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Handling of Manifestations

1CLASSIFICATION: PUBLIC  

Eletrobras Handling of Manifestations area is responsible for interacting with its internal and external
audiences and is part of the corporate risk identification process through the receipt and processing of all
types of complaints, ranked as:

Report - Reporting the practice of an illegal act whose solution depends on actions deployed by
Eletrobras or an internal or external control body.

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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2022 Highlights
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272 242

465

293

519

2018 2019 2020 2021 2022

In 2022, the record for complaints closed in the period was broken – regardless of the year of
registration – since the beginning of the historical series with an external and independent Channel. In
total, 519 valid protocols were closed, which represents an increase of 77% compared to the previous
year.

77% increase in complaints
closed between 2021 and 
2022

2022 Report full -
HTML

2022 Report full -
PDF
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Summarized Flow for Handling 
Complaints and Violations

3

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

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.

Investigation and Internal 
Audit (flow of conflicts) 
produce their reports where 
they indicate whether or not
the 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
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When should you seek the Eletrobras' Handling of Manifestations area?
We act as a second instance of customer service to receive compliments, claims, requests and 
suggestions regarding services already provided by the first instance channel (Contact Us).

We also mediate conflicts, working in partnership with managers, identifying trends and contributing to 
the continuous improvement of corporate processes.

It is important for you to know that:

•You do not need to identify yourself when making your manifestation/request. However, it is important 
to remember that, in order for us to send you a response, we need some contact information from the 
complainer.
•If you choose to identify yourself, we are committed to keeping your data confidential.

Where to hold manifestations?

Ombudsman’s Office Channel

For suggestions, compliments, claims and requests. The manifestation may be 
recorded in an identified, anonymous manner or with the confidentiality of your 
data protected.

OMBUDSMAN’S 
OFFICE



Classification: Sectorial

Fazer manifestação Consultar manifestação

Whistleblowing Channel

It is our specific channel for submitting complaints about fraud 
(accounting/financial/in bidding) and corruption. We ensure the 
anonymity and confidentiality of complaints, as well as non-retaliation 
against the complainer.

Read More

SEE ALSO

•Code of Ethics and Conduct
•Ethics and Transparency
•Compliance and Anti-Corruption Practices

MAKE 
MANIFESTATION

CHECK 
MANIFESTATION

https://www.eletrobras.com/SOU/Manifestante/Nova_Solicitacao.asp?empresa=ELB
https://www.eletrobras.com/SOU/Manifestante/Consulta_Solicitacao.asp?empresa=ELB
http://web-eletrobras/pt/Paginas/Codigo-de-Etica.aspx
http://web-eletrobras/pt/Paginas/Etica-e-Transparencia.aspx
http://web-eletrobras/pt/Paginas/Programa-de-Integridade.aspx
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THE FOLLOWING IS THE PAGE WITH THE 
CONTENT OF THE FULL 2022 REPORT IN HTML
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Complaints
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465

293

519
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In 2022, the record for complaints closed in the period was broken – regardless of the year of
registration – since the beginning of the historical series with an external and independent Channel. In
total, 519 valid protocols were closed, which represents an increase of 77% compared to the previous
year.

77% increase in complaints
closed between 2021 and 
2022

2022 Report full -
HTML

2022 Report full -
PDF
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Consequences applied and 
recommendations issued in 2022

Applied Consequences

CLASSIFICATION: PUBLIC  

Dismissal for just cause | 6 
(1 Eletronorte; 3 holding; 1 CGT Eletrosul; 
1 Furnas)

Suspension | 8
(7 Eletronorte; 1 CGT Eletrosul)

Warning | 11
(1 Chesf; 8 CGT Eletrosul (2 Furnas)

CAC* | 26
(All at Eletronorte).

*Conduct Adjustment Behavior

Recommendations

Furnas________17

Holding_______07

Eletronorte____56

Chesf_________31

CGT Eletrosul___24

135



Classification: Sectorial

Valid complaints
received 294

Concluded valid 
complaints 248

84% of complaints received 
in 2022 were closed. In 
2021, the percentage of 
complaints received and 
closed was 34%.

Number of Complaints per 1,000 collaborators

Áliant Channel Average 5,4

Eletrobras Whistleblowing Channel 30.4***

Eletrobras receives 6X more 
complaints than the benchmark.

Main numbers - Complaints
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By Type

There were also another 50 protocols of different typologies. Protocols are just allegations until they are

confirmed. A report registered as corruption, for example, will only be considered as fact if it is confirmed.

CLASSIFICATION: PUBLIC  

Source: Eletrobras Whistlebloiwing Channel

70

35

27

23

17

17

15

12

12

8

8

Infração a normas internas

Irregularidades em Contratos

Assédio Moral

Desvio Ético

Irregularidades em licitações

Saúde e segurança

Uso indevido de bens e recursos

Favorecimento

Roubo, furto ou desvio de materiais

Corrupção

Vazamento ou uso indevido de informaçõesLeak or undue use of information

Corruption

Theft, robbery or diversion of materials

Favoritism

Undue use of goods and resources

Health and safety

Irregularities in bidding

Ethical Deviation

Moral Harassment

Irregularities in Contracts

Violation to internal standards
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By Conclusion Type

Considering the 519 valid complaints from the Channel database finished in 2022, regardless of the year of registration.

For every 3 complaints closed, 1

was considered valid or partially

valid (36%).

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.
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Source: Eletrobras Whistleblowing Channel

53; 

10%

50; 10%

226; 44%

146; 28%

44; 

8%

Dados Insuficientes Não conclusivo
Não procede Procede
Procede parcialmente

Insufficient Data
Not valid
Partially Valid

Inconclusive
Valid
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Other manifestations
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By Type

Source: Eletrobras Ombudsman’s Office System. Complaints not included.
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The 32% decrease in the comparison between the total number of manifestations received in 2021 (3,249) and in 2022

(2,214) – as well as the reductions in the number of complaints and requests – was due, for the most part, to the exit of

Eletronuclear and Itaipu from the Eletrobras group of companies, due to privatization. On 12/31/2022, 98% of the

manifestations were finished.

29%
reduction in 
complaints

33%
reduction in 
requests

1380

1698

111 60

983
1140

53 38

Reclamação Solicitação Sugestão Elogio

2021 2022

Complaint Request Suggestion Compliment
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By Type and Company

Source: Eletrobras Ombudsman’s Office System. Complaints not included.
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4

70

194

76

434

205

Cepel CGT

Eletrosul

Chesf Eletronorte Furnas Holding

Complaints by Company - 2022

10

128

196 213

407

186

Cepel CGT
Eletrosul

Chesf Eletronorte Furnas Holding

Requests by Company - 2022
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By Source and Status

CLASSIFICATION: PUBLIC  

By source By status

Source: Eletrobras Ombudsman’s Office System. Complaints not included.

Finalizadas
98%

Em andamento
2%

1301; 

58%
529; 

23%

438; 

19%

Externo Interno Não identificadoExternal Internal Not identified
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By Time of Service
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29% of the manifestations were ended within 5 days, 9% on the same day. In

2022, the average period for handling manifestations, counting all Eletrobras

companies, was 20 days.

Source: Eletrobras Ombudsman’s Office System. Complaints not included.

197

448

281

399

324

565

Mesmo dia

Até 5 Dias

06 a 10 dias

11 a 20 dias

21 a 30 dias

Acima de 30 dias

Same day

Up to 5 Days

06 to 10 days

11 to 20 days

21 to 30 days

Above 30 days
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