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Every year, reinforcing its commitment to the 100% Transparency Movement of the 

United Nations (UN), Eletrobras publishes its report on the Complaints and 

Ombudsman Channels. This document contains the main figures for these valuable 

instruments of our Compliance Program. 

The report is part of the context of Reporting, Investigations and Consequences 

Management, one of the ten fronts of the Eletrobras Compliance Program. The 

Complaints and Ombudsman's Office Channels are open to all our audiences, with 

guaranteed anonymity and operation 24 hours a day, seven days a week, ensuring that 

our stakeholders can point out to the company, via independent channels, failures and 

infractions in our processes.

ABOUT THIS REPORT
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The new Compliance Program model is proposed under 

ten fronts, associated with Eletrobras' commitments to 

prevention, detection and evolution. 

Program Structure | New model
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Eletrobras Compliance 

Program

1. Leadership engagement

2. Program Governance

3. Normative guidelines

4. Risk Management

5. Integrity Culture

6. Third Party Compliance

7. Reporting, Investigations and Consequences Management

8. Remediation of Fragilities

9. Intelligence of Indicators and Tools

10. Continuous Monitoring, Review and Update
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REPORTING, INVESTIGATIONS AND CONSEQUENCES MANAGEMENT - Goals of the year

Increase the number of complaints per thousand 
employees at Eletrobras by 10%. 

The comparative index with the electricity sector 
is prepared by analyzing the Annual Reports 
(Sustainability) of companies in the Electricity 
Sector that publish the number of employees and 
complaints. The increase in reports in 2024 was 
28% taking into account the previous year and 
86% taking into account 2022.

Close 95% of protocols in up to 120 days.

2024 Consolidated: 99%
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Eletrobras Complaints per 1,000 employees 
vs. average of the industry in 2023

Média Eletrobras Média Setor Elétrico 2023
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SUMMARIZED FLOW - HANDLING OF COMPLAINTS | WHISTLEBLOWING 
CHANNEL

Assertive
Complaint is received by a 
specialized external 
company (Whistleblowing 
Channel and 0800)

Investigation and Internal Audit (flow of 
conflicts – when professionals involved in 
investigating complaints are reported) 
carry out investigations and produce 
reports indicating whether or not 
complaints are true.

Investigation 
reports may result 
in the issuance of 
recommendations 
and/or application 
of penalties.

Business areas receive 
proposals for process 
improvements, when applicable. 
The complainer receives a 
response to the conclusion in 
the Report Channel

There is an initial 
analysis to assess 
whether the complaint 
is within the scope of 
the Whistleblowing 
Channel and whether 
there is sufficient 
information to 
proceed with the 
investigation.
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WHISTLEBLOWING CHANNEL STATISTICS

Whistleblowing

Channel

0800 721 9885

7 days/week | 24 hours/day.

eletrobras.com/canaldedenuncias

Valid complaints received  408

Concluded valid complaints* 331

*Considering only Complaints received on 2024.

Source: Eletrobras Whistleblowing Channel

With the profound change in the structure of the complaints handling process, 

which became fully centralized in the holding company, which occurred in 2023, 

an increase in cases concluded in the same year of receipt was expected, which 

in fact occurred, with an increase of 6 percentage points between 2023 and 2024.

29%
79% 75% 81%

2021 2022 2023 2024

complaints completed in the same year they were 
received

294
347

408

2022 2023 2024

valid complaints receivedThe 39% increase between 

2022 and 2024 is the result 

of the restructuring of the 

process, making the 

investigation more agile 

and faster, and also a 

consequence of the 

permanent dissemination 

of the Whistleblowing 

Channel.
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Conflito de interesses

Corrupção

Fraude

Infrações a contratos ou negociações comerciais

Infrações à integridade física ou dignidade sexual

Infrações a Leis ou Normativos

Infrações a Leis trabalhistas ou ambientais

Infrações à moral, dignidade e honra pessoal

Infrações à Segurança da Informação

Infrações Patrimoniais

Saúde e Segurança

complaints received by type and conclusion

Dados Insuficientes

Não conclusivo

Não procede

Em andamento

Procede

Procede parcialmente

WHISTLEBLOWING CHANNEL STATISTICS

Among the reports of Moral Violations is moral 

harassment, the main typology in this category 

of complaint. There are no confirmed cases of 

Corruption or Money Laundering among the 

successful and partially successful complaints.

None of the complaints received implicated the 

company's Senior Management (CEO, Vice-

Presidents and Board Members).
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Health and Safety

Property Violations

Violations to Information Security

Violations of morality, dignity and personal honor

Violations to Labor or Environmental Laws

Violations of Laws or Regulations

Violations of physical integrity or sexual dignity

Violations of contracts or commercial negotiations

Fraud

Corruption

Conflict of interests

Insufficient Data

Inconclusive

Not valid

In progress

Valid

Partially valid
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WHISTLEBLOWING CHANNEL STATISTICS

Our validity index is 26%.  Already 16% of them 

were finalized due to insufficient data. This 

means that there was so little information that 

we were unable to begin an investigation.  The 

more details the complaints provides, such as 

photos, audio, names of witnesses and 

documents, the more likely it is that the report will 

be upheld.

In 2023, Santo Antônio Energia had its own channel, although Eletrobras also received complaints

from them. In 2024, the Santo Antônio channel was unified with that of Eletrobras. Baguari HPP 

also became part of the channel last year. Furnas’ numbers were included in Eletrobras’ following 

the incorporation of the company.

34% 36%

29%
26%

2021 2022 2023 2024

validity index
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Cepel CGT Eletrosul Chesf Eletronorte Eletrobras Santo Antônio
Energia

UHE Baguari UHE Teles Pires

Received by company 2023X2024

2023 2024
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WHISTLEBLOWING CHANNEL STATISTICS

The number of reports 

received by telephone 

reinforces the importance 

of making this method 

available to complainers.

62346

received by channel

Nº 0800 Hotsite

4

10

3

17

127

4

5

61

11

166

Acionistas/Investidores/Analistas de Mercado

Cliente

Colaborador

Comunidade

Força de trabalho / Familiares

Governos / Parlamentares / Órgãos reguladores

Imprensa / Formadores de opinião

Não identificado

Sociedade

Terceirizados/Prestadores de Serviço

type of complaining audience

Of the reports where complainer identify the 

public to which they belong, 72% are made by 

professionals and third parties.

326 82

type of contact

Anônimo Identificado
The number of complainers who identify 

themselves shows the reliability of the 

Report Channel, evidencing that efforts 

to preserve anonymity and protect the 

source are noticed by the complainers.

Third Parties/Service Providers

Company

Not identified

Press / Opinion-makers

Governments / Parliamentarians / Regulatory bodies

Workforce / Relatives

Community

Collaborator

Customer

Shareholders/Investors/Market Analysts

Anonymou

s

IdentifiedNo. 0800 Hotsite
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WHISTLEBLOWING CHANNEL STATISTICS

12

6
7

17
16

15

Supensões Demissões Advertências

management of consequences 2023 2024

The significant increase in punishments is 

a reflection of the creation of the 

Consequences Committee, in 2024, to 

manage all application of penalties in 

the company. The Commission has 

representatives from the Vice-

Presidencies of Legal; People, 

Management and Culture; and 

Governance, Risks, Compliance and 

Sustainability.

114%167%42%

Suspensions Dismissals Warnings
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SUMMARIZED FLOW - HANDLING OF MANIFESTATIONS | OMBUDSMAN’S OFFICE 
CHANNEL

Assertive

Manifestation (claims,, 
request, suggestion and 
compliment) is received 
through the 
Ombudsman Channel 
(website and 0800)

The Ombudsman forwards 
the matter to the company's 
department responsible for 
the matter, monitoring the 
response time. When 
receiving responses, analyze 
whether the demand is 
actually being met.

Complainer 
receives final 
answer within the 
term of 30 days.

Ombudsman 
analyzes the claims 
and verifies whether 
there is a need for 
additional 
information



Classification: Public

OMBUDSMAN’S OFFICE CHANNEL STATISTICS

Ombudsman’s 
Office Channel

0800 721 3275 

Monday to Friday – from 8 am to 
6 pm

eletrobras.com/canaldeouvidoria

Manifestations received 1,953

Manifestations finished* 1,854

*Considering only manifestations received on 2024.

Source: Eletrobras Ombudsman’s Office 

Channel

25

1051

1412

152

15

942
848

148

Elogio Reclamação Solicitação Sugestão

type of manifestation

2023 2024

In 2023, 40% of the manifestations were claims. 

In 2024, this number was 48%.

Compliment Complaint Request Suggestion
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OMBUDSMAN’S OFFICE CHANNEL STATISTICS

14

208

320
275

1823

0 0 07

196
270 288

1186

1 4 1

Cepel CGT Eletrosul CHESF Eletronorte Eletrobras Eletropar Santo Antônio
Energia

UHE Teles Pires

received by company

2023 2024

Eletrobras' figures 

already include Furnas, 

incorporated into the 

holding company in 

2024. In 2023, each 

company had its own 

independent 

ombudsman and 

respective system. The 

companies' single 

Ombudsman Office 

Channel went live from 

December 2023.
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OMBUDSMAN’S OFFICE CHANNEL STATISTICS

259
357

400
241

539
98

resolution time

Around 37% of the manifestations were responded 

to within 5 days. Around 14% were completed after 

30 days. 

64
145

356
861

32
6
1

302
186

Acionistas/Investidores/Analistas de Mercado

Cliente

Comunidade

Força de trabalho / Familiares

Governos / Parlamentares / Órgãos reguladores

Imprensa / Formadores de opinião

Não identificado

Sociedade

Terceirizados/Prestadores de Serviço

type of audience

Third Parties/Service Providers

Company

Not identified

Press / Opinion-makers

Governments / Parliamentarians / Regulatory bodies

Workforce / Relatives

Community

Customer

Shareholders/Investors/Market Analysts

It is the complainer himself who chooses 

the type of public with which he 

identifies. Around 54% of the 

manifestations were responded to 

within 5 days.

In the same day

Up to 5 days

Between 06 and 10 days

Between 11 and 20 days

Between 21 and 30 days

More than 30 days
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NEXT STEPS

❖ Implement a general and stratified action plan for improvements, based on the
results obtained in the Compliance Channels Perception Survey, carried out in
the last quarter of 2024.

❖ Strengthen the culture of integrity, advancing awareness-raising actions, using
banners, stickers, multimedia content, and with the support of Compliance
Ambassadors in disclosing the Whistleblowing and Ombudsman Channels in
their regions and areas of operation.

❖ Optimize the user experience on the channels, in order to facilitate reports, as
well as the understanding of the essential information to be entered, so that the
complaint can result in an effective investigation.

❖ Improve the management of the company's compliance risks, based on the
reports received and the results of the investigations, providing feedback on the
processes and practices adopted in the Compliance Program.

❖ Increase awareness, at all levels of the company, of the tangible and intangible
benefits of adopting ethical practices, while also reducing the perception of
compliance as bureaucracy or simple legal compliance.
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Presentation developed by the Vice-Presidency of Governance, Risks and Compliance (VGR) and Compliance Monitoring Management (GRCOM).
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