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We Are



It is with great pride that I present our 5th. 2018 Social Impact and Sustainable Development Report 
in Latin America and the Caribbean, “Preparing the Recipe of the Future”, through which we seek to 
give an account of our performance, communicate our commitments and achievements, proving 
once again how a company, through its scale, can make a positive contribution to society. 

Our presence in 20 Latin American countries makes Arcos Dorados a leading company in the 
region, having the responsibility of ensuring our staff’s development, the well-being of our 
customers and boosting economies through a sustainable supply chain, while making every effort 
to minimize the environmental impact generated by our operations.

Our social and environmental impact strategy, “Recipe of the Future”, has its focus on certain 
priorities where we believe we have a better chance at making a difference and boosting the sector 
in this regard. These priorities focus on actions and programs that promote social mobility, reaching 
thousands of young people through training for employment, skills, values and first formal job 
opportunities, reducing the environmental impact in restaurants, offices and supply chain, and 
improving the quality of life of people in the communities in which we operate.

I invite you to learn more about the work that we have carried out in 2018. We would be grateful to 
receive your opinions and comments, which will allow us to continue growing and improving. 

MESSAGE FROM OUR 

EXECUTIVE CHAIRMAN

Woods Staton
Executive Chairman

Arcos Dorados
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Marcelo Rabach
Chief Executive Officer

Arcos Dorados
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MESSAGE FROM OUR 

We are pleased to announce our 5th 2018 Social Impact and Sustainable Development Report in Latin 
America and the Caribbean, a space where to present our main actions and programs, their results and 
the challenges still to be faced.

We are a leading company in the region, with an important social, environmental and economic impact. 
Since the “Recipe of the Future” strategy, we have proposed to contribute to the 2030 Agenda, through 
our experience, actions, resources and scale, with those targets where we identify that we can take 
significant steps in enhancing the impact.

In this regard, we continue to work on being the largest youth employer in Latin America. More than 
55,000 young people under 25 years old have joined us; we are a company recognized for providing 
opportunities for first formal employment thoughout the region and for promoting training and 
inclusion programs, which are carried out mainly through commitment and support to regional and 
local public-private initiatives.

We began an internal analysis process, with the objective of establishing a diagnosis of the current 
situation in the Company regarding Diversity, where one of the first steps taken was the establishment 
of the Diversity Committee, led by the VP of Government Relations and the Executive Chairman of Arcos 
Dorados. As sponsor of the committee, they are responsible for ensuaring equal opportunities and 
leading the implementation of the agenda.

At the same time, another very important part of our “Recipe of the Future” is our commitment to the 
Environment. In 2018, we took two major new steps towards achieving FSC certification for more than 
90% of our packaging, and the launch of the “Straw upon Request” program in all of our Latin American 
restaurants, thereby reducing consumption of tons of plastic. Both actions allow us to move forward in 
achieving the goal to source 100% of packaging from renewable, recycled or certified sources by 2025.

Chief Executive Officer (CEO)
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At Arcos Dorados, we work day after day to fulfill our mission: to serve quality meals while 
always offering an extraordinary experience. We are McDonald's largest Latin American 
franchisee in the world. We have the exclusive right to own, operate and grant McDonald’s 
restaurant franchises in Latin America and the Caribbean.

With a team of over 78,000 employees, we offer our customers the best of services and serve 
catering options prepared with the highest standards of safety and hygiene. We work as a team 
and are not only committed to business, but also to society and the environment.

Our company

Arcos Dorados Uruguay received the IRSE2  (Corporate Social Responsibility Indicators) 
recognition for its continued participation in Corporate Social Responsibility actions. 

Arcos Dorados Brazil received an honorable mention given by the Brazilian Federal 
Government at the 2018 SDGs Brazil Award for its “Sustainable Development Program”. 

Arcos Dorados Brazil was recognized for the highest response rate achieved by a 
member of Latin America in the 2018 CDP Supply Chain Program on climate change, 
water and forests.

More than 2,200 restaurants in Latin America 
More than 55,000 young people up to 25 years of age.
More than 700 restaurants with a new image in the last 3 years.
266 Mc Café
3,089 Dessert Kiosks 
More than US$ 3,080,000 in sales1 
We serve over 4 million customers per day in our restaurants
Main awards and recognitions:

Present in 20 Latin American and 
Caribbean countries. 
Argentina, Aruba, Brazil, Chile, Colombia, Costa Rica, Curacao, Ecuador, French Guyana, 
Guadeloupe, Martinique, Mexico, Panama, Peru, Puerto Rico, St. Croix, St. Thomas, Trinidad & 
Tobago, Uruguay and Venezuela.

 1In billions of dollars. Data as of 12/31/2018.
 2IRSE is a self-assessment tool designed by the Christian Association of Business Leaders (ACDE) to help entrepreneurs and executives manage their companies based on the CSR standards.

In 2011, Arcos Dorados became a publicly traded company listed on the 
NYSE (New York Stock Exchange) under the symbol ARCO. 

MISSION

To serve quality food while 
generating delicious and 
accessible moments for 

everyone.

VISION

To be recognized for offering the 
best experience in each of our 

restaurants on a daily basis, 
generating value for our people 

and our shareholders.



Our presence in 20 Latin American countries makes Arcos Dorados a 
leading company in the region with a significant social, environmental 
and economic impact. As leaders, we have a responsibility to ensure the 
well-being of our human capital and customers, offering opportunities 
for personal development, as well as boosting economies through a 
sustainable supply chain, while making every effort to minimize the 
environmental impact of our operations.

Our social and environmental impact strategy, the “Recipe of the Future”, 
is rooted in our commitment to the current challenges facing our society. 
We have identified and focused our priorities in which we believe we 
have the opportunity to distinguish ourselves more while boosting the 
sector in this direction.

Opportunities and Training for Youth Employment 
Promote social mobility, reaching thousands of young people through 
training for employment, skills, values and formal employment 
opportunities.

Environmental Impact
Reducción del impacto ambiental en restaurantes, oficinas y cadena
del abastecimiento.

Community
Improve the quality of life of people in the communities where we 
operate. 

Recipe of the Future
In 2015, the UN established 17 universal Sustainable Development Goals (SDGs), in 
order to provide a holistic and ambitious roadmap for governments, businesses and 
civil society to work together in partnership to achieve these goals.

As part of our “Recipe of the Future” strategy, aligned with the global McDonald’s Scale 
for Good initiative, we have committed to contribute positively, through our experience, 
actions, resources and scale; to reach those objectives where we identify that we can 
have a  greater impact.

#2030Agenda

Opportunities and 
Training for Youth 

Employment 

Youth 
Employment 

Sustainable 
Beef 

Packaging 
and 

Recycling 

Commitment 
to families 

Environmental 
Impact Community
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Recipe of the Future

Scale for Good



The corporate governance body has different 
committees, which support the admisnitration and 
management of Arcos Dorados, and that performs 
an oversight and monitoring role that contributes to 
the achievement of the Companys objectives. 
Among them are: the Audit Committee, the 
Compensation and Nominations Committee, and 
the Social Commitment and Sustainable 
Development Committee. The latter aims to be a 
space where the social and environmental impact 
actions carried out by the company are shared, 
validated and monitored. This Committee is made 
up of the company's Executive Chairman, the VP of 
Government Relations, the VP of Communications 
and Investor Relations and the Director of Social 
Commitment and Sustainable Development. 

#Governance&Diversity

In 2018, we initiated a process of internal analysis with the aim of establishing a diagnosis of the current situation as 
experienced within the Company with regard to Diversity. For the aforementioned analysis, statistical data were collected, 
Human Resources policies were evaluated, interviews were carried out and almost 7 thousand online surveys were 
conducted to collaborators from different hierarchical positions and staff and restaurant representatives of the 20 countries. 

As a result of the diagnosis, we concluded that incorporating the gender, generations and sexual diversity perspectives as 
part of a strategic objective will help us to systematize the path towards EQUITY. Thus, one of the first steps taken in this 
direction was the creation of the Arcos Dorados Diversity Committee, headed by the VP of Government Relations and the 
Executive Chairman of Arcos Dorados as sponsor of this committee, whose main responsibility is to guarantee equality of 
opportunity while leading the implementation of the agenda.

Gender Generations Sexual diversity

4  Tiene a su cargo la administración y dirección de la compañía.

GRI Contents 102-1, 102-5, 102-18, 102-20, 102-22

Arcos Dorados Holdings Inc. is a publicly traded foreign private issuer 
listed on the New York Stock Exchange. The Company’s corporate 
governance practices are regulated by the United States Securities and 
Exchange Commission (SEC) and the Company’s By-laws. In turn, we 
have different codes and policies that make us a complete and reliable 
company. The Board of Directors and the Management Team of Arcos 
Dorados have the authority delegated by the Shareholders’ Meeting for 
carrying out the Company’s direction and administration. 

Corporate Governance 

Executives

Male  
89%

Between 30 and
50 years old

 

11%

Female

Male

Female 
11%

>50 years old 

Between 30 and
50 years old

>50 years old 
89%

 
93%

36%

Management Team 3

 
7%

 

64%
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#EthicsLine
A free telephone line, operated by an independent third party 
(www.resguarda.com) and intended to receive inquiries or complaints 
concerning ethical issues and regulatory compliance, is available to all 
employees who become aware of the violation of any rule, law or 
applicable policy. Likewise, we have our Corporate Internal Audit 
Organization and Control area, which has the capacity and authority to 
answer any questions about business conduct norms, or analyze 
potential violations of these.

#O
ur

Va
lu

es

We deliver Quality, Service & Cleanliness to our Customers. 

We are Results-Oriented with an Entrepreneurial Spirit. 

We Promote Meritocracy and Teamwork. 

We Value Differences and foster Inclusion. 

We Operate Responsibly and Ethically. 

We Contribute to the Development of the Communities in which we operate.

After more than ten years of business activity in the region, Arcos Dorados 
has won the trust of its customers by demonstrating its integrity, by 
showing the values and ethics that drive the company in each action taken 
by governance bodies and shared by the entire company.
 
Our Code of Conduct, together with various specific policies (IT security, 
social networks, purchases, donations, risk management, among others) 
constitutes a reference guide for our behavior towards customers, 
suppliers, operators and communities in which we operate and mitigate 
the risk of corruption and the likelihood of its occurrence.

Ethics & Integrity
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Arcos Dorados is the largest youth employer in Latin America; the 
company is also recognized for providing formal employment 
opportunities to thousands of people in the region.

In our company, values that have to do with teamwork, meritocracy, 
responsibility and ethics are actively highlighted and promoted. In turn, 
we promote respect for differences, inclusion and equal opportunities. 
The combination of these values, the work culture and the different 
training and career development programs make our payroll proud of 
belonging to Arcos Dorados.

Our people

More than 78,000 employees throughout the region

70% are up to 25 years of age

57% are female 
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Information on employees

Management Team (5) and Staff:
  Over 1,600

Female:
45%

Male:
54%

Operations - Crew:
Over 64,000

Female:
42%

Male:
58%

Operations - Business / restaurant 
manager and management team:  Over 12,000

Female:
53%

Male:
47%



In Arcos Dorados, we offer a job with great career opportunities and 
professional development, providing continuous operational or academic 
training activities as well as personal development.

Implemented in the framework of a learning and career development 
dynamic vision, during 2018 we continued our 2016-2020 digital 
transformation process, adding more digitalized processes and 
certifications, deepening the integration of the digital training system. 

We have different training and development spaces that adapt to the 
needs of our staff. 

Training and development 

In 2018 we prvided                                                  hours of training (online and in-person courses).300thousand

McDonald’s University in São Paulo, Brazil (HU)
Academic Training Centers (CFA) 
Restaurants Training Center (RCE) 
Restaurants
Digital platforms such as McCampus

21 were the average hours of training in 2018 per person.

More than 4,000,000 hours of training were done on the job.

#McDonald’sUniversity (HU)
McDonald’s University (HU) is one of the leading corporate universities in the region; offers education and talent 
development for Arcos Dorados. In 2016, it began a process of digital transformation on a four-year-basis, with the aim of 
capitalizing on more than 20 years experience gained from learning and incorporating better technological tools, achieving 
greater efficiency and improving the user’s digital experience. Currently, it reaches 20 countries and its academic offer is 
available in 4 languages, covering the academic needs of Arcos Dorados staff throughout the region.

In 2018, McDonald’s University (HU) received the CUBIC Award  
2nd.  place in the Corporate University category.

Among the 5 most remembered brands in the 2018 HR Top of Mind Award 
(category: Corporate Education and E-Learning).

Mc Campus
17 new courses.
156,000 hours of training provided.

McDonald’s University (HU) series of conferences 
In 2018, there were 3 series of conferences that brought together 1,121 participants and discussed issued such 
as Digital Transformation, Project Management and The 3G’s of Leadership (Management, Gender and 
Generations), which means an increase of more than 170% compared to 2017. 

10 new digital applications for the development of people and restaurants (Digital Library, Reservoir of Ideas, 
Organization Chart, Digital Training System, among others).

6 Management Team: EO, CEO, COO, CFO, CLC, DP Brazil, SLAD, NOLAD, Caribe, VP of Development, Chief Marketing and Digital Officer, VP HR, VP of Corporate Communications & Investor Relations, VP Supply Chain, VP Government Relations

Average hours of training per year per employee  - 2018

Management 
Team

Operations – 
Business/
Restaurant 
manager

Operations – 
Management 
Team

Operations  -
Crew

Staff 
(rest of staff, 
management 
team not 
included)

34 28 25 9 11
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# SustainableDevelopment
The “Arcos Dorados Sustainable Development in focus” 
program marked its first year and added a total of 300 
participants, who acquired a knowledge base in relation to 
sustainable development and its link with business in Brazil. 
Different events and talks were held, where topics such as 
Scale for Good, waste management with social impact, 
climate change, shared value, circular economy, among others 
were discussed. In addition, in the framework of the program, 
it was arranged that at least one ambassador be appointed as 
a sppkesperson and facilitator of the fulfillment of internal 
goals, such as cardboard collection, used oil, energy 
consumption, carbon gas emissions, etc. Because of its 
importance, we plan to replicate the “Sustainable Develop-
ment” program in 500 restaurants in Arcos Dorados.

Performance Management Program
In Arcos Dorados, we change the paradigm and empower our 
employees, so that each one is the main player of their 
development. This model is based on a new and friendly 
online platform, which allows staff to develop their own plan, 
making different activities, audio/visual, bibliographic 
materials and resources available, according to the competen-
cies, the level of leadership and the market selected to 
develop.

13



At Arcos Dorados, we value differences and take an active role in promoting 
inclusion and equal opportunities. We propose a space where each employee is 
the best at his position, regardless of gender, generation or sexual preference6.

INCLUSIVE Employment

7 No se han registrado casos de discriminación.
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51% of Restaurant Managers are female 

Over 1,800 employees with disabilities

Valoramos las diferencias y fomentamos la inclusión

We were recognized as the 11th best employer by the second edition of Great Place
 to Work Women in Brazil, where more than 300 companies participated and that 
identifies the best companies to work for women. 

Arcos Dorados develops and organizes (with different non-governmental 
organizations) programs that give vulnerable groups the opportunity to join the 
world of employment, foster their social integration and strengthen our 
Company’s commitment.

Arcos Dorados Women’s Network.
The purpose of our Women’s Network is to provide a unified voice among women to 
strengthen our businesses and think about the future of Arcos Dorados.

We value differences and encourage inclusion.
At the end of 2018, Arcos Dorados Brazil received the “Global Recognition - Good 

Employability Practices for Workers with Disabilities” award, given by the Government of the 
State of São Paulo, Brazil, in conjunction with the United Nations.



Being a company focused on youth employment requires us to 
constantly rethink our work spaces, assuring young people that their 
voices are heard, allowing them to express their identity and develop 
personally and professionally.

In addition to the permanent dialogue and communication resources of 
Arcos Dorados, the annual Climate Survey, which in 2018 had a 
participation rate of 91% of crew and 87% of staff, is a formal instrument 
that allows us to seek feedback from our staff, and a key opportunity to 
analyze improvement points and design appropriate action plans.

#Hello - Welcome to our team!
We launched a new way to welcome employees who join Arcos Dorados’ 
team. The recruiting and employee job orientation process is essential 
as the first emotional impression, and part of our #Coolture of Service is 
to connect with the new collaborator and show him that we are here to 
accompany him in this new challenge. The new orientation practices, 
both in the restaurant and in the offices, put the focus on the new 
collaborator and his first contact with our “Coolture of Service”. 

Working Climate

89% is our Crew’s satisfaction rate

83% is our Staff’s satisfaction rate 

93% is our Manager’s satisfaction rate 
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We always strive 
for better, more 
inclusive, 
motivating and 
committed 
workspaces.

More recognitions and awards
1st place for McDonald’s Ecuador in Great Place to Work Ecuador 2018.

2nd place for McDonald’s in Great Place to Work Uruguay 2018.

2nd place for McDonald’s Mexico in the 2018 Super Company expansion 

ranking of Expansion Magazine and TOP Companies (“The places where 

everyone wants to work”).

8th place for AD Panama and Costa Rica in Great Place To Work Central 

America & Caribbean 2018 (Category: Multinationals).

13th place in Great Place to Work Latin America 2018.



 4Source: Labor Overview 2018. Latin America and the Caribbean (ILO / Regional Office for Latin America and the Caribbean, 2018. 132 p). 
 5Economic Commission for Latin America and the Caribbean (ECLAC). 

Material Issues: 11, 12, 13, 19, 20  GRI Contents 102-8, 103-1, 103-2, 103-3, 413-1

One of the great challenges that the entire region must face is the 
creation of new jobs for young people. Arcos Dorados has the ability to 
address and turn this challenge into a competitive advantage for the 
company and, at the same time, fulfill a social impact role.

#WeBelieveInYouth
We are an organization that believes in youth by delegating the most 
important tasks of our business to them. We believe that the willingness 
to work and the desire to learn, combined with adequate induction, 
training, clearly established processes, outlined tasks and responsibili-
ties, among others, ensure that young people have an excellent 
performance in the management of our restaurants and when dealing 
with the customer.

We believe in youth, their entrepreneurial spirit and their 
ability to generate good moments when they welcome the 
millions of customers who visit us daily.

#YoungSpirit
Arcos Dorados is a world of opportunities, which allows labor 
development within the company or the entry into the formal labor 
market, proving a sound experience in a high-demand operating 
environment, framed by teamwork standards and methodologies.

The decisive factor and main obstacle that young people 
face is the opportunity to access their first job.  

Youth employment 

19,6% of young people in Latin America are unemployed. 4

The youth unemployment rate triples that of the adult population.
Young people aged 15 to 24 will represent almost a fifth of the total population of the region in 2020. 5  

Arcos Dorados

70%  of our employees are young people under the age of 25 years. 

77%  of them are having their first formal employment experience. 
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One of the reasons why we are one of the largest employers of young 
people in the region is that we promote inclusion and social mobility 
through projects related to capacity development and employment 
opportunities for young people. 

We support the development of young people because we 
believe in their power of transformation and their ability to 
build a better society.

Our focus is the people and, therefore, the programs and initiatives that 
we carry out, in partnership with civil society organizations and other 
strategic interest groups, aim to leave a positive mark and generate 
value in the communities where we operate. In this sense, we seek to 
develop programs that generate opportunities for training, skills 
acquisition, transmission of values and development of good citizens. 

These programs are carried out, mainly, through commitment and 
support to regional and local public-private initiatives, such as the NEO 
(New Employees Opportunities) case, and through the institutions with 
which we collaborate since our fundraising campaign Big Day. 

Training and Inclusion 
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EDUCATION EMPLOYMENTSKILLS TRAINING

24 organizations and institutions

More than 390,000 young people 

Community
Whether from our offices or our suppliers, we invest in the communities in which we operate, supporting different causes related to the children’s health and 
well-being that encourage reading, learning and strengthening family ties. 

• 380,000  young people reached (50% are female)
• 65% of graduates have already found a job.
• 37 % of graduates continue studying. 
•  NEO currently has projects in 12 countries throughout the region. 

#NEO- New Employements Opportunities
As part of our commitment to youth employment, we are founding partners of NEO, a public-private initiative led by the IDB 
in which companies, governments and civil society in Latin America and the Caribbean join forces to improve employment 
opportunities of 1 million young people, closing the gap between their skills and the demand for qualified personnel by 
companies. Arcos Dorados is committed to providing financial support and in collaborating with the development of the 
platform, as well as with the project’s spreading and communication. In turn, we offer employment opportunities in the 
countries where NEO operates and where Arcos Dorados has restaurants.
In 2017, NEO Chile was launched and, currently, Human Resources Manager of Arcos Dorados Chile is the new President of 
the Executive Committee. After two years of work in the country, NEO has already benefited 5,000 young people with new 
job opportunities or by providing them with tools for their integral development. 



Big Day is the name given to our solidarity campaign, in which 
all the funds raised through the sale of Big Mac during this day 
will benefit local institutions focused on training and creating 
employment opportunities for young people and the Ronald 
McDonald House.

#BigDay
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The Ronald McDonald House Charities Foundation (RMHC), with 
presence in most of the territories where we operate, fulfills a 
social function of great value in developing and leading programs 
that directly improve the health and well-being of the child and his 
family.

With 44 years of experience worldwide, RMHC currently operates 
under three emblematic programs: Ronald McDonald House, 
Ronald McDonald Family Rooms and Ronald McDonald Care 
Mobile. The goal is to keep families with sick children together and 
near the medical care they need.

RMHC programs had a positive impact on more than 
260,000 families and children in 2018.

Ronald McDonald House Charities 
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Country

Argentina 5

6

2

1

1

1

3

2

2

1

Brasil

Chile

Colombia

Costa Rica

Ecuador

Panamá

Perú

Puerto Rico

Uruguay

Venezuela

Curaçao

México

Ronald McDonald 
House Family Rooms Care Mobile

1

3

6

6

5

1

1

1

1

6

2

25 30 2
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#ThePowerOfBooks

The Book or Toy Program provides families, in Latin America 
and the Caribbean, with tools that encourage reading habits in 
children from an early age, a considerable imaginative display 
and a positive impact on family ties. Since the launch of this 
program, every time you buy a Happy Meal, Arcos Dorados 
offers the possibility to choose between a toy or a book to read 
and learn as a family. 

+ 5 million books were delivered throughout the region since 
the launch of the campaign. #Read&Play

#WeirdButTrue
“How many moons does Jupiter have?” “How many cells do we 
have?”
In 2018, we launched the NatGeo Kids book collection “Weird 
but true!” which includes 6 books with more than 300 
curiosities to share with the family.

In 2018, we have distributed more than 1,100,000 books from 
the Weird but True Happy Meal Collection. 

Through the Happy Meal, we have launched multiple purpose-led 
creative campaigns to encourage reading, team learning, development 
of imagination, creativity, playful aspects and strengthen family ties. 
These campaigns are unique opportunities for us to have a positive 
impact on children.

Reading and learning 
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#McPlay
We believe that children learn best when they use their imagination; therefore, we renewed the exclusive 
Happy Meal “McPlay” App, which seeks to bring together children and their parents through imaginative 
and social games.

Through its update, we seek to offer a great digital experience bringing more surprises into the Happy 
Meal by providing interactive content to follow the game and learning of our traditional toys.

McPlay: always something to Think, Do, Develop.
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In our restaurants, quality assurance and food safety takes 
priority over all other aspects. Together with the main food 
companies, academia and regulatory agencies, we work on 
the continuous improvement of food safety standards and 
practices, both globally and regionally.

All our products are subject to the strictest controls, to ensure 
compliance with our specifications. We set objectives and 
carry out different suppliers audit programs, constant training 
for all our staff and verification of food safety standards in our 
restaurants through internal and third party audits. 

We launched the “Sensory Support Center”, the first sensory 
center in Latin America. 

In 2018, we launched the “Sensory Support Center”, the first 
sensory center of Arcos Dorados in Latin America. Its 
objective is the development, innovation and improvement of 
our products using appropriate sensory tools, offering specific 
training, the use of new technologies, the validation of 
processes and the generation of reference products in a 
sustainable way. 

Quality & Food Safety 

ODS: 2, 12 / Temas Materiales:7, 16 / Contenidos GRI 103-1, 103-2, 103-3, 416-1, 417-1
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In line with our philosophy of guaranteeing the highest standards of food 
safety, in 2018, we launched “Be Safe”, an awareness program that seeks 
to reinforce in Arcos Dorados, the commitment to adequate food 
handling and protection. Under the promotion and awareness of four key 
pillars, we seek that good practices, procedures and policies generate a 
lasting habit, applicable not only in restaurants, but also in our day to day 
and at home. 

Be Safe
Order and 
clealiness 

Hand 
washing 

Cross 
contamination 

Temperature 
control

KEY
ISSUES



Continuing with the McDonald´s corporate Scale For Good strategy, in 
2018, a regional work plan for the removal of artificial colors and flavors 
from core products was initiated.

Nutrition initiatives

# SUITABLEFORCELIACPATIENTS 

Strengthening our commitment to nutrition and the community, we 
launched a new hamburger bun suitable for coeliacs. This initiative, 
which covers the Argentine Republic where gluten-free products are 
usually expensive, adds to the ingredients registered as gluten-free/wi-
thout T.A.C.C. (with no wheat, oat, rye and barley) that we already had, at 
no additional cost, that is, at the same price as regular options.

With the processes validated by the Argentine Celiac Association (ACA) 
and Celiac Assistance of Argentina (ACELA), we deliver the bun in a 
tightly sealed bag, along with the other ingredients served on a plate, 
and are accompanied with a bottle of water and disposable plastic 
cutlery, minimizing the possibility of cross contamination between 
foods with and without gluten. 

According to figures from the Celiac Association of Argentina 
(ACA), there are about 400,000 people living with celiac disease. 

In 2019, we will continue transforming and evolving 
to be a better Arcos Dorados in Latin America, with 
a greater commitment to improve the nutritional 
contents of the Happy Meal menu:

#OpenDoors

Open Doors is an initiative based on trust, quality and transparency, by which customers have the 
opportunity to learn firsthand the operation of our restaurants. Every day, through guided tours, 
available on a daily basis, it is possible to tour the kitchen and see for themselves the safety and 
cleanliness measures in place and our focus on youth employment. Even our own staff can take the 
tour, consolidating their knowledge in the different stages and production areas.

Using the International Transparency Day as framework, we celebrated the “International Open Door 
Day” edition on September 27 inviting customers, friends and family to learn - in firsthand - each stage 
of our famous burgers. 

60,000 people were part of the International Open Door Day in 2018.

In 2018, we carried out a ground-breaking proposal in Brazil, where an event was held that brought 
together representatives of the food, nutrition, academy and public sector sectors, to discuss the 
importance of food safety and the need to show the nutritional information of the menus. In addition, a 
web series was developed, starring chef Raul Lemos, to talk about the origin of McDonald’s main 
ingredients in a completely transparent way.

Since its first edition, more than eight million people participated in the Open Door initiative 
throughout the region. 

Less than 600 calories
30% of total fat calories
10% calories (kilojoules) of saturated fat
650mg of sodium
10% calories from sugar
At least 3 food groups (Fruits, Vegetables, Whole Grains, Lean Proteins, Dairy)
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SUSTAINABLE DEVELOPMENT
A very important part of our Recipe of the 
Future is our commitment to the Environment. 
Our scope calls us to seek a correct balance 
between our business activity, social 
development and the care of the planet. To 
achieve this, we focus our efforts on 
minimizing the environmental impact of our 
operations and on the construction of a 
sustainable supply chain.

We receive recognition for best sustainability 
practices, awarded by ECO Awards (Brazil, 2017 

edition)

For the 12th. consecutive year, we were granted 
the distinction as a Socially Responsible Company 

by the Mexican Center for Philanthropy, A.C. 
(Cemefi) 

We take responsibility and take the opportunity to make the world a better place, reducing 
the environmental impact on restaurants, offices and supply chain. 

Temas Materiales: 8, 15, 17, 21 / Contenidos GRI: 102-9, 102-10, 102-11, 102-12, 102-13, 103-1,
103-2, 103-3, 204-1, 308-1, 412-13, 414-1,



#SupplierEvaluation
To achieve our commitment, we have a range of resources 
that we put into practice in our management:

SWA - Supplier Workplace Accountability
Our Supplier Workplace Accountability (SWA) Program, 
which is implemented through independent audit 
companies and self-assessment questionnaires, fosters a 
unified set of global standards for our supply chain 
workplace, which guarantees fair treatment and a safe and 
healthy work environment for its employees.

71 new input suppliers have passed SWA selection filters in 2018.

Hazard Analysis and Critical Control Points (HACCP)
Through this analysis, the existence of a systematic 
preventive process to guarantee food safety is verified. 

297 input suppliers have been audited for HACCP in 2018.

Other suppliers’ evaluations 
Distribution Quality Management Process, Good Agricultural 
Practices, Packaging Quality Management System, etc. 

#AnimalWelfare
We have an audit program that covers 100% of animal 
protein foods, which uses the Professional Animal Auditor 
Certification Organization (PAACO) guidelines. 

101 input suppliers audited related to animal welfare standards in 
2018. 

#SustainableCoffee
We have a plan so that all the coffee we serve in our 
restaurants comes from sustainable sources; that is, it is 
certified and meets a rigourous set of compliance with 
environmental and social standards.

In 2018, 55% of our coffee came from certified sources.
In Argentina, Brazil, Chile, Uruguay and Costa Rica 100% of the 
coffee is certified.

Types of companies that make up Arcos Dorados’
 wide supplier network. 

Food & Paper 
suppliers
51,1%

Food 
suppliers  

33,4%

Logistic 
suppliers
0,80%Paper 

suppliers
14,7%

At Arcos Dorados, we actively work in the building of a 
sustainable supply chain that allows us to minimize the 
impact on the environment and the entire life cycle of our 
products. For this, we seek that our direct and indirect 
suppliers share our values and our vision, have practices that 
guarantee the health and safety of their personnel and the 
good treatment of animals. In turn, all of them are required to 
meet high standards of production quality and food safety.

Our standards are based on the most demanding 
international standards of the industry, such as: International 
Organization for Standardization (ISO), British Retail 
Consortium (BRC) and all those that make up the Global 
Food Safety Init iative (GFSI), of which Arcos Dorados is 
member of its Board of Directors in Latin America.

All our suppliers, which add up to more than 1,400 
companies , have the obligation to sign and validate 
the Supplier Code of Conduct annually, which 
includes key principles that must be complied with 
regardless of their country of origin or where they 
carry out their operations.

On the other hand, we are committed to collaborative work 
being part of different groups and initiatives that aim to 
identify, understand and address the sustainability 
challenges of the entire industry. 

Our input suppliers have a strong regional imprint, 
being 75% of our suppliers of local origin.

Supply chain 

6 It includes approximately 986 input suppliers and 380 service providers.

25Material Issues: 8, 15, 17, 21  GRI Contents: 102-9, 102-10, 102-11, 102-12, 102-13, 
103-1, 103-2, 103-3, 204-1, 308-1, 412-13, 414-1
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#SustainableLivestock (GTPS)
We support and promote the production of beef developed under a guaranteed environmental 
framework to protect the health and well-being of animals, as well as those of breeders and the 
community.
We are currently involved in debates and other roundtables in search of livestock production 
solutions with a reduced impact on the environment. In Brazil, we are members of the Board of 
Directors of the Brazilian Roundtable on Sustainable Livestock (GTPS), a multistakeholder group 
consisting of representatives of different sectors from the livestock value chain.

Helping to lead a global movement to achieve sustainable production.

#ForestPractices&ResponsibleProduction
Forests play a vital role in the absorption of greenhouse gas (GHG) emissions by generating 
oxygen, and they are also essential for the balance of natural ecosystems. We are committed to 
no longer accept livestock products from deforested areas; we promote responsible forest and 
production practices in our fiber supply chain.

#PackagingFSC
We are currently working on a transition to a 100% renewable, recyclable or certified 
sources. In this sense, 90% of our paper (fiber) packaging comes from 
sustainable sources, certified by the FSC - Forest Stewardship Council.

In Latin America, more than 90% of packaging are FSC certified, guaranteeing 
their sustainable origin and compliance with approved forest management 
practices.

In Brazil and Argentina, we have already reached 100% and we are working daily to achieve this in other 
countries.

#SustainableFishing
100% of the fish sold in Brazil, Costa Rica, Panama and Puerto Rico is certified by the 
United States Marine Security Council (MSC).

#PalmOil
We do not use palm oil in our establishments. Regarding its possible use by one 
of our suppliers, its use must be declared and in that case only certified palm oil 
can be used.



13  Corresponde a las operaciones en Brasil y SLAD

#EarthHour
Arcos Dorados ratifies its commitment to the environment 
and every year joins the Earth Hour campaign, a world 
initiative of the World Wildlife Fund –WWF–, which aims to 
raise awareness and participation of the population on 
environmental conservation and climate change.

It has been 10 years since we came together to support Earth Hour.
All our restaurants and offices turn their external lights off for 60 
minutes.

#CarbonFootprint 
We are part of the CDP (Carbon Disclosure Project), the 
system of global disclosure of self-reported environmental 
data, which values the efforts of organizations that are 
leaving a meaningful mark on the road to climate 
sustainability.

We are members of the CDP (Carbon Disclosure Project). In 2018, 
Arcos Dorados Brazil was recognized for the highest response 
rate achieved by a member of Latin America in the 2018 CDP 
Value Chain (Supply Chain) Program in topics such as Climate, 
Water and Forests.

#NatalProgram
In Arcos Dorados, we understand that water management 
and consumption is a crucial issue with direct impact on our 
operations. In 2018, the consumption of our main operations 
reached 1,219,558 m3/year . The aim of the Natal Program is 
to strengthen our commitment to natural resources, with the 
aim of reducing drinking water consumption, minimizing 
waste and achieving the reuse of restaurant air conditioning 
condensed water.
The water obtained is used to irrigate the gardens, wash 
facades and Drive-thru lanes.

+500 restaurants under the Natal Program

Contenidos GRI: 103-1, 103-2, 103-3, 301-1, 302-1, 302-4 305-3, 306-2

We believe that, in order to create a better future for our 
planet and help reduce the effects of climate change, we 
must all get involved and, therefore, we want to be pioneers 
in the sector. We seek to obtain our food responsibly, 
promote renewable energy and use it efficiently, while 
working to reduce waste and increase recycling.

Natural resources 
management 

#SustainableDevelopmentProgram
The Sustainable Restaurant Development Program was 
implemented in Brazil in 2018 with the aim of expanding to 
the rest of the regions in the coming years. Through this 
program, we seek that restaurants become centers for the 
dissemination of information and education for sustainable 
development in communities. This focuses on different 
strategic alliances, employee training and executive 
leadership education. We are convinced that participation in 
the program will translate into best practices, habits and 
innovative ideas for our restaurants.

In 2018, more than 40 restaurants participated in the program.
Our goal is to implement the Sustainable Development Program 
in 500 restaurants by 2020.

+300 employees were trained in Sustainable Development 
through face-to-face courses, exclusive and dynamic 
conferences, or through immersion experiences. For the next two 
years, we seek to increase this number to 2,000. 
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#SustainableRestaurants 
We gradually move towards the adoption of construction 
criteria, infrastructure and use of sustainable resources in 
our restaurants, based on the collection and use of rainwater, 
reuse of inputs, separation of waste at source, efficient air 
conditioning methods, among others.

4 restaurants and McDonald’s University have LEED(Leadership 
in Energy and Environmental Design) certification.

#EnergyEfficiency
We work to make our offices and our restaurants innovative 
and efficient through improvements such as LED lighting 
and energy efficient kitchen equipment. In 2018, we have 
achieved a 15% reduction in our energy consumption, from 
569,079 MW/h in 2017 to 484,157 MW/h in 2018. 

15% energy reduction in 2018.

 GRI Contents: 103-1, 103-2, 103-3, 301-1, 302-1, 302-4, 305-3, 306-2
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#VegetalOilRecycling
Oil is one of the main environmental pollutants. It is 
estimated that 1 liter of oil for frying poured into the pipes 
can contaminate 1,000 liters of water. To take active 
participation against this phenomenon, in Arcos Dorados we 
have an oil recycling program, which has as its ultimate goal 
the care for the environment, following all existing standards 
in the countries in which we operate.

The oil already used, in the kitchens of our restaurants, is 
collected periodically by certified suppliers and, after its 
processing, the product is marketed for use as biodiesel in 
industrial boilers and other machinery. 

10 of the countries where we operate have initiatives for oil 
recycling. 

#Composting
In our corporate offices, we are turning waste into resources. 
Our work team deposits food, fruits, tea, coffee waste and 
napkins that, through a composting process, produce 
fertilizer for use in the garden and orcharde. 

#Waste 
We understand that responsible waste management 
includes the generation, handling, control, and disposal 
stages. Therefore, we have common and transversal 
guidelines for the entire company and, in turn, we implement 
specific procedures according to the local requirements of 
each region. 

All of our restaurant staff receives training on existing 
procedures for waste separation at source. 

#StrawsUponRequest
As of October 31, 2018, we have launched the “Straws Upon 
Request” campaign in all of our Latin American restaurants. 
Through this initiative, we have the opportunity to stop 
serving beverages with plastic straws and eliminate the 
self-serve dispensers in our restaurants. In this way, straws 
are only given to customers who expressly request one.

This initiative is one of the actions that contribute to the 
achievement of the goal of 100% packaging of renewable, 
recycled or certified sources by 2025. In turn, “Straws upon 
demand” is align with McDonald´s global goals and the 
United Nations for 2030 by minimizing the use of plastic in a 
product with a short shelf life and that has a great negative 
impact on the environment. 
.

With the “Straw upon demand” initiative, 
we seek to reduce the consumption of 
almost 300 tons of plastic.

#SustainableDevelopmentProgram
The Sustainable Restaurant Development Program was 
implemented in Brazil in 2018 with the aim of expanding to 
the rest of the regions in the coming years. Through this 
program, we seek that restaurants become centers for the 
dissemination of information and education for sustainable 
development in communities. This focuses on different 
strategic alliances, employee training and executive 
leadership education. We are convinced that participation in 
the program will translate into best practices, habits and 
innovative ideas for our restaurants.

In 2018, more than 40 restaurants participated in the program.
Our goal is to implement the Sustainable Development Program 
in 500 restaurants by 2020.

+300 employees were trained in Sustainable Development 
through face-to-face courses, exclusive and dynamic 
conferences, or through immersion experiences. For the next two 
years, we seek to increase this number to 2,000. 



ABOUT THIS REPORT
Arcos Dorados’ 2018 Social Impact and Sustainable Development Report has been prepared in accordance with the GRI Standards (Global Reporting Initiati-
ve), “Essential” option. It is published annually and it covers the period between January 1 and December 31, 2018. The information contained in this document 
does not include the data of the operations of our franchises and has not been externally verified. There have been no significant changes and modifications 
during the period covered, in terms of the size, structure and ownership of the organization, as well as significant effects on the reformulation of information 
regarding previous years. The last report issued was the document on “2017 Social and Environmental Impact Results”.

29GRI Contents: 102-45, 102-46, 102-47, 102- 48, 102-49, 102-50, 102-51, 102-52, 102-53, 102-54, 102-56



An essential part for sustainable management and accountability 
process is the definition of stakeholders groups and the identification of 
material issues.

Based on the Accountability’AA1000SES  series of standards, and 
through an analysis that covers certain dimensions (for responsibility, 
influence, proximity, dependence and representation), we have defined 
Arcos Dorados stakeholders “map”. 

Stakeholders
and material aspects

Shareholders, 
business partners, 

franchisees, 
financial entities

Act with total transparency against 
the best interests of our shareholders 

and business partners.

Support and promote working with 
passion and innovation on a daily basis 

and in the search for continuous 
improvement. 

Develop strong relationships with our 
suppliers and distributors, who share 

our values.

Offer an exceptional experience, with 
the commitment to serve quality food 

and also provide service and 
cleanliness.

Develop an active role in the welfare of 
our neighbors and our community.

Shareholders’ Meeting
Financial Statements

Form. 20-F
Quarterly reports

Conferences with investors 
ocial Impact and Sustainable Development 

Report 

Financial Statements
Form. 20-F

Social Impact and Sustainable Development 
Report 

Social Climate surveys
Arcos Dorados Digital

AD Review
Corporate social network

Yammer
AD Talks

Open Doors
Social Impact and Sustainable Development Report 

Supplier meeting Supplier Portal 
Open Doors

Social Impact and Sustainable Development 
Report 

Tell us how we did 
Open Doors

Social Impact and Sustainable Development 
Report 

Tell us how we did
Open Doors

Social Impact and Sustainable Development 
Report 

Compliance with all applicable laws and 
regulations, including legislation on Human 

Rights, workplace safety, compensation 
and employee treatment. 

Governments and 
regulatory bodies

Employees (staff 
and restaurant 

crew)

Suppliers and 
distributors

Local 
communities

Customers

STASKEHOLDERS COMMITMEND ASSUMED MEDIA/DIALOGUE

 GRI Contents: 102-21, 102-40, 102-41, 102-42, 102-43, 102-44 30



The Global Reporting Initiative makes available to organizations a series of 
principles designed to be used in combination, in order to define the 
content of the report. To identify the potential issues that will be included in 
the report, we have taken into consideration the impacts, risks and 
opportunities observed by different experts and companies in the sector.
 
From the process of identification of material issues, a process of 
prioritization was carried out with more than 400 stakeholders groups in 
order to identify which are the most relevant issues to be included in the 
sustainability report.

Content definition 
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 Where the main impacts of material issues occur, inside (internal) or outside (external) the organization. 

Brasil 40%

Argentina 10%

Venezuela 6%

Uruguay 2%
Puerto rico 2%

Perú 1%

Panamá 4%

México 6%

Ecuador 2%

Costa Rica 5%

Colombia 18%

Chile 4%

Governments 1%

Employees
(staff and restaurant crew) 70%

Costumers 4%

Suppliers and
distributors      14%

Others 3%

NGO and Academy 5%

Local communities 3%

20 Local communities 

1
2
3
4
5
6
7
8
9

10
11
12
13
14
15
16
17
18
19

Ethics and integrity

Water

Waste

Nondiscrimination

Materials and supplies used

Health and Safety at Work

Nutritional quality of the products

Responsible sourcing

Energy

Diversity and equal opportunities

Education

Youth Employment 

Inclusive employment 

Training and education

Supplier environmental evaluation 

Promotion of healthy lifestyle habits 

Animal welfare and health 

Employment 

Human Rights Evaluation

External

Internal

Internal

Internal

Internal

Internal

Internal

External

Internal

Internal

External

External

External

Internal

External

External

Internal

Internal

Internal

External

We are Arcos Dorados

Sustainable Development

Sustainable Development

Social Impact

Sustainable Development

Social Impact

Social Impact

Sustainable Development

Sustainable Development

Social Impact

Social Impact

Social Impact

Social Impact

Social Impact

Sustainable Development

Social Impact

Sustainable Development

Social Impact

Social Impact

Social Impact

Tema Cobertura15 Capitulo/Sección

Materiality 
assessment 
results per 
Country.

Materiality 
assessment 
results per 
Stakeholders’ 
Group. 
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