new management model and
evaluation of account executives, and its customer management
department was restructured by sub-dividing it into four regional
departments. All of these changes were aimed at redefining the
customer experience and journey, and achieving better service.

112,417

190,221

(Ch$)

135,323

Vision:

Average Monthly Payment
by Contributor

140,681

“To be the best private health insurance
provider (Isapre), helping policyholders
access effective healthcare solutions.

Consalud began in 1983 as a private health corporation that provided
medical care. In 2000, Isapre Consalud diversified its business, by
dividing it into health insurance, hospital and outpatient healthcare, and
support and investment. As a result, it formally became an insurance
company, solely dedicated to providing private health insurance plans.

110,057

Aspiration:
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Consalud’s most important milestone for the year included its
recognition as the Isapre with the best reputation in the country,
according to market research by Hill & Knowlton carried out by GFK
Adimark2, after increasing its corporate reputation score by 100
points with respect to the same measurement for the previous year.
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Beneficiaries

PRODUCTS

3.3 million

Consalud
21%

#2nd Industry

Consalud provides health insurance solutions, through plans and
supplemental policies that improve protection for its policyholders,
through:
• Plans: free choice, single provider and preferred provider plans.

Others
79%

2

https://reputacioncorporativa.cl/estudio/

• Supplemental policies: travel assistance, health coverage when
unemployed, free choice catastrophic coverage, click doctor, surgery
in Santiago, physical therapy at home, dental coverage, accident
protection, extraplan, prescription drug coverage, assisted recovery,
protection for children, protection for the family, oncology coverage,
hospital coverage and additional emergency protection.
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Vision:
“To be the best Company, so people can live
better lives.”

Mission:
“To support our customers with expert
health and life protection, delivering simple,
transparent solutions through a committed
and approachable team.”
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Group Health Insurance Policies
UF 15,6 mm.

ILC incorporated the Chilean subsidiary Compañía RBS Seguros de
Vida S.A., in 2009, which became Compañía de Seguros Vida Cámara
S.A. That same year it won 27% of the portfolio of disability and
survivor insurance policyholders in Chile, and that percentage grew
to 36% at the next tender.

#4th Industry

In 2016, Vida Cámara refocused its strategy on group life and health
insurance. The following year, the company implemented its 20172020 strategic plan, with the aim of becoming a top-three provider of
group health and life insurance on the market. This new road map is
based on three pillars: growing the customer portfolio through strong
commercial efforts; renewing its leadership style and introducing a new
culture; and focusing on and managing the health insurance sector.

Vida
Cámara
11%

Others
89%

Vida Cámara’s challenge for 2018 was growth, and for the second
consecutive year this was achieved. The company recorded 20%
growth in its group insurance portfolio, accumulating 60% growth
over 30 months, together with renewing 90% of its portfolio.

PRODUCTS:
Beneficiaries
Group Health Insurance
3.6 million

•
•
•
•

#3rd Industry
Vida
Cámara
9%

Others
91%

Group health insurance
Life insurance
Personal accident insurance
Catastrophic insurance per event
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Corporate
Governance

ILC participates in industries that provide long-term services and are
key to the country’s development. The conduct of the Company and
each subsidiary should be governed by high standards of management,
particularly ethics and integrity, in order to meet our objectives and
the expectations of our stakeholders. Board guidelines and objectives
contribute to sustainable development, by creating value and welfare
for each stakeholder.
Our corporate governance is directed by our bylaws, Law 18,046 on
Corporations, Corporate Regulations in Supreme Decree 702 dated
2011, and Law 18,045 on the Securities Market. The Company is
supervised by the Securities Inspectorate, which reports to the
Financial Market Commission.

Corporate
Governance Structure

Our mission, vision, and objectives form the basis for our economic
and social performance. These are established and directed by the
ILC Board, who convey the Company’s responsibilities, tools and
culture through the management and the board of each subsidiary.
The Board is the principal Corporate Governance authority and it
comprises seven members elected annually at the Annual General
Shareholders’ Meeting, in accordance with the Company’s bylaws.
Two members are Independent Directors as defined by Article 50
bis of Law 18,046. Board members are elected by the shareholders
themselves, in accordance with General Regulation 385 published
by the Financial Market Commission. Therefore, the Company does
not interfere in these appointments.

MAIN FUNCTIONS AND CHARACTERISTICS OF
THE ILC BOARD
•

•

•
•
•

The main functions of the Board are to establish Company
objectives, policies and strategy, which must be implemented
by Management. This is achieved at monthly meetings with the
objective of analyzing Company performance, its risks, strategies
and medium and long-term plans.
ILC is directed by a Board of seven members elected at the Annual
General Shareholders’ Meeting for one year, in accordance with
its bylaws. The members of the Board elect a Chairman for the
same period, who may be re-elected for a second consecutive
year.
ILC directors do not have an attendance policy. Nevertheless, the
average attendance was 93.9% during 2018.
The directors do not have a policy that restricts the number of
other directorships they can hold.
ILC Board members can participate as guests at subsidiary board
meetings so they can clearly understand the strategy and issues
facing each ILC subsidiary.
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Committees

BOARD COMPOSITION FOR 20183
Men
Women
Chileans
Foreigners
Independent Directors
Non-Independent Directors

7
0
7
0
2
5

Director’s ages
0-29 years old
30-40 years old
41-50 years old
51-60 years old
61-70 years old
Over 70 years old

0
0
1
2
4
0

DIRECTOR’S COMMITTEE

SUBSIDIARY’S COMMITTEES

The purpose of this committee is to ensure that the Company adopts
best corporate governance practice.

Our subsidiaries have the following committees:

The ILC Directors’ Committee is chaired by an independent director
and comprised by a majority of independent directors (two of its three
members) in accordance with the definition of independence in Law
18,046 on Corporations. This serves to safeguard the interests and
opinions of minority shareholders.
The main functions of this Committee are:
• Examine internal and external audit reports, and respond to them
before submitting them to the Board for approval.
• Propose the external auditors and risk rating agencies to the Board
• Examine the background information regarding related party
transactions referred to in Chapter XVI, and submit its opinion to
the Board.
• Examine the remuneration systems and plans for Company managers,
senior executives and employees.
• Prepare an annual management report with the main recommendations
for shareholders.
The Directors’ Committee was established in April 2013. It met eight
times in 2013, ten times in 2014, twelve times in 2015, eleven times
in 2016, ten times in 2017 and twelve times in 2018.

INVESTMENT COMMITTEE
ILC has an Investment Committee, due to the Company’s characteristics
and the importance of its investments. The role of the committee
chairman is to monitor correct compliance with ILC’s investment policy,
and ensure that investment decisions are made with sufficient agility.

3

The Corporate Governance chapter of the 2018 ILC Annual Report describes the composition of the Board for 2018, and the training and experience of its members. This
information is also available and continually updated on our website:
http://www.ilcinversiones.cl/English/corporate-governance-and-csr/board-of-directors/default.aspx

This committee meets regularly and reports its main decisions to the
Board. The Company has its own financial investments, in addition to
those of its subsidiaries, which are managed in accordance with the
investment policy approved by its Board. This policy has established
that investments in local fixed-income instruments must be rated
equal to or greater than A+, except for existing investments prior
to the policy coming into effect that represent less than 3% of ILC’s
investment portfolio.

• Confuturo:
-

Governance and Strategic Development Committee
Audit Committee
Human Capital Committee
Investment Committee
Real State Committee

• Banco Internacional:
-

Audit Committee
Business Committee
Risk and Credit Monitoring Committee
Operational Risk, Business Continuity and Information Security
Committee
Asset-Liability Committee
Strategic Planning Meeting
Money Laundering and Financing Terrorism Prevention
Committee
Ethic and Conduct Committee

• Red Salud:
-

Audit Committee
Finance Committee
Medical Committee
Investment Committee
Commercial Committee

• Consalud:
-

Risk Committee
Audit Committee
Commercial Committee
People and Compensation Committee

• Vida Cámara:
-

Audit and Risk Committee
Commercial Committee
Investment Committee
Human Capital Committee
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CORPORATE GOVERNANCE BY SUBSIDIARY
Our subsidiaries operate under the guidelines issued by their own
boards, elected at their respective Annual General Shareholders’
Meetings, together with the committees required by their own

industries, regulations and standards. ILC issues general guidelines to
the boards of its subsidiaries, in order for each subsidiary to manage
its business according to its own requirements.

ILC MANAGEMENT4
ILC’s management controls the organization, manages the Company’s resources and implements the
medium and long-term strategic plan established by the Board. ILC has a functional organizational
structure that is aligned with its business.

67%

BOARD

Float:
22.3% Local investors
10.7% Foreign investors

Development
Department

Performance
Management
Department

33%

Accounting and
Administration
Department

Controller

ILC elects
members of
subsidiary boards
through their
Annual General
Shareholder´s
Meetings

Controller
ILC Management

Subsidiary
Board
Investor
Relations

4

Treasury

Investment
Committee

ILC Board

Chief Executive
Officer

Financial
Department

Directors’
Committee

Accounting

Human
Resources

The names of management and the biography of ILC’s senior executives are available at:
http://www.ilcinversiones.cl/English/corporate-governance-and-csr/senior-management/default.aspx and in the 2018 Annual Report.

Subsidiary
Management

Subsidiary
Committees
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ILC did not report any instances where the Code of Conduct had
been breached, or had led to fines by regulatory bodies during
2018. One complaint was submitted relating to Banco Internacional
and two relating to Vida Cámara, which were duly investigated,
although no breaches were detected.

Ethical Integrity and
Management Systems

CODE OF CONDUCT AND ETHICS
ILC is committed to ethics throughout its business. Behaving
with integrity is very important, to maintain a respectful working
environment and to win the confidence of our investors, customers
and other stakeholders.
The Company’s Code of Conduct and Ethics commits it to behaving
with honesty and integrity when relating to its employees, customers,
suppliers and investors. The Code of Conduct and Ethics contains
regulations regarding individual responsibilities and those between
members at the same level, in addition to responsibilities for
employees, customers, suppliers, investors and other stakeholders.
These guidelines ensure compliance with laws and regulations,
including standards that promote:
•
•
•
•

Protection of confidential information for ILC and its stakeholders
Appropriate protection and use of ILC’s assets
Treatment of ILC’s employees, customers and suppliers
Promotion of accurate, timely and understandable disclosures in
financial reports and other public communications
• Incentives to report any unlawful or unethical behavior
• Standards of employee conduct to avoid conflicts of interest

• Standards for customer relationships involving public officials to
avoid conflicts of interest, bribery or corruption.
Each employee receives a copy of the Code of Conduct and Ethics
when they begin working for the Company, and they must sign
to indicate receiving and understanding it after completing their
induction regarding ethics and Law 20,393 on the Criminal Liability
of Legal Entities. The Company also arranges annual training for all
staff that deals with ethics, behavior and other aspects that relate
to compliance with relevant legislation.
Furthermore, each subsidiary has prepared its own publication
and promotion plan covering these issues. Confuturo prepared and
delivered classroom training and workshops, e-learning courses and
practical manuals. Banco Internacional has a business school that
includes a specific module on this issue called “Financial Ethics” and
regularly sends internal newsletters to all employees. All doctors
working at Red Salud’s outpatient centers and hospitals sign its Code
of Ethics, which was prepared in conjunction with various medical
teams. Consalud has several documents devoted to this topic hosted
on an online library, its intranet and its web site. Vida Camera has
a supplier policy, which establishes specific guidelines for critical
suppliers, selection criteria, supplier validation to high-risk lists,
and evaluating Politically Exposed Persons (PEPS), in order to guide
processes for accepting and managing the associated risks.

MECHANISMS FOR REPORTING VIOLATIONS
All ILC employees should report any behavior that they believe in good
faith to be a violation of the law, the Code of Conduct and Ethics, or the
crime prevention model, to their superior or through the established
complaint procedures.
Complaints can be submitted using email, or in writing to the Crime
Prevention Officer, the Ethics Committee, or using the Ethics Hotline
on its website5, in order to report unlawful or deceitful behavior by
any company official.
Furthermore, the subsidiaries Confuturo6, Banco Internacional7, Red
Salud8, Consalud9 and Vida Cámara10, have their own anonymous
complaint channels, which are available to the public either using a
complaint e-mail address or on their own web page.

CRIME PREVENTION MODEL

reimbursements, cross-checking to databases of public officials,
checking for politically exposed persons, together with a review of
databases of high-risk lists by countries, businesses or products that
may be exposed to greater risk.
Each employee joining ILC participates in orientation training covering
Company codes, systems and models. ILC also provides annual
training on its Crime Prevention Model to all its employees. Most of
the documents related to corporate governance issues are published
on our web site. The ILC Board approved a Labor Relations Manual,
a Tax Policy and a Political Contributions Policy during 2018. These
initiatives standardize processes and move the Company towards a
more committed and transparent organization.
Various subsidiaries presented the Crime Prevention Model, together
with its details and updates, to their Boards and to employees, covering
100% of the former and over 90% of the latter. Meanwhile, clauses
relating to this model were incorporated into all supplier contracts,
thus requiring them to comply with it.

The main mechanism for preventing corruption in ILC is its Crime
Prevention Model, whose purpose is to protect the Company from the
crimes of money laundering, financing terrorism and bribery. ILC was
re-certified, for the third time, as complying with the requirements
of Law 20,393, with respect to adopting a Crime Prevention Model.
This certified compliance was awarded in 2018 for a period of two
years by BH Compliance11.
ILC performed various reviews and monitored its corruption risks,
both within and outside the company. Seven different processes
were reviewed in 2018, in order to verify compliance with Law
20,393. The principal measures to mitigate and manage these risks
were audits covering fees, suppliers, conflicts of interest, expense

5
6
7
8
9
10
11

http://www.ilcinversiones.cl/English/contact/ethics-hotline/default.aspx
https://confuturo.ines.cl/confuturo/formulario/
denuncias@bancointernacional.cl
https://www.redsalud.cl/acerca-de-redsalud/quienes-somos/linea-etica
https://www.consalud.cl/detalle-ley-20.393.html
denuncias@vidacamara.cl
http://www.ilcinversiones.cl/Spanish/ gobierno-corporativo-y-rse /documentos/default.aspx
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Contributions

LABOR RELATIONS POLICY
ILC respects and promotes human rights. Our Company is committed
to implementing responsible labor practices across the entire company
and in all aspects of its business.

ILC is committed to:
• Promoting a culture of respect for every
employee, customer, supplier, partner
and any other individual related to our
business.

ILC’s Labor Relations Policy and Code of Ethics and Conduct reflect
its commitment to the fair and equitable treatment of all people. The
Code provides that “any employee who works at ILC is empowered to
exercise and enforce their basic human rights and should not suffer
physically or mentally at work.”

• Protecting the physical, mental and social
safety of our employees. Respecting
people’s privacy and beliefs.

The Company prepared a Labor Relations Policy (Human Rights) in
2017, which was approved by the Board in 2018 and was published
on our web site at12.

• Rejecting arbitrary discrimination based on
gender, race, religion, sexual orientation,
marital status or maternity, political stance
or ethnic background.
• Promoting equal opportunity, participation
and meritocracy.

12

http://s21.q4cdn.com/417792851/files/doc_downloads/gov_docs/Pol%C3%ADticade-Relacionamiento-con-Colaboradores-Ingl%C3%A9s.pdf

POLITICAL CONTRIBUTIONS

RISK MATRIX

ILC did not make contributions to political campaigns, political
organizations, lobbying organizations, lobbyists or other tax-exempt
groups with political influence during 2018, as required by our internal
standards and regulations.

Our Company is actively committed to understanding and managing
its risks, which are monitored using a risk matrix. This is reviewed
and updated on a monthly basis by ILC’s Controller, in conjunction
with each subsidiary.

There have been no cases of political contributions or donations
outside the legal and institutional framework, which governs the
Company in these matters. ILC currently has a Political Contributions
Standard, which is contained within the Manual of General Policies
of Good Corporate Governance.

The matrix is presented to the Directors’ Committee and any changes
are reported to the Board by the Committee Chairman. The principal
risks identified by the Company and included in the matrix are:

RISK AND CRISIS MANAGEMENT CULTURE
ILC participates in the pension, insurance, banking and healthcare
industries in a decentralized manner. Decisions at each subsidiary
are analyzed and executed by its management and Board, after
taking into consideration the associated risks and mitigating factors.
Risk management evaluates, treats, controls, monitors and communicates
the risks associated with any task, function or process that has been
defined as key for each company.
Our Board has decided that the Directors’ Committee is responsible
for regularly monitoring risk management and control, and reporting
its findings to the Board.

•
•
•
•
•
•
•

Information Handling Risk
Regulatory Risk
Reputational Risk
Operational Risk
Financial Exposure Risk
Personnel Recruitment and Retention Risk
Corporate Risk

Each risk has sub-indices depending on the subsidiary, which in
turn have a related color (green, yellow or red) depending on the
associated risk.
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EMERGING RISKS

ii. Information Security and Cybersecurity Risk

Risk control at ILC is led by the Directors’ Committee and the Office
of the Controller. Therefore, they meet on a monthly basis in order
to review a risk matrix that encompasses all current and potential
risks at ILC and its subsidiaries. Any significant issues are reported
to the ILC Board for discussion and review. The Company’s most
important emerging risks are:

This is a very important emerging risk and is growing rapidly, given
the cases registered by Chilean financial companies, due to hacking,
identity theft and publication of sensitive information.

i. Regulatory Amendments Risk
ILC’s businesses all operate in regulated industries, so it is exposed
to any changes in these regulations. Therefore, our subsidiaries have
played an active role in public debate at various formal opportunities.
Our approach and principal guidelines to address this risk are
described in the “Business Challenges” chapter of this report, in the
paragraph “Contribution to the Public Debate”. This issue is one of
14 that are components of ILC’s materiality.

Our Code of Ethics indicates that ILC employees are expressly
prohibited from disclosing confidential or privileged information that
could have a significant effect on the price of financial transactions.
This document also indicates that protecting ILC’s confidential
information is mandatory, as is safeguarding information belonging
to our customers and suppliers. Furthermore, all our subsidiaries
have their own Information Security and Cybersecurity Policy. Our
subsidiaries and associated companies regularly update their
antivirus and operating software, to ensure that these contain the
latest security measures. Our approach and principal guidelines to
address this risk are described in the “Business Challenges” chapter
of this report, in the paragraph “Technological Challenge”.

Edificio Corporativo CChC, ILC, Confuturo, Banco Internacional y Vida Cámara.
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Economic Value
Generated and Distributed

All our subsidiaries continued their growth trends during 2018, which
began in 2017. We generated annual consolidated economic value of
Ch$736,116 million.

Distribution of Economic Value Generated Among
Stakeholders:

Ch$ million
Expenses (Ch$ million)

2018

2017

Suppliers2

76,607

68,913

Employees3

302,740

279,404

25,320

28,798

State4

28

20

Investors6

149,384

146,705

Total

554,080

523,840

Community5
At ILC, we strive to achieve sustainable growth and development
over time. The achievement of each company’s goals responds
positively to our shareholders’ expectations, while generating value
for our customers, promoting social impact and opening up new
opportunities for people.
We earned profit of Ch$102,616 million in 2018. Although this figure is
higher than our average performance since our IPO in 2012, it is 20%
lower than our profit for 2017. This is mainly due to lower investment
income as a result of weakly performing financial markets in 2018,
which affected equity investments at Confuturo and AFP Habitat.
ILC’s operating results were driven by growth in bank lending, greater
demand in the healthcare provider sector and revenue growth at AFP
Habitat and its subsidiary in Peru.

Economic Value Retained:

The economic value generated by ILC fulfills its commitments to each
subsidiary’s own employees and to the State, by paying taxes that
stimulate economic growth and social welfare.
Economic value generated is calculated using the GRI EC1 indicator.
Data on creation and distribution of economic value provides a
basic indication of how economic value has been created for all our
stakeholders and how much has been retained.

(2)
(3)
(4)
(5)

Payments to suppliers, royalties and payments for facilitators or cash gifts
Total payments made to employees and for their social security obligations
Gross rates and taxes, without deferred taxes			
Voluntary contributions and investments of funds in the community in the
broadest sense of the word (includes donations)
(6) Financial expenses and dividend payments

2018

2017

(+) Economic Value Generated

736,116

685,180

(-) Economic Value Distributed

554,080

523,840

Economic Value Retained

182,037

161,340

Economic Value Generated in 2018:
Suppliers
10%

Value
Retained
25%

Economic Value Generated:
Revenue (Ch$ million)1

2018

2017

736,116

685,180

(1) Definition of revenue: Net sales plus income from financial investments and sales
of assets
The method used this year differs marginally from the method used in 2017, so
there may be differences in income and expenses (e.g. suppliers were included
in the distribution of value this year)

Employees
41%

Investors
20%
The State
4%

Community
0.004%

75% of the value generated was distributed to stakeholders, including
employees, suppliers, the community, the State and investors, which
includes shareholders, bondholders and banks. ILC retained the
remaining 25% for reinvestment.
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Geographical Analysis
Revenue, Profit and Taxes

2018
Ch$ million

%

Revenue

Chile

1,769,414

97.8%

Revenue

Peru1

39,116

2.2%

1,808,529

100.0%

Profit

Chile

106,974

104.2%

Peru2

(4,358)

-4.2%

Taxes3

Chile

27,395

100.0%

Revenue

Peru1

-

0.0%

27,395

100.0%

Total

The difference between the effective tax rate and the corporate
income tax rate of 27.0% is mainly due to the effects of non-taxable
income, such as:
•
•
•
•

Returns on AFP Habitat’s legal reserves of approximately Ch$2,588
million
Capital gains on equity investments at Confuturo and Corpseguros
of approximately Ch$8,962 million
Deferred taxes of approximately Ch$2,075 million
Other effects

Our ownership structure means that 67% of our dividends are paid
to the CChC, while the remaining 33% is distributed among the other
shareholders. The Chamber manages this percentage, transferring
most of its dividend directly to CChC Social, to be invested in social
projects that primarily benefit construction workers and their families.
The generation of social value by the CChC using our dividends is
very important to us, considering how ILC and the CChC operate. We
are convinced that improving conditions for the construction sector,
which is vital to the country, will also contribute to social welfare by
stimulating the economy and growth.

CChC Investment in Social Projects (2008-2018)

Effective tax rate
2018
139,452

Taxes paid1

25,320

Effective rate

18.2%

(1) Does not include deferred taxes

UF

Profit before tax

Implementation of approved investments in CChC’s social programs
has been increasing each year, and in 2018 it reached a record of
98.5% of budget. These resources totaling US$18 million generated
303,000 program spots in inititives covering health, housing, training,
and welfare. These programs are continually evaluated in terms of
impact and management, using a series of tools and indicators that
can be used to adjust the offering of available benefits.

When these variables are isolated, the effective rate is approximately
21.4%.

(2) Includes Vida Cámara Peru and 40.29% of Habitat Andina
(3) Includes deferred taxes

Ch$ million

2018: RECORD IMPLEMENTATION OF SOCIAL
PROGRAMS BY CCHC SOCIAL

500,000

350,000

400,000

280,000

300,000

210,000

200,000

140,000

100,000

70,000

0

0
2008

2009

Program spots

2010

2011

Social investment

2012

2013

2014

2015

2016

2017

2018

N° Beneficios Entregados

Geographical Analysis of the Main Financial Figures

Generating Social
Value - CChC Contributions
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RELATIONSHIP WITH CONSTRUCTION WORKERS

CChC Investments in Social Projects by Area (2018)

Area of Intervention
Health

Investment 2018

% Chg. 2017

Program Spots
2018

% Chg. 2017

117,421

15.7%

102,512

12.5%

Housing

21,398

-32.5%

1,390

9.3%

Training

115,771

-4.3%

15,080

28.2%

Wellbeing

119,651

18.2%

157,813

20.8%

Other

72,483

-15.5%

7,640

-45.3%

Total

446,724

1.3%

284,435

7.3%

CChC Investment in Social Projects by Amount
per Area

Other
16%

Wellbeing
27%

Other
3%

Health
26%
Wellbeing
55%

UF 447 m.
Training
26%

CChC Investment in Social Projects by Number
ofo Beneficiaries per Area

Housing
5%

Health
36%

284 m.
Training
5%

Housing
1%

These social programs improve the quality of life of construction
workers and their families. Therefore, it is essential to maintain formal
and continuous communication channels with them. As a result,
five discussions were held with 123 workers in Arica, Valparaíso,
Osorno, Temuco and Santiago during the second half of 2018. This
unprecedented experience focused on collecting their opinions and
ideas about social programs. It generated 113 specific proposals that
have been evaluated and gradually implemented.
These are supported by the increasing importance of the bimonthly
“Construir” newspaper. With a circulation of more than 60,000 copies
in 2018, it is becoming a valuable tool that informs workers about
social programs and other available benefits.
Large events are also important to explain progress to workers.
Significant milestones include celebrations held every March 19 to
celebrate Construction Worker Day. Over 3,200 workers participated
in events organized by the CChC in 19 cities during 2018.

“CONSTRUYE TRANQUILO” PROGRAM (BUILD AT
EASE HOSPITALIZATION PROGRAM)
The “Construye Tranquilo” program gives construction workers and
their dependents access to prompt and good quality healthcare at low
cost, using hospitals with a prior agreement located throughout the
country. We currently have close to 40,000 workers enrolled in this
program, which provides access to surgical procedures that are not
included in the Chilean government’s AUGE/GES program, without
affecting their family budget.
1,240 procedures were completed under this program during 2018,
which was financed by the CChC with UF 64,000. The social return
on this investment is 18.4 times, generating close to UF 1.2 million
in benefits for construction workers and their families.

SCHOLARSHIPS FOR CONSTRUCTION
ENTREPRENEURS
The Scholarships for Construction Entrepreneurs program provides
support to dozens of workers and their children, and it has become a
powerful tool for generating social mobility and personal development
opportunities.
Over UF 21,000 was dedicated to supporting approximately 350 students
in secondary and higher education in 2018, together with close to
150 workers who are studying a profession related to construction.
The Scholarships for Construction Entrepreneurs Program generates
an estimated social return of 6.3 times the investment, by helping
workers and their children complete their education. This program
generated social value of UF 132,000 in 2018 alone.

TRAINING PATHS
A joint training project with the Construction Technological School,
the OTIC (Intermediate Technical Training Bodies) and the Social
Foundation is being finalized to coordinate training through financing
provided by the CChC Social Department. This will ensure that all
courses focus on certifying occupational skills through a training
path that unites the various training programs.
Investments in training programs for employees of member companies
exceeded UF 83,000 during 2018, distributed over 15,000 spots in
these programs.
All these programs represent an important contribution to the
construction industry, to the development of its members and to the
growth of people otherwise involved in the industry, thus improving
welfare and development conditions for all member companies.
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Strategic Approach
to Sustainability

At ILC, we participate in key industries that affect the country’s
development and the welfare of individuals, such as the pension,
financial and health sectors. These are regulated industries, due to
the nature of our business and the social and economic significance
of these sectors. Maintaining a healthy and stable society forms the
basis for our business and the goals we share with our shareholders
and principal stakeholders.

•

Dow Jones Sustainability Index: As a result of our efforts to
integrate sustainability into our strategic approach, ILC was
accepted into the Chile and Mila categories of the prestigious
Global Dow Jones Sustainability Index in 2018. This is an important
indication of our commitment to creating sustainable value for
our investors and stakeholders.

•

ESG Compass: The Company and each subsidiary applied the
ESG Compass measurement in 2018. The goal is to continue
implementing this measurement, in order to monitor stakeholder
perception of ILC’s performance with respect to environmental,
social and governance issues.

An important focus during recent years has been integrating sustainability
into corporate strategy, and it will continue to be a core component
of decision-making at the Company. This challenge is aligned with
the Chilean Chamber of Construction’s historical commitment to the
welfare of individuals and the development of the country.
ILC’s various business units share the common goal of establishing
long-term relationships with our customers. This involves selling
products and services that forge a link that lasts for a long time.
Therefore, confidence is a vital ingredient to envisioning a mutually
beneficial future together. This relationship is built daily through the
interactions of everyone working for ILC with customers and the
most important stakeholders for the Company and our subsidiaries.
The principles that drive and manage ILC’s business range from
corporate ethics to the welfare and development of individuals and
our employees, and are now complemented by new challenges that
contribute to individual growth and a stronger society. Prompt, active
attention to individual transactions can not only reduce risks but also
encourage commercial and social innovation, thus contributing to the
Company’s own growth.
Constantly identifying and monitoring the most important or material
sustainability issues becomes an important task for the integral
development of the Company, a process that will drive our strategic
focus for the coming years.
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Materiality

Identifying and prioritizing these issues is an important exercise,
in order to direct and manage ILC in a manner that strengthens the
Company’s development and that of our subsidiaries, as well as
the welfare of society as a whole, thereby contributing to greater
confidence and generating long-term value.
At the end of 2018, ILC performed a cross-company exercise to
update corporate materiality, which guides our strategic sustainability
management. An international expert consultant on sustainability
issues helped the Company identify issues affecting day-to-day and
strategic management within each department. Each issue was
evaluated internally and externally, and each department’s stakeholders
were surveyed as to the importance and impact of those issues. The
result was a prioritized list of particular issues for each company.

After the issue identification exercise within the subsidiaries, the
most important overall issues for ILC were defined. All issues were
reviewed internally and externally and were finally prioritized in the
matrix presented below. Over 40 issues were initially identified, and
14 were ultimately selected and prioritized as the most important
to the Company’s management over the coming years.
Many of these issues affect management and already form part business
decision-making and, therefore, require continual management and
review to achieve sustainable operations. Others describe significant
challenges, either because they require regular coordination with
stakeholders, or because they are emerging issues that will also
contribute to business growth and the welfare of individuals and society.

MATERIAL ISSUES – ILC

1
2
5
9
Importance to external stakeholders

Although each subsidiary operates its business independently, ILC
continually reviews the challenges involved in daily decision-making
at each subsidiary, as well as the strategic issues affecting the whole
group and its contribution to sustainable development. This requires
special attention to various issues, some specific to each business,
and others that affect decision-making for the entire group and
coordination with our stakeholders.

3

6
10

8

7

11

12

14
13

Importance to company

Ámbito Económico

Ámbito Social

Ámbito Medioambiental

1

Ethics, integrity and transparency

8

Financial and health education

2

Ethical business processes

9

Human capital development

3

Economic and financial performance

10

Demographic changes

4

Corporate governance

11

Contribution to public debate

5

Customer satisfaction

12

Technological challenge

6

Attracting and retaining talent

13

Commitment to the community

7

Responsible investment

14

Environmental management

4
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Stakeholders

A close, smooth relationship with stakeholders is an important
component of our management. This results in creating and
transferring mutual value.

Stakeholders

Customers

Our services have a direct impact on our customers and their families. The nature of these services in
any sector requires establishing long-term relationships, which is crucial to the welfare of individuals and
business development.

ILC’s
Stakeholders

Each subsidiary is challenged to explore alternative ways of engaging that will meet customer requirements,
while constantly improving existing channels, with the objective of cultivating close relationships based
on trust and familiarity with people in order to deliver distinctive service.

Customers

Society

Suppliers

Employees

Shareholders and
investors

Stakeholders
ILC’s Investor Relations Department ensures continual and smooth communication with the market.
It has an open-door policy with the financial community. This is complemented by the Company’s participation
in various national and international initiatives, including large meetings, such as Investor Day, where ILC
presents its strategy and main corporate challenges together with those of its subsidiaries. The corporate
web page provides information about the Company’s management and performance, including quarterly
public reports, corporate presentations, financial reports, sustainability reports, schedule of events and
other information.
At ILC, we strengthen our teams and our relationship with them through opportunities to improve the quality
of our working environment and organizational climate and through training and career development.
We have a strategic relationship with our employees and monitor their perception using the ESG Compass
at ILC and all subsidiaries.

We operate in regulated sectors, which requires a collaborative, active relationship with the authorities
and regulatory entities for these sectors, in order to establish a culture of transparency and team work
for the welfare of individuals and the country’s development.
The senior executives of the Company and our subsidiaries are involved in various public discussions,
and contribute to national debates on the future of these sectors, in a spirit of dialog and joint reflection.

Society

Employees

The State,
authorities and
regulatory entities

ILC’s greatest contribution is our link with the Chilean Chamber of Construction, a trade association with
a strong commitment to the development of individuals and the country. Furthermore, each subsidiary
is focused on their own corporate citizenship initiatives, in order to contribute to their local communities.

Suppliers

Shareholders
and investors

The State, authorities
and regulatory entities

We develop strategic relationships with our customers and monitor their perception using the ESG Compass
at ILC and all subsidiaries.

Many of ILC’s suppliers are very important for the development of the Company and our subsidiaries. They
range from companies that provide technological services, where information security has become a strategic
management issue, to medical supplies for health care, for example. We have a strategic relationship with
our suppliers and monitors their perception using the ESG Compass at ILC and all subsidiaries.

58 | 2018 Sustainability Report

| Inversiones La Construcción S.A. 59

Regarding
this Report

REGULATORY ENTITIES BY SUBSIDIARY

• Financial Market
• Financial Market
Commission (CMF)
Commission
(CMF)

• Bank
Superintendency
(SBIF)

• Health
Superintendency

• Health
Superintendency

• Financial Market
Commission
(CMF)

• Chilean Internal
Revenue Service
(SII)

• Chilean Internal
Revenue Service
(SII)

• Financial Market
Commission
(CMF)

• Chilean Internal
Revenue Service
(SII)

• Chilean Internal
Revenue Service
(SII)

• Chilean Internal
Revenue Service
(SII)

• Chilean National
• Chilean National
• Chilean Internal
Consumer Service
Consumer Service
Revenue Service
(SERNAC)
(SERNAC)
(SII)
• Social Security
Superintendency

• Chilean Central
Bank

• Chilean National
• Chilean National
Consumer Service
Consumer Service
(SERNAC)
(SERNAC)

• Chilean National
• Social Security
Consumer Service
Superintendency
(SERNAC)

• Financial Analysis
Unit (UAF)

Identifying and prioritizing the material issues mentioned previously
formed the basis for informing stakeholders about our Company’s
sustainability performance in this report. This is ILC’s seventh report,
and follows the guidelines established in the Global Reporting Initiative,
in accordance with the core option of the GRI Standards.

Inquiries and comments on the content of this report and on ILC’s
sustainable management can be directed to:

The content of this document focuses on the management of ILC
and our subsidiaries, Confuturo, Banco Internacional, Red Salud,
Consalud and Vida Cámara for our businesses in Chile, during the
year ended December 31, 2018. Its content has not been verified by
an external third party.

Gustavo Maturana V.
gmaturana@ilcinversiones.cl

María de los Ángeles Arce R.
mdlaarce@ilcinversiones.cl

Av. Apoquindo 6750, piso 20
Las Condes, Santiago
Chile
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Business
Challenges

The changes currently taking place in our society represent a great
opportunity to adapt our companies and secure our future, in order
to achieve sustainable growth for both the Company and for people’s
welfare. Our business sectors are constantly undergoing changes to
their regulatory framework, and they are particularly being analyzed
today with a special emphasis on bills to reform the pension, banking
and mandatory health insurance system that have been submitted
to Congress in recent years.
Managing businesses in highly regulated industries is a challenge that
should be addressed in a multidimensional manner. The relationship
with regulators is very important, as is associations with other public
and private participants in the sector. Educating customers and the
community and providing them with timely information are key tasks
for our subsidiaries. Therefore, we propose to play an active role in
the debate on the pension and health systems. This is indispensable
to achieve satisfactory agreements with customers, regulators and
service providers, as the long-term safety and welfare of everyone
depends on it.
However, demographic changes such as an aging population, increasing
life expectancy, a declining active population, immigration, new family
models, and many other changes will also have an effect on many
industries and services, including our own. This challenge is shared
by all our subsidiaries, encouraging us to quickly tackle these issues
by observing demographic changes, economic development and
lifestyle habits, so that each area can respond to the modern needs
the population. This also includes analyzing our investments and the
future development of the Company.

Contribution to
Public Debate

There are new challenges within the Company and our subsidiaries,
so we need to adapt to a more informed public, which is in constant
communication and interaction with the environment. The widespread
use of technology reflects how we adapt to our customers’ ever-changing
requirements, by introducing simpler, remote procedures that take
less time, while realizing that digitization achieves these objectives
and advances at brisk rates. It also requires constant improvements
in cybersecurity and protection mechanisms for sensitive information,
especially in relation to our customers’ personal data.
Society changes over the long-term and it is no longer the society we
experienced when we were young. Therefore, we have undertaken
strategic measures in various areas to continue making a contribution
as a business. Our aim is to address each challenge together with our
stakeholders, in order to achieve sustainable growth and development
over time.

SECTOR MEMBERSHIPS AND ASSOCIATIONS
Banks, insurance companies, mandatory health insurance companies
and healthcare providers operate in highly regulated sectors. Companies
work together through industry associations, with the aim of achieving
their objectives and appropriately managing their businesses.

these contributions through our trade associations, such as the AFP
Association, the Insurance Companies Association, the Association of
Banks and Financial Institutions, the Chilean Hospitals Association
and the Isapre (Mandatory Health Insurance Companies) Association.
We also directly participate in workshops and public consultations,
along with other important market players.
The pension reform was based on a public consultation during 2018,
where Confuturo participated by attending two meetings organized
by the Financial Market Commission.

Chilean Insurers Association

Association of Banks and Financial
Institutions

Chilean Hospitals Association

During the mandatory health insurance reform, the CEO of Consalud
participated in public meetings, together with the Association of
Mandatory Health Insurance Companies and the Superintendent
of Health. The CEO also participated in various forums and debates
relating to this reform, including the National Health Meeting. The
Company has also contributed technical expertise to the Association
of Mandatory Health Insurance Companies and the Superintendent
of Health regarding issues that could be included in the reform.

Isapre Association

Chilean Insurers Association

Our total contributions as members to various industry associations
amounted to $577,074,799 during 2018.
During 2018 and early 2019 various reforms were discussed that
significantly affect the performance of our subsidiaries. The most
important are the Pension Reform Bill, the requirement for independent
workers to contribute to pension and health systems, the new
General Banking Law and the Health Reform Bill. We are aware of
the responsibility and leadership of our subsidiaries, so we play an
active role in discussions regarding these new regulations, in order
to contribute our knowledge and experience in each area. We channel

The CEO of ILC and the Investor Relations
Department are responsible for analyzing
and managing corporate issues relating to
sustainability, and for explaining our position
to the market and society. Subsidiaries handle
these issues independently, in accordance
with their strategies and contexts.
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Demographic
Changes

FINANCIAL AND HEALTHCARE EDUCATION
Apart from regulations, ensuring a system and environment that
promotes personal welfare and growth for all depends on each
person having everything they need to make decisions. Pensions,
savings, investment and healthcare are issues that we have decided
to approach alongside our customers and the community. Therefore,
in recent years we have undertaken a number of measures that
educate the public about these issues, giving them tools to support
their decisions and guide them in how to best use our products. Our
goal is to intensify these measures in the future, and make a greater
contribution to education and debate regarding these issues.
Currently, each subsidiary has spokespeople who contribute their
vision and experience to national and regional programs on issues
such as investments, financial planning, senior citizens, retirement
savings, responsible borrowing and other issues.
Confuturo actively and continually participates using various media,
such as printed materials, television and radio. The Company uses
these opportunities to address relevant issues such as long-term
savings, the risks associated with over-borrowing, current pension
options and whether one option may be preferable to another.
Red Salud actively participates in various communication media
through doctors and specialists of its Network, who contribute their
knowledge regarding care, prevention and timely diagnosis of diseases
to the chilean population.

During 2018, it was held the 1st International Red Salud´s Congress
“Update and challenges in the health of the Elderly”, with international
guests and a large number of attendees. The main purpose of this
initiative was to generate meeting spaces between the different
clinical communities and the academic world, contributing to their
constant updating.
Consalud launched a pilot disease prevention program in 2018, for
beneficiaries who suffer from chronic diseases such as hypertension
and diabetes. It also continually supported events promoting healthy
lifestyles, such as organizing the Consalud races in Santiago and
Viña del Mar.
Vida Cámara developed a new web site with a special emphasis
on educating its beneficiaries. The site has a platform that teaches
visitors how to use insurance and its reimbursements channels
through tutorial videos and manuals. It explains to customers how
its supplemental health insurance works, so that they can plan their
coverage and benefits as required.

The demographic dependency ratio is the number of people aged 65
or more for every 100 people of working age, and it was about 20 in
2015. However, this factor could reach 43 in 2050 and 61 in 207513,
due to the projected increase in the population of senior citizens
over the next few years.
A declining labor force, an aging population and increasing life
expectancy (see box) could directly affect the long-term strategic
models of our subsidiaries.
Some of the impacts include access to better health coverage, higher
per capita income, growth in health spending associated with chronic
diseases and changes in consumption habits. All of these factors
result in health expenditure growing at rates higher than GDP in Chile.
According to figures from the OECD, health expenditure represented
6.6% of GDP in 2005, while in 2017 it had risen to 8.1%. Although
average health expenditure in OECD countries for the same period
is 8.9% of GDP, expenditure is growing faster than income in Chile.

According to the latest population census,
senior citizens in Chile exceeded 2.8 million
people. According to projections by the Chilean
National Statistics Institute, the population
over 64 years of age will double by 2050,
to represent 25% of the total population. It
is estimated that the proportion of senior
citizens will exceed the proportion under the
age of 15 for the first time in 2031, and for
every 102 of the former, there will be 100
of the latter. This will result in 177 senior
citizens for every 100 children under the
age of 15 by 2050.

Thus, demographic changes are being addressed by each company and
ILC as a whole, to meet the challenges posed by the transformation
of society.
For example, Consalud is developing technological solutions that
help its policyholders with chronic disease prevention and adopting
a healthy lifestyle. It is also redesigning its products and adapting
them to several types of family units and their requirements, with
plans that can be tailored over time. Red Salud is implementing a
new system that will improve its management of the costs associated
with chronic diseases. Over the long term, Red Salud will transform
towards an integrated health model that prioritizes disease prevention
and takes advantage of its wide geographical network and diverse
benefits that contribute to detecting and treating diseases, along with
an overall improvement in each patient’s quality of life.

13

Pensions at a Glance 2017. OECD and G20 Indicators. https://www.oecd.org/pensions/oecd-pensions-at-a-glance-19991363.htm
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Sustainable
Finance

Confuturo constantly monitors life expectancy trends and its portfolio
mortality and morbidity tables, which are incorporated into product
pricing. The organization is currently strengthening its annuities
sales channel, in order to provide better service and advice to its
retirees. Changes in the family structures also need to be reflected
in its products. Therefore, it provides not only annuities, but also
accidental death insurance, additional health insurance and consumer
loans for retirees.
Vida Cámara also considers demographical changes in evaluating
its annual policy renewals and collective claims behavior, in order
to establish new pricing conditions or changes in its products. The
organization faces these new demographics using a differentiated
product strategy in relation to the age limits that apply to its products,
to control the risks assumed by the Company. Vida Cámara will
continue to develop its products over the medium term with mixed
demographic insurability requirements and risk control, in order
to be involved throughout its policyholders’ lives, while protecting
demographic risks with capital reductions. Another challenge is to
contain the increase in healthcare costs.

Exponential growth in the number of senior
citizens means they become a higher
proportion of the total population, and
results in a challenge that Red Salud has
addressed by arranging its first international
congress called “Updates and Challenges in
Senior Citizen Health.” This congress was
held at the end of September 2018, with the
aim of disseminating advances in medical
research, contributing to continuous training
for health professionals and generating an
opportunity to share knowledge on topics
that are relevant to senior citizen health.
It was attended by over 580 Red Salud doctors.

We have observed significant demographic changes. Therefore, a
Company with our characteristics must adapt its expectations and
incorporate new perspectives and variables to evaluate its performance
and its integral contribution to society and future development. This is
a particularly sensitive issue in the pension sector, which must make
significant investment decisions that sustain a growing number of
retirees and safeguard their welfare. Our risk assessment includes
the challenge of adding new criteria to assess economic, social and
environmental factors in investment portfolios and the future projects
in which we engage with our customers. We have already taken the
first steps, incorporating such criteria into our investment analysis.

In 2018 Confuturo became the first institutional investor in Chile to
make a social investment, when it acquired more than 20% of FIS
2.0 from Ameris Capital14. This fund invests in projects with a social
impact, which are aligned with the Sustainable Development Goals
(SDG) promoted by the United Nations. FIS Ameris currently has 36
contributors and US$14 million committed in its two social investment
funds. This is an unprecedented initiative in Chile that enables investors
to support ventures that seek both financial and socio-environmental
results. It actively connects the private sector with the social realm,
while strengthening this kind of social investment in Chile. The FIS
2.0 Fund received a rating of 103.9 GIIRS points with respect to its
socio-environmental performance15 in 2018.

Thomson Reuter produced proposals based
on a review of ESG criteria. Confuturo
incorporated these proposals into its
investment analysis in 2018, with the aim of
reducing credit risk, participating in improving
the financial system and meeting customer
expectations.
Furthermore, since October 2018, the
Investment Committee has received a monthly
report with regard to portfolio sustainability, in
accordance with the Reuters classification. The
report discloses the portfolio classification,
the exposure for each sustainability category,
ranges by sectors and an individual review of
issuers with an unsustainable classification
in the portfolio. ESG monitoring coverage
was 45.6% of Confuturo´s total exposure
in November 2018.
14
15

https://fisameris.cl/
http://fisameris.cl/wp-content/uploads/2018/07/FIS-2.0_2018-ano-2017-GIIRSFund-in-Formation-Rating-Report.pdf
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Technological
Challenge

Confuturo is the main institutional investor in Ameris Capital’s two social
investment funds, which make the following contributions to SDGs:

Technology has changed the way we relate to people, and the way
companies relate to customers. As an organization, we anticipate the
impact on our business of adopting new technologies in the short,
medium and long term. The changes already implemented seek greater
operational efficiency, better service delivery and reduced risks. In
the future, we want this challenge to include greater innovation in
products and services, along with constant strengthening of our IT
security systems and promoting a corporate culture of prevention
and innovation.

CONTRIBUTION BY FIS AMERIS PORTFOLIO TO THE SDGS:
22%

INNOVATION IN PRODUCTS AND SERVICES
15%
11%

11% 11% 11%
7%

Source: In-house based on SDG website.

Partnerships for the goals

Peace, justice and strong institutions

Life on land

Life below water

Climate action

Responsible consumption and production

Sustainable cities and communities

4%

Reduced inequalities

Industry, innovation and infrastructure

Decent work and economic growth

Affordable and clean energy

Clear water and sanitation

Gender equality

4%

Quality education

Good health and well-being

Zero hunger

No poverty

4%

The principal technological innovation introduced during 2018 relates
to the customer experience, mainly affecting how we communicate
and relate to them, as well as exploring new products and services.
Process automation, artificial intelligence and information storage
and management “in the cloud” provide differentiating experiences
and more efficient processes. This technology also helps to improve
internal coordination. Greater sophistication is beginning to be
introduced into internal communication platforms, such as GSuite,
internal chat and collaborative documentation at subsidiaries.
In particular, Confuturo is studying the incorporation of artificial
intelligence and facial recognition to improve the efficiency and safety
of its processes. Meanwhile, Banco Internacional is implementing the
LPA project, which automatically completes documentation associated
with selling a product, in order to reduce human errors during this
process. Red Salud is exploring new patient service models, such
as automated appointment confirmation using artificial intelligence.
Consalud emphasized its digital experience and omnichannel
achievements during 2018, by digitizing various services that had
previously been performed in person. Additionally, Vida Cámara
implemented a digital tool that would enable commercial executives
to manage the sale´s process. It also incorporated a software that
creates an interaction log (queries, claims and communications) with
every beneficiary. Finally, having the goal of strengthen the use of
insurance and its benefits, the public website was improved and a
new reimbursement aplication was created.

INTERACTIONS USING DIGITAL
PLATFORMS
Confuturo currently uses a public and a
private portal. They are accessed by entering
a username and password. The public portal
was used 675,233 times in 2018, while the
private portal was accessed 195,417 times.

CYBERSECURITY AND DATA PROTECTION
The cybersecurity department deals with protecting computing
infrastructure, in particular information in computers and computer
networks. Various standards and protocols have been established to
minimize these risks, which include managing software, hardware
and networks.
Confuturo reviews regularly its cybersecurity´s practices and
standards in order to deal with the evolution that threats of this type
present and to adjust itself to the new scenarios of the business and
services that it develops. In particular, each semester the company
performes a vulnerability analysis of its technological infrastructure
and submits for security review every new service or modification
of services in the web.
The Bank has faced major challenges in relation to cybersecurity.
Therefore, Banco Internacional revised its vulnerabilities and renewed
its infrastructure. It has an Operational Risk, Business Continuity and
Information Security Committee, which is responsible for ensuring
that any such measures are correctly implemented.
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Consalud arranged for internal and external Ethical Hacking carried
out by a security adviser, where its perimeter security systems and
endpoints were updated.
The privacy and security of our customers’ information is essential.
Therefore, we have strict internal regulations in order to protect data
and other important information for our subsidiaries.
There are general clauses in employment contracts, internal hygiene,
safety and procedure regulations and the Code of Ethics16 with respect
to information security, which protect information loss with regard
to transactions that affect the business.
In fact, all of our subsidiaries have made progress on implementing
improvements. In particular, Consalud introduced personal passwords
for printing documents, thus reducing the risk of exposing sensitive
information. Meanwhile, Vida Cámara established a strategic project

that provides information security and governance, which was
advised by external consultants. The organization’s internal network
was also improved during 2018, which covered its firewall, AP and
access control technology.
These initiatives have proven to be effective and as a result the
number of incidents and breaches has fallen.
Vida Cámara, Red Salud and Consalud reported no security or
cybersecurity incidents. Confuturo and Banco Internacional had
two information security breaches that involved customer data,
while Banco Internacional had three information security breaches
or other security incidents. All the breaches mentioned were of low
gravity and opportunely attended. Anyhow, all of our companies
will continue to intensify their measures in this area during 2019 to
reduce incidents as far as possible.

Number of information security
breaches or other cybersecurity
incidents

0

3

0

0

1

Number of information security
breaches involving customer
personal data

2

2

0

0

0

Number of fines/penalties
paid in relation to information
security breaches or other
cybersecurity incidents

0

0

0

0

0

16

All of these documents are available on our website http://ilcinversiones.cl, in the section on “Corporate Governance and CSR.”
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Employees

5%

in 2018

70%

Average job
satisfaction

Confuturo:
6,8%
Consalud:
19,9%

46 hours

of training on
average per
person per year

Lower employee
rotation at all
our subsidiaries

Employees
benefiting from
scholarships

74

508

Consalud

2,277

Confuturo

778

Red Salud

7,617

Vida Cámara

Banco
Internacional:
4,4%

Vida Cámara
2,0%

224

90.2% of total consolidated employees at ILC and its subsidiaries had
an indefinite employment contract during the period, while 9.8% had
a fixed-term contract.

Workforce by Years of Service
(CONSOLIDATED)

Most of the Company’s employees work in the health sector. Over
66% of the total consolidated workforce is employed in the medical
and dental services sector at the subsidiary Red Salud, the largest
business by geographical coverage. Almost 20% of the total consolidated
workforce is employed by Isapre Consalud, while 13% is employed in
the financial, pension and insurance sectors, at the subsidiaries Banco
Internacional, Confuturo and Vida Cámara. A significant proportion of
the employees at the last two companies work in the sales force. ILC
itself had 21 employees as of December 31, 2018, which represents
less than 1% of the total.

9.0%

The consolidated
absenteeism
rate remained at

320.752

ILC:
0,2%

21

Banco Internacional

5.8%

73%

Total training
hours

Red Salud
66,7%

13.9%

Percentage of
women in the
workforce

11,425

ILC

There are also various initiatives that build working environments
that focus on employee wellbeing and respect, as well as ongoing,
comprehensive initiatives designed to reinforce corporate ethics by
each person and the organization as a whole.
The total consolidated workforce at ILC reached 11,425 people at the
end of 2018, 2.5% more than in 2017.

Total ILC Workforce in 2018:

23.9%

Our operations employ over 11,400 people. A specialized, committed
team is essential to ensure that our customers receive a positive
experience, and that they can trust in the health, pension and financial
services provided by our subsidiaries. Therefore, talent management
and human capital development are two strategic priorities that
impact our daily work and long-term value creation. Each subsidiary
has prepared plans, programs and initiatives that strengthen skills,
identify improvement opportunities and measure progress against
its medium and long-term development plans. Their objective is to
build teams that are retained and strengthened over time.

PERCENTAGE OF EMPLOYEES BY SUBSIDIARY

47.5%

FEATURES OF THE WORKFORCE
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71.4% of total ILC employees have less than five years’ service.
Employees at Banco Internacional are the most recent to join the
Group, with 62% of its total workforce having less than three years’
service in the organization, which is consistent with the new hires that
took place after it was incorporated into the Group and its potential
under its new strategic plan. Isapre Consalud is the oldest company
in the Group and it has employees with the longest service, with
30% of its employees having an average of over six years’ service.

Women occupy increasingly more leadership positions in our
subsidiaries. In particular, 63% and 46% of manager positions at Red
Salud and Consalud respectively, are occupied by women. Whereas,
nearly 30% of manager positions at Confuturo, Banco Internacional
and Vida Cámara are occupied by women. On a senior management
level, 44% of executives at Red Salud are women.

Women
73%

38% of the total consolidated workforce at ILC are between 41 and 50
years old. Red Salud has the youngest workforce in the Group, where
nearly 40% of that subsidiary’s employees are under 30 years old,
making it the largest number in the Group. Approximately one out of
every four employees at Confuturo is over 50 years old.

Diversity and Inclusiveness
Men
27%

ILC is committed to treating everyone fairly and equally, without any
kind of discrimination, in accordance with our Employee Engagement
Policy and Code of Conduct and Ethics.
Most of our total consolidated workforce is made up of women. Most of
the workforce is also female at our subsidiaries Confuturo, Consalud,
Red Salud and Vida Cámara, especially in the mandatory healthcare
insurance and services sector, where they represent over 70%.

Diversity in our companies increases with the arrival of people with
different nationalities into their teams. The company with the highest
percentage of foreigners is Vida Cámara, where 4% of the workforce
is not Chilean. Meanwhile, Confuturo has 2.6% foreigners, Red Salud
and Banco Internacional both have 2.4% and Consalud has 1.3%.

The table below shows the workforce by gender in our subsidiaries.
Although women represent the vast majority in the health sector, where
they exceed 70% of the total workforce, this proportion decreases in
the financial sector, at Banco Internacional and at ILC itself. Female
representation is also significant at Confuturo and Vida Cámara, as
both have a 63% female workforce.

Workforce by Age and Subsidiary
Under 30

30 to 40

41 to 50

51 to 60

Over 60

Workforce by Gender

Gender

ILC

Confuturo

Banco
Internacional

Women

33%

63%

44%

Men

67%

37%

56%

Red Salud

Consalud

Vida Cámara

77%

71%

63%

23%

29%

30%

29%

ILC

5%

Confuturo

Banco
Internacional

Red Salud

Consalud

Vida Cámara

Executives

0%

20%

23%

44%**

28%

0%

Managers

25%

29%

29%

63%**

46%

29%

Remaining employees

50%

66%

47%

78%

73%

66%

*
17

Cada porcentaje está en función de su categoría y filial.
Executives are senior management at the organization. Managers are included up to two hierarchical positions below the CEO at each company.

24%

ILC

33%
28%

20%

18%
10%

36%
29%

24%

37%

39%
35%

34%

19%

Female Workforce by Employee Category
Percentage of Women Within
Each Employee Category17

42%

38%

15%

13%

9%
4%

Confuturo

3%

2%

Red Salud

Banco
Internacional
AGE

19%

12%

9%
4%

17%

Consalud

3%

Vida Cámara
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Attracting and
Retaining Talent

Inclusive Employment Law
Starting April 1, 2018, companies with 200 or more employees must
comply with Law 21,015, which encourages the inclusion of people
with disabilities. From April 1, 2019, this regulation also applies to
companies with 100 to 199 employees. In both cases, 1% of the
workforce must be people with disabilities, although the law also
provides for alternative methods of achieving compliance.18
ILC has been meeting this challenge for over five years now, by
incorporating people with disabilities into our workforce. Currently,
we employ seven people with disabilities. We also make donations
to the Descúbreme Foundation, which runs a certified training and
inclusiveness program for people with cognitive disabilities.

We formed a team to coordinate our departments and achieve the
regulatory quota, thus complying with Law 21,015. We evaluated our
infrastructure with respect to universal accessibility and occupational
therapists analyzed workstations for positions subject to inclusiveness.
Inclusive selection processes were introduced in consultation with
expert partners, inclusiveness was incorporated into our internal
procedures and other measures were introduced at each subsidiary.
The following chart summarizes the achievements by subsidiaries
with respect to inclusiveness issues:

Internal working
groups

Alliance with
Teletón Foundation

Descúbreme
Foundation
Adaptation of
work spaces

Sensitization
Courses and
Training Days

Advising from Tacal
Foundation and
Cimientos Program

Alliance with
Ronda Foundation
Adaptation of
work spaces

Alliance with
Teletón Foundation
Internal campaign to refer relatives
or acquaintances with disabilities
for selection processes

18

https://www.dt.gob.cl/portal/1626/w3-propertyvalue-167780.html

Performance management is a continuous process that evaluates
progress, identifies improvement opportunities, achieves the Company’s
overall goals, and each subsidiary’s goals defined by its strategic
objectives. Each organization has its own performance management
processes and guidelines, always aiming to build specialized teams in
each sector focused on the welfare of the people who place their trust
in each of our companies. Performance management is ongoing, with
an annual cycle in each company, and can consist of several stages
that begin with goal setting, intermediate meetings, competency
assessments and feedback sessions, as the case may be.
In particular, a development management process was implemented at
Red Salud during 2018 for the first time (see text box). All subsidiaries
now have formal guidelines for evaluating and managing employee
development within their teams. 53.6% of ILC’s total workforce
participated in a formal performance evaluation process. Although
80% of employees at most of the subsidiaries participated in these
processes, Red Salud only covered 36% of its workforce with its first
implementation. As this is the largest subsidiary, it impacts the total
consolidated coverage.

7 employees
with disabilities
Awareness
workshops

PERFORMANCE MANAGEMENT AND CAREER
DEVELOPMENT

“Inclusive Business Culture”
campaign within the
organization

Confuturo, Consalud and Vida Cámara have 360° evaluation processes
for some of their executives and managers. Other employees, such
as sales people, have downward evaluation processes, or 180°
evaluations. Performance at Banco Internacional is measured using
a tool created by the Company that assesses conduct based on its
six organizational values: passion, excellence, merit, transparency,
innovation and collaboration. People with leadership roles undertake a
second evaluation related to the attributes required by the Company for
these positions: trainer, benchmark, inspirer, protagonist and rigorous.

An employee development management
process was designed in 2017 and gradually
implemented at each Red Salud subsidiary
using a performance evaluation that measures
transversal skills such as networking,
commitment to the patient, operational
excellence, willingness to change and
leadership facilitation, as well as individual
goals. An objective tool opens up opportunities
for personal development, enabling employees
to move toward a purpose based on the
quality, warmth and availability of their care.
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Average consolidated employee satisfaction was 70%,
which covered over 80% of the total workforce.

WORKING ENVIRONMENT
Our corporate principles include contributing to an atmosphere of
mutual respect and listening to and learning from each person. Each
subsidiary should execute and monitor the measures required to
maintain an appropriate general working environment, particularly
within those teams with specific gaps in relation to this objective, in
order to meet the Company’s objectives and secure an appropriate
working environment.

All subsidiaries measure certain aspects of their organizational climate
using the ESG Compass tool. Other subsidiaries, such as Confuturo
and Vida Cámara, also measure these aspects by participating in the
Great Place to Work survey.

Employee Satisfaction
85 points were obtained under “Vision”
and 78 points under “Corporate Vision”.
In both these cases these scores were
one point below the score obtained in
2017. These results and analyses were
used to identify subsidiary-wide action
plans, team action plans and critical
team action plans.

Action plans arising from the previous
year’s scores were implemented during
the year, and support was provided for
the teams that had the largest gaps
compared to the company’s average
score. The result for this year was 73%
of average labor satisfaction.

2018

Confuturo

Banco
Internacional

85%
100%

Job satisfaction
Coverage

Red Salud

Consalud

Vida Cámara

Consolidated*

72%

47%

69%

73%

70%

86%

79%

74%

79%

83%

* This figure is a simple average, which weights the tools used by each subsidiary to measure their working climate.

ILC itself has 21 employees, so the working
climate is measured using an internal survey.
GPTW
ESG Compass

This was the first company-wide
employee satisfaction survey for
this subsidiary. The results
revealed that 47% of employees
agree or strongly agree with
general management. In
particular, 78% of employees felt
connected to the purpose of
becoming the leading private
health network in the country.

A final overall score of 72 points
was achieved in 2018. All the
dimensions were evaluated with a
perception higher than 55%.

Employee Turnover by Subsidiary

Consalud obtained a result of 69%
agreeing with how this issue is
managed. The organizational
climate was measured with a
focus on generating action plans
for the teams with critical results
using focus groups, in order to
identify opportunities for
improvement. Also workshops
were held to develop action plans
in each case.

Consolidated
(Simple
average)

% Turnover (2018)

ILC

Confuturo

Banco
Internacional

Total Employee
Turnover

5%

43%

24%

20%

31%

21%

24%

Total Voluntary
Turnover

5%

19%

8%

8%

10%

7%

10%

Red Salud

Consalud

Vida Cámara
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Human Capital
Development

Total employee turnover decreased across
all subsidiaries during 2018.

Total Employee Turnover 2017 and 2018

Developing employee potential is a factor that impacts the achievement
of our objectives and ensures we have committed people who are
increasingly specialized in our markets. We also contribute to their
personal and professional development through training and support
for employees who choose to engage in continuing education, which
contributes to the growth of each subsidiary and ILC as a whole.

Total Employee Turnover 2018

Total Employee Turnover 2017
52%
43%

36%

34%

31%
24%

23%

25%
20%

21%

12%

We provided over 320,000 training hours in
2018 through various training programs at
each subsidiary. The objective is to provide
each employee with opportunities and
specific programs that strengthen their
key competencies. We have also structured
specific programs during recent years for
people in leadership positions and team
leaders.

5%

ILC

Confuturo

Banco
Internacional

Red Salud

Consalud

Vida Cámara
2018
Total training hours
Average training cost
per employee

ILC

Confuturo

Banco
Internacional

Red Salud

Consalud

651

39,931

54,057

221,192

72,864

Vida Cámara
5,524

320,752

Total

Ch
$135,562

Ch
$108,300

Ch
$34,187

Ch
$109,001

Ch
$161,904

Ch
$112,576

Ch
$105,193*

* This calculation is a simple average of all subsidiaries.

2018

ILC

Confuturo

Banco
Internacional

Red Salud

Consalud

Vida Cámara

Consolidated
average

Average training hours
per employee

31

51

106

39

32

16

46
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Average training hours per employee

Programs

30
Programs

20

There are three programs:

10
0
2015

2016

2017

2018

Average training hours
There was a significant increase in average training hours per
employee at ILC during 2018. This is due to greater coverage of the
information reported by Red Salud, as well as a significant increase
in the training hours provided by Banco Internacional and Consalud.
There was also an increase in training hours by gender, given the
large number of women participating in the health sector.

Consolidated training hours
by gender
Women
65%

Men
35%

Programs for central administration

Average training hours

40

Confuturo provided subsidiary-wide training during 2018
on “Understanding leadership styles”, and “Understanding
communication styles.”
Confuturo has customized programs that arise from
training requirements, which are based on gaps detected
by managers, or on the position that employees occupy
within the organization. This process resulted in 47% of
the workforce receiving training in 2018.
Finally, regulatory programs are compulsory for the
entire organization and an online course was provided
during 2018 on the code of ethics and money laundering
prevention.

Programs for the individual segment
(life insurance)

Employee training at Confuturo focuses on providing behavioral and
technical tools for professional and personal development. These
programs are differentiated depending on each employee’s position,
as they enhance different skills required for their job.

50

Programs for retiree segment (annuities)

60

Confuturo has an annuities training program for its
freelance agents that was designed for its external sales
force and consists of technical training regarding DL 3500,
which allows it to provide advice to its customers. The
training in 2018 focused on: The Pension Amount Offer
and Consultation System (Scomp), government benefits,
pension modality, pension beneficiaries and taxation.
Its director training program is focused on commercial
managers and consists of training on the Confuturo
sales model with technical knowledge and processes.
The objective is to appropriately advise freelance agents
and manage customers’ annuities.
There are also training initiatives associated with internal
and external certification. This is broadly a process that
evaluates the technical knowledge of freelance agents
and directors, and can be internal or external. Internal
certification was achieved by 78% of freelance agents and
all directors, while external certification was provided by
the Financial Market Commission and was achieved by
90% of the nominated consultants.
The Training Program for Insurance and Investment
Executive, also known as intermediaries, trained the sales
team in the technical skills required to provide expert
advice to customers.
During 2018, this training focused on products, taxation
and investments.
The Commercial Managers Training Program provided
training on the Confuturo sales model, leadership and
technical knowledge associated with its products, product
process execution and executive training. This year, the
training focused on taxation, investments and team work.

The “Avanza” Program was designed in 2016 as a training system
for Banco Internacional, and since then it has become established
as its organizational model. This program has six schools, each with
a specific training curriculum:
•

Welcome School:
An orientation program for all new employees. 121 participants
attended in 2018.

•

Regulatory School:
Mandatory training and courses on regulatory and legal issues
that affect the organization and the banking industry in general.
304 participants attended in 2018.

•

Technical School:
Programs designed to deliver specific technical training to
enable employees to complete the tasks and functions of each
department. 674 participants attended in 2018. The “Business
School” is also grouped within this school. This modular training
program is available to the entire organization, requires attendance
at classes and is mandatory.

•

Ongoing Learning School:
Elective courses for employees that are available throughout the
year, through in-person classes or e-learning. 329 participants
attended in 2018.

•

Leadership School:
Modular training for anyone with a supervisory role. The objective
is to provide tools and basic knowledge relating to the leadership
attributes defined by the organization: trainer, benchmark, inspirer,
protagonist and rigorous. It contains 32 hours of training and was
attended by 187 participants during 2018.
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INTERNAL MOBILITY
Each Red Salud subsidiary manages the training required by employees
and teams, based on its requirements and its growth strategy within
the network. They combine programs focused on patient care and
experience, with specific courses on medical and healthcare specialties.
In particular, courses were carried out by dental and outpatient care
centers during 2018 using the “Quality techniques in patient service”
program, with 381 participants.
Subsidiary-wide communication and leadership workshops
were arranged during 2018 by the Red Salud Human Resources
Communications Division and Talent and Culture Department, along
with teams from each hospital, dental and outpatient care center. The
objective of these workshops was to develop transversal leadership/
facilitator skills. The initiative covered teams from the Providencia
and Vitacura hospitals, and Temuco and Valparaiso outpatient care
centers during this period. Similarly, mandatory e-learning training
on Crime Prevention under Law 20,393 was also provided this year.

During 2018, the company’s principal training courses were focused
on its strategic priorities, which are aligned with its new development
plan. These strategic priorities include introducing an organizational
culture by strengthening teams, helping to bridge performance gaps,
and incorporating innovative job-related skills.
Internal and external classroom-based courses were provided that
incorporated e-learning, gaming* and self-instruction dynamics.

* Gaming is a learning technique that uses the mechanics of games in professional
education, in order to achieve better results, improve understanding of certain
concepts and improve skills, among other benefits. This method makes training
fun, improves the user experience and achieves significant learning.

During 2018, this subsidiary focused on strengthening transversal
skills and values within the company, covering proximity, teamwork,
efficiency and commitment with achievement, through courses
involving 167 employees. It reinforced technical skills, process
management, problem solving and market standards of behavior.
The latter topic was reinforced through a mandatory e-learning
course for all employees, which covered 90% of the total workforce.

Some subsidiaries have offered scholarships
that strengthen professional development,
as part of their development and training
strategies. Specifically, they co-finance
higher education programs in areas related
to the company’s business. Each subsidiary
manages this training and development
option independently. A total of 74 employees
benefited from these scholarships in 2018.
49% of them were employed by Consalud, 23%
by Confuturo and 28% by Banco Internacional.

During 2018, 145 people within ILC companies took advantage of
internal moves. Most of the subsidiaries generally prefer internal
mobility within their selection processes.
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Occupational Health
and Safety

ILC is committed to employee health and wellbeing. Therefore,
our subsidiaries have introduced various benefits based on their
employee’s requirements and they promote healthy lifestyles and a
culture of accident prevention at work.

An important milestone for employee
wellbeing and comfort was the move by
ILC, Confuturo, Banco Internacional and Vida
Cámara into the new corporate building of
the Chilean Chamber of Construction. Only
Vida Cámara had offices in the previous ILC
corporate building, so this is a significant
step forward with respect to operations and
the organizational culture.

The average ILC absenteeism
rate was 5% during 2018, the
same as in 2017.

Confuturo has a risk prevention program, which focuses on implementing
measures that care for employees, customers and suppliers. This
program is measured and regularly audited using the national digital
platform of the Mutual de Seguridad.
A particular achievement this year is the lower accident rate. This is
aligned with employee perception, as demonstrated in the results of the
climate survey on safety issues. The latest evaluation of psychosocial
risk factors using the SUSESO ISTAS 21 survey in December 2018
across all the branches in the country indicated a low level of risk.
Accident prevention training included handling fire extinguishers, first
aid, crisis psychology, accident prevention guidance, emergencies and
evaluation, occupational accidents and diseases. This training was
complemented by exercise breaks and relaxation massage sessions.

Joint Committees

2018
Employees represented on Joint
Committees
Number of Joint Committees

Confuturo

Banco
Internacional

Red Salud

Consalud

Vida Cámara

100%

69%

88%

77%

100%

8

1

35

11

1

Confuturo held the Health Fair during 2018, which is an annual
initiative featuring health and services staff and accident prevention
talks. Audiovisual material on health and accident prevention was
distributed to its offices outside Santiago, along with various events
that reached 269 employees throughout the country.

65 employees received sponsorships to participate in the Insurance
Olympics, while 802 employees participated in activities such as
exercise breaks and the flu vaccination campaign.

Employee participation and initiative in
caring for their health and promoting their
wellbeing is important. Therefore, for the
second consecutive year, Confuturo launched
a competition with funding for employees
to present ideas and projects focused on
these issues. 729 ideas were presented by
employees from all over Chile during 2018.
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Labor
Relations

Banco Internacional implemented an occupational health and safety
management system in 2018 called the Programa Empresa Estándar
(Standard Company Program). Important achievements within this
process include signing the Banco Internacional - Mutual de Seguridad
PEC Standard protocol, signing and publishing the Occupational Health
and Safety Policy, and securing CPHS Bronze category certification,
awarded by the Mutual de Seguridad.
Dermatological and dental events were held, and a healthy living
program was implemented that included healthy eating and active
breaks for employees.

The first subsidiary-wide organizational climate survey at Red Salud
indicated that 41% of its employees at its corporate offices and its
subsidiaries are strongly in agreement with its health and safety
management efforts. Each company unit or subsidiary manages such
programs and events. All healthcare centers run accident prevention
and employee care programs with the Mutual de Seguridad. Everyone
employed by Red Salud across the country has access to dental care
through the company’s own centers.
The Eleuterio Ramírez Dental Center was praised by the Chilean
Chamber of Construction during 2018 for its low accident rate.
This is the result of a coordinated accident prevention program
with orientation and specialized courses and inspection visits that
examined preventive measures. Furthermore, the Superintendence
of Health accredited the dental and outpatient care centers in Ñuñoa,
La Florida, Maipú and Puente Alto.

Consalud prepares a health and safety plan every year in order to
meet the requirements of the Labor Bureau and the Regional Health
Authority. The main objectives of this plan are to reduce the accident
rate and promote self-care. Occupational accidents fell in 2018, due
to this self-care campaign.
Consalud evaluated its national psychosocial risks during 2018. It
also implemented the Skeletal Muscle Disorder (TMERT) Protocol
across the country, and achieved excellent results.

At ILC, we strive to maintain transparent, long-term relationships with all
our stakeholders, in particular our employees and their representatives.
Therefore, each subsidiary has established mechanisms for ongoing
communication with them. A consolidated total of 8,020 employees
were represented by a union or collective agreement during 2018.
Seven collective bargaining processes took place during the reporting
period. There was only one strike, which was at the Valparaiso Hospital
operated by Red Salud. ILC is committed to continue working in
conjunction with our employees and their representatives, building
working communication and mutual development.

Employees
represented by a
union or collective
agreement
70%

The company conducted a flu vaccination campaign during 2018,
offered skin, blood pressure and glucose health screenings and
introduced exercise breaks and healthy snacks for employees. It
provided training on health and safety at work and during commuting,
cardiopulmonary resuscitation (CPR) and other courses.

2018

92 | 2018 Sustainability Report

| Inversiones La Construcción S.A. 93

Customers

Confuturo Customers by Product

8,539

11,670

Confuturo developed a new
individual life insurance policy
during 2018, which covers a fixed
period and an agreed capital sum
is paid if the policyholder survives
this period.

There were 110,612 customers attended at 19 branches and service
centers during 2018. The Confuturo web site recorded 675,233
sessions in the public portal and 195,417 sessions in the private
portal. The Call Center attended 53,728 customers, while a smaller
number of requirements were managed by the Telephone Help Line
and social networks.

19,158

Confuturo has a wide range of products and services in the pension
and insurance sector. The company attended 145,397 customers from
the Pensioned and Life Insurance segment throughout the country
in 2018, up from 140,259 customers attended in 2017.

32,915

Factors that are essential to ensure the continuity of the Company
and its growth include long-term relationships built on customer
trust and satisfaction with ILC’s financial and health services. Each
subsidiary has various channels providing virtual and physical customer
care that respond to customer’s expectations and requirements at
various times.

ILC had 1 million customers and
supplied over 11 million products
and services throughout our
businesses in 2018.

112,482

Customers are the cornerstone of our business. Although we participate
in diverse sectors, these all share the same fundamental success
factors that contribute to welfare, which are long-term vocation and
trust. Each ILC subsidiary provides people with an approachable,
reliable and expert experience, in order to maintain a long-term
relationship based on ethics and transparency.
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The quantitative results are that Red Salud provided 3.7 million
medical appointments and 25.7 million dental appointments, which
resulted in 7.0 million medical examinations, 92,000 surgeries and
1.1 million procedures, all within 2018.

Consalud Customers by Product

19

https://www.redsalud.cl/

730,201

Vida Cámara Customers by Product

88,763

154,672

The company has 62 branches, 1 Consalud mobile device platform
operating in the south of Chile, as well as remote customer service
channels, such as the Virtual Branch, the Contact Center and the
Virtual Application.

128,486

328,434

Number of customers
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(*) A beneficiary may have more than one
supplemental policy.

Customers are personally attended at business centers located in La
Serena, Rancagua and Temuco, and in its 12 branches in Chile. The
organization also has digital channels such as its website, mobile
application and telephone service that complement its customer
care network.

Vida Cámara’s customer portfolio grew by 18% during 2018 compared
to 2017, as it effectively implemented its growth strategy. Accordingly,
growth for each of the last two years has been 20%. The subsidiary’s
strategy was to strengthen and expand its sales force, which made
the relationship with insurance brokers and direct commercial
relationship companies more efficient. Likewise, a new Customer
Experience Department was created, whose main task is to be the
conection between the company, the beneficiaries and the customers.

Number of customers

64,464

After the brand was launched, the new Red Salud19 website was
inaugurated. The new site incorporated a new central online
appointment scheduling system, which integrated all the medical
and dental appointments across the network in Chile. This allowed
Red Salud to become the only healthcare provider that can offer its
patients medical appointments in virtually every part of the country.

Isapre Consalud had 708,707 beneficiaries and 421,194 contributors
at the end of 2018. These figures are 3% and 6% higher, respectively,
than the previous year.

Vida Cámara’s main customers are employers. These are organizations
that purchase its products for their employees in accordance with
their employee wellbeing policies. The beneficiaries access group
insurance policies that complement mandatory individual coverage,
regardless of whether this coverage is public or private.

8,973

162

253

609

2,107

5,119

Banco Internacional Customers by Product

A representative milestone of this integration was launching the Red
Salud brand in May 2018. This is a significant demonstration of the
dedication within the organization to position itself as the leading
private health network in Chile. Thus, Red Salud achieved a top-ofmind score of 5% only 5 months after this launch, which ranked it
in fourth place within its category. Sales for 2018 increased 11%
compared to the previous year, indicating greater patient preference
and confidence.

Isapre Consalud has a range of mandatory and supplemental health
insurance policies, which provide many alternatives for those who
choose these services. While the mandatory policies can be free
choice, single-provider or preferred-provider, the supplemental policies
offer more personalized options to suit the lifestyle and healthcare
requirements of each person. They incorporate options, such as
obtaining stem cells, sports plans, dental coverage, catastrophic
coverage, travel assistance and many other options.

315,058

The Bank increased its share market in a highly competitive and
concentrated industry during 2018, which rose from 1.43% at the
beginning of the year to 1.71% by the end. The objective is to continue
growing by providing alternative financial solutions that resolve its
customers’ requirements, while continually improving customer care
and satisfaction.

Red Salud is the second largest private healthcare provider in Chile
by hospital visits and by outpatient visits. This healthcare takes place
at 9 hospitals, 26 outpatient care centers and 7 dental clinics spread
across a patient care network that stretches the length and breadth
of Chile. The organization has been undergoing an integration process
since 2015 to progress from a disparate group of providers with a
common controller to become an integrated network that shares
the same purpose. This standardization strategy ranges from a joint
brand to the organization-wide application of medical protocols. This
has been reflected in the loyalty of its medical care, which focuses
on providing better services to patients who entrust their health to
Red Salud.

320,212

Banco Internacional has financial products and services for its corporate
banking and retail banking segments. Its growth strategy has mostly
focused on the corporate segment, especially in small and medium-sized
companies. It has steadily grown its portfolio as a result of providing
personalized services, and it has continuously improved its banking
and customer care systems.
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Beneficiary services are provided at 17 branches, together with
platforms such as the Contact Center, Whatsapp and the web site.
Since 2018, beneficiaries have had access to a web application to
manage their reimbursements and queries.
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Customer
Satisfaction

ILC strives to establish long-term relationships with our customers.
Service quality is key to achieving this goal. The strengths and
improvement opportunities for each subsidiary are identified through
various measures that explore their customers’ perceptions in order
to achieve excellent customer service.

ILC and each subsidiary have also implemented the ESG Compass tool
which measures customer satisfaction and other aspects, in order to
anticipate risks and improve the management of these companies.
Some of the topics surveyed include the quality of products and
services, prices and claims management.

Each company regularly measures customer satisfaction, on an
annual or semi-annual basis, as well as through daily or more
frequent after-care surveys. While the former evaluates the overall
management of each organization over a given period of time, the
latter represents constant monitoring to detect specific gaps and
overcome them as quickly as possible.

GENERAL SATISFACTION MEASUREMENT

Confuturo conducts an overall general satisfaction survey for the retiree and individual life
insurance segments every year, which is undertaken by the consultant Praxis. The sample for 2018
totaled 1,200 customers from both companies. This resulted in net satisfaction of 64% in Confuturo
and 88% in Corpseguros.
The Bank conducts a Servitest survey every year. This is a random, face-to-face meeting with 200
corporate banking customers, which includes medium-sized organizations and SMEs. The Net
Promoter Score (NPS) or average recommendation reached 61% during 2018.

MEASURING AFTER-SALES CUSTOMER SATISFACTION

Confuturo measures customer satisfaction by telephone on a monthly basis. These evaluations
measure their satisfaction with its virtual and personal services and with purchasing its products,
such as annuities, life insurance and consumer loans. The measurements during 2018 indicated
average satisfaction of more than 95% for all three aspects.
Banco Internacional performs monthly customer satisfaction surveys using telephone contacts and
random selection. The average results for 2018 reached satisfaction of 61%.
Red Salud measures patient satisfaction every day at its hospitals and at its dental and outpatient
care centers. It uses the INDAGA Analytics tool to achieve this goal, which was implemented by FBA
Consulting. This tool measures overall patient recommendation (the Word of Mouth Index or WMI)
and satisfaction, generating approximately 10,000 monthly responses throughout Red Salud. The
annual average WMI recommendation for the entire network was 42 points, while the index range
goes from -100 to +100 points.
Consalud measures after-sales satisfaction at its branches and call center. The aggregated results
are reviewed on a monthly basis. Services at branches achieved an average satisfaction of 72% in
2018, while its call center achieved overall net satisfaction of 38%.
The company measures customer satisfaction after reimbursements and monitors these results
every month. It achieved average satisfaction of 80% in 2018.

The Servitest survey ranks Banco Internacional’s customer satisfaction in second place within the
industry, for the attention provided by SME account executives.
Consalud generally measures customer satisfaction twice each year. The two measurements
averaged 54% net satisfaction for 2018.
The company uses a service satisfaction survey conducted by an external company twice per year.
The survey measures the customer experience for all its processes. The main indicator is also the
NPS, which reached 55% in 2018.

The consolidated average after sales
satisfaction measured by the subsidiaries
using their tools reached 63%.
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Claims
Management

BEYOND SATISFACTION CONSALUD
“WALKING WITH YOU” PROGRAM
The Consalud “Walking with You” program
is an initiative that began five years ago
and provides preferential treatment service
to integrate families into treatments and
actively supports them through various
activities, such as medical lectures and other
initiatives that contribute to psychological
and emotional patient wellbeing.
It began as a service to patients with
oncological or cardiac diseases. However,
participants were so enthusiastic that it
became an important supportive initiative
with critical patients and their families. Today,
the program supports over 4,000 patients
with critical diseases, and over the years it
has supported over 6,000 patients from the
far north to the far south of Chile.

Patients in the program can also access
preferential attention without waiting times
at all Consalud branches in the country,
due to support from 33 customer service
executives that have been specially trained
to attend them in the best possible way.
• Art therapy opportunities
• Self-image workshops
• Over 500 artistic creations compiled into
five books
• 400 people participated in 2 km walks
at the same time as the “Santiago Corre
Consalud” event
• Exercise club to promote physical activity
• Psychological support workshops
• Theater workshops

Claims management allows the Company to identify improvement
opportunities and corrective measures. Our subsidiaries generally
have a specialist department to manage claims, and to analyze
requirements and implement controls and measures that prevent
the same incidents from recurring in the future.

Category

Confuturo

Banco Internacional

2016

2017

2018

Number of
claims

2016

2017

1,017

769

832

49

56

Claims
percentage

0.8%

0.6%

0.6%

0.4%

0.4%

2018

Confuturo has a Claims Committee,
which receives submissions regarding
processes with larger numbers of
complaints, then analyses in detail the
corresponding solutions.
Red Salud
2017

56 19,830
0.4%

3.0%

2018*

Consalud**
2016

2017

Vida Cámara
2018

24,293 25,283 25,639 15,873
0.4%

6.5%

6.3%

3.8%

2016

2017

2018

2,782

3,003

3,005

3.2%

2.6%

2.0%

* Consolidated Red Salud hospitals, dental and outpatient care centers. The increased number of claims is due to expanding the coverage reported by offices in 2018, which
brought a higher percentage of patients into scope. This expansion positively influenced the claims percentage with respect to the number of patients. Red Salud did not
publish any data for this measurement in 2016.
** For the purposes of this report, data was rectified regarding the claims of 2016 and 2017 reported the previous year, considering the total number of clients and various
factors of claims that were not considered before.
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Local Community
Engagement and Contributions

Maintaining good relationships with local communities and the most
significant local stakeholders is very important to us. Therefore, each
subsidiary has identified its stakeholders and those it may impact in
its sector, and defined its most important issues. These factors have
been used to define their initiatives and independently manage their
relationships. These programs include volunteer activities, financial
contributions by companies and employees, corporate community
health promotion programs and other activities.

Although there is no unified corporate community relationship program,
certain regional offices develop numerous initiatives, some are focused
on healthcare, while others support local social organizations.

20
21

https://www.fundacionlasrosas.cl/
http://fmdl.cl/

Metropolitan
Region
Tarapacá Region

Banco Internacional’s employees play the leading role in the company’s
community relationships. The Bank’s employees participated in various
volunteer initiatives in 2018 that supported their local communities,
such as providing backpacks containing school supplies and Christmas
gifts to preschools in at-risk neighborhoods. They also gave a monthly
financial contribution to the Maria de la Luz Foundation21, which offers
a home to children aged 4 to 18 in San Felipe and Pucón.

The Red Salud commercial department at Valparaiso
Hospital actively participates in community operations.
It served over 600 people in various companies and
massive events by providing preventive BMI, blood
glucose and blood pressure checks and chiropractic
appointments. They also offered preventive campaigns
with preferential imaging prices.

Araucanía Region

Various activities were undertaken during the year, which included
participating in the “Pavo Fraterno”, which is organized by the Las
Rosas Foundation20 in partnership with collaborating companies to
raise funds and report on the work carried out with the funds these
companies provide. Confuturo also contributed by purchasing items,
such as clothing and flowers, for senior citizens from the Foundation.

Red Salud in Iquique, together with the CChC Social
Network, participated in a community initiative that
provided mother and baby education; blood glucose,
blood pressure and body mass index (BMI) checks and
other tests. This operation was attended by midwives,
nurses, technologists, nurse technicians and a doctor.

The Social Action Committee (SAC) was formed in
Temuco during the latter half of the year in order to
understand the needs of the local community. Volunteer
employees participate from several units including the
hospital and administrative areas. A rural school was
sponsored during the Christmas season.

Magallanes
and the Chilean
Antarctic Region

During 2018, the company determined that its future community
relationship management would be linked to senior citizens, in order
to support those who are at the center of its business, in accordance
with Confuturo’s strategic vision. The institution chosen for this
initiative was the Las Rosas Foundation.

The Red Salud Providencia Hospital supported the 1+1
campaign for “Hogar de Cristo”, where it made a donation
that matched the amount raised by its employees.

Valparaíso Region

Iniciativas

A donation of $200,000 was given to the Bread and Wine
Supper at the “Hogar de Cristo” in Magallanes, which is
a shelter for the homeless in Punta Arenas.

Consalud’s relationship with the local community is focused on
promoting healthy lifestyles. There are two important annual running
races during October each year. The first is “Santiago Corre Consalud”
with over 12,000 people registered in 2018, and the second is the
Viña del Mar Marathon, with over 11,000 people registered in 2018.
The Viña del Mar Marathon takes place in October every year, and the
length of the course is certified by the IAAF22. The course follows the
coast through the cities of Viña del Mar, Concón and Valparaiso. The
event attracts local and foreign athletes from all over the world, and
has become one of the most important sporting events in the city.

Donations collected from both employees and the company were
given to the Teletón Foundation and “Hogar de Cristo”. Both donations
were based on a 1+1 contribution, where the company matched the
amount raised by employees.

Donations and Commercial Initiatives for the Community:

2018
Contribution

22

https://www.iaaf.org/home

Confuturo
Ch $7,730,641

Banco
Internacional
Ch $15,000,000

Red Salud
Ch $1,230,000

Consalud
Ch $400,000,000

Vida Cámara
Ch $861,830
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Environmental
Culture

At ILC, we are aware that the whole of society and all organizations
regardless of their size or market are responsible for caring for the
environment and reducing the effects of climate change, because of
the scope of their emissions.
Therefore, we began to calculate our eco-efficiency indicators in 2017,
with the objective of managing a reduction in our environmental impact
from year to year. During this period, we selected the most important
indicators for our industries, which are electricity consumption,
water consumption, waste generation and kilometers of business
travel. These indices were measured by ILC, Red Salud hospitals in
the Metropolitan Region and Confuturo.
An additional step was taken in 2018 when we began to calculate our
carbon footprint. This initiative will evaluate the risks associated with
climate change, and formulate an initial approach to addressing this
issue. New facilities at our subsidiaries have extended coverage and
this year measurements will include the corporate offices for Banco
Internacional, Vida Cámara, Consalud and Red Salud.
Given that we began to measure our emissions and consumption in
2017 and 2018, these results will be evaluated in 2019 and we will
begin to consolidate and intensify our commitment to environmental
issues. In addition, we implemented the ESG Compass tool throughout
the organization during 2018. This tool contains an environment
module that gathers stakeholder perceptions with respect to the
environmental performance of each company. All this data will form
a complete diagnostic of issues, which should become the basis for
ILC’s environmental strategy, which is a material issue for ILC.

CAMPAIGNS AND INITIATIVES
At the end of 2017 and in early 2018, ILC moved its offices to a new
corporate building, together with the Chilean Chamber of Construction
and three of its subsidiaries: Confuturo, Banco Internacional and
Vida Cámara.

2018

Electricity consumption (MWh)
Water consumption (MM )
3

This building will achieve significant energy savings and conservation,
due to architecture that makes the best use of natural light. It also
incorporated cladding that reduces direct solar radiation. All floors
are equipped with RGB LED lighting, along with a system that allows
each connection point to be managed independently and jointly. The
building is currently in the process of being certified LEED Silver. The
corporate offices for Red Salud are located in the New Santa Maria
Tower. These offices are designed with an air conditioning system
based on latest generation double-glazing with a low shade coefficient
and efficient lighting. This is a Class A office building, which already
has LEED Silver certification.

Using the corporate building will set
the baseline to measure environmental
indicators for business units that share this
building, and subsequently eco-efficiency
and environmental care initiatives will be
developed. Those initiatives will also be
applied to the corporate offices for Red Salud
and Consalud in independent buildings. In the
future, the goal is to expand measurement
coverage to gradually include all branches.

Corporate
offices for
Red Salud

Clínicas
Redsalud

Corporate
offices for
Consalud

Consolidated
2018

20.307

25,265.357

1,534.502

27,812.935

11,647

23,584

35,231

124.2

2.2***

126.4

Corporate
building*

Waste generation (ton)**

992.769

*
**

Calculation for the head offices of ILC, Confuturo, Banco Internacional and Vida Cámara in the corporate building
The weight of waste generated during 2018 was calculated using a conversion factor applied to the volume of loose waste
in containers of 200 kg/m3.
*** Corresponds to the amount of waste that is intended for landfill. In 2018, Consalud recycled 18,600 kg. of cardboard and
paper through agreements with foundations. Likewise, organic waste from gardens is managed by an external company
through composting processes.

Energy and water consumption and waste generation were also
measured in previous years. However, these measurements are not
comparable with those for the Company’s current location, due to
movements in our corporate offices.
Environmental indicators for
previous years*
2017
Electricity consumption (MWh)

2016

25,452.02

18,602.53

Water consumption (M )

243,730

254,800

Waste generation (ton)

2,754.72

2,610.8

3

* For the previous years, the data of electricity and water consumption were reported
on a consolidated basis for ILC, Confuturo and Red Salud. ILC and Confuturo did
not occupy their current building at that time. The calculation of waste generation
refers to the offices of ILC and Red Salud.

Kilometers
traveled

2018

2017

2,606,407

1,202,943

2016
1,080,984

At ILC, we must also encourage a culture of environmental care to
develop involving every employee and our new facilities, in order to
make progress on reducing our environmental footprint. A recycling
system was introduced in 2018, contributing to the responsible
disposal of waste such as paper, glass, batteries, and other waste.
The offices used by ILC, Banco Internacional, Confuturo and Vida
Cámara have containers that are managed by the company Recicla.
Confuturo and Red Salud also have an agreement with the San Jose
Foundation, which places boxes in their offices to collect white paper
for recycling that goes to help the beneficiaries of that institution.
The perception of employees and other stakeholders with respect
to environmental issues was measured using the ESG Compass tool
during 2018 in order to continue establishing a culture that cares
about the environmental and resource use. Initial results indicated that
environmental management is an important issue for employees, and
there is plenty of scope to achieve progress over the next few years.
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Carbon
Footprint

Vida Cámara held its first eco-efficiency campaign
during 2018, which encouraged saving paper,
using energy carefully and using recycling bins in
its corporate offices.

At ILC, we began to measure our consolidated carbon footprint during
2018. This represents the Company’s initial attempt to measure how
much our business emits, and thereby encourage each subsidiary
and our employees to reduce their environmental footprint, and
especially contribute to an integrated culture and awareness of
the challenges posed by climate change. Although our business
does not produce heavy greenhouse gas emissions, our impact and
contribution to caring for the environment goes hand in hand with
collaboration from our stakeholders. Providing adequate information
and perfecting measurements over time constitutes the basis for
such collaboration in the future.

(TON CO2EQ)

Scope 2
52.82%
Scope 1
20.30%

The carbon footprint measurements at ILC’s business units for
2018 covered the corporate building of the Chilean Chamber of
Construction, which includes the corporate offices for ILC, Confuturo,
Banco Internacional and Vida Cámara, in addition to the corporate
offices for Red Salud and Consalud in other buildings. The initial
measurements did not include branches, hospitals or care centers
operated by subsidiaries, due to the availability of information. This
evaluation followed the guidelines provided by the WBCSD/WRI
Greenhouse Corporate Accounting and Reporting Standards23, also
known as the GHG Protocol.

1,427

Scope 3
26.88%

548

726

Branches at all of ILC’s subsidiaries have
also launched their own initiatives that
contribute to caring for the environment
and properly using resources. Using the
web channel to process certificates and
payments has been strongly encouraged,
with a corresponding reduction in paper and
ink. In particular, Confuturo managed 70% of
its reimbursements electronically, thereby
eliminating the use of paper forms for this
process. Banco Internacional and Confuturo
have also reduced paper usage in offices
through intelligent printing and constantly
monitoring their paper consumption.

ILC’S CARBON FOOTPRINT 2018

What does each scope measure?
Scope 1

Consumption of refrigerants, natural gas,
liquefied gas and gasoline

Scope 2

Electricity consumption

Scope 3

Business travel by plane

pe 3

Sco

pe 2

Sco

pe 1

Sco

Almost 53% of ILC’s emissions are indirect or under Scope 2, and are
associated with electricity consumption. This is because the buildings
included in the calculation use electricity as their main source of
energy. Business travel by plane under Scope 3 represented 30%
of ILC’s emissions.

23

https://ghgprotocol.org/corporate-standard
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GRI Index: Conformidad Esencial
GENERAL STANDARD DISCLOSURES
Standard GRI

Description
102-1 Name of the organization
102-2 Report the primary brands, products, and services
102-3 Report the location of the organization’s headquarters
102-4 Report the location where the organization operates
102-5 Report the nature of ownership and legal form
102-6 Markets served
102-7 Scale of the reporting organization

GRI
Index

Page Number

Comments

Book Cover
18 -27
Book Cover
15
Book Cover 17
8
8 and 9

102-8 Report the break down of the organization’s employees

75

102-9 Describe the organization’s supply chain

57

102-10 Report any significant changes in the organization and in its supply
chain during the reporting period

8

102-11 Report whether and how the precautionary approach or principle is
addressed by the organization

The Company does not consider
the precautionary principle in its
management

102-12 External iniciatives

The Company does not subscribe
or adopt principles or other
external initiatives

102-13 List memberships of associations
102-14 Statement from the most senior decision-maker of the organization
102-16 Internally developed statements of mission or values, codes of
conduct, and principles relevant to economic, environmental, and social
performance and the status of their implementation
102-18 Governance structure of the organization

63
4 and 5
12 -14 - 36 - 38
31 - 35

102-40 List of stakeholder groups
GRI 102: General
102-41 Collective bargaining agreements
Disclosures
102-42 Basis for identification and selection of stakeholders with whom to engage

56 - 57

102-43 Organization’s approach to stakeholder engagement

56 - 57

102-44 Key topics and concerns that have been raised through stakeholder
engagement

54 - 55

91
56 - 57

102-45 List entities included in the organization’s consolidated financial
statements

Annual Report
2018, 172

102-46 Explanation of the process for defining report content and the Aspect
boundaries

8 and 54 - 55

102-47 List all the material Aspects

55
The restatements of information
and its reasons, are indicated in the
report in their respective indexes,
graphics and texts, where data
from previous years was rectified.

102-48 Effect of any restatements of information provided in previous reports

102-49 Significant changes from previous reporting periods

54 - 55

102-50 Reporting period

59

102-51 Date of most recent previous report

59

102-52 Reporting cycle

59

102-53 Contact point for questions regarding the report or its contents

59

102-54 Statement of elaboration of the report in accordance with GRI standards

59

102-55 GRI Content Index
102-56 External assurance for the report

106 - 110
The information contained in this
report has not been externally
verified
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GENERAL STANDARD DISCLOSURES
Standard GRI

Description

GENERAL STANDARD DISCLOSURES
Page Number

Comments

Standard GRI

Description

Material Aspects
Economic and Financial Development
GRI 103:
Management
Focus
GRI 201:
Economic
Performance

103-1 For each material Aspect, report the Aspect boundary outside the
organization

44

103-2 Management Focus and its components

44

103-3 Evaluation of the Management Focus

44
44 - 45

201-1 Direct economic value generated and distributed

GRI 205: Anticorruption

GRI 206: Anticompetitive
Conducts

GRI 406:
Nondiscrimination

103-1 For each material Aspect, report the Aspect boundary outside the
organization

36

103-2 Management Focus and its components

36

103-3 Evaluation of the Management Focus

36

In ILC and in its subsidiaries,
there were no legal actions
for anti-competitive and/
or monopolistic practices
registered in 2018

206-1: Legal actions for anti-competitive and/or monopolistic practices

406-1: Discrimination incidents and actions implemented

37

103-1 For each material Aspect, report the Aspect boundary outside the
organization

102

103-2 Management Focus and its components

102

103-3 Evaluation of the Management Focus

102

GRI 302: Energy

302-1: Energy consumption within the organisation

103

GRI 303: Water
and Effluents

303-3: Water extraction

103

GRI 305:
Emissions

103-2 Management Focus and its components

79

103-3 Evaluation of the Management Focus

79

GRI 401:
Employment

401-1: Employee turnover

82

GRI 405:
Diversity
and Equal
Opportunity

405-1: Diversity breakdown of employees and governance bodies

32 - 76 - 78

GRI 103:
Management
Focus
GRI 404:
Training and
Education

103-1 For each material Aspect, report the Aspect boundary outside the
organization

83

103-2 Management Focus and its components

83

103-3 Evaluation of the Management Focus

83

404-1: Average annual training hours per employee

83

Commitment to the Comunity
GRI 103:
Management
Focus
GRI 413: Local
Communities

103-1 For each material Aspect, report the Aspect boundary outside the
organization

100

103-2 Management Focus and its components

100

103-3 Evaluation of the Management Focus

100

413-1: Operations with community involvement, impact measurements and
development programs

100 - 101

Governance

Enviroment
GRI 103:
Management
Focus

79

Human Capital Development

In ILC and in its subsidiaries,
there were no corruption
incidents nor breaches
registered in 2018

205-3: Incidents of corruptions and actions implemented

103-1 For each material Aspect, report the Aspect boundary outside the
organization

GRI 103:
Management
Focus

Ethics, Integrity and Transparency
GRI 103:
Management
Focus

Page Number

Attracting and Retaining Talent

305-1: Direct Emissions (Scope 1: refrigerants, natural gas, liquefied gas and
gasoline)

105

305-2: Indirect Emissions (Scope 2: electricity consumption)

105

305- 3: Other indirect emission (Scope 3: business travel by plane)

105

GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

30 - 31

103-2 Management Focus and its components

30 - 31

103-3 Evaluation of the Management Focus

30 - 31

Average assistance of directors

31
Ethical Business Process

GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

36

103-2 Management Focus and its components

36

103-3 Evaluation of the Management Focus

36

Mechanisms for reporting violations

37
Contribution to Public Debate

GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

63

103-2 Management Focus and its components

63

103-3 Evaluation of the Management Focus

63

Total contribution in memberships

63

Comments
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GENERAL STANDARD DISCLOSURES
Standard GRI

Description

Page Number

Comments

Financial and Healthcare Education
GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

64

103-2 Management Focus and its components

64

103-3 Evaluation of the Management Focus

64

Educational Programs

64
Demographic Changes

GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

65

103-2 Management Focus and its components

65

103-3 Evaluation of the Management Focus

65

Demographic changes and population statistics´s monitoring

65 - 66

Sustainable Finance
GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

67

103-2 Management Focus and its components

67

103-3 Evaluation of the Management Focus

67

Use of ESG Criteria in investment approaches

67 - 68

Technological Challenge
GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

69

103-2 Management Focus and its components

69

103-3 Evaluation of the Management Focus

69

Information security breaches

70
Customer Satisfaction

GRI 103:
Management
Focus

103-1 For each material Aspect, report the Aspect boundary outside the
organization

96

103-2 Management Focus and its components

96

103-3 Evaluation of the Management Focus
General satisfaction measurement
Claims management

96
96 - 97
99

Diseño y producción:
Espacio Vital
www.espaciovital.cl

www.ilcinversiones.cl

