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Ombudsman in times of teleworking

Despite the challenges imposed by the COVID19 pandemic, in 2020 we reinvented ourselves

to continue seeking the best results: we deepened the debate on harassment at work,

expanded integration with Risks and Integrity in search of a more effective vision of the

Eletrobras 5 Dimensions Program, created new opportunities for interaction and planned the

Ombudsman's Office's performance in the 'new normal'.

In 2021, our biggest challenge will be to improve communication with our main audiences,

increasing the number of reports and claims received, always focusing on effective handling

and process improvement. In this document, you will learn the main facts and data from the

past year.

Good reading!
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Sexual harassment is now treated not only from an ethical perspective, but also 

from an administrative perspective, which can result in accountability processes.

Integration with risks (Focus on risks prioritized by Management and, in particular, 

fraud and corruption).

Approval of 05 proposals that resulted in the improvement of the company's 

processes.

Start of monthly monitoring of potential risks in manifestations (claims, requests 
and suggestions), received by the Ombudsman System to analyze opportunities 

for improvements in processes and incident prevention.
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Processes improved based on approved Ombudsman proposals

FIVE 
proposals 
approved

Corporate 
Governance

Management 
of Equity 
Interests

Infrastructure, 
Services and 

Corporate 
Security 

Management

Personnel 
Management
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Attendance of the Ombudsman's Office in the Integrity and Ethics Week of 

Eletrobras Companies, during a debate on harassment at work.

Eletrobras Companies Integrity and Ethics Week 2020.

The Governance, Risk and Compliance Department (DC), committed to strengthening and 

disseminating a culture of integrity and ethics in Eletrobras companies, invites all employees to 

participate in a lecture on moral and sexual harassment in the workplace.

Lecture: “Harassment at Work”

Day: 12/11/20 (Friday)

2 pm to 4 pm

Speaker: Invited:

Expert in workplace 

harassment at TRT-RJ

Eletrobras Ombudsman’s 

Office

President of the Ethics 

Committee of Eletrobras 

Chesf
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The Eletrobras Ombudsman's Office is an organizational unit linked to the Board of Directors 

since 2017, responsible for the company's interaction with its internal and external 

audiences and for identifying corporate risks through the receipt and processing of all types 

of manifestations, classified as:
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Eletrobras General Ombudsman's Office 
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Claim - Reporting the practice of an illegal act whose solution depends on 
actions deployed by Eletrobras or an internal or external control body. It will 
be further detailed on page 15 onwards.

Request - Request for adoption of measures by Eletrobras.

Suggestion - Proposal of an idea or formulation of a proposal to improve 
policies and services.

Compliment - Demonstration or recognition of satisfaction with the service 
offered or assistance received.

Complaint - Demonstration of dissatisfaction or displeasure with an action, 
omission or treatment given by an employee or area of the company.
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DISCLAIMER: Status on 12/31/2020. Complaints not included.

5% reduction in the comparison between the total number of complaints received in 2019 

and 2020, due to the COVID pandemic, which impacted in-person service at Eletrobras 

companies. On 12/31/2020, 96% of the manifestations were finished.

15%
reduction in 
complaints

11%
increase in 
requests

Claim Request Suggestion Compliment
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DISCLAIMER: Status on 12/31/2020, include manifestation from Eletropar. Complaints not included.

In 2020 there was a 51% reduction in the number of complaints (from 

682 to 337), which can be explained by the company's definitive exit from 

the distribution business.

COMPLAINT

REQUEST

SUGGESTION

COMPLIMENT
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DISCLAIMER: Status on 12/31/2020, include manifestation from Eletropar. Complaints not included.

Manifestation by origin Manifestation by status

In 2020 there was a 10% increase in the average period for handling 

manifestations. In 2019, they were treated on average in 5.7 days. In 2020, 

the average increased to 6.3 days.

External Internal Not identified

Pending

In progress

Finished
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DISCLAIMER: Status on 12/31/2020, include manifestation from Eletropar. 

26%
26% of the manifestations received by the Holding (190 out of 740) were

considered valid or partially valid.

26% was also the percentage of complaints concluded as valid and partially

valid in 2020, that is, one in every four complaints was verified as true in the year.
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Percentage of respondents who were 

satisfied with the ease of registering 

the manifestation and the response 

time of the Ombudsman's Office in 

2020

Satisfaction Indicator

The index shows that the 

percentage of respondents 

satisfied with the service 

rose 12 percentage points

compared to the previous 

year (from 73% to 85%), 

above the goal of 60%.

85%

Accessibility Response Time

1st 

QUARTER/20
2nd 

QUARTER/20

3rd 

QUARTER/20

4th 

QUARTER

Annual 

Average

Goal > 60%

1st 

QUARTER
2nd 

QUARTER

3rd 

QUARTER

4th 

QUARTER

Annual 

Average

Goal > 60%
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Resolvability Indicator

The index that measures the percentage of 

users who consider that their demands have 

been met grew 10 percentage points 

compared to the previous year (from 63% 

to 73%), above the goal of 65%.

Partnership Indicator

The index that reflects the percentage 

of users who would use the service 

again rose 12 percentage points 

compared to the previous year

(from 78% to 92%), above the goal of 

60%.

Goal > 60% Goal > 65%

1st 

QUARTER
2nd 

QUARTER

3rd 

QUARTER

4th 

QUARTER

Annual 

Average

Goal > 60%

1st 

QUARTER

2nd 

QUARTER

3rd 

QUARTER

4th 

QUARTER

Annual 

Average
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Collection 

and initial 

handling*

Investigation

Accountability

Remediation

*Complaints are collected by an external and independent company. The initial handling of 

complaints is centralized in the Holding’s General Ombudsman’s Office. 

Macroprocess in the Management and 
Handling of Complaints

Management and handling of Complaints and Violations

Complainer 

receives answer 

about the type 

of conclusion
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Complaints received

Valid complaints

Complaints concluded*

522

378

202

Whistleblowing Channel

To file a complaint, please access 

canaldedenuncias.com.br/eletrobras/ or call 

0800 377 8037, 24 hours/day 7 days/week. 

*Considering only complaints received on 2020.

Between 2019 and 2020 there was a 31 p.p increase in the number 

of complaints received and concluded during the year (22% in 2019 

compared to 53% in 2020).

53% 
finished

328 recommendations 

from the Investigation 

Management were 

issued in 2020.

Whistleblowing 
Channel
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Main numbers of 2020 
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Complaints concluded per year*

Between 2019 and 

2020, we recorded a 

93% increase in 

the number of 

completed 

complaints.

*Regardless of the year of the report.

93%
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Main numbers of 2020 
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Complaints received vs. finished*

Total valid complaints received in 2020: 378

*Considering all completed complaints regardless of the year of the report.

Finished Received

1st 
QUARTER/20

2nd 
QUARTER/20

3rd 
QUARTER/20

4th 
QUARTER/20
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Main numbers of 2020 
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Complaints by type of incident

There are also 42 other protocols of different types.

Incident Types
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Main numbers of 2020 
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Complaints by type of conclusion

Considering the 542 complaints from the Channel database 

completed in 2020, regardless of the year of registration.

For every 4 complaints closed, 1 

was considered valid or partially 

valid (26%).

Inconclusive protocols are those in 

which it was not possible to 

determine their origin or not, 

despite the efforts of the 

investigation.

The more detailed the complaint is, 

the faster it will be dealt with and 

more assertively.

Partially valid

Insufficient data Inconclusive

Not valid Valid
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The Ombudsman's Office was chosen by Eletrobras to be responsible for the Citizen 

Information Service, established by the Access to Information Act (Act 12527, of November 

18, 2011). Eletropar's SIC has been centralized at Eletrobras since the beginning of 2020.

2424

Transparency
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We received 184 requests for information in 2020. Only one was not 

answered in the same year, as it was registered on 12/30/2020.

Average 

Response 

Time 6.4 

days

42% reduction in 

average response 

time between 

2019 and 2020



*2020 considers data from the 

Holding and Eletropar.
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Transparency
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HIGHLIGHT: The Ombudsman's Office classified all the information it 

produces within the scope of managing and handling complaints in 

2020.

*

Information Requests Received
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Next Steps
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For 2021, the General Ombudsman's Office has chosen some additional challenges:

Prepare the maturity diagnosis (based on the model to be defined by the CGU and 

benchmarks).

Deepen integration with risk management, contributing to strengthening 

Corporate Governance and the culture of prevention in the company.

Structure an integrated conflict mediation process in all Eletrobras companies.

Establish an integrated vision of Active Transparency in all Eletrobras companies, 

based on best practices.



» Ombudsman System (SOU) – direct registration online at 

www.eletrobras.com.br

» Phone numbers (21) 2514- 5895 / (21) 2514-4538 (business 

hours calls).

» In-person service or letter to the following address:

Eletrobras’ Head Office

Rua da Quitanda, 196/4th Floor - Downtown

Rio de Janeiro, Zip Code 20091-005

» E-mail: ouvidoria@eletrobras.com

» Eletrobras Whistleblowing Channel (external):

www.canaldedenuncias.com.br/eletrobras and toll-free 0800 377 

8037 
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