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       FINANCIAL

Highlights
Operations 2020 2019 % Var. 2018 2017

Number of Liverpool stores 122 123 -0.8% 136 131

Number of Suburbia stores 165 157 5.1% 131 124

Number of Galerías       
shopping centers

28 28 0.0% 27 27

Credit customers¹ 5,692,357 5,570,058 2.2% 5,055,293 4,703,986

Results

Total revenue 115,472,547 144,233,507 -19.9% 135,534,751 122,168,279

Revenue from retail 100,939,628 127,322,604 -20.7% 120,276,234 108,583,138

Revenue from credit 11,953,744 13,357,448 -10.5% 11,786,071 10,480,928

Revenue from real estate 2,579,175 3,553,455 -27.4% 3,472,446 3,104,213

Operating profit² 3,812,100 19,171,201 -80.1% 16,925,369 15,231,684

Net profit² 750,115 12,383,120 -93.9% 11,704,347 9,885,690

EBITDA² 9,006,327 23,876,638 -62.3% 20,236,643 18,350,475

EBITDA margin² 7.8% 16.6% -8.75 bps 14.9% 15.0%

Profit per share² 0.56 9.23 -93.9% 8.72 7.37

1  Includes Suburbia cards.

2 Considers IFRS 9 and 16 since 2019.

Figures in thousands of Mexican pesos, except EBITDA margin and Profit per share.
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9,006*
millions of Mexican 

pesos, EBITDA

13,077
active suppliers

115,473
millions of Mexican 
pesos, total revenue

750*
millions of Mexican 

pesos, net profit

72,549 
employees

60%
women

34%
of our energy 

consumption is 
renewable

36%
of packaging in our commercial business 

incorporates circular economy criteria

* Includes IFRS 9 and 16 effects.
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Resilience   AT EL PUERTO DE LIVERPOOL

The health of our associates, 
customers and suppliers has been 

our top priority. All of our retail 
locations were shut down on 

March 31st.
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Year 2020 gave El Puerto de Liverpool the 

opportunity to prove it has the people, the 

infrastructure and the financial strength 

required to navigate through unexpect-

ed situations while continuing to serve its 

customers.

The COVID-19 crisis resulted in the shut-

down of our retail locations, fully at first, 

followed by a variety of operating restric-

tions and measures.

Since the Mexican government declared 

a public health emergency on March 30th, 

2020, our associates', customers' and sup-

pliers' health became our top priority. On 

March 31st we shut down all of our retail 

locations until mid May. We immediately 

set in motion our business continuity plan, 

under which our administrative associates 

began working remotely, and succeeded 

in continuing their activities without major 

interruption.

As an Omnichannel company, our digital 

and logistical infrastructure enabled us to 

continue serving customers through home 

delivery, which grew to account for 100% 

of our sales. A growing number of custom-

ers began using our digital platform both 

REPORT OF THE BOARD 
OF DIRECTORS TO THE 
SHAREHOLDERS’ MEETING
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for shopping and for managing and paying 

their credit card accounts. A growth in 

online sales, more users and more visits to 

our website, as well as higher conversion 

rates, was the reflection of such situation. 

With the reopening of our department 

stores, under a number of restrictions, Click 

& Collect became increasingly popular.

Preserving the Group’s financial strength 

became paramount, particularly, preserv-

ing our cash flow. Inventory optimization 

efforts were activated almost immediately. 

Operating expenses were trimmed through 

various initiatives, and we kept up invest-

ment only in projects already underway. 

The two Liverpool stores planned to open 

during the year were postponed until more 

visibility on cash flow and the course of 

the pandemic are determined. We kept our 

credit portfolio healthy by offering solu-

With the reopening of our 
department stores, under a number 

of restrictions, Click & Collect 
became increasingly popular.

tions to customers while applying strict cri-

teria for granting new credits. We fully paid 

all of our debt maturities during the year.

Regarding Environmental, Social and 

Governance (ESG) elements, this year we 

updated our materiality study resulting in 

a rethinking of the topics most relevant 

to the Company and our different stake-

holders—customers, employees, suppliers, 

investors, authorities and media. Such 

exercise was the starting point for a sus-

tainability strategy entitled “El Puerto de 

Liverpool’s Footprint,” integrated by six 

focal priorities.

We would like to extend our thanks to 

Ricardo Guajardo, Esteban Malpica and 

Jorge Salgado for their years of dedication 

as members of our Board, and welcome An-

drea Hernández, José Cohen and Alejandro 

Ramírez, who joined our Board this year.



- 6 -

We engaged a renowned medical 
team who helped us to understand 

COVID-19 and its implications, 
identifying the basic care measures 

and the 47 protocols we should follow.
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        THE CORNERSTONE:

Our people
El Puerto de Liverpool is deeply convinced 

that employees are the heart of our busi-

ness, and we had a chance to prove it 

during the pandemic, through actions to 

protect their health and well-being. Being 

2020 an unprecedented year, we did what 

was necessary as a company to be there 

for our people, caring for them and offer-

ing a comprehensive quality of life plan 

that enabled them to stay on track despite 

the uncertainty.

We began the process by engaging the 

support of a renowned medical team who 

helped us to understand COVID-19 and 

its implications, identifying the basic care 

measures and the 47 protocols we should 

follow. We created the “Safe Space” concept 

(“Safe Store” at Suburbia) which involved 

measures for promptly detecting whether 

an employee or customer had symptoms, 

to isolate them and follow up as necessary 

to avoid further spread of the virus. We 

identified personnel with special vulnerabil-

ities and assigned them, in most cases, to 

remote responsibilities so they could con-

tinue contributing to the business produc-

tively while protecting their health.
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At the same time, we introduced a series of 

measures to support our employees, which 

included:

	During the months our stores were 

closed, we extended special emergency 

support funds totaling 124 million pesos 

and benefiting 31,047 people.

	We welcomed 10,000 new employees to 

the Hospital Support program, a plan that 

offers economic aid for hospitalization 

to those who do not have Major Medical 

Insurance. 

Our interest in being there for our employ-

ees is part of everything we do. A Quality of 

Life program offering emotional, social and, 

medical counseling and care was imple-

mented, including initiatives such as:

 Preparedness talks on COVID-19, mourn-

ing, and respiratory illness for more than 

5,000 employees. The appointment of 

Wellness Ambassadors and Contagion 

Control Supervisors were implemented. 

 Weekly activities that benefited more than 

36,000 employees, including 36 wellness 

talks, 30 sports classes and a virtual race 

to benefit charitable causes.

 Psychological helpline open 24/7, to fol-

low up on cases from 650 employees.

 Flu Vaccine Campaign, in partnership 

with Social Security, on which we applied 

13,000 vaccines, 58% more than the year 

before.

Taking advantage of our operating closure, 

and to face organizational and personal 

challenges relating to the pandemic, we 

stepped up our digital training efforts for 

employees on topics like leadership, digital 

transformation and change management. 

We also retrained employees in remote 

customer service and sales, as well as credit 

advisors and digital experience experts. We 

provided more than 30,000 hours of virtual 

and online training.

Aiming to stay close to employees, we 

launched communications and media cam-

paigns to reinforce the “Safe Space” strategy 

as well as to create bonds between exec-

utives and employees, through two major 

campaigns: “United through the distance,” 

and “Caring for you, caring for all of us,” 

through which we distributed important 

information, educated and raised awareness 

about the importance of self-care protocols. 

We also launched a ChatBot, a new commu-
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nication channel that provides a rapid, timely 

and official response to employees’ ques-

tions, representing another big step toward 

solving recurring subjects.

Employees were active in continuous im-

provement initiatives to keep up with the 

Group's evolution. Developing a QR code 

for workplace access, renewal of the Click 

& Collect curbside pickup system, and 

improvements in last-mile home delivery 

by sales associates are examples of the 

aforementioned.

Our employees are our most important 

asset, that's why in 2020 our actions were 

a token of our commitment toward them, 

their well-being and their development.
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Sustainability:
EL PUERTO DE 

LIVERPOOL’S FOOTPRINT
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Through a materiality analysis, we priori-

tized our Environmental, Social and Gov-

ernance (ESG) issues and rebalanced the 

most relevant aspects for the Company and 

its stakeholders. We also launched a new 

sustainability strategy called “El Puerto de 

Liverpool’s Footprint", focalizing six prior-

ities. Each of these will be managed by a 

multi-disciplinary Work Desk, adding to our 

mission of customer service. The Sustain-

ability Desk, led by our Chief Executive 

Officer, will oversee this effort.

In a complex year, we continued a variety of 

sustainability actions in social, environmental 

and governance issues, as a strategic aspect 

for the Company.

Social footprint
In addition to the priority efforts outlined 

above, for the purpose of protecting em-

ployee and customer health at all times, 

we worked to reduce the socioeconomic 

impact of the pandemic on Mexican society. 

We supported vulnerable communities by 

donating food, computer equipment and 

other products for those who needed the 

most, through various charitable organi-

zations, including those that work with the 

elderly and frontline healthcare workers, a 

support of $1.2 million pesos was provided.

In a complex year, we continued 
a variety of sustainability actions 

in social, environmental and 
governance issues, as a strategic 

aspect for the Company.
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We continue to 
promote a culture 

of diversity and 
inclusion, both 
in hiring and in 
opportunities 

for professional 
advancement. In 
2020, 60% of our 

overall workforce and 
42% of middle and 

senior management 
were women.

Liverpool Virtual University (UVL), a 20-year-

old program offering employees the op-

portunity to learn skills that strengthen their 

employability, went 100% online during the 

pandemic. This change was also inspired by 

the Company’s ongoing quest to promote 

education in Mexico, allowing us to spread 

the University's offering to the general public 

for the first time, thus recording encouraging 

response.

We remain deeply committed to training and 

development of human capital, particularly 

through our Leadership and Customer Ex-

perience programs. With these we reinforce 

team management and internal communica-

tions, while promoting a healthy working en-

vironment that improves our ability to meet 

rapidly-changing customer expectations.
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We continue to promote a culture of di-

versity and inclusion, both in hiring and in 

opportunities for professional advancement. 

In 2020, 60% of our overall workforce and 

42% of middle and senior management 

were women.

Employee turnover closed 2020 at 19%, a 

considerable improvement over the previ-

ous year, reflecting the extent of employee 

loyalty toward the Company as well as El 

Puerto de Liverpool’s commitment to pre-

serving jobs during the pandemic.

Environmental footprint
We work to combat climate change 

through two types of effort: reducing ener-

gy consumption through efficiency ini-

tiatives, such as replacing lighting fixtures 

with LED technology, and procuring our 

energy needs from sustainable sources, 

both through solar panels and through 

clean energy suppliers.

Governance footprint
With the accelerated growth in online sales, 

protecting our customers’ data security and 

privacy has become increasingly import-

ant. We have created a Security Operation 

Center (SOC) for actively monitoring and 

responding to possible cyber-threats. Also, 

for the second year in a row, we obtained 

the International Security Certification PCI-

DSS for the use of external payment cards.

Through our “Responsible Sourcing” pro-

gram, focused on suppliers of Suburbia 

store private label merchandise, strategic 

suppliers to Liverpool, and some of the 

proprietary brands, we reiterate our com-

mitment to inculcate our values across the 

entire block chain, thus leaving a positive 

mark on society. We audit such suppliers 

to confirm their level of compliance with 

the principles of the Ethical Trade Initia-

tive, which incorporates labor aspects 

such as working conditions or child labor 

prevention. We encourage them to ad-

dress and correct any findings resulting 

from this process, as we develop an exit 

plan in case the risk associated with the 

finding is deemed very high or critical, 

should the supplier fail to comply. 

This was a year of documented progress in 

terms of compliance and integrity, high-

lighting the publication of our Code of Con-

duct, a document that guides the conduct 

of all of us at El Puerto de Liverpool toward 

our internal and external stakeholders. We 

also integrated a compliance office,  both 

actions resulting in an improvement from 

number 374 to number 26 in the ranking of 

the “500 Companies Against Corruption”.
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157%
increase in digital sales.
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Omnichannel
    CONSOLIDATION

The events of 2020 confirmed the Group’s 

Omnichannel essence. The contribution 

and support that our department stores 

and other store fronts received from El 

Puerto de Liverpool’s Digital arm was cru-

cial to the growth in the preference and 

number of customers.

At the start of the pandemic, digital channels 

increased their sales by 5.1 times, the number 

of new digital clients grew by almost seven 

times, and visits to liverpool.com.mx were 2.3 

times higher than the previous year. During 

the weeks when we were fully closed, 100% 

of our sales took place on the digital platform 

and, once our stores reopened, the support 

continued due to restrictions on our opera-

tions. Our vision for this business for the next 

five years was achieved in a matter of days.

The annual result was higher than what 

we expected. Digital sales grew 157%, the 

number of sessions doubled, and the num-

ber of active Liverpool Pocket users nearly 

tripled. Digital sales accounted for 29% of 

Liverpool’s businesses in 2020. For Subur-

bia, the digital channel grew by five times 

year-over-year, now including Big Ticket 

merchandise.
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Marketplace, available on digital platforms 

and the seller's app, continues to develop, 

recording sales growth of more than seven 

times over the previous year.

Anticipating our customer's needs by 

knowing them better as we provide per-

sonalized information for them, is enabled 

through the “Customer Experience and 

Analysis” initiative.

Important initiatives have been launched 

focused on customer experience and service: 

eWallet, Express Checkout, search engine im-

provements, the addition of Big Ticket items 

at Suburbia, the launch of gap.com.mx and 

size recommendations. The Digital Marketing 

team was restructured, resulting in shorter 

implementation times.

Our Contact Center handled more than 

11.7 million interactions during the year, an 

85% increase over 2019. Much of this traffic 

was channeled through social media like 

WhatsApp, making us a global success story.

Our logistics area faced significant 
challenges, when 100% of our 

sales were converted into home 
delivery for several weeks while 
both stores and Click & Collect 

modules were closed.

Delivery volume swelled 400% during the 

most critical months, and during the year as 

a whole, it increased 2.5 times. At the same 

time, the logistics workforce was reduced 

due to COVID-19 issues. New delivery 

methods were introduced to complement 

our internal capacity through outsourcing. 

Despite these challenges, 91% of orders 

were delivered on or before the promised 

date. Click & Collect accounted for 20% of 

deliveries during the year.
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OPERATING IN 
UNCHARTED TERRITORY

OUR

Locations
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We provided our customers 
with a safe in-store shopping 

experience, abiding by the 
traffic limitations imposed by 
the public health authorities.

Liverpool remains the leader of the De-

partment Store market in Mexico, by 

developing new concepts and continual-

ly strengthening Omnichannel offerings. 

Since the pandemic began, we have seen 

an increase in the proportion of Hardline 

sales, particularly appliances, computers, 

TV & Video equipment and furniture.

Additionally, our department stores had to 

deal with ongoing restriction of store hours 

and traffic, culminating in a new round of 

store shutdowns in Mexico City, State of 

Mexico and Puebla, among others, starting 

December 18th.

Our main promotional events were ex-

tended to allow customers a safe in-store 

shopping experience, abiding by the traffic 

limitations imposed by the public health 

authorities.

This successful commercial strategy, 

alongside the outstanding performance of 

the digital channel enabled us not just to 

temper the negative impact of the pan-

demic on our sales, but also to keep our 

inventories at healthy levels, with an 8% 

reduction from 2019.
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Although our capital expenditures were 

sharply curtailed last year, we continued to 

work on our expansion plan, though at a 

slower pace, focused on strategic projects 

toward opening two new stores in Guada-

lajara and Tijuana in 2021, and in building 

our new Arco Norte Logistical Platform 

(called PLAN), one of Latin America’s 

largest logistics centers, the first phase of 

which will start up in 2022.

We continue to promote our operating 

sustainability through the Comprehensive 

Environmental Management System, which 

includes energy efficiency projects, water 

footprint mitigation and the proper handling 

of waste from all our stores.

Suburbia faced a daunting challenge in 

new consumer habits, specifically a shift in 

customer preferences toward housewares 

and electronics, while clothing—Suburbia’s 

strong point—trended toward comfort and 

convenience. This division also depends 

heavily on sales in the Mexico City metro-

We continued to work 
on our expansion plan, 

focused on opening 
two new stores in 
Guadalajara and 

Tijuana in 2021, and 
in building our new 

Arco Norte Logistical 
Platform (PLAN), one 

of Latin America’s 
largest logistics 

centers.

Arco Norte Logistical Platform (PLAN)
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politan area. The Suburbia website, though 

it saw interesting growth last year, is still in 

its early stages. We launched the “Best Fit in 

History” program, which was enthusiastically 

accepted by our shoppers. The “Outfit your 

Home” promotion featured an attractive 

range of new items, which boosted sales of 

general merchandise. And in support of the 

Group’s financial plan, the number of new 

store openings was trimmed to nine.

Our Galerías Shopping Centers, like the rest 

of our business units, faced difficult times in 

2020. From the start of the pandemic, the 

priority has been protecting our employees 

and visitors. Sanitary measures and official 

restrictions obligated us to adjust our op-

erations to help our various tenants. While 

some businesses were forced to close com-

pletely, others considered essential were 

allowed to continue operating, along with 

others like food takeout. The occupancy 

rate ended the year at 93.5%. We have been 

negotiating with a number of tenants on 

rent payments.

Liverpool credit cards felt the same pres-

sure as the rest of the Group. In an effort to 

support our customers, we offered deferred 

payment plans. All payments and paperwork 

had to be done via digital channels  to keep 

up with collections. Because one of our 

priorities was to prevent an erosion of loan 

delinquency rates in our portfolio, we reined 

in new credit accounts as well as credit line 

increases. Even so, the number of credit cards 

topped 5.6 million, and these were the pre-

ferred means of payment in Liverpool Stores, 

while accounting for 20% of sales at Suburbia. 

As part of the Group’s omnichannel strategy, 

we continue to expand and improve the use 

of the credit section in Liverpool’s mobile 

app, and on liverpool.com.mx. We currently 

have nearly 3 million customers registered 

on the platform, where they can check their 

balances and available credit, recent activ-

ity and account statements, among other 

features. This year we launched online card 

payment capability, resulting in more than 

2 million payments during the year. Inte-

gration between the online store and our 

payment methods meant that cards made 

up more of sales on liverpool.com.mx than 

they did in bricks-and-mortar stores. Our 

Insurance unit made several improvements 

to user experience and was able to increase 

its sales by 18.4%. In 2021, we will contin-

ue working to introduce new functions to 

these digital channels in order to better 

serve our customers.
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Results 2020
Our revenues totaled Ps. 115.47 billion in 

2020, a 19.9% drop from 2019. Consoli-

dated operating expenses declined 0.4%; 

operating income before interest, equity 

in Unicomer’s results and taxes totaled Ps. 

3.81 billion, an 80.1% decline. Net interest 

expense came to Ps. 2.91 billion, and in-

come tax was Ps. 2.18 billion. Net income 

including Unicomer and Sfera came to Ps. 

750 million, a 93.9% decline; while consol-

idated EBITDA was Ps. 9 billion, a reduction 

of 62.3%.

Other data and material events 
Grupo Unicomer, www.unicomer.com, a 

company that markets furniture, electron-

ics, housewares, motorcycles, eyewear and 

consumer credit in 27 countries of Latin 

America and the Caribbean, reported a net 

loss of US$ 36.1 million, during the fiscal 

year, due to a sharp rise in the provision 

for uncollectable accounts. It currently has 

1,146 locations, 166 franchised RadioShack 

stores and more than 13,000 employees.

On August 18th, El Puerto de Liverpool, 

S.A.B. de C.V. placed and issued the LIVE-

POL20 bond for Ps. 5 billion with a term 

of 10 years. We ended the year with a cash 

position of Ps. 26 billion, 12.8% of our 

total assets. We maintain a conservative 

approach to liquidity, debt maturity pro-

file and financial risk management, which 

translates into low debt levels, our ratio of 

net debt to EBITDA closed the year at 1.0 

times, and net debt/assets was 17.3%.

On May 19th, we paid off the LIVEPOL10 

notes totaling Ps. 3 billion.

We took out a number of short-term bank 

loans for a total of Ps. 3.5 million during 

the year and paid them off by the end of 

December.

Capital expenditures as of December 31st, 

2020 totaled Ps. 4.51 billion, most of it to 

develop the omni-Customer program and 

the logistics platform. 

Ordinary shareholders’ meetings 
In the Ordinary Shareholders’ Meeting held 

on March 12th, 2019, a dividend was de-

clared totaling Ps. 2.01 billion, distributed 

among the 1,342,196,100 shares that make 

up the Company’s capital stock. 

On May 14th an Ordinary Shareholders’ 

Meeting was held, in which a resolution was 

passed to postpone the dividend payment 

declared in the March 12th meeting, and 

delegating responsibility to the Board of Di-

rectors to decide on the dates for payment 

of that dividend, in keeping with the Com-

pany’s needs. In its October 16th meeting, 

the Board decided to pay that dividend, in 

equal amounts, on January 22th and March 

26th of 2021.”

Stock repurchase reserve
The Company held 3.1 million of its own 

shares at the close of the year, with a value 

of Ps. 551 million.

Closing remarks 
During the year, we overcame the challeng-

es of a pandemic, including caring for our 

employees and clients, while we protect-

ed the Company’s finances dealing with a 
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constant adjustment in the way we operate in 

response to the public health emergency and 

conditions imposed by the authorities.

Now more than ever we are grateful to our 

shareholders for their support, to our cus-

tomers for their loyalty, and to our suppliers, 

tenants and employees for their collaboration 

during a year that put the strenght of El Puerto 

de Liverpool, its employees and its operating, 

digital and logistical infrastructure to the test. 

Sincerely, 

The Board of Directors 

Mexico City, December 31st, 2020
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The Company closed 2020 with 
a balance sheet stronger than 
it had at the start of the year, 
and we preserved all of our 

more than 70,000 jobs. 
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DEAR CUSTOMERS, EMPLOYEES, 

SHAREHOLDERS AND SUPPLIERS,

2020 will be a year mankind will never forget. A year 

in which a global pandemic caused the loss of human 

lives, sadness, countless of wrenching stories, and an 

economic downturn like nothing the world had seen 

since the Great Depression of 1930.

It was a difficult year for El Puerto de Liverpool as well. 

In March we had to shut down all our stores for three 

months, and reopened them only gradually. With stores 

closed in some states, limited store hours in others, 

restrictions on shopper traffic and other measures 

implemented by authorities to reduce the risk of conta-

gion, we ended the year with the stores in Mexico City, 

the State of Mexico, Puebla and Hidalgo closed once 

against starting December 18th—normally our best week 

of the year.

We set ourselves two goals in March:

1.	 Ensuring the Company’s survival—which meant pro-

tecting our cash position and cash flow.

2.	 Protecting employees—we were intent on making 

sure no one at El Puerto de Liverpool lost their job 

due to the pandemic.

I am happy to report that we met both of these goals. 

The Company closed 2020 with a balance sheet stronger 

than it had at the start of the year, and we preserved all of 

our more than 70,000 jobs. But more than that: amid the 

tragedy, we also discovered a new sense of innovation, 

empathy, transformation and evolution, stronger than 

ever before in our history. The need for sales and the dif-

REPORT FROM THE

Chief Executive Officer
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ficulty of selling in this context inspired us to 

shift toward a lighter and more agile way of 

working, introducing changes more quickly 

and making progress that would have been 

unimaginable at the year’s beginning.

During the months our stores were closed, 

we assisted all our employees who work on 

a commission based salary with a monthly 

bonus; to our credit card customers, with a 

couple of months’ grace period on repay-

ment, and facilities for restructuring and 

paring down their accounts; to our shop-

ping center tenants, with rent forgiveness, 

discounts and deferrals to help them keep 

their businesses afloat; in addition to many 

other actions we took to help the commu-

nities where we are present.

When the pandemic broke out, our digital 

sales grew to levels we had not expected to 

see for five years to come. This helped off-

set the impact of store closures, but it also 

caused a collapse of our logistical system 

and saturation of our systems and call cen-

ter. We were able to recover quickly, how-

ever, particularly in logistics, and succeeded 

in delivering 23 million packages to our 

customers’ homes this year. In less than a 

week, we introduced a shop online and pick 

up in your car system; for our call center 

we used WhatsApp combined with artificial 

intelligence to serve 4 million shoppers. 

Thanks to these and other actions, digital 

sales accounted for around 29% of our total 

sales this year, a level we had not planned 

to reach for another five years. With the 

assistance offered to credit card customers 

and shopping center tenants, our non-per-

forming loan portfolio grew by less than 

was expected at the start of the pandemic, 

and the percentage of tenants moving out 

of commercial spaces remained at a man-

ageable minimum.

This rapid pace of change in 2020 is bound 

to continue its momentum. This year we 

created a transformation and innovation of-

fice within the Company, whose purpose is 

to help the Company change more rapidly. 

This transformational change seeks to turn 

El Puerto de Liverpool into an ecosystem 

capable of serving customers any time, any-

where. The change begins by strengthening 

two key areas: Systems and Logistics, which 

will occupy most of our capex in the com-

Digital sales accounted for around 
29% of Liverpool's total sales.
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ing years. We already have various projects 

under way to keep merchandise as close to 

our customers as possible, so that we can 

deliver it quickly and efficiently, capitalizing 

on our competitive advantages, like our 

shops and department stores.

In addition to strengthening our systems 

and logistics, we will concentrate on im-

proving our omnichannel offering through 

website improvements, using the agile cell 

methodology we introduced in 2020, and a 

better use and analysis of the data we have 

to tailor each shopper’s experience to their 

preferences and needs. At the same time, 

Marketplace, the fastest-growing digital 

area in 2020, will become a crucial area 

for the Company’s sales and revenues in 

coming years, because it will enable us to 

expand our catalog offering through stra-

tegic supply alliances.

Finally, I would like to leave you with the 

message that although 2020 was a very 

complex year, one that challenged us in 

unexpected ways and obliged us to reor-

der our priorities, it also led us to growth 

and change. I am convinced that what we 

learned as an organization this year will 

make us better at our mission of serv-

ing the customer, and that 2020 will be 

remembered as a watershed year for El 

Puerto de Liverpool of the future.

Thank you,

Graciano F. Guichard G.

Chief Executive Officer

December 31st, 2020
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       BOARD OF 

Directors
Max David¹
Chairman
39 years*

Madeleine Brémond S.1

Vice Chairman
CEO of Orion Tours, S.A. de C.V.
28 years*

Miguel Guichard¹
Vice Chairman
39 years*

Enrique Brémond S.¹ 
Administrator of Victium, S.A. de C.V.
24 years*

Juan David¹ 
Corporate Director, Banco Invex, 
S.A. de C.V.
28 years*

Pedro Velasco2,3  
Partner Emeritus and Board 
Member, Santamarina y Steta, S.C.
13 years*

Juan Miguel Gandoulf 2,3  
Director, Sagnes Constructores, 
S.A. de C.V.
23 years*

Armando Garza Sada² 
Chairman of the Board, Alfa, S.A.B. 
de C.V.
25 years*

Graciano Guichard M.¹ 
Chairman of the Board, M. Lambert 
y Cía. Sucs., S.A. de C.V.
39 years*

Guillermo Simán² 
Vice President, Grupo Unicomer
10 years*

Maximino Michel G.1 
Chairman and Director, 3H Capital 
27 years*

Javier Arrigunaga2,3 

Chairman of the Board, Grupo 
Aeromexico, S.A.B. de C.V.
2 years*

Andrea Hernández Velasco2

Chairman of the Board, Fundación 
Legorreta Hernández, A.C.
1 year*

José Cohen Sitton2

Deputy CEO, BabyCreysi
1 year*

Alejandro Ramírez Magaña2

CEO, Cinépolis de México, S.A. 
de C.V.
1 year*

Ignacio Pesqueira 
Secretary
Partner, Galicia Abogados, S.C.

Norberto Aranzábal 
Deputy Secretary 
Partner, Aranzábal Rivera 
Abogados, S.C.

HONORARY CHAIRMAN
Enrique Brémond P.

HONORARY BOARD MEMBERS
José Calderón

Ricardo Guajardo

Esteban Malpica

Jorge Salgado

Luis Tamés

J. Claudio Montant  t

1  Equity Member
2 Independent Member
3 Audit Committee Member

* Years as board Member
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Equity
        BOARD

    SENIOR 

Management

Graciano F. Guichard G. 
Chief Executive Officer, El Puerto de Liverpool
18 years*

Santiago de Abiega 
Chief Credit Officer
22 years*

Jacobo Apichoto 
Chief Legal Officer
23 years*

José Rolando Campos 
Director, Liverpool
22 years*

Zahié Edid
Chief Organizational Development Officer
17 years*

Juan Ernesto Gómez Enciso  
Chief Audit Executive
12 years*

Enrique Güijosa  
Chief Finance and Administrative Officer
12 years*

Laurence Pepping 
Director, Suburbia
7 years*

Ernesto Ynestrillas 
Director, Real-Estate Division
29 years*

Enrique Brémond P.
Chairman

Juan David 
Member

Miguel Guichard 
Member

Magdalena Michel 
Member

Madeleine Brémond 
Alternate Member

Monique David 
Alternate Member

Magdalena Guichard 
Alternate Member

Bertha Michel 
Alternate Member

Alejandro Duclaud 
Secretary

* Years with Group 
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Sustainability: 
EL PUERTO DE 

LIVERPOOL’S MARK 

We trained close to 
20,000 employees in 
customer experience.

At El Puerto de Liverpool, we want to serve 

our customers, to be a part of their lives, 

while creating value for our other stake-

holders. We are committed to our employ-

ees, supporting their talents and offering 

them opportunities for advancement; and 

to our commercial partners, encouraging 

them to operate in a socially and environ-

mentally responsible manner.

We have been a part of the lives of Mexican 

families for more than 170 years and want 

to continue to stand beside them, building 

a more sustainable world, respecting the 

environment for the good of present and 

future generations.

Our Company operates four different busi-

nesses: retailing, consumer credit, insurance 

and real estate. Our retail arm operates 

Liverpool and Suburbia brand stores and the 

boutiques division, all in Mexico. We also 

own a 50% stake in Unicomer, a company 

that operates retail sales chains in 26 Latin 

American countries1. 

1	  https://grupounicomer.com/rse/

Human capital
(GRI 401-1, 401-2, 404-1, 404-2, 405-1, 405-2)

Diversity, equality and inclusion
El Puerto de Liverpool respects diversity 

and believes that it enriches our teams and 

allows us to grow as an organization. We 

have an Equality, Diversity and Non-Dis-

crimination Policy that establishes the 

foundations for hiring and retaining the 

best talent, creating unbiased job oppor-

tunities and continually improving the 

workplace environment. 

As a result of this policy, today 60% of our 

workforce is made up of women, and 42% 

of middle management positions are held 

by women. We continue to work toward 

bringing more women into executive posi-

tions, in order to develop key talent regard-

less of gender. 

We also strive to incorporate employees 

with auditory, motor or intellectual disabil-

ities in different areas of the Company, like 

stores, warehouses or distribution centers 

and our Call Center.
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Talent training and development
Liverpool Virtual University is a key part of 

our workforce development efforts. With a 

program accredited by Mexican education-

al authorities, it offers study plans ranging 

from grade school diplomas through Mas-

ter’s degrees.

In response to COVID-19, we evolved our 

latest classroom programs to a fully online 

system. Recognizing the different circum-

stances our employees might be facing, we 

supported those who might have connec-

tivity issues and paused educational pro-

grams for those who were unable to con-

tinue in this new context.

Our retention indicators were higher than 

90% for primary, high school and preparatory 

school programs, and 87% in higher educa-

tion, an improvement of 10% over 2019.

We also reinforced training on our model of 

leadership skills, including new programs on 

ways of working during the pandemic and 

other topics.

Additionally, in our ongoing effort to spread 

a culture of service, which is part of our 

DNA, we trained close to 20,000 employees 

in customer experience.

Opportunities for advancement go hand-in-

hand with performance, which we evaluate 

each year in all of our full-time employees. 

We incorporate strategic goals like fulfilling 

the commercial plan, service quality and 

other aspects, depending on the position, as 

well as professional conduct, which is part 

of every evaluation.
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Well-being and commitment
A concern for the health and well-being of our employees is something we at El Puer-

to de Liverpool have been known for since our beginnings. Last year we continued to 

advance in various areas relating to personnel management, following up on opportu-

nities identified in internal organizational climate surveys of our employees. Efforts like 

these earned Liverpool the REX Leadership Distinction for Human and Solidary Company 

Response to COVID-19 in 2020.

Labor demographics

	 	 %

Store employees	 	82

Logistics employees	 	 6

Financial service employees	 	 5

Real-estate service employees	 	 2

Central service employees	 	 5

72,549
employees

60%
women in our 

workforce

42%
women in 

middle and 
upper man-
agements1

1	 Positions from 
coordinators to directors

	 	 %

Baby boomers	 	 1

Gen X	 	 37

Millennials	 	 61

Gen Z	 	 1

469
LVU graduates 
(employees)*

19%
Turnover2

11%
Voluntary 
turnover2

0.98
Salary ratio 

women/men

750
Youth in 

internship 
program

0.10%
Absenteeism 

rate3

2  Turnover is calculated as the number of employees who left the Company divided by the average number of employees in the year. 
Voluntary turnover is calculated in the same way, based on the number of employees who left the Company voluntarily. The impro-
vement in retention this year is attributed to COVID-19.

3  Absenteeism includes paid sick leave due to accident or illness, divided by the number of days worked by all employees in the year.
*  The number for 2019 includes all employees who completed their study plans, meaning graduates; starting this year we are counting 

only students who also completed their degree or diploma, in other words, LVU degree holders.

Other workforce indicators

By 
generation
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Environment
(GRI 302-1, 302-4, 302-5, 303-3, 303-4, 303-5, 305-1, 

305-2, 305-4, 305-5, 306-3, 306-4, 306-5)

The environmental impact of our operations 

is generated primarily through electrical 

energy consumption, which is the most 

important aspect to be managed.

We are committed to gradually incorporat-

ing renewable energy. Despite the cir-

cumstantial difficulties, we closed the year 

with 34% renewable energy in our mix, 9 

pp more than in 2019. We combine supply 

from outside sources with self-generation 

from solar panels installed at our stores.

To consume energy more efficiently, we 

continued the process of installing LED 

lighting in all of our facilities, and today 

100% of our stores and corporate offices 

are equipped with this technology. The pre-

vious lighting fixtures accounted for 60% of 

our hazardous waste, which we completely 

eliminated with this change.

Through our Comprehensive Sustainable 

Packaging System, we made more progress 

in offering customers in our retail business 

various alternatives for environmentally 

respectful bags, containers and packaging. 

To date we have eliminated 96% of the 

SKUs that did not meet our standards, and 

have conducted various customer aware-

ness programs.

On the issue of waste management, we 

continued pilot testing four biodigesters to 

reduce the generation of organic waste in 

our restaurant operations.

Additionally, with the rapid growth in on-

line sales due to COVID-19, we managed 

the recovery and recycling of cardboard 

boxes used in shipping.
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Environmental indicators

2,047,417
total energy 
consumption  

(GJ)*

By type

	 	 %

Electricity	 	 80

Fuel	 	 20

34%
electricity from 
clean sources

0.23
Energy consumption 

intensity (GJ/m²)

2,293,184
Water captured  (m³)**

128,082
Volume of water treated 

(m3) (own treatment 
plants)**

0.26
Water capture intensity 

(m³/m²)**

41,165
Total Scope 1 emissions 

(tonCO2e)*

151,332
Total Scope 2 emissions 

(tonCO2e)

0.02
Emission intensity

(A1+A2) (tonCO2e/m²)

36%
Packaging using circular 

economy criteria¹

67
Waste processed 

in biodigesters 
(ton/year)***

38,107
Total volume of waste  

(ton)

ENERGY

WATER

EMISSIONS

	 	 %

Hazardous waste	 	 0.79

Special handling waste	 	 1.35

Solid urban waste	 	97.85

WASTE

*	 Starting in 2020 the data includes gasoline vouchers for utility vehicles as well as vouchers for company cars.
**	 Limited to Liverpool and Real-Estate operations.
***	Reduction in processed waste is due to closures for COVID-19.
1	 Three criteria were used to rate the packaging and whether the Company would continue using it: origin of the material, with pre-

ference for those of renewable and/or recyclable origin; durability, meaning the time the material remains in the environment after 
being discarded, with a preference for minimal durability; and postconsumer recyclability, with more points given to materials with 
a high potential for monetization at the end of their useful life.
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Relationship with our commercial 
partners
We extend the values of El Puerto de       

Liverpool to our commercial partners, en-

couraging them to operate under the same 

principles of integrity. Through our Re-

sponsible Sourcing program, we verify our 

suppliers’ adherence to the Ethical Trade 

Initiative code of conduct, auditing labor 

practices like fair wages, preventing child la-

bor and working conditions in the factories 

of all suppliers included in this program.

This year, we incorporated the suppliers 

of all the Suburbia store brands, strategic 

suppliers, and four suppliers of Liverpool 

store brands, certifying 558 in total, which 

is 99.5% of the universe defined for this 

first phase. In 2020 we will work on audit-

ing those who supply 36 additional Liver-

pool store brands. At the end of the first 

phase, we had evaluated 85.8% of Suburbia 

suppliers as low or very low risk, and 67.3% 

for El Puerto de Liverpool, because the 

program was only newly introduced to the 

Liverpool division.

We also continued our effort to incorpo-

rate sustainable products into our store 

brands, working with materials that have 

less of an environmental impact at their 

origin (like those made with recycled raw 

materials) and/or in their manufacturing 

process (for example, wastewater treat-

ment). This commitment includes the bags 

used to carry our products, which are 

biodegradable.

Our external brands include sustainabili-

ty leaders and international benchmarks 

that feel that Liverpool is aligned with their 

principles.

Social commitment
In connection with our operations, our 

reverse logistics program donates mer-

chandise in good condition to various social 

organizations.

We actively involve our employees in this 

social effort through volunteer work. This 

year the effort was primarily digital, for 

example accompanying elderly people in 

video calls in order to assist the most vul-

nerable members of our communities, and 

sending messages of solidarity to frontline 

health workers.

In our traditional Christmas toy drive, we 

launched the campaign through digital 

media for the first time using an online toy 

registry and also with physical donation 

boxes at our headquarters. More than 900 

new and semi-new toys were presented to 

boys and girls in need.
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The 2020 El Puerto race was conducted virtually, inviting all of our employees in Mexico 

to help support the cause of Fundación Proideas, which funds Multiple Attention Centers 

for disabled youth in the State of Mexico. The race was attended by 1,695 employees and 

their families.

Our commitment to education goes beyond our employees, because we believe in the need 

to continue transforming Mexico.

That is why we opened Liverpool Virtual University to the public in 2020, through a 100% 

online program entitled “Empower your skills,” which builds employability, entrepreneurship, 

innovation and leadership. This is one way we wanted to help in this difficult time for the job 

market. To date, more than 1,000 people have signed up for the course. The first generation 

had more than 450 participants, 24% of which completed the four-month program. Enroll-

ment improved by 19% in the second generation, which will complete the program in 2021.

Social commitment indicators 2020 2019 % Change 2018

Donations to the reverse logistics 

program (Ps. Mn)
188 180 4% 183

Employee volunteer time (hours)* 680 NA NA NA

Christmas toy drive 926 NA NA NA

Non-employee graduates of the LVU 

training program
108 0 100% 0

* Digital volunteers in 2020

Business ethics and compliance
(GRI 102-16, 102-17, 205-3, 406-1)

This year has been key to the strength and 

transparency of our integrity and compli-

ance program. In the first quarter of the 

year, we created the El Puerto de Liverpool 

Compliance Office, and among its first re-

sults was our remarkable rise in the ranking 

of “500 Companies Against Corruption” 

published by Expansión magazine, from 

374th to 26th place. We will continue our 

effort to make ethics an essential part of 

the daily lives of all our employees.

In 2020, we also drafted and published 

our Code of Conduct and Integrity, which 

complements the Code of Ethics and pro-

vides guidelines on relations between our 

employees and external stakeholders.

We are also backing up this culture of 

compliance through awareness-building 

plans that ensure our policies are distrib-

uted to and understood by the entire El 

Puerto de Liverpool community.

Finally, we have an Ethics Hotline available to 

all our employees and suppliers. It is accom-

panied by a process that is respectful of all 

parties and involves the Ethics Committee.
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Ethics and integrity indicators 2020 2019 % Change 2018

Number of reports received and addressed 

in our Ethics Hotline*
286 523 -45 % 567

% reports involving labor issues (harassment, 

bullying, discrimination)

66% 81% -15 pp 80%

% of reports involving operations 

(negligence, inappropriate use of assets, 

conflicts of interest)

22 8% 14 pp 11%

% of reports involving corruption, fraud        

or theft
12% 11% 1 pp 8%

Requests to exercise ARCO rights** 2,946 3.315 -22% NA

*  Not including reports that were dismissed or those regarding COVID-19 issues; repeat reports are counted 
only once if referring to the same case

**Access, Rectification, Cancellation or Opposition to the treatment of personal data.

Cybersecurity and data protection
The technological leap forward made by all of society during the pandemic has also accel-

erated the risks associated with cybersecurity and personal data protection. At El Puerto de 

Liverpool we were already in the process of developing a solid strategy, which we buttressed 

with the introduction of the Cybersecurity Operation Center, to actively monitor and respond 

to possible threats. We also obtained PCI-DSS International Security Certification 3.2.1 for the 

second year in a row for credit and debit cards as means of payment.

Because of the robustness of our processes, there were no security breaches of our web-

page, despite the general rise in high-risk cyberattacks. And as the number of employees 

working remotely grew, we had to expand the protection perimeter of our systems and keep 

our employees aware of security culture.
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Corporate Governance
(GRI 102-18, 102-19, 102-22, 102-23, 102-24)

The Board of Directors of El Puerto de 

Liverpool appoints the Chief Executive 

Officer, defines the Company’s strategy, 

approves the annual budget, reviews the 

performance and operating results of the 

management team, and ensures compli-

ance with the applicable laws. It is made 

up of 15 board members, all of them pro-

fessionals with extensive business expe-

rience. All of them are regular members, 

and there are no alternates.

Seven of our board members are equity 

(related) members and the rest are inde-

pendent (53% of board members). Women 

make up 13% of our Board, and we are 

committed to continuing to increase di-

versity in our various governance bodies.

Board members are appointed by a simple 

majority of votes in the Shareholders’ 

Meeting. They hold these positions for a 

period of one year, and may be reelected. 

The current average seniority of board 

members is 20 years. The Board meets on 

a quarterly basis to review the Company’s 

performance and financial statements, 

and to decide on and monitor short-, me-

dium- and long-term planning.

The Board of Directors is supported by 

the Advisory Board, which issues specific 

recommendations and has four members.

2	 Environmental, Social and Governance

There is also an Audit and Corporate 

Practices Committee, made up of three 

board members, all of them independent. 

This Committee supports the Board in 

overseeing internal and external audits, 

ensuring that financial information is per-

tinent and transparent, and guaranteeing 

the existence of internal mechanisms for 

complying with external and internal reg-

ulations, as well as avoiding contingency 

situations.

Our commitment to best corporate 

governance practices is aligned with our 

nature as a publicly-traded company, and 

with our commitment to safeguarding the 

interests of our shareholders, while cre-

ating value for all of our stakeholders. El 

Puerto de Liverpool is listed on the Mexi-

can Stock Exchange (BMV).

Also at the senior management level, in 

2020 we created a Sustainability Desk, 

which is in charge of monitoring ESG2  

Strategy, an ongoing effort that will rein-

force current programs, and headed by 

our CEO, Graciano F. Guichard G.
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