Working with the people and their territories,
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Quality and safety of products and services
It consists of meeting the expectations of customers and users, as well as the regulatory and
control requirements aimed at the quality, continuity and security of the service, as well as
other aspects related to the commercial offer.
It refers to the technical and commercial characteristics inherent to the service to meet the
expectations of customers and users, and the regulatory and control requirements. Quality,
continuity and security of the service are included, as well as aspects related to attention,
education and communication, customer satisfaction and corporate reputation.

Importance
The economic value is associated with the objective of optimizing processes, the basis of
the competitiveness of the Group’s businesses, and of quality to satisfy the requirements of
customers and users. Faced with social value, the quality of products impacts the quality of
life and human development; for its part, safety favors the protection of the life and health of
the people who make up the interest groups.
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Main achievements
Program, project,
initiative or action

Management
emphasis

Challenges

Quality and
continuity of service

Continuity of
service

Achievements in 2020

Compliance

Aguas de
Malambo

Water quality index - ICA as of December
= 0.35%
Compliance 143%

Total

Aguas del
Oriente

Water quality index - IRCA as of December
= 0.01%
Compliance 199.7%

Total

Aguas
Regionales

Water quality risk index - IRCA as of
December = 0.0%
Compliance 200%

Total

EPM

Water quality risk index - IRCA as of
December = 0.74%
Compliance 185%

Total

Obtain an aqueduct continuity index Aguas de
- ICTAC = 75.53%
Malambo

Aqueduct continuity index - ICTAC as of
December = 68.2%
Compliance 96.6%
The indicator was affected, among others,
by obstructions in the intake in the rainy
season.

Partial

Obtain an aqueduct continuity index Aguas del
- ICTAC = 99.7%
Oriente

Aqueduct continuity index - ICTAC as of
December = 99.9%
Compliance 100.2%

Total

Obtain a water quality index - ICA
<5%

Water suitable
for human
consumption

Company

Obtain a water quality risk index IRCA <5%
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Program, project,
initiative or action

Management
emphasis

Challenges

Company

EPM

Total

Aguas
Regionales

Aqueduct continuity index - ICTAC as of
December = 92.6% Compliance 97.3%.
The system that impacts the result is Turbo
with an average continuity of 46%, mainly
due to the rainy season that forces the
suspension of the pumping at intake due
to a high level of the water source and
turbidity.

Partial

Achieve 100% continuity of
sweeping and cleaning.

Emvarias

Continuity of sweeping and cleaning to
December = 99.17%.
In the first half of 2020, measures were
taken to mitigate the impact of
the pandemic and protect the lives of
employees, therefore, sweeping and
cleaning routes were suspended, which
impacted compliance with the indicator.

Partial

Achieve 100% continuity in
recollection.

Emvarias

Continuity in recollection to December
= 100%

Total

- ICTAC = 99.7%

Continuity of
service

Compliance

Aqueduct continuity index - ICTAC as of
December = 99.79%
100% compliance.
Due to operational interventions and
system failures, interruptions are
generated, which occurred mainly in the
circuits:
Pajarito, San Cristóbal, Abreo, La Cascada,
Ajizal y Girardota.

Obtain an aqueduct continuity index

Quality and
continuity of service

Achievements in 2020

Obtain an aqueduct continuity
index - ICTAC = 95.1%
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Program, project,
initiative or action

Management
emphasis

Challenges
Achieve a Saidi indicator less than
or equal to 22.2
Achieve a Saifi indicator less than or
equal to 14.52
Achieve a Saidi indicator less than
or equal to 26.25
Achieve a Saifi indicator less than
or equal to 8.89

Quality and
continuity of service

Continuity of
service

Achieve a Saidi indicator less than
or equal to 26.63
Achieve a Saifi indicator less than
or equal to 22.01
Achieve a Saidi indicator less than
or equal to 7.46
Achieve a Saifi indicator less than
or equal to 8.0
Achieve a Saidi indicator less than
or equal to 11.6
Achieve a Saifi indicator less than
or equal to 6.87

Education and
communication to
clients, users and
the community

Education on
production and
responsible
consumption

Company

ESSA

CENS

CHEC

EDEQ

EPM

To ensure that the families of the
Conexiones por la vida aqueduct
EPM
community supply line have a
maximum consumption of 20 m3 of
water per month.

Achievements in 2020

Compliance

Saidi as of December = 19.23
Compliance 113%

Total

Saifi as of December = 12.8
Compliance 112%

Total

Saidi as of December = 22.47
Compliance 192.9%

Total

Saidi as of December = 7.65
Compliance 193.4%

Total

Saidi as of December = 17.4
Compliance 135%

Total

Saifi as of December = 16.19
Compliance 126%

Total

Saidi as of December = 7.10 horas
Compliance = 105%

Total

Saifi as of December = 5.88
Compliance = 127%

Total

Saidi - a diciembre = 11.46
Compliance 101%.

Total

Saifi as of December = 6.74
Compliance 103%

Total

As of December 2020, an average
consumption of 15 cubic meters of water
was recorded. Compliance 125%

Total
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Program, project,
initiative or action

Education and
communication to
clients, users and
the community

Loss management

Management
emphasis

Education on
production and
responsible
consumption

Legal and safe
use of services

Challenges

Company

As of December 26 events were held “We
are there for you”
Compliance 70%
The annual goal was not reached due to
COVID-19 restrictions.

Carry out 37 “We are there for
you” events, which allow the
development of relationship and
education activities.
Sensitize students from 75 schools
in Antioquia about caring for the
environment and responsible use
of HOME PUBLIC services through
the Cuidamundos program.

Achievements in 2020

EPM

Compliance

Partial

As of December, 12 schools were visited 16% compliance.
The restrictions due to COVID-19 impacted
Not
the goal of the program mainly in Bajo
accomplished
Cauca where there was the largest
commitment to the educational community.

Achieve an indicator of losses per
Aguas de
billed user - IPUF less than or equal
Malambo
to 14.26

Loss rate per billed user - IPUF as of
December = 20.49
Compliance 56.3%
Twelve subnormal sectors have been
identified illegally reconnected to the
network, a situation that generates a
demand close to 70,000 CUBIC meters of
water, and negatively impacts the indicator.

Not
accomplished

Achieve an indicator of losses per
Aguas del
billed user - IPUF less than or equal
Oriente
to 4

Loss rate per billed user - IPUF as of
December = 2.6
Compliance 135%

Total

Achieve an indicator of losses per
Aguas
billed user - IPUF less than or equal
Regionales
to 11.85

Loss rate per billed user - IPUF as of
December = 9.19
Compliance 77.6%

Total
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Program, project,
initiative or action

Management
emphasis

Challenges

Company

Achievements in 2020

Grupo EPM

Loss rate per billed user - IPUF as of
December = 6.38
80% compliance.
With this result, the Grupo EPM
approaches the efficiency standard for the
sector, which was defined by Resolution
CRA 688 of 2014 at 6.00 m3 / billed user
/ month.

Total

Obtain a gas loss rate less than or
equal to 4.3%

EPM

Loss rate as of December = 4.6%
Compliance 93%.
The increase occurred mainly in the
Barbosa and Guarne distribution systems
due to fraud in the non-residential sector
and possible billing errors.

Not
accomplished

Achieve a network operator loss
indicator less than or equal to
8.47%

CHEC

Network operator loss ratio - IPORR as of
December = 8.30% Compliance 102.5%

Total

Achieve a loss ratio per billed user
- IPUF less than or equal to 6.6

EPM

Loss rate per billed user - IPUF as of
December = 5.92
Compliance: 110%

Total

Achieve a network operator loss
indicator - IPORR less than or
equal to 11.49%

CENS

Network operator loss ratio - IPORR as of
December = 12.82 Compliance 88.4%

Partial

Lograr un índice de pérdidas por
usuario facturado - IPUF menor o
igual a 7.08

Loss management

Legal and safe
use of services

Compliance
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Program, project,
initiative or action

Loss management

Customer service

Management
emphasis

Challenges

Company

Compliance

Achieve a network operator loss
indicator - IPORR less than or equal EDEQ
to 8.29%

Network operator loss ratio - IPORR as of
December = 8.57%
Compliance 97%
The performance of the indicator below
the goal is due to the increase in energy,
registered at the entrance through the
borders to other network operators,
causing a slight increase in technical
losses at voltage level four.

Not
accomplished

Achieve a network operator loss
indicator - IPORR less than or equal EPM
to 7.48%

Network operator loss ratio - IPORR as of
December = 8.65% Compliance 91%

Not
accomplished

Achieve an network operator loss
indicator - IPORR less than or equal ESSA
to 11.81%

Network operator loss ratio - IPORR as of
December = 12.41% Compliance 94%

Not
accomplished

Achieve a complaints indicator less Aguas de
than or equal to 10.85
Malambo

Complaints as of December = 29.1
Compliance 68.2%

Not
accomplished

Achieve a complaints indicator less Aguas de
than or equal to 2.64
Oriente

Complaints as of December = 1.3
Compliance 151%

Total

Achieve a complaints indicator less Aguas
than or equal to 3.78
Regionales

Complaints as of December = 0.80
Compliance 178.8%

Total

Achieve a complaints indicator less
Emvarias
than or equal to 2.94

Complaints as of December = 1.32
Compliance 155%

Total

Achieve a complaints indicator less
EPM
than or equal to 1.11

Complaints as of December = 0.53
Compliance 153%

Total

Legal and safe
use of services

Not applicable

Achievements in 2020
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Program, project,
initiative or action

Customer service

Management
emphasis

Not applicable

Challenges

Company

Achievements in 2020

Compliance

Achieve a complaints indicator less
than or equal to 3.94

Complaints as of December = 3.09
Compliance 122%

Total

Achieve a complaints indicator less
than or equal to 3.15 en provisión
EPM
de aguas.

Complaints as of December = 2.39
Compliance 124%

Total

Achieve a complaints indicator less
than or equal to 0.25 en gestión de
aguas residuales

Complaints as of December = 0.11
Compliance 157%

Total

Achieve a complaints indicator less
CENS
than or equal to 1.45

Complaints as of December = 0.56
Compliance 161%

Total

Achieve a complaints indicator less
CHEC
than or equal to 1.22

Complaints as of December = 0.7
Compliance 142%

Total

Achieve a complaints indicator less
EDEQ
than or equal to 0.91

Complaints as of December = 0.35
Compliance 162%

Total

Achieve a complaints indicator less
EPM
than or equal to 1.21

Complaints as of December = 0.98
Compliance 119%

Total

Achieve a complaints indicator less
ESSA
than or equal to 1.16

Complaints as of December = 0.61
Compliance 148%

Total
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Challenges 2021
Program, project,
initiative or action

Management
emphasis

Challenges

Company

Business

Geography

Aguas de
Malambo
Water suitable
for human
consumption

Obtain a water quality risk index - IRCA
< 5%

Obtain an aqueduct continuity index ICTAC = 99.7%
Achieve 100% continuity of sweeping and
cleaning.

EPM
Aguas del
Oriente
Aguas
Regionales

Water and Sanitation

EPM
Aguas del
Oriente
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Emvarias

Achieve 100% continuity of recollection.

Quality and
continuity of service

Continuity of service

Accompaniment in the Solid Waste
Transfer Station project: legalization
of properties, completion of detailed
designs and start of construction of this
project.
Obtain an aqueduct continuity index ICTAC = 96.47%
Obtain an aqueduct continuity index ICTAC = 75%
Achieve a Saidi indicator = 24.67
Achieve a Saifi indicator = 8.70

Water and Sanitation

Colombia Antioquia

EPM

Aguas
Regionales
Aguas de
Malambo

Colombia Malambo
Colombia - Norte
de Santander

CENS
Energy - T&D

Achieve a Saidi indicator = 24.51
CHEC
Achieve a Saifi indicator = 20.25

Colombia Antioquia

Colombia Caldas

Back to content
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Program, project,
initiative or action

Management
emphasis

Challenges
Achieve a Saidi indicator = 6.86

Quality and
continuity of service

Business

Continuity of service

Achieve a Saidi indicator = 10.81
Achieve a Saifi indicator = 13.50
Achieve a network operator loss
indicator less than or equal to 8.47%.

Legal and safe use
of services

Achieve a loss ratio per billed user - IPUF
less than or equal to 11.05.
Achieve a loss ratio per billed user - IPUF
less than or equal to 15.10
Achieve a loss ratio per billed user - IPUF
less than or equal to 4
Achieve a gas loss rate less than or
equal to 4.10%
Achieve a network operator loss
indicator - IPORR less than or equal to =
11.81%
Lograr un índice de pérdidas por usuario
facturado - IPUF menor o igual a 6.48.
Achieve a network operator loss
indicator - IPORR less than or equal to =
12.73%
Achieve a network operator loss
indicator - IPORR less than or equal to =
8.46%
Achieve a network operator loss
indicator - IPORR less than or equal to =
8.34%

EPM

Energy - T&D

Colombia Antioquia
Colombia Santander

ESSA
CHEC

Geography
Colombia Quindío

EDEQ

Achieve a Saifi indicator = 8

Achieve a Saidi indicator = 21.50

Loss management

Company

Energy - T&D

Colombia Caldas

Aguas
Regionales
Aguas de
Malambo
Aguas del
Oriente

Water and Sanitation

EPM

Energy - Gas

ESSA

Energy - T&D

Colombia Santander

EPM

Water and Sanitation

Colombia Antioquia

EPM
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Colombia Antioquia

Colombia - Norte
de Santander

CENS

EDEQ

Colombia Antioquia
Colombia Malambo

Energy - T&D

Colombia Quindío
Colombia Antioquia
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Program, project,
initiative or action
Security in the
provision of the
service

Customer service

Management
emphasis
Continuity of service

Not applicable

Challenges

Company

Business

Advance in the expansion project of the
North Desalination Plant 380 l / s

Aguas de
Antogasta

Water and Sanitation

Achieve a complaints indicator less than
or equal to 3.78
Achieve a complaints indicator less than
or equal to 1.45
Achieve a complaints indicator less than
or equal to 27
Achieve a complaints indicator less than
or equal to 2.38
Achieve a complaints indicator less than
or equal to 2.22
Achieve a complaints indicator in Water
Provision less than or equal to 2.84
Achieve a complaints indicator in Waste
Water Management less than or equal
to 0.25
Achieve a complaints indicator less than
or equal to 1.00

Aguas
Regionales

Water and Sanitation

CENS

Energy - T&D

Achieve a complaints indicator less than
or equal to 1.09
Achieve a complaints indicator less than
or equal to 0.87
Achieve a complaints indicator less than
or equal to 1.04
Achieve a complaints indicator less than
or equal to 3.55

Aguas de
Malambo
Aguas del
Oriente
Emvarias

Geography

Chile
Colombia Antioquia
Colombia - Norte
de Santander
Colombia Malambo
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Water and Sanitation
Colombia Antioquia

EPM
Energy - Gas

CHEC
EDEQ

Energy - T&D

ESSA
EPM

All business

Colombia Caldas
Colombia Quindío
Colombia Santander
Colombia Antioquia

Back to content

02

Sustainable
management

Sustainable Development Goals

•

Related stakeholders
Clients and users

•

Community
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GRI standards Contents and own indicators
103-1

Explanation of the material topic and its coverage.

103-2

The management approach and its components.

103-3

Evaluation of the management approach.

416-2

Cases of non-compliance related to the impacts on health and safety of the
categories of products and services.

417-3

Cases of non-compliance related to marketing communications.

418-1

Substantiated complaints regarding violations of customer privacy and loss of
customer data.

419-1

Non-compliance with laws and regulations in the social and economic fields.

EU25

Number of injuries and deaths involving company assets, including legal judgments,
settlements, and pending legal cases of illness.

EU28

Average frequency of blackouts.

EU29

Average duration of blackouts.

EPM-03

Loss rate.

EPM-04

Customer service channels.

EPM-05

Complaints.

Back to content
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Scope and coverage
Companies
Empresas Públicas de Medellín - EPM
Aguas Regionales EPM

Geography
Colombia – Antioquia
Colombia – Caldas
Colombia – Quindío

Empresa de Aguas del Oriente Antioqueño

Colombia – Risaralda

Aguas de Malambo

Colombia – Santander

Empresas Varias de Medellín - Emvarias
Central Hidroeléctrica de Caldas - CHEC

Colombia - Norte de Santander
Colombia - Malambo, Atlántico
Chile

Electrificadora de Santander - ESSA

El Salvador

Empresa de Energía del Quindío - EDEQ

Guatemala

Centrales Eléctricas del Norte de Santander - CENS
Distribuidora de Electricidad del Sur - Delsur

Panamá

Empresa Eléctrica de Guatemala - Eegsa

Businesses

Tecnología Intercontinental -Ticsa

Water

Elektra Noreste - ENSA

Sanitation

Aguas de Antofagasta - Adasa
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México

Electricity
Gas

Back to content

Quality and
continuity of
service
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Quality and continuity of service
The quality of the service includes the technical and commercial characteristics that are
inherent to the provision. They must meet the expectations of customers and users, in
addition to meeting the requirements of regulatory and control entities.
Continuity refers to the amount of time that the user has the service.

Performance in 2020

All the companies of the Grupo EPM maintained high levels of quality and
continuity of the aqueduct, sewerage, energy and gas services.
The management of the Colombian subsidiary Aguas de Malambo stands out,
presenting notable improvements in both indicators.

20

The companies of the Grupo EPM that provide the aqueduct and sewerage services maintained
very high levels of service continuity. It is worth highlighting the increase in the continuity of
the service in Aguas de Malambo, going from 65.41% in 2019 to 75.04% in 2020, as a result
of investments in sectorization activities to reduce losses and increasing continuity without
representing a significant increase of drinking water production. Emvarias, the subsidiary
responsible for solid waste management in Medellín, presented a slight decrease compared
to the previous year in the continuity of the collection service due to the restrictions generated by
the COVID-19 pandemic, which led to redesigning the sweeping routes and decreasing their
frequency, so the indicator was slightly affected.
It is noteworthy for Emvarias that 404 containers were installed during the year, each for a value
of COP 739,800, which were located in different areas of the city, benefiting 23,970 people. The
total value of the investment was COP 298.87 million.
Regarding the quality indicator, Water Quality Risk Index (IRCA), all the Group companies
maintained excellent results, all below 1%, significantly lower than the reference value defined
in the standard (5%), thus guaranteeing the supply of water suitable for human consumption
throughout the year. It is noteworthy that in Aguas de Malambo activities were managed for
the regulatory compliance of water quality, going from 0.56% to 0.35% in 2020.

Back to content
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The Saidi and Saifi indicators showed improvement in the group companies compared to the
previous year, which meant a decrease in the total interruption time (in hours) and the number
of times that the average user of the system was deprived of supply of electric power in 2020.
The quality, continuity and reliability standards of the gas service have been maintained over
time and during 2020 it was no exception, all technical and operational efforts were made to
guarantee the distribution and delivery of the service without interruption. 100% compliance
with the continuity and quality indicators required by current regulations.

Water and sanitation service continuity (%)
Companies

2018

2019

2020

EPM

99.89%

99.81%

99.79%

Aguas del Oriente

99.94%

99.99%

99.83%

Aguas Regionales

89.10%

92.94%

92.55%

Aguas de Malambo

38.77%

65.41%

75.04%

EP Rio

99.92%

99.88%

N.A.

100.00%

100.00%

99.17%

Ticsa

97.30%

99.87%

98.89%

Adasa

98.99%

98.79%

99.12%

Emvarias
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Source: Water and Sanitation Vice Presidency
* The value of Ticsa corresponds to continuity in sanitation.
The value of EP Rio is included in EPM.

Water quality risk index - EPM (%)
Municipality

2018

2019

2020

Medellín

0.08%

0.75%

0.75%

Copacabana

0.17%

0.52%

0.74%

Girardota

0.15%

0.26%

0.64%

La Estrella

0.11%

0.56%

0.36%

Caldas

0.29%

0.47%

0.25%

Barbosa

0.33%

0.24%

0.44%

Sabaneta

0.27%

0.82%

0.86%

Envigado

0.13%

0.41%

0.82%

Bello

0.10%

0.38%

0.44%

Itagüí

0.10%

0.48%

0.36%

Source: Water and Sanitation Vice Presidency
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Water quality risk index - Aguas del Oriente (%)
Municipality
El Retiro

2018
0.20%

2019
0.48%

2020
0.01%

Source: Water and Sanitation Vice Presidency

Water quality risk index - Aguas Regionales (%)
Municipality

2018

2019

2020

Sopetrán

0.22%

0.00%

0.00%

San Jerónimo

0.31%

0.00%

0.30%

Santa Fe de Antioquia

0.18%

0.09%

0.35%

Olaya

0.00%

0.00%

0.76%

Apartadó

0.00%

0.02%

0.15%

Turbo

0.08%

0.33%

0.42%

Chigorodó

0.04%

0.00%

0.07%

Carepa

0.05%

0.02%

0.07%

Mutatá

0.00%

0.00%

0.00%

El Reposo

0.00%

0.00%

0.31%

Bajirá

0.32%

0.00%

0.00%
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Source: Water and Sanitation Vice Presidency

Water quality risk index - Aguas de Malambo (%)
Municipality
Malambo

2018
0.50%

2019
0.56%

2020
0.35%

Source: Water and Sanitation Vice Presidency
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Average duration of system outages (Saidi) - (hours)
Companies

2018

2019

2020

EPM

14.72

14.55

11.46

CHEC

29.57

29.49

17.39

ESSA

25.34

23.15

19.22

CENS

26.96

27.33

22.47

EDEQ

8.12

8.07

7.11

Delsur

15.60

17.57

15.66

Eegsa

3.97

4.31

3.88

ENSA

12.70

12.43

9.87

Source: Energy Transmission and Distribution Vice Presidency

* Saidi calculated as the total interruption time (in hours) that the average customeruser of the system was deprived of electricity supply in the evaluated period.

Average frequency of system outages (Saifi) - (amount)
Companies

2018

2019

2020

EPM

6.67

7.29

6.67

CHEC

24.61

27.88

16.19

ESSA

16.80

15.13

12.80

CENS

10.53

8.96

7.65

EDEQ

5.73

6.54

5.88

Delsur

7.96

9.16

7.26

Eegsa

2.70

2.70

2.85

ENSA

7.42

6.47

5.65

23

Source: Energy Transmission and Distribution Vice Presidency

* Saifi is the number of times that an average customer-user of the system suffers
an electrical power service interruption in the evaluated period.

Gas service continuity - EPM
Concept

2018

2019

2020

Pressure Index in Individual
Lines (IPLI)

100.00%

100.00%

100.00%

Odorization Index (IO)

100.00%

100.00%

100.00%

0.00

0.00

0.00

Equivalent Duration of Service
Interruption (DES)
Source: Gas Vice Presidency

* Equivalent Duration of Service Interruption (DES) is expressed in hours.
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GRI standards Contents and own indicators
EU28

Average frequency of blackouts.

EU29

Average duration of blackouts.

Scope and coverage
Companies
Empresas Públicas de Medellín - EPM
Aguas Regionales EPM

Geography
Colombia – Antioquia
Colombia – Caldas
Colombia – Quindío

Empresa de Aguas del Oriente Antioqueño

Colombia – Risaralda

Aguas de Malambo

Colombia – Santander

Empresas Varias de Medellín - Emvarias

Colombia - Norte de Santander
Chile

Electrificadora de Santander - ESSA

El Salvador

Empresa de Energía del Quindío - EDEQ
Centrales Eléctricas del Norte de Santander - CENS

24

Colombia - Malambo, Atlántico

Central Hidroeléctrica de Caldas - CHEC

Guatemala
México
Panamá

Distribuidora de Electricidad del Sur - Delsur
Empresa Eléctrica de Guatemala - Eegsa
Tecnología Intercontinental -Ticsa
Elektra Noreste - ENSA
Aguas de Antofagasta - Adasa

Businesses
Water
Sanitation
Electricity
Gas

Back to content
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Education and communication to clients and users
The relationship with clients and the community is managed from educational communication
at levels of awareness, information and training on basic aspects of the provision of home
public services. For its part, communication due to scheduled interruptions is aimed at
minimizing inconvenience, while commercial communication seeks to position the Grupo EPM
brand, its services and the different offers associated with affordability and access, improve the
user-company relationship and strengthen the ties of trust.

Performance in 2020

2020 was a challenging year in the relationship with customers, new
communication strategies, more presence in mass media and new uses
in platforms and digital channels were the allies to maintain interaction with
customers and users and the most effective way to provide solutions to their
needs, avoiding travel to offices in order to promote self-care at home during
the time of the pandemic.
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EPM held 250 virtual talks with leaders, clients and users, 190 radio programs in the city,
12 Facebook Lives and participated in 26 television programs whose contents are familyoriented. It carried out more than 460 meetings and trainings for leaders and communities
and more than 17,000 home visits, in order to raise awareness in the efficient use of public
services; more than 80,000 users benefited from this strategy. In addition, he participated in
26 municipal councils.
Direct contact was achieved with more than 214,000 people where they had the opportunity
to teach them the decrees issued by the National Government in the matter of home public
services and the application of these in EPM, the strategies to mitigate the impacts generated
by the COVID-19 pandemic, the efficient use of services and the interpretation of the invoice,
among other topics of interest to the community.
Among the regions that benefited from education programs in 2020 are: municipalities of the
Metropolitan Area of Valle de Aburrá, Apartadó, Urabá, Necoclí, Turbo, Carepa, Chigorodó,
Caucasia, Nechí, Valdivia, Cáceres, Yolombó, Santa Bárbara, Yondó, Sonsón, among other
regions.
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Aguas Regionales created the Leaders Network in order to continue cultivating relationships
with stakeholders through the development of a work plan with educational and informational
topics aimed at building a civic culture and empowering leaders. The implementation of
virtual programs such as: Más Agua Más Vida, retos en Familia, Líderes en Línea and
the podcast Súmate al Parche, which allowed us to continue educating our users and
the community in general about household public services, reinforcing the importance of
responsible use of water, timely payment and knowledge of the utility bill.
EPM was focused on strengthening digital channels in order to streamline the needs of
customers and users by making use of these channels from the comfort and safety of their
homes. Digital transactions showed a growth of 531% compared to the previous year, thanks
to the improvements and development of digital solutions.
55 new transactions or interactions were made available to customers on different
digital channels, such as a website, Chat Bot virtual advisor, mobile application and selfmanagement modules. Among the new transactions or interactions are: abona a tu factura,
water requests, Somos balance inquiry, enrollment in pay to your measure and energy
connection feasibility analysis.
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Scope and coverage
Companies

Businesses

Empresas Públicas de Medellín - EPM

Water

Aguas Regionales EPM

Sanitation

Empresa de Aguas del Oriente Antioqueño

Electricity
Gas

Geography
Colombia - Antioquia
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Loss management
Loss reduction and control programs in the aqueduct service are aimed at reducing the
waste of water resources through the control and prevention of leaks, commercial actions
and social interventions to promote responsible use by customers, users and the community
in general.
In energy and gas services, the programs integrate education, value offers of access and
affordability, and technologies to minimize the vulnerability of the infrastructure to fraudulent
actions.

Performance in 2020

The indicators of losses of the aqueduct, energy and gas services were affected
in the year, due to the economic, social and health emergency situation
generated by the COVID-19 pandemic.
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Grupo EPM monitors and manages water losses through the project for the comprehensive
management of Unaccounted for Water (ANC), with activities aimed at reducing and
controlling technical and commercial losses, through pressure control, modernization and
replacement of networks and connections, systematic search for leaks, normalization of
fraud, improvement of micro measurement and customer loyalty. In Aguas de Oriente, the
execution of 3 construction and investment projects to improve and optimize the aqueduct
and sewerage systems stands out.
EPM developed strategies aimed at controlling water losses from the system, with actions
aimed at detecting and repairing leaks in networks, fraud control and renewal of micro
metering, which, together with the Prepaid Water and Conexiones por la Vida programs,
allowed to obtain good results despite the difficulties and operational restrictions generated
by COVID-19.
EPM exceeds the efficiency standard defined by the CRA in 6.0 m3 / user / month.
Aguas de Malambo controlled the loss indicator in the sectors with the greatest irregularity
problems. In addition, it held workshops with the municipal mayor’s office, the Government
of Atlántico and community leaders, regarding the problems presented by the sectors of
difficult access and management in the municipality of Malambo.
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In energy companies in Colombia, there was an increasing trend in the Loss Rate of the
Regulated Network Operator (IPORR), due to the regulatory changes derived from the entry
into force since January 2020 of CREG Resolution 015 of 2018 and 036 of 2019, for Network
Operators (OR) this trend will be maintained for an additional year due to the indicator
calculation methodology.
During 2020, there was a deterioration in the Commercial Loss Rate due to the economic
situation of the country and the world due to the COVID-19 pandemic, which generated an
increase in illegal connections and in the fraud of fluids.
The gas service loss indicator closed the year at 4.6%, three tenths above the goal, mainly
due to an increase in losses in the distribution systems of the municipalities of Barbosa
and Guarne. This increase in turn is attributed to the probable increase in fraud in the nonresidential sector, due to economic difficulties derived from the pandemic and possible
errors in billing.
Unaccounted for water index (ANC) - (%)
Companies

2018

2019

2020

EPM

30.51%

30.58%

31.05%

Aguas del Oriente

21.70%

20.30%

19.90%

Aguas Regionales

46.06%

43.79%

42.16%

EP Rio

16.90%

19.86%

N.A.

Aguas de Malambo

55.44%

58.32%

57.06%

Adasa

26.42%

24.64%

28.08%
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Source: Water and Sanitation Vice Presidency

Loss rate per billed water supply user (IPUF) - (m3)
Companies

2018

2019

2020

EPM

6.05

6.05

5.92

Aguas del Oriente

2.87

2.61

2.60

Aguas Regionales

10.89

9.95

9.19

EP Rio

2.58

2.95

N.A.

Aguas de Malambo

17.22

17.98

20.49

6.79

6.79

7.23

Adasa

Source: Water and Sanitation Vice Presidency
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Loss rate of the regulated network operator (IPORR) - (%)
Companies

2018

2019

2020

EPM

7.22%

7.57%

8.65%

CHEC

8.71%

7.35%

8.30%

ESSA

11.65%

11.84%

12.41%

CENS

12.83%

11.86%

12.81%

EDEQ

8.03%

7.77%

8.57%

Delsur

8.86%

9.14%

9.61%

Eegsa

6.40%

4.48%

4.44%

ENSA

11.37%

11.47%

12.65%

Source: Energy Transmission and Distribution Vice Presidency

Commercial loss rate of regulated market (IPERC) - (%)
Companies

2018

2019

2020

EPM

11.93%

12.12%

12.41%

CHEC

13.30%

11.27%

12.76%

ESSA

14.79%

14.91%

16.11%

CENS

16.55%

15.12%

15.94%

EDEQ

10.86%

10.16%

10.75%

Delsur

8.88%

8.90%

9.69%

Eegsa

5.62%

5.59%

5.56%

ENSA

11.37%

11.47%

12.65%
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Source: Energy Transmission and Distribution Vice Presidency

National Transmission System Loss Rate (IPRSTN) - (%)
Companies

2018

EPM

2019

1.47%

1.31%

2020
1.37%

Source: Energy Transmission and Distribution Vice Presidency

Natural gas loss indicator - (%)
Companies
EPM

2018
4.70%

2019
4.30%

2020
4.60%

Source: Gas Vice Presidency

Back to content

02

Sustainable
management

GRI standards Contents and own indicators
EPM-03

Loss rate

Scope and coverage
Companies

Geography

Empresas Públicas de Medellín - EPM

Colombia – Antioquia

Aguas Regionales EPM
Empresa de Aguas del Oriente Antioqueño
Aguas de Malambo

Colombia – Caldas
Colombia – Quindío
Colombia – Risaralda
Colombia – Santander
Colombia - Norte de Santander

Central Hidroeléctrica de Caldas - CHEC

Colombia - Malambo, Atlántico

Electrificadora de Santander - ESSA

Chile

Empresa de Energía del Quindío - EDEQ

Guatemala

Centrales Eléctricas del Norte de Santander - CENS

México

Distribuidora de Electricidad del Sur - Delsur

Panamá

Empresa Eléctrica de Guatemala - Eegsa

Businesses

Tecnología Intercontinental -Ticsa

Water

Elektra Noreste - ENSA

Sanitation

Aguas de Antofagasta - Adasa
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El Salvador

Electricity
Gas
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Customer satisfaction
In Colombia, the Grupo EPM evaluates the status of the relationship with customers in terms
of complaints and based on these results, the management of EPM’s business units and the
Group’s subsidiaries is monitored, seeking to improve the management of each one and the
satisfaction of customers and users.

Performance in 2020

The energy and water subsidiaries in Colombia, except Aguas de Oriente, showed
improvement in the indicator, reducing the number of attributable complaints.
EPM’s complaints indicator showed improvement in relation to the previous year,
going from 4.1 to 3.09 complaints for every 10,000 installations.
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In 2020, the complaints indicator presented positive results for the Colombian companies of
the Grupo EPM.
Aguas Regionales went from 1.2 complaints in 2019 to 0.80 in 2020; Although the Aguas
de Malambo subsidiary is the one with the highest indicator, it improved 3.23 points from
32.33 complaints to 29.1 in 2020, the behavior of this subsidiary’s complaints was very stable
until May, but as a result of the application of the relief measures decreed by the National
Government to reconnect the delinquent services, the operational capacity of the contracts
that carry out work in the field was exceeded, generating non-compliance in the requests for
damage arrangements. The Aguas del Oriente subsidiary ended the year with 9 complaints,
representing a slight increase in the indicator from 0.6 to 1.3. These complaints were
generated by the temporary suspension of the aqueduct service due to the replacement
works of the aqueduct and sewerage networks carried out in the municipality of El Retiro in
Antioquia.
Emvarias, the Medellín waste collection and management company, also presented an
improvement in the complaints indicator, going from 1.91 to 1.32. The subsidiary redesigned
collection routes due to the mobility restrictions generated in the first quarter and later those
generated by the COVID-19 pandemic, in the same way it guaranteed a timely service during
the year despite the increase in complaints mostly associated with hospital waste.
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All the energy subsidiaries in Colombia presented a decrease in complaints, meeting the
goals in a satisfactory manner. CHEC ended the year with a result of 0.7 complaints, EDEQ
0.35, CENS 0.57 and ESSA 0.61.

Complaints indicator - Companies in Colombia
Companies

2018

2019

2020

EPM

5.62

4.10

3.09

Aguas del Oriente

3.92

0.60

1.30

Aguas Regionales

1.61

1.2

0.80

35.45

32.33

29.10

Emvarias

2.55

1.91

1.32

CHEC

1.06

1.01

0.70

ESSA

1.03

0.76

0.61

CENS

1.53

1.60

0.57

EDEQ

0.46

0.44

0.35

Aguas de Malambo

Source: Commercial Vice Presidency
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* The indicator is expressed as the number of complaints per ten thousand clients
or facilities.
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GRI standards Contents and own indicators
EPM-05

Complaints

Scope and coverage
Companies

Geography

Empresas Públicas de Medellín - EPM

Colombia – Antioquia

Aguas Regionales EPM
Empresa de Aguas del Oriente Antioqueño
Aguas de Malambo
Empresas Varias de Medellín - Emvarias
Central Hidroeléctrica de Caldas - CHEC
Electrificadora de Santander - ESSA
Empresa de Energía del Quindío - EDEQ
Centrales Eléctricas del Norte de Santander - CENS

Colombia – Caldas
Colombia – Quindío
Colombia – Risaralda
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Colombia – Santander
Colombia - Norte de Santander
Colombia - Malambo, Atlántico

Businesses
Water
Sanitation
Electricity
Gas
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Safety in the provision of the service
To increase the efficiency levels of the entire Organization, the strategic focus is: optimization
of operations, which applies operational safety and quality standards for the delivery of
services to customers and users. Risk prevention, mitigation and control plans are developed,
as well as the application of methods and technology with quality standards and educational
actions that guarantee the adoption of good practices to take care of the infrastructure and
safety of employees, customers and the community.

Performance in 2020

In the Grupo EPM the number of accidents associated with the provision of the
service was reduced by 29% and 61% fewer appeals filed by clients.

The optimization of operations constitutes one of the Grupo EPM’s greatest commitments,
insofar as efficient operations are essential to ensure the optimal and quality provision of
home public services.
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Grupo EPM ensured access to home public services for all its customers and users,
maintaining standards, reliability, quality and continuity of services, and complying with the
biosafety protocols that had to be implemented as a result of the COVID-19 pandemic.
In the Grupo EPM there were 63 people burned by electrical accidents, 28 deaths from
accidents and 21 people injured for other reasons, for a total of 112 people injured, 29% less
than the previous year.
Most of the people burned by electrical accidents are concentrated in Eegsa with 26, CHEC
with 13 and EPM with 10 people burned by electrical accidents.
Of the 28 deaths due to accidents, the ESSA subsidiary registered eight deaths, followed
by Eegsa with five, the other deaths were registered in EPM, CENS, EDEQ, CHEC, Emvarias,
Delsur and ENSA.
As a result of the emergency situation generated by COVID-19, there was an increase in fraud
and improper manipulation of meters and infrastructure, which generated risks, accidents
and deaths. Simultaneously, given the situation of staying at home and the increase in the
use of digital platforms and channels, the Grupo EPM was able to reach more people with
campaigns and educational actions through virtual talks, Facebook Live, broadcast in mass
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media such as radio and television, to sensitize customers and users about the responsible,
efficient and safe use of Public Services and the infrastructure necessary to provide them.
The Operational Safety program, which involves employees and contractors, continues to
be implemented with a focus on closing gaps with reference to good practices, under the
scheme of fundamental pillars such as Policies and Objectives, Risk Management, Promotion
and Culture, Assurance and Control and Human Factors.
The culture of self-care continued to be strengthened, using personal protection elements
and developing a management and safety system at work. In conjunction with EPM’s
Occupational Risks Unit and the agencies in charge of the issue in each of the energy
subsidiaries in Colombia and abroad, they have been working on the unification of criteria,
technical specifications of equipment, formats and measurement criteria.
Progress was also made in the standardization of procedures, exchange of knowledge and
best practices, and establishment of goals for the Group’s companies, in order to continue
the path towards zero accidents, mitigating risks to employees and contractors.
Regarding incidents or claims for damage to property or equipment, there was a 3%
decrease compared to the previous year, for a total of 4,983 received in the year.
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2,431 lawsuits or claims for loss of economic activity were received, of these 367 were settled
in favor of the Company and 345 in favor of the claimant.
There was a 61% decrease compared to the previous year, in appeals filed by clients related
to the provision of services, for a total of 6,201. Of that figure, 5,329 are concentrated in the
subsidiaries ESSA and CENS.

Accidents in the service provision - (Quantity or number)
Concept

2018

2019

2020

People burned by electrical
accidents

34

64

63

Deaths by Accident

34

29

28

People injured by other
concepts

84

65

21

152

158

112

Total people injured

Source: Executive Vice Presidency of Business Management
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Incidents, claims and demands due to service provision
(Quantity or number)
Concept

2018

Received in the year
Incidents or claims for
damages or injuries to
people

Settled in the
year

Settled in the
year

47

66

47

22

23

7

4

6

5,818

5,162

4,983

In favor
of the
company

2,974

3,235

2,806

In favor of
the claimant

1,575

1,731

1,552

0

25

18

In favor
of the
company

0

10

5

In favor of
the claimant

9

3

7

0

0

2,431

In favor
of the
company

0

0

367

In favor of
the claimant

0

0

345

12,996

15,762

6,201

0

0

0

82

140

147

2,710

16,878

21,989

In favor
of the
company
In favor of
the claimant

Received in the year
Incidents due to deaths

Settled in the
year

Received in the year
Lawsuits or claims for loss
of economic activity

Settled in the
year

Appeals filed by clients related to the provision of the
service
Incidents due to non-compliance with advertising and
commercial communication regulations
Fines for regulatory
breaches

2020

109

Received in the year
Incidents or claims for
damage to property or
equipment

2019

Quantity
Amount in million COP
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Source: General Secretariat, Executive Vice Presidency of Business Management and
Business and Investment Management Directorate.
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GRI standards Contents and own indicators
417-3

Cases of non-compliance related to marketing communications.

419-1

Non-compliance with laws and regulations in the social and economic fields.

EU25

Number of injuries and deaths involving company assets, including legal
judgments, settlements, and pending legal cases of illness.

Scope and coverage
Companies

Geography

Empresas Públicas de Medellín - EPM

Colombia – Antioquia

Aguas Regionales EPM
Empresa de Aguas del Oriente Antioqueño

Colombia – Caldas
Colombia – Quindío
Colombia – Santander

Aguas de Malambo

Colombia - Norte de Santander

Empresas Varias de Medellín - Emvarias

Colombia - Malambo, Atlántico

Central Hidroeléctrica de Caldas - CHEC
Electrificadora de Santander - ESSA

Chile
El Salvador
Guatemala

Empresa de Energía del Quindío - EDEQ

México

Centrales Eléctricas del Norte de Santander - CENS

Panamá

Distribuidora de Electricidad del Sur - Delsur
Empresa Eléctrica de Guatemala - Eegsa
Tecnología Intercontinental -Ticsa
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Businesses
Water
Sanitation

Elektra Noreste - ENSA

Electricity

Aguas de Antofagasta - Adasa

Gas
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Customer service
The purpose of Grupo EPM is to deliver a value proposition of PUBLIC services and a portfolio of
solutions with a comprehensive focus on the customer-user, with parameters of opportunity,
quality, coverage, innovation and continuity of the service, in order to leverage development
social with equity, quality of life, competitiveness and sustainability.

Performance in 2020

2020 was a challenging year in customer service due to the situation generated
by COVID-19. Virtuality and digital channels were allies to maintain closeness and
interaction with customers and users, while being efficient mechanisms to provide
solutions to their needs and promote self-care at home during the time of the
pandemic.
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EPM managed a total of 7,954,792 transactions, of these 17%, that is, 1,341,780 correspond
to digital transactions. These presented a growth of 531% compared to 2019.
Due to the emergency situation generated by the COVID-19 pandemic, for almost two
months the customer service offices remained closed to the public and from May the
gradual reopening began, which promoted the use of digital channels.
EPM made improvements and developments of digital solutions, among which 55 new
transactions or interactions were made available in different digital channels, such as a
website, Ema virtual advisor, mobile application and self-management modules. Among
the new transactions or interactions are: abona a tu factura, water requests, Somos
balance inquiry, enrollment in pay to your measure and energy connection feasibility
analysis.
Of the digital channels available to customers and users, the virtual advisor Ema had a
58% share of use, followed by the website with 32% and lastly online chat with 9%.
The customer service line presented an increase of 16% in calls received compared to
2019.
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“Somos” benefits and relations program of the Grupo EPM, started more than six years ago
at EPM, and in 2020 the Colombia level program was launched in the CHEC, EDEQ and
ESSA subsidiaries. The Somos service portfolio offers customers the possibility of enjoying
experiences through different activities and discounts in commercial establishments
through the ViveSomos program and the financing of products and services that are
related to the consumption of public services with CrediSomos.
In 2020, more than 960,000 clients were benefited through ViveSomos and around 28,000
clients were enrolled to CrediSomos, improving the quality of life of more than 270,000
families, where 88% belong to SEC 1, 2 and 3.
During 2020 there were no claims for violations of customer privacy and loss of customer
data.
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GRI standards Contents and own indicators
418-1

Substantiated complaints regarding violations of customer privacy and loss of
customer data.

EPM-04

Customer service channels.

Scope and coverage
Companies

Businesses

Empresas Públicas de Medellín - EPM

Water

Central Hidroeléctrica de Caldas - CHEC

Sanitation

Electrificadora de Santander - ESSA
Empresa de Energía del Quindío - EDEQ

Electricity
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Gas

Geography
Colombia – Antioquia
Colombia – Caldas
Colombia – Quindío
Colombia – Santander

Back to content

www.sostenibilidadgrupoepm.com.co/en

