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The opportunities of a sector 
in transformation_
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José María Álvarez-Pallete
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In 2012
the number of smartphones and tablets  

sold outnumbered PCs

1.1 billion 
smartphones  

worldwide

2.4 billion
internauts 
worldwide

Demand for 
connectivity has 
grown fast, with  
a smartphone 
park of 17% of 
users worldwide,  
up 42% in 2012
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Telefónica is participating 
in a transformation process 
in order to become a digital 
operator. The Group has 
played, and continues to 
play, a leading role within the 
telecommunications world 
and must hold that role in the 
new digital ecosystem, with 
an active participation in the 
development of, and debates 
over, the Internet.

The Company wants its 
customers to enjoy all 
possibilities provided by 
the digital world. Operators’ 
telecommunications networks 
make the existence of 
the Internet possible, but 
Telefónica also aspires to a 
safe Internet, a trustworthy 
Internet, and an open Internet.

Concepts such as portability 
in digital life, interoperability 
of ecosystems, respectful 
and non-intrusive advertising, 
respect for the privacy policies, 
or security in communications 
are key issues in Internet.

All of them are related to 
the concepts of trust and 
freedom of choice for our 
users. Telefónica wants to help 
people understand, access and 
enjoy the best that the digital 
world has to offer. For this 
to be possible, trust is a key 
aspect, not only for the role 
that Telefónica wants to have 
in the digital world, but also 
for this world’s sustainable 
development.

In this line, Telefónica wants 
users always to have options, 
and to be allowed to choose 
in this digital world. Under no 
circumstance should this new 
ecosystem be more closed 
off and provide less options to 
users than the ones they have 
been enjoying in the more 
traditional Web ecosystem.

Telefónica is already adopting 
a stand in all of them that 
aims to and must remain close 
to the concerns of Company 
customers.

.!(()/,+0+,1'#(%'
solutions in 

telecommunications

Content Applications

2*)$#,+(-'
systems

Devices

3+&,$+45,+!('!6'0#75)'/$)#,)%'41' )7)68(+/#
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3+-+,#7
 !!To take advantage of all the growth 

opportunities of this environment.

 !!To accelerate innovation, broaden and 

strengthen the range of products and 

services.

 !!To maximize the advantages of 

Telefónica’s customer base in a world 

which is ever more connected.

Global Resources
 !!The creation of the operating unit 

of Global Resources guarantees the 

 !"#$%&'('$)*%+,*-.-$%'+%&'('$)*"/*

the businesses, taking advantage 

of the scale of the Company as well 

as accelerating the transformation 

towards a fully global model.

 !!The improvement of operational 

0/#1'0+1)*2'((*&0*"+0*"/*30(0/4+'1%5-*

objectives. To achieve this, different 

local and regional initiatives will 

be implemented, such as network 

sharing agreements.

A MODEL FOR CREATING VALUE
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Telefónica’s strong 
competitive position 
2'((*%(("2*'$*$"* !"#$*
from emerging growth 
opportunities 

A structure for implementing 
the strategy_
c)#!0,4(*.,),#.)'1('1,%)-;!*7, !"!/V'(#),:!"(!2!+,(',)',

('*!1-)*!0,2(+($',$/,(*+,:&+('!++!+7,bdR,)'0,*.!,0(1(*)",4$-"07,

4(*.,*.!,#&+*$%!-,)"4)5+,)*,*.!,.!)-*,$/,(*+,+*-)*!153
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R(1(*)"

\"$:)",b!+$&-#!+

_)*(',>%!-(#)

Europe
 !!European customers will continue 

to occupy center stage in Company 

strategy and management priorities will 

focus on maintaining satisfaction. To this 

end, mobile broadband will be fomented 

strongly, complementing existing 

services with new products.

  In Spain, in the second half 
$/,DFGG7,),+*-)*!15,(%8-$2('1,
L$%8)'5,8$+*($'('1,)'0,('#-!)+('1,
!/I#(!'#5,4)+,")&'#.!03,e!5,
#.)'1!+,.)2!,:!!',%)0!,(',*.!,
#$%%!-#()",)'0,$8!-)*($')",%$0!"7,
+&#.,)+,(%8-$2!%!'*,(',*.!,2)"&!,
8-$8$+(*($',)'0,A&)"(*5,$/,+!-2(#!7,
!"(%(')*($',$/,+&:+(0(!+,/$-,'!4,
#"(!'*+,)'0,*.!,")&'#.,$/,=$2(+*)-,
c&+(V',S),8)#;)1!,('#"&0('1,)"",
0$%!+*(#,#$%%&'(#)*($'+,'!!0+T3

Latin America
 !!The strategy on the American continent 

is based on a model which leverages its 

growth and the economies of scale without 

losing sight of dealing with the customer 

locally. The mobile business will continue 

to play a fundamental part as a driver 

of growth. With this in mind, Telefónica 

will continue increasing the capacity and 

coverage of its networks, and tuning its 

distribution channel to increase the quality 

"+*"//0!6*7-*/"!*$80*#90,:('+0*&.-'+0--;*

the availability of higher broadband 

speeds will be boosted and the range of 

packaged services will be extended. The 

intention is also to improve operational 

%+,*1"<<0!1'%(*0/#1'0+1)*%+,*-00=*+02*

synergies to implement global, regional 

and local projects.

^&-$8!

Organizational structure 
adapted to the business
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A company of nearly a million-
and-a-half shareholders_

VALUE FOR SHAREHOLDERS
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%(""($',+.)-!.$"0!-+3, .!,L$%8)'5,+.)-!+,
)-!,A&$*!0,$',*.!,P8)'(+.,#$'*('&$&+,%)-;!*,
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P8)'(+.,+*$#;,!J#.)'1!+,S=)0-(07,])-#!"$')7,
](":)$,)'0,`)"!'#()T7,)+,4!"",)+,*.$+!,$/,
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>*,*.!,*(%!,$/,*.!,#)"",$/,*.!,DFGZ,\!'!-)",
P.)-!.$"0!-+O,=!!*('17,*.!,L$%8)'5,.)0,
G7CgZ7HCg,+.)-!.$"0!-+,0(+*-(:&*!0,)-$&'0,
*.!,4$-"03, .!,%$+*,+(1'(/(#)'*,+.)-!.$"0!-+,
('#"&0!,]]`>,S[3H[ZET,)'0,L)(J),S[3[igET3

2012 achievements
<',DFGD7, !"!/V'(#),0(+*-(:&*!0,C7FCg,%(""($',
!&-$+,(',-!%&'!-)*($',*$,(*+,+.)-!.$"0!-+7,
)',)%$&'*,-!8-!+!'*('1,[fE,$/,*.!,#)+.,
/"$4,1!'!-)*!0,(',*.!,-!8$-*('1,8!-($0,)'0,
)-$&'0,fE,$/,*.!,+*$#;,%)-;!*,#)8(*)"(?)*($',
$/,*.!,L$%8)'5,)*,*.!,!'0,$/,*.)*,8!-($03,
<',+.$&"0,:!,'$*!0,*.)*,(',%(0NDFGD7,0&!,*$,
*.!,!J*-!%!"5,.)-+.,/(')'#()",)'0,!#$'$%(#,
#$'*!J*,)'0,!J*!-')",/)#*$-+,*.)*,)11-)2)*!0,
8$++(:"!,/(')'#()",-(+;+7, !"!/V'(#),0!#(0!0,*$,
*);!,0!/('(*(2!,%!)+&-!+,*$,%(*(1)*!,*.!+!,
8$++(:"!,-(+;+3,<',*.(+,-!1)-07,*.!,]$)-0,$/,
R(-!#*$-+,0!#(0!0,)*,(*+,%!!*('1,(',j&"5,DFGD7,
(',)##$-0)'#!,4(*.,*.!,8-('#(8"!,$/,8-&0!'*,
%)')1!%!'*,)'0,(',*.!,:!+*,('*!-!+*+,$/,
)"",$/,*.!,+*);!.$"0!-+,$/, !"!/V'(#)7,)+,)',
!J#!8*($')",)'0,+8!#(/(#,%!)+&-!7,*$,#)'#!",
*.!,0(2(0!'0,)'0,-!8&-#.)+!,$/,+.)-!+,/$-,

1,463,746 
shareholders at the time of the 

call of the General Meeting

70,286 
calls dealt with by the 
>8%!08"(,0!-5*?/#10

';<=><?: 
used to remunerate the 

shareholders during 2012
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In 2012, Telefónica spent 4,046 million euros 
in remunerating its shareholders, a sum that 
09100,0,*$80*@AB@*1%-8*C"2*&)*DEF

DFGD,S('#"&0('1,8)5%!'*+,(',#)+.,)'0,*.!,+#-(8,
0(2(0!'0,$/,M$2!%:!-,DFGD,)'0,=)5,DFGZ7,
-!+8!#*(2!"5T3,<',DFGZ7,*.!,L$%8)'5,.)+,0!#")-!0,
(*+,('*!'*($',*$,-!8)5,*.!,0(2(0!'0,SF3H[,^&-$+,8!-,
+.)-!T,(',*4$,8)-*+6,),I-+*,('+*)"%!'*,SF3Z[,!&-$+,
8!-,+.)-!T,(',M$2!%:!-,DFGZ,)'0,),I')",8)5%!'*,
(',*.!,+!#$'0,.)"/,$/,DFGC3

@A#$)A!7%)$&B'266+/)

 .-$&1.,*.!,P.)-!.$"0!-+O,X//(#!7,
 !"!/V'(#),!'+&-!+,*-)'+8)-!'*,)'0,
+%$$*.,#$%%&'(#)*($'+,4(*.,(*+,
('0(2(0&)",+.)-!.$"0!-+7,/)#("(*)*('1,*.!,
+)%!,('/$-%)*($',(',*(%!,)'0,/$-%,)+,*.!,
('+*(*&*($')",+.)-!.$"0!-+3,>*,*.!,#"$+!,
$/,DFGD7,$2!-,DFF7FFF,+.)-!.$"0!-+,4!-!,
-!1(+*!-!0,)*,*.!,P.)-!.$"0!-+O,P!-2(#!,L!'*!-,
4.$,-!#!(2!,*.!,P.)-!.$"0!-,L)-0,*.)*,(0!'*(/5,
*.!%,)+,+&#.3, .!,L$%8)'5,0(+*-(:&*!+,
)%$'1,*.!%,*.!,A&)-*!-"5,%)1)?('!7,Acción 

Telefónica7,),8&:"(#)*($',4(*.,/(')'#()",
-!/!-!'#!+,)'0,'!4+,-!8$-*+,)+,4!"",)+,
('/$-%)*($',):$&*,!J#"&+(2!,#)%8)(1'+,*.)*,
#)',:!,)##!++!03,R&-('1,DFGD7,4!,+!'*,[iZ7Hif,
#$8(!+,0(-!#*"5,*$,+.)-!.$"0!-+O,.$%!+3

 .!, !"!/V'(#),P.)-!.$"0!-+O,X//(#!,.)+,),/-!!,
*!"!8.$'!,'&%:!-,SiFF,GGG,FFCT7,*.-$&1.,
4.(#.,(*,0!)"*,4(*.,),*$*)",$/,HF7Dfg,#)""+,
0&-('1,DFGD7,4(*.,),%$'*."5,)2!-)1!,$/,[7f[H3,
c$-,*.!,8!-($0,#$('#(0('1,4(*.,*.!,>''&)",
\!'!-)",=!!*('17,*.!,'&%:!-,$/,%$'*."5,
#)""+,4!'*,&8,*$,DF7giF3,>8)-*,/-$%,*.!+!,
*!"!8.$'!,#$'+&"*)*($'+7,*.!,P.)-!.$"0!-+O,
X//(#!,)"+$,)'+4!-!0,%$-!,*.)',[7ZCf,A&!-(!+,
:5,!%)(",Saccion.telefonica@telefonica.esT and 
:5,8$+*3
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The year the commercial 
"//0!*2%-*-'< ('#0,_
<',DFGD7,4!,*-)'+/$-%!0,*.!,#$%%!-#()",%$0!",/-$%,$'!,

#!'*!-!0,$',+&:+(0(!+,*$,)'$*.!-,%$-!,+&+*)('):"!7,:)+!0,

$',A&)"(*5,)'0,0(//!-!'*()*!0,/-$%,*.!,#$%8!*(*($'3

C+()&'!6'*$!-$)&&
 .!,:)+(+,$/,*.!,\-$&8O+,:&+('!++,(+,*$,$//!-,2)"&!,
*$,(*+,#&+*$%!-+3, .(+,(+,4.5, !"!/V'(#),(+,*$*)""5,
#$%%(**!0,*$,*.!,#$'*('&)",(%8-$2!%!'*,$/,
#&+*$%!-,!J8!-(!'#!,)'0,*.!,!%$*($')","(';,4(*.,
*.!,L$%8)'5O+,:-)'0+3, .)*,(+7,*$,*-)'+/$-%,*.!,
L$%8)'5,('*$,),1"$:)",#$%%&'(#)*($'+,"!)0!-,$/,
*.!,0(1(*)",4$-"03

 $,)#.(!2!,*.(+7, !"!/V'(#),(+,/$%!'*('1,),#&"*&-)",
+.(/*,4.(#.,8&*+,*.!,#&+*$%!-,)*,*.!,.!)-*,$/,0)("5,
4$-;7,),/&'0)%!'*)",%)J(%,/$-,)"",*.$+!,4.$,/$-%,
8)-*,$/,*.!,L$%8)'53, .(+,8-$#!++,(+,*.!,/-&(*,$/,
*.!,#$'2(#*($',*.)*,$'"5,:5,%!)'+,$/,#&+*$%!-,
+)*(+/)#*($',)'0,*.!,:&("0('1,$/,+$"(0,-!")*($'+,
$/,*-&+*,4("",(*,:!,8$++(:"!,*$,)#.(!2!,*.!,1-$4*.,
$:@!#*(2!+,4.(#.,*.!,L$%8)'5,.)+,+!*,(*+!"/3

Achievements 2012
>*,*.!,#"$+!,$/,DFGD7,*$*)",)##!++!+,.)0,1-$4',
:5,ZE,5!)-N$'N5!)-,*$,-!)#.,ZG[3H,%(""($'7,4(*.,
+(1'(I#)'*,-(+!+,(',*.!,'&%:!-+,$/,#$'*-)#*,
#&+*$%!-+,)'0,/$-,IJ!0,)'0,%$:("!,:-$)0:)'03,
^+8!#()""5,'$*):"!,(+,*.!,!2$"&*($',$/, !"!/V'(#),
)##!++!+,(',_)*(',>%!-(#),S'$4,gHE,$/,*.!,*$*)"T7,
4(*.,)',('#-!)+!,$/,gE,$2!-,R!#!%:!-,DFGG3

=$:("!,)##!++!+,-!)#.!0,DCH3Z,%(""($',)*,*.!,!'0,
$/,*.!,")+*,A&)-*!-7,CE,%$-!,*.)',(',DFGG3, .(+,
(+,/$&'0!0,$',+&+*)('!0,1-$4*.,(',*.!,#$'*-)#*,
+!1%!'*,$/,*.!,%)-;!*,SkHE,5!)-N$'N5!)-T,'$4,
-!8-!+!'*('1,ZZE,$/,)"",%$:("!,)##!++!+3, .!,'!*,
%$:("!,1)(',(',DFGD,*$*)"+,GD3G,%(""($',)##!++!+,
S!J#"&0('1,*.!,0(+#$''!#*($',$/,Z3g,%(""($',
(')#*(2!,%$:("!,)##!++!+,(',P8)(',)'0,]-)?("T,4(*.,
*.!,#$'*-)#*,+!1%!'*,:!('1,[DE3

=$:("!,:-$)0:)'0,)##!++!+,)**)('!0,[D3f,%(""($',
)*,R!#!%:!-,DFGDB,*.!5,('#-!)+!0,:5,ZfE,
5!)-N$'N5!)-,)'0,%);!,&8,DGE,$/,)"",%$:("!,
)##!++!+,S&8,:5,%$-!,*.)',[88,4(*.,-!+8!#*,*$,
*.!,8-!2($&+,5!)-T3,>"+$,'$*!4$-*.5,4)+,*.!,
+*-$'1,#$%%!-#()",)#*(2(*5,(',+%)-*8.$'!+,
0&-('1,*.!,5!)-7,4(*.,),'!*,1)(',$/,G[3C,%(""($',(',
DFGD,S$2!-,DFE,5!)-N$'N5!)-T,)'0,),8!'!*-)*($',
$/,GiE,$/,*.!,:)+!,$/,%$:("!,)##!++!+,S$2!-,g,
8!-#!'*)1!,8$('*+,&8,$2!-,*.!,8-!2($&+,5!)-T3, .!,
/$&-*.,A&)-*!-,(+,!+8!#()""5,4$-*.,.(1."(1.*('17,
4(*.,),'!*,1)(',$/,[3C,%(""($'7,*.!,")-1!+*,(',DFGD,
)'0,HZE,1-!)*!-,*.)',(',*.!,*.(-0,A&)-*!-3,<*,
(+,)"+$,(%8$-*)'*,*$,8$('*,$&*,*.!,+(1'(I#)'*,
)##!"!-)*($',(',*.!,A&)-*!-"5,'!*,1)(',$/,('*!""(1!'*,
8.$'!+,(',^&-$8!7,/&'0)%!'*)""5,0&!,*$,*.!,
#$%%!-#()",(%8&"+!,-!#$-0!0,(', !"!/V'(#),P8)('3

c(J!0,)##!++!+,-!)#.!0,CF,%(""($',)*,*.!,!'0,$/,
*.!,/$&-*.,A&)-*!-,(',DFGD7,-!#$-0('1,),'!*,1)(',(',
*.!,A&)-*!-,$/,GfG7FFF,)##!++!+,SNDGH7FFF,(',lZT,
)'0,),+%)""!-,/)"",(',('*!-)''&)",*!-%+,#$%8)-!0,*$,
P!8*!%:!-,SNF7ZE,)*,R!#,DFGD,#$%8)-!0,*$,NG7[E,
)*,P!8*!%:!-,DFGDT3

b!*)(",IJ!0,:-$)0:)'0,)##!++!+,4!-!,Gf3g,
%(""($',)*,*.!,!'0,$/,DFGD7,-!8-!+!'*('1,1-$4*.,
$/,ZE,$2!-,R!#!%:!-,DFGG7,-!#$-0('1,),'!*,1)(',
(',*.!,5!)-,$/,[ZF7FFF,)##!++!+,SkHD7FFF,(',*.!,
A&)-*!-T3,<',*.!,/$&-*.,A&)-*!-7,(*,(+,'$*):"!,*.)*,
 !"!/V'(#),^&-$8!,.)0,),A&)-*!-"5,'!*,1)(',/$-,
*.!,I-+*,*(%!,+('#!,=)-#.,DFGG3, .(+,('#-!)+!,
(+,0&!,*$,*.!,#$%%!-#()",(%8!*&+,(',IJ!0,
:-$)0:)'0,-!#$-0!0,)*, !"!/V'(#),P8)('3,b!*)(",
IJ!0,:-$)0:)'0,)##!++!+,)**)('!0,),8!'!*-)*($',
$/,CgE,$/,)"",IJ!0N"('!,)##!++!+,SkG3[,8!-#!'*)1!,
8$('*+,5!)-N$'N5!)-T3

VALUE FOR CUSTOMERS

Transparent 
communications 
and tariff 
-'< ('#1%$'"+*
are essential, so 
that customers 
can see the 
competitiveness 
of products and 
services

#$'*('&!0,$',8CD, m
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315.7 
million  

total accesses

247.3 
million 

 mobile accesses

33% 
of mobile accesses 
are now contracts

52.8 
million mobile 

broadband accesses

Country
Main achievements

Challenges 
2013

Qualitative Quantitative

 !"#$

%&&'$()*+,-(#*$&*.&"&$/0&-*11/)-#"2&1*+/2&.*)&
(/)1#$"23&4"3/+&*$&5+/2#(6&"$+&/2#1#$"(#$7&
3,43#+#/3

%&&8",$-9&*.&:*;#3(")&<,3#=$>&(9/&4/3(&
-*$;/)7/$(&!)*+,-(&*$&(9/&1")?/(

%&&@)*0(9&#$&-,3(*1/)&3"(#3."-(#*$&#$+/A

%&B/+,-(#*$&#$&-*1!2"#$(3&"$+&churn

1.1 million&<,3#=$&-,3(*1/)3
%&&C--/2/)"(#*$&
*.&(9/&D,"2#(6&
()"$3.*)1"(#*$&
!)*-/33&"$+&
3#1!2#5-"(#*$&
"#1/+&"(&
2*0/)&-*3(&"$+&
#$;/3(1/$(

E$#(/+&
F#$7+*1

%&&'1!)*;/1/$(&#$&4/9";#*)&*.&1")?/(&#$&G$HG$&
(")#..3&.*)&31")(!9*$/3&"$+&.*)&!)/I!"6&#$&(9/&
J"6H@*&)"(/3

%&&J)/!")"(#*$&.*)&(9/&-*11/)-#"2&2",$-9&*.&
K@&3/);#-/3&#$&LMNO&0#(9&"$&#$.)"3(),-(,)/I
39")#$7&"7)//1/$(&0#(9&P*+".*$/

%&&Q9/&R*1!"$6&0"3&(9/&*$/&0#(9&(9/&./0/3(&
-*1!2"#$(3&"4*,(&#(3&$/(0*)?

 !"#$%&'#&'#()'"*%("+##

961,000&STNNUV&*;/)&(9/&!)/-/+#$7&
6/")W

%&&Q*&1"#$("#$&
(9/&-*11/)-#"2&
#1!/(,3&0#(9&
!)*!*3"23&(9"(&
2/"+&(9/&1")?/(&
09#2/&0/&*../)&
)/"2&K@&$/(0*)?&
/A!/)#/$-/

@/)1"$6
 

%& ()*$7&-*11/)-#"2&!,39

%& ,--/33&#$&1*$/(#X#$7&1*4#2/&+"("

%&&'$;/3(1/$(&.*-,3/+&*$&1*4#2/&8QY&$/(0*)?3&
(*&."-/&.,(,)/&7)*0(9&"$+&3/-,)/&"--/33&(*&(9/&
PZ 8&!2"(.*)1

The penetration of 
smartphones )*3/&46&[!!&0#(9&)/3!/-(&(*&
(9/&!)/-/+#$7&6/")>&(*&)/"-9&

26%

%&&Q*&#$-)/"3/&*,)&
1*4#2/&1")?/(&
39")/&(9)*,79&,3/&
*.&*,)&1,2(#4)"$+&
!*)(.*2#*&"$+&
(*&1"#$("#$&"&
-*1!/(#(#;/&
$/(0*)?&0#(9&(9/&
+/2#;/)6&*.&8QY&(*&
,)4"$&")/"3

RX/-9&
B/!,42#-&
and 
 2*;"?#"

%&&R*11/)-#"2&+)#;/&#$&.*-,33/+&")/"3&+/3!#(/&
(9/&-*$(#$,"2&5/)-/&-*1!/(#(#*$

%&@)*0(9&#$&$,14/)&*.&-,3(*1/)3

Total accesses: 9.3 million  
STKV&-*1!")/+&(*&(9/&!)/;#*,3&6/")W

%&&R*$(#$,/+&
3!*(2#79(&*$&
/.5-#/$-6&
(*&!)*(/-(&
!)*5("4#2#(6

')/2"$+

%&@)*0(9&#$&$,14/)&*.&-*$()"-(&-,3(*1/)3& 782,000 customers  
,&"-#()'"*%("#STKV&-*1!")/+&(*&(9/&
!)/;#*,3&6/")W&

%&&:*;/&(*0")+3&
4,3#$/33&
3("4#2#X"(#*$
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Country
Main achievements

Challenges 
2013

Qualitative Quantitative

C)7/$(#$"

%&&Q9/&$/(0*)?&*.&3!/-#"2#X/+&-9"$$/23&9"3&
4//$&#$-)/"3/+>&0#(9&1*)/&(9"$&\M&$/0&
B/2"(#*$39#!&J*#$(3

%&&C&$/0&!*)(.*2#*&*.&+#7#("2&!)*+,-(3&0"3&
2",$-9/+&S G]GBC>&1*4#2/>&^"$+">&R2*,+&
3/);#-/3>&/(-_W

%&&C&+"#26&+"("&)"(/&0"3&2",$-9/+&(*&"(()"-(&
1"33&,3/&*.&1*4#2/&4)*"+4"$+>&0#(9&"$&
*../)&3/71/$(/+&(*0")+3&"&6*,$7/)&!,42#-

%& 24.1 million accesses,&0#(9&6/")I*$I
6/")&7)*0(9&*.&\V

%&&:*)/&(9"$&U\V&*.&5A/+&"--/33/3&")/&"3&!")(&*.&
ZEG&*)&QB'&!"-?"7/3

%&&Q9/)/&0"3&"$&#$-)/"3/&*.&*;/)&LM!!&#$&(9/& /);#-/&
8/;/2&*.&Q/-9$#-"2&R,3(*1/)& /);#-/

%&&'1!)*;/&(9/&
D,"2#(6&*.&(9/&
1*4#2/&$/(0*)?

`)"X#2&

%&&Q9/&4)"$+&9"3&4//$&,$#5/+>&4**3(#$7&(9/&
R*1!"$6a3&+#../)/$(#"2&"(()#4,(/3&"$+&
#$-)/"3#$7&(9/&!*33#4#2#(#/3&*.&-*$$/-(#*$

%&R*$;/)7/$-/&*.&-,3(*1/)&3/);#-/&-9"$$/23

%&&Q9/&4/3(&)"(/+&*!/)"(*)&#$&(9/&C'<&S3/);#-/&
!/).*)1"$-/&#$+/AW&*.&C$"(/2&S(9/&
-*,$()6a3&)/7,2"(*)W&#$&1*4#2/&(/2/!9*$6

%&&8",$-9&*.&(9/&'JQP&!2"(.*)1&"$+&
"--/2/)"(#*$&*.&(9/&,3/&*.&54/)

%&&'$(/7)"(#*$&*.&"--*,$(#$7&363(/13&.*)&"--/33/3&
*.&5A/+&2#$/&SNM_[&1#22#*$W>&1*4#2/&Sb[_N&1#22#*$W&
"$+&(/2/;#3#*$&S[MN>MMM&"--/33/3W

%&&̂ *)?.*)-/&7)*0(9&*.&K_cVd&(9/)/&")/&91.4 
.&//&)'#%((!++!+#%'0 80 million 
contracts per month&)/-/#;/+&46&"22&
3/);#-/&-9"$$/23

%& 100,000 (1+").!*+#,!*!#
%""!'0!0

%&<*-,3&*$&(9/&
-9"$7/&,$+/)0"6&#$&
(9/&5A/+&4,3#$/33&
09#2/&?//!#$7&,!&(9/&
7**+&!/).*)1"$-/&
*.&(9/&1*4#2/&
4,3#$/33>&!)*5(#$7&
.)*1&(9/&D,"2#(6&*.&
*,)&*../)

R/$()"2&
C1/)#-"

  

  

  

%&&Q/2/.=$#-"&/3("42#39/+&#(3/2.&"3&(9/&1*4#2/&
*!/)"(*)&0#(9&(9/&7)/"(/3(&-,3(*1/)&
7)*0(9&#$&R/$()"2&C1/)#-"

%&&'$&"22&(9/&*!/)"(*)3&*.&(9/&)/7#*$>&(9/&
R*1!"$6&#3&2/"+/)&#$&' R&S'$+/A&*.&
R,3(*1/)& "(#3."-(#*$W>&*,(3("$+#$7&/;/$&
#$&]#-")"7,"&"$+&Y2& "2;"+*)>&(9/&4/3(&
!/).*)1"$-/&#$&8"(#$&C1/)#-"

%&&Q9/&57,)/&*.&10 million customers 
,%+#*!%(-!02#"(("#$#$7&6/")I*$I6/")&7)*0(9&
*.&LOV

%&&Q*("2&()3!*%$!#,%+#&'(*!%+!0#45#
24%&"$+&(9/&O@&.**(!)#$(&)*3/&46&K[V

%&&<*-,3&*$&7/((#$7&
(*&?$*0&(9/&
-,3(*1/)>&"$+&
1"#$("#$#$7&
2/"+/)39#!&#$&(9/&
' R

Chile

%&&Z/;/2*!1/$(&*.&(9/&9#79I3!//+&1*4#2/&
"$+&5A/+&4)*"+4"$+&*../)>&4*(9&#$&PZ 8&
(/-9$*2*76&"$+&#$&*!(#-"2&54)/>&"$+&
-*$(#$,*,3&#1!)*;/1/$(&(9)*,79&3/);#-/&
4,$+2#$7

%&8",$-9&*.&(9/&$/0&QP&!2"(.*)1&*;/)&'JQP

%&&R9"$7/&*.&(9/&-"22&-/$(/)&1*+/2&0#(9&4/((/)&
!)/!")/+&1"$"7/)3&(*&#1!)*;/&)/3*2,(#*$&
"$+&3"(#3."-(#*$&#$+#-"(*)3

%&&Q9/&6/")&-2*3/+&0#(9&*;/)&13 million 
accesses,&"&6/")I*$I6/")&7)*0(9&*.&KV

%&&]*(/0*)(96&")/&(9/#$*),"-#)6#"-!#.)4&/!#
operator by more than 5%&4**3(/+&
46&(9/&#$-)/"3/&#$&(9/&!)/I!"6&1")?/(&"$+&
31")(!9*$/3&"$+&(9/&)#3/&*.&[V&#$&4)*"+4"$+&
"$+&UV&#$&(/2/;#3#*$&)/-*)+/+&46&(9/&5A/+&
*!/)"(*)

%&&Q9/&7)*0(9&#$&(9/&$,14/)&*.&9#79I3!//+&
4)*"+4"$+&-,3(*1/)3&#3&"$*(9/)&9#792#79(_& 
C(&6/")a3&/$+>&(9/)/&0/)/&*;/) 

 70,000 customers

%&&'1!)*;/1/$(&#$&
satisfaction and 
()"$3.*)1"(#*$&
into online 
-*1!"$6
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Country
Main achievements

Challenges 
2013

Qualitative Quantitative

R*2*14#"

%&R*$3*2#+"(#*$&"3&(9/&2/"+#$7&(/2/-*13&
*!/)"(*)&#$&(9/&-*,$()6&0#(9&"&-*$;/)7/$(&
!*)(.*2#*>&-*11/)-#"2#X/+&,$+/)&(9/&3#$72/&
4)"$+&:*;#3(")&"$+&-"!(,)/&*.&36$/)7#/3&
!)*+,-/+&46&(9/&.,3#*$

%&&e"$+2#$7&*.&14.1 million accesses, 
0#(9&6/")I*$I6/")&7)*0(9&*.&OV

%&#7*),"-#&'#"-!#(1+").!*#4%+!+&.*)&
4)*"+4"$+&STN\VW>&(/2/;#3#*$&STNLVW&"$+&
!*3(I!"6&STNMVW

%&&Q*&-"!(,)/&(9/&
7)*0(9&#$&(9/&+"("&
1")?/(

Y-,"+*)&

%&& ,43("$(#"2&7)*0(9&#$&(9/&!/$/()"(#*$&*.&
 1"22& -)//$&S-,3(*1/)3&0#(9&+"("&!"-?"7/3&
-*$()"-(/+W_&Q9/&!)*!*)(#*$&0#(9&"&-*$()"-(&
9"3&7*$/&.)*1&ONV&(*&ObV>&"$+&(9/&
!/$/()"(#*$&*.&(9/&!)/I!"6&1")?/(&+*,42/+&
S.)*1&OV&(*&[VW&

%&&8",$-9&*.&(9/&:*4#2/& "2/3&J*#$(&-9"$$/2&(*&
!/)1#(&7)*0(9&#$&!)/I!"6&-"!(,)/&#$&")/"3&2#?/&
(9/&-*"3(>&09/)/&!")(#-#!"(#*$&#$&(9/&1")?/(&
#3&2*0

%&&Q9/&6/")&-2*3/+&0#(9&*;/)&5 million 
accesses,&"&6/")I*$I6/")&7)*0(9&*.&NNV&
*;/)&LMNN

%&&J/)-/$("7/&*.&$/0&-*$()"-(3&*.&“Planes 
Smart”&S4,$+2/+&;*#-/&T&+"("W>&09#-9&0/$(&

.)*1&ONV&#$&LMNN&(*&56% in 2012

%##8-!#'1.4!*#)6#()'"*%("+#$*!, 

12% +,)#$7&LMNL

%&&:"#$(/$"$-/&
*.&7)*0(9&#$&
(9/&()"+#(#*$"2&
4,3#$/33

Mexico 

%&&&8",$-9&*.&(9/&-"1!"#7$&fJ)/!"7*&-/)*g&
S!)/I!"6&X/)*W>&"&2"$+1")?&#$&(9/&3()"(/76&*.&
)"(/&)/+,-(#*$&0#(9#$&(9/&fQ*+*&Z/3(#$*g&S"22&
+/3(#$"(#*$3W&!2"$3

%&&8",$-9&*.&$/0&+"("&!2"$3&(*&+/;/2*!&(9/&
1*4#2/&4)*"+4"$+&4,3#$/33>&0#(9&(9/&2",$-9&*.&
8QY&4/#$7&"&9#792#79(

%&&G!/)"(*)&0#(9&4/3(&$/(0*)?&D,"2#(6&"$+&
./0/3(&-*1!2"#$(3

%&&e#79/3(&-,3(*1/)&3"(#3."-(#*$&#$+/A&#$&(9/&
#$+,3()6

%&&Q*("2&"--/33/3&)/"-9/+&20.3 million
%&&R*$3*2#+"(#*$&*.&

the sales channel 
.*)&(9/&;"2,/&
3/71/$(

%&& #1!2#5-"(#*$&*.&
!)*-/33/3

J/),

%&&B/$/0"2&*.&(9)//&1*4#2/&-*$-/33#*$3&.*)&NU&
6/")3&"$+&NM&1*$(93

%&&R*$3*2#+"(#*$&*.&(9/&#$(/7)"(/+&5A/+I1*4#2/&
*)7"$#X"(#*$>&"-9#/;#$7&1"$"7/1/$(&
-*$;/)7/$-/&0#(9&7**+&)/3,2(3&.*)&(9/&
R*1!"$6

%&&R*$(#$,*,3&#1!)*;/1/$(&#$&+"("&!2"$3&(*&
.*1/$(&(9/&"+*!(#*$&*.&smartphones

%&&e"$+2#$7&*.&20.3 million accesses 
0#(9&6/")I*$I6/")&7)*0(9&*.&UV

%&&8/"+/)39#!&#$&(9/&
+"("&1")?/(&

P/$/X,/2"

%&&<*-,3&*$&-*11/)-#"2&-"1!"#7$3&(*&.*1/$(&
(9/&"+*!(#*$&*.&1*4#2/&4)*"+4"$+&"$+&4**3(&
(9/&!/$/()"(#*$&*.&31")(!9*$/3

%&&̀ **3(&+#7#("2&3/);#-/3&.*-,3/+&*$&(/2/;#3#*$&
SZQeW

%&e"$+2#$7&*.&11.7 million accesses, 
0#(9&6/")I*$I6/")&7)*0(9&*.&NLV

%&&C(("#$1/$(&*.&3.2 million 
smartphones,&*)&"&(*("2&*.&OOV&*.&(9/&
-,3(*1/)&4"3/

%&&Q9/&$,14/)&*.&(/2/;#3#*$&-,3(*1/)3&SZQeW&

+*,42/+>&(*&)/"-9&215,000

%&&:"#$("#$&
2/"+/)39#!&#$&
31")(!9*$/3
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A look at the future

Q9/&*!(#1"2&/;*2,(#*$&*.&(9/&.*,)(9&D,")(/)&
*.&LMNL&-*1!")/+&0#(9&(9/&/")2#/)&*$/3&*../)3&
-/)("#$&7)*,$+3&.*)&*!(#1#31&"4*,(&(9/&-9"$7/3&
#1!2/1/$(/+&#$&Q/2/.=$#-"a3&-*11/)-#"2&1*+/2>&
09#-9&9";/&()"$3.*)1/+&#(3&*../)&.)*1&3,43#+6I
-/$(/)/+&(*&"&1*)/&3,3("#$"42/&1*+/2&4"3/+&*$&
D,"2#(6&"$+&(9/&+/;/2*!1/$(&*.&+#../)/$(#"2&*../)3&
(9"(&#$-)/"3/&-,3(*1/)&5+/2#(6_

Q/2/.=$#-"&#3&1"?#$7&!)*7)/33&#$&!*2#-#/3&*.&
R,3(*1/)&'$(/22#7/$-/>&09#-9&2/(3&#(&1"#$("#$&
+#3(#$-(&4,(&."#)&!)#-/3&"$+&2/(3&#(&.*-,3&*$&
!)*;#+#$7&+#7#("2&3/);#-/3&(9"(&,3/&#(3&"33/(3_&
 #1#2")26>&(9/&R*1!"$6&#3&)/3*2,(/26&#$&.";*)&
*.&D,"2#(6&#$&#(3&3/);#-/3>&09#-9&1"?/3&#(&!"6&
3!/-#"2&"((/$(#*$&(*&$/(0*)?&D,"2#(6>&-*$3,1/)&
/A!/)#/$-/>&"$+&1"?/3&#(&*../)&1,2(#I-9"$$/2&
-*11,$#-"(#*$&(*&"22&#(3&-,3(*1/)3_

'$&(9/&.,(,)/>&(9/&2/;/)3&*.&7)*0(9&#$&)/;/$,/3&
-*1#$7&.)*1&-,3(*1/)3&0#22&4/&#$&8"(#$&C1/)#-"&
"$+&(9/&+"("&1")?/(_

67% 
of total customer 
base in Telefónica

Latin America

4% 
growth in mobile 

accesses
with respect to 2011

78% 
of all customers

are mobile access
(millions)

Accesses by country
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40 
million

 !"#$%&&"''"'$ 
in 2012
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Customers by 
type of access

:-%//!'$!+

Q/2/.=$#-"&@)*,!&?$*03&(9"(&.,$+"1/$("2&.*)&(9/&
-,3(*1/)&")/&()"$3!")/$(&-*11,$#-"(#*$&"$+&
3#1!2#5-"(#*$&*.&)"(/3_&Q*&0#(>&(9"(&#(3&,3/)3&-"$&
"33/33&(9/&-*1!/(#(#;/$/33&*.&#(3&!)*+,-(3&"$+&
3/);#-/3&"$+&(9/#)&3/-,)#(6&"$+&h/A#4#2#(6&(*&4/&
"+"!(/+&(*&,3/)3a&$//+3_

Q/2/.=$#-"&9"3&-*$3*2#+"(/+&"&-*22"4*)"(#;/&"$+&
39")#$7&0*)?&-,2(,)/&09#-9&9"3&"22*0/+&#(>&#$&
)/-/$(&6/")3>&(*&30"!&4/3(&-*11/)-#"2&!)"-(#-/3&
"$+&-,3(*1/)&/A!/)#/$-/3>&4)#$7#$7&(9/1&(*&"22&
(9/&-*,$()#/3&09/)/&#(&#3&!)/3/$(_

<*)&#$3("$-/>&(9/&2",$-9&*.&:*;#3(")&<,3#=$&"(&
(9/&/$+&*.&LMNL&9"3&1/"$(&.*)&Q/2/.=$#-"& !"#$&
"$&/A()/1/26&#1!*)("$(&3(/!&*$&(9/&!"(9&*.&
-/$(/)#$7&#(3&"-(#;#(6&*$&(9/&-,3(*1/)&(9"(&#(&9"3&
("?/$_&Q*&"-9#/;/&(9#3>&-,3(*1/)&)/D,#)/1/$(3&
"$+&0#39/3&0/)/&-*22/-(/+&(9)*,79&"&1,2(#(,+/&*.&
3,);/63&"$+&#$(/);#/03_&:*;#3(")&<,3#=$a3&E J3&
S,$#D,/&3/22#$7&!*#$(3W&")/&3";#$7>&()"$3!")/$-6&
"$+&3#1!2#-#(6_&Q9#3&#3&(9/&5)3(&(),26&#$(/7)"(/+&
*../)&*$&(9/& !"$#39&1")?/(>&0#(9&"&3#$72/&4#22&
(9"(&#$-2,+/3&5A/+&2#$/>&1*4#2/>&5A/+&"$+&1*4#2/&

3% 
year-on-year

growth in
total accesses

12.1 
million net 

gain in 
mobile accesses

4)*"+4"$+>&"$+&/;/$&(/2/;#3#*$&"22&#$&"&3#$72/&
!)*+,-(_&C$+&.*)&(9/&5)3(&(#1/>&0#(9&2#$/&)/$("2&
#$-2,+/+&#$&(9/&!)#-/_

'(&#3&#1!*)("$(&(*&/1!9"3#X/&(9"(&!)*+,-(3&2#?/&
:*;#3(")&<,3#=$>&09#-9&(9/&R*1!"$6&#3&4"-?#$7&
3()*$726>&-*$()#4,(/&(*&"&1*)/&3,3("#$"42/&
-,3(*1/)&)/2"(#*$39#!&1*+/2_&Q9/&1*(#;/&#3&/"36d&
(9/6&#1!26&3#7$#5-"$(&)/+,-(#*$3&4*(9&#$&(9/&(*("2&
-*3(&(*&(9/&-,3(*1/)&"$+&#$&-9,)$>&1/"$#$7&(9"(&
*!/)"(#*$"2&-*3(3&")/&)/+,-/+&.*)&(9/&R*1!"$6&
"$+&#(3&1")?/(&39")/&7*/3&,!_

G$&(9/&*(9/)&9"$+>&(9/&)"(/3&*.&/-*$*1#-&
7)*0(9&"$+&!/$/()"(#*$&#$&8"(#$&C1/)#-"&
1"?/&-2/")&(9"(&*$/&*.&(9/&-)#(#-"2&."-(*)3&#$&
Q/2/.=$#-"a3&3,--/33&0#22&4/&#(3&"4#2#(6&(*&2/"+&
(9/&/;*2,(#*$&*.&(9/&1*4#2/&-*$()"-(&3/-(*)&"$+&
*.&31")(!9*$/3&#$&(9/&)/7#*$_

13% 
of customers 
(%)"$ !"#$*+,"

2% 
of customers 

are distributors

13%  
 !"#-*+,"$

accesses

78%  
mobile 
accesses

1%  
pay TV

6%  
data and 
Internet 
accesses

2%  
distributor 
accesses
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Innovation as a lever for 
changing to the digital world_

THE VALUE OF INNOVATION

Q9/&-9"22/$7/&*.&"&-9"$7#$7&"$+&+#7#("2&0*)2+&)/D,#)/3&,$/D,#;*-"42/&3,!!*)(&.*)&

#$$*;"(#*$&#$&"22&+#;#3#*$3&"$+&"3&"&0"6&*.&+*#$7&4,3#$/33_

;1'0%.!'"%/#</%'+

Q/2/.=$#-"&#3&"0")/&(9"(&(/-9$*2*7#-"2&
#$$*;"(#*$&(,)$3&*,(&(*&4/&?/6&(*&"-9#/;#$7&
3,3("#$"42/&-*1!/(#(#;/&"+;"$("7/3&09#-9&
!/)1#(&(9/&+#../)/$(#"(#*$&*.&(9/&!)*+,-(3&#(&
+/;/2*!3_& *>&BHZ&!/);"+/3&"22&")/"3&*.&(9/&
R*1!"$6>&4*(9&(9/&()"$3;/)3"2&,$#(3&SQ/2/.=$#-"&
Z#7#("2&"$+&Q/2/.=$#-"&@2*4"2&B/3*,)-/3W>&"$+&
(9/&2*-"2&*!/)"(*)3_&C3&.*)&9*0&#(&39*,2+&4/&+*$/>&
(9/&R*1!"$6&-*$3#+/)3&(9"(&(9/&0"6&(*&/$3,)/&
"&+#../)/$(#"2&"+;"$("7/&#$&#(3&(/-9$*2*7#-"2&
#$$*;"(#*$&"-(#;#(#/3&#3&;#"&BHZ_&Q9#3>&-*14#$/+&
0#(9&(9/&"-D,#3#(#*$&*.&(/-9$*2*76>&)/!)/3/$(3&
"$&/.5-#/$(&1"$$/)&*.&#$-*)!*)"(#$7&2/"+#$7I
/+7/&!)*+,-(3_

BHZ&"-(#;#(#/3&("?/&!2"-/&46&1/"$3&*.&(9/&
0*)?&*.&Q/2/.=$#-"&BHZ&"$+&*.&"&2")7/&;")#/(6&
*.&-*1!"$#/3_&Q9,3>&0/&7/(&*$/&*.&(9/&0*)2+a3&

2")7/3(&$/(0*)?3&*.&#$$*;"(#*$&#$&(9/&'RQ&
3/-(*)_&Q9#3&1*+/2&9"3&!/)1#((/+&(9/&*!/$#$7&
*.&Q/2/.=$#-"a3&!2"(.*)13&(*&-*22"4*)"(#*$&0#(9&
(9#)+&!")(#/3>&4"-?#$7&$/0&(/-9$*2*76I4"3/+&
-*1!"$#/3&(9)*,79&;/$(,)/&-"!#("2&#$#(#"(#;/3&
"$+&/$(/)#$7&-*1!"$#/3&*.&(/-9$*2*7#-"2&
#$(/)/3(_

2012 achievements
Q9/&R*1!"$6&-/2/4)"(/+&(9#3&6/")&(9/&L\(9&
"$$#;/)3")6&*.&(9/&.*,$+#$7&*.&Q/2/.=$#-"&BHZ_&
C$+&#.&(9#3&+#;#3#*$&0"3&$/03&#$&#(3&+"6&.*)&4/#$7&
*$/&*.&Y,)*!/a3&5)3(&!)#;"(/&BHZ&-/$(/)3>&(*+"6&
#(&#3&$/03&"7"#$&.*)&)/"-9#$7&"&D,")(/)&*.&"&
-/$(,)6_&Z,)#$7&(9/3/&6/")3>&Q/2/.=$#-"&BHZ&9"3&
-"))#/+&*$&"+"!(#$7&(*&(9/&$//+3&*.&(9/&4,3#$/33&
"$+&9"3&i*#$/+&(9/&3/2/-(&4"$+&*.&-*1!"$#/3&
#$;/3(#$7&1*)/&(9"$&*$/&4#22#*$&/,)*3&#$&BHZ_

Telefónica’s 
R&D&I activities 
impregnate all 
areas of the 
Company, so 
representing one 
of the biggest 
ICT innovation 
networks in the 
world
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Telefónica 
Digital has 
worked with 
Mozilla to 
develop the 
Firefox mobile 
operating 
system, based 
on HTML5

R,))/$(26>&Q/2/.=$#-"&9"3&)/3/")-9&-/$(/)3&#$&(9/&
E$#(/+& ("(/3>&'3)"/2>&(9/&E$#(/+&F#$7+*1>&`)"X#2&
"$+& !"#$>&09/)/&3-#/$(#3(3&"$+&(/-9$*2*7#3(3&*.&
*;/)&LM&$"(#*$"2#(#/3&0*)?_

<*)&LMNL>&(9/&.*22*0#$7&"-9#/;/1/$(3&39*,2+&4/&
9#792#79(/+d

   TU Go. Q9#3&-*$;/)(3&(/2/!9*$/&3/);#-/&#$(*&"$&
"!!&09#-9&-"$&4/&#$3("22/+&*$&09"(/;/)&+/;#-/&

#3&-*$3#+/)/+&1*3(&"!!)*!)#"(/_

   ;&*!6)=#>?@#R)/"(/+&0#(9&(9/&#$(/$(#*$&*.&

1"?#$7&#$(/22#7/$(&(/2/!9*$/3&09#-9&,3/&*!/$&

0/4&3("$+")+3&"$+&09/)/&"22&.,$-(#*$"2#(6&

-"$&4/&+/;/2*!/+&0#(9&eQ:8\&"!!2#-"(#*$3_&'(&

"2)/"+6&9"3&1*)/&(9"$&L>\MM&+/;/2*!/)3_ 

j^"6)"a&#3&(*+"6&*$/&*.&(9/&1*3(&#1!*)("$(&
#$$*;"(#*$&!)*i/-(3&#$&Q/2/.=$#-"_&Q9#3&#3&(9/&
2#$?&09#-9&-*$$/-(3&3(")(,!3&(*&(9/&R*1!"$6_&
Q9#3&#$#(#"(#;/&*!/$3&,!&7)/"(&!*(/$(#"2&.*)&
+#3()#4,(#$7&(9/#)&#+/"3&"$+&!)*i/-(3&#$&(9/&
1")?/(3&09/)/&(9/&R*1!"$6&#3&!)/3/$(&S0#(9&
*;/)&OMM&1#22#*$&-,3(*1/)3W&"$+&"--/33&(*&#(3&
;"3(&$/(0*)?&*.&!")($/)3&"$+&4,3#$/33/3&"22&
*;/)&(9/&0*)2+_&<*)&Q/2/.=$#-">&(9#3&-*1!"$6&
"--/2/)"(*)&#3&(9/&!/)./-(&/$;#)*$1/$(&(*&
#+/$(#.6&("2/$(&"$+&1"?/&#(&-*1!/(#(#;/&"3&
D,#-?26&"3&!*33#42/_

C&2")7/&$,14/)&*.&(9/&!)*i/-(3&(9"(&j^"6)"a&
"+;"$-/3&")/&*)#/$(/+&(*0")+3&3()"(/7#-&")/"3>&
.)*1&GQQ&"!!2#-"(#*$3&*)&5$"$-#"2&3/);#-/3&
(*&-2*,+&-*1!,(#$7_&'$&LMNL>&Q/2/.=$#-"&9"3&

.*1/$(/+&(9/&0*)?&*.&NUM&3(")(,!3&*,(&*.&"&(*("2&
*.&NO>bKU&!)*i/-(3&)/-/#;/+_

A look at the future
 ,--/33&#$&#$$*;"(#*$&39*,2+&4/&.*,$+/+&
*$&"&72*4"2&1*+/2&09#-9&-*;/)3>&"3&0/22&"3&
(9/&/A/-,(#*$&*.&!)*i/-(3>&(**23&09#-9&"33#3(&
0#(9&("2/$(&1"$"7/1/$(>&/$-*,)"7/1/$(&*.&
-)/"(#;#(6>&(9/&7/$/)"(#*$&*.&/-*363(/13&4"3/+&
*$&4,3#$/33&"--/2/)"(#*$>&(9/&+/;/2*!1/$(&*.&
"-(#*$3&(9"(&4/(&*$&#$$*;"(#*$>&(9/&!)*(/-(#*$&
"$+&/;"2,"(#*$&*.&(9/&)/3,2(3>&"$+&(9/&
"33/331/$(&"$+&D,"$(#5-"(#*$&*.&(9/&)/(,)$>&
"1*$7&*(9/)&;"2,/3_

Q/2/.=$#-"&9"3&?$*0$&9*0&(*&"+"!(&#(3&B/3/")-9>&
Z/;/2*!1/$(&"$+&'$$*;"(#*$&1*+/2&(*&("?/&
"+;"$("7/&*.&*!!*)(,$#(#/3&"$+&)/3!*$+&(*&(9/&
$//+3&*.&(9/&4,3#$/33&+,)#$7&(9/&2"3(&OM&6/")3_&
`,(&#$&"++#(#*$>&(9/&R*1!"$6&9"3&$*(&*$26&
1*,2+/+&#(3/2.&(*&(9#3&-*$(/A(&4,(>&46&1/"$3&*.&
#(3&+/;/2*!1/$(3>&9"3&9/2!/+&(*&4,#2+&(9/&.,(,)/_

^9/$&Q/2/.=$#-"&BHZ&0"3&-)/"(/+&L\&6/")3&
"7*>&(9/&@)*,!&-/$(/)/+&#(3&"-(#;#(6&*$&
 !"#$&"$+&#$$*;"(#*$3&0/)/&.*)&1*4#2/3&
"$+&(9/&'$(/)$/(_&]*0>&(9#3&+#;#3#*$&#3&"(&
(9/&(/-9$*2*7#-"2&;"$7,")+&"$+>&0#(9&#(>&(9/&
R*1!"$6&#3&#$&"&!*3#(#*$&(*&-*$(#$,/&!2"6#$7&
"&-/$()"2&)*2/&#$&(9/&+/;/2*!1/$(&*.&$/0&
(/-9$*2*7#/3&.*)&(9/&.,(,)/_

R&D&I investment
A!*(!'"%$!#)6#*!3!'1! No. of patents

Performance evolution

Million euros

2010 2010 20102011 2011 20112012 2012 2012

7.9%

1.3%

748.1%

1.6%

95

9.3%

1.7%

87

R&D % R&D  
over revenue

R&D&I % R&D&I  
over revenue

4,814

797

5,091

983

5,771

1,071
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`,(>&#$&(9#3&2/"+#$7I/+7/&0*)?>&Q/2/.=$#-"&0#22&
$*(&4/&!2"6#$7&"2*$/&I&(9/&R*1!"$6&/$i*63&(9/&
!)#;#2/7/&*.&9";#$7&*$/&*.&(9/&0*)2+a3&2")7/3(&
#$$*;"(#*$&/-*363(/13_

C$*(9/)&4/(&*$&(9/&.,(,)/&#3&Q/2/.=$#-"&Z#7#("2>&
-)/"(/+&(*&2/"+&"$+&!)*1*(/&(9/&*!!*)(,$#(#/3&
(9"(&(9#3&$/0&0*)2+&*../)3_&'(3&$/A(&*4i/-(#;/d&(*&
)/"-9&\>MMM&1#22#*$&/,)*3&#$&LMN\>&"&3,1&09#-9&
0*,2+&)/!)/3/$(&"$$,"2&7)*0(9&*.&")*,$+&LMV_&
^#(9#$&#(3&")/"3&*.&"-(#;#(6>&(9/&9#792#79(3&#$-2,+/&
(9/&+/;/2*!1/$(&*.&(9/&*!/$&1*4#2/&*!/)"(#$7&
363(/1&<#)/.*A&4"3/+&*$&eQ:8\&0#(9&:*X#22">&(9/&
!,39&.*)&1"-9#$/I(*I1"-9#$/&S:L:W&3*2,(#*$3&
#$&+#../)/$(&3/-(*)3>&!,((#$7&(9/&/1!9"3#3&*$&
/.5-#/$-6&Sh//(&1"$"7/1/$(>&#$3,)"$-/>&-*$()*2&
*.&/2/-()#-#(6&-*$3,1!(#*$>&31")(&-#(#/3W>&(9/&
+/3#7$&*.&"2(/)$"(#;/&1*4#2/&!"61/$(&1/(9*+3&.*)&
(9/&!*!,2"(#*$&*.&8"(#$&C1/)#-"&0#(9*,(&"--/33&
(*&4"$?#$7>&+#7#("2&9/"2(9&3*2,(#*$3&S/e/"2(9W&"$+&
(9/&-)/"(#*$&*.&Q/2/.=$#-"&Z6$"1#-&'$3#79(3>&"&$/0&
72*4"2&,$#(&"#1/+&"(&*!/$#$7&,!&$/0&;"2,/&-)/"(#*$&
*!!*)(,$#(#/3&#$&(9/&")/"&*.&`#7&Z"("_

:-%//!'$!+

C2(9*,79>&2#?/&(9/&1"i*)#(6&*.&-*1!"$#/3>&
Q/2/.=$#-"&1/"3,)/3&#$$*;"(#*$&(9)*,79&#(3&
BHZH'&/..*)(>&(9/&)/"2&?/6&#3&(*&+/(/)1#$/&(9/&
)/(,)$&(9"(&(9#3&/..*)(&6#/2+3>&"3&)/h/-(/+&#$&
(9/&+/;/2*!1/$(&*.&$/0&!)*+,-(3>&!2"(.*)13>&
!"(/$(3&"$+&*(9/)&#$("$7#42/&(/-9$*2*7#-"2&
"33/(3_&Q*&-*))/-(26&#+/$(#.6&"$+&7/$/)"(/&(9#3>&

(9/&R*1!"$6&-)/"(/+&(9/&Q/2/.=$#-"&J"(/$(&
G.5-/&.*,)&6/")3&"7*>&"&+#;#3#*$&09#-9&0*)?3&
-2*3/26&0#(9&(9/&#$;/$(*)3&"(&Q/2/.=$#-"&BHZ_

C3&(9/&4"3#3&*.&#(3&4,3#$/33>&Q/2/.=$#-"&
-*$(#$,/3&(*&4/2#/;/&(9"(&(9/&-,3(*1/)&#3&*$/&
*.&#(3&!)#$-#!"2&3*,)-/3&*.&#$3!#)"(#*$&09/$&
+/.#$#$7&$/0&(/-9$*2*7#-"2&3*2,(#*$3&"$+&
!2"(.*)13_&<*)&(9#3>&(9/&R*1!"$6&0*)?3&46&
+#../)/$(&)*,(/3_&'.&0/&-*$3#+/)&(9/&/")26&3("7/3&
*.&(9/&#$$*;"(#*$&!)*-/33>&*$/&*.&(9/&1*3(&
-)#(#-"2&,$#(3&*.&Q/2/.=$#-"&BHZ&#3&(9"(&*.&E3/)&
YA!/)#/$-/_&Q9)*,79&(9#3>&(9/&1*3(&#$$*;"(#;/&
3/);#-/3&")/&+/.#$/+&i*#$(26&0#(9&(9/&-,3(*1/)_&
'$&!")"22/2>&#$#(#"(#;/3&")/&"23*&,$+/)("?/$&#$&
*(9/)&4,3#$/33&,$#(3&*.&(9/&@)*,!&09#-9&9";/&
+#)/-(&#$(/)"-(#*$&0#(9&/$+&,3/)3_&Q9/&#+/"&#3&
(*&,3/&"22&(9#3&#$.*)1"(#*$&"3&.//+4"-?&.*)&(9/&
-)/"(#*$&-6-2/_

`/6*$+&(9"(&#$$*;"(#*$>&"(&Q/2/.=$#-"&(9/&
()"$3;/)3"2&"-(#;#(#/3&0#(9&(/-9$*2*7#-"2&!*(/$(#"2&
39*,2+&#$-)/"3/&(9/&/.5-#/$-6&*.&(9/&$/(0*)?&"$+&
*.&#(3&*!/)"(#*$3_&'$+//+>&(9/6&9";/&(*&3,!!*)(&
(9/&()"$3.*)1"(#*$&*.&(/2/-*11,$#-"(#*$3&
#$.)"3(),-(,)/&3*&(9"(&#(&#3&2#79(/)>&1*)/&h/A#42/&"$+&
1*)/&-*$57,)"42/_& *>&46&1/"$3&*.&#$$*;"(#*$&#$&
(/-9$*2*76&"$+&$/(0*)?&")-9#(/-(,)/>&(9/&-"!"-#(6&
.*)&"+"!("(#*$&*.&Q/2/.=$#-"&(*&(9/&/;/)I-9"$7#$7&
)/D,#)/1/$(3&*.&-,3(*1/)3&"$+&+#7#("2&3/);#-/3&#3&
4**3(/+_&'$&*(9/)&0*)+3>&#$$*;"(#*$&#3&!,(&(*&0*)?&
(*&4,#2+&"&1,-9&1*)/&+#7#("2&-*1!"$6>&"&Z#7#("2&
Q/2-*&*.&(9/&LN3(&-/$(,)6_

With ‘Wayra’, 
Telefónica 
offers startups 
access to its 
customers, 
partners and 
businesses
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Research centers in 5 countries

startups fomented by ‘Wayra’

25 years of Telefónica R&D

million euros dedicated to R&D&I

+ 5,771

180

Action lines 2012 successes Targets Challenges

Global R&D effort 1,071 million  
/,)*3&+/+#-"(/+&(*&BHZH'_&
Z/3!#(/&72*4"2&/-*$*1#-&
+#.5-,2(#/3>&(9/&57,)/&)/h/-(3&
(9/&,!0")+&()/$+&*.&(9/&
R*1!"$6&#$&(9#3&")/"

%&&F//!&,!&(9/&/..*)(&#$&
 !"!# $%&#'(&(!)!*+,-!'. 
 !"#$%&'#"('!)&* %"+'#"
),--#'#$ ,+ #)"+$)" .+ "
 .#"#-/*,#$*0"!-"('!*#%%#%"
,$*'#+%#%")&#" !"!1$"
technologies

2""3'!4'#%%",$",)#$ ,-0,$4"'#%&5 %""
!6 +,$#)"-'!7"89:;"<&% ,-0,$4", %"
, +/.#01*1.2

2"&3#1'.#1'&+ &1'$ !#"!&.%!&4!15%.&
of R&D +%"+"(#'*#$ +4#"!-" .#"
=!7(+$0>%",$?#% 7#$ "#--!' 

6+7&+8&'!4&,#.!'."&1'&

.%!&1'.#'510*!&#""!."&

portfolio 

87 '!4&,#.!'."  
4#$#'+ #)"60"@#5#-A$,*+"
89:"B!-" .#%#;"CD".+?#"
6##$"'#4,% #'#)"60"
@#5#-A$,*+":,4, +5;"EF"60"
@#5#-A$,*+"G5!6+5"8#%!&'*#%"
+$)" .'##"60"@#5#-A$,*+"
H%(+I+J

2""=!$ ,$&#"4#$#'+ ,$4"(+ #$ %"
1, .,$@#5#-A$,*+"G'!&(;"
1, ."+"4'#+ #'"#7(.+%,%"
on quality rather than 
quantity

2""H7(.+%,K#" .#"('! #* ,!$"!-"
('!)&* %"+$)" #*.$!5!4,#%"
 .+ ;"+%"$#1"+%%# %;"*+&%#"
G'!&("?+5&#" !",$*'#+%#

2""H+'50",)#$ ,/*+ ,!$"!-"'!4&1(!#""-!'"
(+ #$ ,$4" .'!&4.!& " .#"G'!&("+$)"
7+$+4#7#$ "!-"! .#'"1'.#'510*!&
.!$%'+*+51$#*&#""!."&6#0!$)"!1$"
(+ #$ %

Acceleration of 
".# .9,"&.% +95%&

‘Wayra’

8.6 million"#&'!%"
!-"!& %,)#"/$+$*,$4"-!'"
*!7(+$,#%"('!7! #)"60"
 .#"LM+0'+>"('!<#* 

2""H$%&'#" .+ "startups 
,$*&6+ #)",$"‘Wayra’ can in 
-& &'#"'+,%#"7!'#"/$+$*,$4"
!& %,)#"@#5#-A$,*+"+%" .#,'"
+**#5#'+ ,!$"(#',!)%"*!7#"
to an end

2""N$*'#+%#" .#",$O&#$*#"!-"LM+0'+>",$"
%#5#* ,$4"% +' &(%",$"*!&$ ',#%",$"
1.,*.", "!(#'+ #%

2""P!7#$ ")#?#5!(7#$ "!-"risk capital 
#'(&09"1'!""&#'5!*"",$"*!&$ ',#%"
1.#'#"@#5#-A$,*+"!(#'+ #%

 !"P+*,5, + #"+**#%%" !"/$+$*,$4"-!'"
LM+0'+>"*!7(+$,#%
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Towards the 
digital economy_

N ",%"+5%!"*!77,  #)" !"1!'Q,$4"1, ."+"1,)#"
'+$4#"!-"/$+$*,+5"(+' $#'%" !"4'!1" .#"!?#'+55"
7R*!77#'*#"#*!%0% #7S"T$"#U+7(5#"!-"+"
/$+$*,+5"%#'?,*#",%"VPWX"+"<!,$ "?#$ &'#"6# 1##$"
@#5#-A$,*+"+$)"V+% #'=+')" .+ "1,55")#?#5!("
(+07#$ "%!5& ,!$%"&%,$4"7!6,5#" #5#(.!$0"
,$"Y'+K,5S"VPW>%"/'% "('!)&* ;"%# " !"5+&$*.",$"
V+0"ZF[E;"1,55"6#"+"('#R(+,)"+**!&$ "+**#%%#)"
?,+"7!6,5#"(.!$#%"+5!$4%,)#"+"V+% #'=+')"
*+');"1.,*."1,55"5# "*!$%&7#'%" '+$%-#'"*+%."
 !"! .#'"(#!(5#;"7+Q#",$R% !'#"(&'*.+%#%;" !("
&(" .#,'"(.!$#%"+$)"*+''0"!& "! .#'"/$+$*,+5"
 '+$%+* ,!$%S"@.#"('!)&* "1,55"(',7+',50"-!*&%"
!$" .#"(+07#$ "'#\&,'#7#$ %"!-"@#5#-A$,*+"
],?!"*&% !7#'%"1.!")!"$! ".+?#"6+$Q"+**!&$ %;"
!--#',$4" .#7"/$+$*,+5",$*5&%,!$S"^!1#?#';"&%#'%"
1.!"+5'#+)0".+?#"*&''#$ "+**!&$ %"*+$"+5%!"
%,4$"&("-!'" .#"%#'?,*#S"=+%."*+$"6#" '+$%-#''#)"
!$ !"('#R(+,)"+**!&$ %"+ "7!6,5#"(.!$#"'#/55"
% + ,!$%;"%&(#'7+'Q# %"+$)"$#1%(+(#'"% +$)%S"
T$! .#'"#U+7(5#"!-"+"/$+$*,+5"%#'?,*#",%":,'#* R
 !R6,55X"@#5#-A$,*+".+%"%,4$#)"45!6+5"+4'##7#$ %"
1, ."P+*#6!!Q;"G!!45#;"V,*'!%!- "+$)"8NV" !"
!--#'"+"%,7(5#"+$)"*!$?#$,#$ "1+0"-!'"*&% !7#'%"
 !"(&'*.+%#"4!!)%;"(+' ,*&5+'50"?,' &+5"4!!)%;"
?,+" .#,'"7!6,5#"(.!$#%S"M.# .#'" .#0"+'#"
6&0,$4"+$"+((;"7!6,5#"4+7#"!'"7+Q,$4"+$",$R+(("
(&'*.+%#;":,'#* R !R6,55"#$+65#%" .#"*&% !7#'" !"
%,7(50"*.+'4#" .#"(+07#$ " !" .#,'"(.!$#"6,55"!'"
('#(+,)"*'#), ;"+?!,),$4" .#"$##)" !"&%#"+"*'#), "
*+')S"8#*#$ "'#%#+'*."-'!7"VT=^"-!&$)" .+ "
!?#'"+" .,')"!-"H&'!(#+$"%7+' (.!$#"&%#'%".+?#"
(+,)"-!'"+((5,*+ ,!$%"?,+"!(#'+ !'"6,55,$4S

Key pillars

_&'"4!+5",%" !" '+$%-!'7"@#5#-A$,*+",$ !"+"
:,4, +5"@#5*!"60"*'#+ ,$4"$#1"),4, +5"%!5& ,!$%"
 !"%!5?#"%!*,# 0>%"$##)%S"N$"!')#'" !"+*.,#?#"
 .,%"4!+5;"@#5#-A$,*+",%"*!77,  #)" !"6',$4,$4"
 !"7+'Q# "$#1"('!)&* %"+$)"%#'?,*#%S"M#"
*+$$! ")!" .,%"+5!$#"%!"1#"1,55"(+' $#'"
1, .;",$?#% ",$"!'"(! #$ ,+550"+*\&,'#"! .#'"
*!7(+$,#%S"@.#%#"('!)&* %"+$)"%#'?,*#%"
+'#"6'!&4. " !"7+'Q# "+*'!%%"%#?#$"Q#0"
%#47#$ %"`"-,$+$*,+5"%#'?,*#%;"VZV;"#^#+5 .;"
+)?#' ,%,$4;"?,)#!"+$)"7#),+;"%#*&', 0"+$)"
*5!&)"*!7(& ,$4S

2012 achievements
@#5#-A$,*+>%"),4, +5"%!5& ,!$%;"1.,*.".+?#"('!?,)#)"
'#?#$&#%"!-"+(('!U,7+ #50"aZSD6$" !"@#5#-A$,*+;"
.+?#"6##$"6'!&4. " !"7+'Q# "+*'!%%"%#?#$"Q#0"
%#47#$ %X

Financial services
@.#"7!6,5#"(.!$#",%"6#*!7,$4"7!'#"*#$ '+5"
 !"(#!(5#>%"5,?#%"+$)".+%" .#"(! #$ ,+5" !"
 '+$%-!'7" .#"1+0"(#!(5#"*+''0"7!$#0"+$)"(+0"
-!'" .,$4%S"@#5#-A$,*+"6#5,#?#%" .+ " .#"7!6,5#"
1,55"6#*!7#"+"4+ #1+0"-!'"+"'+$4#"!-"%#'?,*#%"
'+$4,$4"-'!7"*'#), "9")#6, "*+')%;"7!$#0"
 '+$%-#'%;"5!0+5 0"*+')%"+$)" .+ "&5 ,7+ #50"
 .#"7!6,5#"1,55"'#(5+*#" .#"(.0%,*+5"1+55# S"
@#5#-A$,*+"+,7%" !"6#"+"1!'5)"5#+)#'",$" .#"
('!?,%,!$"!-"),4, +5"-,$+$*,+5"%#'?,*#%" .'!&4."
 .#"7!6,5#"1+55# S"

THE VALUE OF BEING DIGITAL 

Telefónica 
offers key 
digital solutions 
for the new 
"#$#%&$'!()*+&%)(!
society, M2M 
communications, 
eHealth, 
advertising, 
video and media, 
security and 
cloud computing

@#5#-A$,*+>%"),4, +5"('!)&* %"+$)"%#'?,*#%"+**#5#'+ #" 

7+'Q# "4'!1 ." .'!&4.",$?#% 7#$ ;"*!55+6!'+ ,!$%" 

+$)"<!,$ "?#$ &'#%S
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M2M
V+*.,$#R !R7+*.,$#"BVZVJ"*!77&$,*+ ,!$%"
+'#" '+$%-!'7,$4"+55"7+$$#'"!-",$)&% ',#%"
+*'!%%" .#"1!'5)S"T- #'"7!'#" .+$"[FF"0#+'%"
,$$!?+ ,$4",$" .#"1+0"(#!(5#"*!77&$,*+ #;"
@#5#-A$,*+>%"6# "-!'" .#"-!' .*!7,$4"0#+'%",%"
)#?#5!(,$4"*!77&$,*+ ,!$%"6# 1##$" .,$4%S"

VZV"*!77&$,*+ ,!$%"+'#" '+$%-!'7,$4"
,$)&% ',#%;"-'!7"& ,5, ,#%" !" '+$%(!' + ,!$;"
('!?,),$4"7!'#"#--,*,#$ ;"*.#+(#'"+$)"7!'#"
%&% +,$+65#"%&((50"*.+,$%"+$)"!(#'+ ,!$+5"
('!*#%%#%;"+$)"#$+65,$4" .#"*'#+ ,!$"!-"$#1"
6&%,$#%%"7!)#5%S"

@#5#-A$,*+;"+%"+"5#+)#'",$" .#"
 #5#*!77&$,*+ ,!$%",$)&% '0;"1+$ %" !"
('!?,)#", %"*&% !7#'%"1, ." .#"6#% "VZV"
%!5& ,!$%"6+*Q#)"60", %"%!5,)"+%%# %X"45!6+5"
%*+5#;"1,)#"(!' -!5,!"!-"VZV"?+5&#R+))#)"
%#'?,*#%"+$)" .#"6#% "*!77&$,*+ ,!$%"
$# 1!'QS"T$"#U+7(5#"!-"+"VZV"%#'?,*#",%"b3+4!"
*!7!"*!$)&K*!bS"G#$#'+5,"+$)"@#5#-A$,*+".+?#"
(+' $#'#)" !"*'#+ #"b3+4!"*!7!"*!$)&K*!b"
,$"W(+,$;"+"(,!$##',$4"7! !'",$%&'+$*#"(!5,*0"
 .+ "*+5*&5+ #%" .#"('#7,&7"+**!'),$4" !"
)',?,$4".+6, %S"N ",%"+,7#)"+ "*&% !7#'%"!-"+55"
Q,$)%;"+5 .!&4.", "#%(#*,+550"6#$#-, %"0!&$4#'"
)',?#'%"1, ."4!!)")',?,$4".+6, %S"b3+4!"*!7!"
*!$)&K*!b"+5%!".+%" .#"(! #$ ,+5" !",7('!?#"
'!+)"%+-# 0S"N "('!?,)#%"%&44#% ,!$%"6+%#)"!$"
 .#")',?,$4".+6, %"!-" .#",$%&'#)"1.,*."*!&5)"
('!?#"&%#-&5" !1+')%",7('!?,$4" .#,'")',?,$4S

eHealth
G!?#'$7#$ %"+'!&$)" .#"1!'5)"+'#"4'+((5,$4"
1, ."4'!1,$4".#+5 .*+'#"*!% %;")',?#$"60"+4#,$4"
(!(&5+ ,!$%S"@#5#-A$,*+"6#5,#?#%",$-!'7+ ,!$"
+$)"*!77&$,*+ ,!$%" #*.$!5!4,#%".+?#" .#"
(! #$ ,+5" !"'+),*+550" '+$%-!'7".#+5 .*+'#;"
('!?,),$4"6! ."4'#+ #'"\&+5, 0"!-"*+'#"-!'"
(+ ,#$ %"+$)")',?,$4"4'#+ #'"#--,*,#$*,#%"
-!'".#+5 .*+'#"('!?,)#'%S"P'!7")#7+$)"+$)"
+**#%%"7+$+4#7#$ " .'!&4." !"'#7! #"
(+ ,#$ "7+$+4#7#$ ;"7!6,5#" #5#*+'#"+$)"
 #5#R*!$%&5 + ,!$;"@#5#-A$,*+",%"+65#" !"('!?,)#"
,$$!?+ ,?#"('!)&* %"+$)"%#'?,*#%" !"6! ."
.#+5 .*+'#"('!?,)#'%"+$)"),'#* 50" !"#$)"&%#'%S"

T$"#U+7(5#"!-"+$"#^#+5 ."%#'?,*#",%"TU,%7#)S"
@#5#-A$,*+".+%"+*\&,'#)"+"*!$ '!55,$4"% +Q#"
,$"TU,%7#);"Y'+K,5>%"5+'4#% "*.'!$,*"*+'#"
7+$+4#7#$ "*!7(+$0S"@.#")#+5;"1.,*."
1+%"*!$*5&)#)"+ " .#"#$)"!-"5+% "0#+';"1,55"
#$+65#"@#5#-A$,*+"G'!&(" !"+**#5#'+ #" .#"
)#?#5!(7#$ "!-"+"*!7(5# #"#$)R !R#$)"%#'?,*#"
('!(!%, ,!$",$" .#"-+% "4'!1,$4"Y'+K,5,+$"
#R.#+5 ."7+'Q# ;" +'4# ,$4"(',?+ #".#+5 .*+'#"
('!?,)#'%;"*!'(!'+ #"*&% !7#'%"+%"1#55"+%" .#"
cF"7,55,!$"],?!"*&% !7#'%",$"Y'+K,5S

:()! .1"1'5

@.#"7!6,5#"+)?#' ,%,$4"7+'Q# ",%"4'!1,$4"
'+(,)50"+%"6'+$)%",$*'#+%,$450"'#+5,K#" .#"
(! #$ ,+5"!-"7!6,5#" !")#5,?#'".,4.50" +'4# #)"
+$)"'#5#?+$ "7+'Q# ,$4"*!77&$,*+ ,!$%" !"
*&% !7#'%S"@.'!&4.", %"+)?#' ,%,$4" #+7;"

Telefónica 
health services 
can improve 
the quality of 
patient care 
while offering 
increased 
),"%&)#%-
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Security 
@#5#-A$,*+"!--#'%"+"'+$4#"!-"7+$+4#)"%#*&', 0"
%#'?,*#%"-!'"5+'4#"*!'(!'+ ,!$%" !"#$%&'#" .#"
,$ #4', 0"!-" '+--,*"!$" .#,'"$# 1!'Q%S"@.,%"
,$*5&)#%"*5#+$"#7+,5"+$)"1#6"%#*&', 0;"+$)"
('! #* ,!$"+4+,$% ")#$,+5R!-R%#'?,*#"+  +*Q%S"
P!'"*!$%&7#'"*&% !7#'%;"@#5#-A$,*+",%"
)#?#5!(,$4"+"$&76#'"!-"('!)&* %" !"('! #* "
7!6,5#")#?,*#%"+$)"3=%"+4+,$% "?,'&%#%"+$)"
7+51+'#;"+$)" !"!--#'"*!$ #$ "-,5 #',$4"+$)"
*.,5)"('! #* ,!$"%#'?,*#%S

;*+9(&$+-,9.1'5

@#5#-A$,*+".+%"+"(!' -!5,!"!-"6#% R,$R*5+%%"*5!&)"
%#'?,*#%"*!?#',$4"+55"%#47#$ %"-'!7"d+'4#"
H$ #'(',%#"9"3&65,*"W#* !'" !"WVH"9"W_^_"
+$)" .#"*!$%&7#'"7+'Q# ;"+$)"+))'#%%,$4"
),--#'#$ "+'#+%"%&*."+%",$-'+% '&* &'#"%#'?,*#%"
-!'"%&((!' ,$4"7,%%,!$R*', ,*+5"6&%,$#%%"
1!'Q5!+)%;"7+'Q# (5+*#%"-!'"%!- 1+'#"+%"+"
%#'?,*#;"(#'%!$+5"*5!&)"%#'?,*#%"+$)"+" ! +550"
,$$!?+ ,?#"%# "!-"*5!&)"%#'?,*#%",$ #$)#)"-!'"
%7+' ")#?,*#%S"T$"#U+7(5#"!-"+"*5!&)"%#'?,*#",%"
N$% +$ "W#'?#'%X"+$"N$-'+% '&* &'#R+%R+RW#'?,*#"
!--#',$4" .+ ")#5,?#'%"!$R)#7+$);".,4.R
(#'-!'7+$*#"*5!&)"*!7(& ,$4"-!'")#?#5!(#'%;"
),4, +5"6&%,$#%%#%"+$)"5+'4#"#$ #'(',%#%S"
=&% !7#'%"6#$#/ "-'!7" .#"'#+%%&'+$*#"!-"+"
7+'Q# R5#+),$4"%#'?,*#R5#?#5"+4'##7#$ "BWdTJ"
!-"ccSccef"(#'"0#+'"6+*Q#)"60"+"/$+$*,+5"

@#5#-A$,*+",%"+65#" !"5#?#'+4#", %"% '#$4 .%"
,$" .,%"+'#+;",$*5&),$4"45!6+5"*&% !7#'"6+%#;"
&$(+'+55#5#)"*&% !7#'"Q$!15#)4#"+$)"
,$$!?+ ,!$%",$"$#1"+)?#' ,%,$4"7!)#5%S

<1(!+&=&-!(1#

@#5#-A$,*+",%"+"5#+),$4"('!?,)#'"!-"3+0"@]"+$)"
N3@]"%#'?,*#%"+*'!%%"+"$&76#'"!-"*!&$ ',#%"
,$"d+ ,$"T7#',*+"+$)"H&'!(#S"N$"+)), ,!$;", %"
=!$ #$ ":#5,?#'0"g# 1!'Q"('!?,)#%"*!$ #$ "
!1$#'%"1, ." .#"+6,5, 0" !"!--#'" .#,'"*&% !7#'%"
 .#"6#% "?,#1,$4"#U(#',#$*#"+$01.#'#;"
+$0 ,7#"+$)"!$"+$0")#?,*#S"T$"#U+7(5#"!-" .#"
?,)#!"9"7#),+"%#'?,*#",%"@!QY!US"@#5#-A$,*+"
.+%"+*\&,'#)"@!QY!U;" .#"5#+),$4"?,)#!"
*!77&$,*+ ,!$%"(5+ -!'7S"@.#"+*\&,%, ,!$"
!-"@!QY!U;"6+%#)",$"W+$"P'+$*,%*!;"6&,5)%"!$"
@#5#-A$,*+>%"% '+ #40"!-")',?,$4",$$!?+ ,!$"
,$", %"*!'#"6&%,$#%%"!-"*!77&$,*+ ,!$%;"1, ."
*+(+6,5, ,#%" .+ "1,55"$!1"#U #$)"6#0!$)"?!,*#"
+$)"7#%%+4,$4" !"5,?#"?,)#!S"@!QY!U>%"_(#$@!Q"
],)#!"35+ -!'7"#$+65#%" .#"'+(,)")#?#5!(7#$ "
!-"5,?#"?,)#!R6+%#)"*!77&$,*+ ,!$%"%#'?,*#%"
 .'!&4." .#"%,7(5#"+)), ,!$"!-"?,)#!"*+55,$4",$ !"
1#6%, #%"+$)"7!6,5#"+((5,*+ ,!$%S"@#5#-A$,*+"
1,55"5#?#'+4#"@!QY!U>%"35+ -!'7" !"#$.+$*#" .#"
*!77&$,*+ ,!$"%#'?,*#%", "!--#'%"6&%,$#%%"+$)"
*!$%&7#'"*&% !7#'%;"+)),$4"*'!%%R(5+ -!'7"
M#6R6+%#)"?,)#!"*!77&$,*+ ,!$%" !", %"
#U,% ,$4"?!,*#"+$)"7#%%+4,$4"*+(+6,5, ,#%S

Telefónica’s 
portfolio of 
cloud services 
covers all 
segments, 
from large 
entreprises 
and the public 
sector to SMEs 
and SOHO
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*!7(#$%+ ,!$",$" .#"#?#$ "!-"$!$R*!7(5,+$*#S"
N$% +$ "W#'?#'%"+5%!"+*.,#?#%"5!1#'"!(#'+ ,!$+5"
*!% %"+55!1,$4"*&% !7#'%" !"%#'?#"7!'#"
1!'Q5!+)%"(#'"?,' &+5"7+*.,$#"1.#$"*!7(+'#)"
 !"! .#'"(&65,*"*5!&)"%#'?,*#%S"=&% !7#'%"+'#"
+65#" !"+*\&,'#;"7+$+4#;"7!$, !'"+$)"*!$ '!5"
 .#,'"?,' &+5"%#'?#'%"\&,*Q50"+$)"%,7(50"?,+" .#"
1#6%, #"+ "+55" ,7#%;"+$)" .#0"!$50"(+0"-!'" .#"
 0(#"!-"*5!&)"%#'?,*#%" .#0"'#\&,'#"+$)" .#"
 ,7#" .#0"&%#" .#7"-!'S"N$% +$ "W#'?#'%>"*5!&)"
*!7(& ,$4",$-'+% '&* &'#",%"6&,5 "!$"h!0#$ >%"
*5!&)",$-'+% '&* &'#;"+".,4.R(#'-!'7+$*#"*5!&)"
,$-'+% '&* &'#" .+ ",%" .#"!$50"%!5& ,!$"%(#*,/*+550"
6&,5 " !"(!1#'"'#+5R ,7#"1#6;"#$ #'(',%#"+$)"
7!6,5#"+((5,*+ ,!$%S

A look at the future
@.#"1!'5)",%"4!,$4"),4, +5S"M.# .#'", ",%"
*!$%&7#'%"5!!Q,$4"-!'"#$ #' +,$7#$ "!'" !"
*!77&$,*+ #;"!'"*!7(+$,#%" '0,$4" !"'#+*."
*&% !7#'%",$"),--#'#$ "1+0%"!'"7+Q#" .#,'"
6&%,$#%%#%"7!'#"#--#* ,?#;"#?#'0!$#"+$)"
#?#'0 .,$4",%"4!,$4"),4, +5S"@#5#-A$,*+":,4, +5>%"

4!+5",%" !"4!"6#0!$)"*!$$#* ,?, 0;" '+$%-!'7,$4"
@#5#-A$,*+",$ !"+":,4, +5"@#5*!"60"*'#+ ,$4"$#1"
),4, +5"%!5& ,!$%" !"%!5?#"%!*,# 0"$##)%S

@.#"),4, +5"'#?!5& ,!$",%"6#,$4"%.+(#)"60" .'##"
 '#$)%X

  " T"%&'4#",$")#7+$)"-!'"),4, +5"%#'?,*#%S"M.#'#?#'"

 .#0"+'#;"(#!(5#"1+$ " !"6#"*!$$#* #)S

 " W7+' (.!$#%"4!,$4"7+%%"7+'Q# "+$)",$*'#+%#)"

+?+,5+6,5, 0"!-".,4.R%(##)")+ +"$# 1!'Q%S"

 " =!7(+$,#%",$"#?#'0",$)&% '0"&%,$4"),4, +5"

 #*.$!5!40" !" '+$%-!'7".!1" .#0")!"6&%,$#%%"

B'+),*+550"*.+$4,$4"*&% !7#'"#U(#',#$*#i"

!(#'+ ,!$+5"('!*#%%#%i"+$)"6&%,$#%%"7!)#5%JS" 

@.,%"$#1"'#+5, 0"('#%#$ %"4'#+ "!((!' &$, ,#%"
-!'",$)&% '0;"6& "+5%!"6,4"*.+55#$4#%S

Product/business area              Update

>15&?#.#@A!*!8B'1$#&?2'#-1$&C'"15%." W7+' "W #(%"*&''#$ 50"6#,$4" ',+5#)"60"*&% !7#'%",$" .#"jk

Financial services 2""M+55# "%#'?,*#%"5,?#",$"jk"B7R*!77#'*#;"7!$#0"7#%%+4#%J;"G#'7+$0"BgP=;"7!$#0"
7#%%+4#%J"+$)"=K#*."BgP=J

2""M+$)+"5+&$*.#)",$"T'4#$ ,$+"+$)"3#'&l$#1"=H_"+$$!&$*#)"3'!?,),$4"@#5#-A$,*+"1+55# "
-!'"GWVT"gP="%.!1*+%#

:()! .1"1'5 2"M#?#"h]"!(#'+ ,!$+5",$" .#"jk
2"W(',$ "45!6+5"(+' $#'%.,(
2"@+Q,$4"_Z"V#),+"7!)#5" !"Y'+K,5

eHealth 2"8#7! #"3+ ,#$ "V+$+4#7#$ " ',+5%",$"jk;"W(+,$
2"TU,%7#)"+*\&,%, ,!$",$"Y'+K,5

<1(!+ G5!6+5"],)#!"35+ -!'7"5+&$*.#)",$"(+' $#'%.,("1, ."V,*'!%!- S"P,'% ")#(5!07#$ %",$"Y'+K,5;"
W(+,$"+$)"=.,5#

;#  1! &01**1'5 2""G5!6+5"(+' $#'%.,(%"1, ."P+*#6!!Q;"G!!45#;"8NV"+$)"V,*'!%!- S"G!!45#"35+0",$ #4'+ ,!$ 
5,?#",$"W(+,$"+$)"G#'7+$0

2"Y5&#],+"-!*&%,$4"!$"(+07#$ %"T3N%"`"+5%!"*!76,$,$4"@#5#$!'"(+07#$ %"T3N%

TU Me T(('!U"[7"'#4,% #'#)"&%#'%

;*+9(& 2"N$% +$ "W#'?#'%"+?+,5+65#"45!6+550"BN++W"('!)&* J
2""3+' $#'%.,("1, ."P##)"^#$'0" !"('!?,)#"!$#R% !("%.!("-!'"#$ #'(',%#%" !"*'#+ #;"7+$+4#"
+$)".!% " .#,'"+((%

M2M 2""3+0R+%R0!&R)',?#"*+'",$%&'+$*#"5+&$*.#)",$"W(+,$"1, ."G#$#'+5,
2""W7+' "VZV"7+$+4#7#$ "(5+ -!'7"+?+,5+65#",$"W(+,$"+$)"Y'+K,5"+$)"%!!$" !"5+&$*.",$"=.,5#;"
T'4#$ ,$+"+$)"=K#*."8#(&65,*

2""W7+' "V# #',$4"35+ -!'7"5+&$*.#)
2""3'!?,),$4"VZV"%#'?,*#%" !"G#$#'+5"V! !'%>"_$W +'"!& %,)#"!-"jW
2""3+' "!-"45!6+5"VZV"T55,+$*#"+5!$4%,)#"k3g;":!=!V!;"8!4#'%;"W,$4 #5;"@#5% '+;"],7(5#*!7"+$)"
H ,%+5+ ""
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A team for a
future company_

Achievements 2012
@#5#-A$,*+"H&'!(#"5+&$*.#)" .#"('!4'+7 

L@+5#$ &7> 1, ." .#"!6<#* ,?#"!-",$*!'(!'+ ,$4"
0!&$4"('!-#%%,!$+5%",$"+55"'#4,!$%S"V!'#" .+$"[;CFF"
1!'Q#'%"<!,$#)" .#"('!<#* ",$" .#"0#+'"ZF[ZS

T%"+"Q#0"5#?#'" !"% '#$4 .#$" .#" '+$%-!'7+ ,!$"
!-"@#5#-A$,*+;" .#"$#1"45!6+5"(#'-!'7+$*#"7!)#5"
1+%"5+&$*.#);"1.,*.",$"ZF[Z"1+%"+((5,#)" !"+55"
 .#"=!7(+$0>%"7+$+4#'%S"@.,%"%*.#7#" +Q#%"
,$ !"*!$%,)#'+ ,!$"6! ." .#"'#%&5 %"!6 +,$#)"
B .#"1.+ J;"+$)" .#"1+0" .#0"1#'#"+*.,#?#)"
B .#".!1;"7#+%&'#)",$" #'7%"!-" .#"=!7(+$0>%"
 '+$%-!'7,$4"6#.+?,!'%X"*&% !7#'R*#$ #'#);"
+4,5#;"45!6+5;"),4, +5"+$)"5#+)#'JS

@#5#-A$,*+>%"(!5,*,#%"+$)"(5+$%",$" .#"+'#+"!-"
.&7+$"'#%!&'*#%"7+$+4#7#$ "*!$ ,$&#" !"6#"
+,7#)"+ ",7('!?,$4" .#"5#?#5"!-"%+ ,%-+* ,!$"+$)"
*!77, 7#$ "!-", %"#7(5!0##%S"N$"ZF[Z;", "1+%"mcf"
BZSC"(#'*#$ +4#"(!,$ %"7!'#" .+$" .#"0#+'"6#-!'#JS"
P&' .#';"@#5#-A$,*+"1+%"5,% #)"+%"!$#"!-" .#"6#% "
7&5 ,$+ ,!$+5%",$" .#"'+$Q,$4""Y#% "35+*#" !"M!'Q"
ZF[Zi" .#"=!7(+$0"!6 +,$#)"[E ."(!%, ,!$S

@.#" #5#*!77&$,*+ ,!$%"7+'Q# ")#7+$)%"6#,$4"+4,5#;"45!6+5;"),4, +5"

+$)"5#+)#'%S"@.,%",%"1.0"@#5#-A$,*+".+%",$*!'(!'+ #)" .#%#"\&+5, ,#%",$ !"

+55" .#"%0% #7%"-!'"+%%#%%,$4" .#"(#'-!'7+$*#"!-", %"('!-#%%,!$+5%S"

D1'!"&+8&, +5 !""

@#5#-A$,*+"1!'Q%"!$"?+',!&%"-'!$ %" !"
4&+'+$ ##",7('!?#7#$ "!-", %"1!'Q-!'*#>%"
('!)&* ,?, 0"'+ ,!%S"N ")!#%"%!",$"+"*!7(5#U"
7+*'!#*!$!7,*"*!$ #U ",$"+"%#* !'"1.,*.",%"
'#)#-,$,$4" .#"'&5#%"!-" .#"4+7#",$"+55"+'#+%"
B #*.$!5!4,*+5;"% '&* &'#"!-" .#"*!7(# , ,!$;"
'#4&5+ ,!$;"# *SJ

@.,%"%.,- ,$4"'#+5, 0"$#*#%%, + #%" .+ "+$! .#'"
!-", %"(',!', ,#%",%" .#",)#$ ,-,*+ ,!$"+$)"
)#?#5!(7#$ "!-"", %"Q#0"*+(+*, ,#%" !"*!$ ,$&#"
6#,$4"!$#"!-" .#"5#+),$4" #5#*!7%"!(#'+ !'%"
!-" .#"%#* !'S"W!;" .#"#7(5!0##" +5#$ "
7+$+4#7#$ "(!5,*,#%"7&% "#$%&'#" .+ " .#"
6#% "('!-#%%,!$+5%;" .#"5#+)#'%"!-" .#"-& &'#;"
+'#"'#*'&, #)"+$)"'# +,$#)S

N$ #'$+550;"@#5#-A$,*+"('!7! #%" .#",)#+"
 .+ "+55", %"#7(5!0##%"(+' ,*,(+ #"+* ,?#50",$"
 '+$%-!'7,$4"'+),*+550" .#"1+0"!-"1!'Q,$4",$" .#"
=!7(+$0S"@!"1, ;"6&,5),$4"+$"!'4+$,K+ ,!$"7!'#"
*&% !7#'R*#$ #'#);"7!'#"+4,5#;"7!'#"45!6+5"+$)"
7!'#"),4, +5"+$)" .#'#-!'#"7!'#"5#+),$4S

1,500 
incorporations thanks  

to the‘Talentum’  
program

+2.5
percentage points 

in satisfaction 
of employees

THE VALUE OF OUR PROFESSIONALS

Through the 
‘Talentum’ 
program, 
Telefónica has 
incorporated 
over 1,500 
young 
professionals  
in its project 
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A look at the future
P!'"6#  #'"'#%&5 %;"(#!(5#"7+$+4#7#$ "
%0% #7%"+ "@#5#-A$,*+"*!$%,)#'" .#"
%!*,!)#7!4'+(.,*" '#$)%",$"#+*."'#4,!$",$"
1.,*.", "!(#'+ #%S"W!;" .#"=!7(+$0" +Q#%",$ !"
+**!&$ "'#5#?+$ "+%(#* %"%&*."+%" .#"('#%#$*#"
!-"),--#'#$ "4#$#'+ ,!$%"+ " .#"%+7#" ,7#"B6+60"
6!!7#';"4#$#'+ ,!$"n"+$)"4#$#'+ ,!$"oJ;" .#"
%*+'*, 0"!-" +5#$ ;" .#"45!6+5,K#)"7+$+4#7#$ "
!-"Q$!15#)4#",$" .#"$# 1!'Q;" .#",7(+* "!-"$#1"
 #*.$!5!4,#%",$" .#"1!'Q(5+*#"B6',$4"0!&'"!1$"
)#?,*#;"-5#U,6,5, 0;"(#'7+$#$ "*!$$#* ,?, 0J;"# *S

@!"#$%&'#"5#+)#'%.,(",$" .#"$#1"),4, +5"
#$?,'!$7#$ ", "1,55"6#"Q#0" !".+?#"6&%,$#%%"
*+(+*, ,#%",$" .#"-& &'#S"W!;" .#"=!7(+$0",%"4!,$4"
 !"6'!+)#$" .#"('!4'+7"L@+5#$ &7>;"+"('!<#* "6!'$"

,$"@#5#-A$,*+"H&'!(#;" !" .#"'#% "!-" .#"G'!&(S"
@.,%",$, ,+ ,?#"+,7%" !"+  '+* "('!-#%%,!$+5%"1, ."
+6,5, 0;"+( , &)#%;",$$!?+ ,?#"%(,', "+$)"$#1",)#+%"
B-'#%." .,$Q,$4JS

d,Q#1,%#;" .#"$#1"*!$), ,!$%"!-" .#"6&%,$#%%"+$)"
, %"#$?,'!$7#$ ")#7+$)"-+% #'"+)+( + ,!$;"+"
7!'#"+4,5#"!'4+$,K+ ,!$"+$)"%,7(5#'"('!*#%%#%S"
@.,%" '+$%-!'7+ ,!$".+%" !"6#" +Q#$" !".#+' "
60" .#"#7(5!0##%"!-"@#5#-A$,*+"G'!&(S"@.+ "
,7(5,#%"$#1"1+0%"!-"1!'Q,$4;"*&5 &'+5"*.+$4#;"+$)"
7+$+4,$4" !"-&$* ,!$"1, ."+"%,7(5#'"!'4+$,K+ ,!$S

V!'#!?#';" .#"=!7(+$0"1,55")',?#"-!'1+')",$ #'$+5"
7!6,5, 0"-!'", %"('!-#%%,!$+5%" !"#$%&'#"),?#'%, 0"
+$)"%+ ,%-0 .#"$##)%"!-"$#1"6&%,$#%%#%"+$)"
!((!' &$, ,#%"1!'5)1,)#S
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133,263 
employees in total, fewer
than in 2011 because of 

divestment of Atento

2,546
participants 

in 40 Universitas 
programs

:5!&,2 #-1(

Telefónica was 
listed as one 
of the best 
multinationals 
to work for in 
the Best Place  
to Work 
ranking

@.#")#?#5!(7#$ "('!4'+7%;"#%(#*,+550"
 .!%#"!-"j$,?#'%, +%"@#5#-A$,*+;"1,55"6#"+ " .#"
%#'?,*#"!-" .#"=!7(+$0>%" '+$%-!'7+ ,!$"+$)"
 .#"#?!5& ,!$"!-" .#"5#+)#'%.,("% 05#"!-", %"
#U#*& ,?#%S

;%#**!'5!"

@.#"%(##)"!-"*.+$4#"-!'*#%" .#"=!7(+$0" !"
+)+( ", %#5-" !", "-+% #';"+ "+"(+*#"1.,*."*+$$! "6#"
+55!1#)" !"<#!(+'),K#"\&+5, 0"!'")!,$4" .,$4%"',4. S

_$50"+"*!77,  #)" #+7;"+5,4$#)"1, ." .#"
+%(,'+ ,!$%"+$)"?+5&#%"!-" .#"=!7(+$0"1,55"+55!1"
, " !"+)+( ", %#5-" !" .#"'#\&,'#)" '+$%-!'7+ ,!$%S

T$! .#'"Q#0"-+* !'"-!'"@#5#-A$,*+",$" .#"$#U "
-#1"0#+'%"1,55"6#" .#"7+$+4#7#$ "!-"*', ,*+5"
*+(+*, ,#%;"+$)" !"Q$!1".!1" !"'#%(!$)" !"+$"
#$?,'!$7#$ "!-"&$*#' +,$ 0S"@.&%;" .#"-!*&%"

+$)" .#"+'#+%",$"1.,*.", "1,55"6#"$#*#%%+'0" !"6#"
('#(+'#)",$" .#"$#+'"-& &'#"1,55"6#"7+,$50X

 "" V+'Q# ,$4

 "" @#*.$!5!40

 "" g#1"6&%,$#%%#%

 "" :,4, +5"('!/5#%S"

N "1,55"6#"-&$)+7#$ +5",$" .,%" +%Q" !"-,$)" .#"
',4. "6+5+$*#"6# 1##$",$ #'$+5")#?#5!(7#$ "!-"
*+(+*, ,#%"+$)" .#,'"+*\&,%, ,!$S

@!"!6 +,$" .#%#"+6,5, ,#%"+$)"Q$!1R.!1;"
@#5#-A$,*+"7&% "6#"#% +65,%.#)"+%"+$"#7(5!0#'"
!-"'#-#'#$*#",$" .#"+'#+"!-" #5#*!7%"+$)"),4, +5"
6&%,$#%%#%S

N "1,55"6#"?, +5" !".+?#"+%"1#55R,$-!'7#)"+"
1!'Q-!'*#"+%"(!%%,65#" !",7('!?#")#*,%,!$R
 +Q,$4"7!'#"'+(,)50"+$)"#--#* ,?#50S

WomenMen

14%17% 25-34

3%4% <25

13%20% 35-44

7%17% 45-54

1%4% 55-64

E)+*9.1+'&+8&.%!&4+ F8+ $!&41.%+9.&:.!'.+

2009

125,170

2010

133,210

2011

134,293

2012

129,562

Number of employees
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Area of activity Achievements 2012 Targets Challenges

>++".&, +(9$.1)1.2&
#-+'5&.%!&.!#-&+8&
professionals

T"1!'Q-!'*#"6#  #' 
#(G9".!(&.+&.%!&
business

+2.7% 
,7('!?#7#$ ",$"
 .#".,#'+'*.,*+5"
index

H&&@!1+')%"% '+ #4,*"(5+$$,$4"
of resources

H&&P5+  #'"!'4+$,%+ ,!$%"1, . 
!-,+4! !(&!-,*+2!!"

H&&@!"#$%&'#"7+$+4#7#$ "
!-"*.+$4#",$" .#"('!*#%%"
of &"1-,*1/$#.1+'&+8&.%!&
Company

V+$+4#"),--#'#$ "
4#$#'+ ,!$%"+$)"
*&5 &'#%

Construction of 
capacities for the 
future

d+&$*.",$"H&'!(#"
of the , +5 #-&
‘Talentum’

+1,500 
,$*!'(!'+ ,!$%

2"""3#'#5!-!'.&+8&$#,#$1.1!"&
critical -!'" .#"6&%,$#%%

2""EI.!'(&.%!&1'1.1#.1)!&
‘Talentum’" !" .#"1.!5#"!-"
@#5#-A$,*+"G'!&(

2""Y!!% " .#"internal"7!6,5, 0"
of talent

@.#"%*+'*, 0"!-" +5#$ "
,%"6#*!7,$4"7!'#"
,$ #$%#",$"*#' +,$"
%#* !'%"+$)"('!/5#%

Acceleration of the 
transformation 
of the Company

g#1"45!6+5"
(#'-!'7+$*#"7!)#5

79%  
5#?#5"!-"
satisfaction and 
*!77, 7#$ "!-"
#7(5!0##%

2""@#5#-A$,*+;"$p"[E"
,$" .#"'+$Q,$4"
Y#% "35+*#" !"
M!'Q

2""HU #$)" .#"7!)#5" !"the 
4%+*!&4+ F8+ $! of 
Telefónica

2""H?!5& ,!$"!-" .#"% 05#"!-"
5#+)#'%.,(;"%&((!' #)"60"
Universitas Telefónica

2""@.#"*+(+*, 0"-!'" #,1(&
#(#,.#.1+'" !"*.+$4#;"Q#0"
-!'" .#"('!*#%%

Y&%,$#%%"
#$?,'!$7#$ "?#'0"
*.+$4#+65#"+$)"
&$*#' +,$

19.4%
increase in ratio  

of women 
managers

over 3,000,000 
hours  

of training 

:5!'(#

Transformation in HR

Achieve 
!I$!**!'$!&
in Human 
Resources

Boost 
employees’ 
, +(9$.1)1.2

>91*(&
abilities for 
the future

Accelerate the 
transformation 
of Telefónica

Support for the business

13th

company in the ranking  
of multinationals,  

Best Place to Work
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A competitive scale_
G5!6+5"8#%!&'*#%".+%"(5+0#)"+"?, +5"'!5#",$" .#"!(#'+ ,!$+5" '+$%-!'7+ ,!$"!-"@#5#-A$,*+S"N %"

#7(.+%,%".+%"6##$"!$".!7!4#$,K+ ,!$;"%,7(5,/*+ ,!$"!-"+((5,*+ ,!$%"+$)" .#"*+ +5!4&#"

!-")#?,*#%;" !4# .#'"1, ."4'!1,$4"'#?#$&#%",$"7&5 ,$+ ,!$+5"6&%,$#%%#%S"T55" .,%".+%"

'#('#%#$ #)"#-/*,#$*0"%+?,$4%"!-"!?#'"[;FFF"7,55,!$"#&'!%S

+((5,*+ ,!$%;"#U*#55#$*#",$"('!)&* ,!$"+$)" .#"
*!$% '&* ,!$"!-" .'##"$#1")+ +"*#$ #'%S"T55" .,%",%"
1, ." .#"%&((!' "!-"@#5#-A$,*+"G5!6+5"@#*.$!5!40"
B@G@J;"+$",$ #'$+5"N@"%#'?,*#%"*!7(+$0S"

N$" .#"3&'*.+%,$4"+'#+;" .#"+)?+$ +4#%"!-"
@#5#-A$,*+>%"%,K#"+'#"% '#$4 .#$#)"60"45!6+5"
+$)"% '+ #4,*"7+$+4#7#$ ;"6+%#)"!$"+"7+ ',U"
!'4+$,K+ ,!$+5"% '&* &'#S"@.,%"%0% #7",%"
+)7,$,% #'#)"+**!'),$4" !"+"%,$45#"%# "!-"'&5#%;"
('!*#%%#%"+$)"%0% #7%;"+$)"% ',* "4&,),$4"(',$*,(5#%S"

@#5#-A$,*+"G5!6+5"W!5& ,!$%;"1.,*.",%",$"*.+'4#"
!-"7&5 ,$+ ,!$+5"6&%,$#%%#%;"),% ',6& !'%"
+$)"'!+7,$4;"7+$+4#%"'#5+ ,!$%"1, ."5+'4#"
7&5 ,$+ ,!$+5"*&% !7#'%"+$)"*+'',#'%" !",7('!?#"
 .#,'"#U(#',#$*#"+$)"*!$%!5,)+ #" .#"!(#'+ ,!$+5"
+$)"*!77#'*,+5"('!*#%%#%S

D1'!"&+8&, +5 !""

@.#"7!)#5"!-"G5!6+5"8#%!&'*#%",%"6+%#)"!$"
!( ,7,K+ ,!$"!-" .#"#*!$!7,#%"!-"%*+5#"!-" .#"
=!7(+$0;" .#"\&#% "-!'"4'#+ #'"#-/*,#$*0",$", %"
!(#'+ ,!$+5"7!)#5"+$)"+)?+$*,$4", %"*+(+*, ,#%"
,$", %"45!6+5"+'#+%S"@!" .,%"#$)", ",%"% '&* &'#)",$ !"
%#?#$"7+,$"+'#+%X"_(#'+ ,!$%"+$)"g# 1!'Q;"N@;"
:#?,*#%;"3&'*.+%,$4;"@#5#-A$,*+"G5!6+5"W!5& ,!$%"
B@GWJ;"G5!6+5"W#'?,*#%"+$)"^&7+$"8#%!&'*#%S"

N$" .#"+'#+"!-"_(#'+ ,!$%"+$)"g# 1!'Q;" .#"-!*&%"
,%"!$",$*'#+%,$4"#-/*,#$*0",$"),4, +5" '+$%-!'7+ ,!$"
 !!5%;")#?#5!(,$4"*+(+*, ,#%" !"+55!1" &'$,$4"
@#5#-A$,*+>%"$# 1!'Q%",$ !"+"),--#'#$ ,+5"#5#7#$ "
1, ."'#%(#* " !" .#"*!7(# , ,!$S"

@.#"!6<#* ,?#"!-" .#"N$-!'7+ ,!$"@#*.$!5!40"BN@J"
+'#+",%" !")',?#" .#"=!7(+$0" !"*!$?#' ", %#5-"
,$ !"+":,4, +5"@#5*!" .'!&4." .#"%,7(5,/*+ ,!$"!-"

THE VALUE OF BEING GLOBAL

Seven big 
operational 
),"%&)#%-!.*/0)%1(2!
Operations 
& Network, 
IT, Devices, 
Purchasing, 
Global Solutions, 
Global Services 
and Human 
Resource
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Area of activity Achievements 2012 Targets Challenges

G5!6+5"$# 1!'Q"7+$+4#7#$ "

+$)"!(#'+ ,!$%;"1.,*.".+?#"

7+)#"(!%%,65#X

2""V+,$ #$+$*#"!-"*!77!$"

'#\&,'#7#$ %"-!'"(&'*.+%,$4"

$#1"4#$#'+ ,!$"$# 1!'Q"

 #*.$!5!40

2""W.+',$4"$# 1!'Q%

2""̂ !7!4#$,K#)"%!5& ,!$%"+$)"

('!*#%%#%

Over 20% @=_"%+?,$4%"

-'!7"$# 1!'Q"%.+'#%",$" .#"

j$, #)"k,$4)!7"BY#+*!$J

2""H?!5& ,!$" !1+')%"+55RN3"

$# 1!'Q%

2""W '#$4 .#$,$4"$# 1!'Q"

,$ #55,4#$*#"+$)"6!!% ,$4", %"

?,' &+5,K+ ,!$

2""3'+47+ ,%7",$"$# 1!'Q"

%.+',$4

2""N7('!?#7#$ ",$" .#"#-/*,#$*0"!-"

$# 1!'Q%"+$)"!(#'+ ,!$%

2"""@'+$%-!'7+ ,!$"!-" .#",$-'+% '&* &'#"

!-"@#5#-A$,*+",$"%#+'*."!-"+$"#$ , 0"

7!'#"+4,5#;"O#U,65#"+$)"*!$/4&'+65#

2""=+(+*, 0" !"+)+( " .#"$# 1!'Q" !" .#"

'+(,)50"*.+$4,$4"$##)%"!-"*&% !7#'%"

+$)"),4, +5"%#'?,*#%

N$-!'7+ ,!$" #*.$!5!4,#%"

1.,*.")',?#"@#5#-A$,*+"

 !1+')%"6#*!7,$4"+":,4, +5"

Telco

3 $#1")+ +"*#$ #'%"BHW;"Y8"

+$)"VnJ;"1!'5)1,)#"'#-#'#$*#%"

-!'"*!$%!5,)+ ,!$"+$)"*5!&)"

%#'?,*#% 

15%"'#)&* ,!$"

,$"+((5,*+ ,!$%"+$)"

 '+$%-!'7+ ,!$",$"+55"!(#'+ ,!$%

 

 !!_((!' &$, 0" !"#U(5!'#" .#"

(! #$ ,+5"!-"Y,4":+ +;"),4, +5"

('!)&* %"+$)"*5!&)"%#'?,*#%

2""W,7(5,/*+ ,!$"!-" .#"6&%,$#%%",$"+55"

, %"),7#$%,!$%X"('!)&* %;"(!5,*,#%"+$)"

('!*#%%#%;"1.,5#"+ " .#"%+7#" ,7#"

#?!5?,$4" .#"N@" +5#$ "+$)"*&5 &'#;"

1.,*."1,55"6#"Q#0"-!'"+  +,$,$4"%&**#%%"

,$" .#"),4, +5"1!'5)

@!" +Q#"+)?+$ +4#"!-" .#"

6#$#/ %"!-" .#"=!7(+$0q%"

%*+5#",$"7!6,5#")#?,*#%

>80% of the total 

%(#$),$4"!$")#?,*#%"1+%"

$#4! ,+ #)"45!6+550

95% !-" .#"?+5&#",$"

<100 '#-#'#$*#%

2""=!$ ,$&!&%",7('!?#7#$ ",$"

7+$+4#7#$ "*+(+*, ,#%"-!'"

 .#"*&% !7#'>%"5,-#"*0*5#

2""V!'#"6+5+$*#)"7+'Q# ;"

6! .",$"7+$&-+* &'#'%"+$)"

!(#'+ ,$4"%0% #7%

2""3'!7! ,!$"!-"+"7!'#"&%#'R-',#$)50"

#$?,'!$7#$ ";"1.,*.",7('!?#%"

'#5+ ,!$%"1, ."*&% !7#'%

2""=!$*#$ '+ ,!$"!-"'#5#?+$ "+4#$ %"

,$" .#"),% ,$* "7+'Q# "%#47#$ %"

B #$)#$*0" !")&!(!50J

2"":,-/*&5 0"-!'"$#1")#?,*#%"+$)"

!(#'+ ,$4"%0% #7%" !"*'#+ #"+"$,*.#",$"

 .#"7+'Q# 

G5!6+5"(&'*.+%,$4"

7+$+4#7#$ 
 42% !-" .#"+44'#4+ #"

(&'*.+%,$4"?!5&7#"

Over 80% of all 

*!$ '+* %"+1+')#)"+'#" !"5!*+5"

%&((5,#'%

3&'*.+%,$4"+%"4#$#'+ !'"!-"

#Z#"%&% +,$+65#"?+5&#X

2""P'!7"%(#*,/*+ ,!$" !"

,$?!,*,$4

2""=!7(5# #" .#"#$)R !R#$)"

,$ #4'+ ,!$"!-"(&'*.+%,$4"

%0% #7%

2""=!$ ,$&#"6!!% ,$4"*!55+6!'+ ,!$"1, ."

5!*+5"%&((5,#'%

2""@#5#-A$,*+"+%"+"Q#0")#?#5!(7#$ "

)',?#'",$" .#"*!&$ ',#%"1.#'#", ",%"

('#%#$ 

HU(5!, + ,!$"!-",$ #'$+ ,!$+5"

6&%,$#%%#%"7+Q,$4"&%#"!-" .#"

45!6+5"(!1#'"!-"@#5#-A$,*+"

G5!6+5"W!5& ,!$%

G'!1 .",$"6&%,$#%%#%",$")!&65#"

/4&'#%

_6<#* ,?#X"" 

increase  
6&%,$#%%"7+$+4#)" 

60"ZF[C

 !!_( ,7,%7"+6!& "!&'"45!6+5"(!%, ,!$"

,$"*!$ #U %"!-"'+(,)"4'!1 .;"%&*."+%"

d+ ,$"T7#',*+

G#$#'+ #"#-/*,#$*0"-!'"

 .#"%&((!' "+* ,?, ,#%"1, ."

%#'?,*#%"!-"#U*#55#$ "\&+5, 0

J7KK@KL 

=&% !7#'"W+ ,%-+* ,!$"d#?#5

2""=!$%!5,)+ ,!$"!-" .#"45!6+5"

7!)#5

2""T)?+$*#%",$"#-/*,#$*0"

 .'!&4."!( ,7,K+ ,!$"

of costs, extension 

!-"6#% "('+* ,*#%"+$)"

.!7!4#$,K+ ,!$"!-"

('!*#%%#%

2""V+'Q# "!-",$*'#+%,$4"+* ,?, 0")&#" !"

 .#" '#$)"!-"#U #'$+5,K+ ,!$"!-"$!$R

*!'#"+* ,?, ,#%

2""8#%,% +$*#" !"*.+$4#

2""N$ #'$+5,K+ ,!$"!-"+* ,?, ,#%

2""T)?#'%#"#*!$!7,*"#$?,'!$7#$ 
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 " g# 1!'Q"%.+',$4"N$" .#"jk;"+"<!,$ "('!(!%+5"1, ."

]!)+-!$#"-!'"%.+',$4"+$)")#(5!07#$ "!-" .#"ZG;"

EG"+$)"DG"7!6,5#"$# 1!'Q%"1+%"7+)#;"+%"1#55"

+%"-!'" .#" '+$%7,%%,!$"$# 1!'QS

 " g# 1!'Q"!(#'+ ,!$%"#-/*,#$*,#%".+?#"6##$"

!6 +,$#)" .'!&4."45!6+5".!7!4#$,K+ ,!$"!-"

%!5& ,!$%"+$)"('!*#%%#%;" .#"*!$% '&* ,!$"!-"

7!6,5#"#7(5+*#7#$ %"+$)" .#"% +$)+'),K+ ,!$"

!-"*!$ '+* %"!-"%&((!' ;"5!4,% ,*%;"7+,$ #$+$*#"

+$)"'#(+,'"!-"%(+'#"(+' %;"+%"1#55"+%",$"'#)&*#)"

#$#'40"*!$%&7( ,!$S

 " =!77!$"$# 1!'Q",$ #55,4#$*#"%!5& ,!$%"+'!&$)"

 .#"#U(!%&'#"B?,+"T3N%J"!-"$# 1!'Q"*+(+6,5, ,#%"

+$)".+'7!$,K+ ,!$"!-"%#'?,*#"(5+ -!'7%S

 " T%"'#4+')%",$$!?+ ,!$",$" .,%"/#5);"@#5#-A$,*+"

89:".+%"6##$"('!7! ,$4" .#"$# 1!'Q"

?,' &+5,K+ ,!$"#*!%0% #7S"

N$"ZF[Z" .#"45!6+5"N@"+'#+"+**#5#'+ #)", %"
 '+$%-!'7+ ,!$" .'!&4."%,7(5,/*+ ,!$"!-"+((5,*+ ,!$%"
B[Cf"-#1#'J;"%(#*,-0,$4"+"*!77!$"%0% #7%"
+'*., #* &'#;"+$)"#U*#55#$*#",$" .#"('!)&* ,!$"6! ."
!-"45!6+5"%#'?,*#%"BWT3"+$)"#7+,5J"+$)"5!*+5"!$#%S"
H%(#*,+550"$! #1!' .0"1#'#" .#"+* ,!$%"*+'',#)"!& "

@.#"G5!6+5"W#'?,*#%"),?,%,!$;"-!'", %"(+' ;".+%"
(&'%&#)" .#"+**#5#'+ ,!$"!-" .#"1!'5)1,)#"%.+'#)"
%#'?,*#%"7!)#5S"@.#"*.+55#$4#%"+'#"*!$%,% #$*0;"
*!$ '!5"!-" .#"('!*#%%#%"+$)",$*'#+%,$4"#-/*,#$*0;"
1.,5#"+ " .#"%+7#" ,7#"'#)&*,$4"*!% %"+$)"$#1"
 #*.$!5!4,#%"+'#"[FFf"#U(5!, #)S

2012 achievements  
@#5#-A$,*+"G5!6+5"8#%!&'*#%"*!$%!5,)+ #)", %"
!(#'+ ,?#"7!)#5" !".#5(" .#"G'!&(" !"!( ,7,K#"
 .#"6#$#/ %"!-", %"45!6+5"%*+5#"+$)"!6 +,$"4'#+ #'"
#-/*,#$*,#%"+$)",7('!?#7#$ %",$" .#" ,7#" !"
7+'Q# S

N$, ,+ ,?#%",$" .#"+'#+"!-"g# 1!'Q"+$)"_(#'+ ,!$%"
.+?#"5#)" !"%,4$,/*+$ "#-/*,#$*,#%S"W!7#"!-" .#%#"+'#X

 " =!$%!5,)+ ,!$"!-"+"45!6+5" #*.$,*+5"7+("-!'" .#"

)#(5!07#$ "!-"$#1"4#$#'+ ,!$"$# 1!'Q%S

 " H?!5& ,!$"!-" .#" '+$%(!' "$# 1!'Q"-'!7"+"45!6+5"

(#'%(#* ,?#S

 " G5!6+5")#/$, ,!$"!-"%(#*,/*+ ,!$%"-!'"#\&,(7#$ "

,$" .#"*&% !7#'>%".!7#S

MNO&3P !"#$%&'( )*!+ #,' -$.' !)  
&!&/-#*$#'0%1 $--'#- -21, $- +$-#-

 !"#$%&'()'*)+,&$!- $1,%'3'( *'.$#%3'  
#! #,' 4*'3%!2- .%-# !) +!"%.' '52%4+'&#  
%& 6$#%& 7+'*%1$8 20%

16)-%,.%!/&$)+,'0!$%-)!) #*$&-)!*+$#%!&  
$&( ')91%'&1: %& ;'#<!*= $&( >4'*$#%!&-

29 patents !& &'#<!*= #'1,&!.!0:

51 technical contributions #! -#$&($*(- "!(%'- !& 
'3!.2#%!& !) #*$&-4!*# &'#<!*=-? %&#'..%0'&1'? &'#<!*= 
3%*#2$.%@$#%!& $&( $11'-- #'1,&!.!0%'-

A:&'*0%'- !"#$%&'( <%#, Telecom Italia  
%& #,' &'#<!*= $*'$

In 2012 
over 80% of 
awards were 
to global 
suppliers

1&/23&/2%-)'*)
4!%5',6).(")
Operations
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3!.2+'B $&( !& $(3$&1%&0 1!!4'*$#%!& <%#, 
#,' (%-#%&1# .%&'- !) "2-%&'--C A!? DEA ,$- "''& 
1!&-!.%($#'( $- #,' !*0$&%@$#%!& *'-4!&-%".' )!* 
0.!"$. &'0!#%$#%!& 4*!1'--'-? $&( &'< *'3'&2'- 
,$3' "''& 0'&'*$#'( )!* #,' E*!24 #,*!20, 
-4'1%$.%@'( -'*3%1'- !) ')91%'&# +$&$0'+'&# !) 
4*!12*'+'&#C F&(''(? $ "$-%- )!* ('3'.!4%&0 $& '&(/
#!/'&( 42*1,$-%&0 +!('. ,$- "''& '-#$".%-,'(? <%#, 
-4'1%$. )!12- !& 0.!"$. 1$#'0!*%'-C

D'.')G&%1$ E.!"$. A!.2#%!&-  %&1*'$-'( $&&2$. 
-$.'- ": !3'* HIJ %& #,' K;L -'1#!*? #,$&=- #! 
#,' .$*0' 1!&#*$1#- !"#$%&'(C K!*'!3'*? %# ,$- 
*'%&)!*1'( -#*$#'0%1 $..%$&1'- #,*!20, $0*''+'&#- 
<%#, A%&0#'.? A!)#"$&= $&( M!2:02'-C F& HINH? %# 
$.-! "'0$& #! +$&$0' #,' LO; $&( *!$+%&0 %& 
6$#%& 7+'*%1$? $&( !))'*'( #,' 9*-# -#$&($*(%@'( 
-'*3%1' !) E.!"$. K$&$0'( K!"%.%#: $&( E.!"$. 
K$&$0'( P7;C

Q!* #,' 9*-# #%+'? #,' 0.!"$. -$#%-)$1#%!& !) 
D'.')G&%1$R- +2.#%&$#%!&$. 12-#!+'*- ,$- "''& 
+'$-2*'(? 4'*+%##%&0 #,' ('-%0& !) +!*' #,$& SI 
%+4*!3'+'&# 4.$&-C D'.')G&%1$ E.!"$. A!.2#%!&- 
%- !&' !) #,' +$T!* 4.$:'*- $# $ 0.!"$. .'3'. %& #,' 
FU $&( 1$4$1%#: "2-%&'--? $&( %- $.*'$(: %& D%'* NC 
Q2*#,'*+!*'? %& HINH %# %&1*'$-'( #,' 1$4$1%#: !) 

(2*%&0 1'*#$%& -4'1%$. '3'&#- -21, $- #,' 6!&(!& 
>.:+4%1- !* #,' L,*%-#+$- 1$+4$%0&C F& $((%#%!&? #,' 
4*!(21#%!& +$&$0'+'&# +!('. <$- 1,$&0'( #! #<! 
1.2-#'*- VW2*!4' $&( 6$#%& 7+'*%1$BC Q2*#,'*+!*'? 
#,*'' &'< ($#$ 1'&#'*- <'*' "2%.#? %& K'X%1!? 
M*$@%. $&( A4$%&C

7&!#,'* ,%0,.%0,# <$- #,' )!*+$.%@$#%!& !) DED 
VD'.')G&%1$ E.!"$. D'1,&!.!0:B $- $& %&#'*&$. 
1!+4$&: !) #,' E*!24 )!* FD -'*3%1'-8 %# ,$- 
+!*' #,$& N?III '+4.!:''- $&( !4'*$#'- %& )!2* 
1!2&#*%'-C Q%&$..:? %# *'+$%&- #! 2&('*.%&' #,' '))!*# 
%& *'('9&%&0 #,' #'$+ !) #,' $*'$? #! <,%1, &'< 
#$.'&# <$- %&1!*4!*$#'(? <,%.' -%+2.#$&'!2-.: 
*'%&)!*1%&0 #,' 'X%-#%&0 1$4$1%#%'-C

P%#, *'-4'1# #! +!"%.' ('3%1'-? #,' 3$.2' 
&'0!#%$#'( 0.!"$..:? 1!&1'&#*$#'( %& NII 
*')'*'&1'-? *!-' ": 24 #! YIJC F& #,%- <$:? 
'))%1%'&1: %+4*!3'( %& '3'*: 52$*#'*C K!*'!3'*? 
T!%&# <!*= <%#, $.. "2-%&'-- 2&%#- %- "'%&0 1$**%'( 
!2# -! #,$# D'.')G&%1$ ,$- $ +!*' "$.$&1'( +$4 
!) -244.%'*- $&( !4'*$#%&0 -:-#'+-C

D,' 0.!"$. U2*1,$-%&0 $*'$? #*$&-3'*-$. #! #,' 
<,!.' L!+4$&:? <$- 1'&#'*'( !& #,' NSI +$%& 
&'0!#%$#%!&- V+!*' #,$& SIJ !) #,' 42*1,$-%&0 

 !"#$%&'()'*)15% in applications in 2012,  
ZH !) #,'+ %& 6$#%& 7+'*%1$

F&$202*$#%!& !) ".%.)$!(%!,-)789-:)'*)5',3"5&"!)+,!-%&/!) 
%& K$(*%(? M*$@%. $&( K'X%1!? !& #%+' $&( !& "2(0'#

;<= )<>)$!,%&?$.%&'())!* #,' 7.1$.[ OL?  
#,' .$*0'-# %& #,' <!*.( <%#, #,'-' 1,$*$1#'*%-#%1-

GALA VL\K )!* "2-%&'--'-B? %+4.'+'&#'( %& 93' &'< 1!2&#*%'-

F+4*!3'+'&# %& #,' satisfaction !) '+4.!:''- 7@ABC%: 

Satisfaction 
studies among 
Telefónica’s 
multinational 
customers 
have led to 
the design of 
more than 50 
improvement 
plans

Global IT  
2&/23&/2%-

1&/23&/2%-)&( 
"!D&$!-

]-' !) #,' '1!&!+%'- !) -1$.'8 >80% of total 
-4'&(%&0 !& ('3%1'- &'0!#%$#'( !& $ <!*.(<%(' 
scale

E.!"$. 1$#$.!02' !4#%+%@$#%!&8 95% 3$.2' !) 
N̂II *')'*'&1'-

E%,.%!/&$)*'$#- !& *'+!('.%&0 #,' !4'*$#%&0 
-:-#'+ +$48 4*!$1#%3' ('3'.!4+'&# !) 
$.#'*&$#%3' '1!-:-#'+-
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$ 4*!0*'--%3' '3!.2#%!& #!<$*(- %&)*$-#*21#2*' 
#,$# %- +!*' $0%.'? ).'X%".' $&( $($4#$".'C 
A!? $- $ E*!24? %# %- =': #! $(3$&1' %& #,' 
1!&-!.%($#%!& !) #'1,&!.!0%'- $&( &'#<!*= 
%&#'..%0'&1' -!.2#%!&- $&( 1!++!& &'#<!*= 
'3!.2#%!& +!('.- #! 2-' #,' $(3$&#$0'- !) #,' 
0.!"$. -1$.'? $- <'.. $- ('-%0& &'#<!*= -,$*%&0 
-#*$#'0%'-C M'-%('-? D'.')G&%1$ -,!2.( 1!&#%&2' 
<!*=%&0 !& #,' ('#'*+%&$#%!& !) 1!++!& 
+!('.- $&( 4*!1'--'- <,%1, $1,%'3' '1!&!+%'- 
!) -1$.'C F# <%.. $.-! "' ,%0,.: 4'*#%&'&# #! "' 
$".' #! 1$**: !2# 4%.!#- !) &'#<!*= 3%*#2$.%@$#%!& 
#'1,&!.!0: %& #,' !4'*$#%!&- !) #,' E*!24C

D! "' #*$&-)!*+'( -211'--)2..: %&#! $ O%0%#$. 
D'.1!? $ 1*%#%1$. )'$#2*' %- #! ,$3' 'X1'..'&# FD 
-'*3%1'-C F& $((%#%!&? #! +$%&#$%& $ ,'$.#,: FD 
1!-#-_*'3'&2' *$#%!? #,' E.!"$. FD $*'$ (''+- %# 
&'1'--$*: #! $1,%'3' $& $44*!4*%$#' #*$('/!)) 
$+!&0 #,' *'-!2*1'- ('(%1$#'( #! 4*!(21#%!&? 
0*!<#, $&( FD #*$&-)!*+$#%!&C Q!* $.. #,'-' 
*'$-!&-? D'.')G&%1$ -,!2.( 4'*-'3'*' %& #,' 
4*!1'-- !) -%+4.%)%1$#%!&? 2&('* $ +$&$0'+'&# 
+!('. #,$# 1!&1'&#*$#'- 4*!(21#%!& %& ,2"-? 
*'(21'- 4,:-%1$. %&)*$-#*21#2*' $&( %&-#$..$#%!&- 
$&( ,$- #,' "'-# FD #$.'&# $3$%.$".'C

#,' U$&$+'*%1$& -2"+$*%&' 1$".' $&( *'%&)!*1'( 
#,' L'&#*$. 7+'*%1$ @!&' <%#, #,' .$:%&0 !) $ &'< 
1$".'? #,' ULLAC

O2*%&0 #,' :'$*? #,' $*'$ !) E.!"$. A'*3%1'-? 
<,%1, %&1.2('- 7#'&#! $&( #0'-#%!&$? $(3$&1'( 
#!<$*(- $ 0.!"$. -,$*'( -'*3%1'- +!('.C F# 
$.-! +$(' 4*!0*'-- !& %&%#%$#%3'- #! %+4*!3' 
#,' -244.: $&( .!0%-#%1- 1,$%&-C 7# #,' '&( !) 
#,' :'$*? 7#'&#! <$- -!.( )!* +!*' #,$& N?III 
+%..%!& '2*!-? $ )$1# <,%1, 1!&#*%"2#'( #! #,' 
*'(21#%!& !) ('"#C

A look at the future
D,' 12**'&# +$*='# -%#2$#%!& 1!&(%#%!&- #! 
$ 1'*#$%& 'X#'&# #,' <$: #,' L!+4$&: <%.. 
,$&(.' %#- "2-%&'--'- F& #,' &'X# )'< :'$*-C D! 
#,' '1!&!+%1 2&1'*#$%&#:? <' -,!2.( $(( #,' 
%&).2'&1' #,$# .'0$. $&( *'02.$#!*: ('1%-%!&- 
,$3'C Q!* #,%-? #,' )!12- !) #,' (%-#%&1# $*'$- !) 
E.!"$. \'-!2*1'- %- !*%'&#'( #! ,'.4 #*$&-)!*+ 
D'.')G&%1$ %&#! $ O%0%#$. D'.1!C

Q*!+ #,' 4'*-4'1#%3' !) ;'#<!*=- $&( 
>4'*$#%!&-? !) 0.!"$. -1!4'? #,' #*'&(- %&(%1$#' 

2011 2012 % Var.

America 14,539 16,088 10.7%

Europe 12,756 11,870 -6.9%

Total Telefónica 27,295 27,958 2.4%

Million euros

14,539

12,756

All Global 
Resources areas 
are seeking 
to collaborate 
in the 
transformation 
of the Company 
into a Digital 
Telco

Global  
purchases

Awards per budget year, irrespective of management schedules, excluding purchase and sale of assets.

Total 2011

27,295
Total 2012

27,958

11,870
-6.9%

16,088
-10.7%
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%&&!3$#%3' -!.2#%!&- <,%1, ,$3' $ 4!-%#%3' 
'))'1# !& #,' 'X4'*%'&1' $&( -$#%-)$1#%!& !) 
%#- 12-#!+'*-C M2#? +!*'!3'*? #,' L!+4$&: 
<$&#- #! (! #,%- ": .'$(%&0 #,' ('4.!:+'&# 
!) %&#'*&$#%!&$. %&)*$-#*21#2*' $&( #,' 
('3'.!4+'&# !) 0.!"$. 4.$#)!*+-C

Q%&$..:? %& *'0$*( #! E.!"$. A'*3%1'-? D'.')G&%1$ 
%- .!!=%&0 $# 3$*%!2- %&%#%$#%3'- )!* #,' 
#*$&-)!*+$#%!& !) %#- "$1= !))%1' $1#%3%#%'-C 
D,' +$%& 1,$..'&0'- %# )$1'- $*' *'.$#'( #! #,' 
1!&-!.%($#%!& !) #,' +!('. %& 4*$1#%1'C D,%- 
$*'$ -,!2.( 'X#'&( #,' *'$1, !) %#- -'*3%1'- 
#! $.. 0'!0*$4,%'- $&( #:4'- !) "2-%&'--? 
1!!*(%&$#' #,' (%))'*'&# .%&'- !) <!*= #! '&-2*' 
#,'%* 1!,'*'&1' <%#, $ +'(%2+/#'*+ 3%-%!& 
$&( %&1*'$-' #,'%* 4*!)%#$"%.%#: $&( '))%1%'&1:C 
F& !#,'* <!*(-? %# -,!2.( ,'.4 #,' "2-%&'-- 
#! 1!+4.: <%#, %#- !4'*$#%!&$. $&( )%&$&1%$. 
1!++%#+'&#-? +$%&#$%&%&0 #,' 12**'&# .'3'.- !) 
'X1'..'&1' %& #,' 52$.%#: !) -'*3%1'C

D,' <!*.( !) +!"%.' ('3%1'- %- #!($: (!+%&$#'( 
": $ -+$.. &2+"'* !) )%*+- <,! <!*= "!#, !& 
#'*+%&$.- $&( !4'*$#%&0 -:-#'+-C D,2-? #,' 
L!+4$&: -#*'--'- +'$-2*'- #,$# .'$( #! <%('* 
1,!%1' )!* %#- 12-#!+'*- <,%.' 4*!+!#%&0 #,' 
%&1!*4!*$#%!& !) %#- $44.%1$#%!&- %&#! ('3%1'- 
#,$# -,!2.( -244!*# %#- #'1,&!.!0%'- VHE_`E_
6DWBC 7.. #,%- %- (!&' #! #$%.!* %&%#%$#%3'- #! 
D'.')G&%1$R- 1!++'*1%$. !))'*%&0C D,' 2.#%+$#' 
!"T'1#%3'8 1!&#*%"2#' #! #,' 1*'$#%!& !) $ 
-2-#$%&$".' V$&( +!&'#%@$".'B "2-%&'-- +!('. 
$*!2&( #,' 4*!.%)'*$#%!& !) #$".'#- $&( 4,$".'#- 
V4,!&' a #$".'#BC

\'0$*(%&0 #,' "2-%&'-- !) .$*0' +2.#%&$#%!&$. 
12-#!+'*-? #,' 1,$..'&0' #! #,' L!+4$&: %- 
#! 1!+"%&' 0*!<#, $&( '))%1%'&1: <,%.' #,' 
0.!"$. +!('. !) D'.')G&%1$ E.!"$. A!.2#%!&- %- 
consolidated.

D'.')G&%1$ !4'*$#'- %& $ 0.!"$. +$*='# !) 
+2.#%&$#%!&$. 12-#!+'*- $&( 1$**%'*- <,%1, 
!))'*- 0*'$# !44!*#2&%#%'- )!* 0*!<#,C A!? %# %- 
4!--%".' #! %&1*'$-' +$*='# -,$*'? )%*+ 24 #,' 
4*'-'&1' !) D'.')G&%1$ %& W2*!4' $&( 7+'*%1$ 
$&( *'%&)!*1' %#- 1$4$1%#%'- %& 7-%$? $&( !))'* 

6$2&1, !) F.(./!")GH4).(")
F.(./!")F'I&3&%J

Customer satisfaction: bCcb )!* 
+2.#%&$#%!&$.- $&( cCHH )!* (%-#*%"2#!*-

50 improvement plans )!* 
+2.#%&$#%!&$. 12-#!+'*-

48 (!5)./,!!K!(%- <,%1, *'%&)!*1' 
#,' d!))/&'#R !))'*C ;!#'<!*#,: $*' 
#,!-' *')'**%&0 #! KU6A? W#,'*&'# 

F&#'*&'# \'-$.'? K!"%.' A'*3%1'- $&( 
D'.'4*'-'&1'? <,%1, )!*#%): #,' service 

$'D!,./!)%& #,' <!*.(

24,000 million minutes !) 3!%1' 
#*$)91 #*$&-4!*#'( !& #,' &'#<!*= !) 

Telefónica

PCCS, #,' &'< -2"+$*%&' 1$".' %& 
L'&#*$. 7+'*%1$

330 ,'.K&(/)./,!!K!(%-)signed 
%& HINHC 7 &'< *!$+%&0 KHK +$*='# 
<$- 1*'$#'( $&( &'< 1!++'*1%$. 
$0*''+'&#- <%#, #,%*( 4$*#%'- <'*' 
)!*+$.%@'(C

IP-Tier 1

45,000 km !) !4#%1$. 9"'*

K!*' #,$& 7,000 satellite stations

D'.')G&%1$ ,$- -%0&'( #,' 9*-# 
$0*''+'&# %& A$2(% 7*$"%$ #! ('3'.!4 $ 
F>4LM=)"2-%&'-- $&( $ &'< 1$#$.!02' 
!) (%-#*%"2#!* -'*3%1'- ,$- "''& 
.$2&1,'(

Telefónica Global Solutions has a 
<!*=)!*1' !) 1,400 professionals 
<,! <!*= %& 40 countries %& 7+'*%1$? 
W2*!4' $&( 7-%$C F& #,' .$-# :'$*? %# ,$- 
%&1*'$-'( $&( *'%&)!*1'( %#- 4*'-'&1' 
%& #,'-' +$*='#-C D,' 'X4$&-%!& !) #,' 
!)91' %& Q*$&1' <$- $ ,%0,.%0,#C

While the 
global TGS 
model is being 
consolidated, 
the challenge 
is to combine 
growth and 
 !"#$ %#&

Global   
Solutions  

milestones
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A brand portfolio  
that creates value_
D'.')G&%1$ 1!+"%&'- '))!*#- #! "2%.( "*$&(- #,$# $*' 

*'1!0&%@'(? *'.%$".' $&( (%))'*'&#%$. $&( 1$& -211'--)2..: 

1!+4'#' %& #,' +!('*&? 1!+4.'X? (%0%#$. '&3%*!&+'&#C

N&(!-)'*)+,'/,!--)

Q!* D'.')G&%1$? "*$&(- $*' ,%0, 3$.2' %&#$&0%".' 
$--'#- )!* #,' "2-%&'--? "'1$2-' #,': $--!1%$#' 
#,' L!+4$&: *$#%!&$..: $&( '+!#%!&$..: <%#, 
%#- 12-#!+'*-C Q!* #,%- *'$-!&? %#- -#*$#'0:? 
*'-!2*1'- $&( %&3'-#+'&# $*' )!12-'( !& 
"2%.(%&0 -#*!&0 $&( 1!+4'#%#%3' )%*+-C 

D,' +!('. #,$# D'.')G&%1$ )!..!<- '&(!<- 
$& %&-#%#2#%!&$. *!.' )!* #,' D'.')G&%1$ 
+$-#'*"*$&(? <,%1, %- *'-4!&-%".' )!* .'$(%&0 
#,' *'.$#%!&- <%#, '+4.!:''-? -,$*',!.('*- 
$&( %&3'-#!*-? .$*0' 1.%'&#- $&( +2.#%&$#%!&$.- 
$&( %&-#%#2#%!&$. 42".%1 -244.%'*- %& #,' 0'&'*$. 
-'&-'C F& #2*&? K!3%-#$*? >H $&( e%3! $*' #,' 
1!++'*1%$. "*$&(- $&( #,'*')!*'? #,!-' #,$# 
$*' *'.$#'( #! #,' 12-#!+'*-? '$1, !&' %& $ 
(%))'*'&# 0'!0*$4,:C 

K!3%-#$* $&( >H $*' 1!&-%('*'( #! "' $+!&0 
#,' NII +!-# %+4!*#$&# "*$&(- %& #,' <!*.(C 
F& $((%#%!&? D'.')G&%1$ ,$- !#,'* %&('4'&('&# 
"*$&(- )!* "2-%&'--'- !* -4'1%)%1 %&%#%$#%3'- 
%& #,' (%0%#$. <!*.( VD2'&#%? D'**$? D]? '#1CB? 
)!* .!</1!-# +!"%.' 4,!&' !4'*$#!*- VZY? 

Q!&%1? D2'&#% +!"%.'? '#1CB $&( %&&!3$#%!& !* 
$11'.'*$#!*- !) -#$*#24- (Wayra).

2012 achievements
D'.')G&%1$ ,$-? 2&('* $ )%X'(_+!"%.' "*$&(? 
%&#'0*$#'( !4'*$#%!&- %& M*$@%.? 2&('* #,' &$+' 
!) e%3!? $&( L!.!+"%$? 2&('* #,$# !) K!3%-#$*? 
1!&-%-#'&#.: %&#'0*$#%&0 #,' 3%-%!& !) #,' 
1!&-2+'*C 

F& $& %&1*'$-%&0.: 0.!"$. $&( (%0%#$. <!*.(? #! 
+''# #,' &''(- !) #,' 1.%'&#-  / <,! $*' -''=%&0 
#! "2%.( *'.$#%!&-,%4- <%#, 0.!"$. 1!+4$&%'- / 
D'.')G&%1$ (')%&'( $&( $44*!3'( #,' -#*$#'0: 
!) $--!1%$#%&0 #,' D'.')G&%1$ +$-#'*"*$&( <%#, 
#,' 1!++'*1%$. "*$&(- 2&('* $ "*$&('( ,!2-' 
-#*21#2*' -! $- #! 0%3' #,'+ #,' $##*%"2#'- !) 
-!.%(%#:? .'$('*-,%4 $&( %&&!3$#%!& !) $ 0.!"$. 
1!+4$&:C D,2-? D'.')G&%1$? <%#, %#- .!0!#:4'? 
-244!*#- $.. !) #,' 1!++'*1%$. 1!++2&%1$#%!&- 
!) K!3%-#$*? >H $&( e%3!C F& #,%- <$:? %# 
,'.4- #,' 1.%'&#- 2&('*-#$&( #,$# #,': $*' 
%&#'**'.$#'(8 #,' 4*!(21#- !) $ "*$&( #,$# ,$- 
%#- !<& %('&#%#: <%#, !&' !) #,' -'1#!*R- +!-# 

THE VALUE OF THE BRANDS

Movistar,  
Vivo and O2 
are considered 
among the 
world’s biggest 
brands
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The Telefónica 
logotype 
supports the 
communications 
of its commercial 
brands

ø Tracks puts the latest hits on your phone
No streaming. Whatever your network

Text TRACKS to 61202 or ask in store

 O
2R

12
41

6N

Selected internet-enabled phones. Data and subscription charges may apply. See terms at o2.co.uk

The Official Top 40
Now playing everywhere

Movistar TV HD

Súbete a la TV en alta
 !"#$%$&#'()*()!+!,$-./(
te lo pide.
Antes veías televisión, ahora podrás disfrutar hasta
26 canales en HD a un precio que sí puedes pagar.

Pídelo al 01 8000 930 930.

0*!,.

Se você já é cliente Vivo Pós, aproveite mais benefícios.
Assine já! Ligue 103 15, acesse o site www.vivotv.com.br/combo ou vá até uma de nossas lojas.

Aqui tem uma oferta
que vai deixar você
ainda mais conectado:

VIVO SPEEDY 15 MEGA
GRÁTIS DURANTE 4 MESES
COM WI-FI INCLUSO.

Na assinatura de um pacote de TV HD. 
Após o período, apenas R$ 49,90/mês.

Vivo Speedy
é a melhor opção
para toda a família.
Comprove:

Ultravelocidades de até 100 Mega;

Wi-Fi incluso;

Maior estabilidade de sinal;

Sem limite de downloads;

Sem fi delidade e sem multa.
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 !"#$%&'%(&')(*#+'),*%(-#$"#$&% #'*.(/'(%0,(
#%0,$(0&')1(2,3,45' -&(%0+*(#6%& '*(7$,&%,$(
8 * 6 3 %9(&')($, '4#$-,*( %*( !&7,(&!#'7(
 '8,*%#$*1(&'&39*%*(&')(!+3% '&% #'&3*1(:0 -0(
4&- 3 %&%,*(%0,(3&+'-0(#4(73#6&3(#44,$*1(,*",- &339(
 '(%0,() 7 %&3(:#$3).(

20,(,3&*% - %9(#4(%0,(2,3,45' -&(6$&')*(&')(
%0, $( ''#8&% #'(&%%$ 6+%,*(0&8,(,'&63,)(%0,(
;$#+"(%#(,'%,$(&')(-#!",%,( '(%0,() 7 %&3(
:#$3)(: %0(* 7' 4 -&'%(3&+'-0,*( '(4 '&'- &3(
*,$8 -,*(<=&33,%>1(%,3,!,) - ',(&')(?@?1(
&!#'7(#%0,$*.

A'(&)) % #'1(%:#( '),",'),'%(3#:(-#*%(6$&')*(
0&8,(6,,'(-$,&%,)(%#(-#!",%,( '(%0,(B+$#",&'(
9#+%0(*,7!,'%C(DE(&')(2+,'% (!#6 3,.

F$&')(",$-,"% #'

?#8 *%&$1(/@(&')(G 8#(&$,(&!#'7(%0,(6$&')*(
0,3)( '(0 70,*%(,*%,,!(69(%0,(-3 ,'%*.(20,9(0&8,(
&(7##)($,"+%&% #'C(%0,9(&$,( '(H$*%(&')(*,-#')(
"3&-,(&!#'7*%(%0,(0 70,*%(8&3+,)( '(&33(#4(%0,(
!&$I,%*(:0,$,(%0,9(&$,("$,*,'%.

/@(3,)(%0,(J 7 %&3(F$&')(K0&!" #'($&'I '7(!&),(
69(%0,(=A=/(<= $%*-0&4%:#-0,>(4$#!(&!#'7(
%0,(LM(!#*%($,-#7' N,)(H$!*( '(;,$!&'9.A%(
&**,**,)(%0,() 7 %&3($,3&% #'*0 "(#4(%0,(6$&')(: %0(
 %*(&+) ,'-,*(&')( ),'% %9(-#),*1(&*(:,33(&*( %*(
 ''#8&% #'(&')() 7 %&3(3,&),$*0 ".(

2,3,45' -&(0&*(6,,'($,-#7' N,)(&*(%0,(!#*%(
&)! $,)('#'OP!,$ -&'(2,3-#(69(Q#$%+',(?#*%(
P)! $,)(K#!"&' ,*.(

77,000
items reviewed in 2012 under 

Brand Guardian

1,480
items reviewed  

weekly to meet the brand 
requirements

93% 
of marketing and      

advertising output carried the 
“on-brand” issue code

 !""#$%&'()&*+&,"($-&."/01%#/%!"#&

2$3%1%!%1*$(4&5"($-&

 *''#"/1(4&5"($-3&

K#$,(6+* ',**

Communications Contents Vertical Services

Social commitment 
($-&1$$*6(%1*$

7%0#"&5"($-3

Elasticity of 
the Company’s 
brands has 
enabled it 
to enter and 
compete in the 
digital world

Amérigo
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,"($-&'($(8#'#$%

2,3,45' -&(0&*(-#'*#3 )&%,)(%0,(73#6&3("$#-,**(
#4(F$&')(;+&$) &'1(:0 -0(*,,I*(%0,(-#0,$,'-,(
&')(-#'* *%,'-9(#4( %*(6$&')*.(A%( *(&(R+,*% #'(#4(
&-0 ,8 '7(!&S !+!($,-#7' % #'(&')($,3,8&'-,(
 '( %*(73#6&31($,7 #'&3(&')(3#-&3(&+) ,'-,*.(A'(
@MT@1(%0 *(*9*%,!(0&*($,8 ,:,)(#8,$(UU1MMM(
-#!!+' -&% #'(&')(!&$I,% '7( %,!*1(:0 -0(0&*(
$,"$,*,'%,)(&(:,,I39(8#3+!,(#4(T1DEM.(A'(#%0,$(
:#$)*1(#8,$(VWX(#4(%0,(:#$I(%0&%(:,'%(%0$#+70(
%0,(*9*%,!(0&)(&'(#'O6$&')( **+,(-#),.

9**:1$8&%*&%0#&+!%!"#&

A'(&'( '-$,&* '739() 7 %&3(,'8 $#'!,'%1(: %0('#(
7,#7$&"0 -&3(6&$$ ,$*(&')(',:(-#!",% %#$*(&')(
-3 ,'%*(:0#(),!&')(7$,&%,$(R+&3 %91(*,$8 -,1(
* !"3 - %9(&')($,*"#'* 6 3 %9(4$#!(%0,(6$&')*1(
2,3,45' -&( *(4&- '7(%0,(-0&33,'7,(#4(#44,$ '7( %*(
+*,$*(&(6$&')(,S",$ ,'-,(-#'* *%,'%(: %0(%0,(
K#!"&'9Y*("#* % #' '7(&')(8&3+,*.(2#()#(%0 *1( %(
-&'(-#+'%(+"#'(%0,(3&%,*%(%,-0'#3#7 ,*(&')(4+33(
) 7 %&3 N&% #'(#4( %*(6$&')*.(20&'I*(%#(%0 *1( %( *(
*,,'(&*(-#!!+' -&% '7(: %0(%0,(,'8 $#'!,'%1(
*,33 '7( %*(*,$8 -,*1(#44,$ '7(*+""#$%(&')1(4 '&3391(

!& '%& ' '7(&(%:#O:&9() &3#7+,(: %0(&33(#4( %*(
clients. 

 0(44#$8#3

 (( P-0 ,8,(&(7$,&%,$(6#')(6,%:,,'(%0,(-#!!,$- &3(

6$&')*(&')(%0,( '*% %+% #'&3(*+""#$%(#4(

2,3,45' -&(&%(%0,(73#6&3(3,8,3.

 (( F+ 3)(6$&')*(-3#*,$(%#(-#'*+!,$*.

 (( J,* 7'(%0,(6$&')(!&'&7,!,'%(%##3*1(F$&')(

;+&$) &'1(F$&')(Z##!(&')(%$& ' '7(%#(4&- 3 %&%,(

I'#:3,)7,(#4(&33(#4(%0,(6$&')*.(

 (( BS%,')(%0,(6$&')*(*#(&*(%#(#44,$() 7 %&3(*,$8 -,*(

6,9#')(-#'',-% 8 %9.(

Germany

Argentina

Brazil

Chile

Colombia

Costa Rica

Ecuador

El Salvador

Slovakia

Spain

Guatemala

United Kingdom

Ireland

Mexico

Nicaragua

Panama

Peru

Czech Republic

Uruguay

Venezuela

2#"(#4(! ') (%) 2#%&3(!,'% #'* (%) Z&'I '7

66
91
75
84
85
88
98
98
90
94
99
82
94
95
99
98
94
94
98
97

2

1

1

1

1

2

2

1

2

1

1

1

2

2

1

2

2

2

1

1

19
36
29
34
26
10
39
27
25
38
29
30
33
30
45
41
60
36
47
46

;)*$%($#*!3&5"($-&"#/*8$1%1*$
Total accumulated data, 2012

Data obtained from TPSM of Milward Brown, accumulated from the total for 2012. Mobile phone category.

Telefónica has taken up the challenge  
of offering its clients brands consistent  
with the Company’s positioning
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Commitment  
to society_
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VALUE FOR EVERYONE

Over 188,951  
hours of volunteer work by 

Company employees

Over 337,000  
children and adolescents attended by 

the program ‘Proniño’

Telefónica’s 
investment in 
social projects 
reached 158 
million euros, 
more than the 
year before
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Evolution of investment

76#"&>?@'& 
allocated to the social integration 

of people with disability

Over 2,700 
 !"#$%&'!&(')*%+,'-*%.#-#/',%

through ‘Think Big’

Over 180 
new companies boosted  

by ‘Wayra’

Investment 2012  !"#$%&#!%'()'*#+,-!$

64%  
Education and 
youth

14%  
Culture and the arts

8%  
Socioeconomic 

development

Source: investment in social projects according to the LBG criteria.

8%  
Social wellbeing

6%  
Others

58% Total Latin America42% Total Europe

20082007

160

120

80

40

2009 2010 2011 2012

93.3
113.2 108.5

132
143.3

158.1

Millions of euros

The ‘Proniño’ 
program 
catered for 
over 337,000 
children and 
teenagers in 
2012

Social action

./0'12
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2012 achievements
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Sustainability, a tool  
for creating value_
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VALUE FOR EVERYONE

73,700
employees

trained in the

ethics code

19.4%
increased proportion 

of women managers 

in the Company

47%
more internal

audits in the area of

data protection

1,244
‘in situ’ audits

of providers

carried out

In top 5
leading telecoms 

companies 

in the CDP

Telefónica builds 
its reputation 
by its Business 
Principles, 
gaining the 
 !"#$%" %&!'&
its stakeholders 
and maximizing 
long term 
shareholder 
value and 
to society in 
general
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A look at the future
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The Company 
wants to 
use  Green 
ICT services 
to promote 
a low-carbon 
economy and 
encourage 
competitiveness

1   Data protection and privacy   

      

2   Good Internet use by children  

      and youngsters

3&&&()% *+!,-."%*/ &#%)$0

4   Green ICT

5   Code of conduct

6   Transparency

7   Quality of service

8   Supply chain 

9   Diversity

10   Responsible marketing

11  Digital inclusion

12  Accessibility      

13  Environmental management

14  Human rights
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Security in the face  
of uncertainty_
 "-"+:*($&#!&4#&#$)*4(4'"*'7#$)66)*#6"'!)5)-)20#'!%).2!).'#'!"#

=!)-"#I%).3#+)%#!)=#')#5"&-#=('!#%(4148# !(4#(4#&*#"++"$'(,"#="&3)*#=('!#

=!($!#('#4'%"*2'!"*4#('4#$)66('6"*'#')#4.33-("%4#&*5#4!&%"!)-5"%48

[(414#&%"#(*!"%"*'#')#&--#/.4(*"44"4#&*5#/.4(*"44#
&$'(,('("48# !"#"++"$'(,"#6&*&2"6"*'#)+#%(4147#
&4#="--#&4#$)*4'('.'(*2#&#1"0#$)63)*"*'#)+#
(*'"%*&-#$)*'%)-#404'"647#$)*'%(/.'"4#')#6""'(*2#
/.4(*"44#)/@"$'(,"4#&*5#'!"#$)66('6"*'#)+#'!"#
)%2&*(J&'()*#')#4!&%"!)-5"%4#&*5#$.4')6"%48#

9)%#'!(47# "-"+:*($&#!&4#(63-"6"*'"5#&#%(41#
6&*&2"6"*'#404'"6#.*(+)%6-0#'!%).2!).'#'!"#
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 !"#>)63&*0A4#6)5"-#+)%#5"&-(*2#=('!#%(414#(4#
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THE VALUE OF RISK MANAGEMENT

698$$,?:8%,-!'-4'*,$<$

 "-"+:*($&#I%).3A4#/.4(*"44#(4#$)*5('()*"5#/)'!#
/0#+&$')%4#"N$-.4(,"#')#('#&*5#/0#'!)4"#$)66)*#')#
&*0#$)63&*0#(*#'!"#'"-"$)64#4"$')%8# !"%"+)%"7#
('#(4#$)*4(5"%"5#'!&'#'!"#/.4(*"447#'!"#P*&*$(&-#
4('.&'()*#&*5#'!"#%"4.-'4#)+#'!"#>)63&*0#6&0#
/"#&++"$'"5#/0#$"%'&(*#4(2*(P$&*'#%(414#&*5#
.*$"%'&(*'("4#=!($!#+&--#(*')#+).%#6&(*#$&'"2)%("4C

 ## ;.4(*"44#

 ## Y3"%&'()*&-

 ## 9(*&*$(&-

 ## I-)/&-

All risks are 
 )-00/#%$&-"$&
subjected 
to a single 
management 
model

Process 
of risk 
management

 =#!%,?:8%,-! Evaluation
Response  
to the risk

@-99-ABC5'8!='

*#5-*%,!+
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Corporate level

Line of activity level

Corporate risk 

management

D,$<$'A7,:7',&58:%'-!'*#5C%8%,-!'

The Local and Corporate Reputation teams work 

together with those of Risk Management to 

identify and evaluate all those risks that might 

affect the reputation of the Company.

Financial
1&&2/03&4/*5&/"*%+%0*&-"$&%6 5-".%&

rates

 !!"#$%!&'#$#()!*'+,!-./.(-.(0.!+(!

$+1'0.$!+*!.23.'(&4!5(&(0.

 !!"#$%$!'.4&3.-!3+!/+$$#64.!&$$.3!

impairment

Global
 !!"&-#+!*'.71.(08!

emissions and 

potential health risks

Business
 !!9+1(3'8!'#$%!:#(;.$3,.(3$!#(!

Latin America)

 !!"#$%!&'#$#()!*'+,!3<.!01''.(3!

world economic situation

 !!=3'+()48!'.)14&3.-!,&'%.3$

 !!>#)<48!0+,/.3#3#;.!,&'%.3$!

subject to continuous 

tecnological evolution

 !!?#,#3&3#+($!+*!$/.03'1,

Operational
 !!=<+'3&).!+*!$1//4#.$!*'+,!!

providers

 !!"#$%$!&$$+0#&3.-!@#3<!

unforeseen network 

interruptions

 !!"#$%$!'.4&3.-!3+!3<.!A(3.'(.3

Local risk 

management

 !"#$%&'()*#$+,#*)&')$&-+)
./'/(!.!'%

60 types  
of risks catalogued

4 0/%!(#$&!-1  
61$#(.$$B!5(&(0#&4B!+/.'&3#+(&4!&(-!)4+6&4

2*'!$-)#3)$&-+-)

Operational

Financial

Business

Global

Local level

4$&'0&"/5)$&-+-)&6!'%&7!6


