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Mercado Libre is an ecosystem which uses technology to democratize 
commerce and money, generating a multiplying effect that positively 
impacts on people's lives and society's development. 

We celebrated our 18th anniversary in 2017, with almost 38 million new 
users who helped us reach 270 million sold items, 150 million shipping 
transactions and 230 million payment transactions. Nevertheless, we 
are well aware of the fact that a company's success is not only about 
its bottom line. It is as well defined by the set of values used to serve 
users – both buyers and sellers– and by the creation of shared value.

From the very essence of what we are, we believe that entrepreneurs 
are the true agents of change. Therefore, our ENTREPRENEURIAL 
EFFECT summarizes our sustainability vision, based on three 
pillars: encouraging the entrepreneurial ecosystem, enhancing the 
communities where we operate and reducing our environmental 
impact.

Encouraging the entrepreneurial ecosystem is a commitment 
currently reaching 580,000 people throughout Latin America who are 
generating significant revenue through Mercado Libre.

Marcos Galperin
Mercado Libre Inc. CEO and President

From the very essence of what we are, 
we believe that entrepreneurs are the 
true agents of change.

Message from the CEO
102 - 14
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Marcos Galperin
Mercado Libre Inc. CEO and President

Many people who were neglected by the financial system can now 
access loans and make digital payments with no hidden costs. Only in 
2017, USD 127 million in loans were granted through Mercado Crédito so 
that sellers can expand their offers. 

Taking care of the environment is also at the core of our commitment 
to having a long-term sustainable business and covers everything from 
managing waste to measuring the carbon footprint. Last year we were 
able to recover over 100 tons of waste, a year-to-year 500% increase, 
while extending our carbon footprint measurement to identify reduction 
strategies. 

As part of our commitment, we have decided to carry our surveys to 
install solar panels at our locations with an ambitious goal in mind: to 
generate the energy consumed in all our offices. 

This involves stringent attention to a path that challenges us to be better 
day after day and that is only possible to travel thanks to the more than 
6,000 people working for Mercado Libre today. 

It is our intention for this Report to help us share some of the results of 
the entrepreneurial effect, which is our way to contribute to a fairer, 
more democratic economy, and to an authentic transformation of the 
planet and society.

Never before have we been so guided 
by the conviction that companies like 
ours should lead the way towards the 
construction of technological tools that 
have positive impacts on people's lives. 
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About
this report

Scope and guidelines
Stakeholder groups
Materiality analysis
Material aspects
Materiality matrix
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This Sustainability Report has been prepared in accordance with the 
Core option of the Global Reporting Initiative's reporting guidelines. 
We also included recommendations from the Sustainability Accounting 
Standards Board (SASB). 

This document represents our sixth reporting period. It describes the 
activities related to Mercado Libre Inc.'s sustainability management 
and includes its subsidiaries. Mercado Libre is a public company listed 
on the NASDAQ and is incorporated under the laws of Delaware, USA. 
All the entities included in the consolidated financial statements are 
disclosed in form 10k, exhibit 21-01.

Mercado Libre headquarters is at Arias 3751, 7th floor, City of Buenos 
Aires, Argentina. The company operates in Argentina, Brazil, Mexico, 
Uruguay, Colombia, Venezuela, Chile, Ecuador, Peru, Costa Rica, 
Dominican Republic, Panama, Portugal, Bolivia, Guatemala, Paraguay, 
Nicaragua, Honduras and El Salvador.
The report covers the activities carried out between January 1st 
and December 31st, 2017. The company has undergone relevant 
organizational changes in such year.

Scope and guidelines
102-1, 102-3, 102-4, 102-5, 102-10, 102-45, 102-50, 102-51, 
102-52, 102-53, 102-54
 

It established that a sustainability report would be submitted annually, 
the latest having been submitted for fiscal 2016.

Contact point
102-53

Please feel free to write to sustentabilidad@mercadolibre.com 
with any queries or feedback about our Sustainability Report.

sustentabilidad@mercadolibre.com
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We keep a smooth, transparent relationship with stakeholders in order 
to know their expectations and concerns, and to translate them into 
insights for managing our business.

Stakeholder groups
102-40, 102-42, 102-43, 102-44

Ecosystem of entrepreneurs 
and platform users

Dialog mechanism

Employees

Suppliers In-person meetings and mail lists.

Management and Directors Audit Committee and Board meeting.

References and opinion leaders

Governance

Shareholders Investor Relations O�ce (IRO).

Stakeholder group

NGOs and civil society 
organizations

Customer care, marketing surveys, training 
sessions and breakfasts organized by the 
Commercial and Sustainability area.

Face-to-face meetings with Human Resources 
and managers, mail lists, Facebook at Work, 
chats and breakfasts with the CEO, quarter-end 
communication, Q&A with di�erent executives. 
Work environment survey and feedback.  

Program Mercado Libre Solidario with the 
Sustainability team.

Gatherings and regular delivery of information. 
Quarterly report on results.

Meetings with the Government Relations 
and Sustainabilityarea.

Materiality analysis
In order to understand the stakeholders' view on the most relevant 
sustainability topics, we performed a materiality analysis, taking into 
account the recommendations from the Global Reporting Initiative 
(GRI) and the SASB.

The analysis was subject to fairness checks against these standards 
and with the internal work teams. A total 5,217 surveys were 
processed. This assessment considered that the different sample 
sizes would not affect the overall results.

Materiality distribution.

38%  Argentina

27%  Brazil

6%    Chile

10%  Colombia

4%    Mexico

12%  Venezuela

3%    Uruguay

86.6%  Buyers and sellers 

9.7%     Employees

1.4%     Suppliers

0.7%    Directors/Management 

0.6%    NGOs

0.4%    Journalists and/or opinion leaders

0.2%    Government

0.2%    Shareholders

0.1%     Business chambers

Per country Per stakeholder group
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Material aspects
102-46, 102-47

Cyber-resilience User-oriented Employees - Users

Diversity and equal opportunity Our team Employees 

Ethics and transparency Governance Employees - Shareholders - Suppliers

Education and digital inclusion Community Employees - Users - Community

Sellers and Buyers conduct User-oriented Employees - Users

Indirect economic value Company profile and Community Employees - Community - Users 
Governance/ngo

Environmental footprint Environment Community - Users 

Human capital and talent attraction Our team Employees 

Economic performance Company profile Employees - Shareholders

Market position Company profile Users - Shareholders

Material aspect SectionSDG

SDG 9

SDG 8, 10

SDG 12

SDG 8, 9, 10, 17

SDG 12

SDG 8, 9, 10

SDG 12

SDG 8

SDG 8,9
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Materiality matrix
This matrix results from the analysis of the materiality survey and 
the internal prioritization. The vertical axis shows our stakeholder 
groups' assessments, whereas the horizontal one shows our strategic 
priorities. As a result, we could identify the material aspects requiring 
our handling and attention in particular (marked with a circle) and 

the issues that need our consideration, but with a lower priority level. 
This does not imply that a “non- material” issue is not handled or is 
left aside, but that our strategy is focused on those with a greater 
importance for the stakeholders.

Environmental improvementR

Suppliers S

ComplianceL

Relation with the communityN

Energy useM

TrainingO

Public policiesP

Q

Conduct and due diligence
Buyers and sellers
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Company 
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An ecosystem of solutions
Mercado Libre in figures
Economic performance
The impact of our business
Awards and recognition
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We are Mercado Libre
02-2, 102-4

We are the technology leader in e-commerce in Latin America and 
the seventh most important one worldwide, listed on the Nasdaq 
since 2007. In 2017, we were included in the Nasdaq 100 index that 
joins the most important companies in the technology industry listed 
on the NYSE.

We were born in 1999 and a few years later, we became  
the e-commerce platform of preference of over  
211 million registered users who advertise, sell, buy, pay  
and deliver goods and services over the Internet. 

We contribute to the economic development of Latin America, giving 
entrepreneurs tools to create their own business, thus boosting the 
opportunities for entering in their own communities.

Our ecosystems of solutions have the vision to facilitate business 
transactions and to make them more accessible in a safe, reliable 
environment for the 635 million people living in Latin America, a 
region that has one of the highest Internet penetration rates in the 
world.

We lead the market in Argentina, Brazil, Chile, Colombia, Costa Rica, 
Ecuador, Mexico, Peru, Uruguay and Venezuela, in terms of visits 
and registered users. Our solutions are also available in Bolivia, 
El Salvador, Guatemala, Honduras, Nicaragua, Panama, Paraguay, 
Portugal and the Dominican Republic. 

Our purpose is to democratize 
commerce and money in 
order to contribute to the 
development of the region
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We offer a suite of solutions that expand the capabilities of 
buying and selling over the Internet, increase the assortment 
of traded products and encourage the development of an 
entrepreneurial community.

Our ecosystem 
of solutions
102-2

A platform to respond 
the cultural and 
technological challenges  
in the region.
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The largest technological platform for e-commerce in the region 
where buyers and sellers meet to trade a wide range of products 
and services at a fixed price or at auction. 
 

37.7 million
new users 

6,000
searches per second

9
purchases per second

518 million
searches  a day 
in 1,461 product 
categories 

An integrated payment solution for companies, enterprises or persons, 
which can be used on our platform and on any other physical or online 
store. It enables convenient, simple and secure business transactions 
online, with several methods of payment. It is available in Argentina, 
Brazil, Chile, Colombia, Mexico, Peru, Venezuela and Uruguay. 

Mercado Crédito is Mercado Pago's lending platform that grants loans 
and financial solutions to our users. This solution seeks to reduce 
the frictions in the traditional financial market with a technological 
solution of flexible lending and immediate awarding, with no need for 
documents or signatures. Available in Argentina, Brazil and Mexico.270.1 
231.4 

million products  
sold

million transactions

USD 9.62
in transactions within 
Mercado Libre

USD 13.73  
billion dollars processed 

USD 127
million 
in loans granted

69.9%
of our gross 
merchandise volume 
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161,279
advertisers

150.7
million shippments 
made

USD 35.2 
million in advertising
revenue

+43%
      as compared to 2016

Shipping management system that provides users with competitive 
prices, integrating the platform’s transaction system. Apart from being 
free for sellers, it boosts their listings and enhances their reputation.
Available in Argentina, Brazil, Chile, Colombia and Mexico. 

A program that helps users create ads for their products and services, 
and expand their visibility on the platform. It is the purchase decision 
place of choice of the largest Internet audience in retail commerce 
sites. Each user can promote their business in the categories that 
best suits their products and, therefore, pay for the clicks received. 
Available in all countries where Mercado Libre operates. 

A platform that offers companies, SMEs and entrepreneurs the chance to 
create their own e-commerce store. The service enables integration with 
other Mercado Libre solutions and is engineered for optimized performance 
in cell phones and tablets, assuring security and simple usage. Available in 
Argentina, Brazil, Chile, Colombia, Mexico and Venezuela.

Entrepreneurship-
driving integrated 
solutions

212,000
active Mercado Shops
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business platform in 
Latin America 

employees

countries

 million users

1 of the 50
most visited Internet websites worldwide.

7th globally

net sales 1.39 trillion
market cap+  15 trillion

Mercado Libre in figures
102-7

million products sold
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Economic performance 
201-2, 201-4

Generated Economic Value

Distributed Economic Value

Retained Economic Value

Sales 

Financial revenue

Sales of assets

Operation costs

Salaries and benefits

Investments in the community

Payments to governments in tax1

Payments of contributors of capital
(financial expenses and dividends)

2016 2017

672,4 879,9 1.444,0

79,3 109,9 13,8

593,1 770,0 1.430,2

651,8 844,4 1.398,1

20,6 35,4 45,9

369,5 494,8 1.123,3

131,8 173,4 239,8

46,9 52,1 26,5

44,7 49,0 40,3

0,2 49,00,7 0,3

- - -

2015
(IN THOUSANDS OF USD)

 1  Argentina has a promotion scheme in place for the software industry, stimulating the 
activity with tax incentives. All details about this policy can be read in our document 
for investors under the government regulations section. 
http://investor.mercadolibre.com/financial-information/annual-reports.

We reached the Nasdaq 100 Index

In June 2017, we hit a milestone in our history as we 
became the first Argentine company to enter the Nasdaq 
100 Index, made up of the main technology companies in 
the world listed on the NYSE.

Mercado Libre is now part of the NASDAQ-100 Index® 
(Nasdaq: NDX) and the NASDAQ-100 Equal Weight 
Index (Nasdaq: NDXE), composed of the most important 
stock in the hardware, software and telecom industry 
worldwide. 

If you want to learn more about the evolution of the economic 
development, the risks, the opportunities and the result analysis, visit 
the website for investors.
 

investor.mercadolibre.com 
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Our contribution to social and 
economic development
203, 203-2, 414-2

Our goal to democratize commerce and money has always had a 
clear vision: sustainable growth in Latin America. We know that the 
new possibilities and tools to create their own business, which boost 
their opportunities for re-entering the business world, are our main 
contribution to the economic development of Latin America. 

In 2017, we commissioned the consulting firm Ecolatina to perform 
an assessment of the effects and opportunities derived from our 
business and of the scope of such impact in econometric terms. 

The results of this entrepreneurial effect 
make us proud and challenge us to keep working to expand it.

Over half a million people generated 
significant revenues thanks to 
Mercado Libre

Only in 2017, the impact grew 

over 50%.

Competitive 
market

New 
business 
leadership

Logistics and 
innovating 
solutions

Technologically 
based 
company 

Higher income 
and new jobs

197,626 
full-time sellers
581,000 

USD 127
million
in loans 
granted

Access to credit 
and new 
payment methods

+8,000 

More responsible, 
smarter business

DRIVE CREATION OF
OPPORTUNITIES

families got their 
livelihood from 
Mercado Libre.

sustainable 
products sold 
on #EcoFriday

The impact of our business
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Awards and recognition

We want to co-create a  
better future, driven by 
what we have in our DNA: 
entrepreneurship.

One of the 
50 Smartest 
Companies in 
2017
We are one the top 25 
companies in the ranking of 
smartest companies prepared 
by MIT Technology Review.

Best executive 
team in
Latin America
Voted as best CEO, CFO and 
Investor Relations Officer, 
in the ranking of the best 
teams of the technology and 
telecommmunications sector 
by the Institutional Investor 
magazine´s ranking.

Recognized as
best place to 
work at
We were awarded the first place in 
the Great Place to Work ranking in 
Colombia and Uruguay, the third 
place in Argentina and  
the 20th in Chile, thus placing us 
as one of the best places to work 
at in Latin America.

E-Commerce
Brasil award to 
innovation

We were recognized as the 
best technology provider. 

#EcoFriday 
made it to the
UN in New York
Our #EcoFriday initiative was 
introduced at the UN forum on 
sustainable development goals, 
as an example of how much the 
private sector has progressed in 
sustainability matters.

One of the 
most innovative 
companies 
for Forbes
We were included in the ranking 
prepared by Forbes magazine 
as one of the technology 
companies with the largest 
potential for innovative growth in 
the world.
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Sustainability 
strategy

The entrepreneurial effect
Our contribution to the SDGs
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The entrepreneurial effect
102-14

Our sustainability strategy is entrepreneur-centered, 
 and we advocate so in the strong conviction that it has a multiplying 
effect that creates value for individuals, companies, 
 communities and the planet. 

Mercado Libre’s entrepreneurial effect has a positive, multiplying 
impact both on the economy and society: it creates opportunities 
for genuine revenue generation, promotes the creation of new jobs, 
fosters development and stimulates technological  
innovation. 

This strategy reveals itself in different initiatives that stand out 
because they are digital, can scale regionally, have a specific 
and measurable impact, are created in association with partners 
and consumers, are linked to our business and relate to the 
entrepreneurial culture. 

• Reduce our environmental im
pact.

SOCIO-ECONOMIC

• D
rive the entrepreneurial ecosystem.

T
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DEMOCRATIZE 
COMMERCE 

AND MONEY 
THROUGH 

TECHNOLOGY

We work on different initiatives, with 
our value chain, our community and 
the entrepreneurs creating a positive 
social and environmental impact.

Strategic approach
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All throughout this report, we describe our direct and indirect 
contribution in the terms of the UN Sustainable Development 
Goals (SDGs).

The very essence of our business 
has a positive impact on the 
sustainable development of Latin 
America as it paves the way for 
new opportunities to generate 
entrepreneurial actions and 
revenues.

Promote sustained, inclusive and 
sustainable economic growth, full and 
productive employment and decent 
work for all.

Ensure sustainable consumption 
and production patterns.

Build resilient infrastructure, 
promote inclusive and sustainable 
industrialization and foster 
innovation. 

Strengthen the means of 
implementation and revitalize  
the global partnership for  
sustainable development.

Reduce inequality within 
and among countries.

Our contribution 
to the SDGs
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Governance

Governance structure
Committees 
Ethics and integrity
Anti-corruption policies and procedures
Grievance hotline
Risk management 
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Integrity, transparency and autonomy are the core values underpinning 
our governance style. The Board is made up of 9 directors, 7 of whom 
are independent. It is not controlled by the Management and  
oversees the internal control system. The members are proposed by 
the Nominating and Corporate Governance Committee and further 
approved by the Shareholders’ Meeting. 

The executive responsibility in economic, environmental and social 
issues is in the hands of the Chief Financial Officer (CFO). The 
Environmental Department reports to the CFO on the economic, 
environmental and social questions of the organization. 

Governance structure
102-18 Mercado Libre's Board of Directors 

●  Marcos Galperin (President of the Board of Directors 
and Chief Executive Officer)
●  Nicolas Galperin
●  Susan Segal*
●  Mario Eduardo Vázquez*
●  Alejandro Nicolás Aguzin*
●  Meyer Malka*
●  Javier Olivan*
●  Emiliano Calemzuk*
●  Roberto Balls Sallouti*

* independent

The executive team. 

●  Marcos Galperin (47), Chief Executive Officer (CEO)
●  Pedro Arnt (44), Executive Vice President  
and Chief Financial Officer (CFO)
●  Stelleo Tolda (50), Executive Vice President  
and Chief Operating Officer (COO)
●  Osvaldo Giménez (48),  
Executive Vice President of Payments
●  Daniel Rabinovich (40) Executive Vice President  
and Chief Technology Officer (CTO) 
●  Marcelo Melamud (48), Executive Vice President and 
Chief Accounting Officer

*The professional profiles of the members are available at investor.
mercadolibre.com
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Audit Committee 
It oversees the accounting and financial reporting processes, 
the effective evaluation and management of financial risks, the 
adequate execution of internal controls and the compliance with 
laws and regulations in each country. 

Nominating and Governance Committee 
It nominates qualified individuals to become members of the Board, 
on the basis of the required skills, competences and education. 
It also oversees compliance with governance-related obligations 
within the organization, and analyses the communications received 
from shareholders. 

Compensation Committee 
It provides the Board with recommendations on the compensation 
and benefit strategy and programs applicable to the members of the 
Board, executives and key employees.

Committees 
102-18

More information

For more information about governance, the professional 
profiles of the members of the Board of Directors, the executive 
team and the Committees, visit our investor's website, designed 
as required by the Securities and Exchange Commission. 
 

investor.mercadolibre.com

Emiliano 
Calemzuk Member President

Mario 
Vázquez MemberPresident Member

Nicolás 
Aguzin Member

Meyer 
Malka Member President

Susan 
Segal Member

Executives Audit 
Committee

Compensation 
Committee

Nominating and 
Governance Committee 
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In line with our vision and values, we care about managing all 
aspects related to ethical conduct and integrity with efficiency and 
transparency.

Our Code of Business Conduct and Ethics is available to the 
public at our investor's website: http://investor.mercadolibre.com/
corporate-governance. 

The document explains our commitment to enforcing the laws 
and regulations, observing good practices for the use of inside 
information, company assets and digital media. It also gives 
guidelines for preventing anti-competitive behavior, conflicts of 
interest, discrimination and harassment, conducts and attitudes 
in case of inappropriate offers, collusion, health and safety, 
contributions to political parties and corporate citizenship. Finally, it 
offers a guide for the use of the grievance line.

The Human Resources, Legal and Internal Audit departments 
organize regular training sessions, in person or through e-learning, 
for communicating and better understanding the company’s policies 
depending on the risks of each business unit.

Ethics and integrity
102-16, 205,  205-2, 205-3

Grievance hotline

There is a hotline for submitting internal and external 
grievances anonymously and safely, where it is possible to 
inform all sorts of breaches of the policies or illegal activities. In 
2017 none of the existing channels reported confirmed cases 
of corruption or even critical concerns regarding the matter.

When joining the company, 
all Mercado Libre staff is trained  
in the contents of the Code of 
Business Conduct and Ethics.

openboard.info/meli

001-866-817-1152 (or local line)

mercadolibre@openboard.info
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Anti-corruption policies and procedures 

We have policies and procedures in place to prevent corruption in 
any shape or form, developed in compliance with the US Foreign 
Corrupt Practices Act (FCPA) and other legal requirements for each 
country where we operate. 

Our anti-corruption policy establishes that no employee, executive 
or director may directly or indirectly resort to wrongful means to 
get a benefit or preferential treatment for Mercado Libre. We also 
comply with the Sarbanes-Oxley Act, which assures there are 
adequate internal controls.

Every year, employees in supervisory positions or higher complete 
an Independence and Anti-corruption Statement which includes the 
main principles in the act and its compliance is confirmed. Moreover, 
the main aspects of the policies are shared with the internal 
audience on Workplace, our internal communication tool. 

These policies and procedures include specific requirements 
for transactions involving significant risk in terms of corruption. 
They are meant for the members of our value chain, agents and 
intermediaries, and include due diligence processes, specific anti-
corruption clauses in the agreements and transparency controls in 

recording and documenting transactions, which are adequate for the 
risk involved.

In order to guarantee compliance with our standards and extend the 
control onto the whole value chain, we have planned for 2018 to carry 
out a detailed reputational review of the suppliers of certain types of 
products and services, and of agreements for over USD 50,000 a year. 
This assessment will include aspects of corruption and other unlawful 
acts, as well as relations with government officials.  
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The processes and people responsible for managing the business 
risk are determined in the Risk Committee Charter setting the goals, 
responsibilities and work methodology. Moreover, the organization 
plans for internal controls which are checked for effectiveness at the 
highest managerial levels, as per the international model proposed 
by the Committee of Sponsoring Organizations of the Treadway 
Commission (COSO). The identified risks and the associated 
analysis are included in  
form 10K (section 1A. Risk Factors).

The Risk Committee is responsible for helping the Audit Committee 
to review the risk levels, their assessment and management. It 
approves the risk management activities and makes sure that 
the appropriate control mechanisms are identified and created. 
The risks included have to do with strategy, finance, credit, 
market, liquidity, security, property, information technology, legal, 
regulations, reputation, etc. It is presided over by the CFO  
and made up of the Legal & Government Relations VP, the  
IT Infrastructure and Databases VP and the Head of Internal Audit.

Risk management Compliance and anti-
competitive behavior
206, 206-1, 419, 419-1

Leading entails a big responsibility. Complying with the law and 
respecting our competitors are critical aspects for leading in 
the market and reaching our vision of democratizing access to 
commerce and money in the region.

Our governance policies were designed to enforce and assure the 
levels of control required in our organization. Thus, in 2017 we were 
not penalized for failing to comply with the laws and regulations 
related to social and anti-competition issues.

Fair competition is an aspect that is identified by the Risk Committee 
as requiring monitoring and management. The issue is also included 
in the Employee's Manual. In February 2017, the Comisión Federal 
de Competencia Económica de México (COFECE, Mexican anti-trust 
commission) announced they would start researching the market of 
e-commerce platforms (this process is already underway).
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User-oriented

Trust from our users
Information protection
Trade transparency
Advertising policies and moderation
Platform performance
Good behavior of the sellers
Sellers' center
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Our users are the true makers of the entrepreneurial effect. Therefore, 
we want to give them a superior experience on an agile, reliable 
platform that is aligned with the highest e-commerce standards. 
 
Thousands of entrepreneurs choose us daily as their place of choice 
to do business. Therefore, our duty towards our users is based on two 
main aspects: leadership as the digital meeting point between buyers 
and sellers, and the reliability the platform offers the user.

Trust from  
our users

First e-commerce platform in 
Latin America

Over 100 million 
downloads of  
our mobile app
37.7 million

231 million 

150 million 

USD 11.79
billion 

211 million
new 
users in 2017
(27.8% more than in 2016) (21.6% more than in 2016)

registered 
users 

of Latin American choose us
48%

transactions
(66.8% more than in 2016)

shipped items 
(42.3% more than in 2016)

in merchandise  
(31.8% more than in 2016)

Source: ComScore



30 | 2017 Sustainability Report

2013 2014 2015 2016 2017

99,5
120,9

144,6

174,2 211,9

2013 2014 2015 2016 2017

18
21,5

23,7
29,5

37,7

2013 2014 2015 2016 2017

31,5 46,3
80,4

138,7

231.4

2013 2014 2015 2016 2017

7.305,3
7.081,9 7.150,8

8.084,1
11.749,3

2013 2014 2015 2016 2017

1,8
17,8

45,2

86,5

150,7

 
Performance indicators

Registered users 
(in millions)

Payment transactions
(in millions)

New users 
(in millions)

Merchandise volume (in 
millions of USD)

Shipped items
(in millions)

We are the  
e-commerce platform 
of choice among users 
in the region
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How we measure user experience

The loyalty and satisfaction of our users is crucial for Mercado 
Libre's sustainable growth. The Net Promoter Score (NPS) 
is a system that allows hearing our customers' voices, and 
measuring their satisfaction and experience. We can detect 
their needs and their main reasons for dissatisfaction, and 
create concrete solutions so that more customers choose us. 

The NPS Analytics & Reporting work team is responsible for 
analyzing the quantitative and qualitative aspects of the user 
experience (CX) to identify opportunities for improvement and 
to report them to the relevant areas for implementation.

One of the most sensitive aspects in the current state of affairs is 
information protection. It is one of the issues that matter the most 
to our users when they choose to use our commerce platform. We 
work to assure that their personal and financial data as well as their 
transactions are managed safely in our platform. 

Each local website has a tab with the users' information confidentiality 
and privacy policies, which can be accessed from the navigation 
screen and explains how the users' data is used and the 
communication mechanisms clients have available. Moreover, we 
have a corporate policy that establishes what data would be used 
for, and that also affects our staff and the legal use they make of the 
information in the light of legal requirements.

In 2017, we did not receive any sanctions or claims for violating privacy 
rights in any one of our operations. The Personal Data Protection 
Authority in Mexico launched an investigation due to possible 
noncompliance with the personal data protection regulation, but it was 
closed with no penalty for Mercado Libre.

In an ever changing environment, such as the digital one, everyday 
is a new challenge. Therefore, trust is more than setting up 
security barriers; it implies permanent, in-depth investigation of the 
technological aspects and behavior of the people using our platform.

Information protection 
418, 418-1, SASB
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Tools to guarantee digital trust 

●  ISO9001:2005 Certification for processes related to the platform 
software.

●  Business Continuity Plan with alternative data centers.
●  PCI-DSS certification (Payment Card Industry  

Data Security Standard).

We work with our users to assure ethical, reliable business 
transactions, based on transparent communication, and to reduce 
conflict between buyers and sellers. 

Given the transactional volume of our platform, some situations may 
arise in connection with differences in the information and labeling of 
products and services. We had 2,284 unfavorable cases of this type 
in 2017. This represents about 8.5 cases per million items sold on the 
platform during the year in the region.

As to the claims for faulty products or unfulfilled orders, the confirmed 
cases are less than 2 per million sold products.

Trade transparency 
418, 418-1, SASB
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How is our platform used?

6 out 
of 10 
users
log in from 
mobile devices

46%
of the sales 
come from 
mobile devices

of the transactions 
are carried out 
at a fixed price

of the transactions 
derive from 
new products

98% 

95% 
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There are certain goods or services that are banned in Mercado 
Libre because they are inappropriate or they violate legislation. 
These products are listed in the Terms and Conditions, and in the 
Advertising Policies.
 
Our moderation team is responsible for enforcing compliance. 
It is distributed between two centers. One of them holds 30 
representatives in charge of the websites in Spanish, whereas 
there are 16 representatives in the other one, checking content in 
Portuguese. In addition, they monitor other aspects as well, such as 
that the product has been advertised in the correct category, that the 
status of the advertised product is the real one (new or used) and 
the use of Mercado Pago is not restricted. The aim of this team is to 
keep the site under control and safe, and to give fair treatment to the 
community of users, always taking care of our brand reputation and 
image. 

Advertising prohibited products means the ad will be automatically 
banned. Depending on the type of offense or whether it is repeated, 
the penalty may be even result in banning the user from the platform 
and/or reporting them to the authorities.

Advertising policies and  
moderation

Types of breach of our Terms and Conditions that lead 
to immediate ban of the ad: 

●  Forbidden item: items which are prohibited to trade by law, such 
as drugs; items whose sale is restricted, such as medication and 
weapons; products which Mercado Libre has decided to ban, 
such as selling platform user accounts; and other agreements with 
authorities or restrictions analyzed by our Legal Affairs Department.

●  Intellectual property: items that jeopardize the rights of other 
companies. In certain countries, we have entered into trade 
agreements to help comply with the brand policies.

●  Personal data: ads that include contact information.
●  Prohibited technique: ads that somehow breach our Terms and 

Conditions.

We extend control of good behavior to our suppliers. In Uruguay, 
we have included clauses in the distribution agreement with our 
logistics provider to prevent processing transactions related to child 
pornography, crime, prostitution and other aspects that may violate 
our commitment to the protection of Human Rights.

408, 408-1, 409, 409-1, 412, 412-3, 416, 416-1
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Service availability is one of the aspects that  
help us win and keep the trust of our users.

The improvements we have made are explained in a review of the 
virtualization parameters, reaching cloud infrastructure levels that 
are currently serving over 90% of data traffic. There are multiple 
advantages: from enabling superior scalability, which helps us grow 
without limits, to focusing more on developing business software. The 
virtualization process helped improve availability by 40%.

Platform 
performance

of platform uptime in 2017

99.41%
1st 

quarter

99.16%

2nd 
quarter

99.58%

3rd
quarter

99.38%

4th 
quarter

99.50%

24 events 

1,092 minutes
downtime

38 events 

544 minutes
downtime

32 events 

819 minutes
downtime

36 events 

660 minutes
downtime

We do our best to assure that the business conducted through our 
ecosystem of solutions is safe, compliant with our policies and current 
laws. In particular, we focus on ethical behavior and on protecting 
people's rights.

Mercado Libre's sites in the region have their own measures in place 
to avoid illegal trade acts. 

In Brazil, we have policies to prevent violence and discrimination, 
limiting the permitted types of goods or services and ads. There are 
also product-related prohibitions  that may threaten protection of  
the historical and cultural heritage. 

In the other countries, similar policies exist to restrict prohibited 
products, which can be read under Help, in the Prohibited Products 
link.

Good behavior of  
the sellers

We promote and support 
the ethical behavior 
in our community.
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The Sellers' center is a platform designed to help sellers grow. It 
integrates the courses we previously offered under Universidad 
Mercado Libre with webinars and tips to help fuel their sales and 
improve the user experience. Moreover, it includes interviews to 
successful sellers, information about market trends, launches and 
success stories to inspire the entrepreneurial effect. 

Over 90,000 users are already registered in the new platform, which 
is free, of unlimited use and available in Spanish and Portuguese. We 
plan to grow the user base by over 100% in 2018.

Sellers' center 

A place to fuel sales and 
multiply the entrepreneurial 
effect

registered users 
90,000
vendedores.mercadolibre.com
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Our
team

An entrepreneurial team
Mercado Libre Culture
Attracting the best talent
Working for Mercado Libre
Diversity and equal opportunity
Professional development and performance
Company-worker relations
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 An entrepreneurial team

5,582
employees

42%

2,3663,216
58%

41.3%

31.3%

14.6%

1.3%

2.3%

2.4%

6.8%

Argentina

Chile

Colombia

Mexico

Venezuela

Uruguay

Brazil

2305
667 women
1638 men

815
422 women
393 men

131
40 women
91 men

1746
939 women
807 men

72
38 women
34 men

377
192 women
185 men

136
68 women
68 men

68%

3,809 under 30 years of age
31%

1,758 between 30 and 50
1%

15 over 50 years of age

men women

102-8
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Mercado Libre´s Culture
At Mercado Libre, we share the meaning and ways of doing things 
everywhere we are. With this vision, we build a genuine, leading 
culture that spreads, attracts and makes sense of our daily work.

In order to be a high-performing organization, we promote a single 
culture, based on six pillars, that comes to life in a unique work 
experience and turns us into one of the best places to work at in the 
region.

In 2016, a Committee made up of the CEO and the Executive Team 
designed a process of cultural experience that they symbolized into a 
journey to the very nature of the attitudes building up culture. In this 
journey, the leaders are agents of change who help reconnect with 
the best of our organization's DNA and inspire more entrepreneurial 
energy. This is how #AdnMELI was born, with the mission of  
transmitting, enabling and spreading this organizational culture. 

We are one of the preferred 
places to work at  
in Latin America



We spread our #AdnMELI
Since 2016 #AdnMELI has been the space where we create 
experiences that inspire the entrepreneurial energy among our 
employees and make them live the cultural principles  
first hand. 

#AdnMELIactive
Leaders activate our culture in their own teams with a certain 
dynamic action called #AdnActive. Games and stories are used to go 
deeper into the cultural principles, from identification and action, in a 
collective, fun environment.

Previa #AdnMELIactive 
Pre-launch to inspire and coach leaders in each site. There were 15 
meetings with managers and directors in person and by streaming. 

#PremiosAdnMELI 
Annual award to five employees in the region, who have been 
nominated  
and selected as the best representatives of AdnMELI (MELI's DNA).

#BeAdnMELI
New experience of peer recognition that seeks out influencers of the 
organizational culture. 

One of the most innovative companies for Forbes 
We were included in the ranking prepared by Forbes magazine as one 
of the technology companies with the largest potential for innovative 
growth in the world. 

E-Commerce Brasil award to innovation 
We were recognized as the best technology provider. 
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We want to attract, recruit and bring onboard the best talent to lead 
the commerce and payment industry in Latin America. For that to 
be real, we developed a collaborative talent acquisition model that 
includes changes of a philosophical nature, in search for meaning, 
linked to our cultural principles. We want the candidate to, apart 
from performing their role suitably, share a genuine meaning with 
MELI´s culture and have the potential to transcend their position.

Being a talent organization means that all our leaders have human 
capital goals. Therefore, they are empowered and prepared to 
participate in interviews of collaborative selection, based on the 
premise that “talent attracts talent".

The main influencers on the talent heritage development,  
which we call "Talent Pool," are Mercado Libre employees. We work 
hand in hand with internal candidates and new hires to develop 
contacts, know the market better and generate new representatives.

Attracting the best talent
102-8

New hires per country and sex
102-8, 401-1

We are a talent 
organization

95% of the candidates  
are satisfied with the recruitment 
process

Most would not change anything  
in the experience

Women 274 503 14 92 15 1,127

Argentina Brazil Chile Colombia Venezuela TotalMexico

Under 30 237 458 8 86

Category

193

Uruguay

187 8 1000

36 45 6 6 6 7 126

.

Over 50 1 - - - - - 1

Men 686 499 29 95 13 1,512

Under 30 506 403 12 89

157

144 6 1,177

180 96 17 6 13 7 335

.Total 960 1,002 43 187 28

36

16

20

.

-

33

17

16

.69 2,639350

Between 
30 and 50

Between 
30 and 50
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People are our main asset to reach success.  
We take care of them and motivate them with policies, benefit 
programs, services and activities that promote their well-being and a 
healthy office environment. Many of the practices we mention below 
have been jointly created with our collaborators. 

OWNBoarding, the experience to become part of the team

We designed a welcome process so that employees  
own their career development from day one.  
In 2017, as part of the new Employee Experience strategy, we 
redesigned this moment so that the first day at Mercado Libre is 
unique and memorable, when the new hire can live our cultural 
principles.

Working for Mercado Libre
102-8, 401, 401-2
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60 
women

21 
men

48
women  
82% return

21
men 
100% return 

69 employees
returned to work 
after the parental leave

100% of the employees
have access to the flexibility-for-parents policy

81 
employees used  
the parental leave 

Being a parent and mother at Mercado Libre
401-3

We want to accompany mothers and fathers working for Mercado 
Libre during such an important moment as is the arrival of a new child, 
as well as in their upbringing. We developed a flexibility policy that 
grows to match the evolution of these roles, in order to support them 
in this task we deem vital for the development of a society with values.

Mothers and fathers at Mercado Libre can work from home  
(Home Office) and use this flexibility to serve their children's needs in 
their first years of life. 

Benefits

In order to attract the best talent, we focus on offering 
a market-differentiating attractive and innovative value 
proposal. For this reason, our program of benefits evolves 
permanently. 

Our benefit model includes the four pillars described below,  
which are supplemented by the advantages offered in 
each country office, depending on the local needs and 
opportunities.

Additional benefits for 
maternity and paternity
Additional leave of absence 
and holidays to those 
provided by law
Home office on demand

Health and well-being 
programs 
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We believe diversity is the main element for innovation to happen. 

In 2017 we worked on diversity and inclusion diagnosis and a 
three-year plan. We started by analyzing our diversity indicators in 
general and per business unit, according to our parameters of talent 
management: hires, performance assessments, promotions, off-sick 
time, succession plans and atmosphere perception, among others.

Simultaneously, we performed a comparative analysis in which we 
looked into quantitative and qualitative information about technology 
companies worldwide and in the region, to understand the diversity 
and inclusion trends in the industry. With the information from both 
analyses and our mission in mind, we defined a purpose based on  
two pillars: 

●   Building a cross-diverse organization.
●   Expanding access to education in technology, especially for women.

Diversity and equal 
opportunity

Women 2,176 102 62 18 1 2,366

Supervisors Managers Sr 
managers

VP/CEO Total

Under 30 1,725 35 2 1

.

Category

7

Executive

- - 1,763

Between 30
and 50

446 66 60 17 7 1 597

.

Over 50 5 1 - - - - 6

Men 2,809 157 128 77 16 3,216

1,995 35 10 6

.

29

- - 2,046

810 120 118 71 28 14 1,161

4 2 - - 1 2 9

.Total 4,985 259 190 95 16 5,58236

Analysts and 
assistants

Under 30

Between 30
and 50

Over 50

22% of the Directors
is over 50 years of age

11% women
at the highest 
governing body

The action plan focuses on eliminating the unaware biases resulting 
from education and certain beliefs. We aim at adapting the leadership 
styles to the company nature, encouraging diversity from our systems 
and promoting alliances with the community. 

Workforce per gender, category and age
405-1

405
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We want everyone to find in 
Mercado Libre a place that 
invites to unwind their skills 
and express themselves in 
an unbiased environment 
where what makes them 
unique is a value
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For our culture to go from concept to action, we need to manage 
talent performance, understand individual skills and drive skill 
development.

Performance Management

A key tool to assure efficiency and competitiveness of collaborators, 
and to guarantee they can deploy their full potential. 

With this system, each one is an entrepreneur in charge of their own 
performance: they open, design, change and close their goal plan. 
Their performance is reviewed yearly and half-yearly. The starting 
point is knowing how to strategically set and reach individual and 
business objectives. The system allows for identifying how each 
individual and each area contribute to the development of the 
 business strategy. 

Participating in this process gives the employee clear, direct 
understanding of what is expected of them and what they shall do 
to achieve the organizational goals. Thus, the team acquires and 
assimilates the habit of continuous improvement.

Professional development 
and performance Talent management 

404-3

Our talent management strategy has an integrating, disruptive 
approach that jointly deals with career development and performance.
We understand talent management from the standpoint of the 
development of the strengths and interests of each person, instead of 
focusing on their weaknesses. This is why the points for improvement 
become challenges to reach excellence, but we focus on what makes 
more sense to the person.

We manage talent from the standpoint 
of the development of the strengths 
and interests of each person

Thanks to the Talent Review process, we can identify 
high-potential employees that strengthen Mercado Libre's 
human capital, in order to favor and motivate their career 
development in the company. The process comprises 
four key elements: potential assessment and calibration, 
succession plans, customized development and feedback. 
While the performance assessment is meant for all 
employees, the Talent Review process only applies  
to supervisors and up. 
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Training and education
404, 404-1

We believe that the most valuable learning is always self-led, collective 
and unlimited. Therefore, we inspire people to lead the development 
of their own careers, applying the entrepreneurial culture principles. 

The best knowledge is acquired by doing. This is the foundation of our 
70/20/10 philosophy: a learning model in which employees receive 
70% of the knowledge and skills required for the daily work; 20% 
through mentoring and coaching from their bosses and colleagues; 
and the remaining 10% from formal training.

Learning Latam 2017: training per area 

Human Resources
●   MBA and Master's courses sponsorship.
●   2 executive programs at Stanford.
●   Design Thinking for chief officers at Stanford.
●   Languages: 80 hours per year in 3 languages for 1,421 participants. 
●   LeaderME 2016-2017: 3 days + online sessions for 275 participants.
●   LeaderME 2017-2018: 3 days + online sessions for 280 participants.
●   Feedback workshops for leaders: 1 day, 20 workshops for           

500 participants.
●   Learning Agility workshops: 1 day, 17 workshops for 300 

participants.
●   AdnMELI program: 40 hours for 450 participants. 
●   Work environment workshops: 1 day, 23 workshops for 663 

participants.
●   AdnMELIactive: 15 two-hour meetings.
●   Talent acquisition boot camps for leaders: 1 day for 210 participants.

Customer experience 

●   WOW CX training by Zappos: 1 day, 5 workshops for 180 
participants.

●   Disney Institute for CX Managers: 3 days for 13 participants.
●   Training in customer care: 2 to 4 weeks, 6 hours
a day for 1,600 participants.
●   Lean and problem solving CX: 4 workshops for 121 participants.

We encourage people to 
develop their own careers
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Our internal communication is mainly humane and genuine, and is 
created by everyone. Leaders (formal and informal) get involved 
and lead their teams with an open-door policy and constant 
communication. 

This is how we drive and keep a flexible, open culture, and the best 
work environment. 

#EspacioAbierto with the CEO

Our CEO takes the lead in active conversation through a monthly 
conversation by streaming. The 15 or 20 most current topics, 
suggested by the employees in an open-for-all call, are discussed in 
those gatherings. They have a moderator in charge of giving different 
people the time to speak. 

The event is streamed through a YouTube channel, is posted in our 
social and collaboration network Workplace, and stays there for those 
who could not attend. 

Since 2016, executives from different areas have used this practice 
with their own teams every three or six months.

Coffee with the CEO

Our CEO periodically shares informal breakfasts  
with people from different areas to chat more closely about  
the projects they are working on, thus favoring collective intelligence  
and personal contact. 

Since 2017, executives from different areas have used this practice 
with their own teams every three or six months.

Results presentation first hand

We want our team to be the first to know Mercado Libre's results. So, 
each quarter they are invited to a live streaming session with the CFO 
and the Executive Vice President. We thus advocate their right to 
value information and transparency.

Company-worker relations
102-42

At Mercado Libre, 100% of the employees in Brazil and Uruguay is 
covered by collective bargaining agreements. In Argentina, this figure 
falls to 46%. 

Our work relations are described in the book of policies applicable to 
Mercado Libre employees. It covers aspects of professional conduct, 
desired behavior, use of company resources, benefits, gift policies, 
privileged information and other matters governing the work relation, 
from the use of technology to intellectual property. The book is 
accepted by all employees at the beginning of their work relation with 
Mercado Libre.

Always up 
for a chat

We encourage our leaders to chat 
with their teams
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Community

Mercado Libre Fund
EcoFriday
Historias que inspiran
Mercado Libre Solidario 
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3,200
22 invested 
companies

million dollars invested 
in start-ups in the region

11 Argentina

3 Chile

7 Brazil

1 Mexico

562 17  
work positions active companies

in the portfolio

USD 62.7 million  invoiced in 2017

We know that our ecosystem of solutions can become a change 
enabler, with a positive impact on the life of millions of people.
We want to take our entrepreneurial DNA beyond Mercado Libre to 
foster social inclusion and financial and economic growth in Latin 
America. 

Meli Fund is an investment fund aimed to support start-ups that can 
produce innovative technological developments and improve the 
e-commerce ecosystem in Latin America.

We invest in the developments and entrepreneurs that we consider 
valuable for our ecosystem, with potential for regional growth and 
for which it adds value to have Mercado Libre as an investor. Also, 
the companies access a special mentoring program designed with 
Endeavor.

We have invested USD 3 million in 22 companies and we plan to 
extend the investment to up to USD 10 million in the short term. 
In order to support the growth of these developments, we have 
made up nine advisory boards with over 18 collaborators from the 
company.

Entrepreneurial culture
413

Mercado Libre Fund
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We created a responsible consumption campaign that is unique 
in the e-commerce industry worldwide and that creates a 
positive social, environmental and economic impact both on the 
organization and the community. 

#EcoFriday encourages the sale of products that are sustainable 
because they are energy-efficient, they are produced locally, 
they use recycled materials or they can reduce the emission of 
pollutants. 

In 2017 we launched #EcoFriday in 7 countries at the same 
time: Argentina, Brazil, Chile, Colombia, Mexico, Uruguay and 
Venezuela. During that week, a microsite was enabled within 
the platform with over 15,000 sustainable products from more 
than 3,000 entrepreneurs and companies. Among the products 
offered were solar panels and water boilers, recycled furniture, 
bicycles, organic and agri-ecological products, products with 
social impact and energy-efficient technology.

#EcoFriday

15,000 
sustainable products  
offered

+8,000
products sold

150%
more composters 
sold 

44%
more bicycles 
sold  

70%
more organic 
food 
sold

300%
more solar 
panels  
sold

entrepreneurs

+3,000

Millions of users participated 
in this initiative that creates 
awareness, empowers 
entrepreneurs and sellers in the 
platform, and contributes to 
environmental care
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We want more entrepreneurs producing or selling sustainable 
products and capitalizing the electronic commerce as a channel to 
develop their business. That is why we entered a regional alliance with 
Sistema B, an organization that gathers companies and entrepreneurs 
who produce to generate social, environmental and economic impact, 
to train them in the use of our tool. As part of the agreement, we 
taught them about e-commerce and offered a differential cost for the 
transactions of their certified entrepreneurs in Latin America. 

100 entrepreneurs from Sistema B offered their 
products for the first time on Mercado Libre

#EcoFriday reached the UN

Víctor Dosoretz, spokesperson for the Cámara Argentina de 
Comercio y Servicios (CAC, Argentine Chamber of Commerce 
and Services), presented the #EcoFriday case as an example 
of how far the private sector in Argentina has come in 
sustainability matters at the United Nations High-level Political 
Forum on Sustainable Development. Our social, economic 
and environmental impact initiative was listened to by a 
meeting of over 1,200 UN officials.

 

Participation in industry organizations 
Associations we participated in as members and in leadership 
roles in 2017

●  ALAI (Asociación Latinoamericana de Internet, Latin-American Internet 
Association)

 Board members and Cohen Imach (Legal and GR VP)  
is its President.

●  ABRANET (Associação Brasileira de Internet, Brazilian Internet 
Association)

 Members
●  ABRAREC (Associação Brasileira das Relações Empresa-Cliente, Brazilian 

Association of Client-Company Relations)
 Members
●  ABCD (Associação Brasileira de Crédito Digital, Brazilian Association of 

Digital Credit)
 Members
●  ABPI (Associação Brasileira de Propriedade Intelectual, Brazilian 

Association of Intellectual Property)
 Members 
●  ABO2O (Associação Brasileira de Online to Offline, Online-to-Offline 

Brazilian Association)
 Marlei Silva, Mercado Pago Manager, is the Executive Secretary. 
●  CAMARA E NET (Câmara Brasileira de Comércio Eletrônico, Brazilian 

Chamber of e-Commerce)
 François Martins and Ricardo Lagreca are VPs.
●  ICC (International Chamber of Commerce)
 Members of the Argentine chapter
●  INTA (International Trademark Association)
 Members
●  ABRALOG (Associação Brasileira de Logística, Brazilian Association of 

Logistics)
 Members
●  CAC (Cámara Argentina de Comercio, Argentine Chamber of Commerce)
 Jacobo Cohen Imach (Legal VP) is a member of the Executive Board; Matías 

Fernandez (Relations with the Government) is a member of the General 
Council, and both participate in the Commerce Commission, the Digital 
Economy Commission and program CAC Joven.

●  CACE (Cámara Argentina de Comercio Electrónico, Argentine Chamber of 
e-Commerce)

 Hernán Perez Stoisa, Marketplace Director in Argentina, is a member of  
the Executive Board, and Matías Fernández is President of the Regulation  
Commission.

●  CABASE (Cámara Argentina de Internet, Argentine Chamber of Internet)
 Matías Fernández participates in the Legal Commission and is a member of 

the Executive Board.
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Historias que inspiran 
In 2017, we managed to take our Historias que inspiran initiative 
across the region. It was the third edition of the regional contest in 
which we train and reward the entrepreneurs who have developed 
their businesses through an e-commerce platform and whose story 
may inspire others. In order to participate, the e-commerce tools used 
in the development must have an effective, new impact with real 
business value. 

The competition, which we organize with Endeavor, started in 
Argentina and was then extended to Brazil and Mexico, reaching 
Uruguay, Colombia, Chile and Venezuela in 2017.

Historias que inspiran gave out USD 85,000 in awards in 2017 
distributed among a winner for the whole region and one for each 
participating country.

7 countries
Argentina
Brazil
Chile
Colombia
Mexico
Uruguay
Venezuela

15
finalists

USD 85,000
in awards

635
 stories

True stories that 
inspire to be a true 
entrepreneur
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We support initiatives that promote financial inclusion, as it is the 
base for reducing poverty and helping people develop socially and 
economically. 

This vocation led us to an agreement between Mercado Pago 
and Sumatoria, an Argentine crowdfunding platform that connects 
microentrepreneurs with people who want to support them with 
a small refundable amount. We made our Mercado Pago solution 
available for people who want to fund projects easily, quickly and 
safely.

Moreover, we develop our own financing fund, which we invited our 
employees to participate in.

We want to share the potential of our platform with the 
microentrepreneurs working in underprivileged economies. We 
developed a portal for them, where they can watch short, simple 
tutorial videos that teach them the basic aspects to operate and give 
the first steps into our ecosystem.

Contents were designed in cooperation with the Entrepreneur 
Development Department of the City of Buenos Aires and Eidos, a 
foundation that specializes in creating, developing and executing 
innovating educational experiences. To understand better, we met 
with microentrepreneurs from vulnerable areas and listened to their 
perceptions when developing their online business.

Sumatoria
Argentina

Argentina

We drive financial inclusion as a 
development tool 

+100 entrepreneurs received funds 
via Sumatoria

Training for 
microentrepreneurs
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Together with the Ministry of Modernization, Innovation and 
Technology of the City of Buenos Aires, we offer a free training 
program for entrepreneurs in our Arias venue in Argentina. The 
session, which was offered as part of the initiative Academia BA 
Emprende, focuses on the development of entrepreneurial skills and 
agile problem-solving methodologies. The program involved 4 24-
hour training courses for over 90 entrepreneurs.

Academia BA Emprende 
Argentina

Argentina and Uruguay

We want to inspire and promote the interest in technology among 
young people. With this in mind, we joined different training programs 
in programming and digital jobs for this segment. 

+90 
 entrepreneurs training hours

In Argentina, we support the Plan Nacional 111Mil from the federal 
Ministry of Production. This program seeks to train 100,000 
programmers, 10,000 professionals and 1,000 entrepreneurs in the 
next four years. 

Also, through Programa Potenciate Tecnológico we received over 20 
young entrepreneurs who develop their technological projects in a 
hands-on learning experience. A group of our IT team volunteered 
to share with them our methodologies for product development and 
gave personalized feedback on their initiatives. 

With the added value of empowering more women to be part 
of our industry, we support Chicas en Tecnología in their PUMM 
(Programando Un Mundo Mejor, Programming a better world). Our IT 
specialists mentored young programmer ladies by working closely 
with them in developing an app. 

Finally, together with Developers for Good, we organized an event 
which gathered developers and programmers to use their knowledge 
and experience to create projects with positive social impact. On the 
day, our IT volunteers actively participated helping developers to 
transform their ideas into a real solution.

In Uruguay, we support the program Jóvenes a Programar, which  
is in turn part of Plan Ceibal, supported jointly by CUTI, MIF-IBD, 
INEFOP and technology companies. It comprises courses on 
programming for young people who have completed the basic 
education cycle. Over 700 students received their certificate in 2017.

+90 
Educating young people 
in IT
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+70
young people rendering services for 
different Mercado Libre projects

Arbusta
As a step further into our strategy of training young people in 
technology and increasing their employability, we are working with 
Arbusta, a social enterprise focused on rendering technological 
services creating work opportunities for vulnerable young people.

In 2017 we managed to bring onboard over 70 young people from 
Arbusta for one of the main technology projects at Mercado Libre. 
In addition, we added resources to support the business side of the 
#EcoFriday project and program Mercado Libre Solidario.
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We develop training programs for organizations together with Wingu, 
a non-profit organization with the mission of boosting the work of 
other NGOs in Latin America by including technologies and innovating 
methodologies. In 2017, we organized four webinars on fundraising 
and loyalty building for NGOs, with more than 600 participants. With 
the same goal in mind, we gave in-person workshops in Argentina, 
Brazil, Chile and Uruguay, with over 130 NGOs participating.

We also helped Wingu by sponsoring their Social Technology and 
Innovation Festival (FITS) in Argentina, Colombia and Mexico, an 
open, free-of-charge gathering where participants offer training in 
technology and innovating methodologies to strengthen the civil 
society organizations. Over 1,700 people participated in 2017.

We are still working to strengthen NGOs by adding our solutions for 
their fund raising strategy. 

The organizations that join Mercado Libre Solidario can integrate their 
virtual store in their web pages and can use Mercado Libre, Mercado 
Shops, Mercado Envíos and Mercado Pago  with a subsidy in the 
comission. They can as well create buttons for one-off or monthly 
donations for easy fundraising and have continuous support to use the 
tools.

Mercado Libre Solidario 

+USD 3.7 million 
raised
(84% more than in 2016)

1,200 
Latin American NGOs trained

+740 
organizations 
joined
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Special and emergency  
campaigns
In 2017,  we help with the diffusion of 18 special date-related 
campaigns (Christmas, Children's Day, Back to school, etc.) in support 
of seriously ill children or national emergencies. 

We launched a protocol and difusion plan for cases of national 
emergencies across the region in order to optimize the link between 
the community and the organizations helping in the area, by making 
our tools available for fundraising. 

+ USD 170,000 
raised in  
special campaigns

USD 78,900
raised in  
emergency campaigns

Donar Online is a tool designed by our partner Wingu, so that the civil 
society organizations can improve donation management with credit 
and debit cards. The app presents the process at its simplest, from the 
intention to donate to the donation reaching the organization. 

We sponsor the tool by integrating it with Mercado Pago as the 
transaction platform; we dedicated time of our team to improve the 
donating process.
By integrating Donar Online with Mercado Libre Solidario, we added 
new benefits for organizations:

●   Contact form.
●   Capability to store data 

for loyalty building campaigns.
●   Possibility to see metrics to improve decision making.
●   Access to all credit cards available in Mercado Pago.

Donar Online
Argentina, Mexico and Colombia

We donated a day worth  
of our platform revenue to the Red 
Cross after the earthquake in Mexico 
in September 2017. A total of USD 3 
million was raised to help the victims.
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Environment

Our commitment
Carbon footprint 
Sustainable architecture
4Rs
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Taking care of the environment is at the core of our commitment to 
having a long-term sustainable business that only generates positive 
impacts across its value chain.  
Our environmental management actions are based on three pillars: 

●  Carbon footprint.
●  Sustainable architecture.
●  The 4Rs.

In 2017 we hit a milestone in our environmental impact management 
as we managed to measure our carbon footprint across the region. 
Thanks to the effort made by our team, we reached out to all the 
countries where we operate and could  assess the different impacts 
generated across our value chain.

Our commitment 
to the environment

We extended the scope of our 
carbon footprint measurement 
to all the region. 

We followed the Greenhouse Protocol guidelines to measure our 
emission levels. This standard is used by 92% of the Fortune 500 
companies reporting to the Carbon Disclosure Project, the largest 
global carbon footprint measurement project. 
The results were shared internally with the aim of bringing visibility 
onto our environmental impacts across the company, and of making 
them include this information into their business strategy decision-
making process. 

When measuring, we consider the three types of scopes of the 
Greenhouse Gas (GHG) emissions: 

Scope 1

Emissions derived from the direct use of fuels or GHG. 
When measuring, we include all gases in the GHG protocol, 
measured in their CO2 equivalent. 1

●  Company cars 
●  Consumption of backup generators
●  Refrigerant recharge

Carbon footprint
305

 1   The source for the emission factors and global warming potential (GWP) rates 
used for the refrigerant factors are taken from the IPCC 2006 Guidelines for National 
Greenhouse Gas Inventories. Volume 3: Industrial Processes and Product  Use. Table 
7.8. Emission factor R-410: 1,725 kg CO2e/kg recharged. 
For own vehicles: 0.237 kg CO2e/km travelled. Source: GHG Protocol. 
●  Consumption of backup generators Factor 2.141 (kg CO2e/liter of diesel used). 
Source: GHG Protocol.

305-1
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Scope 2

Indirect emissions generated outside the company, but 
included in our impact. When measuring, we include 
the electrical power consumption of each country from 
national electricity grids and purchase agreements with the 
electricity providers.

Energy intensity and consumption
302-2, 302-3

Energy generation has a different share of clean energies in 
each country. This means that the same levels of electrical power 
consumption generate different emission levels depending on the 
efficiency of the energy grid of each country. Just for information 
purposes, this is our share of clean energies in the electrical power 
grids of each of the countries where we operate as per official 
sources: 

Composition of the national grids in our operations

2  For rented buildings, general consumptions were prorated. 
The installed power of the 5 servers was consolidated, and 8,760 hours/year of 
uptime (24 hour year round) were applied.
Electricity, cooling and heating consumption was included.

Argentina 4,811,889 KWh

Brazil 3,224,351 KWh

Chile 210,764 KWh

Colombia 239,838 KWh

Mexico 189,594 KWh

Uruguay 815,317 KWh

Venezuela 244,395 KWh

Total buildings 9,736,148 KWh

Servers 6,723,388 KWh

Energy intensity

Country Consumption (KWh)

193.97 KWh/m2 a year.2

33.9% 18.4% 7.2% 32%

90.1% 67.2%

Argentina Mexico Brazil Chile

Uruguay Colombia

62%

Venezuela

305-2



62 | 2017 Sustainability Report

Scope 3

Indirect emissions generated by employee commuting, 
product distribution and third-party services. They are 
not generated directly in our company, but they are 
produced by our activities. Given the nature of our 
business, these are the most relevant ones.

Sources of Scope 3 emissions

Consolidation and evolution

 

We started measuring the base line in 2016 and moved onto the 
comparative analysis in 2017. Emissions are consolidated within the limits 
of Mercado Libre's operational control, extending it to its value chain for 
Scope 3 estimations. 
In our first report period (2016) we considered some of the emission 
factors disclosed in the report. The following table shows the evolution if 
we recalculated them with the new elements we added for 2017.

Global Estimate
202.214 tCO2e

Scope 2 Scope 1 Scope 3
4.533 tCO2e 392  tCO2e 197.289 tCO2e

2% 0% 98%

Scope 1 65 tCO 2 e

Emissions Reported in 2016

65 tCO 2 e

Adjusted from 2016

392 tCO 2 e

Scope 2 65 tCO 2 e 65 tCO 2 e 392 tCO 2 e

Scope 3 32,822 tCO 2 e 75,176 tCO 2 e 197,289 tCO 2 e

Total 35,328 tCO 2 e 78,056 tCO 2 e 202,214 tCO 2 e

2017

Mercado 
Envíos

trips

Electrical  
power consumption

Corporate 
trips

Collaborators’ 
mobility

Cloud 
servers

Cross-border 
trades

shipped 
packages

90.60%
118 

million

1,390,00

flights
10,800

2.1%

AWS
not in-
cluded

1.6%

buildings
20
2.2%

1.7%

shipped 
packages

87,000
1.6%

305-3 305-1, 305-2, 305-3
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We design our work spaces with sustainable criteria that help us 
reduce the environmental impact of our daily work.

Melicidade, our offices in Brazil, are our flagship in sustainable 
architecture. Lighting is fully automated, with LED bulbs, which 
reduces energy consumption by 75%. Also, in 2017 we put up 1,800 
solar panels, which generated 47 MWh on average per month. This 
shows that we will be able to derive between 15 and 20% of the 
energy we use from sun light. In addition, it has four tanks for rain 
water meant for irrigation and sanitary use.

We chose to open offices in LEED-certified buildings, which assesses 
material selection, the inclusion of energy efficiency aspects, the use 
of alternative energies, the improvement of internal environmental 
quality, the efficiency in water consumption and the sustainable 
development of free spaces.

In all our operation centers, we focus on how to use energy 
responsibly, implementing technologies to make 
consumption more efficient, such as movement sensors  
and LED lights.

Sustainable architecture
302, 302-4, SASB Energy & Water Footprint  
of Hardware Infrastructure

The solar panels  
at Melicidade help us 
supply between 
15 and 20% of the
energy consumed. 
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By raising awareness and creating commitment among our 
collaborators, we make a real impact on the reduction of the waste 
generated by our operations. Since 2015, we have had a successful 
recycling program in place that trains teams in the correct separation 
of waste at origin. 

In 2016 we focused on extending the program to all our offices; and 
in 2017 we managed to do it in six corporate buildings in Argentina, 
Chile, Uruguay and Mexico. 

Thus, thanks to the commitment of these teams, we recovered 
over 130 tons of materials, such as plastic, paper, cardboard paper, 
aluminum and organic matter. This amazing number represents a year-
to-year increase by 580%.

The program includes bi-monthly awareness building actions that 
support collaborators in their learning journey. It comprises agile 
training sessions of not more than 10 minutes for groups of 15 to 25 
people, in which the topic is discussed. With these dynamic actions, 
we not only make a positive impact on the material separation habits, 
but we also open a conversation about the environmental issue in 
general, listening to the concerns and interests of our team. 

103-2

Rethink, Reduce, 
Reuse and Recycle
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Waste recovery rate

Origin of the generated waste (in kg)

*In Brazil, a dry/wet sorting system is used for clean recyclable items.
** Organic waste in Brazil and Uruguay is fully destined to compost.

Argentina 21%

2016

29%

2017

Brazil N/A 36%

Chile N/A 22%

Colombia N/A 4%

Mexico N/A 15%

Uruguay 12% 51%

Aluminum 420

4.521

565

4.765

48.033

1.742

60.046

41.591

41.591

41.591

41.591

190.211

67.631**

299.433

49

70

193

276

2.526

N/A

3.114

8

53

50

877

2.789

453

4.23

90

115.46

95

259

1.683

1.269

3.396

64

926

244

1.667

8.275

4.701**

15.878

Argentina Brazil* Chile Colombia Mexico Uruguay

Cardboard paper

Paper

Plastic

General

Organic /
compostable

Total

Cooperatives
14.7%  56,783 kg

Landfill
66.56%  256,981 kg

Compost
18.73%  72,332 kg

Use of the 
recovered 
waste

more than in 2016
580%

130
100% recovery
of organic waste in our 
offices in Uruguay

tons
of recovered 
recyclable items
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From waste to resource

Mercado Libre Brazil is currently composting 250 kg of 
organic waste daily from the waste generated in the offices 
and restaurant of Melicidade. The resulting matter is donated 
to 11 public vegetable gardens in Osasco, Sao Paulo, and is 
used to regenerate the land for urban farming.

Additionally, we will open a new composter with the capacity 
to recover all the organic waste generated in Melicidade, thus 
resulting in an additional amount of over 800 kg of compost 
per week. This will triple the productivity of Osasco vegetable 
gardens, where more than 35 families get their livelihood from 
the sale of the vegetables they grow.

Growing vegetables 
in these lands 
creates revenue for  
over 35 families 

We donated 340 Oracle Sunray 
terminals to schools that participate 
in the Programa Antel Integra 

In 2017 we implemented a regional electric and electronic waste 
recovery program that opens up an adequate disposal channel for 
unused computer equipment. Our program prioritizes the opportunity 
to donate to entities that may refurbish and reuse them. And the 
equipment that is not in good condition to be repaired and donated is 
considered for spare part recovery or controlled disposal.

Best packaging practices 

SASB Logistics & Packaging Efficiency

We prepared a tutorial video with the best packaging practices to 
promote the efficient, economic use of the packaging of the items we 
sell and ship from our platform. The tips have to do with the selection 
of the appropriate packaging size to optimize transportation and 
reduce the environmental impact caused by the shipment.

Electric and electronic waste  
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GRI content index

GRI code

General Disclosures

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

102-1

102-2

102-3

102-4

102-5

102-6

102-7

102-8

102-9

102-10

102-11

102-12

102-13

102-14

102-16

102-18

Name of the organization

Activities, brands, products, and services

Location of headquarters

Location of operations

Ownership and legal form

Markets served

Scale of the organization

Information on employees and other workers

Supply chain

Significant changes to the organization 

Precautionary Principle or approach

External initiatives

Membership of associations

Statement from senior decision-maker 

Values, principles, standards, and norms of behavior

Governance structure

6

11-14

6

6, 11

6

6

15-16

38, 41-42

20

6

Not applicable

21, 55

52

3-4, 20

25-26

23-24

Number Contents Page number
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GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

GRI 102

102-40

102-41

102-42

102-43

102-44

102-45

102-46

102-47

102-48

102-49

102-50

102-51

102-52

102-53

102-54

102-55

102-56

List of stakeholder groups

Collective bargaining agreements

Identifying and selecting stakeholders

Approach to stakeholder engagement

Key topics and concerns raised

Entities included in the consolidated financial statements

Defining report content and topic Boundaries

List of material topics

Restatements of information

Changes in reporting

Reporting period

Date of most recent report

Reporting cycle

Contact point for questions regarding the report 

Claims of reporting in accordance with the GRI Standards

GRI content index

External assurance

7

48

7

7

7

6

8-9

8-9

62

6

6

6

6

25-26

67-73

This report has not been 
externally assured.

Number Contents Page numberGRI code

General Disclosures
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GRI code

Material aspect: Economic performance

Material aspect: Indirect economic impacts

GRI 103

GRI 103

GRI 103

GRI 201

GRI 201

GRI 103

GRI 103

GRI 103

GRI 203

GRI 103

GRI 103

GRI 103

GRI 205

GRI 205

103-1

103-2

103-3

201-1

201-4

103-1

103-2

103-3

203-2

102-53

103-2

103-3

205-2

205-3

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Direct economic value generated and distributed

Financial assistance received from government

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Significant indirect economic impacts

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Communication and training about anti-corruption policies and procedures

Confirmed incidents of corruption and actions taken

8-9, 16

16

16

16

16

8-9, 17

17

17

17

8-9, 25-26

25-26

25-26

25-26

25

Number Contents Page number

Material aspect: Anti-corruption



70 | 2017 Sustainability Report

GRI code

Material aspect: Anti-competitive behavior

Explanation of the material topic and its Boundary

The management approach and its components

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

8-9, 27

27

27

Number Contents Page number

Material aspect: Energy

Material aspect: Emissions

GRI 103

GRI 103

GRI 206

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 302

GRI 305

GRI 302

GRI 305

GRI 302

GRI 305

103-1

103-2

206-1

103-1

103-1

103-2

103-2

103-3

103-3

302-2

305-1

302-3

305-2

302-4

305-3

Explanation of the material topic and its Boundary

Explanation of the material topic and its Boundary

The management approach and its components

The management approach and its components

Evaluation of the management approach

Evaluation of the management approach

Energy consumption outside of the organization

Direct (Scope 1) GHG emissions

Energy intensity

Energy indirect (Scope 2) GHG emissions

Reduction of energy consumption

Other indirect (Scope 3) GHG emissions

 8-9, 60, 63

8-9, 60

63

60

63

60

61

60, 62

61

61, 62

63

62
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GRI code

Material aspect: Effluents and waste

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Waste by type and disposal method

8-9, 64

64-66

64-66

65

Number Contents Page number

Material aspect: Employment

Material aspect: Training and education

GRI 103

GRI 103

GRI 103

GRI 306

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 401

GRI 404

GRI 401

GRI 404

GRI 401

103-1

103-2

103-3

306-2

103-1

103-1

103-2

103-2

103-3

103-3

401-1

404-1

401-2

404-3

401-3

Explanation of the material topic and its Boundary

Explanation of the material topic and its Boundary

The management approach and its components

The management approach and its components

Evaluation of the management approach

Evaluation of the management approach

New employee hires and employee turnover

Average hours of training per year per employee

Benefits provided to full-time employees that are not provided  to 
temporary or part-time employees

Percentage of employees receiving regular performance  and career 
development reviews

Parental leave

8-9, 39

8-9, 46

39-42

46-48

38-41

46-48

41 (partial)

47

42-43

46

43
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GRI code

Material aspect: Diversity and equal opportunity

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Diversity of governance bodies and employees

8-9, 44

44

44

44

Number Contents Page number

Material aspect: Human rights assessment 

Material aspect: Local communities

GRI 103

GRI 103

GRI 103

GRI 405

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 412

GRI 413

103-1

103-2

103-3

405-1

103-1

103-1

103-2

103-2

103-3

103-3

412-3

413-1

Explanation of the material topic and its Boundary

Explanation of the material topic and its Boundary

The management approach and its components

The management approach and its components

Evaluation of the management approach

Evaluation of the management approach

Significant investment agreements and contracts that include human rights 
clauses or that underwent human rights screening

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

8-9, 34

8-9, 50

34

50-58

34

50-58

34

50-58
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GRI code

Material aspect: Customer health and safety

Explanation of the material topic and its Boundary

The management approach and its components

Evaluation of the management approach

Assessment of the health and safety impacts of product and  service 
categories

8-9, 34

34

34

34

Number Contents Page number

Material aspect: Customer privacy

Material aspect: Socio-economic compliance

GRI 103

GRI 103

GRI 103

GRI 416

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 103

GRI 418

GRI 419

103-1

103-2

103-3

416-1

103-1

103-1

103-2

103-2

103-3

103-3

418-1

419-1

Explanation of the material topic and its Boundary

Explanation of the material topic and its Boundary

The management approach and its components

The management approach and its components

Evaluation of the management approach

Evaluation of the management approach

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

Noncompliance with laws and regulations in the social  and economic area

8-9, 31-32

8-9, 27

31-32

27

31-32

27

31-32

27
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