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Presentation

Frosenteron

Ombudsman’s Office in the "New Normal"

In view of the challenges brought about by the "New Normal”, due to the COVID pandemic, in
2021, we dedicated ourselves to contributing to the generation of values for the company by
means of improved communication with our audience, launching the "Conecta Ouvidoria”
program; improving our management and handling of manifestations, which was reflected in our

indicators; and working towards the Eletrobras 5 Dimensions Integrity Program.

In 2022, our greatest challenge will be to establish our role as a conflict mediation unit; expand
the "Conecta Ouvidoria” program to other interested parties, seeking to engage them in
Eletrobras’' purposes; and improve the accountability of the Ombudsman's activity, always
focusing on handling effectiveness and process improvement. In this document, you will learn the

main facts and data from the past year.

Good reading!
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Appointment of the new General Ombudsman's Office, Fernanda
Merhy Lagrotta, through an Internal Selection Process at

Eletrobras companies. Start of term 07.01.2021
' Approval of 02 proposals that resulted in the improvement of

I People Management Process - Training in e-learning

the company's processes.

format with accessibility for people with special needs.

» Health and Safety Process - communication and signage
in the workplace and coexistence with COVID prevention

protocols.
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12/01/2021
Source: ABO Nacional

Eletrobras
Ombudsman's
Office is part of the
Femanca Lagrota Integrity System

Eletrobras General Ombudsman’s Office https://www.abonacional.org.br/noticias/7940eb8f-75c1-4bf8-acfb-2d514c39¢c285

News ELETROBRAS

No. 3795 — 12/02/2021 Electronic newsletter produced by Communication and Institutional Relations

Ombudsman-General highlighted in ABO

The Eletrobras Ombudsman's Office was the highlight of the month on the website of the Brazilian
Association of Ombudsmen (ABO). ABO is an institution dedicated, among other activities, to promoting the
Ombudsman's Office as an instrument for democratic improvement, defense of citizens and effective
representation of their rights and legitimate interests. The article (access here) features statements from
the chairman of the Board of Directors of Eletrobras, Ruy Flaks Schneider, and the holding company's
general ombudsman, Fernanda Merhy Lagrotta, and provides a retrospective of the main achievements
obtained in the 16 years of operation of the Eletrobras General Ombudsman's Office. With an emphasis on
aspects related to the company's integrity system, the text also reinforces the importance of the Eletrobras
General Ombudsman's Office as a management tool to support governance.

P Eletrobras

Classification: Public
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‘unch of the Conecta Ouvidoria Program -

National Meeting with the Ombudsman Offices

of Eletrobras Companies

CONECTA

The Conecta Ouvidoria program aims to bring Eletrobras companies closer to their target audiences,

deepen the bond and strengthen this relationship channel, through active listening.

P Eletrobras

The program was inaugurated in August 2021, virtually,
with the opening of the Chairman of the Board of
Management of Eletrobras, Mr. Ruy Flaks Schneider
(photo on the side). Carried out by the Ombudsmen of the
Eletrobras companies, the program aims to foster
dialogue with the internal audience, and in its first edition
launched the perception survey of the Ombudsman's
Office and the Whistleblowing Channel.

The second Meeting, held in December 2021, aimed to
present the results of the survey, reaffirm and clarify
some points about the available channels and the
handling of manifestations, in view of the initial

evaluation of the survey result.

Classification: Public
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.ttendance in the Workshop on Business Management Tools in
Human Rights, held by the Brazilian Business Council for

Sustainable Development (Cedbs)
https://cebds.org/wpcontent/uploads/2021/12/CADERNO EmpresasDireitosHumanos.pdf

ELETROBRAS

No. 3785 — 11/18/2021 Electronic newsletter produced by Communication and Institutional Relations

Business Management in Human Rights

Tomorrow (19), from 10 am to noon, the Brazilian Business Council for Sustainable Development (Cebds) will
hold the workshop Business Management Tools in Human Rights, sponsored by Eletrobras. The workshop,
open to all employees of Eletrobras companies, will present the current national scenario and future
perspectives related to the demands and opportunities for companies' actions in relation to Human Rights,
:promoting a space for dialogue on the lessons learned in the development and use of business management
tools on the subject. The holding's General Ombudsman, Fernanda Lagrotta, and the leader of the Eletrobras
Relationship Channels project developed by the Communication and Institutional Relations (PRCC) area,
Flavia Damazio, will speak at the event about the company's listening mechanisms. Click here to register for
the event for free.
i |
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Eletrobras General Ombudsman's Office

Sietrobres Genersl Ombu SR

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:

Claim - Reporting the practice of an illegal act whose solution depends on
:Q;b;—\ 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.

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

I’ Complaint - Demonstration of dissatisfaction or displeasure with an action,
omission or treatment given by an employee or area of the company.

P Eletrobras
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Manifestations by type
Consolidated - Eletrobras Companies

1,922
1,835 9 250/

reduction in
complaints

12%
reduction in
requests

L —— A—

170 414

28 60
A

Claim Request Suggestion Compliment

m 2020 =2021

18% decrease in the comparison between the total number of manifestations received in
2020 and in 2021, due to the COVID pandemic, which impacted face-to-face service at

Eletrobras companies. On 12/31/2021, 98%0 of the manifestations were finished.

DISCLAIMER: Status on 12/31/2020. Complaints not included.

J Eletrobras
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Manifestations by type - Holding

SUGGESTION LI 23
32%
Bl reduction in

COMPLIMENT I 14

Total: 607

0 50 100 150 200 250 300 350 400

In 2021, there was a 32% reduction in the number of complaints (from
337 to 220), which we believe is due to the adoption of teleworking, which

reduced complaints about the work environment.

DISCLAIMER: Eletrobras Holding and Eletropar status on 03/05/2022 of the manifestations recorded in 2021.
Complaints not included.

J Eletrobras
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Manifestation by origin
e status - Holding

Manifestation by origin Manifestation by status

In progress
4
1%

127, 21%

34: 6% . 446: 73%

Finished

603
99%

Total: 607

= External = Internal Not identified Total: 607

In 2021 there was an increase in the average period for handling
manifestations. In 2020, they were treated, on average, in 6.3 days. In

2021, the average increased to 8.4 days.

DISCLAIMER: Eletrobras Holding and Eletropar status on 03/05/2022 of the manifestations recorded in 2021.
Complaints not included.
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Manifestations by validity

9% 4%

Manifestations Complaints

29% of the manifestations received (except complaints) at the Holding were

considered valid or partially valid (179 out of 607, in absolute numbers).

34% was the percentage of complaints finished as valid and partially valid in

2021 among Eletrobras companies.

P Eletrobras
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Rating the Ombudsman’'s Office service - Holding

% of user satisfaction with Accessibility and

Ombudsman Response Time Percentage of respondents who were
= Accessibility  m Response Time satisfied with the ease of registering
the manifestation and the response
time of the Ombudsman's Office in
I I 2021
QUARl'Is':ERIZZ QUAI§[I1'(I:|ER/22 QUARS':'dERIZZ QUAF?'E’ZR/ZZ Aelr;?zgle Satisfaction Indicator
% of users are satisfied with the services provided by The index reflects the

the Ombudsman's Office
percentage of respondents

2019 w020 w021 Goal > 60% o . .
satisfied with the service.
88%__ 89% 91% 89% 85% :
83% 83% -zl Although it reduced
,- compared to the previous
54%
year (from 85% to 82%), it
remained above the goal of
60%.
1st 2nd 3rd 4th Annual
QUARTER QUARTER QUARTER QUARTER Average
P Eletrobras
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Rating the Ombudsman’s Office service - Holding

% of users who would use the
Ombudsman's services again

2019 mmmm 2020 2021 Goal > 60%
100%
0, 0,
839 ° 84% o
76% 78%
- [
1st 2nd 3rd 4th Annual
QUARTER QUARTER QUARTER QUARTER Average

Partnership Indicator
Index that reflects the percentage of
users who would use the service
again. There was a small reduction
compared to the previous year (from
92% to 89% ), but above the target
of 60%.
P Eletrobras

89%

% of users who consider that their demand has been
resolved or partially resolved

2019 w2020 e 2021 Goal > 65%

79%
77% 7% 74% 79 73% 73%
= B mm oml  we
55% 63% 63%
I : I
1st 2nd 3rd 4th Annual
QUARTER QUARTER QUARTER QUARTER Average

Resolvability Indicator

Index that measures the percentage of users
who consider that their demands have been
met. There was a reduction in relation to the
previous year (from 73% to 67%), above
the target of 65%.

Classification: Public
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Macroprocess in the Management
and Handling of Complaints

Bd Accountability

 Complainer

Collection and .
Investigation g receives answer

initial handling*

" CAMAL DE
DENUNCIAS

about the type

. of conclusion ~
Remediation

Management and handling of Complaints and Violations

*Complaints are collected by an external and independent company.
The initial handling of complaints is centralized in the Holding’s General Ombudsman’s

Office.
18
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Main numbers of 2021

Whistleblowing Channel

é To file a complaint, please access
Eletrobras canaldedenuncias.com.br/eletrobras/ or call

Whistleblowing A 0800 377 8037, 24 hours/day 7 days/week.
Channel § |

17

Complaints received

recommendations
Valid complaints

( from the Investigation
Complaints concluded* “ Management were

issued in 2021.

In 2021, 29% of the complaints made in 2021 were

concluded in the period.

*Considering only complaints received on 2021.

P Eletrobras 19
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BB numbers of 2021

I rumbers o202t S

Complaints received and finished*

" Received

Finished;321;46% " Finished

Received;377;54%

Total valid complaints received in 2021
Received (377) and Finished (321)

*Considering all complaints finished in 2021 regardless of
the year the report was registered.

P Eletrobras 20
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Main numbers of 2021

Complaints by Type of Incident

Violation tointernal standards e e 63
Health and safety e 11
Ethical Deviation e 31
Favoritism e 30
Moral Harassment e 08
Irregularities in Contracts S 03
Irregularities in bidding S 03
Undue use of goods and resources e 141
Conflict of Interests pu— 14
False declaration or documentation . 12
Violation of labor laws g 1

There are also 97 other protocols of different types.

d Eletrobras Classification: Public
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Main numbers of 2021

Complaints by type of conclusion

Partially valid
12%

Considering the 321 valid complaints from the Channel
database completed in 2021, regardless of the year of

registration.

P Eletrobras

Insufficient
data

6%

Inconclusive

Classification: Public

For every 3 complaints closed, 1
was considered valid or partially
valid (34%).

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.

CLASSIFICATION: INTERNAL
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Transparency

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.

We received 94 requests for information in 2021. All were answered by

12/31/2021.
26%b0 increase in
Average
Response average response
i time between
Time:
202 2021.
8.1 days 020 and 20

P Eletrobras 24
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Transparency

Treeseerwer

Information Requests Received

233

2019 2020 2021

GHLIGHT: The Ombudsman's Office classified all the information it

produces within the scope of managing and handling manifestations.

(https://eletrobras.com/pt/Paginas/Informacoes-Classificadas.aspx )

P Eletrobras
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For 2022, the Ombudsman-General has chosen some additional challenges:

Strengthen Corporate Governance with the joint and unified action of the
Ombudsman's Offices of Eletrobras companies, under the coordination of the
Holding.

Expand the Conecta Ouvidoria program to other target audiences of

Eletrobras companies.

Establish an integrated conflict mediation process in all Eletrobras
companies.

Seek to form a network of Ombudsman Offices, aiming at a continuous
exchange of good practices.

P Eletrobras
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RELATIONSHIP CHANNELS

@ Claim ()]
- Ombudsman’s Office Channel (SOU)
Ombudsman’s
«a= Request
m Means: Ombudsman’s Office System.
|Portal Eletrobras > 4 Suggestion (https://www.eletrobras.com/SOU/Manifestant
Ombudsman’s Office

e/Nova_Solicitacao.asp?empresa=ELB)

Compliment i
\ @ p Confidentiality Telephone, Letter, In Person, Email /

d Complaint
WHISTLEBLOWING
CHANNEL

Confidentiality and Anonymity

2 Deloitte.

o

{/’5‘ N Request _for (n:)
‘\./ Information

CGU's Fala.BR Platform

Access to

\ Information Public Information /

‘ Eletrobras Classification: Public 28


https://www.eletrobras.com/SOU/Manifestante/Nova_Solicitacao.asp?empresa=ELB
https://www.eletrobras.com/SOU/Manifestante/Nova_Solicitacao.asp?empresa=ELB
https://eletrobras.com/pt/Paginas/Ouvidoria.aspx
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Fernanda Lagrotta
General Ombudsman’s
Office

Team

Ivson Alves de Sa

Itamar Galvao

José Paulo de Araujo

Francisco Amorim

Secretary

Luciana Guedes
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