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1. LETTER TO STAKEHOLDERS 

Dear reader, 

The release of our first Sustainability Report is a great chance to reflect on how our organization has 
faced and overcome the challenges that emerged in 2020. During this difficult year Dispensa Emilia had 
to reinvent itself to deal with the severe consequences of the Covid-19 pandemic on the hospitality 
industry, affected by forced restaurant closures and other restrictive measures adopted to contain the 
spread of the virus. These factors have contributed to a slowdown of our operations, reflected on 
Dispensa Emilia 2020 financial results. 

Despite these challenges, we have been able to navigate adversity by using it as a chance to rethink how 
we do business and integrate sustainability in our operations. In fact, 2020 marked our first step towards 
a stronger and more structured sustainability commitment: our management and business partners 
worked together to define Dispensa Emilia sustainability framework, guided by our vision and long term 
strategy. 

Through this report we share our main initiatives, commitments and objectives for each of the 
sustainability pillars that make up our Sustainability strategy: Corporate (covering our economic 
performance, governance structure and our relations with the local community), People (covering our 
commitment to employees and our customers), Product sustainability (covering our approach to 
responsible production) and Environment (covering our efforts to reduce environmental impacts).  

Our long term objectives include sustaining local communities, supporting employee engagement and 
guaranteeing their wellbeing, building a responsible and transparent supply chain, focusing on customer 
welfare and satisfaction and reducing our carbon footprint. 

In order to pursue these objectives, we have decided to invest in our people, by hiring new personnel (43 
new hires, of which 98% are under 30 years old) and by supporting our employees’ professional 
development (on average, circa 30 hours of training per employee were provided, mainly in e-learning 
mode) and, in light of the Covid-19 pandemic, allowing for more flexibility through remote working and 
increasing work-life balance. We have supported our community with 140k€ in donations to hospitals and 
local NGOs, supporting causes that are important to us and our employees. We are proud to have 
accelerated and been recognized for our innovation efforts. A newly developed feature of the Dispensa 
Emilia App (App&Go) that allows customers to collect their orders without direct contact with restaurants’ 
personnel has won us the title of “Italian Excellence” by Forbes Magazine. Finally, we have stepped up 
our efforts towards reducing our environmental impacts. We focused on reducing our disposable dine-in 
and take-away packaging, and on achieving a net carbon footprint of zero. As of today, about 77% of our 
total electricity consumption derives from certified renewable sources and residual GHG emissions have 
been offset by purchasing nature-based carbon credits. As a result of these actions, in 2020, Dispensa 
Emilia achieved carbon neutrality.  

We are serious about our commitments and about creating a more resilient business. Through these 
initiatives we aim to contribute to shape a more sustainable economy, not only for the corporate world, 
but also for the next generations, while supporting our communities and protecting the environment. This 
is a great opportunity, as well as a big responsibility, which is worth all our effort and dedication.  

We invite our readers to learn more about our business and our future sustainability ambitions. 

Alfiero Fucelli, CEO 

 

 



 
 

 

 

4 

 

 



 
 

 

 

5 

 

 



 
 

 

 

6 

 

2. HIGHLIGHTS 
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 IN DISPENSA 

3.1 Emilians by tradition 
 
Dispensa Emilia was born in 2004 from an idea of Alfiero Fucelli, the company’s current CEO, and two 
business partners. They opened the first small Dispensa Emilia kiosk in a shopping center in Casalecchio 
di Reno, Emilia Romagna, serving tigelle and salads. 16 years later the company has grown from one 
small kiosk to 19 restaurants employing 348 people working throughout northern and central Italy. 
Despite the Covid-19 pandemic which has characterized 2020, employment levels have remained stable, 
registering a slight decrease of -2.5% as compared to 2019. 
 
Nowadays, we offer traditional Emilian food with a modern “fast casual” twist, combining the advantages 
of fast food service with restaurant level quality. In a nutshell, the Dispensa’s formula consists of offering 
a fast service and a selection of traditional dishes such as tigelle, fresh pasta and gnocco fritto. These 
dishes can be conveniently ordered on the Dispensa Emilia App and consumed both at the restaurant 
and at home through Dispensa’s delivery and the take away services. 
 
The Dispensa Emilia formula has proven to be successful, as showed by the company’s growth figures 
over the years. In the graph below, the overall positive trend of the company turnover is represented: from 
2016 to 2017 the increase was approximately 30% and from 2018 to 2019 it was approximately 5%. In 
addition, in order to support a continued and sustainable growth of Dispensa Emilia, in 2018, 70% of the 
company’s stakes were acquired by the Investment Group Investindustrial. The fall in turnover that took 
place in 2020 (- 40% as compared to 2019) has to be read in light of the restrictions introduced to 
minimize the effects of the Covid-19 pandemic, which have severely affected the restaurant sector. 
Prolonged closures and restrictions such as the reduction of restaurants capacity, are just some of the 
factors that led to the decrease in turnover recorded in 2020.  
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Despite the economic crisis caused by the Covid-19 pandemic, Dispensa Emilia registered a satisfactory 
financial performance: we kept delivering services in line with the applicable regulations, generating a 
total turnover of 12M€, which is a positive result, given the challenging circumstances faced by the sector. 
In this context, the company has demonstrated the ability to adapt its service delivery options to the new 
Covid-19 reality. More specifically, the company activated its delivery service in partnership with the main 
national platforms and developed the take-away app service App&Go through which customers have 
been able to order and collect orders without getting out of their car. As a result of its resilience and ability 
to innovate, Dispensa Emilia was included in the Forbes Magazine list “2021 Italian Excellences” in the 
Socialize category, which lists food brands and food-tech chains that have stood out for their 
technological innovations.  
 
 

Dispensa Emilia growth over the years 
 
Dispensa Emilia has followed a path of growth that has seen several stages. Starting from the very 
beginning of the business, in 2004, it has gradually expanded over the years, opening restaurants 
throughout northern and central Italy. An important milestone along the way was certainly the 2015 EXPO 
in Milan, where the company had the opportunity to show visitors coming from all around the world the 
quality of its products, through a gourmet stand present at the international event. 
 

 
Despite the unfavorable national economic scenario during 2020, four new Dispensa Emilia restaurants 
were opened in northern Italy, including a flagship store in Bologna. Nine new openings are planned in 
2021. Current restaurant locations and new openings are presented in the picture below.  
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Today, the company is composed of 3 different business units that work in synergy with each other: 
 

The Headquarters 
The company offices are located in Modena, on the second floor of the 
building that hosts the restaurant. 

 
 
  The restaurants 
   Dispensa Emilia has four different restaurant formats: 
 Shopping centres 
 Travel retail 
 Standalone on high traffic roads 
 City centre 

 
Our main target customer includes families - mostly choosing restaurant formats located in shopping 
centres and city centre - business customers, which frequent Dispensa Emilia for a fast lunch break and 
travellers – preferring travel retailers and restaurants located on high traffic roads.   
 

The Modena Kitchen (production site) 
Founded in 2017, the Modena kitchen produces tigelle, gnocco fritto, ragù 
and other semi-finished products, which are delivered to the restaurants to be 
cooked at the time of the order, always guaranteeing freshness of the 
products. 
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3.2 Sustainability Journey 
 

 
Sustainability is an important driver for Dispensa Emilia's business and it is reflected in our daily choices 
and how we run our operations. In 2020, building on the sustainable initiatives already in place, Dispensa 
Emilia started a path to develop a formal sustainability strategy. The company’s management, together 
with the financial partner Investindustrial, engaged in a series of workshops aimed at identifying and 
defining the company’s most material sustainability topics and sustainability strategy, which set the 
vision and the objectives towards which the company plans to move in the next few years. Dispensa 
Emilia’s sustainability strategy is founded on four main pillars: 
 

 Corporate: sustained business success built on trust, integrity, accountability and innovation. 
 People: an engaged and happy workforce, working together to provide exceptional customer 

service. 
 Product Sustainability: serve traditional food, made with quality, delicious and sustainable 

ingredients. 
 Environment: promote sustainable practices in our operations and restaurants to reduce 

Dispensa Emilia’s environmental impact. 

In order to implement the strategy in an effective way, each pillar has been assigned a series of specific 
goals and targets. In addition, responsibilities were assigned to relevant Subject Matter Experts within the 
company to drive implementation and monitor progress against targets, ensuring accountability for the 
strategy. A detailed description of the initiatives and the targets set for each pillar are reported in the 
sections “Main objectives, initiative and targets”, available at the beginning of each chapter. 
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The 17 Global Goals  

 

We aim to contribute to achieving the UN Sustainable Development Goals (SDGs) through our strategic 
framework and approach to sustainability. In order to align the company strategy to the UN 2030 Agenda, 
each pillar has been linked to the relevant SDGs, to which it can contribute the most. The following 6 
SDGs, were identified: 

The sustainability strategy, together with the material topics that emerged from the materiality assessment, 
are represented in the picture below. For more details on the Materiality assessment, please refer to 
Chapter 8 (Methodological Note). 

 
 
 
 
 
 
 
 
 

The 17 SDGs depicted on the left and their 169 
sub-targets, are a universal call to action to end 
poverty, protect the planet, strengthen universal 
peace and improve the lives and prospects of 
everyone.  

The Global Goals were adopted by all United 
Nations member states in 2015, as part of the 
2030 Agenda for Sustainable Development. 
The document has defined the global challenges 
that UN member countries will have to face and a 
15-year plan to achieve the UN SDGs. 
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3.3 Our Stakeholders 
 
Dispensa Emilia acknowledges the value of maintaining an open communication channel with its 
stakeholders in order to build a relationship based on trust and mutual collaboration, which can benefit 
both parts. The constant dialogue with internal and external stakeholders is critical to understand their 
needs and expectations and, therefore, it represents a source of information to orient and influence the 
company’s strategic decisions. For this reason, Dispensa Emilia is committed to establishing a long-
lasting relationship with its stakeholders through engagement activities. This includes asking for and 
considering their feedback on a regular basis and communicating relevant information in an accurate and 
timely manner. 
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The picture below depicts the seven categories of internal and external stakeholders identified by 
Dispensa Emilia as well as the main engagement activities in place.  
 

 
 
 
Dispensa Emilia is a member of ‘Confimprese’, the leading Italian Retail Association, made up of modern 
trade companies with franchising and direct networks: its mission is to protect the interests of the 
companies within the association by supporting their development in Italy and abroad. 
 
Moreover, this year the company started the process to become a signatory of the UN Global Compact 
(UNGC), a voluntary initiative that represents a commitment to adopting ten universal sustainability 
principles on human rights, labor, the environment and anti-corruption. The progress we make in meeting 
the UNGC principles will be closely monitored and reported. Follow-on sustainability reports will serve as 
our annual Communication of Progress (COP). 
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 CORPORATE 

Main objectives, initiatives and targets 
 
 
 
 

4.1  Our Governance 
In July 2018, Dispensa Emilia was indirectly acquired by a fund managed by Investindustrial, a leading 
European group of independently management investment, holding and advisory companies.   

Dispensa Emilia’s governance is composed of the following bodies: Board of Directors and Board of 
Statutory Auditors.  

Board of Directors 
Dispensa Emilia is governed by a Board of Directors which is invested with wide powers for ordinary and  
extraordinary management of the company. The current Board of Directors is composed of 5 Directors, 
presented below, who meet at least once a quarter to discuss issues related to the management of the 
company.  

 
ALFIERO FUCELLI Chairman and CEO 

ALESSANDRO FOGO Director 

UGO VITTONI Director 

ANDREA ROSA Director 

ELENA SPREAFICO Director 

 

Some of the members of the Board of Directors are part of the Environmental, Social and Governance 
(ESG) Committee, detailed next) which meets quarterly to discuss and monitor ESG performance. 

 
ALFIERO FUCELLI Chairman and CEO 

“Sustained business success built on trust, integrity, 
accountability and innovation” 
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ANDREA ROSA Operations Director 

MARIANNA MARTINELLI HR Manager 

MASSIMILIANO CERESINI Marketing & Communication Manager 

LUCA ZANIBONI Technical Manager 

LEONARDO MORI CFO 

 

Board of Statutory Auditors 
The Board of Statutory Auditors monitors company compliance with the law, the principles  
of proper administration and the adequacy of the organizational, administrative and accounting  
structure and its functioning, as well as the independence of the independent auditors. 
 

MARA VANZETTA Chairman 

MASSIMILIANO DI MARIA Auditor 

VITTORIO VISMARA Auditor 

 

Dispensa Emilia executive team is structured as follow:   
 
  

CEO

HUMAN 
RESOURCES 

MANAGER

MARKETING AND 
COMMUNICATION 

MANAGER

REAL ESTATE 
DEVELOPMENT 

MANAGER
CONSTRUCTION 

MANAGER
SUPPLY CHAIN 

MANAGER
PRODUCTION 

PLANT MANAGER

CFO COO
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VISION 

Each day, we want to offer 
to as many people as 

possible, a unique taste 
experience through 

authentic recipes, with 
delicious, genuine and 

sustainable ingredients; 
served with a smile in a 
welcoming environment 

where everybody is treated 
with respect and dignity, 

constantly innovating 
whilst being true to our 

heritage. 
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4.2 Ethical Business
Dispensa Emilia implements business practices that are both ethical and sustainable. The presence of a 
well-defined corporate vision is accompanied by the following four guiding company values, 
communicated to internal and external stakeholders on Dispensa Emilia website: 

 

Vision and values are translated into a set of company regulations and policies, drafted for each of the 
three business units (headquarters, restaurants and production site).  

The following behavioral and ethical rules, described in the document “Company Regulation and Code of 
Conduct” are currently in place and are signed for acceptance by all employees as part of the onboarding 
process: 

 
 General rules about organizational behaviours: defining rules of conduct, work organisation 

and working hours, indications on roles and responsibilities, working environment, practices to 
follow when an occupational injury occurs, description of the company welfare and terms of 
confidentiality and privacy. 
 

 Ethical rules and guidelines about alcohol, drugs and smoking: defining the expected 
behaviour when working in Dispensa Emilia. The company requires its employees to adopt a 
respectful and sensitive behaviour towards others, prohibiting employees to work under the effect 
of alcoholic or narcotic substances and the consumption of these substances before or during 
their shift. In addition, the company has introduced a ban on smoking in all company areas. 
 

 Equal opportunities and diversity regulation: the company prohibits inappropriate, offensive 
and insistent behaviour clearly referring to someone’s sexual orientation which may cause 
discomfort for the person to whom they are addressed. Furthermore, Dispensa Emilia guarantees 
equal treatment and equal employment opportunities, regardless of ethnicity, colour, religion, sex, 
age, national origin or provenance, physical or mental disability, sexual orientation, military status 
or any other condition protected by law.  
 

Dispensa Emilia is currently in the process of adopting an Organizational Model pursuant to the 
Legislative Decree 231/2001, including a Code of Ethics and a whistleblowing system, as a tool to 
prevent crimes that could determine the liability of the company, if the offences are committed in the 
interest or to the benefit of the organisation. The Organizational Model should be implemented by the end 
of 2022.
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4.3 Economic performance 
As part of its corporate responsibility, Dispensa Emilia, recognizes the importance of distributing and 
giving-back part of the value generated through its activities to its stakeholders.  

In 2020, the total value generated by the company was 12.17M€, with a decrease of 40% as compared to 
2019. The restaurant sector was among those that have suffered the most and will continue to suffer from 
the effects of the Covid-19 pandemic and the measures adopted to limit its diffusion: forced closures, 
limitations on opening hours, travel bans, drastic drop in tourist numbers and the widespread diffusion of 
smart working led to a strong decline in customers and the consequent decrease in turnover of the whole 
sector. 

Despite the adverse economic conditions, Dispensa Emilia has continued to carry out its business 
activities, when allowed by the regulations in force, distributing a value for a total of 13.99M€ as of 31 
December 2020: 

 59% (8.3M€) was distributed in the form of payment to suppliers of goods and services; 

 38% (5.32M€) was distributed in the form of payment to personnel; 

 The remaining 3% was distributed in the form of interest to capital providers (about 1%, 0.13M€), 
to the public administration (about 1%, 0.12M€) and to the community (about 1%, 0.13M€). 

 
The Economic value generated, retained and 
distributed by Dispensa Emilia, in millions of € 

The economic value distributed by 
Dispensa Emilia in 2020, by category (%) 
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4.4 Our Support to the Local Community 
One of Dispensa Emilia’s commitments is to 
"Give back to the community what the 
community gives us". In fact, the communities 
where we operate are part of our story and 
success and we commit to supporting them, 
especially in light of events such as those that 
have characterized 2020. For this reason, in 
order to help the local healthcare system during 
the pandemic, in 2020 Dispensa Emilia donated 
100k€ to hospitals located in cities historically 
close to its business and deeply affected by the 
pandemic: Bergamo, Modena and Bologna. 

Moreover, we launched the campaign Uniti con 
Dispensa - United with Dispensa, involving 
customers and employees in a fundraising 
campaign to help hospitals in the fight against 
Covid-19, which allowed us to raise more than 
20k€.  In particular, all the employees had the 
opportunity to make a voluntary donation, which 
was matched by Dispensa Emilia. In addition, 
the company offered the possibility to its 
customers to pre-charge a credit on the Dispensa Emilia App, that they could spend in the restaurants 
once they would reopen to the public. Dispensa Emilia converted the pre-charged credit to a donation to 
the ONG Caritas Italia1.  

When the lockdown was instituted, Italy came to a standstill overnight: everything closed, including of 
course restaurants. Since it was not a predictable event, the company found itself with an excess of fresh 
food supplies, which were entirely donated to the Italian NGO Caritas Italia. The donation was repeated 
during the November shutdowns, for a total value of about 40k€.  

Dispensa Emilia has decided to continue supporting Caritas Italia by structuring a systematic plan to 
donate free meals every week for each restaurant located in the main cities where it is based: Modena, 
Bologna, Milan and Bergamo.  

Dispensa Emilia also supports the community by sponsoring local 
sports teams: for the 2018/19 and 2019/2020 season, the 
company has been the official sponsor of the Modena Volleyball 
team – one of the most titled team in the history of Italy men's 
volleyball. Through an agreement with the company, a partnership 
with the team was born, based on a shared vision that focuses on 
teamwork and passion, united by the same roots that are deeply 
rooted in the city of Modena. 

 

 
1 Caritas Italia is the pastoral body of the Italian Bishops' Conference (CEI) for the promotion of charity. Its purpose is to promote "the witness of charity 
of the Italian ecclesial community, in forms appropriate to the times and needs, in view of integral human development, social justice and peace, with 
particular attention to the last ones and with a prevailing pedagogical function" (art.1 of the Statute). 
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 PEOPLE 

Main objectives, initiatives and targets 

 

“An engaged and happy work force working together to provide 
exceptional customer service” 

 

5.1 Our People 
Dispensa Emilia currently employs 348 people, all as employees2 and none as worker3. The data is in 
line with 2019 (357 employees), recording only a slight decrease of -2.5%, which reflects the company’s 
commitment to maintaining a stable level of employment despite the Covid-19 pandemic. 

The composition of the company’s workforce in the last 2 years is detailed in the following table by 
gender, type of contract and category. It should be noted that all employees are covered by the Italian 
collective agreement. 

 

Employees data Unit of Measurement 2019 2020 

Number of employees number (head count) 357 348 

of which women number (head count) 243 235 

of which White Collar number (head count) 25 29 

n. of Managers number (head count) 11 13 

of which Blue Collar number (head count) 332 319 

of which trainees number (head count) 1 1 

 
2 Employee: refers to an individual who is in a direct employment relationship with the company, according to national law or its application. 
3 Worker: refers to those working for the company on a temporary basis, including self-employed workers, contractors, and interns. Please note that 

consultants, seasonal workers, people employed by franchisees are not included under this definition. 
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Employees data Unit of Measurement 2019 2020 

of which belonging to 
minority or vulnerable groups 
(e.g. people with disabilities) 

number (head count) 6 5 

Number of permanent 
contracts 

number (head count) 345 332 

of which to women number (head count) 215 226 

Number of full-time 
contract 

number (head count) 90 85 

of which to women number (head count) 53 53 

Employees covered by 
collective bargaining 
agreements 

% 100 100 

 

With regard to gender diversity, the percentage of women out of the total employee population has 
remained stable during the reporting period (68% with reference to both 2019 and 2020).  

Another important fact to be highlighted concerns the type of contract of Dispensa Emilia employees: in 
2020 out of a total of 348 employees, 332 have a permanent contract (95%).  

The following data refer to employee hires and leavers by age bracket.  

 

Employees data Unit of Measurement 2019 2020 

New hires in reporting year number (head count) 87 43 

of which women number (head count) 53 19 

<30 years old number (head count) 45 19 

30<= x <=50 number (head count) 8 0 

>50 years old number (head count) 0 0 

of which men number (head count) 34 24 

<30 years old number (head count) 29 23 

30<= x <=50 number (head count) 5 1 

>50 years old number (head count) 0 0 

Leavers in reporting year number (head count) 101 74 

of which voluntary leavers % 83% 69% 

of which women number (head count) 69 40 
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Employees data Unit of Measurement 2019 2020 

<30 years old number (head count) 58 30 

30<= x <=50 number (head count) 11 10 

>50 years old number (head count) 0 0 

of which men number (head count) 32 34 

<30 years old number (head count) 30 30 

30<= x <=50 number (head count) 2 4 

>50 years old number (head count) 0 0 

 

An analysis of the data shows that most of the new hires in 2020 (98%) are under 30, which contributes in 
creating a very young and dynamic team, one of our strong suits. With regard to leavers in the reporting 
year the percentage has decreased by 27%, from 101 people who left in 2019 to 74 in 2020. 

Respect for diversity is a core value at Dispensa Emilia, also supported by the company’s vision and code 
of conduct: in particular, the code of conduct states that all employees are required to respect the dignity, 
religion and sexual orientation of others and that no verbal or physical conduct causing humiliation or 
creating an abusive, hostile or offensive work environment is tolerated by the company.  

In 2020, Dispensa Emilia started to monitor additional KPIs on employee diversity, including sexual 
orientation and ethnicity, in order to measure progress against a new goal set of defining a company 
policy on human rights and diversity by 2021.  

Dispensa Emilia will also work on defining initiatives to reduce the gender pay gap at managerial level: as 
shown in the table below, pay gap between women and men increases as employees advance in their 
careers. Currently, women holding a role in the restaurant or in the production plant, on average receive a 
base salary 10% higher than male employees, while the trend is inverted for women covering middle 
manager and office roles.  

 

Ratio of the average base salary of women to men by employee category 

 2019 2020 

Executives 0,0% 0,0% 

Middle Managers 81.0% 81.0% 

Employees (working in the offices) 94.0% 94.0% 

Employees (working in the restaurants or in the 
production plant) 

110.0% 110.0% 
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5.2 Health, Safety and Wellbeing 

Occupational Health and Safety (H&S) is a crucial topic for Dispensa Emilia: guaranteeing employees a 
comfortable and safe working environment contributes to their engagement and motivation and therefore 
influences the quality of service delivered to our customers. The company aims to minimize safety related 
risks through the implementation of a robust H&S management system that will apply to both internal and 
external workers. Health and safety aspects are managed by an external consultant covering the role of 
H&S Manager, who monitors and implements H&S procedures for the offices of the headquarters in 
Modena, the restaurants and the production site. Each of the three different business units have been risk 
assessed and have their own Risk Assessment score and report. Compared to restaurants and offices 
assessed to have a low risk score, the production unit has a higher risk score, due to the presence of 
risks derived from prolonged standing, chemicals, and manual handling of loads.   

In order to minimize safety related risks and avoid accidents within the production site, risk prevention 
measures are in place. Guidance on safety measures is provided to employees in a specific procedure, 
describing general rules of conduct when using tools and machineries, instructions for their use and 
maintenance, the required personal protective equipment (PPE) to be worn (e.g. safety shoes, protective 
uniforms and heat-resistant gloves when using the kitchen and dust mask FFP2 when using the mixer) 
and the behavior to be followed in the event of an emergency or an accident i.e. immediately reporting the 
accident, injury or safety risk to the manager and the safety officer.  

With regard to Restaurant Operators, Dispensa Emilia has drafted a H&S training and information 
procedure explaining safety measures in place and the required PPE according to the activities carried 
out within the company, such as uniforms, cut-resistant gloves and Covid-19 related PPE.  

In accordance with the Italian Legislative Decree on occupational Health and Safety (81/2008), Dispensa 
Emilia provides Health and Safety training for all its employees, specific fire-fighting and first aid training 
for the Emergency Team and training to obtain the Hazard Analysis and Critical Control Points (HACCP) 
certification for Operators working at the restaurants. In order to understand the root cause of work-
related injuries and reduce their occurrence, the company keeps track of employees’ H&S statistics and 
implements initiatives to reinforce the H&S culture within the organization. The initiatives implemented by 
Dispensa Emilia to reduce the rate of recordable injuries include, for instance, H&S training provided to 
employees (3,600 hours in 2020). Furthermore, the number of culinary preparations at the restaurants 
have been reduced, thanks to process and machine innovations, which are described in Chapter 6.  

 
H&S Training Unit of 

Measurement 
2019 2020 

Total hours of H&S training provided to 
employees  

hours n.a. 3,600 

 
On the next table we can see H&S data recorded in 2019 and 20204: no direct work-related injuries 
occurred at the company premises, all being classified as recordable work-related commuting injuries 
(occurring during the home-work journey), with no severe consequences (injury from which the worker 
cannot, does not, or is not expected to recover fully to pre-injury health status within 6 months).  
 

 
4 Please refer to the Chapter 8 Methodological Note for details on data calculation method. 
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The data show a growing trend for minor commuting injuries recorded in 2020, while data regarding more 
severe commuting injuries (incapacity to work for more than 7 consecutive days) are in line with 2019 
(+13.3%). No fatalities nor injuries causing permanent disabilities were recorded in 2019 and 2020.  
 

 

Employees data Unit of Measurement 2019 2020 

Number of work-related injuries n/year 21 31 

of which commuting injuries (incapacitated for more than 
3 consecutive days) 

n/year 6 14 

of which commuting injuries (incapacitated for more than 
7 consecutive days) 

n/year 15 17 

of which high consequence work-related injuries 
(excluding fatalities) 

n/year - - 

Number of fatalities n/year - - 

Number of injuries causing permanent 
disabilities 

n/year - - 

Worked hours hours/year 441,220 295,762 

Rate of fatalities as a result of work-related 
injury 

% 0 0 

Rate of recordable work-related injuries  – 
excluding commuting injuries 

% 0 0 

Rate of recordable work-related injuries  – 
including commuting injuries 

% 9.519 20.963 

Rate of high-consequence work-related injuries 
- excluding fatalities 

% 0 0 

Protecting the health and safety of employees during the pandemic 

This year, the Covid-19 pandemic has brought new challenges for H&S management. To cope with the 
pressures from the pandemic emergency, Dispensa Emilia revised its H&S policy and drew up a specific 
Covid-19 policy for each of its three production units. The policy outlines the behavior to be followed in all 
company premises in order to avoid the spread of infection among personnel and guests, such as 
maintaining social distance, always using personal protective equipment (PPE), limiting the maximum 
number of people allowed in the company facilities, and sanitizing hands and workstations. After defining 
the policies for Covid-19, specific training was given to all office staff through video-conferences to explain 
the behavior to be adopted to contain the pandemic emergency, including constant updates on applicable 
safety measures. The balance of the policies adopted proved to be effective; no outbreaks of infection ever 
occurred at the restaurants nor at the production site, even at times when the spread of Covid-19 was at its 
highest. For employees working in the offices, a trial period of smart-working was introduced, with the goal 
of formalizing a smart-working policy by 2022 in order to allow for greater flexibility.  
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5.3 Training, Development and Remuneration 
Dispensa Emilia’s success and customer satisfaction are deeply connected to the ability of employees to 
carry out their everyday tasks to the expected quality standards and beyond. As such, we are committed 
to providing them with the necessary skills and preparation to excel in their roles and support their 
professional development. 

All staff members undergo constant training, starting from the onboarding process: new joiners receive a 
mentorship period by more experienced colleagues, who supervise them for the first few weeks of work at 
Dispensa Emilia. In addition, on-the-job training for operational roles and upskilling programs are provided 
for employees seeking a new role within the company. 

The definition of the training plan is carried out according to each employee’s role, career goals and 
performance review during the annual career meeting held by the Human Resources (HR) Department. 
On this occasion, employees consult with their line managers and the HR function to review their 
performance across different areas (job tasks, behavior and alignment to Dispensa Emilia values) and to 
define a specific career development plan including, for example, training programs designed to gain 
skills for the current or new role. Today, 100% of employees undergo the annual performance review. 

Voluntary training is available to all employees in the Tigella Academy course catalogue and consists of 
three main course areas:  

 Effective communication 
 Selection, evaluation and development of personnel 
 Team management 

Training is delivered in classrooms, to allow managers from different restaurants to get to know each 
other, share their experiences and give valuable lessons to others by sharing their own personal 
knowledge. 

In 2020, recorded training hours show a sharp decrease (-54.1%) as compared to 2019 as most of the 
provided training, consisting of on-the-job or in classroom training had to be temporarily suspended 
during the Covid-19 emergency. Nevertheless, each employee received an average of 30.1 hours of 
training, most of which was provided through e-learning (especially Health and Safety training). 

 

Scuola e Cucina and the Tigella Academy 

The Dispensa Emilia "School and Kitchen" Training School is located 
next to the Dispensa Restaurant in Modena and the Company 
Headquarters. The School hosts training courses for new hires and 
various courses aimed at updating employees’ competencies. 
Employees who want to get involved and take advantage of the various 
opportunities for growth offered can choose from the training programs 
offered by the Tigella Academy.  

The Tigella Academy, which was introduced in 2018, is a cross training 
hub accessible to all employees, from entry level up to management, 
who can select their preferred courses (e.g. communication, technical 
skills) from a varied catalogue: it includes both e-learning and 
classroom courses covering soft and technical skill development. 
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The promotion of training also extends outside the company: since 2019, Dispensa Emilia has benefitted 
from a collaboration with local catering schools (Istituti Alberghieri) by organizing the Alternanza Scuola-
Lavoro project, a period of work-placement for students wanting to have a first-hand experience in their 
field of study. During this period, Dispensa Emilia guides young students across the company dynamics, 
providing training and mentorship with the goal of assisting them in their future professional orientation. 
This initiative is also an important opportunity for the company to attract new talent and to reinforce the 
sense of teamwork between more experienced employees and new joiners – by creating an enthusiastic 
work environment, Dispensa Emilia wants employees to feel part of a growing family.  

  

One of the initiatives undertaken in 2020 to 
promote talent attraction, was building a new 
career section within the company website: as 
well as listing open positions to join the team, 
videos have been created showing a typical 
work day at the company. To give an idea of 
the activities and responsibilities of the 
employees, people covering the three key 
roles of the team were interviewed: the Store 
Manager, the Assistant Store Manager and 
the Operator. The three roles are distinct, but 
not static throughout the employee’s career: 
within the company there is room for 
development, and over time one can grow 
from the role of Operator to Store Manager, 
through commitment, training and dedication. 

In fact, within Dispensa Emilia about 50% of the current Store Managers have achieved career growth 
within the company: hired as operators, they have been committed over the years and have been able to 
progress to positions of greater responsibility. 

 

Training data Unit of 
Measurement 

2019 2020 

Total hours of training provided to employees 
(including H&S) 

hours/year 22,708 10,430 

Average hours of training provided per employee 
(including H&S) 

hours/employee 63.8 30.1 
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In addition, Dispensa Emilia supports the engagement of employees working in the restaurants (Store 
Managers, Assistant Store Managers and Operators) by implementing an incentive system based on the 
achievement of revenue targets and performance objectives. 

Monetary incentives are given on a quarterly basis: 80% of the bonus derives from the achievement of 
the restaurant budget and 20% from the positive outcome of the Mystery Client audit, where an external 
auditor assesses the overall customer experience at Dispensa Emilia. According to the restaurant’s 
overall performance, employees are rewarded with a Team Bonus and an additional individual bonus, if 
performance exceeds the defined thresholds. 

Employee engagement and motivation is also enhanced by the availability of a Welfare Plan covering the 
majority of employees (92%). Dispensa Emilia wants to acknowledge the efforts and commitment of its 
people and for this reason, the goal is achieving 100% coverage by the end of 2021. 

In addition, in order to monitor employees’ perception of the working environment and to collect input for 
future wellbeing initiatives, Dispensa Emilia has started developing an Employee Survey to be conducted 
by the end of 2021. The aim of the survey will be to get a complete overview of the level of satisfaction of 
Dispensa Emilia personnel, in order to understand the perception and opinion of the company population 
regarding topics that involve them personally and professionally, such as their role, the working 
environment and remuneration. 

Dispensa Emilia Welfare Plan  

The Welfare Plan is available to all employees who have not exceeded a threshold of days of absence (which 
changes according to the role), who have not received a disciplinary measure and who have not already handed 
in their resignation at the end of the vesting period (i.e. the period of time an employee has to work for an 
employer in order to gain access to the welfare credit: in Dispensa Emilia this covers the entire year - from 01/01 
to 31/12). Eligible employees can spend it on the digital platform Easy Welfare, selecting goods or services from 
the available catalogue. There are two types of services that employees can select: refund or purchase. In the 
first case, the customer can request reimbursement for personal expenses, such as mortgage interest, school 
fees (of all levels, from primary school to university), summer camps and school textbooks. Selecting a 
purchasable good or service, employees can choose among gift boxes, sports and wellness experiences, travel 
vouchers, training courses or prepaid cards to be used for on-line shopping. 
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 PRODUCT SUSTAINABILITY 

Main objectives, initiatives and targets 

 

“Serve traditional food, made with quality, delicious and sustainable 
ingredients” 

 

The products that we offer on our menu are the expression of our business purpose. This is why we serve 
traditional food made with high-quality ingredients, which are both delicious and sustainable. For us, 
product sustainability means:  

 selecting with care our ingredients and suppliers, preferring local companies able to deliver 
fresh products with no additives and to demonstrate their commitment towards critical topics for 
the industry such as environmental protection, animal welfare and respect for labor practices; 

 constantly monitoring and improving the quality of our products minimizing their 
environmental impact, ensuring the best Emilian traditional foods with no compromise; 

 listening to our customers, using their feedback to improve and innovate our services and 
products to ensure them the best possible experience. 

Following this vision we are able to constantly innovate and to represent the Emilian tradition. 
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A few highlights of our menu 
 

 

6.1 Responsible Supply Chain 
The essence of Dispensa Emilia is its cuisine and the quality of the ingredients used. In order to 
guarantee that our products are always fresh and of high quality, we must ensure we have a structured 
supply chain, able to deliver top quality products. We are focused on choosing local suppliers in order to 
shorten our supply chain and quickly replenish our pantries at a constant pace. 

In 2020 Dispensa Emilia has spent 3.1M€ on suppliers (-27% as compared to 2019), of which 65% was 
spent on suppliers located in Emilia Romagna, 16% in Veneto and the remaining 19% in other Italian 
regions. This data is evidence of our support to the national economy, with more than half of our total 
spending on suppliers located in Emilia Romagna, the region representing our business identity. 

In line with Dispensa Emilia’s business philosophy which focuses on product quality and respect for the 
Emilian food tradition, only fresh ingredients that give dishes a tastier flavor are used. Using fresh 

Spending on suppliers Unit of 
measurement 

2019 2020 

Total spending on suppliers Million €/year 4.3 3.1 

- of which spent on suppliers located in Emilia Romagna  % 68% 65% 

- of which spent on suppliers located in Veneto % 18% 16% 

- of which spent on suppliers located in other Italian regions % 14% 19% 
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ingredients requires frequent delivery of supplies and a constant availability of products. As such, 
suppliers are selected according to quality criteria, such as the availability of technical data sheets to 
assess product ingredients and healthiness, and to their ability to provide a capillary distribution of 
products with a frequency of delivery of about 2-3 times per week.  

The company’s main suppliers are those providing dairies, meat, vegetables and pasta products.  

 

6.2 Quality, Transparency and Innovation 
Product quality and transparent communication are essential for creating a customer relationship based 
on trust and loyalty. Product quality is carefully monitored by applying strict standards, including quality 
checks during the production process. In addition, the activities conducted in the restaurants are carried 
out following procedures described in the Hazard Analysis and Critical Control Points (HACCP) manual, 
such as regular controls of tools and machines, quality of food and beverages and storage temperatures. 
Furthermore, in order to monitor compliance with quality and safety standards within the production unit 
and the restaurants, Dispensa Emilia carries out an internal audit performed by company personnel 
monthly for each store, and one per year performed by an external laboratory: the latter includes the 
execution of laboratory tests on product samples and swab tests on kitchens’ and production units’ 
surfaces.  

During the reporting period no sanctions regarding product quality and safety have been reported. 

Internal Audit (Food Quality and 
Safety) 

Unit of 
measurement 

2019 2020 

Total n. audits n/year/store 12 2 

Total n. audits by external laboratory n/year/store  1 0 
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Ensuring quality is strictly connected to investing in innovation of products and services. Dispensa 
Emilia’s innovation, which concerns both products and processes, is achieved in line with compliance with 
the highest standards of health and safety. Product innovation is informed by research undertaken on 
customer satisfaction, and driven by efficiency and reduction in terms of costs, energy consumption, and 
other environmental impacts. Our product offering is informed by the marketing research carried out using 
data collected though the company app, the analysis of reviews received by costumers, and the results of 
the Mystery Client Visit (for more details on this topic, please refer to paragraph 6.3 Customer Welfare 
and Satisfaction) 

A product development introduced in 2020 was the shift from fourth range products (pre-washed and pre-
cut) to 100% fresh products. This required the installation of washing and cutting machines in the 
restaurants, to allow for accurate cleaning and cutting of fresh products. The change to fresh products 
represents a significant development in terms of environmental sustainability: it has resulted in the 
reduction of the amount of packaging handled, produced and disposed by Dispensa Emilia. 

Aiming at improving process efficiency, Dispensa Emilia has changed its frying process by collaborating 
in the design of a new model of an electric fryer. The new machines installed in the restaurants allow for 
optimization of energy consumption as they maintain a constant frying temperature and reduce the 
amount of oil wasted. 

 

Towards a clean and sustainable label 

With regard to product labeling, we provide information on ingredients and 
their sourcing, methods of storage and disposal of packaging in line with 
applicable regulations (EU Regulation No 1169/2011 for food labeling and 
EU Regulation 2018/775 that specifies rules for indicating the country of 
origin or place of provenance of the primary ingredient of a food). In 
particular, one of our goals is to improve the cleanliness of our labels by 
minimizing the number of additives in our products. Within this area we 
are currently working on the development of a new recipe for a vegetable 
broth free from additives such as monosodium glutamate, disodium 
inosinate and disodium guanylate. Today, Dispensa Emilia produces three 
in-house clean-labeled products, the tigelle, the gnocco fritto and the meat 
sauce (ragù): the recipes consist of a few simple ingredients free from 
preservatives and additives. The company plans to internalize the 
production of additional goods, in order to shorten the supply chain and 
have full control over the quality of the products offered to our customers.  

Dispensa Emilia is currently working on the development of a new 
sustainability label for its packaging, demonstrating the company’s 
commitment to incentivize the correct disposal method of the material. 
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Responsible delivery  

In 2020, Dispensa Emilia adopted the ever-growing trend, accelerated by 
the pandemic, of home delivery. To combine Dispensa Emilia's business 
with the increasing demand for home delivery, the company partnered 
with Star Box, a start-up business that provides food delivery services in 
large cities. This choice was based on StarBox’s socially responsible and 
sustainable principles: respect for employees, promotion of decent 
working conditions and reduction of CO2 emissions through the exclusive 
use of electric scooters. 

The ability to innovate, as demonstrated by Dispensa Emilia during the period of a public health 
emergency and restaurant closures faced in 2020, was acknowledged by Forbes Magazine which 
featured the company in their “2021 Italian Excellence” list, in the “Socialize” category. The American 
business magazine rewarded Dispensa Emilia for its efforts around technology innovation, which resulted 
in the development of the Take-away App & Go. This application allows customers to order and collect 
orders without getting out of their car, thus limiting the direct interaction with other people and 
consequently reducing the risk of infection. 

6.3 Customer Welfare and Satisfaction 
Our customer base keeps growing: over the years the number of people who have chosen Dispensa 
Emilia for a good lunch, an aperitivo or a dinner has gradually increased. This is why Dispensa Emilia 
aims to build strong and long-lasting relationships with its customers based on trust and care for their 
wellbeing. 

 

An Inclusive and healthy menu 
Our customer’s welfare and wellbeing is extremely important to us. That is why we want to make them feel at 
home in our restaurants by offering a menu in line with their regular eating habits. Our menu has been updated 
and enriched with new dishes in 2020, which now includes vegetarian options as well as healthier, more nutritious 
meals for an increasingly health-conscious customer base. We are currently testing new proposals to be included 

Dispensa Emilia was included in the Forbes Magazine list “2021 
Italian Excellences” in the “Socialize” category which lists Brands 
and food-tech chains that have been able to stand out in the 
market. This thanks to the Company ability to adapt and face the 
new challenges imposed by Covid-19. 
 
“In the last year, in a period of health emergency and temporary 
closure of restaurants, Dispensa Emilia has invested and focused 
on the innovation of the product administration system, thanks to 
its app and the Take-away App & Go, an original and safe way to 
order and collect orders directly in the car”. 
Forbes 
 
 
 

 

We are very proud of this recognition that 
rewards our daily commitment and 
celebrates the growth path we have 
undertaken in recent years: we want to be 
closer to our customers and offer them an 
easier, safer and more fun tasting 
experience, combining the traditional soul 
of Dispensa with the more technological 
and innovative one. 
 
Alfiero Fucelli, CEO of Dispensa Emilia 
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in the menu to meet customers’ varied demands and dietary requirements. For example, we are working towards 
the development of a milk-free and gluten-free tigella recipe, which would be suitable for vegans or those with food 
intolerances. We are also working to increase the vegetarian offer and to include more seasonal products in the 
menu, updating it every quarter. Currently, about half of the starter courses are vegetarian and customers have the 
option to customize their choices through the app, removing or adding ingredients to make meals more suitable for 
their specific requirements.  

In order to guarantee fair treatment of its guests and improve their experience in the restaurants, 
Dispensa Emilia has launched its own mobile application, which is constantly updated and improved with 
new features.  

By using the app, customers can: 

 

The app functionalities allow Dispensa Emilia to have an open and direct communication channel with its 
customers, who can provide feedback on their restaurant experience. Customer opinions are of 
fundamental importance to improve Dispensa Emilia’s menu and to ensure an efficient and consistently 
good service. 

Customers’ feedback, including information on their consumption habits, are collected through the app 
and handled through a customer relationship management platform. The software links data to each 
customer and translates it into a tailor-made customer journey. In addition, the platform allows us to 
analyze customer consumption trends and, on the basis of that, define new services or menu proposals. 

Another important tool used to monitor and improve restaurant performance is the so-called “Sentiment 
Analysis”, which provides detailed information on the strengths and weaknesses of each Dispensa Emilia 
restaurant. The Sentiment Analysis is developed through the assessment of the reviews left by customers 

on the main public rating web platforms. 
The score obtained by Dispensa Emilia 
is calculated by averaging the reviews 
received on the performance of all the 
restaurants. Our performance score for 
both 2019 and 2020 was above the 
sector average score. 

 



 
 

 

 

35 

 

Dispensa Emilia is very keen to maintain a solid relationship 
with its customers. In order to do so, we conduct periodic 
surveys via the app, which generates the Net Promoter Score 
(NPS), an index of satisfaction that assesses customer loyalty. 
This indicator defines how many customers consider 
themselves positive ambassadors, or "promoters", and how 
many will spread a negative message about their experience, 
the so-called "detractors". As can be seen in the picture 
depicted on the right, in February 2021, Dispensa Emilia 
obtained an NPS score of 76.5%5 (on a sample of 5,000 
customers), a significant increase from 2019. The score, 
calculated as the difference between the percentage of 
promoters and the percentage of detractors, reflects the fact 
that most customers see themselves as promoters, strongly 
recommending the restaurant to their acquaintances. For more 
details on the calculation method of the NPS, please refer to 
Chapter 8 (Methodological Note). 

 

The Mystery Client is another activity periodically carried out by Dispensa Emilia to monitor customer 
experience, which consists in monthly restaurant visits by a secret customer. During the meal, the 
Mystery Client evaluates his or her experience, and provides a score from 1 to 100 on the following 
criteria: 

 Restaurant cleanliness 
 Management of the food order 
 Dining experience 
 Quality of the interaction with restaurant staff 

Dispensa Emilia's overall score obtained in 2019 was 89 points, which equates to an excellent customer 
experience, scoring best in “restaurant cleanliness” and “dining experience” categories. In 2020, due to 
the pandemic, Dispensa Emilia was forced to temporarily suspend the Mystery Client Visits, but it plans to 
resume them in 2021.   
Finally, the company collects, monitors and manages customers’ complaints through the following 
channels: 

 Dispensa Emilia app (collecting 80% of the total complaints received) 
 Dispensa Emilia website 
 Dedicated email box 

All complains are then gathered on the customer management platform and follow-up actions are taken in 
order to resolve issues related to customer satisfaction in an accurate and timely manner. Starting from 
2021, all complaints will be presented to management in a weekly report, with the goal of monitoring 
trends and avoiding the occurrence of similar complaints in other Dispensa Emilia restaurants.  
 
 
 

 
5 The score is based on the answers of the 1,064 respondents 
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Data Privacy and Security 

Ensuring the privacy and security of customer data collected through 
the app is a priority for Dispensa Emilia. As such, we do not share 
any data with third parties for marketing or advertising proposes 
without customer consent, avoiding any kind of mirroring on social 
networks. Every time a customer downloads the Dispensa Emilia 
app, three different authorizations are requested and each of them 
can be modified or revoked at any time by the customer, 
guaranteeing complete control over privacy.  
Supported by an external consultant for General Data Protection 
Regulation (GDPR), policies regarding Data Privacy and Security are 
defined and periodically updated to comply with the law, and data 
management systems are updated. In line with Article 5 of the GDPR, 
we have developed a procedure to manage data breach events.  
During the reporting period no substantiated complaints 
concerning breaches of customer privacy have been reported. 
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 ENVIRONMENT 

Main objectives, initiatives and targets 

 

“Promote sustainable practices in our operations and restaurants to 
reduce Dispensa Emilia’s environmental impact” 

 

Dispensa Emilia’s environmental impacts derive from the operations carried out in the production unit 
located in Modena and in the 19 restaurants in northern and central Italy, together with logistics. 

Production unit activities include transformation of raw ingredients into food-products, such as fresh 
tigelle, gnocco fritto, custard, meat sauce and dressings. At the restaurants, operations include the 
washing and cutting of fresh fruit and vegetables and cooking of ingredients. The main environmental 
impacts, explained in detail in the following paragraphs, generated by these activities are the following: 

 

 

Dispensa Emilia’s commitment to reducing and mitigating its environmental impacts focuses on 
continuous measurement and efficient management of the production unit and restaurants performance. 
Performance data is used by the company to identify improvement actions and initiatives aimed at 
continuous process innovation and at meeting sustainability requirements, such as those related to 
packaging. 
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This approach ensures that every phase of our production process is developed to ensure maximum 
efficiency and a minimal environmental impact, starting from the sourcing of raw ingredients, selected with 
attention to food quality and to suppliers’ sustainability commitments (e.g. certifications on animal welfare 
and policies on labor rights), to the purchase of electricity covered by Guarantee of Origin Certificates,  
that the use of cooking devices that reduce energy consumption, to the use of more sustainable 
packaging which is either reusable, compostable or recyclable.  

Sustainability in the Dispensa Emilia production process 

 

7.1 Reducing Our Environmental Impact 
As part of our sustainability strategy framework, Dispensa Emilia is focused on improving its energy 
efficiency and reducing its impact on the environment. In order to define quantitative targets and prioritize 
efforts, we have started monitoring our energy consumption and we have undertaken a Carbon Footprint 
Inventory, measuring our Greenhouse Gas (GHG) emissions generated in the headquarters, in the 
production site in Modena and in our restaurants, according to company boundaries (15 restaurants in 
2019 and 18 restaurants in 2020). For more details on company boundaries considered when calculating 
energy consumption and GHG emissions, please refer to Chapter 8. Methodological Note. 

Overall, energy consumption and GHG emissions have decreased in 2020 as compared to 2019: this 
trend needs to be interpreted in light of the Covid-19 pandemic context that caused a slowdown of our 
business activities, such as limited restaurant opening hours, worked hours, employee commuting, and 
business travel. Therefore, comments on results will need to be reviewed and normalized taking into 
account the trends over the next few years.   

The company’s energy consumption derives from two main sources: fuel consumption for the company 
fleet and purchased electricity used for lighting and heating and to power electrical appliances (machinery 
and tools used for preparing dishes served at the restaurants). 

Fuel consumption is generated by the company cars utilized by employees for business travel and the 
two company trucks used for delivering goods prepared in the Modena production unit to the restaurants 



 
 

 

 

39 

 

located in Emilia Romagna and Veneto. Logistics impacts are partially externalized to a transport provider 
that serves restaurants located in Lombardy and Tuscany.   

As shown in the table below, in 2020 Dispensa Emilia recorded fuel consumption of 27,457 liters, (-17.5% 
compared to 2019), of which 97% (26,512 liters) derived from diesel consumption of company trucks and 
cars.  

 

 

Most of the company’s energy consumption is associated with electricity. In 2020, total electricity 
consumption was 1,790,701 Kwh (-19.8% as compared to 2019), of which 76.6% derived from renewable 
energy sources: 72.4% of purchased electricity is covered by green certificates (Guarantee of Origin 
Certificates) issued by the Italian Gestore dei Servizi Energetici (GSE) and 4.2% is produced using 
Dispensa Emilia solar panels installed on the roof of the restaurant located in Bologna. 

  

 

Dispensa Emilia has calculated its Carbon Footprint with the goal of quantifying current Greenhouse Gas 
(GHG) emissions and prioritizing emission reduction actions.  

Fuel consumption Unit of measurement 2019 2020 

Total fuel consumption l/year 33,266 27,457 

Diesel (trucks) l/year 10,818 8,572 

Diesel (company cars) l/year 21,083 17,940 

Gasoline (hybrid company cars) l/year 1,365 945 

Electricity consumption Unit of measurement 2019 2020 

Total electricity consumption kWh/year 2,231,543.90 1,790,701.00 

- of which Renewable energy (%) % 0 76.63 

- of which Renewable energy (absolute 
value) kWh/year 0 1,372,144.15 

of which covered by Guarantee of Origin (GO) 
Certificates kWh/year 0 1,297,000.00   

of which auto-produced (from solar panel) kWh/year 0 75,144.15 
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The company’s total Carbon Footprint was calculated using the Greenhouse Gas Protocol Corporate 
Accounting and Reporting Standard, published by the World Resource Institute (WRI). 

  

The results of the Carbon Footprint Inventory, divided by scope, are shown in the table below. For more 
details on the methodology used to calculate the company’s carbon footprint, please refer to Chapter 8. 
Methodological Note. 

 

 

Scope 1 emissions derive from fuel consumption of company vehicles, while Scope 2 emissions are 
associated with electricity purchase.  

Other indirect Scope 3 GHG emissions derive from employee commuting (Category 7 of GHG protocol 
“employee commuting”) and downstream transportation by suppliers (Category 9 of the GHG Protocol 
“Downstream Transportation and Distribution”). Despite the pandemic causing a reduction of employee 
commuting and suppliers’ transportation, 2020 Scope 3 emissions were higher than those generated in 
2019 (+14%): this increase is due to the four restaurants’ new openings finalized in 2020. 

 

 

 
6 Location Based: calculation method of Scope 2 GHG emissions that reflects the average emissions intensity of grids on which energy consumption 

occurs (using mostly grid-average emission factor data). 
7 Market-based: calculation method of Scope 2 GHG emissions that reflects emissions from electricity that companies have purposefully chosen by 

selecting the provider. 

GHG Emissions Unit of measurement 2019 2020 

Scope 1 GHG Emissions tCO2e/year 88.43 73.09 

Scope 2 GHG Emissions (Location 
Based6) 

tCO2e/year 665.45 497.10 

Scope 2 GHG Emissions (Market Based7) tCO2e/year n.a. 137.05 

Scope 3 GHG Emissions tCO2e/year 222.23 253.50 

Total GHG emissions (location based) tCO2e/year 976.11 823.69 

Total GHG emissions (market based) tCO2e/year n.a. 210.14 
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The chart presented on the right, highlights the weight of 
direct emissions (Scope 1) and indirect emissions (Scope 
2 location-based and Scope 3) on the total absolute 
emissions of Dispensa Emilia. Actions for reducing 
Scope 2 emissions, which accounts for 60% of the 
company’s total Carbon Footprint, include the purchase 
of renewable electricity covered by Guarantee of Origin 
Certificates.  

 

 

 

As a result, the percentage of Scope 2 emissions 
associated with purchased electricity has drastically 
reduced (16%). 

 

 

 

 

 

 

 

Given the results obtained by the Carbon Footprint analysis, we have focused our efforts on reducing our 
environmental impact, by undertaking the following initiatives: 

 

As a commitment with respect to climate change, Dispensa Emilia has purchased nature-based carbon 
credits in order to compensate for its GHG Scope 1 and Scope 2 – Market based emissions generated 
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during the 2020 reporting year. This initiative has allowed the company to become carbon neutral with 
respect to the activities falling within the reporting perimeter and is designed as a transition tool to 
mitigate its impact on the road to effectively reducing carbon emissions. 

Dispensa Emilia's carbon neutral status is achieved by offsetting carbon emissions with quality, nature-
based carbon credits coming from positive impact projects. Each credit is certified according to 
international standards and it corresponds to the reduction (or removal) of one ton of CO2 equivalent. In 
particular, the two projects the Group purchased its credits from are the “Guatemalan conservation coast” 
and the “Great bear forest carbon”. 

The Guatemalan Conservation Coast project, works to protect the remaining forests of the region by 
addressing the drivers of deforestation through effective law enforcement, land-use planning, education, 
economic opportunities, and sustainable agroforestry initiatives. Over the 30 year lifespan of the project, 
close to 22 million tCO2e will have been avoided. There are also important biodiversity benefits. Over 400 
species of birds have been documented in the project area and 120 species depend on the corridor to 
sustain their great journeys. 

 

Source: The Guatemalan Conservation Coast Project – Ecosphere+ 
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The second project is the Great Bear Forest Carbon project, an Improved Forest Management project in 
British Columbia (BC), the westernmost province of Canada. The project activities include changes in 
land-use legislation and regulation that result in increased carbon stocks by converting forests that were 
previously designated, and coastal wolves sanctioned, or approved for commercial logging to protected 
forests. Emissions caused by harvesting, road building and other forestry operations are also prevented. 
It is a landmark project for balancing human well-being and ecological integrity through carbon finance, 
and it is the first carbon project in North America on traditional territory with unextinguished Aboriginal 
Rights and Title. 

 

7.2 Green Dispensa 

 

Dispensa Emilia wants to be able to 
communicate and demonstrate our 
commitment to respecting the environment to 
our customers. 

We have renovated the interior design of 
Dispensa Emilia over the years, keeping up 
with the times and focusing on the quality of 
materials and furniture.  

When choosing our furniture, we prefer to 
use natural and sustainable materials. Dispensa Emilia interiors are mostly made of wood - plastic 
furniture has been completely abandoned. We have also replaced the old leather in our sofas with eco-
leather (made of synthetic fibers). In addition, we aim to source our materials locally. For example, our 



 
 

 

 

44 

 

ceramics are supplied by a company based in 
Emilia Romagna, which represents the Italian 
excellence in terms of quality of materials and 
environmental awareness. Their choice of 
materials follows bio-ecological architectural 
principles, such as the use of materials from 
renewable sources and the minimization of 
environmental impacts throughout products’ life 
cycle. The company also complies with the 
requirements of the LEED protocol of the Green 
Building Council.  

Given that most of Dispensa Emilia's restaurants 
are located inside malls, we must comply with standard building instructions, therefore having little control 
over the construction of a new building and choice of materials. On the stand-alone restaurants, such as 
the one located in Bologna, we are progressively integrating sustainability features, for instance by 
installing solar panels on the roof to produce our own energy. 

 

With reference to the reporting period, we do not have available data on the quantity of waste generated 
by Dispensa Emilia, as the collection service is handled by the municipalities in which each restaurant is 
located. However, we have introduced separate waste collection containers both in the kitchen and in the 
dining rooms to separate waste, according to the following categories: paper, plastic, glass and 
aluminum. The next step will be implementing a method to quantify our production of waste, as presented 
in the box below. 

 

Waste production: our preliminary study 

Dispensa Emilia is undertaking a preliminary study to analyse, monitor and quantify waste by type, generated in the 
restaurants (in the kitchen and in the dining room) and by the take-away service. The project, currently under 
development, includes an inventory of the consumption of recyclable materials within each store in order to understand 
which one represents the main source of waste and identify improvement actions. Restaurant Operators will be in charge 
of weighing waste divided by category, while the Technical Department will be responsible for data collection and 
analysis. Once waste quantification by type is performed, the goal is then to define improvement targets and actions to 
reach the reduction targets. 

 

The Arese Restaurant (Kiosk) opened in 2020 in the Il Centro Shopping 

Center 
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7.3 Our Approach to Packaging 

With take-away service being a significant part of our business, the choice of packaging is one of the 
most important challenges we face. On the flip side, this also presents an opportunity for Dispensa Emilia 
to demonstrate our commitment towards environmental protection and circular economy, and become a 
leader in the hospitality sector. We have set ambitious packaging targets, including the switch to 
packaging which is 100% reusable, compostable or recyclable, for both take-out and in-store. In 2020 we 
have successfully achieved this target for the take-away portion of the business. 

Our current challenge is around the use of disposable plastic water bottles (100% recyclable PET). We 
are currently studying alternatives with a lower environmental impact, for instance replacing PET plastic 
bottle with bottles made in High Density Polyethylene (HDPE) plastic or glass. 

Take-away packaging 

 

In the restaurants, disposable straws have been eliminated and plastic water bottles have been replaced 
with glass bottles, which are then returned to the supplier. Paper, plastic and cellulose trays are the 
prevailing disposable materials, which are segregated according with waste municipality rules. 
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At the restaurant 

 
As an experimental project, we have decided to launch a new initiative in the Bologna restaurant: in 2020 
we have started serving filtered water in reusable jugs, a sustainable solution that avoids water 
packaging. 

 

 
  

Packaging-free delivery 

To minimize waste produced within the Modena Kitchen, we have implemented a 
packaging free solution to deliver food prepared in the laboratory to all Dispensa Emilia 
restaurants. Production workers pack tigelle and the dough for the gnocco fritto in reusable 
baskets, instead of the standard cardboard boxes. Once the baskets full of fresh produce 
have been delivered, they are washed, sanitized and ready to be reused. 
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8. METHODOLOGICAL NOTE 

Dispensa Emilia’s Sustainability Report 2020 represents the first official disclosure of the company’s 
sustainability commitments and initiatives. The document has been prepared following the GRI 
Sustainability Reporting Standard defined in 2016 by the Global Reporting Initiative (GRI), according to 
the “In accordance - Core” option which provides for the reporting of at least one GRI indicator for each 
material topic. 

This document has been prepared according to the GRI reporting principles for defining report content: 
 Stakeholder Inclusiveness: the content of this Report takes into account internal and external 

stakeholder expectations. Even though for the present year of reporting only clients were directly 
engaged through a survey, a review of internationally recognized reporting frameworks (SASB 
and GRI standards) and the competitive landscape was performed. 

 Sustainability Context: Dispensa Emilia performances reported in this document are presented 
in the wider sustainability context of the business. 

 Materiality: the material topics reported have been identified in terms of their relevance for the 
business and its stakeholders, following an inside-out approach – internal stakeholders were 
asked to rate the materiality of the topics by considering both the business (financial, operation, 
reputational) and their external stakeholders’ perspectives. Clients’ points of view have been 
taken into account through a survey delivered via the mobile application. 

 Completeness: the report covers the material aspects and their boundaries, which are sufficient 
to represent the most significant economic, social and environmental impacts of Dispensa Emilia 
activities, and provide for an overview of the company’s performance in the reporting period. 

Moreover, to ensure the quality of the reported information, the GRI reporting principles for defining report 
quality have been applied: 

 Accuracy: the reported information is sufficiently detailed to understand and assess Dispensa 
Emilia’s sustainability performance in the reporting period. 

 Balance: the contents of this Report provide a balanced view of Dispensa Emilia’s performance 
in the reporting period. 

 Clarity: the information are presented to stakeholders in a clear and accessible manner by using 
an understandable language, describing the company performance by means of graphs and 
tables and providing additional information complementing quantitative data, where needed. 

 Comparability: the indicators presented in the Report are reported for the 2019-2020 two-year 
period and accompanied by comments on their performance that allows an analysis of the 
company’s performance over time. 

 Reliability: the information presented in the report has been gathered, analyzed and validated by 
the data owners, with the assistance of a consultancy firm. The economic data corresponds with 
the data in the financial report. 

 Timeliness: the Report considers events occurring after 31 December 2020 that could be 
significant for assessing the company’s performance by its stakeholders. 

8.1 Materiality Analysis 
The Materiality Analysis was conducted by combining the result of an ESG trend analysis, customers’ 
survey results, a benchmark analysis comparing key competitors and peers and management 
suggestions. The customer survey was conducted in December 2020 through the Dispensa Emilia app: 
5,524 respondents completed the survey. Questions aimed at monitoring customers’ sensitivity towards 
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sustainability topics mapped in the materiality matrix, by asking to evaluate on a scale from 1 to 10 the 
importance given to each topic. Results show that customer key drivers are the following: 

 Assurance on the quality and origin of the ingredients 
 Clear declaration of ingredients, allergens and nutritional information 
 Efficient recycling process inside the restaurant.  

 
In addition, Sustainability Accounting Standards Board (SASB) standards for the Food&Beverage sector 
and GRI Standards were reviewed.  
Material topics were subsequently selected by the management by rating them by their importance to the 
business from two perspectives: 

 The business perspective (financial, operation, reputational) 
 The customer’s perspective 

For the present year of reporting, an inside-out approach – without the direct engagement of the 
company’s external stakeholders (apart from Clients) – was adopted. However, in order to gain insights 
and inputs from a different angle, in 2022 we are planning to re-perform the materiality assessment 
exercise with the involvement of additional stakeholders relevant for Dispensa Emilia, such as suppliers 
and local communities’ representatives.  
 
The output of the materiality assessment exercise, led to the definition of the materiality matrix depicted 
below. 

 
Overall, the topics ranking the highest are product quality and safety, customer satisfaction and data 
privacy and security, while the environmental issue perceived as the most important is product packaging. 

For each material topic, a description is provided, together with the related GRI disclosure.  
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Material Topic Description GRI Disclosure 
Corporate 
Economic 
Performance 

Economic performance of the business in regards to revenues and 
EBITDA achieved in a legal, compliant and ethical manner. 

Economic 
performance 

Business Ethics The company’s approach to managing risks and opportunities concerning 
the ethical conduct of business (fraud, bribery, corruption) and ability to 
provide services that meet the highest level of standards. 

Anti-corruption 
Anti-competitive 
behavior 

Community 
Engagement 

Managing impact on and relationship with the communities in which the 
company operates, including support of local economies through charity 
projects and employee volunteerism. 

Local 
Communities 

People 
Employee Health 
and Safety and 
Wellbeing 

Ensuring the respect of employees’ rights, their safety and wellbeing 
through the management of issues including fair wages and 
compensation, working conditions, relations with employee labour unions 
and health and safety and by implementing employees’ health and 
wellness programs, and an overall culture of health and safety. 

Occupational 
health and 
safety 

Employee 
Engagement and 
Development 

Provide employee programs, benefits and development opportunities to 
attract, engage and retain a productive and talented workforce. A 
remuneration policy that is fair, clear, legal and non-discriminatory and 
aspires to provide employees with a living wage. 

Employment 
Training and 
education 

Diversity and 
Equal 
Opportunities 

Ensuring corporate culture embraces diversity and inclusion through its 
hiring and promotion practices, valuing the contributions of all employees, 
and providing work environments that enable the full potential of all 
employees to be realised. 

Diversity and 
Equal 
opportunity 

Product Sustainability 
Product Quality Ensuring the quality and safety of the product through ingredients and 

suppliers’ selection, receipts development and manufacturing and 
customer communication. 

Customer 
Health and 
Safety 

Innovation Company’s ability to continuous innovate both at product and process 
level, expanding its products offer, improving the efficiency of its 
operations and reducing the related environmental impacts  

- 

Responsible 
Supply Chain 

Ability to ensure suppliers are acting ethically and responsibly and that 
the raw materials supplied respect the highest sustainability standards 
and certifications including animal welfare BCI, Responsible Sourcing 
Network, etc. Promote procurement from local and regional suppliers, 
reducing the environmental impacts related to the transportation and 
ensuring the Emilian tradition of our cousin. 

Procurement 
practices 
 

Customer 
Satisfaction 

Monitoring and continuous improving customers’ satisfaction through their 
feedbacks collection to ensure their expectations and needs are met. 

- 

Customer Welfare Ensuring the wellness of our clients by assessing and improving the 
health and safety of products as well as individual the benefits derived 
from the consumption of our meals. 

Customer 
Health and 
Safety 

Data Privacy & 
security 

Management of risks related to the collection, retention and use of 
sensitive or proprietary customer information or data. 

Customer 
Privacy 

Product Labelling Social issues that may arise from a failure to manage the accuracy, 
transparency, comprehensibility of marketing statements, advertising, 
labels. 

Product 
marketing and 
labelling 

Environment 
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Energy Efficiency 
and Carbon 
Emissions 

The reduction of energy use, increase in energy efficiency, and use of 
renewable energy sources across the value chain. Managing and 
reducing related greenhouse gas (GHG) emissions across the value 
chain. 

Energy 
Emissions 

Waste 
management 

Reducing the waste sent to landfill through better waste separation 
processes, recycling, composting or reuse. 

Waste 

Product 
Packaging 

Develop product packaging using designs, processes, and materials that 
emphasise the ability to be reused, or recycled. 

Materials 

 

8.2 Reporting Scope  
This document contains a description of the initiatives and activities undertaken in 2020, as well as 
performance trends for the 2019–2020 two-year period. As the company publishes an annual Report, the 
Key Performance Indicators (KPIs) presented are gathered annually. 

The reporting scope is aligned with that of the Vaimo SpA Financial statements. Any exception is 
indicated in the table below, which, as defined by the GRI principles, identifies the boundary of each 
material topic’s impact along the entire value chain of Dispensa Emilia, explaining whether this is internal 
or external. 
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8.3 Calculation Methods 
Information on the calculation methods used for certain indicators reported in the Sustainability Report is 
provided below. 
Hiring and Turnover rate 

 Hiring rate: calculated as the number of new hires during the year compared to the number of 
company employees as of 31 December of the same year.  

 Turnover rate: calculated as the number of employees who left the company during the year 
compared to the number of company employees at 31 December of the same year. 

 Gender Pay Gap: calculated as the difference between men’s and women’s pay, based on the 
average difference in gross hourly earnings of all employees. 

Training  
 Average training hours: total number of training hours / total number of employees (headcount). 

Health and safety indicators 
Work related injuries refer to accidents with at least one work day lost (excluding the day of the accident). 
Injuries include commuting injuries. 
The health and safety indicators have been calculated as follows:  

 Recordable injury rate: number of injuries that occurred in the year (including illnesses) / hours 
worked* 200.000 

Product Quality and Customer Satisfaction 
 Net Promoter Score (NPS): a metric used in customer experience programs. NPS measures the 

loyalty of customers to a company. NPS scores are measured with a single question survey and 
reported with a number from -100 to +100. A higher score is desirable. Respondents give a rating 
between 0 (not at all likely) and 10 (extremely likely) and, depending on their response, fall into 
one of 3 categories to establish an NPS score: 
- Promoters respond with a score of 9 or 10 and are typically loyal and enthusiastic customers. 
- Passives respond with a score of 7 or 8. They are satisfied with your service but not happy 

enough to be considered promoters. 
- Detractors respond with a score of 0 to 6. These are unhappy customers who are unlikely to 

buy from you again, and may even discourage others from buying from you. 
The Net Promoter Score is calculated by subtracting the percentage of detractors from the 
percentage of promoters obtained and multiplying this result by 100. The result is not expressed 
in percentage points but as an absolute number, with a minimum value of -100 and a maximum 
value of +100. The formula is: NPS = (% Promoters - % Detractors) x 100 

Energy consumption 
Energy consumption are calculated by a third party consultant. The conversion factors used to 
standardize energy consumption derive from National Inventories (the most recent version). 
Greenhouse gas emissions 
Greenhouse gas (GHG) emissions are calculated by a third party consultant, based on the principles of 
international standard ISO 14064-1. The greenhouse gases considered were carbon monoxide (CO2), 
methane (CH4) and nitrous oxide (N2O). The emission factors used to calculate GHG emissions derive 
from National Inventories (the most recent version).  
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9. CONTENT INDEX 

GRI 
Standard Disclosure Chapter / Paragraph Notes Omission 

GRI 102:  GENERAL DISCLOSURES 2016 

PROFILE OF THE ORGANIZATION 

102-1 Name of the organization. Cover     

102-2 Main brands, products 
and/or services 3.1 Emilians by tradition     

102-3 Location of headquarters 3.1 Emilians by tradition     

102-4 Countries where the 
organization operates  3.1 Emilians by tradition     

102-5 Ownership and legal form 4.1 Our Governance     

102-6 Markets served 3.1 Emilians by tradition     

102-7 Scale of the organization 3.1 Emilians by tradition     

102-8 Information on employees 
and other workers 

5.1 Our People 
    5.2 Health, Safety and 

Wellbeing 

102-9 
Description of the supply 
chain (suppliers, volumes 
and procurement markets) 

3.1 Emilians by tradition 
    6.1 Responsible Supply 

Chain 

102-10 

Significant changes to the 
size, structure and 
ownership and to the 
supply chain in the 
reporting period 

1. Letter to Stakeholders     

3.1 Emilians by tradition 

    4.1 Our Governance 

4.3 Economic performance 

102-11 

Explanation of any 
application of the 
precautionary principle or 
approach 

3.2 Sustainability Journey     

4.2 Ethical Business   
5.2 Health, Safety and 
Wellbeing   

6.1 Responsible Supply 
Chain   

6.2 Quality, Transparency 
and Innovation   

7.1 Reducing Our 
Environmental Impact   

102-12 External initiatives 
3.3 Our Stakeholders 

    4.4 Our support to the Local 
Community  

102-13 
Membership of national 
and/or international trade 
associations 

3.3 Our Stakeholders     

STRATEGY 

102-14 

Statement from the senior 
decision-maker on the 
importance of sustainability 
for the organization and its 
strategy 

1. Letter to Stakeholders     

ETHICS AND INTEGRITY 
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102-16 

Mission, values, codes of 
conduct, principles 
important for economic, 
environmental and social 
performance, developed 
internally and progress in 
their implementation 

3.2 Sustainability Journey 

    
4.1 Our Governance 

4.2 Ethical Business 

5.1 Our People 

GOVERNANCE 

102-18 

Governance structure of the 
organization, including 
committees that report 
directly to the highest 
governance body. 
Committees involved in 
decisions on economic, 
environmental and social 
topics 

4.1 Our Governance     

STAKEHOLDER ENGAGEMENT 

102-40 
List of stakeholder groups 
with which the organization 
engages 

3.3 Our Stakeholders     

102-41 
Percentage of employees 
covered by collective 
bargaining agreements 

5.1 Our People     

102-42 

Principles for identifying 
and selecting the principal 
stakeholders with whom to 
engage 

3.3 Our Stakeholders     

8.1 Materiality Analysis      

102-43 Approach to stakeholder 
engagement 

3.3 Our Stakeholders 

    8 Methodological Note 

8.1 Materiality Analysis  

102-44 

Key topics and concerns 
raised by stakeholder 
engagement and how the 
organization has responded 
to those concerns, including 
in its reporting 

6.3 Customer Welfare and 
Satisfaction 

    

8.1 Materiality Analysis  

REPORTING PRACTICE 

102-45 

List of entities included in 
the consolidated financial 
statements and those not 
included in the social 
accountability report 

8.2 Reporting Scope     

102-46 Defining report content and 
topic boundaries 

8.1 Materiality Analysis  
    

8.2 Reporting Scope 

102-47 List of material topics 8.1 Materiality Analysis      

102-48 

Explanation of the effects of 
any restatements of 
information given in 
previous reports and the 
reasons for such 
restatements 

- 

Not applicable, 
as this is the first 
edition of the 
report. 
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102-49 Significant changes in 
objective and boundaries - 

Not applicable, 
as this is the first 
edition of the 
report. 

  

102-50 Period to which the social 
accountability report refers 8.2 Reporting Scope     

102-51 
Publication date of the most 
recent social accountability 
report 

- 

Not applicable, 
as this is the first 
edition of the 
report. 

  

102-52 Reporting cycle 8.2 Reporting Scope     

102-53 

Contacts and addresses for 
questions regarding the 
social accountability report 
and its contents 

- 
Marketing and 
communication / 
CFO 

 massimiliano@dispensaemilia.it 
leonardo.mori@dispensaemilia.it 

102-54  Choice of the "in 
accordance" option 8. Methodological Note     

102-55 Table explaining the report 
contents 9. GRI Content Index     

102-56 
Policies and practices of 
external assurance of the 
social accountability report 

- 

This report has 
not been 
subjected to 
assurance 
activities. 

  

 
GRI 

Standard Disclosure Chapter / Paragraph Notes Omission 

MATERIAL TOPICS 
ECONOMIC PERFORMANCE INDICATORS 
ECONOMIC PERFORMANCE 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 4.3 Economic performance     

103-3 Assessment of the 
management approach 4.3 Economic performance     

GRI 205: Anti-corruption 2016 

201-1 Direct economic value 
generated and distributed 4.3 Economic performance     

PROCUREMENT PRACTICES 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 6.1 Responsible Supply Chain     
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103-3 Assessment of the 
management approach 6.1 Responsible Supply Chain     

GRI 204: Procurement Practices 2016 

204-1 Proportion of spending on 
local suppliers  6.1 Responsible Supply Chain     

ANTI-CORRUPTION 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 4.2 Ethical Business     

103-3 Assessment of the 
management approach 4.2 Ethical Business     

GRI 205: Anti-corruption 2016 

205-3 Confirmed incidents of 
corruption and actions taken   

No confirmed 
incidents of 
corruption during 
the reporting 
period.   

ANTI-COMPETITIVE BEHAVIOR 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 4.2 Ethical Business     

103-3 Assessment of the 
management approach 

4.2 Ethical Business     

GRI 206: Anti-competitive Behavior 2016 

206-1 
Legal actions for anti-
competitive behavior, anti-
trust, and monopoly practices 

 - 

No confirmed 
actions for anti-
competitive 
behavior, anti-
trust, and 
monopoly 
practices during 
the reporting 
period.   

ENVIRONMENTAL PERFORMANCE INDICATORS 
MATERIALS 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 7.2 Green Dispensa     
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103-3 Assessment of the 
management approach 7.2 Green Dispensa     

GRI 301: Materials 2016 

301-2 Recycled input materials used -   

No data available on the 
percentage of recycled 
input materials used to 
manufacture the 
organization’s primary 
products and services. 
Dispensa is committed 
to disclose on this 
indicator in the next 
years. 

ENERGY 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

7.1 Reducing Our 
Environmental Impact     

103-3 Assessment of the 
management approach 

7.1 Reducing Our 
Environmental Impact     

GRI 302: Energy 2016 

302-1 Energy consumption within the 
organization 

7.1 Reducing Our 
Environmental Impact     

EMISSIONS 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

7.1 Reducing Our 
Environmental Impact     

103-3 Assessment of the 
management approach 

7.1 Reducing Our 
Environmental Impact     

GRI 305: Emissions 2016 

305-1 Direct (Scope 1) GHG 
emissions 

7.1 Reducing Our 
Environmental Impact     

305-2 Energy indirect (Scope 2) 
GHG emissions 

7.1 Reducing Our 
Environmental Impact     

305-3 Other indirect (Scope 3) GHG 
emissions 

7.1 Reducing Our 
Environmental Impact     

305-5 Reduction of GHG Emissions 7.1 Reducing Our 
Environmental Impact     

EFFLUENTS AND WASTE 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     
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8.3 Reporting Scope     

103-2 The management approach 
and its components 7.2 Green Dispensa     

103-3 Assessment of the 
management approach 7.2 Green Dispensa     

GRI 306: Waste 2016 

306-1 
Waste generation and 
significant waste-related 
impacts 

7.2 Green Dispensa     

306-2 Management of significant 
waste-related impacts 7.2 Green Dispensa     

306-3 Waste Generated  -   

No data available on 
total weight of waste 
generated in metric tons, 
and a breakdown of this 
total by composition of 
waste. 
Dispensa is committed 
to disclose on this 
indicator in the next 
years. 

SOCIAL PERFORMANCE INDICATORS 
EMPLOYMENT 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

5.1 Our People   

  
5.2 Health, Safety and 
Wellbeing   

5.3 Training, Development and 
Remuneration   

103-3 Assessment of the 
management approach 

5.1 Our People   

  
5.2 Health, Safety and 
Wellbeing   

5.3 Training, Development and 
Remuneration   

GRI 401: Employment 2016 

401-1 New employee hires and 
employee turnover 5.1 Our People     

OCCUPATIONAL HEALTH AND SAFETY 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

5.2 Health, Safety and 
Wellbeing   

  
5.3 Training, Development and 
Remuneration   
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103-3 Assessment of the 
management approach 

5.2 Health, Safety and 
Wellbeing   

  
5.3 Training, Development and 
Remuneration   

GRI 403: Occupational health and safety 2018 

403-1 Occupational health and 
safety management system 

5.2 Health, Safety and 
Wellbeing     

403-2 
Hazard identification, risk 
assessment, and incident 
investigation 

5.2 Health, Safety and 
Wellbeing     

403-3 Occupational health services 5.2 Health, Safety and 
Wellbeing     

403-4 

  
Worker participation, 
consultation, and 
communication on 
occupational health and safety 

5.2 Health, Safety and 
Wellbeing     

5.3 Training, Development and 
Remuneration     

403-5 Worker training on 
occupational health and safety  

5.2 Health, Safety and 
Wellbeing     

403-6 Promotion of worker health 5.2 Health, Safety and 
Wellbeing     

403-7 

Prevention and mitigation of 
occupational health and safety 
impacts directly linked by 
business relationships 

5.2 Health, Safety and 
Wellbeing     

403-9 Work-related injuries 5.2 Health, Safety and 
Wellbeing     

TRAINING AND EDUCATION 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

5.3 Training, Development and 
Remuneration     

103-3 Assessment of the 
management approach 

5.3 Training, Development and 
Remuneration     

GRI 404: Training and education 2016 

404-1 
Average hours of training per 
year per employee by 
category and by gender 

5.3 Training, Development and 
Remuneration   

No data available on the 
average hours of 
training per year by 
category and gender. 
Dispensa is committed 
to disclose on this 
indicator in the next 
years. 

404-3 

Percentage of employees 
receiving regular performance 
and career development 
reviews 

5.3 Training, Development and 
Remuneration     
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DIVERSITY AND EQUAL OPPORTUNITY 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

4.1 Our Governance   
  

5.1 Our People   

103-3 Assessment of the 
management approach 

4.1 Our Governance   
  

5.1 Our People   

GRI 405:  Diversity and Equal Opportunity 2016 

405-2 
Ratio of basic salary and 
remuneration of women to 
men 

4.1 Our Governance   
  

5.1 Our People   

LOCAL COMMUNITIES 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

4.4 Our Support to the Local 
Community     

103-3 Assessment of the 
management approach 

4.4 Our Support to the Local 
Community     

GRI 413: Local Communities 2016 

413-1 

Operations with local 
community engagement, 
impact assessments, and 
development programs 

4.4 Our Support to the Local 
Community     

CUSTOMER HEALTH AND SAFETY 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

6.2 Quality, Transparency and 
Innovation   

  
6.3 Customer Welfare and 
Satisfaction   

103-3 Assessment of the 
management approach 

6.2 Quality, Transparency and 
Innovation   

  
6.3 Customer Welfare and 
Satisfaction   

GRI 416: Customer Health and Safety 2016 

416-2 

Incidents of non-compliance 
concerning the health and 
safety impacts of products and 
services 

6.2 Quality, Transparency and 
Innovation 
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PRODUCT MARKETING AND LABELING 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

6.2 Quality, Transparency and 
Innovation     

103-3 Assessment of the 
management approach 

6.2 Quality, Transparency and 
Innovation     

GRI 417: Product marketing and labeling 2016 

417-1 
Requirements for product and 
service information and 
labeling 

6.2 Quality, Transparency and 
Innovation     

417-2 

Incidents of non-compliance 
concerning product and 
service information and 
labeling 

 - 

No confirmed 
incidents of non-
compliance 
concerning 
product and 
service information 
and labeling 
during the 
reporting period. 

  

CUSTOMER  PRIVACY 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

6.3 Customer Welfare and 
Satisfaction     

103-3 Assessment of the 
management approach 

6.3 Customer Welfare and 
Satisfaction     

GRI 418: Customer Privacy 2016 

418-1 

Substantiated complaints 
concerning breaches of 
customer privacy and losses 
of customer data 

6.3 Customer Welfare and 
Satisfaction     

NOT GRI DISCLOSURE 
INNOVATION 

GRI 103: Management Approach 2016 

103-1 Explanation of material 
aspects and their boundaries 

3.2 Sustainability Journey     

8.2 Materiality Analysis     

8.3 Reporting Scope     

103-2 The management approach 
and its components 

6.2 Quality, Transparency and 
Innovation     

103-3 Assessment of the 
management approach 

6.2 Quality, Transparency and 
Innovation     
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