
Digital transformation

Grupo Nutresa boosts the market 
entry processes through digital 

channels / e-commerce.

Incorporating capabilities based on digital services, taking as a starting 
point the cultural transformation, the development and adoption of new 
technologies, the identification of new business models, the development of 
the value chain, and the evolution of both data and analytics.
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Developing and incorporating into 
the Organization new capabilities 
based on digital services.

Exploring and adopting 
new technologies.

Boosting the market entry 
processes through digital 
channels/e-commerce.

• 168 leaders received training related to adaptability and innovation, 
thus strengthening the development of learning experiences 
regarding technologies and work models of the industry 4.0. 

• Execution of the Third Fair of New Technologies and Digital 
Experience, which included more than 90 training activities, 8.000 
hours of training and more than 2.800 participants.

• Development of capabilities related to analytics focused on people, 
processes and technologies. 

Management approach  
[GRI 3-3]

Progress achieved in 2021  
[GRI 3-3]

• Implementation of the centralized information repository (data lake).
• Creation of a platform intended to digitize the interaction with 

suppliers. 
• Automation of administrative tasks via robotic process automation 

(RPA). 
• Development of exoskeletons in the Cold Cuts Business, drones for 

inventory management in the Pastas Business, and 3D printing of 
spare parts in Novaventa. 

• 60 cases of use related to the internet of things, artificial intelligence 
with machine learning, chatbots, cases of robotic process automation, 
drone technology, blockchain, food 3D printing, virtual reality and 
augmented reality.

• Experience design and support for more than 20 e-commerce 
platforms in the strategic region, contributing to the fulfillment  
of the 20%-digital-sales goal.

• Design of the model of home deliveries to consumers for the  
digital platforms.

• Consolidation of the digital client service in Colombia and  
United States. 

• Application of digital solutions for the traditional channel, thus 
improving the relationship with clients and their development process.

• Implementation of artificial intelligence models that ensure the 
presence of Grupo Nutresa’s portfolio at the points of sale.

• Strengthening of the social selling model for sales through individual 
entrepreneurs.

Guaranteeing the data 
privacy and security for all 
consumers, shoppers, clients 
and customers.

• Progress was made in the identification and management 
of the data security risks based on the Information Security 
Policy through training and awareness-raising activities for 
employees. [FB-FR-230a.2] [CG-EC-230a.1]

• Implementation of means for monitoring and controlling 
the substantiated complaints concerning breaches of client 
privacy and losses of client data. No cases in this regard 
were reported in 2021. [GRI 418-1]
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Risks and opportunities  [GRI 3-3] 

The emergence of new digital service agents and 
competitors in the value chain represents a signifi-
cant challenge for Grupo Nutresa. However, the Or-
ganization has successfully managed this challenge 
by developing the human talent, fostering the evo-
lution of the work models, and enabling an increas-
ingly flexible stance in the processes that respond to 
the changing needs of both consumers and clients. 
This challenge is also an opportunity to keep en-
hancing the skills of the commercial teams, boosting 
the knowledge on client management, ensuring the 
participation of the brands, the sales and the experi-
ence, and improving the interaction with consumers 
and securing their loyalty through direct channels.   

Another challenge for the Organization is to 
identify business possibilities based on digital ser-
vices, which would entail the identification of the 
opportunities of the market. To achieve this, Grupo 
Nutresa enabled a network of experts who develop 
models that recognize market impact variables and 
generate actions on micro-segments.

Finally, the risks associated with loss in storage, 
frauds and cyberattacks are inherent in the digital 
services, therefore, conserving the confidentiali-
ty and the ethical management of information are 
priority actions with regard to the responsibility to-
wards the stakeholders and the engagement with 
them. Therefore, the Company has already imple-
mented methodologies and technologies that are 
part of its risk management system.

Outlook

One of Grupo Nutresa’s commitments for 2030 is to 
generate 20% of its revenue through digital sales. 
To fulfill this commitment, it is necessary to develop 
new digital channels for each client segment, consol-
idate the media for the institutional channel and with 
the direct-sale entrepreneurs, and continue enhanc-
ing the sales force’s skills and capabilities with the 
purpose of improving the experience for consumers 
and clients at the points of sale. 

In addition, the Organization will continue guar-
anteeing the presence, experience and profitabil-
ity of the sales in digital channels, laying particular 
emphasis on the restaurants in order to ensure the 
brands’ values.

 Finally, the implementation of new technologies 
in the supply chain will improve the control and ef-
fectiveness of the processes currently in place. Fur-
thermore, the Company will keep strengthening the 
long-term relationships with suppliers by means of 
digital platforms that ensure a broader interaction 
and access to the information, in addition to better 
collaborative and traceability-related practices.

Exploration of new technologies at
Servicios Nutresa in Colombia.
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Digital transformation acknowledgment in the 2021 ‘Por-
tafolio’ Awards

Colombian magazine ‘Portafolio’ awarded Grupo Nutresa this 
acknowledgment in the digital transformation category for 
exceeding the expectations and averages of its own sectors 
and settings in this field. This accolade underscored the Retail 
Food Business as a case of success for its digital brand Vi 
Bowls and the development of the delivery model.

Practices that stood out and acknowledgments

Control center at 
Opperar in Colombia.
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Material topic details

Grupo Nutresa seeks to develop and incorporate 
new capabilities based on digital services, taking 
as a starting point the cultural transformation, the 
exploration and the development of technologies 
from the industry 4.0, data and analytics, evolution 
of the support processes, development of the value 
chain, distribution centered on clients and shop-
pers, brands that are easily accessible to consumers, 
shoppers and customers, and new business models.

Throughout 2021, the Organization made signifi-
cant progress in the following fields:

Cultural transformation
The Company implemented a strategy focused on 
learning about technologies and work models of 
the industry 4.0 to ensure the development of ca-
pabilities. In this sense, 168 leaders received train-
ing related to adaptability and innovation with the 
purpose of incorporating new ways of working. Ad-
ditionally, as part of the development of digital ca-
pabilities, the Organization created 46 learning pro-
grams and build a learning hub for providing training 
related to 4.0 technologies such as RPA, chatbots, 
3D printing, internet of things, artificial intelligence 
and blockchain in Colombia, Chile, Mexico, Venezue-
la, the Dominican Republic, Panama, Peru and Cen-
tral America.  

On another note, Grupo Nutresa organized the 
Third Fair of New Technologies and Digital Experi-
ence, which included more than 90 activities for em-
ployees, who received approximately 8.000 hours of 
training related to digital culture and experience, an-
alytics, agile culture and cases of use of new technol-
ogies, thus providing inspiration to more than 2.800 
participants.

Moreover, the Company helped to develop the 
commercial teams’ capabilities in order to incorpo-
rate digital concepts in the new platforms for clients, 
shoppers and consumers, and continued attracting 
expert talent in subjects like digital entrepreneur-
ship, digital service design, new technologies, digital 
development, data science, user experience (UX), in-
terface design (UI), marketing and digital trade.

Exploration and adoption of new 
technologies
Grupo Nutresa laid emphasis on the strengthening 
of the model for exploring and internalizing new 
technologies with the evaluation of cases of use and 
the search for opportunities to increase both com-

petitiveness and productivity. Thus, the Organiza-
tion developed across all geographies more than 60 
cases of use related to the internet of things, artifi-
cial intelligence with machine learning, chatbots, cas-
es of robotic process automation, drone technology, 
blockchain, food 3D printing, virtual reality and aug-
mented reality. In addition, the Company monitored 
technologies such as digital twins, drone delivery, 
wearables, holography, 5G, quantum computing and 
4D printing. 

All the processes focused on the exploration and 
adoption of new technologies are executed with the 
support of the regional science, technology and in-
novation ecosystem, which is formed by research 
centers, laboratories, universities, business incuba-
tors and entrepreneurs. 

New business models
Grupo Nutresa works on identifying assets that have 
the potential to transform processes and create 
monetization opportunities. These assets include 
the necessary digital services for the generation of 
communities between consumers and shoppers, as 
well as their activation at the points of sale, informa-
tion about consumers’ buying habits and social sell-
ing models.

Consequently, the Organization continued en-
hancing the engagement with clients (B2B), exhibit-
ing a 1,3X growth in digital sales with regard to 2020 
(1,4X = 36.6%).

For the institutional channel, the Company de-
veloped virtual stores for low-assistance-frequency 
clients where the presence of sellers is not required. 
For the rest of the clients from this channel, models 
with personalized seller assistance were also estab-
lished. In the context of direct sales, Grupo Nutresa 
created a digital platform for issuing orders and pro-
viding access to services for the individual entrepre-
neurs and their community. 

Along the same line, in shops and minimarkets, 
the Company implemented Pideky, a mobile app for 
shopkeepers that promotes self-management and 
improves the relationship between the client and the 
brands. This mobile app allows shopkeepers to get 
additional services that contribute to the growth of 
their businesses, while the sales force focuses on the 
management of the point of sale.

In addition, the Organization also consolidat-
ed the service provided to specialized digital cli-
ents in Colombia and United States, which has en-
abled the expansion of the brands’ presence. Thus, 
Grupo Nutresa combined the traditional business 
management capabilities with tactical skills for 
managing virtual points of sale with digital and lo-
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gistics models for last-mile deliveries and the cre-
ation of contents for consumers. Moreover, the 
Company implemented point-of-sale measurement 
by means of artificial intelligence for the Crem He-
lado brand in Colombia and Pozuelo in Costa Rica, 
in addition to designing pilot tests for Cordialsa in  
Ecuador and Panama. 
Furthermore, the Organization strengthened its re-
lationship with consumers (B2C) through proprietary 
and third-party channels, and achieved a 63,5% 
growth value regarding Grupo Nutresa’s total sales, 
with a 1,6x growth in relation to 2020. The Compa-
ny has also implemented more than 20 consumer 
e-commerce platforms in the strategic region with 
the purpose of generating more sales and offering 
better experiences and contents to consumers. 

 The Retail Food Business created digital sales 
channels that represented 20,5% of the restaurants’ 
total sales, with a 23,2% growth when compared to 
2020. In Colombia, Grupo Nutresa’s first 100% digi-
tal restaurant brand was created: Vibowls.

Development of the value chain
The Organization incorporated new technologies in 
its Business Units, which allowed their expansion to 
the rest of the Company. Thus, exoskeletons were 
used in the Cold Cuts Business, as well as drones for 
inventory management in the Pastas Business and 3D 
printing for manufacturing spare parts in Novaventa. 
In the field of secondary logistics, dynamic routing 
tools were implemented to optimize the fleet, and the 
Integrated Distribution Control Center was consoli-
dated, focusing on the monitoring of routes, deliver-
ies and descriptive analytics. Additionally, a supplier 
procurement model was developed to improve the 
profitability in the procurement of commodities, their 
traceability and sustainability. The model has a scope 
of more than 12.000 strategic partners.

Data and analytics
Grupo Nutresa strives to work on the development 
of analytics-based capabilities centered on data en-
gineering and science among the employees with 
the aim of supporting the decision-making process. 
The Organization built a network of more than 200 
experts with the objective of creating models that 
identify variables of impact on the market. Addition-
ally, the Company is developing augmented analytics 
skills among 80 employees.

Moreover, Grupo Nutresa enabled the informa-
tion repository (data lake), which is the basis for the 
implementation of tools such as data labs, machine 
learning and better development practices (MLOps). 

The Organization also established means for mon-
itoring and controlling the substantiated complaints 
concerning breaches of client privacy and client data 
leaks [GRI 418-1] (no related cases were reported in 
2021). In 2022, processes will be designed to manage 
the user information that is used with secondary pur-
poses. [CG-EC-220a.1]
On another note, Grupo Nutresa has consolidated the 
description of the policies and practices related to ad-
vertising based on users’ behavior and privacy [CG-EC-
220a.2]. These policies and practices are implemented 
on two fronts: firstly, each digital service publishes 
the corresponding policies of use, which are subjected 
to the user’s approval; and secondly, the suppliers of 
digital services make use of thorough data use policies 
with the respective consent of all audiences.

The Company has also established the descrip-
tion of the approach for identifying and address-
ing the risks associated with data security [CG-EC-
230a.1]. These actions are carried out by performing 
the prioritization of the vulnerabilities. In addition, 
the Organization created the Information Security 
Policy and supplemented it with training and aware-
ness-raising activities for the employees.

Employee from the Chocolates 
Business, Colombia.
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