
Check out our 
achievements for the year

Successful in 2012 
Prepared for the future
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   Report 2012

O ano está passando rápido e a oportunidade 
de investir no futuro com benefício fiscal não 
vai esperar por você.

SulAmérica Previdência. Se aborrecer pra quê?

Invista também seu 13º no SulAmérica Previdência.

Ainda dá tempo de fechar o ano com chave de ouro e fazer o aporte do seu  
13º no Plano SulAmérica Previdência PGBL, que deduz até 12% na sua 
declaração do IR. Se você já tem um SulAmérica Previdência, aproveite.  
Se você não tem, é uma ótima oportunidade para fazer. 
Ligue 3003-1156* ou fale com seu corretor de seguros agora mesmo.

Este impresso contém informações resumidas. Recomendamos a leitura cuidadosa do prospecto, dos regulamentos dos planos e dos fundos antes da aquisição dos produtos. Planos PGBL - Processos SUSEP: 15414.003969/2010-
28; 15414.003970/2010-52; 15414.003971/2010-05; 15414.004741/2010-55; 15414.004743/2010-44; 15414.004742/2010-08, sendo possível a opção pelo critério de tributação por alíquotas decrescentes. Tábua biométrica 
utilizada no cálculo do benefício: BR_EMS_sb vigente na data de término do período de diferimento. A aprovação do plano pela SUSEP não implica, por parte da autarquia, incentivo ou recomendação à sua comercialização. 
Fundos de investimentos não contam com garantia do administrador do fundo, do gestor da carteira, de qualquer mecanismo de seguro ou do Fundo Garantidor de Créditos (FGC). Rentabilidade passada não é garantia de 
rentabilidade futura. Sul América Seguros de Pessoas e Previdência S.A., CNPJ 01.704.513/0001-46. *Horário de atendimento: de segunda a sexta-feira, das 8h às 20h, sábados das 8h às 14h.



03 Messages from the Chairman 
of the Board of Directors and 
the CEO

   Index

07 Main Performance Indicators: 
Operational and Economic

09 The Business

22 Management and Corporate 
Governance 

33 SulAmérica Performance in 2012

42 About the Report

50 GRI Indicators



Messages from the 
Chairman of the Board of 

Directors and the CEO



SulAmérica Annual Report  | 4

SulAmérica is well positioned and our 2012 
performance surpassed our expectations, 
despite the challenges we faced.

The insurance sector in Brazil has been growing significantly, constantly exceeding the 
economy as a whole. In 2012, while GDP rose by 0.9%, the insurance market expanded 
22% in nominal terms. Over the past six years, the industry’s revenues have been 
growing at 15% a year, including pension funds, and now represent just a fraction over 
3% of GDP. In developed economies, this proportion reaches 12%, so we clearly still have 
great growth potential. 

SulAmérica is extremely well positioned in the insurance market and the performance 
in 2012 surpassed all expectations, despite the challenges we faced. Our performance 
should be seen as a message of strength and resilience of a model based on sustainable 
growth. The Board of Directors has actively striven to identify the main factors that 
can affect the future of the company and the market, so as to steer our long-term  
strategic planning.

The year saw constant progress, mainly in our Corporate Governance and Sustainability 
practices and policies. Some relevant examples included upgrading the Audit 
Committee into a statutory committee, in line with the best governance practices and 
the regulatory innovations introduced by the local Securities Commission (CVM) and 
the revision of the Investments Policy, which left SulAmérica better equipped to face 
up to the new economic scenario. The Board of Directors’ self-assessment evaluation 
process, one of the tools that has helped to improve the entity’s performance, is now in 
its fifth year and has enabled us to follow the progress of our work.

Following our 2011 decision to make the Sustainability Committee reports directly to 
the Board of Directors, this topic became even more relevant to the company reaching 
a strategic milestone. This change helped us to become  one out of just three Brazilian 
insurers that were founders of the United Nations Environment Program Finance 
Initiative for the Environment, signed at a ceremony held during the Rio+20 conference, 
in 2012. We were also given an important role as a council of this initiative, confirming 
our commitment to sustainability in business.

We should also like to point out that the Board of Directors spent a significant 
amount of time to in-depth discussions with corporate executives regarding new 
strategic directives, which should come online in 2013. The alignment between 
the visions of the Board and the Executive Directors in terms of strategy and our 
commitment to be at the forefront of the best governance practices lent a new 
dynamic to company’s growth. Following the success we managed to achieve 
in 2012, strength and growth are the two keywords that will guide the future  
of SulAmérica.

PRESIDENT OF THE BOARD OF DIRECTORS [GRI 1.1, 1.2]

The SulAmérica 
Board of Directors  

is always  
seeking out 
the best 

governance 
practices.

Patrick de Larragoiti Lucas 
President of the Board of Directors
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Investment focused on three pillars: Human 
Resources, IT & Physical Infrastructure, and 
Products & Services. 

SulAmérica achieved its highest ever revenues in insurance premiums in 2012, 
exceeding the R$10 billion mark. This achievement is the result of our long-term 
approach that enables us to ensure good performance in spite of last year’s 
complicated and challenging economic situation.

A growing market, an expanding middle class and demand for insurance and savings 
products, government incentives and access to credit have enabled us to reach an 
ever greater number of potential customers. However, the dynamics of the sector 
also brought challenges, such as increased prices in the health care industry,  intense 
automobile insurance competition and pressure on financial earnings, due to a fall of 
the basic interest rate. We stood up well to the challenges and ended 2012 with a net 
profit of R$483.2 million, 7.8% up on the year before. 

As you read through this Report, you will find detailed information on the performance 
of each of our business segments. I would like to highlight the performance of the 
products aimed at small and medium enterprises (SME), mainly in the health care 
business; the way we tuned the underwriting policy to emphasize profitability 
in the automobile segment; the growth in sales of the massified products and the 
improvements in our policies for medium and high risks; the lower loss ratio in the 
Life segment; the expressive growth in pension fund contributions; and the launch of 
more sophisticated investment funds, in line with the new  country’s economic and 
financial scenario. 

We also concluded the issuance of our first debentures, totaling R$500 million, with 
a five-year maturity, and obtained an investment grade rating from Fitch, confirming 
our standing and how sound the company is. 

The year was also notable because we managed to conclude a period of restructuring and 
resizing at SulAmérica. We focused our investment on three pillars: Human Resources,  
IT & Physical Infrastructure, and Products & Services. 

We reviewed the entire human resources structure, created new departments, moved 
personnel around, redesigned jobs and functions and reformulated our remuneration 
policies- to ensure the sustainability of a corporate structure that stimulates 
engagement and rewards high performance. Likewise, we invested in training our 
brokers, so they can expand the mix of products they sell. 

Information Technology saw the greatest investment over the past ten years, so that 
the company can benefit from  scale in the coming years: communications among 
employees is now based on cloud computing, new online price quotation were 
created for Health, Automobile and Massified products and a Health application for 
smartphones and tablets was launched.

We ended 2012 with 
a net profit that 

was 7.8% up on the 
previous year.

R$483.2
 million

PRESIDENT OF SULAMÉRICA [GRI 1.1, 1.2]
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Customer care 
became More 

Streamlined 
and Attentive  

in 2012. 

We invested 
More in IT than 
at any time in the 
Past Decade.

We bolstered the regional expansion strategy to be present in more cities, increasing 
the brand’s presence for customers and brokers, aligned with the country’s 
development. Geographically, the government has been promoting a process to 
develop the country inner regions’ wealth and consumption; socially, it has enabled 
the population to have access to products and services, including insurance, pension 
funds and investments.

We revamped the Health portfolio and launched a new range of dental products, 
spare wheel coverage for automobiles and vehicle payment financing coverage. We 
also segmented liability products, invested in the SME segment with the launch 
of Capital Global and Pension SME and we created more sophisticated investment 
funds. All of these contributed towards the company’s operating performance and 
more streamlined, attentive customer care. [GRI 2.2]

The consolidation of sustainability was one of the company’s main achievements in 
2012. When we became signatories  of the United Nations Global Compact and the 
Principles for Sustainable Insurance, we committed ourselves to follow the best 
practices on social, environmental and governance practices, so we could contribute 
towards the sustainable development of our society. [GRI 4.12]

I would also like to highlight the new strategic plan which involved  all of SulAmérica’s 
executives. We discussed the main issues that impact our business, researched global 
trends for the insurance sector and drew up a new strategy plan for the company, 
which will be implemented shortly. 

2012 saw us lay the foundations to ensure our success in a new, important growth 
cycle. I truly believe a promising future lies ahead of us.

Thomaz Cabral de Menezes 
President of SulAmérica



Main Performance 
Indicators: Operational 

and Economic 
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MAIN INDICATORS 

Results (R$ million) 20121 20111 20101

Insurance premiums  ........................................................................................................ 10,616.7 9,426.1 8,266.1

Premiums earned  .............................................................................................................. 10,440.3 8,944.5 7,864.5

Retained claims and benefits expenses  ................................................................... (7,767.2) (6,670.6) (5,586.2)

Acquisition costs  ................................................................................................................ (1,088.4) (1,057.0) (921.4)

Gross margin  ....................................................................................................................... 1,584.7 1,217.0 1,356.9

Income before taxes and profit sharing ................................................................... 714.6 747.7 1,009.3

Net Income ............................................................................................................................. 483.2 445.7 614.0

Recurring Net Income2 ...................................................................................................... 483.2 448.1 426.6

Earnings per share 2012 2011 2010

Number of shares  .............................................................................................................. 858,544,371 843,887,793 843,887,793

Net Income (R$)  .................................................................................................................. 0.57 0.54 0.73

Recurring Net Income (R$)2 ............................................................................................ 0.57 0.54 0.51

Equity Value (R$) ................................................................................................................. 3.9059 3.6456 3.4268

Share price (R$) (last trading day of the year) ....................................................... 17.70 15.10 20.80

Market capitalization (R$ million) (last trading day of the year)  ................. 5,065.4 4,179.9 5,767.8

Balance sheet 2012 2011 2010

Shareholders’ equity  ........................................................................................................ 3,352.0 3,076.5 2,891.9

Total assets ............................................................................................................................ 14,365.0 13,418.8 12,242.7

Financial and operational indicators (%) 2012 2011 2010

Loss ratio3 ............................................................................................................................... 74.4 74.5 71.0

Acquisition costs ratio4 .................................................................................................... 10.4 11.8 11.7

Gross margin ratio5 ............................................................................................................ 15.2 13.6 17.3

Administrative expenses ratio6  ................................................................................... 9.5 9.2 9.0

Combined ratio7  .................................................................................................................. 99.4 100.0 97.7

ROAE8  ....................................................................................................................................... 15.0 14.9 21.5

Recurring ROAE2, 8  ............................................................................................................... 15.0 15.0 14.9

Dividend payout ratio9 ..................................................................................................... 30.0 50.0 50.0

Signif icant data 2012 2011 2010

Assets under Management (R$ million) .................................................................. 21,107 19,614 17,520

Number of employees ..................................................................................................... 4,761 5,123 5,163

Number of branches ........................................................................................................ 70 63 53

Number of Automotive Super Service Centers  ................................................... 35 35 29

1 According to SuSeP Circular No 424/2011 of April 2011, premiums referring to VGBL (tax-free life insurance) products, previously classified under the Life insurance segment, 
are now recognized in private pension operations results. The 2010 results have been reclassified to reflect this change, to simplify comparison.  
2 Recurring data for 2010 and 2011. The difference between the accounting figures and the recurring figures refers to the sale of Brasil Veículos (BV) shares and the Morumbi 
building in 2010, and also reflects the effects of the National Health Agency (ANS) decision in July 2005 to authorize SulAmérica to increase the prices of its individual health 
insurance policies issued before January 1, 1999 by 26.1%. 
3 Loss ratio: retained claims divided by earned premiums.
4 Acquisition costs ratio: acquisition costs divided by earned premiums.  
5 Gross margin ratio: gross margin divided by earned premiums.  
6 Administrative expenses ratio: administrative expenses divided by retained premiums. 
7 Combined ratio: operational efficiency indicator of insurance companies, which is measured by the sum of the result obtained by dividing claim expenses plus commissions 
by earned premiums, and the result of dividing administrative expenses, other operational expenses/revenues and tax expenses, by retained premiums. 
8 ROAE: Return on average equity. 
9 Dividend payout ratio: percentage of adjusted net income allocated to the distribution of dividends.  



The Business 
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SulAmérica is over 100 years old, and throughout its 
history it has shown it can overcome the challenges of 
turbulent periods in the Brazilian economy, transforming 
itself and staying at the forefront of the insurance and 
asset management industries. According to the National 
Confederation of Property & Casualty, Private Pensions 
and Life, Health and Capitalization companies (CNseg), the 
industry has been growing at an annual rate of 15% over the 
past six years. The sectors in which SulAmérica operates are 
being driven by demographic and population movements 
in the country, such as the increase in the economically 
active population, higher earnings, a historically low 
unemployment rate and the formalization of employment 
and increased life expectancy, which generate high demand 
for the Company’s services. Its soundness and ability to 
innovate enable it to seize these growth opportunities and 
create value for its shareholders and society.

The Property & Casualty segment, which includes auto, 
property, transports, motor vehicle personal injury 
(DPVAT), home, etc. was worth R$47.9 billion in premiums, 
a 13% jump from 2011. The auto segment, which represents 
half this segment, expanded by 16% and was worth  
R$24.7 billion. Increased earnings and a lower Industrialized 
Product Tax (IPI) levied by the federal government drove 
these figures. According to the National Association 
of Automobile Manufacturers (Anfavea), more than  
3.6 million vehicles were licensed last year, 6% up on the 
year before, encouraging the purchase of insurance which 
is more frequent for new vehicles. [GRI 1.2]

1.  Fast-growing Sectors: Insurance and Asset 
Management

Insurance  

The Brazilian insurance sector was worth R$177.7 billion 
in 2012, 22% up on the previous year according to CNseg.  
This total includes insurance premiums, pension 
contributions and income from capitalization securities.

The Life Insurance segment, which includes life, 
personal accidents and private pensions such as Tax-
free Life Insurance (VGBL) – responsible for almost half 
of all premiums received – grew by 30% and was worth  
R$81.4 billion in 2012.

SulAmérica is the largest  

independent insurer in Brazil 

VGBL
Auto
Property & Casualty

Life
Health
Capitalization
Pension

Insurance sector revenues (Brazil)
(R$177.7 billion in 2012

Fonte: CNseg)

12%

13%

12%

33%

14%

6%
9%

Insurance Sector Revenues (Brazil) 
(R$177.7 Billion in 2012)

Note:    The health insurance amount given above only includes premiums 
from Insurers Controlling Health Care Providers, and does not include 
the revenues from any other Private Health Care providers such as Self-
Management, Medical Cooperatives, Philanthropy, Group Medicine, Dental 
Care Cooperatives or group Dental Care. 

Source: CNseg

A company with more than 
100 years’ experience that 

knows how to exploit growth 
opportunities
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Another segment with great growth potential is Health 
which, according to the National Health Agency (ANS), 
was already worth R$69.9 billion as of September last 
year – an increase of 12% on the same period in 2011. In 
Brazil, only a quarter of the population (about 48 million 
people) have some kind of private health care plan, which 
means the sector has still plenty of room to grow until we 
reach the same sort of levels seen in developed countries.  
With the progressive increase in formal employment 
and the creation of new enterprises, we expect new 
beneficiaries to join the private healthcare system in the 
coming years. The arrival of a large foreign company in 
the domestic market in 2012 confirmed our view that the 
sector is attractive, and is helping to raise the quality and 
diversity of the services offered to consumers. [GRI 1.2]

In 2012, the two regulators, SUSEP and ANS, introduced 
several changes, particularly: regulation of microinsurance; 
maximum limits on deadlines for laboratory tests and 
appointments; and the establishment  of health plans 
after employees retirement. Some measures gave rise to 
added costs in providing the services. One measure that 
was responsible for a drop in earnings was a 40% reduction 
and subsequent abolition (in January 2013) of charges for 
issuing a policy. [GRI 1.2]

Two other milestones in the year were the creation of 
the Brazilian Guarantee and Fund Management Agency 
(ABGF) by the federal government and the launch of the 
Principles for Sustainable Insurance (PSI) during the Rio+20 
Conference at the International Insurance Society Seminar. 

Asset Management

The fund industry in Brazil at the end of 2012 was  worth 
R$2.3 trillion, which is 16% more than the previous year 
according to figures released by the Brazilian Capital 
and Financial Markets Entities Association (ANBIMA).  
Net deposits totaled R$97.6 billion, one of the best results 
in the industry’s history, and offshore funds reached  
R$61.0 billion, particularly impressive at a time when Gross 
Domestic Product (GDP) was only growing at 0.9%.

According to ANBIMA, the open-ended pension segment 
had net deposits of R$35 billion, 38% more than in 2011. 
Contribution payments were greatly benefited by increased 
life expectancy in the country and better financial 
education. The increase was due to lower interest rates and 
a demand for long-term investments.

On the other hand, the same reduction in base interest rates 
had a negative impact on the segment, leading investors 
and managers to search for options that offered better 
returns, a factor that favored companies with portfolios 
that reflected the new economic and financial situation.

Last year, the National Private Pensions Authority (Previc) 
decided that companies operating in this sector must 
work with an actuarial target below 6% a year to ensure 
compliance with its plans, reflecting the new situation 
regarding base interest rates in the country. The ruling 
implies greater effort in managing companies’ funds, with 
longer term and higher risk investments.

2. SulAmérica 

SulAmérica operates in the Health and Dental, Auto and 
Property and Casualty insurance markets, including  
mass market, business and home insurance, as well 
as industrial and commercial risk plus marine, among 
others. In the Life segment, we sell Life insurance and  
Pension products. [GRI 3.6]

Another area of business is Asset Management, which 
has become increasingly important within the group 
since it was first set up more than 15 years ago due to its 
contribution towards Company profits.

The growth in the asset 
management industry offers 

excellent prospects for 
SulAmérica Investimentos

SulAmérica stands out in  
the market as a  

multiline insurance player 



SulAmérica Annual Report  | 12

Awards and Corporate Rankings 

Customer Care

Excellence in Customer Services (for the 7th year in a row) – Pensions and 
Capitalization, Insurance and Health categories ‘Consumidor Moderno’ magazine
PIB – Intangibles Prize Brazil – Customers and Consumers category

Quality Standard in Multichannel Relations Prize – internal operations (Brazilian 
Customer Relations Yearbook 2011/2012) ‘Grupo Padrão’

Most Innovative Companies 2012 (in customer relations 2012 – B2C) ‘Consumidor Moderno’

Investor Relations
The Best Companies for Shareholders 2012 ‘Capital Aberto’ Magazine

The 100 Best Publicly Traded Companies by Market Value (84th place) ‘Exame’ Magazine | The Biggest and the Best: The 
1,000 Best Companies in Brazil 2012The 200 Best Publicly Traded Latin American Companies by Market Value (165th place)

Insurance

Top of Quality Brazil in the Insurance category ‘Best Business’ magazine

The 50 Biggest Insurers by Net Issued Premiums (9th place) ‘Exame’ Magazine | The Biggest and the Best: The 
1,000 Best Companies in Brazil 2012The 200 Biggest Groups (42nd place)

The 250 Biggest Holdings (73rd place)

‘Valor Econômico’ | Value 1,000 biggest 
companies 2012

The 50 Biggest Insurers – general (3rd place)

The 20 Biggest in Operating Profit (6th place)

The 20 Biggest in Net Profit (6th place)

The 20 Biggest in Investments (2nd place)

The 20 Biggest in Net Worth (5th place) 

The 18 Most Profitable in Equity among Market Leaders (5th place)

The 20 with Least Claims among Market Leaders (18th place)

The 1,000 Biggest in ‘Dinheiro’ (58th place) ‘Dinheiro’ Magazine | The Best of ‘Dinheiro’ 2012

Insurers Ranking (Salic – 7th place) ‘Diário do Comércio’ | Annual Balance of the Best 
Market Leaders

The 50 Biggest Insurers (3rd place)

‘Época Negócios’ magazine | Época Negócios 360°

The 100 Publicly Traded Companies (84th place)

The 100 Publicly Traded Companies| Dividends / price (16th place) 

The 200 Best Companies in Brazil (53rd place)

Insurance: innovation (4th place)

Insurance: financial performance (2nd place) 

Insurance: vision of the future (4th place)

Prize for the oldest Associated Company since 1924 São Paulo Trade Association – Santo Amaro District

Insurance Premiums by Segment 
(% of the Insurance Premiums)

In 2012, SulAmérica invested in the IT and Human Resources 
areas and expanded its physical presence in large and 
medium-sized cities (interior of São Paulo, Minas Gerais 
and Goiás). The pricing policy was improved in some lines 
and statistical models and processes, and valuation and 

risk management were strengthened. Innovative services 
and products were launched and apps were developed for 
smartphones and tablets, expanding the Company’s reach. 
[GRI 2.2, 2.9]

LifeProperty and CasualtyAutoHealth and Dental

(% of the Insurance premiums)

66%

24%

2011 2012

5%
5%

69%

22%

5% 5%

R$10.6 
billion

R$9.4 
billion

(% of the Insurance premiums)

67%

24%

4%
5%

R$8.3 
billion

2010

LifeProperty and CasualtyAutoHealth and Dental

(% of the Insurance premiums)

66%

24%

2011 2012

5%
5%

69%

22%

5% 5%

R$10.6 
billion

R$9.4 
billion

[GRI 2.10]
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The Company’s strategy is to offer customers a high 
degree of efficiency in contracting products and services 
and transparency at the time of delivery. Last year, a  
R$50.5 million investment in IT increased our processing 
capacity by 50%. We continued to expand geographically, 
opening seven new units across the country.
[GRI 2.9, 3.8, 3.11]

SulAmérica is the third 
biggest Health Provider 

in the country 

In asset management, the Company expanded and trained 
its team further and launched more sophisticated funds 
to respond to customers’ expectations in terms of return.  
This meant SulAmérica Investimentos – a group company 
set up in 1996 – ended the year with R$21.1 billion in assets 
under management, 7.6% more than in 2011. Having a 
resource manager within the group is an advantage 
for SulAmérica, as its team has extensive knowledge of 
the insurer’s assets and liabilities and is aligned with its 
investment policies.

In 2012, SulAmérica completed a tough cycle of restructuring, 
innovations and investments that prepared it for the next 
growth cycle.

Insurance

i Health and Dental Insurance Group
SME

ASO
Dental

Individual

222

991

326
221

259

272

1,176

263

450

241

320

1,187

241

524

225

2010 20122011

2,019

2,403

2,497

Members
(thousands)

SulAmérica kept its market leadership position as the third 
biggest health care provider in the country. The portfolios 
in this segment had good results, even after taking higher 
medical and hospital costs into account and the increased 
use of the plans seen in early 2012. The Company managed 
to turn the situation around in the second half by means 
of a series of actions. Price adjustments to the portfolios, 
greater selectivity in subscriptions, speeding up new sales 
and bolstering health and accident management actions, 
among others, had the necessary effect to balance the 
annual result. [GRI 1.2]

Health and Dental Insurance premiums
(R$ millions)

20112010 2012

6,248 7,360

5,295

Health and Dental Insurance Premiums 
(R$ millions)

The market was more competitive in the Small and 
Medium Enterprise (SME) and Dental segments, due to 
an increase in formal jobs, greater concession of health 
insurance benefits to employees – an important tool to 
attract and retain labor force – and the opening of new 
companies in all sectors of the Brazilian economy. [GRI 1.2]

New Units 
in 2012

Total Units

C.A.S.A.s

Locations in Brazil

[GRI 3.6]
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For SulAmérica, which was already prepared for this 
change in terms of products, services and nationwide 
distribution, the year saw healthy growth. The SME 
portfolio grew by 30.0% in premiums and by more than 
17.6% in the number of policy holders in 2012. In the Dental 
segment, there were 16.4% more beneficiaries, driven by 
cross-selling with the Health branch and the launch of a 
new portfolio of products. 

Award Organizer 
Top 10 in B2C innovation – Electronic 
Platform Case ‘Consumidor Moderno’ magazine

Best in Insurance 2012 – Health 
Insurance – Highlighting North/
Northeast and Southeast (except 
São Paulo)

'Apólice' Magazine

Marketing SegNews Award 2012 – 
Focus on Health Insurance – chosen 
by insurance brokers

SegNews Agency

Alvorada Trophy – Best Federal 
District Health Insurer Sincor – DF

Health Guidance Program – quoted 
as a successful example of health 
management

Care Continuum Alliance (CCA)

'Marca dos Cariocas': Health plans 'O Globo'

Among the 100 best suppliers for 
RH2012 'Gestão & RH Editora'

Ranking of insurers (Insurance: 
SulAmérica Company, Health Segment 
– 12th place)

'Diário do Comércio' | Annual 
Balance of the Best of the Biggest

[GRI 2.10]

The Health Guidance Program, created to closely follow 
cases of chronic diseases, was quoted as a successful 
management example in a report by Care Continuum 
Alliance, an international umbrella association of more 
than 200 population health management organizations. 
The program received 87% positive approval from its 
participants and 98% approval from the human resources 
that contracted Risk Factor Management. This recognition 
encourages the Company to create new programs and 
expand existing ones. [GRI 2.10, PR5] 

i.1 Health Insurance

SulAmérica has been building its vision of the future in 
health insurance based on the following guiding principle: 
management of claims, allied with integral health 
management. Our “Active Health” program, a series of 
initiatives created in 2003 to promote health and disease 
prevention, has been expanding with new initiatives, such 
as Healthy Slimming, in which a multi-disciplinary team 
monitors people at risk of obesity. In 2012, the Company 
invested R$22 million in this program, providing services 
to more than 500 companies and 90,000 policy holders. 
[GRI 2.2, FS5, FS7] 

Specific programs enable  
clients to live better 

Sight and preparing  
led to a 30% increase in 
the portfolio for SMEs 

To make brokers’ work easier, the Company developed 
new quoters for health plans for SMEs with up to  
99 people; invested in expanding its Self-service Terminals 
and, in a pioneering move, launched a mobile platform for 
smartphones and tablets with efficient search tools for 
specific networks. This app was downloaded 17,838 times 
in 2012, exceeding all expectations. [GRI 2.2, EN26]

Another high point was the 17 percentage-point increase 
in the number of online contacts by service providers. 
These were also helped by the investments made in 
digital certification that simplified the document handing 
process, reduced costs and paper consumption and the 
time taken to process medical bills. It now takes five days 
less to process a claim, and we saved 47 tons of paper in 
2012. The project put SulAmérica in first place in the Process 
category in the annual CNseg Innovation in Insurance 
awards, which focus on sustainability. [GRI 2.10, EN26]

http://www.carecontinuumalliance.org/pdf/global-market-report-10-16.pdf


SulAmérica Annual Report  | 15

i.2 Dental Insurance

SulAmérica has kept on growing and aims to be one of the 
biggest and best operators in the country in this sector.  
The acquisition of Dental PLAN was strategic to build the 
base for this position and helped the Company to reach 
524,000 policy holders at the end of 2012.

ii Auto and Property/Casualty

SulAmérica saw positive results from the decision to 
prioritize profitability in all of this segment’s portfolios. 
In the Auto branch, given the competitive scenario seen 
in 2012, our strategy was to screen subscriptions and 
implement operational improvements.

The Property/Casualty sector was also important because 
of the investments we made in automating quotation and 
issuance processes and the management of claims, along 
with improvements to the call center that led to significant 
improvements in customer and broker care. [GRI 1.2]

221

20112010 2012

Número de Segurados
Odontológico

(Milhares)

450
524

Number of Dental Policy Holders 
(Thousands)

In order to increase sales, we launched a portfolio of 
dental insurance products and services that included the 
best practice on the market and enabled the products 
to be customized according to the packages of cover 
that were contracted: ‘SME’ (3 to 29 people); ‘SME Plus’ 
(from 30 to 99 people) and ‘Corporate’ (over 100 people). 
[GRI 2.2]

New programs ensure  
the welfare of our customers  

and their families 

SulAmérica is synonymous  
with service quality 

ii.1 Auto

In 2012, SulAmérica faced an aggressive pricing strategy 
on the market and guaranteed the profitability of this 
segment, offering competitive, differentiated services and 
improved broker and customer care, which reduced the 
impact of lower policy issuance costs. [GRI 1.2]

Award Organizer
Brazil Insurer Award 2012 – Condominium and 
International Transport categories 

‘Segurador Brasil’ 
Magazine

Best Economic/Financial Performance Auto 
Insurance Portfolio Optional Liability Insurance 
(RCF) 

‘Cobertura’ Magazine

The Best Products Special – Car insurance (3rd 
place)

‘Época Negócios’ 
Magazine

Cover assessment – Home insurance (8th place) 
‘Proteste’ Magazine | 
Money and RightsCover and service assessment – Auto insurance 

(1st place)

[GRI 2.10]

Auto and Property/Casualty Awards and Recognition

The “In-Company Clinic” program is a service drawn up in 
line with health and claim management directives, as a 
model for dental practice in companies, with SulAmérica 
handling management and administration. Customer 
data proves that the service contributed to reducing 
employee absenteeism and reduced the risk of fraud. 
More than 19,000 employees have already been treated 
through the program. [GRI 2.2, FS5]

1,376

20112010 2012

Automobiles - Insured fleet
(Milhares)

1,491
1,400

Automobile – Insured F leet
(Thousands)



SulAmérica Annual Report  | 16

An average of 69.5% of auto insurance policies were 
renewed over the year. This high renewal rate can be 
attributed to a positive perception of the SulAmérica 
brand, along with the quality of the services provided and 
the wide range of products, such as “Friendly Driver” and 
24-hour Assistance. In 2012, these two services were used 
6,375 and 872,801 times respectively. [GRI 2.2, FS5]

The Company invested in new quotation softwares, making 
the process of contracting insurance and claim recognition 
even more streamlined and fully online. Responsible for a 
30% growth in quotations carried out compared with 2011, 
the new system is faster and offers brokers various options 
while constantly monitoring market prices.

Customer care was also improved when we moved the call 
center to the Rio de Janeiro Head Office. Customers could use 
digital tools such as chat and SMS to bring them closer to the 
Company. The call center has 985 operators, 86.7% of whom 
are Company employees. [GRI 2.2]

Índice de Sinistralidade Automóveis
(%)

64.1% 64.7%
60.4%

20112010 2012

Automobile Loss Ratio
(%)

Prêmios de Automóvel 
(milhões)

2,221 2,287

2,071

20112010 2012

Auto Insurance Premiums
(R$ Millions)

Regional expansion takes 
SulAmérica nationwide

Loss ratio in this segment were negatively affected by 
improvements to the calculation of reserves, with a single 
impact on the January indicator and the accumulated 
amount for the year. The process sought to reduce the 
volatility of the index.

Additionally in the auto insurance segment, the Company 
continued to pay attention to care for the environment 
in its relationships with its partners and suppliers. Repair 
service providers are carefully assessed regarding their 
labor and environmental practices. One sustainable 
practice is the “SulAmérica Water-based Paint” program, 
adopted by more than 21 garages in repairing vehicle 
paintwork, which just this year prevented 8.5 tons of VOC(1) 
(Volatile Organic Compounds) from being released into 
the atmosphere, bringing the total to about 39 tons since 
the program began in 2009. The project won the CNseg 
Antonio Carlos Braga de Almeida Prize for Innovation in 
Insurance in the Products category.
[GRI 2.10, EN18, EN26, FS5, FS8]

The “Guincho Selo Verde” (‘Green Seal’ Tow Truck), 
implemented in support of the Rio de Janeiro state 
government program, encourages the use of biofuel in 
fleets. Out of 68,339 tow services in 2012, 38,478 were 
attended by certified vehicles, which are periodically 
reviewed by the Company. This represents 64.7% of all  
call-outs in the state. [GRI EN18, FS5]

The Automotive Super Service Centers (C.A.S.A.) are 
another distinctive service our customers appreciate.  
The benefits can be seen in the policy renewal rate by users 
of the centers, who are 10% more likely to renew than the 
overall total for the portfolio. The Company also launched 
two unique covers: for spare tires, due to their high theft 
rate, and for the balance of the financing in the event 
of theft or total loss of the vehicle purchased on credit. 
[GRI 2.2]

(1)  The method used to calculate the VOC belongs to Basf, our partner in the Water-
based Paint program, and can be found at the following link https://docs.google.
com/a/sulamerica.com.br/file/d/0B9RIW3ouDiYGd0RYa3IyLVlLSW8/edit 

https://docs.google.com/a/sulamerica.com.br/file/d/0B9RIW3ouDiYGd0RYa3IyLVlLSW8/edit%3Fpli%3D1
https://docs.google.com/a/sulamerica.com.br/file/d/0B9RIW3ouDiYGd0RYa3IyLVlLSW8/edit%3Fpli%3D1
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OtherPropertyMassifiedMarine

Composição da Carteira de Ramos Elementáres
(% do Total Prêmios)

30.7%

16.7%

2011 2012

25.0%

27.5% 24.8%

20.8%

14.8%

39.6%

Sinistros por Eventos Climáticos de Automoveis

20122011

3,485

1,738

Loss Ratio for Auto Climate Events

Matching risk and an  
expanding economy  

generate huge opportunities 

Breakdown of Property and Casualty Portfolio
(% of Total Premiums)

In massified insurance market, SulAmérica made profits 
from operations by increasing the distribution channels 
for selling the products, which are now being sold in 90% of 
Brazilian towns and cities. A new online quotation system 
was implemented to support this strategy, with functions 
that speed up the work of brokers and ease contracting 
and post-sale service. 

In insurance for industrial and commercial risks, the 
risk assessment policy was improved to strengthen the 
process of acceptance and negotiation with the market.  
The reinsurance capacity – one of the critical factors for the 
success in the segment – was raised from R$50.0 million 
to R$120.0 million, enabling the Company to work with 
different sizes of contracts. [GRI 1.2]

SulAmérica has two types in Home insurance: policy holder 
death or invalidity and property risks. These lines were 
responsible for a significant amount of the gross margin 
earned by the segment, mainly due to an increase in the 
number of partner financial institutions. [GRI 2.2]

The improvement in the profitability of the marine 
portfolio, which includes maritime transport, was due to 
improvements in subscription policies in the segment. 
[GRI 2.2]

Extreme climatic events such as floods, mainly in urban 
centers, have been affecting the sector. These claims, 
however, did not make up even 6.1% of all claims paid out 
in 2012 – about R$14 million, a fairly insignificant amount 
in comparison with the total portfolio. [GRI EC2] 

Prêmios de Seguros de Ramos Elementares
(%)

20112010 2012

485.4493.9460.7

Property and Casualty Insurance Premiums
(R$ Millions)

ii.2 Property and Casualty

The segment exceeded the Company’s expectations.  
One of the highlights was the growth in the massified 
insurance portfolio, particularly in products for 
condominiums, companies and homes. The new risk 
management policy for marine also contributed to the 
good results.  

Sinistralidade de Ramos Elementáres

20112010 2012

44.5%
54.3%57.0%

Property and Casualty Loss Ratio 
(%)
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iii      Life and Pensions

As people live longer and have a better jobs and higher 
earnings, Brazilians tend to think more and more 
about their future and quality of life, meaning that this 
segment has huge growth potential over the coming 
decades. The sector, one of the fastest growing in the 
country, has accumulated reserves of some R$300 billion.  
The SulAmérica brand name has great potential to win 
over new customers with a wide range of products and 
a commercial strategy aimed at alternative retail sales. 
[GRI 1.2]

2012 saw the arrival of a new top management team and 
the restructuring of processes and systems, supported by 
the outsourcing of back office processes. All this helped 
SulAmérica begin 2013 better positioned in terms of its 
operational structure and professional capacity. [GRI 3.8]

Another high point was the improvement in cross-
selling with the Asset Management and Health and 
Dental segments, based on sales campaigns and training 
programs for brokers to feel completely at home with the 
products they sell. 

The Company plans to renew the customer care model 
in 2013, making it more proactive, offering increased, 
continuous support to the sales force and improving 
internal processes and relations with third parties, working 
within a shared management model.

45.1%

2010 20122011

Sinistralidade 
Pessoas

64.0%
52.0%

Life Insurance Loss Ratio

Group LifePersonal AccidentIndividual LifeCredit Life

Composição da Carteira
(% do Total de Prêmios)

54.9%

23.5%

2011 2012

10.2%

11.5%

54.7%

25.3%

10.4%

9.6%

Breakdown of Life Portfolio
(% of Total Premiums)

iii.1  Life 

The Life insurance portfolio grew by 2.1% in 2012 and the  
loss ratio was 45.1%. In accordance with our strategic 
decision to prioritize profitability, the area began to 
structure a risk management program, to be implemented 
his year, foreseeing adjustments to loss-making portfolios, 
alterations to portfolios with unsustainable, long-term 
risks and an increase in small and medium-sized accounts.  
[GRI 1.2]

Claims due to Climatic Events in the Property 
and Casualty Segments

Sinistros por Eventos Climáticos de Ramos Elementares

20122011

1,601

936

Another important point was a review of products. The 
Company reformulated SulAmérica Capital Global, a 
group life insurance, where the risk is distributed equally 
among policy holders. The product is easy to take out and 
fits companies that have offices spread across the country 
or high rates of movement among employees. [GRI 2.2]

The biggest impact caused by extreme climate events 
was felt by the mass market insurance sector, which 
accounted for 20.2% (about R$900,000) of the claims, a 
fairly insignificant amount in the Property and Casualty 
portfolio. The main causes were gales and lightning, often 
during intense storms. [GRI EC2]
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iii.2 Pension Funds

The sector launched two new funds: SulAmérica 
Prestige Inflatie Prev and SulAmérica Prestige Total Prev.  
Both are based on the active management of resources, 
not linked to indexes – enabling choices to be made based 
on investment policies – and can count on the expertise 
of SulAmérica Investimentos asset management. Another 
product that was launched in 2012 was the SME Pension 
Fund for small and medium-sized enterprises that 
want to offer their employees more benefits as a way of 
retaining talent. The fund was designed for companies 
with four or more employees and is segmented into three 
categories – Special, Expert and Exclusive, depending on 
the contribution bracket – all under the Tax-free Insurance 
Plan (PGBL) and Tax-free Life Insurance (VGBL). [GRI 2.2]

In order to encourage customers to invest part of their 
extra earnings (such as their Christmas bonus) in 
pension funds, SulAmérica launched an information 
campaign about the tax benefits of PGBL products, which 
offer the possibility of income tax deductions of up to  
12% of taxable earnings. During the campaign, which also 
offered extra benefits to brokers, the minimum amount 
for taking out Special Funds was reduced. 

The campaign also continued with its policy of creating 
products and services that focused on financial 
education. One example of this was the “Pensions 
without blah, blah, blah” educational website that 
provides training on private pensions and approaches the 
concepts of investment in a simple way. The site had over  
700,000 hits in 2012 and took third place in the 
Communication category at the CNseg Innovation in 
Insurance Awards. Pension products should be offered on 
the site in 2013. [GRI 2.10, FS16]
 

Pension VGBL

Reservas de Previdência e VGBL
(R$ Milhões)

3,282.7 3,740.8

729
947

20122011

+ 29.9%

+ 9.4%

+ 14.0%

2,794
2,553

9479.9%

.4%

2,7942,

729 + 29

+ 9.
2,5532, 3

Pension and VGBL Reserves
(R$ Millions)

Financial education is a  
long-term strategy

Greater life expectancy presents challenges to the Pension 
segment, such as how to bolster reserves to support the 
payment of benefits on plans that have already been 
taken out. Low base rates of interest have also forced 
insurers to come up with more sophisticated strategies to 
allocate their resources in order to ensure the contracted 
profitability. Faced with this situation, SulAmérica has 
made changes in its investment funds, favoring the 
profitability of contracts in 2012 and 2013. [GRI 1.2]

Award Organizer
Best Insurance 2012 – Focus on 
Pensions in the South/Southeast 
(except São Paulo) ‘Apólice’ Magazine
Best Insurance 2012 – Focus on Health 
in São Paulo and the South of Brazil 

Highlights of the year – Private 
pension category CVG – Clube Vida in Grupo RJ

Best pension funds (SulAmérica 
Mix 49 I FI Multimercado Pension /
Previnvest/Caixa; SulAmérica Mix 15 IV 
FI Multimercado) 

‘Proteste’ Magazine | Money and 
Rights

The best funds 2012 | Pension 
(highlight for SulAmérica TI 35 Prev 
FIC Multimercado and SulAmérica 
Prestige Prev FI Fixed Income) 

Brazil Econômico | Financial 
Report

The best pension funds – Fixed Income 
(SulAmérica Prestige Prev FIRF) 

‘ISTOÉ Dinheiro’ | Where to  
invest 2013

The best pension funds (various 
categories) Valor Econômico | Valor Investe

The best PGBL and VGBL funds (with 
greatest profitability) Você S/A | The Best Pension Funds

Pension Recognition and Awards 

[GRI 2.10]
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Asset Management

SulAmérica Investimentos played an important role 
in 2012, contributing significantly to annual profit.  
In managing its own resources, it surpassed the portfolio 
profitability goals, generating a financial profit that was 
compatible with an economic situation of low interest 
rates. In managing third-party resources, the migration 
of institutional investors to more sophisticated products, 
with higher administrative fees, drove results up 69.9% 
in comparison with 2011. SulAmérica ended the year with  
R$21.1 billion in assets under management, 7.6% more than 
12 months earlier. This performance was also underpinned 
by an additional R$1.5 billion raised in investments and  
20 new institutional customers.

In recent years, SulAmérica Investimentos has been 
consolidating its position among the most important 
independent managers in the market. The management 
company currently holds 16th place in the general ranking 
in the country and 2nd place among independent assets.

SulAmérica responded excellently to the general 
investment situation in Brazil in 2012, offering products 
and services that matched demand. These include a fixed 
income fund, two private pension funds and a share 
fund, composed of papers from companies with lower 
capitalization on the Stock Exchange. [GRI 2.2]

Due to this diversified portfolio, the asset management 
company was considered in new public tenders. Previously 
recognized on the market as a company more focused 
on fixed income, SulAmérica Investimentos is now 
consolidated as a variable income option as well. Standard 
& Poor’s rating agency gave SulAmérica Investimentos 
their top grade for management assessment (AMP1, Very 
Strong), for the fourth year in a row. [GRI 2.10] 

Third Party Own

Volume de Ativos Administrados
(R$ Milhões)

11,258

19,614 21,107

8,356 8,914

12,193

20122011

+ 6.7%

+ 8.3%

+ 7.6%

Source:Anbima

8,914

12,193

.7%

.3%

11,258

8,356

+ 6.

+ 8.

Excellence in asset 
management:  

a company’s triumph 

Volume of Assets under Management 
(R$ Millions)

10.0
12.2

7.5 8.4 8.9

2010 20122011

11.3

21.1
+7.6%

Third Party Own

19.6

17.5

Assets Under Management (AUM)
(R$ Billions)

Awards Organizer 
Best Funds for Institutional 
Investors (total of six funds 
classified as excellent) 

 ‘Investidor Institucional’ magazine

The best funds 2012 (highlight for 
SulAmérica Ativo FI Renda Fixa LP 
and SulAmérica Inflatie FI Renda 
Fixa Longo Prazo) 

‘Brasil Econômico’ | Financial Report

The best funds 2012 | by revenue of 
services and long-term profitability 

‘Brasil Econômico’ | Financial Report 
– Main indicators of the financial 
market companies

The Best Fixed Income (fixed-
income type funds with the best 
risk x return ratio in 12 months) 

ISTOÉ Dinheiro | Where to invest 2013

Valor Investe – Best Investment 
Funds (various categories) Valor Econômico | Valor Investe

[GRI 2.10]
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The Human Resources and Corporate Governance of 
SulAmérica Investimentos deserve recognition. The team 
of variable income analysts increased in size and is now 
one of the most respected in the country.

The most important aspects in terms of Corporate 
Governance are its efficient control of risks and the 
adoption of the best compliance practices. One significant 
investment in the area was a new fund liability control 
system, improving the management of investments by 
customer both in terms of fixed and variable income. 

Responsible investment is a constant concern at the 
Company. The sustainable investment policies applied 
were fundamental in the management decision-making 
process. The Principles for Responsible Investment (PRI) criteria 
are always taken into consideration when allocating 
resources and this extends across the entire value chain, 
as the Company demands that the brokers who sell their 
financial products follow the PRI principles. [GRI 4.12]

Signatory:

http://www.unpri.org/


Management and 
Corporate Governance 
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GOVERNANCE
The Company’s Board of Directors is the strategic decision-making center of SulAmérica’s governance structure.
 

•  Avoid and manage situations of conflict of interest in 
the Company whenever they arise;

•  Ensure the long-term future of the Company based on 
business sustainability, social responsibility and the 
application of the best corporate governance practice 
in conducting Company business; and

•  Provide guidelines on the relationship between the 
Company and its stakeholders in all aspects.

To this end, the Board has a series of policies and practices 
contained in an agenda of strategic topics that ensure 
broad supervision of Company activities, its markets and 
opportunities and risks over the short-, medium- and 
long-term. In addition, the Board has Advisory Committees 
to ensure that the decision-making process is based on 

The SulAmérica Board of Directors comprises nine 
members, three (33%) of whom are independent as defined 
by the BM&FBovespa Level 2 Listing Regulations. Board 
members act collectively to provide for the protection and 
exploitation of Company assets and ensure a return on 
shareholders’ investments, and shall [GRI 4.1]: 

•  Act responsibly, ethically and with integrity, guided 
by the standards and regulations in force, and the 
Company’s values;

•  Steer the Company strategies and directives, ensuring 
that they are effectively implemented;

•  Oversee the financial and operational aspects in pursuing 
Company business;

General 
Shareholders’ 

Meeting

Board of 
Directors

Executive 
Board

Internal 
Auditing

Auditoria 
Interna

Investment 
Committee 

Audit 
Committee 

Compensation 
Committee 

Governance 
and Disclosure 

Committee
Sustainability 

Committee

[GRI 4.1]
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sound arguments. These committees are technical and 
advisory bodies, composed of board members and external 
specialists who assess issues in detail prior to Board 
resolutions. Visit the Corporate Governance section of the 
Company’s Investor Relations (IR) site for further details 
regarding the Board’s advisory committees.
 
In 2012, the Board of Directors’ operations were primarily 
marked by structural changes aligned with the best Corporate 
Governance practices, aimed at streamlining Board decisions 
and improving the flow of information between the Board 
and SulAmérica’s Management. 

The first of these changes involved alterations to the Company 
By-laws, which made all advisory committees statutory and 
formally defined the governance structure. This decision 
also allowed the audit committee structure and rules to be 
brought in line with the requirements of Instruction CVM 
509/11, formalizing the body’s assessments and reports 
and making them available to the market, by means of 
the issuance of annual reports where the committee’s 
activities and its conclusions regarding the effectiveness of 
internal controls, the ethical conduct of the Company and 
especially the adequacy of the regulations and the accuracy 
of SulAmérica’s financial statements may be verified. Equally 
important was the review of the Company investment 
policy and the Investment Committee regulations, which 
bolstered the Company’s investment governance and 
streamlined SulAmérica’s asset management in a year that 
was particularly demanding in this area.

The Board also decided to review SulAmérica’s Dividend 
Policy and decided that, from 2013 (therefore including 
the year ended in 2012), the Board of Directors’ proposal 
to the General Meeting would involve the distribution 
of dividends equivalent to at least 30% of the adjusted 
net income for the year. The complete Policy, which also 
establishes the distribution of quarterly dividends, is available 
on the Company website. 

The main driving force behind these improvements is 
the Board’s process of self-assessment of performance, 
which is conducted every December. Self-assessment has 
been carried out by the Board since 2008, and includes an 
objective form that gathers the advisors’ impressions of:

(i)  the Board structure, including its composition, 
priorities and quality and the context of the 
information received and discussed; 

(ii)  the transparency of Board relations, including its 
independence both from shareholders and Company 
management, dialog with advisory committees and 
conflicts of interest; 

(iii)  support of the corporate office; 

(iv)  the self-assessment of individual skills and 
participation; and 

(v)  the assessment of the Chairman of the Board in 
conducting his duties. [GRI 4.6, 4.10]

Membros do Conselho de Administração

http://www.mzweb.com.br/sulamericari/web/Conteudo_Pt.asp%3Fconta%3D28%26tipo%3D10628%26idioma%3D0
http://www.mzweb.com.br/sulamericari/web/Conteudo_Pt.asp%3Fconta%3D28%26tipo%3D10629%26idioma%3D0
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Financial Performace
Procedural Matters

M&A
Governance Related Issues
Operating Performace

Utilização de Tempo

54%

23%

4%

4%

15%

2011

Non-Strategic Issues
Strategic Issues

Utilização de Tempo

77%

23%

2012

Non Strategic Issues
Strategic Issues

Utilização de Tempo

63%

37%

2011

Financial Performance
Procedural Issues

M&A
Governance Issues
Operational Performance

Utilização de Tempo

15%

56%

12%

3%

14%

2012

On a Scale of 1 to 5

Média Global de Auto-avalição do Conselho

3.5
3.9

4.2 4.4 4.3

2011201020092008 2012

Overall Score of the Self-Assessment of the  
Board of Directors

Board Time Distribution Charts

An annual work plan is drawn up to address all 
improvement opportunities and suggestions proposed by 
the members using the results of the questionnaire. In 2012, 
as well as the above-mentioned actions, the review of the 
scope of Company management reporting should also be 
mentioned, with a more strategic focus, reflecting trends 
and offering a more critical and less operational view of the 
business units and shared services within the Company. 
The Board’s on-going education program was also subject 
to review, involving a one-day, off-site meeting to discuss 
the Company’s strategic planning, and an incentive to 
hold individual meetings between members of the Board 
and Company Management. A total of 44 meetings were 
held in 2012, allowing for a deeper understanding of the 
business and therefore better contextualization of the 
information discussed in the boardroom.

With all these changes, the Board could focus its attention on 
the Company strategy. The charts below, monitoring the time 
spent in Board meeting discussions and drawn up by the 
Corporate Office, reflect how the Board used its time in 2012.

Corporate Governance Practices

SulAmérica units (share deposit certificates each representing 
one common share and two preference shares) are listed on 
the BM&FBovespa Level 2 Listing Segment. This means that 
the Company follows the obligatory regulations regarding 
corporate governance practices particular to this segment, 
which results in greater transparency for its shareholders 
and investors in general, as well as some special rights for its 
shareholders.
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Apart from the practices established by regulation (available 
on the BM&FBovespa website), the Company voluntarily 
adopts corporate policies that bolster its alignment with 
best corporate governance practice. 

All the above-mentioned policies are available on the 
Company IR site. In addition to these policies, there is also 
an electronic channel where shareholders can contact 
the Board of Directors through the Investor Relations site 
if they have any doubts or questions, and can propose 
topics for General Meeting agendas. 

The Company has a firm policy of encouraging shareholder 
participation in the general meetings, disclosing all 
materials needed to assess the Ordinary General Meeting 
agenda 30 days beforehand, during which time it produces 
calls to the meeting and the necessary documentation, 
the Company issues a shareholder manual containing all 
the information required by a shareholder to effectively 
participate and ensure their vote is cast regarding the 
items on the agenda.

The Company is a member of the Brazilian Corporate 
Governance Institute (IBGC) and the Brazilian Investor 
Relations Institute (IBRI), and actively seeks to participate 
in corporate governance discussions and disseminate best 
practice. [GRI 4.13]

RISK MANAGEMENT
A sound risk management strategy is fundamental 
in an insurance Company. The mapping of risks that 
are intrinsically linked with operations and Company 
activities ensures assertiveness in managing reserves 
and prevents adverse effects to its objectives. In 2012, 
SulAmérica improved its risk management to ensure good 
performance in operations over the coming years. 

As this topic permeates all business units and corporate 
areas, the Company constantly spreads the culture 
of control through an internal program that includes 
campaigns, training, events and workshops with customers, 
brokers, partners and employees. The main mechanisms for 
bolstering this culture are the Legal Compliance Program 
and the Code of Ethical Conduct.
 
The Legal Compliance Program monitors Company 
compliance with legislation, identifying possible 
compliance risks. The Code of Ethical Conduct consolidates 
all ethics guidelines in relations with public and private 
parties, and describes the channels for whistle-blowing 
such as ‘Compliance Escutando Você’, the ‘Disque Fraude’ 
and the Ombudsman, and also includes directives on the 
prohibition of corrupt practice, money laundering and 
other issues, including socio-environmental responsibility. 
[GRI 4.8] 

In order to ensure that financial institution employees 
understand these issues, the regulators have demanded 
mandatory training since 2002. In 2012, 616 employees, 9.1% 

of whom were managers, completed courses in Ethics, Fraud 
Prevention and Prevention of Money Laundering, amounting 
to 3,925.5 hours of training. A total of 65 brokers also took 
these courses, and since 2002, 4,228 employees have received 
Anti-corruption training, some 88.8% of the current work 
force, amounting to 16,912 hours. [GRI SO3]

The creation of products and services and the launch of new 
partnerships also form part of the risk management policy. 
All new projects have to go through the Product Review and 
Assessment Procedure (PRAP), a meticulous assessment that 
involves departments such as Actuarial, Compliance, Legal 
and Sustainability. PRAP rejected three of the 13 products 
(23%) that were submitted in 2012. Furthermore, the Company 
risk platform was reviewed to raise social, environmental and 
governance risks already covered by the risks department, as 
well as identifying those for future inclusion that have not 
yet been incorporated into the risk matrix. [GRI PR1, FS2]

SulAmérica developed a new subscription technique for 
its health segment products in 2012 that improved the 
predictability of the number of future claims. The technique, 
which uses a statistical database, actuarial methods and 
market analysis, should be expanded to other business 
units over the coming years. In investment risk involving 
own and third-party resources, the Company improved 
asset management rules to prioritize the profitability of the 
portfolio and as a way of dealing with a macroeconomic 
situation characterized by lower base interest rates. Having 
our own dedicated resource manager brings more synergy to 
mapping financial operation risks and better understanding 
of the market risks that these operations involve.

Restructured in 2012 to gain better results in litigation 
and reduce Company exposure to legal risks that could 
affect its performance, the Legal department has also been 
systematically contributing towards risk management. 
Following the shake-up, the area began working in 
two areas: litigation and consultancy. Litigation has 
worked hard to develop more strategic management in 
operations and financial results, whereas Consultancy has 
acted proactively to develop theories and strategies for 
conducting litigation, closing the gap between consultancy 
and the business units to identify risks that could generate 
future litigation, in an innovative business partner model.  

For more information on risk management, please refer to 
explanatory note 5 in the Financial Statements, page 5.

REGULATORY OPERATIONS [GRI 4.13]
SulAmérica has actively participated with the regulatory 
bodies in its areas of operation, contributing to further 
relevant discussions that help to position the sector 
regarding standards as well as building good practices. 
SulAmérica executives are board members of all insurance 
market federations and act in various debating forums 
regarding regulation and its activities. 

http://www.bmfbovespa.com.br/home.aspx%3Fidioma%3Dpt-br
http://www.mzweb.com.br/sulamericari/web/Conteudo_Pt.asp%3Fconta%3D28%26tipo%3D10629%26idioma%3D0
http://www.sulamerica.com.br/codigodeetica/index.html
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About 130 Company executives and employees have seats 
on commissions and work groups in the federations and 
the National Confederation of General Insurance, Private 
Pension and Life, Health Care and Capitalization Companies 
(CNseg), as well as trade unions and other bodies 
representing the sector. 

These actions, along with the performance of professionals 
dedicated to regulatory issues and the relationship with the 
Private Insurance Supervisory Authority (Susep), the National 
Health Care Agency (ANS) and the Brazilian Securities 
Commission (CVM), allow SulAmérica to foresee the changes, 
meaning that it is prepared to face new demands and 
contribute to the improvement of sector regulation. 

SulAmérica has changed its Human Resources focus in 
recent years, aiming for greater employee efficiency and 
commitment. In order to reach this goal, it has invested 
in the alignment of organizational culture, processes and 
management models and employee organization with the 
concept of engagement.

After undergoing restructuring, the Human Resources 
platform was divided into five main pillars: performance and 
remuneration; talent management; personnel attraction 
and selection; and leadership and internal communication. 
Using these pillars, the Human Resources department began 
working in partnership with the Executive Committee to 
spread a culture of engagement and high performance 
among employees.

In 2012, SulAmérica remodeled its job and salary structure 
to be based on functions using the financial market 
median. Promotions and wage adjustments were defined 
by merit. The Company also researched best practices and 
used those studies to remodel executive remuneration. 
The new “partner plan” format came into force in 2012, and 
foresees a share sale plan (units) in addition to a bonus. 
In all, jobs and/or wages were reviewed for 200 people  
in 2012.  

The Company made countless internal redeployments of 
jobs and people in 2012, including promotions, temporary 
reassignments and merits. There were a total of  
4,761 employees at the end of the year, who were more 
engaged, higher qualified and better positioned, 
increasing the Company’s operational performance. The 
internship program was also reviewed and last year there 
were over 18,000 applications for the 55 available places. 
The program has also become a source of recruiting 
talent at the analyst level. [GRI LA1]

In terms of labor practices, SulAmérica obeys 
domestic legislation regarding employment, health 
and safety. Trade union freedom of association 
is respected and standard hours extend to all 
employees. It also adopts the benefits practiced 
on the market, encourages training and prioritizes 
technical attributes in relation to diversity in 
employee recruitment processes.
[GRI DMA LA] 

HUMAN RESOURCES
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Company staff turnover rate remained at 21.3%. However, 
if we exclude the call center, which has the highest 
turnover rate, this number falls to 18.0%. The increase 
in these percentages was mainly due to trying to match 
the employees’ profile to greater operational efficiency.  
[GRI LA2]

Year 2010 2011 2012

Total Leaving the Company 1,041 982 1,208
Turnover Rate 17.8% 18.7% 21.3%
Turnover Rate Excluding 
Call Center, Executives or 
Interns 16.2% 12.2% 18.0%

Male
Female

Turnover por Gênero

57.4%

42.6%

Staff Turnover by Gender

Over 65 years old
56 to 65 
46 to 55

36 to 45
26 to 35 
Up to 25 years old

Turnover por Faixa Etária

25.7%

41.6%

20.9%

9.2%
2.5% 0.2%

Staff Turnover by Age

North

Northeast
Midwest

South
Southeast

Turnover por Região

2.1%

88.4%

4.8%

2.6%
2.1%

Turnover Rate by Geograf ic Region

The Company restructured the SulAmérica Corporate 
University, UniverSas. About 2,300 employees attended 
some kind of qualification or training program. Employees 
attended more than 9,400 courses with an average of  
10.6 hours of training per employee. The Company currently 
offers 56 development programs for its employees through 
UniverSas, focusing on operational, technical, professional 
and management skills. [GRI LA10]

Total Training 2010 2011 20124 20125

Attendance1.............................. 67,655 32,366 9,446 8,393
Hours........................................... 320,243 124,473 55,399 50,542
Courses on offer2.................... 105 75 56 56
Budget (R$ million)3.............. 3.9 1.4 3.1 3.1

(1)  The number of participants is calculated using employees’ course history to 
give the number of courses that were completed, including repetitions if an 
employee has taken more than one course.

(2) Ready-made courses.
(3)  Budget spent.
(4) Includes employees who were dismissed or remained on leave for more than  
 6 months.
(5)  Attendance and hours of training without employees who were dismissed or 

remained on leave for more than 6 months (LA1).

In addition to the courses offered by UniverSas, the Company 
offers other development opportunities, including 
socioeconomic inclusion programs such as the ‘Programa 
de Oportunidades Especiais’, offered to people with 
disabilities, and the ‘Programa Adolescente do Seguro’ for 
young apprentices. SulAmérica offers financial support for 
leaders to learn languages and take post-graduate courses, 
as well as technical certification required by the regulators. 
In addition, SulAmérica has a program that provides 
subsidies for external courses, which in 2012 involved 
a total of 72 grants and an investment of R$153,996.10. 
[GRI LA11]
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The Company invests in programs that promote quality 
of life for its employees and their families, in line with its 
strategy to increase productivity and retain talent. These 
programs include:

• Nutritional care, aimed at guiding and encouraging 
a balanced diet. The program is run by nutritionists 
who follow 328 employees on the course with 1,409 
consultations in Rio de Janeiro and São Paulo. [GRI LA8]

• SulAmérica Athletes, which encourages walking and 
participation in street races and marathons. A total 
of 148 employees participated in the program in 2012.  
[GRI LA8] 

• Workplace Exercise, which offers call center workers 
relaxation and stress relief activities to reduce 
injuries and posture problems. A total of 10,549 people 
received massages and did stretching exercises in Rio 
de Janeiro and São Paulo. [GRI LA8]

• The Health Advice Program aims to offer information 
regarding the importance of ongoing medical follow-up 
for chronic patients, through regular physical exercise, 
the correct use of medication and dietary guidance. The 
program also offers emergency hospital support. A total 
of 35 employees participated in the program in 2012.  
[GRI LA8] 

• The Viver Bem (Live Well) Program offers support 24/7 
in teaching, psychology, legal advice and social services, 
giving employees and family members guidance in 
resolving day-to-day problems and improving their 
quality of life. The program was used 26,767 times in 
2012. [GRI LA8]

• The Flu Vaccination Campaign inoculated 2,711 people 
in 2012. [GRI LA8]

BRAND

In relation to the products and services it sells, 
SulAmérica follows the rules defined by the 
regulators and entities mentioned in the Chapters 
‘The Business’ and ‘Management and Governance’. 
It complies with aspects related to liability for 
customers’ health, safety and personal data, 
marketing communications and specific rules for 
the sector, and those from regulators and other 
consumer protection entities. [GRI DMA PR]

 

UNITS  
35 Automotive Super Service 
Centers and 70 units 

CUSTOMERS  
6.7 million

BROKERS 
 > 30,000 

After 117 years in operation, SulAmérica stands out in the 
insurance sector, and is much admired by existing and 
potential customers. Associated with efficiency, trust 
and transparency, the brand is recognized for providing 
customers with security, comfort and financial protection; 
offering brokers proximity and improving their work tools; 
and providing geographical coverage and a strong presence 
throughout Brazil through its branches, service providers, 
suppliers and partners.

The brand name is strengthened by the Company’s actions 
in terms of socio-environmental projects, particularly 
related to the promotion of health and education, and by 
its association with the radio stations SulAmérica Trânsito 
(in São Paulo) and SulAmérica Paradiso (in Rio de Janeiro), 
which provide services to the inhabitants of these cities 
such as traffic information in São Paulo and entertainment 
details in Rio de Janeiro. [GRI FS5]

Last year, the Company retained its marketing policy 
focus on sport and cultural events. We sponsored theater 
plays “Alô, Dolly”, “Cabaret”, “Xanadú”, “Tim Maia – Vale 
Tudo, o Musical”, and “Hair” as well as the “Circo Tihany” 
tour, the “Looney Tunes” children’s event and the “Música 
em Trancoso” event. In the sports arena, the Company 
supported the participation of sailing duo Fernanda 
Oliveira and Ana Barbachan in the 2012 London Olympics, 
and the World Footvolley 4x4 in Rio de Janeiro.
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The Company worked closely with about 30,000 brokers 
who work with its products to strengthen the brand. Apart 
from encouraging brokers with prizes and travel programs, 
SulAmérica offered training to give them the skills both in the 
segments where they already worked and in new products 
and services. Last year more than 100 events were organized 
for brokers by all units in the Company and more than 18,000 
were trained. Some 980 professionals also won journeys and 
electronic devices in the broker recognition campaigns.

COMMERCIAL STRATEGY
SulAmérica’s commercial strategy was based on taking 
advantage of the opportunities generated by synergies 
and the fact it is a multiline Company. The range of 
products in different business areas promotes the idea 
that SulAmérica is the solution in insurance products 
and services for its customers. This, allied to its diversified 
distribution channels, financial partners and its great 
relationship with insurance brokers, gives the Company a 
competitive edge over the market. 

In 2012, roughly 65% of health contracts for Small and 
Medium Enterprises (SME) were concluded by brokers 
who were not specialized in health products. This was 
possible due to the Company’s multiline approach and the 
constant training offered to brokers in the physical units 
or on digital platforms.

Another successful example of the commercial strategy is 
the partnership between SulAmérica Investimentos and 
the pension area, where specialized brokers are able to sell 
investment products during a simple customer visit. 

Our strategy of taking advantage of opportunities and 
taking product options to customers is supported by our 
strong presence throughout Brazil. The Company’s aim is 
to be ever closer to its customers, making the SulAmérica 
brand more tangible in the brokers’ and customers’ daily 
lives. Seven new units were opened in 2012. [GRI 2.7, 2.9]

The Automotive Super Service Centers (C.A.S.A.) are part 
of this strategy to offer quality products and services. 
For brokers, the Concierge Center model functions as yet 
another argument when selling auto insurance and, from 
the customer’s point of view, it reinforces the Company’s 
commitment to providing a distinctive service.

INFORMATION TECHNOLOGY
SulAmérica made its biggest IT investment of the past 
decade in 2012. One of the results was a 50% increase in 
its processing capacity. This has prepared the Company 
technologically for a new leap in growth. 

Another advance was the modernization of the 
collaboration platform, as part of a process that began in 
2011 but which was discontinued in 2012. The Company 
swapped its work platform for cloud computing 
technology, with greater storage capacity and flexibility of 
communication among employees.

Another important IT project was the replacement of 
60% of the computers and notebooks used by employees 
with equipment offering higher capacity and lower 
energy consumption. The Company also exchanged 
the smartphone platform and extended the use of this 
equipment to sales teams and customer care areas. As a 
result, 180 claims adjusters have more efficient access to 
information. The Company is thus able to manage their 
work by means of geopositioning, reducing customer care 
response times.

In 2012, the Company consolidated all its Rio de Janeiro call 
centers into a single unit. Currently, call center employees 
have cutting-edge technology capable of answering 79.3% 
of customer calls in under 20 seconds. The scope of their 
work was expanded, with policy issuance centers, claims 
management and broker support. The broker support 
center was also unified, meaning they now only speak to 
a single operator. This model was fully implemented in  
Rio de Janeiro in 2012 and should be operational in  
São Paulo during 2013.

In Health, the Company implemented an important tool to 
respond better to its policyholders: an App for smartphones 
and tablets enabling searches to be made of our accredited 
network of doctors, hospitals and other providers by 
georeferencing, for example, the policyholder’s virtual 
identity card. The number of Self-service Terminals (TAT) also 
increased, and they now offer services such as the purchase 
of insurance against personal accidents and quotes for auto 
and life insurance. In order to highlight the greater range of 
services on offer, the terminals are now called SulAmérica 
Express. [GRI 2.2] 

In Auto, the Company implemented the ‘Portal do Prestador’, 
which is available in 20% of garages and enables electronic 
interaction between the Company and the service providers.

SUSTAINABILITY
2012 was a year for consolidating practices and affirming 
SulAmérica’s socio-environmental commitments. 
Through corporate value and the 2009 strategic objective 
(commitment to sustainability), over the past three years 
the Company has managed to improve information control 
processes, prioritize projects associated with the business 
and engage in initiatives that introduce the best socio-
environmental management practices, as well as brand 
visibility and reputation.
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In the governance and sustainability area, the committee 
focused on two main points in its first year of reporting 
directly to the Board: drawing up a corporate sustainability 
policy and strategy and choosing the national and 
international commitments and initiatives with which the 
Company should be associated.

The three-year process to review strategic planning 
begun by SulAmérica in 2012 was another step in 
incorporating sustainability into Company business. This 
moment represents a unique opportunity to work on 
the organization’s risks and opportunities outside the 
traditional business boundaries, introducing a vision of 
sustainability into leadership discussions in line with 
the socio-environmental challenges that are on the 
stakeholders’ agendas. 

The first step in producing a sustainability strategy included 
diagnosing the sustainability initiatives and projects, 
benchmark studies on the domestic and international 
insurer markets, revision and definition of the materiality 
matrix, and the preparation of a corporate sustainability 
policy to be approved by the Board of Directors in the first 
half of 2013. The second stage, forecast for 2014, consists of 
drawing up an action plan with goals and indicators that 
are directly related to the five priority sustainability topics 
defined in the materiality matrix, along with a revision and 
creation of new policies to include environmental, social and 
governance issues. [GRI FS1]

As part of its strategy of applying good domestic and 
international practices to the insurance market at all 
times, SulAmérica gained two notable positions in 2012: 
president of the CNseg Sustainability Commission and 
PSI advisor, the only Latin American representative for the 
initiative. [GRI 4.13]

U N E PFinance Initiative
Innovative financing for sustainability

From the many voluntary initiatives in 2012, the 
Sustainability Committee focused on three international 
commitments to share its directives and swap information 
with companies engaged on the issue. The Company 
became a signatory of the United Nations Global Compact, 
an Organizational Stakeholder (OS) of the Global Reporting 
Initiative (GRI) and was a founding signatory of the 
United Nations Environment Program Finance Initiative  
(UNEP-FI). These initiatives are over and above the 
commitments that were previously taken on, such as the 
Principles of Responsible Investment (PRI) by SulAmérica 
Investimentos in 2009 and the National Pact for the 
Eradication of Slave Labor in 2011. [GRI 4.12]

By means of its voluntary commitments, 
SulAmérica has adopted practices and developed 
initiatives that enable better governance of its 
value chain in terms of the inclusion of human 
rights issues in its operations and relationships. 
Additionally, the Code of Ethical Conduct clearly 
states how everyone in the Company should 
proceed regarding the fight against corruption 
and money laundering, discrimination, child labor 
and all forms of slavery, which covers all suppliers 
and service providers in a contractual clause.  
[GRI DMA HR]

In 2012, the management of sustainability, a responsibility 
of the SulAmérica Business Sustainability Supervisory 
Department, mainly focused on improving information 
collection processes and environmental, social and 
governance (ESG) indicators, continuing the awareness and 
dissemination process regarding concepts of sustainability 
and active participation in the voluntary commitments 
assumed by the Company. Up until 2010, collecting the data 
for producing the Annual Report according to GRI directives 
was done by exchanging emails once a year, making the 
process slow and subject to a wide margin of error. To 
correct the problem, the sustainability team developed a 
website to gather data on the Google Sites platform, where 
all users can enter information and supporting documents. 
The main aim was to organize the data collection process 
and improve information control. In 2012, the system was 
improved with a review of the assumptions and evidence 
(supporting documents for external verification) by the 
areas in question and the inclusion of all other ESG initiatives, 
such as the BM&FBovespa Business Sustainability Index 
(ISE) and the Greenhouse Gas (GHG) emission index. 
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More than 280 users took advantage of the system, 
including managers and employees who were responsible 
for the main indicators, representing more than  
40 Company departments. Thus, the sustainability area 
shares responsibility for controlling and monitoring ESG 
indicators with the areas responsible for generating them, 
as well as ensuring an operational routine for each area. 
Apart from saving time and increasing data reliability, this 
new way of managing ESG data allows the Company to 
publish the main ESG indicators along with the quarterly 
financial results as of 2013. [GRI FS4]

In order to encourage the spread of ESG concepts internally 
and externally and to raise awareness among the various 
groups of stakeholders, SulAmérica gave e-learning courses, 
talks and workshops. The aim of these initiatives was to 
spread the concepts and application of practices in the various 
processes in SulAmérica to mitigate any socio-environmental 
aspects generated by Company operations.

•  Courses: SulAmérica has used e-learning, talks and 
workshops to spread the concept of sustainability 
among its employees since 2009. The Sustainability 
e-learning course covers the concepts and application 
of SulAmérica commitments in everyday work 
situations. Since its launch in 2010, 4,727 employees 
have been given 9,454 hours of training. A total of 
50 employees took the human rights course in 2012.  
[GRI HR3, FS4]

•   Environment Week: 2,200 employees from the 
Head Office units in Rio de Janeiro and Morumbi in  
São Paulo participated in talks to spread the concept 
of recycling waste, and 13 business partners and social 
projects contributed with exhibitions and activities for 
the employees. [GRI FS4]

•   Principles for Sustainable Insurance (PSI) Workshop: 
as president of the CNseg Sustainability Commission 
and founding signatory of the PSI, SulAmérica helped 
to organize an event for about 200 people from 
the insurance sector to launch the research into 
implementing PSI in Brazilian insurers.

•  Dissemination of the Basis for the United Nations 
Principles for Responsible Investment (PRI): training 
was held for the SulAmérica Investimentos analyst 
team and managers to present ESG questions that can 
be included in the analysis of the companies in which 
we invest. This led to the creation of a sustainability 
report. [GRI FS4]

•  Insertion of ESG Risks into the Corporate Risk 
Matrix: during the first half of 2012, the Sustainability 
department worked to assess the Company’s corporate 
risk matrix in order to raise the ESG Risks that had been 
revealed and those that should be entered into the 

matrix in the coming years. Additionally a workshop 
was organized on ESG Risks for the area’s actuarial team, 
where the ESG risk matrix, published in the 2009 UNEP-FI 
Global State of Sustainable Insurance, was presented for 
inclusion into the Company’s risk matrix.

Signing up to three major international sustainability 
initiatives – UN Global Compact, OS GRI and PSI – brought 
the Company new responsibilities, mainly in terms 
of sustainability. The commitments, approved by the 
Sustainability Committee and the Board of Directors, 
created a need to “educate” Company executives and 
employees, which was achieved through internal 
communication and meetings with groups who were 
responsible for ESG indicators, or areas that were most 
important for applying the principles to the business. 
The plan for 2013 is to run a series of talks and workshops 
on the 10 principles of the Global Compact and the four 
principles of the PSI, so that the areas can understand 
how to incorporate ESG criteria into their daily operations, 
as well as opportunities for engagement with external 
stakeholders such as industry associations, service 
providers, academic and research institutions, customers 
and brokers, to name a few.

In 2011, SulAmérica signed the International Labor 
Organization’s (ILO) National Pact for the Eradication 
of Slave Labor in Brazil. Since then, it has adopted the 
practice of consulting the Ethos Institute and the ILO 
“black list” before contracting suppliers and service 
providers. In order to guarantee that its suppliers share 
its sustainability commitments, the areas responsible for 
24-hour  assistance, purchases, workshops, tow trucks and 
mechanics, and adjustment and investigation have inserted 
a social responsibility clause into their key contracts.  
[GRI HR2, HR7, FS2]

Provider Total %

Garages1 .............................................................. 1,092 28.2%

24h Assistance2 ............................................... 196 96.4%

(1)  The total of certified workshops in this table covers all SulAmérica network garages.  
This includes those that receive cars as well as trucks and motorbikes.

(2)  Only key contracts responsible for a greater volume of services were considered.

Percentage of Providers with Social Responsibility and 
Sustainability Clause

Apart from the initiatives listed above, SulAmérica is 
committed to socio-environmental development, and in 
this regard has developed various programs and projects to 
promote engagement, spread concepts, contribute to the 
construction of public policies, and train people to create 
solutions to issues related with the problems of Company 
operations and modern society. Please read the chapter 
‘The Outcome’ to learn more about the main initiatives and  
their results.



SulAmérica 
Performance in 2012



SulAmérica Annual Report  | 34

THE RESULT
1.  Economic/Financial Performance

As a listed company, SulAmérica prioritizes business that 
creates profits for its shareholders, employees, brokers 
and partners. Its commitment to the best possible results 
includes expanding its presence in the market and 
customer care increased capacity with new branches, 
Automotive Super Service Centers (C.A.S.A.) and processes 
and tools that streamline operations, facilitating customer 
access and engaging brokers and service providers 
throughout the country. The indirect economic impact of 
these actions generates job creation, partnership contracts 
and the development of the local economy. [GRI DMA EC]

Main Results

SulAmérica ended 2012 with record premiums:  
R$10.6 billion, a 12.5% increase over the R$9.4 billion 
seen in 2011. Net income hit R$483.2 million, up 7.8%.  
The main factors underlying these results were the 
improved sales performance in the Health and Dental 
segment, the performance of new products and services 
that were launched in all business segments, increased 
profitability in Auto and Property and Casualty, and gains 
from own and third-party asset management.

The loss ratio ended the year at 74.4%, a slight improvement 
compared with the previous year. This was mainly due to: 

i)  a reduction in health insurance expenses;

ii)  tighter risk management in property and casualty 
segments; and 

iii)  a policy that favors portfolio profitability over premium 
growth due to competition in the Auto segment.

The administrative expenses index rose 30 bps, ending the 
year at 9.5%. The combined ratio was 99.4%, 60 bps higher 
than in 2011.

The good financial and operating result was important for 
SulAmérica’s increase in net income, despite lower base 
interest rates in the country. The company ended 2012 with  
R$564.7 million in gains and a 114.1% return on Interbank 
Deposit Certificates (CDI).

1.1 Health and Dental Insurance

Thanks to an increase in formal jobs in Brazil, the Health 
and Dental portfolio grew 17.8% in terms of premium 
earnings, amounting to R$7.4 billion in 2012. 

Prêmios de Seguros
(R$ Milhões)

2010 20122011

5,295
6,148

7,360
+17.8%

Health and Dental Insurance Premiums 
(R$ Millions)

Sinistralidade
(%)

2010 20122011

77.2% 79.8% 80.9%

-110 bps

Health and Dental Claims 
(% Premiums Earned)

The loss ratio for the segment crept up slightly by 1.1% to  
80.9% at year end. Costs were mainly pressured by  
adjustments offered to providers, following complaints 
from health professionals.

Prices increases in the hospital and medical areas, an 
increased use of insurance plans and regulatory changes 
in the sector were also seen in 2012. Nevertheless, the 
company stayed on track and expanded its market 
penetration. According to figures released by the National 
Health Agency (ANS) as of September 2012, SulAmérica had 
a market share of 9.6%, consolidating its position as the 
third largest health provider in Brazil.

Insurance Premiums 
(R$ Billions)

Prêmios de Seguros
(R$ Bilhões)

8.4
9.4

10.6

2010 20122011

+12.5%
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1.1.1 Group Health and Dental Insurance

The group Health and Dental segment, composed of 
corporate plans, was responsible for 79.4% of premiums 
and ended 2012 with revenues of R$5.8 billion – 22.7% 
higher than the R$4.7 billion seen the previous year – 
driven by sales of new plans, mainly for Small and Medium 
Enterprises (SME) and Dental Care.

The loss ratio for the portfolio was 78.5%, a 80 bps rise 
over the previous year. Some of the factors that influenced 
these results were the health and claims management 
programs that the company adopted and adjustments to 
the premiums charged as of June 2012.

The corporate portfolio had revenues of R$4.4 billion in 
premiums, a 20.4% leap. This increase takes into account 
the effect of the portfolio review, which included the  
non-renewal of policies with low profitability and 
culminated in a 3.9% growth in the group segment 
portfolio, helping the company to end the year with  
2.5 million beneficiaries.

The 30.0% increase in the SME portfolio underscores 
the policy of concentrating sales efforts in this segment.  
Premium increases were also supported by adjustments 
to the policies and a 17.3% increase in the number of 
members added to the portfolio.

1.1.2 Individual Health Insurance 

The Dental area ended 2012 with R$96.2 million in 
premiums, a 30.3% rise. The success was due to maintaining 
our strategy of expanding sales potential even further, 
with a more diversified portfolio, cross-selling with health 
insurance and the launch of new products. Portfolio 
premiums hit R$1.5 billion, 2.6% higher than in 2011. 

The portfolio was responsible for 20.3% of the revenue 
received from the Health and Dental insurance segment. 
The performance reflected the adjustments that had 
been announced by the ANS in August 2012 (9.37% for 
policies issued before Law 9656/98, and 7.93% for those 
issued thereafter) and a 6.7% reduction in the number 
of beneficiaries in line with the current characteristics of  
the portfolio. 

However, the changes to plan prices were not enough to 
make up for the increased frequency of their use or to pass 
on medical and hospital costs. The individual portfolio 
loss ratio ended 2012 at 89.9%, 350 bps higher than the 
year before.

1.2 Auto Insurance

Despite the competition in the year, the Auto segment ended 
2012 with a 3.0% rise and R$2.3 billion in premiums. This increase 
in premiums was below the market average of 16%, according 
to figures released by the Private Insurance Supervisor (SUSEP), 
and a 6.1% reduction in the number of policies was due to the 
company policy of maintaining the profitability of portfolios.

The loss ratio rose 60 bps, from 64.1% to 64.7%. The result 
reflects the improvements made in the strategy to maintain the 
profitability of portfolios and shows that the segment is well 
positioned to face the challenges of 2013. Graduação

2010 20122011

2,071 2,221 2,287

+3.0%

Auto Insurance Premiums 
(R$ Millions)

Loss Ratio (% ofearned premius) 

2010 20122011

60.4% 64.1% 64.7%

-60 bps

Loss Ratio
(% Premiums Earned)

1.3 Property and Casualty Insurance

Revenue from this area, which covers Property, Massified, 
Hulls and Transport, among others, fell by 1.7% from  
R$493.9 to R$485.4 million. Graduação

461 494

2010 2011

-1.7%

485

2012

Property and Casualty Insurance Premiums 
(R$ Millions)
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This performance was due to an extremely selective policy 
towards medium and large risks and the expansion of the 
mass market portfolio, which was responsible for a 16.7% share 
in 2011, rising to 20.8% in 2012. On the other hand, the property 
portfolio fell from 25% to 14.8% and hulls and transport from 
30.7% to 24.8%. 

The loss ratio in the segment fell significantly (980 bps) 
from 54.3% to 44.5%, mainly because of improvements in 
the quality of subscription and pricing which, allied with an 
efficient resource strategy, offer greater profitability.

1.4 Life Insurance and Private Pension

Premiums from life insurance ended 2012 at  
R$484.1 million, 2.1% up on the R$473.9 million seen  
12 months earlier. The loss ratio for the portfolio fell 
2050 bps, from 66.3% to 45.8%.

The assets under management by the company rose by 
7.6% to a total of R$21.1 billion, R$12.2 billion of which 
belong to third parties and R$8.9 to the company. A total 
of 62.6% of the nominal increase of R$1.5 billion referred 
to third-party resources.

In Private Pension, contributions rose by 20.9% as a result 
of sales efforts that included training brokers and investing 
in cross-selling. Over the year, contributions rose from  
R$397.8 million to R$481.0 million. This meant the Pension 
reserves and VGBL ended 2012 with R$3.7 billion, a 14% rise 
on the R$3.3 billion in 2011. Pension operations increased by 
18.6%, growing from R$12.3 million to R$14.6 million.

1.5 Asset Management

SulAmérica Investimentos ballooned by 69.9% in 2012, 
going from R$26.4 million to R$44.9 million. Most of 
this increase came from the performance rate charged 
by the funds, which tripled from one year to the next 
(from R$4.3 million to R$12.9 million), and revenues from 
administration charges, which increased by 44.5% from 
R$22.1 million to R$31.9 million.

The performance of the company manager was marked 
by the launch of new funds with more aggressive risk 
components and longer terms. This customer demand 
was generated by the reduction in basic interest rates 
(Selic) to record levels.

Graduação

26

45

2010 20122011

+69.9%

21

Earnings from Financial Activity
(R$ Millions)

Amount of Assets under Management 
(R$ Billions)

10.0
12.2

7.5 8.4 8.9

2010 20122011

11.3

21.1
+7.6%

Third Party

Proprietary

19.6

17.5

Revenues from Pension Contributions and VGBL Premiums 
(R$ Millions)

2010 2011 2012

369 398
481

Pension Contribuitions 
 (includes VGBL Premiums)

+20.9%

Perfomance of SULA11 Units
(Vs. Ibovespa)

50,000

55,000

60,000

65,000

70,000

R$ 10.00

R$ 12.00

R$ 14.00

R$ 16.00

R$ 18.00

R$ 20.00

IBOV Index SULA11SULA11

1.6 Capital Markets

SulAmérica units (code SULA11) have been listed in 
Corporate Governance Level 2 on BM&FBovespa (Securities, 
Commodities and Futures Market) since 2007. Each unit 
represents one common share and two preferred shares 
issued by the company. At the end of 2012, SulAmérica had 
a free-float of 39%. 
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saw demand at 40% higher than expected. A single series 
of non-convertible, unsecured, simple debentures was 
issued for public distribution with limited placing efforts 
in accordance with CVM Instruction No. 476/09.

The operation was closed on February 6, 2012 with a 
nominal unit value of R$10,000 for 50,000 debentures 
with a five-year maturity. The nominal value is to be 
amortized in three successive, annual payments as of 
the third year, and these debentures are entitled to  
the payment of half-yearly interest equivalent to 100% of 
the accumulated variation of the daily average rates of the 
one-day Interbank Deposits (DI), over extragroup, plus a 
surcharge of 1.15% a year.

The operation was given a risk rating of brAA (Brazil 
National Scale) by Standard & Poor’s and AA- (long-term 
preliminary national rating) by Fitch.

The company also liquidated the remaining R$300 million 
from its senior notes that had been issued in February 2007.

2.  Environmental, Social and Governance 
Performance (ESG)

SulAmérica acts to create opportunities for social well-
being and has developed a series of initiatives and actions 
that benefit society as a whole. All social investments, 
whether own resources or tax incentive, are analyzed by 
the Corporate Sustainability Superintendence according to 
specific criteria.

In 2012, SulAmérica donated about R$1.3 million to support 
projects, campaigns and social and environmental actions of which 
a little over R$1 million are tax incentive resources. These 
amounts are 30% less than the previous year, mainly 
due to a reduction in own capital investment in socio-
environmental actions due to the preparation of the 
company’s strategy. [GRI EC1]

SulAmérica units are included in nine BM&F Bovespa 
indexes: Brazil Index (IBr-X), BM&FBOVESPA Financial Index 
(IFNC), BM&F Small Cap Index (SMLL), Differentiated Tag 
Along Index (ITAG), Differentiated Corporate Governance 
Index (IGC), BM&FBOVESPA Governance Trade Index (IGCT), 
Brazilian Wide Index (IBRA), Dividend Index (IDIV) and 
Corporate Sustainability Index (ISE).

1.6.1 Performance of the SULA11 Units

In 2012, SulAmérica units appreciated by 22.4%, while 
Ibovespa, the index which measures the performance of 
the shares that are traded most on the exchange, closed the 
year 7.4% up. The company units were quoted at R$17.70, 
resulting in a market cap of R$5.1 billion in the last trading 
session of the year, on December 27.

1.6.2 Investor Relations

SulAmérica maintains a close and transparent relationship 
with the capital markets in Brazil and abroad. Seven events 
were held in the country in 2012, one of the most important 
of which was the Third SulAmérica Analyst Day, held in 
São Paulo in May. The company welcomed more than  
150 institutional investors and market analysts, presented 
its segments and encouraged the guests to mingle with 
its executive team. The meeting received 98% approval 
ratings from participants.

The Investor Relations website is an important  
communications channel for the capital markets, as it 
provides corporate and insurance sector information.

1.6.3 Ratings

Since the company began operations in the international 
bond market, with the issue of senior notes in  
February 2007, SulAmérica has periodically been evaluated 
by international rating agencies Fitch Ratings and 
Standard & Poor’s (S&P). Both upgraded the company’s 
rating in 2012. The one notch upgrade by Fitch, from BB- 
to BBB-, included SulAmérica on the list of investment 
grade companies, while Standard and Poor’s rating of BB+ 
positioned the company just one notch away from the 
agency’s investment grade.

1.6.4 Shareholder Remuneration

The SulAmérica Board of Directors sent the Annual  
General Meeting a management proposal for distributing 
earnings that involves paying shareholders an amount of 
R$84.399 million, which, added to the interim dividends 
for the year, is equivalent to 30% of the total net profit 
for the year. The proposal is aligned with the Dividend 
Distribution Policy that was approved by the General 
Meeting on April 19, 2012.

1.6.5 Issue of Securities

In early 2012, SulAmérica completed the issuance of  
R$500.0 million in debentures. This pioneering initiative 

SulAmérica ran several socio-environmental 
programs and projects to help build public 
policies and encourage engagement and the 
training of people from the community on the 
management of non-profit organizations. The 
company also used its communication channels 
to spread ESG concepts directly to customers, 
brokers, service providers and employees. In 
its Code of Ethical Conduct, the company also 
prohibits financial contributions to political 
parties or candidatesto reduce the risk of money 
laundering and corruption. [GRI DMA SO] 

http://www.sulamerica.com.br/ri/
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2.1 Social Performance

SulAmérica supports nine social projects in communities 
close to its main offices in Rio de Janeiro and  
São Paulo, directly and indirectly helping 4,215 people and  
50 organizations. In most of its initiatives and projects, the 
company counts on the voluntary support of its employees 
and some business partners. Further details are available 
on the institutional website.

SulAmérica also provides services to society through 
partnerships and own initiatives, including [GRI FS5]:

•  Dia da Cidadania SulAmérica: Run in partnership with 
local non-profit organizations and business partners 
to provide health services and foster employability 
and citizenship in vulnerable communities near the 
company’s main offices. In 2012, 24 business partners 
participated in the events in Rio de Janeiro and  
São Paulo, involving 3,802 people.

•  Lideranças Comunitárias SulAmérica: Offers training 
and capacity building to community leaders in 
neighbor´s associations and non-profit organizations. 
In 2012, 44 people attended a 52-hour course.  
These people came from 27 organizations in  
Rio de Janeiro and São Paulo.

•  Radios SulAmérica Trânsito (SP) e SulAmérica 
Paradiso (RJ): A partnership with Grupo Dial Brasil 
to broadcast traffic reports, entertainment tips and 
support campaigns such as “Chega de acidentes”, “Não 
foi acidente” and “Proteção ao pedestre”.  

•  Online School Assistance: Offered as a service to 
Educaprevi policyholders, the benefit includes a series 
of tools and services that support school activities 
such as online classes for 5th grade pupils, virtual 
tests and subject revision. R$66,683.00 was invested 
in 2012, which helped 7,618 users over the year.  
[GRI FS7]

•  Motorista Amigo: If an auto insurance customer cannot 
drive for physical or psychological reasons, SulAmérica 
provides a driver to take them home and park the 
vehicle as instructed by the policyholder. This service 
was used 6,375 times in 2012 for a total of R$839,316.18, 
considering the average amount paid for the service. 
[GRI FS7]

•  Previdência Sem Blá Blá Blá: Virtual platform that 
answers the most common queries regarding private 
pensions, such as the product portfolio and alternative 
investments in a simple and clear manner. The site was 
accessed more than 700,000 times last year. To know 
more about it visit www.previdenciasemblablabla.com.br.  
[GRI FS16]

•  Nutritional Care: This program, in partnership 
with Visa Vale business partner, encourages people 
to improve their quality of life with a balanced diet.  
The individual appointments, held at the Head Office 
in Rio de Janeiro and the São Paulo office, are run by 
professional nutritionists.

•  Guia do Uso Consciente do Plano de Saúde: A tool 
developed by SulAmérica Health unit professionals, 
this is a simple approach to important topics 
regarding health care, such as the importance of 
having a trustworthy doctor, procedures for using 
the health plan and calculations for income tax. Go 
to http://www.sulamericausoconsciente.com.br. for further 
details.

In the Health segment, SulAmérica created Saúde Ativa 
(Active Health) in 2012 as an additional cover. Focusing on 
managing risk factors and monitoring chronic illnesses, 
it aims to engage the client companies’ Human Resources 
to manage the their employees health, avoiding losses 
due to absenteeism and reducing the cost of treatments. 
The program has been adopted by an increasing number 
of companies and is being expanded with new initiatives, 
particularly: [GRI LA8, FS5]

•  Health Orientation Program: Shows the importance 
of ongoing medical care for chronic patients, physical 
exercise, the correct use of medication and nutritional 
guidelines as well as offering emergency support when 
necessary. There were 25,098 active participants in the 
program in 2012.

•  Risk Factor Management Program: Outlines the 
policyholder’s risk profile regarding the development 
of chronic diseases through questionnaires and 
exams. An average of 15,000 policyholders participate 
in the program every year. 14,352 policyholders from  
132 companies participated in 2012.

•  Active Age Program: Offered to policyholders aged 65 and 
over. It aims to help with healthy aging, guidance on a 
proper diet, medical and dental care, vaccinations and 
other procedures, and support in emergency situations. 
There were 3,890 active policyholders in 2012.

•  Healthy Slimming: This program, which is currently 
being assessed in terms of methodology and results, 
offers multidisciplinary assistance, mainly in nutrition 
and physical activity, to reduce weight and the risks 
associated with obesity. The pilot program involved 514 
policyholders in 2012.

(1)  The total investment refers to the number of times that the service was used 
during the year, i.e. 5,038.

http://portal.sulamericaseguros.com.br/data/pages/FF808081279C848E0127A016A37402EB.htm
http://www.sulamerica.com.br/radiotransito/
http://sulamericaparadiso.uol.com.br
http://sulamericaparadiso.uol.com.br
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2.2 Environmental Performance

Through the Corporate Sustainability Superintendence 
Department, SulAmérica disseminated awareness within 
all departments to  practice mitigation of the environmental 
impact generated by the company. Apart from spreading 
environmental management concepts through its main 
communication channels, promotes action to save and 
rationally use energy, water and materials for better 
environmental performance. To guarantee improved 
performance, a corporate environmental management 
policy is planned to be established in 2013 as part of the 
sustainability strategy begun in 2012. [GRI DMA EN]

Energy Consuptiom

In 2012, SulAmérica began to measure the electricity 
used in its units, except for the Aricanduva (SP), Zona 
Norte and Barra (RJ) C.A.S.A., the Porto Alegre branch 
office and the Solar building in Rio de Janeiro, which have 
energy consumption included in the condominium or 
administrative fee. The inclusion of 105 branch offices more 
from the previous year increased consumption by 29.7%. 
At the main São Paulo unit (Morumbi), team optimization 
allowed some parts of the building to be closed, reducing 
consumption by 3.0%. The Head Office in Rio de Janeiro 
had a 10.9% rise due to the call center move to the building 
in December 2011 – before that, its energy consumption 
was not measured because it was included in the price 
established in the service provider contract. [GRI EN3, EN4]

In its constant quest to reduce energy consumption, the 
company swapped 3,500 desktops for more modern  
notebooks that use less power. This modernization of 
equipment (changing computers that are more than three 
years old) will save energy, but this will only be reflected  
in 2013. [GRI EN7]
 
Water

All SulAmérica branch offices were taken into 
consideration in measuring water consumption,  
except for the Aricanduva (SP), Zona Norte and Barra 
(RJ) C.A.S.A., the Porto Alegre branch office and the Solar 
building in Rio. Moving the call center to the Head Office 
led to a 53.2% increase, while the Morumbi unit had a 
consumption rise of 15.5%. [GRI EN8]

The Head Office water reutilization system had a problem 
issuing reports in 2012, so it was impossible to get data 
on how much water was recycled. The area in charge is 
analyzing the question and will make any necessary 
adjustments in 2013. [GRI EN10]

EN3 and EN4 – Energy Consumption  (GJ)
2010 2011 2012 Variation

Electricity1

Morumbi  19,891 19,608 19,080 -3.0%
Head Office 24,214 25,500 28,292 10.9%
Subtotal 44,105 45,108 47,372 5.0%
Branches – – 11,153 –
Total2 44,105 45,108 58,525 29.7%

Natural Gas3

Morumbi 8,146 8,448 15,907 88.3%
Subtotal 8,146 8,448 15,907 88.3%

Diesel 4

Morumbi – – 27 –
Head Office – – 153 –
Subtotal – – 180 –

Ethanol
Head Office – – 3,791 –
Subtotal – – 3,791 –

Fuel (Gasoline)
Head Office – – 20,322 –
Subtotal – – 20,322 –
Total 52,251 53,557 98,904 2.5%

(1)  The 2010 and 2011 data only cover the Head Office and Morumbi unit, as they represent 
about 80% of the company’s staff.

(2)  Energy consumption rose by 29.7% in 2012 due to the inclusion of more branches.
(3)  Natural gas data refers only to the Morumbi unit. There was a change in the calculation 

method for natural gas consumption, so the 2011 data was recalculated.
(4)  Figures for Diesel consumption concern July to December only, as there was no 

measurement prior to this period.

Emissions

For the third year in a row, SulAmérica drew up its Greenhouse 
Gas (GHG) Emissions Inventory according to the GHG Brazil 
Protocol. Apart from measuring greenhouse gas emissions, 
the company ran initiatives, including with the engagement 
of its value chain, to reduce its scope 3 emissions. 

SulAmérica created a data collection system in 2012 that 
brings together all the information and checks for failures 
in the reporting process. After assessment, it was possible 
to identify emission sources that were irrelevant for the 
company, such as the Scope 1 emissions from some sources 
in the Auto segment. There was also more effective data 
control, allowing sources that were not computed in 2011 to 
be included.

EN8 and EN10 – Water Consumption  (m3)1

Water Consumption (m3) 2010 2011 2012 Variation

Morumbi

SABESP ............................................................ 4,990 12,446 3,369 -72.9%

Artesian well ............................................... 35,360 28,094 43,450 54.7%

Subtotal ....................................................... 40,350 40,540 46,819 15.5%

Head off ice

CEDAE2 ............................................................ 19,149 15,536 23,793 53.2%

WWTP3 ............................................................ 4,121 5,815 –

Subtotal ....................................................... 23,270 21,350 23,793 11.4%

Branches ....................................................... 7,781 – 12,789 –

Subtotal ....................................................... 7,781 – 12,789 –

Total ............................................................... 63,620 61,890 83,401 34.8%

(1) The figures from February 2012 to January 2013 were used since they reflect a more accurate monthly 
consumption.
(2) Increased consumption between 2011 and 2012, due to the transfer of the call center to Head Office, 
with 800 additional permanent workers and an extra shift (24-hour service).
(3) There is no way to compare the wastewater treatment plant (WWTP), as the reporting system 
presented significant discrepancies.
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Total emissions amounted to 16,301 tons of carbon dioxide 
equivalent (tCO2e). Of these, 1,180.27 tCO2e are neutral,  
reflecting the use of renewable energy sources.  
The 2012 inventory was considered as the base year, due to  
improvements in the control and measurement system.  
[GRI EN16, EN17] 

The inventory published in 2011 saw some significant 
changes, mainly in Scope 3, due to the exclusion 
of duplicated data that was included in that year.  
This change reduced the share of this Scope from 93% to 
80% of all SulAmérica emissions. Scope 2 regarding the use 
of electricity, showed the biggest jump (270%) from the 
previous year, due to the inclusion of new company branch 
offices. [GRI EN16, EN17, EN29]

Specifically on employee transportation, in 2012 was 
responsible for emitting 3,666 tCO2e by the company’s 
vehicles fleet, hired buses and employee business travel. 
[GRI EN29]

EN29 – Greenhouse Gas Emissions (tCO2e)

Source 2012

Company´s vehicles fleet1 1,195

Hired buses2 1,019

Business Travel3 1,452

(1)  In 2012 the company´s vehicles fleet was mainly used by the sales and administrative 
areas and was renewed with vehicles that use renewable fuel (ethanol).

(2)  The hired bus fleet is only available for employees at the Morumbi unit in São Paulo. 
(3)  Business Travel include flights, taxis and mileage refunds for employees. 

As shown in the table, there was a 96% increase in waste 
going to landfill, mainly due to the relocation of the call 
center, where employees generate more waste at the Head 
Office as they bring food from home and use the vending 
machines more.

On the other hand, the amount of furniture that was 
donated or disposed was greater in 2011 because various 
branch offices were relocated or closed that year. The 
amount of salvaged vehicle and glass that was recycled 
fell as a result of the end of the Brasil Veículos partnership. 
[GRI FS8]

Because of the “Projeto Refresh”, swapping desktops for 
notebooks, the amount of equipment sent for donation or 
to be disposed properly was 297% higher in 2012 than the 
year before. 

In the Head Office and Morumbi, 3,583 lamp bulbs were 
properly disposed in 2012, to reuse of components and 
avoid landfill contamination. 

Since the main waste generated by its operations is paper, 
SulAmérica has been revising processes and systems to 
gradually reduce the amount consumed and disposed.  
Last year there was a reduction of 408 tons1 of use of 
paper due to programs such as “Imprimir pra quê?” and 
the “Certificação Digital em Saúde”2 Automation project, 
and tools such as VPP Web. Visit the sustainability page for 
further details www.sulamerica.com.br. [GRI EN22, EN26]

EN22 – Waste Disposal(1)

2010 2011 2012 Variation

Landf ill2

Head Office (t) 82 73 143 96%
Morumbi (m3)3 – – 2,613 –
Total 82 73 – –

Recycling (t)
Head Office – 104 49.9 -47%
Morumbi – – 46 –
Total 108 104 95.9 97%

Reuse/Recovery (t)
Lamp bulbs (units)  
Head Office/Morumbi4 – – 3,583 –

Furniture  (units) – 420 4 -99%
Equipment (units) 636 1,366 5,171 279%
Salvaged Vehicle (tons)5 – 246 176 -29%
Auto parts (toneladas) – 91 216 136%
Auto glass (toneladas) – 901 668 -26%

(1)  The figures in this worksheet are informed by business partners from each initiative 
which control collection and disposal. This data can be checked in reports sent directly 
to the responsible area.

(2)  In smaller branch offices, waste and selective collection services are done by the local 
public service provider and for that reason cannot be accounted.

(3)  The waste disposal data for Morumbi is calculated using m3, and there is no 
methodology to convert it into tons.

(4) The only waste considered hazardous, and therefore disposed in accordance with     
      proper technical standards and regulations.
(5)  Baseline date December 26, 2012.

EN16 and EN17 – Greenhouse Gas Emissions (tCO2e)

Scope 2012

1 2,104

2 1,116

3 13,081

Total 16,301

The GHG Emission Inventory established that the company 
does not issue significant quantities of NOx, SOx or ozone 
layer destroyer gases; therefore, these emissions were not 
monitored. [GRI EN19, EN20]

Waste

Since 2009 SulAmérica has strived to use materials that 
cause the least impact on the environment, and is creating 
initiatives to reduce waste disposal. The “Certificação Digital 
Saúde”, the “Imprimir pra quê?” program, selective waste 
collection and the disposal of parts and equipment have all 
contributed to a growing reduction in waste disposal from 
company operations. [GRI EN22]
 

http://www.sulamerica.com.br/
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2.3 Governance Performance

As part of the process of improving customer care and 
satisfaction with the services provided, SulAmérica 
conducted a series of polls with its strategic stakeholders. 
Highlights in 2012 included [GRI PR5]:

•  Customer satisfaction poll with the Asset Management 
clients to assess the products and services offered.  
The general satisfaction index was 83%, 100 bps higher 
than in 2011. The call center service reached 90%. 

•  Assessment of the call centers for Pension, 24-hour 
Assistance, and SME services. Users’ level of satisfaction 
was 81%, 300 bps higher than the prior year.

•  Satisfaction survey of 914 brokers. The brand attributes 
had a satisfaction rating of 79.5% and relationship 
with the sales area 71.2%. 

•  The Ombudsman, an important mechanism for 
improving customer care and services provided, acts 
in situations of conflict, assessing cases individually 
to improve processes and products and strengthen 
the company’s relationship with its customers.  
The Ombudsman receives communications from 
a range of sources, such as the Consumer Defense 
and Protection Foundation (Procon), the Private  
Insurance Supervisory Authority (SUSEP), the press, 
extrajudicial notifications, the Internet (through 
“Fale com a gente” on the company website or by 
email ouvidoria@sulamerica.com.br) and Caixa Postal 
(PO Box) 13.788 (Post Code 20210-972 – Rio de Janeiro 
– RJ). The last two account for 40% of complaints 
received. In 2012, the Ombudsman assessed 2,677 
cases regarding all business segments (21.5% fewer 
than in 2011), acting impartially and with autonomy.  
[GRI PR1, PR5]

(1)   The following method was used to convert sheets of paper into tons:  
http://www.elancers.net/spl_v3/arvores_salvas.asp.

(2) The average of paper sheets by account was estimated at the end of 2011.
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The SulAmérica 2012 Annual Report shows the main results 
of the operations, initiatives and changes over the year in 
all the different segments in which the Company operates 
comprising all units. In certain cases, socio-environmental 
information doesn’t covers all units due to the lack of 
indicators or because monitoring was not possible. 
[GRI 3.1, 3.7]

Since 2008, the SulAmérica Annual Report uses the Global 
Reporting Initiative (GRI) guidelines. The 2012 Report 
used the more up-to-date version available, GRI-G3.1, and 
achieved level A+, checked by GRI. The sustainability data 
and information presented in this Annual Report was 
checked by Independent Auditors KPMG. SulAmérica has 
its Annual Reports externally checked since 2011. [GRI 3.13]

DEFINITION OF REPORT CONTENT 
[GRI 3.5]

The 2012 Report emphasizes the understanding of the 
company and its different insurance segments on material 
issues. We consulted the most recent publications and the 
views of opinion makers and stakeholders, such as the 
government, regulators, civil society, customers, brokers 
and service providers. [GRI 4.14]

 

The steps in the process were:

1. Documentary Analysis: understanding of the Company 
and its main operating segments, and the main projects 
carried out by the areas, including initiatives that involve 
environmental, social and governance issues (ESG). 
Internal communication channels and documents were 
assessed, along with reports published by the Company 
and its competitors. 

2. Interviews with the senior management (CEO, Vice 
Presidents and Directors): eleven interviews were 
conducted in order to explore the Company’s business 
context, its risks and opportunities, management model 
and expectations in light of operating guidelines relating 
to sustainability. [GRI 4.16]

3. Secondary Research: mapping of ESG topics related to 
the insurance sector and SulAmérica. The research looked 
into regulators’ reports, articles, publications and domestic 
and international studies.

4. Interviews with Priority1 Stakeholders: six interviews 
were conducted to explore, validate and expand upon the 
material issues mapped out in the previous steps. They were 
all conducted with representatives of the main groups of the 
Company’s strategic stakeholders. [GRI 4.16]

 

1 Stakeholder: individual or group that has an interest in an organization’s 

decisions or activities. Source: ISO 26.000.

SCOPE AND BOUNDERY

Report on:
1.1;
2.1 – 2.10;
3.1 – 3.8, 3.10 – 3.12;
4.1 – 4.4, 4.14 – 4.15;

Report on all criteria 
listed for Level C plus:
1.2;
3.9, 3.13;
4.5 – 4.13, 4.16 – 4.17;

Same as requirement 
for Level B

Report on a minimum 
of 10 Performance 
Indicators, including at 
least one from  
each of:
Economic, Social and 
Environmental.

Report on a minimum 
of 20 Performance 
Indicators, at least one 
from each of:
Economic, Environmental, 
Human rights, Labor, 
Society, Product 
Responsibility.

Report on each 
core G3 and Sector 
Supplement* Indicator 
with due regard to the 
Materiality Principle by 
either: (a) reporting on 
the indicator or
(b) explaining the 
reason for its omission.

Not Required
Management Approach 
Disclosures for each 
Indicator Category

Management Approach 
Disclosures for each 
indicator Category
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The findings of these steps enabled us to build a materiality 
matrix of the sustainability issues, which reflects the 
internal and external stakeholders’ expectations as to the 
potential contribution of each issue to the business.

The Sustainability Committee acted directly in prioritizing 
the points that will guide the Company’s sustainability 
over the coming years. This Report reflects, more than 
anything, the five most relevant issues identified in the 
process of establishing the materiality matrix, as listed 
below [GRI 3.7, 4.17]: 

• Service and Customer Care Quality;

• Product and Service Innovation;

• Human Capital Development;

• Responsibility in the Value Chain;

• Financial Education and the Informed Use of Insurance.

STAKEHOLDER ENGAGEMENT
The Company’s strategic target audiences were mapped in 
2009, and have been reviewed every year since. In the last 
two years, stakeholder engagement in defining the content 
of the Annual Report has occurred at open consultation 
events with representatives from all strategic groups. In 
2012, during the sustainability strategy review process, 
we saw that these topics had not changed much since 
2010 and therefore, in order to obtain further qualitative 
information regarding strategy and other relevant topics, 
we began an internal discussion process with senior 
management. Topics defined as priorities were then 
validated with the representatives of the main external 
stakeholders – brokers, customers, regulators, investors, 
shareholders and service providers. In 2013, SulAmérica 
intends to hold an open consultation event, which should 
be repeated every two years as part of the sustainability 
strategy. [GRI 4.15]
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Expansion of Access to Insurance

Insurance and Financial 
Education

Longevity

Community Support

Communication and Transparency

Risk Management

Corporate  
Governance

Responsible Investment

Climatic Changes

Environmental Management

Privacy and Security Data

Service and Customer 
Care Quality

Product and Service 
Innovation

Responsibility in the  
Value Chain

Informed Use  
of Insurance

Business Drivers

[GRI 4.17]
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Other stakeholder engagement initiatives organized by 
different areas of the Company were also considered to 
build the materiality matrix and content of this report, 
such as [GRI 4.16]:

• Brokers: We held 112 brokers’ meetings in all cities 
where SulAmérica has units and 20 meetings with 
executives at Head Offices, in Rio de Janeiro and 
Morumbi, São Paulo. The aim of these meetings was to 
discuss tools and processes and to provide training. 

• Communitty: the Lideranças Comunitárias SulAmérica 
program held 22 meetings in Rio de Janeiro and  
São Paulo. At each one of the meetings, the best ways for 
the Company to support the surrounding communities 
and the tools and information they would need to help 
develop their leaders were discussed.

• Principles for Responsible Investment (PRI) 
Engagement Group: a forum for investors to come 
together and, as shareholders, demand better practices 
in management of environmental, social and governance 
issues (ESG). SulAmérica Investimentos participates in 
the group, working directly with the companies quoted 
on IBrX100 to adopt ESG indicator reporting standards 
using the GRI methodology. This group has 25 signatories: 
13 Brazilian, 9 international and 6 service providers.  
[GRI FS5]

• Investors: SulAmérica has a team dedicated to 
investors relations and engagement. The area  held 
seven meetings in 2012 and took part in more than  
35 events, such as conferences, non-deal roadshows and 
meetings in Brazil and abroad. 

KEEPING UP-TO-DATE WITH 
SULAMÉRICA’S PERFORMANCE IN 2012
 
The SulAmérica Annual Report 2012 has various links to 
external pages. The information on these external pages 
is updated regularly and may differ from that published 
in the complete PDF report, concluded on April 3, 2013. 
The aim is to transform the report into a channel that is 
completely aligned with information about the Company’s 
most recent campaign throughout the year.

To find out more, see:

• GRI Content Index [GRI 3.12]

• External Auditor’s report [KPMG]

• GRI Level A+ Check [GRI]

• Annual Reports from previous years 

• Investor Relations site for updated information 
throughout 2013.

[GRI 4.14]

http://portal.sulamericaseguros.com.br/data/pages/FF808081279C848E01279E14E75A098A.htm
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• Institutional Site 

• Investor Relations Site

• sustentabilidade@sulamerica.com.br or call +55 (21) 2506-8370 for questions regarding the socio-environmental 
indicators in the 2012 Annual Report.

• ri@sulamerica.com.br or +55 (21) 2506-9111, for any other questions regarding the 2012 Annual Report.

Web/e-mail

• Stock Exchange 
BM&FBovespa: SULA11

• Financial Trustee Institution   
Banco Itaú S.A. 
Praça Alfredo de Souza Aranha, 100 
São Paulo – SP – Post code: 04344-902 
Telephone: +55 (11) 5029-1919/ Fax: +55 (11) 5029-1917

• Independent Auditors 
KPMG Auditores Independentes 
Av. Almirante Barroso, 52  4º andar 
Rio de Janeiro – RJ – Post code: 20031-000 
Tel.: +55 (21) 3515 9400/ Fax: +55 (21) 3515 9000 
www.kpmg.com.br

• Journal that publishes legal notices 
Valor Econômico – Caderno Nacional 
Official Journal of the State of Rio de Janeiro

CONTACTS [GRI 3.4]
Further details about the SulAmérica 2012 Annual Report can be found in the Financial Statements and the SulAmérica 
Reference Form, as well as through the following channels:

Other

http://portal.sulamericaseguros.com.br/data/pages/FF8080811880059D01188006035A0074.htm
http://www.sulamerica.com.br/ri/
www.kpmg.com.br
http://www.mzweb.com.br/sulamericari/web/Conteudo_Pt.asp%253Fconta%253D28%2526tipo%253D37922%2526idioma%253D0
http://www.mzweb.com.br/sulamericari/web/Conteudo_Pt.asp%253Fconta%253D28%2526tipo%253D37922%2526idioma%253D0
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INDEPENDENT AUDITORS’ LIMITED  
ASSURANCE REPORT [GRI 3.13]

To the 
Management and Other Interested Parties of  
Sul América – Seguros e Previdência S.A.  
Rio de Janeiro - RJ

Introduction 

We have been contracted with the purpose of applying limited assurance procedures on the sustainability information disclosed 
in the Annual Report of  Sul América Seguros e Previdência S.A. (SulAmérica), related to the year ended December 31 2012. 

Responsibilities of the management of SulAmérica

The management of SulAmérica is responsible for the preparation and adequate presentation of the sustainability 
information disclosed in the Annual Report according to the Guidelines for Sustainability Reports of the Global Reporting 
Initiative – GRI (GRI-G3.1) and using the internal controls that it determined as necessary to enable preparation of such 
information free of any relevant distortion.

Responsibility of the independent auditors

Our responsibility is of expressing a conclusion concerning the sustainability information disclosed in the Annual Report, based 
on the task of limited assurance conducted according to NBC TO 3000 (Assurance Tasks other than Auditing and Review), issued 
by the Federal Accounting Council – CFC, which is equivalent to international standard ISAE 3000, issued by the International 
Accountants Federation, applicable to the historical non-financial information. These standards demand fulfillment of ethical 
requirements, including requisites of independence and that the work be carried out with the purpose of obtaining limited 
assurance that the information disclosed in the Annual Report, taken as a whole, is free of relevant distortions.

A limited assurance task conducted according to NBC TO 3000, equivalent to ISAE 3000, consists mainly of questioning to 
the management of SulAmérica and other professionals of the Company involved in the preparation of the information 
disclosed in the Annual Report, as well as application of analytical procedures to obtain evidence that can enable us to 
conclude in the form of limited assurance on the sustainability information disclosed in the Annual Report.    

The procedures applied comprised: 

(a) planning of the work, considering the relevance, the volume of quantitative and qualitative information and the 
operating and internal controls systems that served as a base for preparation of the sustainability information disclosed 
in the Annual Report of SulAmérica; 

(b) the understanding of the methodology of the calculations and of the procedures for compilation of the indicators 
through interviews with managers responsible for preparation of the information; 

(c) application of analytical procedures on the quantitative information and questioning on the qualitative information 
and its correlation with the information disclosed in the Annual Report; 

(d) comparison of indicators of a financial nature with the financial statements and/or accounting records; and

(e) verification if the organizational and operational limits defined by SulAmérica for preparation of the Annual Report are 
aligned with the criteria established by the Global Reporting Initiative – GRI.

We believe that the procedures applied and that the evidence obtained in our work are sufficient and appropriate to serve 
as grounds for our conclusion in a limited form.
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Scope and Limitations 

Our work had as its purpose the application of limited assurance procedures on the sustainability information disclosed  
in the Annual Report of SulAmérica, not including the assessment of the adequacy of its sustainability policies, practices 
and performance. 

The procedures applied do not represent an examination according to Brazilian and international auditing standards. 
In addition, our report does not provide limited assurance concerning the scope of future information (like for example: 
targets, expectations and projections) and descriptive information that is susceptible to subjective assessment.

In a limited assurance task the procedures applied are less encompassing than those applied in a reasonable assurance 
assignment, therefore, the level of assurance obtained is less than in a reasonable assurance task. Thus, we do not express 
an opinion of reasonable assurance on the sustainability information disclosed in the Annual Report of SulAmérica.

Conclusion

Based on the procedures conducted described in this report, nothing came to our knowledge that could lead us  
to believe that the sustainability information disclosed in the Annual Report of SulAmérica, related to the year ended  
December 31 2012, was not compiled in all of the relevant aspects in accordance with the Guidelines for Sustainability  
Reports of the Global Reporting Initiative – GRI (GRI-G3.1) and with the records and files that served as bases for  
their preparation.

São Paulo, April 16, 2013

KPMG Risk Advisory Services Ltda. 
CRC 2SP023233/O-4

Eduardo V. Cipullo 
Contador CRC 1SP135597/O-6  



GRI Indicators  
[GRI 3.12]
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GRI Index 

Strategy and Analysis

Indicator Status Description GRI Response

1.1

Statement from the most senior 
decision-maker of the organization (e.g., 
CEO, chair, or equivalent senior position) 
about the relevance of sustainability to 
the organization and its strategy.

Chairman of the Board of Directors and the CEO Messages Chapter 
[PAGES 4 and 5]

Message 
from the 
CEO

I

1.2 Description of key impacts, risks, and 
opportunities.

Chairman of the Board of Directors and the CEO  Messages Chapter 
[PAGES 4 and 5]
The Business Chapter [PAGES 10, 11, 13, 15, 17, 18 and 19]

- I

Organizational Profile

Indicator Status Description GRI Response

2.1 Name of the organization. SulAmérica Seguros, Previdência e Investimentos (Trade name) 
Sul América S.A. (Company name) - -

2.2 Primary brands, products, and/or 
services. 

Chairman of the Board of Directors and the CEO Messages 
Chapter [PAGE 6]
The Business Chapter [PAGES 12, 14, 15, 16, 17, 18, 19 and 20]
Management and Governance Chapter>Information Technology 
[PAGE 30] 
More about our products and services: Individuals and legal 
entities (companies). (only in Portuguese)

- -

2.3

Operational structure of the 
organization, including main divisions, 
operating companies, subsidiaries,  
and joint ventures.

Operational structure and subsidiaries 
Branch Offices (only in Portuguese) - -

2.4  Location of organization’s headquarters. Rua Beatriz Larragoiti Lucas, 121, Cidade Nova – Rio de Janeiro – RJ 
CEP: 20211-903 - -

2.5

Number of countries where the 
organization operates, and names of 
countries with either major operations 
or that are specifically relevant to  
the sustainability issues covered  
in the report.

The Company only operates in Brazil. - -

2.6 Nature of ownership and legal form. Public limited liability company. - -

2.7
Markets served (including geographic 
breakdown, sectors served, and types of 
customers/beneficiaries).

Management and Governance Chapter>Commercial Strategy 
[PAGE 30] 

Clients of SulAmérica are divided into individuals and legal 
entities. In the Auto, Property and Casualty, Life Insurance and 
Pension Plans segments, most customers are individuals, while in 
the Health and Dental and Asset Management segments, they are 
predominantly legal entities (companies).

- -

2.8 Scale of the reporting organization.
SulAmérica is a large company with more than R$10.6 billion in 
revenue and over 4,700 employees. SulAmérica is classified as 
small cap according to the market capitalization classification.

- -

2.9
Significant changes during  
the reporting period regarding size, 
structure or ownership.

The Business Chapter
Management and Governance Chapter>Commercial Strategy - -

2.10 Awards received in the reporting period.
The Business Chapter [PAGES 12, 14, 15, 16, 19 and 20]
Click here to see all SulAmérica awards achieved in 2012 (only in 
Portuguese)

- -

PSIGlobal Compact

Reported Partially Not Reported

http://portal.sulamericaseguros.com.br/data/pages/FF8080811880059D0118800619DD009C.htm
http://portal.sulamericaseguros.com.br/data/pages/FF8080811880059D011880061A2900A4.htm
http://portal.sulamericaseguros.com.br/data/pages/FF8080811880059D011880061A2900A4.htm
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10624&idioma=0
http://portal.sulamericaseguros.com.br/data/pages/8A61808B18AD6C060118ADC43D371D92.htm
http://portal.sulamericaseguros.com.br/data/pages/8A61808719618A680119778B2E4C2258.htm
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Report Profile  

Indicator Status Description GRI Response

3.1 Reporting period (e.g., fiscal/calendar 
year) for information provided.

01/01/2012 to 12/31/2012 
About the Report Chapter [PAGE 43] - -

3.2 Date of most recent previous report  
(if any). 3/30/2012 - -

3.3 Reporting cycle (annual, biennial, etc.) Annual

3.4 Contact point for questions regarding the 
report or its contents. About the Report Chapter [PAGE 46]

Report Parameters

Report Scope and Boundary

Indicator Status Description GRI Response

3.5 Process for defining report content. About the Report Chapter [PAGE 43] - -

3.6

Boundary of the report (e.g., countries, 
divisions, subsidiaries, leased facilities, 
joint ventures, suppliers). See GRI 
Boundary Protocol for further guidance.

The Business Chapter [PAGES 11 and 13]
Click here to see all SulAmérica branch offices (only in Portuguese) - -

3.7 State any specific limitations on the 
scope or boundary of the report. About the Report Chapter [PAGES 43 and 44] - -

3.8

Basis for reporting on joint ventures, 
subsidiaries, leased facilities, outsourced 
operations, and other entities that can 
significantly affect comparability 
from period to period and/or between 
organizations.

The Business Chapter [PAGES 13 and 18]
Click here to see all SulAmérica branch offices (only in Portuguese) - -

3.9

Data measurement techniques and 
the bases of calculations, including 
assumptions and techniques underlying 
estimations applied to the compilation 
of the Indicators and other information 
in the report.

Whenever necessary, the techniques used to calculate data are 
given in explanatory notes below the tables or are explained 
within the text.

- -

3.10

Explanation of the effect of any  
re-statements of information provided 
in earlier reports, and the reasons for 
such re-statement (e.g., mergers/ 
acquisitions, change of base 
years/periods, nature of business, 
measurement methods).

The information provided in this report does not contain 
any significant changes to information disclosed in previous 
reports. Where any changes occurred in calculation methods, 
an explanatory note has been inserted regarding the kind of 
adjustment, and the previous years’ data will be represented using 
the new calculation formula.

- -

3.11

Significant changes from previous 
reporting periods in the scope, boundary, 
or measurement methods applied in  
the report.

The Business Chapter [PAGE 13]
All significant changes in measurement methods compared to 
2011 are given in the text, or in the tables or graphic to which the 
change refers.

- -

GRI Content Index

Indicator Status Description GRI Response

3.12 Table identifying the location of the 
Standard Disclosures in the report. GRI Content Index [PAGES 45 and 50] - IV

http://portal.sulamericaseguros.com.br/data/pages/8A61808B18AD6C060118ADC43D371D92.htm
http://portal.sulamericaseguros.com.br/data/pages/8A61808B18AD6C060118ADC43D371D92.htm
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Governance 

Indicator Status Description GRI Response

4.1

Governance structure of the organization, 
including committees under the 
highest governance body responsible for 
specific tasks, such as setting strategy or 
organizational oversight.

Management and Governance Chapter>Commercial Strategy 
[PAGE 23]
Click here to see the SulAmérica Governance Structure
Click here to see the members of the Board of Directors and the 
Advisory Committees 
About the Report Chapter [PAGE 43]

- I

4.2

Indicate whether the chair of the highest 
governance body is also an executive  
officer (and, if so, their function within 
the organization’s management and the 
reasons for this arrangement).

The Chairman of the Board does not hold the post of Chief 
Executive Officer or any other executive function. - -

4.3

For organizations that have a unitary 
board structure, state the number and 
gender of members of the highest 
governance body that are independent 
and/or non-executive members.

Advisors Guilherme Affonso Ferreira, Pierre-Claude Perrenoud 
and Roberto Teixeira da Costa are considered independent in 
accordance with the criteria established in the BM&FBovespa 
Corporate Governance Level 2 Regulation and according to 
the provisions of the IBGC (Instituto Brasileiro de Governança 
Corporativa) Code of Best Corporate Governance. 
Click here to see the members of the Board of Directors

- -

4.4
Mechanisms for shareholders and 
employees to provide recommendations or 
direction to the highest governance body.

Speak to the Board - -

4.5

Linkage between compensation for 
members of the highest governance 
body, senior managers, and executives 
(including departure arrangements), and 
the organization’s performance (including 
social and environmental performance).

Compensation Policy - -

4.6
Processes in place for the highest 
governance body to ensure conflicts of 
interest are avoided.

Management and Governance Chapter>Commercial Strategy [PAGE 24]
You can read our Policy on Transactions between Related Parties, Chapter III, 
Section I of our By-laws and the Notes to the Financial Statements to gain a 
better understanding of the processes to avoid conflicts of interest.

10 I

4.7

Process for determining the 
composition, qualifications, and 
expertise of the members of the highest 
governance body and its  committees, 
including any consideration of gender 
and other indicators of diversity.

The selection of members of the Board of Directors and its advisory 
committees meet three criteria, as appropriate:  
(i) minimum legal requirements, where they exist, such as in the case 
of the Board of Directors; (ii) recommendations on best governance 
practice issued by benchmark institutes, such as IBGC, COSO, IIA, 
among others, as in the case of the Audit, Governance, Investment 
and Compensation Committees; and (iii) minimum requirements 
defined internally for each body. In addition to these criteria, it was 
selected for the Sustainability Committee a sustainability expert – as 
an independent member – and company members representing the 
business segments with the greatest impacts.

- I

Assurance

Indicator Status Description GRI Response

3.13 Policy and current practice with regard to 
seeking external assurance for the report. 

The sustainability data and information presented in SulAmérica’s 
2012 Annual Report was checked by Independent Auditors KPMG. 
About the Report Chapter [PAGES 43 and 48]

- -

Governance, Commitments, and Engagement

http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10626&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10628&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10628&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#conteudo_pt.asp?idioma=0&tipo=10625&conta=28&id=100189
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10629&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10629&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10629&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10629&idioma=0
http://sulamerica.infoinvest.com.br/files/demonstracoes-financeiras-ptb.pdf
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4.8

Internally developed statements of 
mission or values, codes of conduct, 
and principles relevant to economic, 
environmental, and social performance 
and the status of their implementation.

 
Governance Management> Information Technology Chapter  
[PAGE 26]
Click here to see the SulAmérica Mission, vision and values 
Click here to see the SulAmérica Code of Ethics
Click here to see the Internal Audit and Control processes 

7. 10 I

4.9 

Procedures of the highest governance 
body for overseeing the organization’s 
identification and management of 
economic, environmental, and social 
performance, including relevant risks 
and opportunities, and adherence or 
compliance with internationally agreed 
standards, codes of conduct,  
and principles.

The company’s Board of Directors has five advisory committees 
that provide insight into key issues such as Investment, 
Sustainability, Auditing, Governance, Disclosure and 
Compensation. In addition, the Board receives periodical reports 
from all business units and support areas and is constantly 
informed of the alignment between SulAmérica operations and 
its predefined strategic planning. The Board also follows the ERM 
(“Enterprise Risk Management”) area activities and is aware of 
the main risks the company is exposed to and the procedures that 
have been put in place to mitigate such risk. 

Visit the Investors Relations site for further details

7 I

4.10

Processes for evaluating the highest 
governance body’s own performance, 
particularly with respect to economic, 
environmental, and social performance.

Management and Governance Chapter>Commercial Strategy  
[PAGE 24]
Click here to see the Board of Directors’ self-assessment process 

- I

Commitments to External Initiatives

Indicator Status Description GRI Response

4.11
Explanation of whether and how the 
precautionary approach or principle is 
addressed by the organization.

DF Note 5. Risk Management - I

4.12

Externally developed economic, 
environmental, and social charters, 
principles, or other initiatives to which 
the organization subscribes or endorses.

Messages from the Chairman of the Board of Directors and the 
CEO [PAGE 6]
The Business Chapter [PAGE 21]
Management and Governance Chapter>Commercial Strategy 
[PAGE 31]

1, 3, 4 
and 5 III

4.13

Memberships in associations (such as 
industry associations) and/or national/
international advocacy organizations in 
which the organization:

a)  Has positions in governance bodies;
b)  Participates in projects or 

committees;
c)  Provides substantive funding beyond
    routine membership dues; or

d)  Views membership as strategic.

Management and Governance Chapter>Commercial Strategy 
[PAGE 26] Regulatory Actions [PAGE 26] and Sustainability  
[PAGE 31]

- III

Indicator Status Description GRI Response

4.14 List of stakeholder groups engaged by 
the organization. About the Report Chapter [PAGES 43 and 45] - -

4.15 Basis for identification and selection of 
stakeholders with whom to engage. About the Report Chapter [PAGE 44] - -

Stakeholder Engagement

http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=18739&idioma=0
http://portal.sulamericaseguros.com.br/data/pages/FF80808127A281500127B01225E119F9.htm
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=29358&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10628&idioma=0
http://relatorioanual2012.sulamerica.com.br/ri/default.htm#Conteudo_Pt.asp?conta=28&tipo=10628&idioma=0
http://sulamerica.infoinvest.com.br/files/demonstracoes-financeiras-ptb.pdf
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Indicator Status Description GRI Response

EC1

Direct economic value generated 
and distributed, including 
revenues, operating costs, employee 
compensation, donations and other 
community investments, retained 
earnings, and payments to capital 
providers and governments.

Management and Governance Chapter>Sustainability [PAGE 37]

DF Value Added Statement Table (VAS) for: Personnel (workers), Taxes, 
duties and contributions (Government), Third-Party Compensation and 
Compensation on Equity (Shareholders) 

- -

EC2
Financial implications and other risks 
and opportunities for the organization’s 
activities due to climate change.

According to the Materiality Matrix, which was reviewed in 2012 
(see more in the chapter ‘About the Report’), the issue of Climate 
Change is of average relevance to stakeholders and in its influence 
on the business. SulAmérica believes that the greatest impact 
climate change could have on its business is through extreme 
climatic events, mainly in the Massifieds, Auto and Life portfolios 
and increased pollution, particularly in the Health portfolio.  
In its products the company offers specific coverage for extreme 
weather events risks such as flooding, high winds, hail and 
tornados, among others, but given that this coverage is not in the 
Brazilian culture and therefore with a low demand, this type of 
coverage is additional. 

The Business Chapter [PAGE 17 and 18]

7 and 8 I

4.16
Approaches to stakeholder engagement, 
including frequency of engagement by 
type and by stakeholder group.

About the Report Chapter [PAGES 43 and 45] - -

4.17

Key topics and concerns that have been 
raised through stakeholder engagement, 
and how the organization has responded 
to those key topics and 
concerns, including through its reporting.

About the Report Chapter [PAGE 44] - -

Economic Performance

Economic Performance (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Economic-
Financial Performance> [PAGE 37]

Sinistros por Eventos Climáticos de Ramos Elementares

20122011

3,485

1,738

Claims due to Climatic Events 
in Auto

Claims due to Climatic Events in 
Property and Casualty

Sinistros por Eventos Climáticos de Ramos Elementares

20122011

1,601

936

http://sulamerica.infoinvest.com.br/files/demonstracoes-financeiras-ptb.pdf
http://sulamerica.infoinvest.com.br/files/demonstracoes-financeiras-ptb.pdf
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EC3 Coverage of the organization’s defined 
benefit plan obligations.

The pension plan offered to SulAmérica’s employees (PrevSAS) is 
optional. The benefits for risk coverage (death and invalidity) are 
defined in advance, while the benefits of the pension plans depend 
on the balance on the date of redemption, in accordance with the 
contract. Contributions by employees and the company are broken 
down into three categories:

1) Basic contribution – paid by the company every month, equivalent 
to 10.35% of the worker’s wages, capped at R$5,353.11 and with no 
counterpart worker contribution;
2) Additional contribution – optional and monthly, this can be paid 
by all workers in values between 1% and 12% of wages, with no 
counterpart company contribution;
3) Normal contribution – optional and monthly, available to 
employees with wages over R$5,353.11, with a 100% company 
counterpart contribution.

- -

EC4 Significant financial assistance  
received from government.

SulAmérica did not receive significant financial assistance from 
the government. - -

EC3 – Pension Plan Cover

Value of credit reserve .................................... R$28,220,490.31

Value of PrevSAS (payroll) – 2012 
company amount

Company amount ............................................ R$2,738,103.64

Employee amount ........................................... R$2,757,747.98

Total amount .................................................... R$5,495,851.62

Market Presence (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Economic-
Financial Performance> [PAGE 37]

EC5

Range of ratios of standard entry level 
wage by gender compared to local 
minimum wage at significant locations 
of operation.

Since 2012, we have presented the relationship between the lowest 
wage paid by SulAmérica, the national minimum wage (pursuant 
to Decree 7.655 of December 23, 2011) and the state with the 
highest minimum wage according to state laws. In the last three 
years, the state of Paraná has had the highest minimum wage in 
the country (State Law 17135 of May 1, 2012).  

The lowest wage paid by SulAmérica for an Administrative Assistant 
with a five-day, 40-hour week is equal to the minimum wage 
established by the insurance union, which was R$1,070.00 in 2012, 
according to the 2012 Insurance Industry Collective Bargaining 
Agreement (CCT in Portuguese). The lowest wage paid by the 
company is for a Trainee Assistant working 20 hours a week, which 
in 2012 was R$535.00, or half the minimum wage for the category.

6 -

EC5 – Variation in the ratio between the lowest wage and the local  
minimum wage

Year Lowest 
wage paid

National 
minimum 

wage
Rate

São Paulo 
minimum 

wage
Rate

Paraná 
minimum 

wage
Rate

2010 R$910.00 R$510.00 178% R$580.00 157% R$663.00 137%

2011 R$990.00 R$545.00 182% R$620.00 160% R$817.78 121%

2012 R$1,070.00 R$622.00 172% R$710.00 151% R$904.20 118%
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EC6
Policy, practices, and proportion of 
spending on locally-based suppliers at 
significant locations of operation.

SulAmérica provides services to its policyholders through 
registered service providers that are selected according to criteria 
such as coverage, technical capacity, 24-hour service center, cost 
and quality of service, in accordance with the needs of each 
business segment.

In the Health and Dental segment the company has a policy of 
accredited medical practitioners in the municipality, based on 
the demand in light of the concentration of policyholders in the 
locality (sufficiency of network). 

In hiring local suppliers, the Supplies department considers cost, 
location, product quality and social and environmental performance, 
except in the case of products that have specific technical qualities. It is 
estimated that 98% of suppliers are local, in other words, based in the 
states where the products are delivered and services provided.

- I

EC7

Procedures for local hiring and 
proportion of senior management hired 
from the local community at locations 
of significant operation.

The company practice is to give preference to local hiring. In 2012, 
95.5% of employees in management positions or on the Board 
were residents in the metropolitan regions (Rio/São Paulo) of the 
respective units.

6 I

EC8

Development and impact of 
infrastructure investments and services 
provided primarily for public benefit 
through commercial, in-kind, or pro  
bono engagement.

No investment were made in 2012. - I

Indicator Status Description GRI Response

EN1 Materials used by weight or volume.

We found that the main material used in SulAmérica operations 
was paper, mostly used in the offices and units, which is controlled 
by the printing service provider and is included in the service 
contract. In 2012, we printed 13,577,627 pages, 7,767,125 fewer than the 
year before. 

We have been monitoring the amount of paper we use in direct 
marketing campaigns since 2011. This is the only area that monitors 
the use of this material. In the first half of 2012, the company 
consumed 39 tons of paper from its suppliers in direct marketing 
campaigns. Since we ended the contract with the agency, we have 
been unable to monitor how much was consumed between July and 
December with the new supplier. 

8 -

EN2 Percentage of materials used that are 
recycled input materials.

As a services company, SulAmérica does not use recycled material. 
However, it has a policy of using materials that cause less 
environmental impacts and that come from renewable sources, such 
as paper from renewable forests and FSC certified. In recent years 
we have also significantly increased the use of giveaways at internal 
and external events made from recycled materials. 

8 and 9 -

Environmental Performance (EN)

Indicator Status Description GRI Response

EC9
Understanding and describing 
significant indirect economic impacts, 
including the extent of impacts.

- -

Indirect Economic Impact (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Economic and 
Financial Performance> [PAGE 37]

Materials (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Environmental 
Performance> [PAGE 37]
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Indicator Status Description GRI Response

EN3 Direct energy consumption by primary 
energy source. Earnings Chapter>Environmental, Social and Governance 

Performance (ESG)>Environmental Performance>Energy 
8 -

EN4 Indirect energy consumption by  
primary source. 8 -

EN5 Energy saved due to conservation and 
efficiency improvements. 7, 8 and 9 I

EN6

Initiatives to provide energy-efficient 
or renewable energy based products 
and services, and reductions in energy 
requirements as a result of these 
initiatives.

There are no initiatives or agreements with service providers to 
offer products and services with low energy consumption. 7, 8 and 9 I

EN7 Initiatives to reduce indirect energy 
consumption and reductions achieved.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Energy [PAGE 39] 7, 8 and 9 I

EN3 and EN4 – Energy Consumption (GJ)

2010 2011 2012 Change

Electricity(1)

Morumbi ................................................... 19,891 19,608 19,080 -3%

Head Office ................................................ 24,214 25,500 28,292 10.9%

Subtotal ..................................................... 44,105 45,108 47,372 5.0%

Branch offices ........................................... - - 11,153 -

Total(2) .......................................................... 44,105 45,108 58,525 29.7%

Natural gas(3) 2010 2011 2012 Change

Morumbi .................................................... 8,146 8,448 15,907 88.3%

Subtotal ..................................................... 8,146 8,448 15,907 88.3%

Diesel(4) 2010 2011 2012 Change

Morumbi .................................................... - - 27 -

Head Office ................................................ - - 153 -

Subtotal ..................................................... - - 180 -

Ethanol 2010 2011 2012 Change

Head Office ................................................ - - 3,791 -

Subtotal ..................................................... - - 3,791 -

Gasoline 2010 2011 2012 Change

Head Office ................................................ - - 20,322 -

Subtotal ..................................................... - - 20,322 -

Total ............................................................. 52,251 53,557 98,904 2.5%

(1) The 2010 and 2011 data only covered the Head Office and Morumbi, as they represent about 80% of 
the company’s employees.
(2) Energy consumption rose by 29.7% in 2012 due to the inclusion of all branch offices.
(3) Natural gas data was only applicable to the Morumbi unit. There was a change to the calculation 
method for natural gas consumption, so the 2011 data was recalculated.
(4) Figures for diesel consumption concern July to December only, as there was no measurement prior 
to this period.

Energy (DMA) Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Environmental Performance> [PAGE 39]



SulAmérica Annual Report  | 59

Indicator Status Description GRI Response

EN8 Total water withdrawal by source.
Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Water [PAGE 39] 8 -

EN9 Water sources significantly affected by 
withdrawal of water.

SulAmérica does not significantly affect any of the sources from which 
it withdraws water, mostly due to the fact that its branch offices are 
located in urban centers.

8 -

EN10 Percentage and total volume of water 
recycled and reused.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Water [PAGE 39] 7, 8 and 9 -

Indicator Status Description GRI Response

EN11

Location and size of land owned, leased, 
managed in, or adjacent to, protected 
areas and areas of high biodiversity 
value outside protected areas.

SulAmérica does not own, lease or manage properties within 
protected areas or areas adjacent to them, or in areas with a 
high index of biodiversity outside protected areas. The theme of 
Biodiversity was not pointed as significant in the Materiality Test 
carried out by the company.

7 and 8 -

EN12

Description of significant impacts of 
activities, products, and services on 
biodiversity in protected areas and areas 
of high biodiversity value outside 
protected areas.

Due to the nature of the services it provides, and since it operates 
in the main urban centers, SulAmérica has no significant impact 
on biodiversity. The theme of Biodiversity was not pointed as 
significant in the Materiality Test carried out by the company.

7 and 8 -

EN13 Habitats protected or restored.

Due to the nature of the services it provides, and since it operates 
in the main urban centers, SulAmérica has no significant impact 
on biodiversity. The theme of Biodiversity was not pointed as 
significant in the Materiality Test carried out by the company.

7 and 8 -

EN14
Strategies, current actions, and future 
plans for managing impacts on 
biodiversity.

Due to the nature of the services it provides, and since it operates 
in the main urban centers, SulAmérica has no significant impact 
on biodiversity. The theme of Biodiversity was not pointed as 
significant in the Materiality Test carried out by the company.

7 and 8 -

EN8 and EN10 – Water consumption (m3)1

Water consumption (m3) 2010 2011 2012 Variation

Morumbi

SABESP ............................................................ 4,990 12,446 3,369 -72.9%

Artesian well ............................................... 35,360 28,094 43,450 54.7%

Subtotal ....................................................... 40,350 40,540 48,819 15.5%

Matrix

CEDAE2 ............................................................ 19,149 15,536 23,793 53.2%

WWTP3 ............................................................ 4,121 5,815 –

Subtotal ....................................................... 23,270 21,350 23,793 11.4%

Branch offices ............................................. 7,781 – 12,789 –

Subtotal ....................................................... 7,781 – 12,789 –

Total ............................................................... 63,620 61,890 83,401 34.8%

(1) The figures from February 2012 to January 2013 were used since they reflect a more accurate monthly 
consumption.
(2) Increased consumption between 2011 and 2012 is due to the transfer of the call center to the Head 
Office, with 800 additional permanent workers and an extra shift (24-hour service).
(3) There is no way to compare the wastewater treatment plant (WWTP), as the reporting system 
presented significant discrepancies.

Water (DMA) Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Environmental Performance> [PAGE 39]

Biodiversity (DMA)
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Indicator Status Description GRI Response

EN16 Total direct and indirect greenhouse gas 
emissions by weight.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Emissions 
[PAGE 40]

8 -

EN17 Other relevant indirect greenhouse gas 
emissions by weight.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Emissions 
[PAGE 40]

8 -

EN18 Initiatives to reduce greenhouse gas 
emissions and reductions achieved.

Business Chapter>SulAmérica>Insurance>Automobiles [PAGE 16] 
Link to institutional site 7, 8 and 9 I

EN19 Emissions of ozone-depleting substances 
by weight.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Emissions 
[PAGE 40]

8 -

EN20 NO, SO, and other significant air 
emissions by type and weight.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Emissions
[PAGE 40]

8

EN21 Total water discharge by quality and 
destination. SulAmérica does not discharge any water other than rain and sewage. 8

EN22 Total weight of waste by type and 
disposal method.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Waste  
[PAGE 40]

8

EN22 – Waste Disposal1

2010 2011 2012 Variation

Landf ill2

Head Office (t) ..................................................... 82 73 143.03 96%

Morumbi (m3)3 .................................................... - - 2,613 -

Total ...................................................................... 82 73 - -

Recycling

Head Office  ........................................................ - 104 54.95 -47%

Morumbi ............................................................. - - 46.12 -

Total ..................................................................... 108 104 101 97%

Reuse/Recovery (t)

Light bulbs (unit) Head Office/
Morumbi4............................................................. - - 3,583 -

Furniture (units) ............................................... - 420 4 -99%

Equipment (units) ........................................... 636 1,366 5,171 279%

Salvaged vehicles (tons)5 ............................... - 246.54 176.08 -29%

Auto parts (tons)5.............................................. - 91.36 216.00 136%

Auto glass (tons) ............................................... - 901.5 668.40 -26%

(1) The figures in this worksheet are informed by business partners from each initiative which control 
collection and disposal. This data can be checked in reports sent directly to the responsible area.
(2) In smaller branch offices, waste and selective collection services are done by the local public service 
provider, and for that reason cannot be accounted.
(3) The waste disposal data for Morumbi is calculated using m3, and there is no methodology to convert 
it into tons.
(4) The only waste considered hazardous, and therefore disposed in accordance with the proper 
technical standards and regulations.
(5) Base date December 26, 2012.

EN15

Number of IUCN Red List species and 
national conservation list species with 
habitats in areas affected by operations, 
by level of extinction risk.

Due to the nature of the services it provides, and since it operates 
in the main urban centers, SulAmérica has no significant impact 
on biodiversity or on the IUCN Red List of Threatened Species or 
other national conservation lists.

8

Emissions, Effluents and Waste (DMA) Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Environmental Performance> [PAGES 39 and 40]

http://portal.sulamericaseguros.com.br/data/pages/FF808081279C848E0127A016CDB404D3.htm
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EN23 Total number and volume of significant 
spills. No spills were recorded in 2012. 8

EN24

Weight of transported, imported, 
exported, or treated waste deemed 
hazardous under the terms of the 
Basel Convention Annex I, II, III, and VIII, 
and percentage of transported waste 
shipped internationally.

8

EN25

Identity, size, protected status, and 
biodiversity value of water bodies and 
related habitats significantly affected by 
the reporting organization’s discharges 
of water and runoff.

The company does not discharge water or carry out drainage 
works, and therefore it does not affect bodies of water or habitats 
with a high index of biodiversity.

7 and 8

Indicator Status Description GRI Response

EN26
Initiatives to mitigate environmental 
impacts of products and services, and 
extent of impact mitigation.

The Business Chapter [PAGES 14 and 16]
Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Waste [PAGE 40]
Click here to see the environmental impact mitigation initiatives 
(only in Portuguese)

7, 8 and 9 I

EN27
Percentage of products sold and their 
packaging materials that are reclaimed 
by category.

As these are services, there is no packaging of any final product. 
The brochures sent to customers are for information and insurance 
use, and thus cannot be recovered by the company. SulAmérica 
encourages its policyholders to recycle brochures and is developing 
online applications to avoid printing brochures and other materials.

8 and 9 -

Indicator Status Description GRI Response

EN28

Monetary value of significant fines 
and total number of non-monetary 
sanctions for noncompliance with 
environmental laws and regulations.

The company did not receive any fine or penalty under 
environmental regulations or laws. 8 and 9 I

Indicator Status Description GRI Response

EN29

Significant environmental impacts 
of transporting products and other 
goods and materials used for the 
organization’s operations, and 
transporting members of the workforce.

Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Emissions 
[PAGE 40]

8 and 9 I

EN29 – Gas Emissions and Greenhouse Effect (tCO2e)

Source 2012

Own fleet of vehicles1 .............................................................................................................. 1,195

Hired buses2 ................................................................................................................................ 1,019

Trips3 ............................................................................................................................................... 1,452

(1) In 2012 the company´s vehicles fleet was mainly used by the sales and administrative areas and 
was renewed with vehicles that use renewable fuel (ethanol).
(2) The hired bus fleet is only available for employees at the Morumbi unit in São Paulo. 
(3) Business Travel include flights, taxis and mileage refunds for employees.

Products and Services (DMA) Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Environmental Performance> [PAGE 39]

Compliance (DMA) Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Environmental Performance> [PAGE 39]

Transport (DMA) Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Environmental Performance> [PAGE 39]

http://portal.sulamericaseguros.com.br/data/pages/FF808081279C848E0127A016CDB404D3.htm
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Labor Practices and Decent Work

Indicator Status Description GRI Response

LA1 
Total workforce by employment type, 
employment contract, and region, 
broken down by gender.

Management and Governance Chapter>Human Resources 
[PAGE 27] - -

LA2
Total number and rate of new employee 
hires and employee turnover by age 
group, gender, and region.

Management and Governance Chapter>Human Resources [PAGE 28] 6 -

LA1 – Total number of Employees by Kind of Job, Labor Contract and Region

Employees by Type of Work Contract

Year Interns Executives Management Tech./
Operational Sales General total Temporary

Total inc. 
Temporary 

workers

2010 186 31 922 3,940 84 5,162 52 5,216

2011 137 32 958 3,931 65 5,123 -1% 18 5,141

2012 134 34 955 3,592 46 4,761 -7% 30 4,791

Workers by Job Category and Region (excluding Temporary Workers)

Region
Interns Executives Management Tech./Operational Sales

2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012

MIDWEST 0 0 0 0 0 0 21 20 20 66 63 49 6 6 5

NORTHEAST 0 0 0 1 1 1 39 40 41 126 126 134 9 7 7

NORTH 0 0 0 0 0 0 7 7 9 28 28 55 6 4 3

SOUTHEAST 186 137 0 28 30 32 801 822 817 3,603 3,598 3,254 47 36 27

SOUTH 0 0 134 1 1 1 54 69 68 117 116 100 16 12 4

Total 186 137 134 30 32 34 922 958 955 3,940 3,931 3,592 84 65 46

LA2 – Staff turnover rate

Year Total Leaving the Company Staff Turnover Staff turnover excluding call 
center, Executives and Interns

2012 1,208 21.3% 18.0%

2011 982 18.7% 12.2%

2010 1,041 17.8% 16.2%

Over 65 years old
56 to 65
46 to 55

36 to 45
26 to 35 
Up to 25 years old

Staff Turnover by Age

25.7%

41.6%

20.9%

9.2%
2.5% 0.2%

Male
Female

Staff Turnover by Gender

57.4%

42.6%

North

Northeast
Midwest

South
Southeast

Staff Turnover by
Geographic Region

2.1%

88.4%

4.8%

2.6%
2.1%

Employment (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]

General (DMA) Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Environmental Performance> [PAGE 39]

Indicator Status Description GRI Response

EN30 Total environmental protection 
expenditures and investments by type. 7, 8 and 9 I
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LA3

Benefits provided to full-time employees 
that are not provided to temporary or 
part-time employees, by significant 
locations of operation.

Benefits offered to full-time employees, but not to temporary 
employees: health plan, life insurance, coverage for incapacity, 
invalidity and retirement fund. All benefits are offered to part-
time employees.

- -

Indicator Status Description GRI Response

LA4 Percentage of employees covered by 
collective bargaining agreements.

All employees are covered by the Collective Agreement for 
Insurance Workers (CCT in Portuguese). 1 and 3 I

LA5
Minimum notice period(s) regarding 
operational changes, including whether 
it is specified in collective agreements.

Collective agreements do not include a clause that specifies 
a minimum advance notice period to inform employees with 
respect to operational changes, such as changes of address. 
However, the company adopts a practice of providing advance 
warning for all involved, as well as the reallocation of employees 
at a management level who do not opt to take part in the move, 
providing an appropriate length of time to carry out the move.  
The company has a policy of offering a benefit package to 
transferring management-level employees.

3 -

Indicator Status Description GRI Response

LA6

Percentage of total workforce 
represented in formal joint 
management-worker health 
and safety committees that help 
monitor and advise on occupational 
health and safety programs.

All employees and managers are represented on formal 
occupational health and safety committees. The Internal 
Commission for the Prevention of Accidents (CIPA) team meets 
the size determined by Ordinance 3214 of June 8, 1978, which also 
determines its activities. The size of the Emergency Brigade is 
defined in accordance with the size of the buildings, which works 
to prevent fires and deal with emergencies.

Only the Rio de Janeiro and São Paulo units are obliged to form 
a CIPA. The other units in Brazil, such as Belém, Belo Horizonte, 
Blumenau, Brasilia, Campinas, Curitiba, Fortaleza, Goiânia, 
Manaus, Porto Alegre, Recife, Ribeirão Preto, Salvador, Vitória, 
Niterói, Pouso Alegre, etc. only receive safety information.

- I

Labor/Management Relations (DMA) Management and Governance Chapter>Human Resources> [PAGE 27]

Occupational Health and Safety (DMA) Management and Governance Chapter>Human Resources> [PAGE 27]
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LA7

Rates of injury, occupational diseases, 
lost days, and absenteeism, and number 
of work related fatalities by region and 
by gender.

In accordance with Brazilian labor legislation, SulAmérica runs an 
Internal Accident Prevention Week (Sipat, in Portuguese), courses 
for members of the Internal Accident Prevention Commission 
(CIPA, in Portuguese), first aid training and training of the voluntary 
fire brigade to ensure health and safety at work. There were six 
occupational accidents in the South-east region in 2012, one in the 
North-east region and one in the Southern region. A total of  
1,759 working days were lost as a result of these accidents. 

- -

LA8

Education, training, counseling, 
prevention, and risk-control programs 
in place to assist workforce members, 
their families, or community members 
regarding serious diseases.

Management and Governance Chapter>Human Resources  
[PAGE 29]
Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance [PAGE 38]

- I

LA9 Health and safety topics covered in 
formal agreements with trade unions.

The Collective Bargaining Agreement (CCT, in Portuguese) only 
provides assistance for disease and any extras, life insurance and 
personal accidents, and medical care and/or health plan.  
The items regarding occupational health and safety, although not 
included in the CCT, strictly comply with current legislation and 
the company management practice.

- I

Indicator Status Description GRI Response

LA10
Average hours of training per year  
per employee by gender, and by 
employee category.

Management and Governance Chapter>Human Resources  
[PAGE 28] - I

Position
Employee 

as at 
12/31/2012

Total 
Hours

Average 
Hours

Internship .......... 134 3,822 28.52

Executive ............ 34 10,133 298.03

Management ... 955 35,920 37.61

Technical/
Operational ....... 3,592 149 0.04

Sales ...................... 46 519 11.28

Total ...................... 4,761 50,542 10.62

LA10 – Average number of training hours 

Total Training 2010 2011 20124 20125

Participants .......... 67,655 32,366 9,446 8,393

Hours ....................... 320,243 124,473 55,399 50,542

Courses on offer ... 105 75 56 56

Budget (R$) ........... 3,864 
thousand

1,419 
thousand

3,101  
thousand

3,101 
thousand

(1) The number of participants is calculated using employees’ course history to 
give the number of courses completed, including repetitions if an employee has 
taken more than one course.
(2) Ready-made courses.
(3) Budget spent.
(4) Including employees who were dismissed or have been on leave for more 
than six months.
(5) Attendance and hours of training excluding employees who were  
dismissed or have been on leave for more than six months (LA1).

LA7 – Rates of Injuries, Occupational Illnesses, Days Off,  
Absenteeism and Deaths

Total Excluding 
Call Center

2011 2012 2011 2012

Injury Rates (IR) ................................................. 1.64 2.64 1.56 1.98

Lost Workdays (LWD)1....................................... 142.58 131.65 113.05 119.56

Absenteeism Rate (AR)1................................... 0.79 0.72 0.47 0.53
Occupational Illness Rate.............................. 0 0.64 0 0

2010 2011 2012
Number of accidents ...................................... 9 7 8
Hours Lost ............................................................ 8,784 3,504 4,388
Cases of repetitive strain injury ................. 0 0 8
Deaths as a result of work ............................ 0 0 0

Training and Education (DMA) Management and Governance Chapter>Human Resources> [PAGE 27]

(1) Due to the variation in work schedules in the Company, the calculation was made in hours.
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LA11

Programs for skills management and 
lifelong learning that support the 
continued employability of employees and 
assist them in managing career endings.

Management and Governance Chapter>Human Resources  
[PAGE 28]
SulAmérica does not have a specific end of career management 
program for employees.
Click here for further details about SulAmérica Human Resources 
Development programs (only in Portuguese)

- I

LA12
Percentage of employees receiving 
regular performance and career 
development reviews, by gender.

SulAmérica evaluates the performance of its employees on an 
annual basis, considering their performance with respect to 
targets and the progress made in improving abilities and skills.  
In 2012, 83.8% of employees were evaluated by the Performance 
and Development Management (GPD) system. 

The commercial teams (6.4%) are assessed by the Extraordinary Sales 
Remuneration (ReX) program, which offers bonuses dependent on 
exceeding sales targets. Employees’ performance in comparison with 
the target is checked quarterly and the remuneration is paid every six 
months, according to the program conditions.

The evaluation of executives follows the Management 
Contract, which includes a 360° evaluation and a comparison of 
performance against quantitative goals defined at the beginning 
of the year.

- -

Indicator Status Description GRI Response

LA13

Composition of governance bodies and 
breakdown of employees per employee 
category according to gender, age group, 
minority group membership, and other 
indicators of diversity.

- 1 and 6 I

LA13 – Composition of Governance Groups by Employee Category 

Age Bracket
Internship Executive Management Tech./Operational Sales

2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012

Up to 25 years old... 175 128 128 0 0 0 19 10 21 822 730 677 1 1 1

26 to 35....................... 11 9 5 1 1 1 318 318 307 1,709 1,718 1,575 8 4 1

36 to 45...................... 0 0 1 9 9 11 415 439 433 980 1,001 912 28 20 14

46 to 55....................... 0 0 0 15 17 17 148 164 168 375 423 379 21 22 17

56 to 65...................... 0 0 0 5 4 4 19 24 24 46 54 45 20 13 10

Over 65 years old... 0 0 0 1 1 1 3 3 2 8 5 4 6 5 3

Total .......................... 186 137 134 31 32 34 922 958 955 3,940 3,931 3,592 84 65 46

Race
Internship Executive Management Tech./Operational Sales

2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012

Yellow ...................... 0 1 0 0 0 0 11 13 14 19 19 22 0 0 0

White ....................... 131 100 107 31 31 33 781 804 797 2,907 2,860 2,557 71 55 37

Indigenous ............ 0 0 0 0 0 0 2 2 1 4 4 4 0 0 0

Black ......................... 8 5 3 0 0 0 11 9 8 171 177 177 1 1 1

Brown ...................... 47 31 24 0 1 1 117 130 135 839 871 832 12 9 8

Total ......................... 186 137 134 31 32 34 922 958 955 3,940 3,931 3,592 84 65 46

Diversity and Equal Opportunity (DMA) Management and Governance Chapter>Human Resources [PAGE 27]

http://portal.sulamericaseguros.com.br/data/pages/FF808081279C848E01279E14E7AF09A6.htm
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Education Level
Internship Executive Management Tech./Operational Sales

2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012

Elementary 
education ................ 1 2 0 0 0 0 0 1 1 13 18 11 2 2 1

Secondary 
education ................ 0 0 0 0 1 1 78 84 83 1,307 1,254 1,144 30 20 13

Postgraduate ......... 0 0 0 4 5 5 143 131 116 133 123 110 2 2 2

Graduate ................. 185 135 134 27 26 28 701 742 755 2,487 2,536 2,327 50 41 30

Total .......................... 186 137 134 31 32 34 922 958 955 3,940 3,931 3,592 84 65 46

Total Gender
2010 2011 2012

Total % Total % Total %

Female ............................... 2,807 54% 2,901 56% 2,671 56%

Male .................................... 2,356 46% 2,311 44% 2,090 44%

Total .................................... 5,163 100% 5,212 100% 4,761 100%

Audit Committee

Age Bracket Gender

Up to 25 years old................ - Female .................. 0

26 to 35.................................... 20% Male ....................... 100%

36 to 45................................... - General total ..... 5

46 to 55.................................... 20%

56 to 65................................... -

Over 65 years old ............. 60%

General total ..................... 5

Sustainability Committee

Age Bracket Gender

Up to 25 years old................ - Female .................. 14%

26 to 35.................................... - Male ....................... 86%

36 to 45................................... - General total ..... 7

46 to 55.................................... 71%

56 to 65................................... 14%

Over 65 years old ............. 14%

General total ..................... 7

Board of Executive Off icers

Age Bracket Gender

Up to 25 years old................ - Female .................. 9%

26 to 35.................................... 3% Male ....................... 91%

36 to 45................................... 28% General total ..... 32

46 to 55.................................... 53%

56 to 65................................... 13%

Over 65 years old ............. 3%

General total ..................... 32

Board of Directors

Age Bracket Gender

Up to 25 years old................ - Female .................. 11%

26 to 35.................................... - Male ....................... 89%

36 to 45................................... - General total ..... 9

46 to 55.................................... 11%

56 to 65................................... 56%

Over 65 years old ............. 33%

General total ..................... 9

Compensation Committee

Age Bracket Gender

Up to 25 years old................ - Female .................. 0

26 to 35.................................... - Male ....................... 100%

36 to 45................................... - General total ..... 4

46 to 55.................................... 25%

56 to 65................................... 50%

Over 65 years old ............. 25%

General total ..................... 4

Governance and Disclosure Committee

Age Bracket Gender

Up to 25 years old................ - Female .................. 0

26 to 35.................................... - Male ....................... 100%

36 to 45................................... 20% General total ..... 5

46 to 55.................................... 40%

56 to 65................................... -

Over 65 years old ............. 40%

General total ..................... 5

Investment Committee

Age Bracket Gender

Up to 25 years old................ - Female .................. 0

26 to 35.................................... - Male ....................... 100%

36 to 45................................... 20% General total ..... 5

46 to 55.................................... 20%

56 to 65................................... 40%

Over 65 years old ............. 20%

General total ..................... 5

LA13



SulAmérica Annual Report  | 67

LA13 Over 65 years old

From 56 to 65 

From 46 to 55

From 36 to 45

From 26 to 35

Up to 25 years old

10.8% 12.2% 12.2%
1.7% 1.9% 1.7%
0.3% 0.3% 0.2%

27.7% 28.7% 28.8%

39.6% 40% 39.7%

19.7% 17% 17.4%

2010 20122011

Colaboradores por faixa etária

Staff by Age Bracket

Brown
Black
Indigenous
White
Yellow

3.7% 3.7% 4%

19.7% 20.3% 21%

0.1% 0.1% 0.1%

75.9% 75.2% 74.2%

2010 20122011

0.59% 0.64% 0.76%

Staff by Race

Graduate
Postgraduate
Secondary Education
Elementary Education

5.5% 5.1% 4.9%

66.8% 67.9% 68.8%

27.4% 26.5% 26.1%

0.31% 0.45% 0.27%

2010 20122011

Staff by Qualif ications

Male
Female45.7% 44.7% 43.9%

54.3% 55.3% 56.1%

2010 20122011

Staff by Gender

Equal Renumeration for Women and Men (DMA) Management and Governance Chapter>Human Resources>  [PAGE 27]

LA14
Ratio of basic salary and renumeration 
of women to men by employee category, 
by significant locations of operation.

SulAmérica has a gender equality remuneration policy and pay 
gaps between men and women have been shrinking over the past 
three years. On average, women’s wages are 26.4% lower than 
men’s in the same category.

1 and 6 I

LA14 – Proportion of Base Wages for Men and Women, by Job Category1

December/2010

Hours Female Male %

Management ........................... 5,914.70 8,107.37 137%

Technical/Operational ......... 1,942.15 2,370.12 122%

Sales ............................................. 910.35 930.77 102%

General total ........................... 2,922.40 3,802.75 130%

December/2011

Hours Female Male %

Management ........................... 5,934.08 8,072.01 136%

Technical/Operational ......... 2,134.77 2,614.55 122%

Sales ............................................. 1,045.18 1,125.46 108%

General total ........................... 3,038.01 3,937.34 130%

December/2012

Hours Female Male %

Management ........................... 6,510.57 8,583.02 132%

Technical/Operational ......... 2,296.58 2,789.13 121%

Sales ............................................. 1,132.83 1,235.02 109%

General total ........................... 3,313.33 4,202.39 127%

(1) Executives and Graduates have not been considered for more than six months.
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LA15 Return to work and retention rates after 
parental leave, by gender.

In 2012, 123 employees made use of maternity leave, with 115 
returning at the end of the leave and 95 still working with the 
Company a year later. 
A retention rate of 80%. A total of 115 employees made use of 
paternity leave, with 115 returning at the end of the leave, and 105 
still working with the Company a year later. 
A retention rate of 90%.

Paternity leave is controlled by including the dependent on the 
father’s health plan.

1, 2 and 6 I

Human Rights

Indicator Status Description GRI Response

HR1

Percentage and total number of 
significant investment agreements 
and contracts that include clauses 
incorporating human rights 
concerns, or that have undergone 
human rights screening.

To ensure its suppliers share SulAmérica’s commitment to 
sustainability, the purchasing department included a social 
responsibility and sustainability clause in all significant 
contracts. In 2012, 64% of significant purchasing contracts 
adopted this clause, almost twice as many as the previous 
year, and in some cases suppliers requested the removal of the 
clause due to the use of standard contracts.

Significant contracts are those which involve the provision of 
services essential for the Company´s operations, with a value of 
more than R$5 million.

1, 2, 4, 5 and 6 I and II

HR2

Percentage of significant suppliers, 
contractors and other business 
partners that have undergone human 
rights screening, and actions taken.

Management and Governance Chapter>Sustainability  
[PAGE 32] 1, 2, 4, 5 and 6 I and II

HR3

Total hours of employee training on 
policies and procedures concerning 
aspects of human rights that are 
relevant to operations, including the 
percentage of employees trained.

Management and Governance Chapter>Sustainability  
[PAGE 32]

In 2012, 50 employees studied human rights e-learning, equal to 
100 training hours. 
A total of 300 employees have completed the course since it was 
first launched in 2011.
.

1, 2, 3, 4, 
5 and 6 I

Indicator Status Description GRI Response

HR4 Total number of incidents of discrimination 
and corrective actions taken. 

No reports were received via the ‘Hearing You’ Compliance 
Channel or regarding labor-related legal action taken on 
discrimination on the grounds of race, gender, religion or  
physical disability.

1, 2 and 6 I

Indicator Status Description GRI Response

HR5

Operations and significant suppliers 
identified in which the right to exercise 
freedom of association and collective 
bargaining may be voilated or at 
significant risk, and actions taken to 
support these rights.

In 2012, there were no cases registered where collective bargaining 
and freedom of association were curtailed in any of the 
Company’s units.

1 and 3 -

Investment and Procurement 
Practices (DMA)

Management and Governance Chapter>Sustainability> [PAGE 30]

Non-Discrimination (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]

Freedom of Association and  
Collective Bargaining (DMA)

Management and Governance Chapter>Sustainability> [PAGE 30]
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Indicator Status Description GRI Response

HR6

Operations and significant suppliers 
identified as having significant risk for 
incidents of child labor, and measures 
taken to contribute to the effective 
abolition of child labor.

In the Auto segment, the referral area also includes a clause on 
social responsibility and sustainability in contracts with partner 
autoshops, which are perceived as posing a greater risk in terms of 
the use of child or slave labor. In addition, these autoshops must 
fill in a questionnaire covering socio-environmental questions. To 
guarantee the truthfulness of the responses and the fulfillment of 
the contract clause, the area responsible for internal inspections 
and investigations audits the information provided by the service 
suppliers. This audit does not follow specific regulations and involved 
79 autoshops in 2011, all of them according to established standards. 
In 2012, no cases were recorded of either child or slave labor.

Health – The clause will be included in all contracts in the health 
care network. The inclusion of the clause depends on the signing of a 
TCAC with ANS.

Purchases – in order to abolish child labor, before registering 
suppliers/providers the purchasing department undertakes a prior 
analysis (PEP in Portuguese) and inserts the business and social 
responsibility clause.
.

1, 2, 4 
and 5 I

Indicator Status Description GRI Response

HR7

Operations and significant suppliers 
identified as having significant risk 
for incidents of forced or compulsory 
labor, and measures to contribute to 
the elimination of all forms of forced or 
compulsory labor.

Management and Governance Chapter>Sustainability  [PAGE 32] 1, 2, 4 
and 5 I

Indicator Status Description GRI Response

HR8

Percentage of security personnel 
trained in the organization’s policies or 
procedures concerning aspects of human 
rights that are relevant to operations.

The Company requires all providers to offer basic human rights 
courses to all their units. According to the companies contracted, 
all 126 security and reception employees received basic human 
rights training, with a course length established by each company.

1 and 2 -

Indicator Status Description GRI Response

HR9
Total number of incidents of violations 
involving rights of indigenous people 
and actions taken.

There were no cases involving indigenous people. 1 -

Child Labor (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]

Forced and Compulsory Labor (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]

Security Practices (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]

Indigenous Rights (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]
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Indicator Status Description GRI Response

HR10
Percentage and total number of operations 
that have been subject to human rights 
reviews and/or impact assessments.

In 2012, 79 surveys were made by the investigation and survey area, 
about 7% of all investigations.

In 2012, the sustainability area conducted a study of the regions 
with the highest levels of slave and child labor, allowing the auto 
and property and casualty investigation and survey areas to 
improve their investigation procedures in these areas.

1 and 2 I

Indicator Status Description GRI Response

HR11
Number of grievances related to human 
rights filed, addressed and resolved 
through formal grievance mechanisms.

There was only one grievance related to harassment. 1 I

Indicator Status Description GRI Response

SO1 

Percentage of operations with 
implemented local community 
engagement, impact assessments,  
and development programs.

The company does not have programs to evaluate and manage 
risks in its operations because it is a service provider, and its units 
are located in the country’s main urban centers.

1 III

Society

Indicator Status Description GRI Response

SO2
Percentage and total number of 
business units analyzed for risks related 
to corruption.

All units of the Company are subject to the policies contained 
in the NULL RISK Risk Management System and the analysis of 
risks related to corruption and money laundering. In addition, an 
institutional program was created in 2011 to combat and prevent 
money laundering, in line with the relevant regulations.  
To familiarize employees with this issue, they must all attend an 
anti-fraud and anti-money laundering course.

10 I

SO3
Percentage of employees trained in 
organization’s anti-corruption policies 
and procedures.

Governance Management Chapter>Risk Management [PAGE 26] 10 I

SO4 Actions taken in response to incidents 
of corruption.

In accordance to the Code of Ethical and SulAmérica’s internal 
policies, especially the Anti-corruption policy, fraud or bribery by 
an employee or third party acting on behalf of the Company is 
punishable and may result in the termination of the work contract 
or contract for services, as appropriate. 

There were no cases of suspected money laundering –  
Group 2 in 2012.

10 I

Assessment (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]

Remediation (DMA) Management and Governance Chapter>Sustainability> [PAGE 30]

Community (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Social 
Performance> [PAGE 38]

Corruption (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Social 
Performance> [PAGE 38]
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Indicator Status Description GRI Response

SO5
Public policy positions and 
participation in public policy 
development and lobbying.

The Company participates in the creation of external regulations 
whenever there is a public hearing convened by the regulatory 
bodies, and participates on CNseg committees and work groups of 
various representative federations in the sector. In the insurance 
sector, all public policy participations in the sector are coordinated 
by CNseg and its Federations. 

10 III

SO6

Total value of financial and in-kind 
contributions to political parties, 
politicians, and related institutions  
by country.

In accordance to its Code of Ethical Conduct, SulAmérica does not 
finance or support public posts, political parties or candidates, 
either during elections or otherwise. Therefore, no resources were 
given to political parties, politicians or related institutions on 
behalf of SulAmérica.

10 III

Public Policy (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Social 
Performance> [PAGE 38]

Indicator Status Description GRI Response

SO7
Total number of legal actions for 
anticompetitive behavior, anti-trust, and 
monopoly practices and their outcomes.

There were no court suits recorded for unfair competition in 2012. - -

Anti-Competitive Behavior (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Social 
Performance> [PAGE 38]

Indicator Status Description GRI Response

SO8

Monetary value of significant fines 
and total number of non-monetary 
sanctions for non-compliance with  
laws and regulations.

We received no significant fines (over R$1 million) in 2012, for 
violations of laws or regulations. - -

Compliance (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Social 
Performance> [PAGE 38]

Indicator Status Description GRI Response

SO9
Operations with significant potential 
or actual negative impacts on local 
communities.

The SulAmérica units in Rio de Janeiro and São Paulo are located 
in large urban centers and are surrounded by residential districts 
and communities. Most employees and customers who work at 
these locations may generate some impact on the local community 
with vehicle traffic. Otherwise, we have not registered any other 
negative impact. SulAmérica seeks to work locally, contributing to 
the development of the local economy and job creation.

1 III

SO10

Prevention and mitigation measures 
implemented in operations with 
significant potential or actual negative 
impacts on local communities.

Considering that traffic management in the Company locations 
falls under the remit of public authorities, such as the municipal 
secretary for transport, and that no negative impact has been 
recorded, there was no preventive measure or plan.

1 and 2 -

Community (DMA) Earnings Chapter>Environmental, Social and Governance Performance (ESG)>Social 
Performance> [PAGE 38]
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Product Responsibility

Indicator Status Description GRI Response

PR1

Life cycle stages in which health and 
safety impacts of products and services 
are assessed for improvement, and 
percentage of significant products and 
services categories subject to such 
procedures.

Governance Management Chapter>Risk Management [PAGE 26]
Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Governance Performance [PAGE 41]

In the Auto and Property and Casualty segments, the impact of 
products and services were analyzed at the stages of concept, 
research and development, and end-usage, with a view to 
improving health and safety. In the Health and Dental segment, the 
process of referring service providers for the transport of goods and 
persons insured includes a permanent evaluation of the impact on 
the health and safety of the policyholder. In the Health and Dental 
segment, the process of referring service providers for the transport 
of goods and persons insured includes a permanent evaluation of 
the impact on the health and safety of the policyholder.

- I

PR2

Total number of incidents of  
non-compliance with regulations  
and voluntary codes concerning health 
and safety impacts of products and 
services during their life cycle, by type  
of outcomes.

Products to be marketed are approved by the regulatory bodies in line 
with applicable regulations. In view of this, there were no cases of  
non-compliance with respect to impact caused by products and 
services. There were no incidents of non-compliance in 2012.

- I

Customer Health and Safety (DMA) Management and Governance Chapter>Brand> [PAGE 29]

Indicator Status Description GRI Response

PR3

Type of product and service  
information required by procedures,  
and percentage of significant  
products and services subject to such 
information requirements.

We considered aspects related to labeling, such as clauses 
contained in the contracted policies. To develop and sell its 
products and services, SulAmérica follows the rules and 
regulations established by the Consumer Defense Code, the 
National Health Agency (ANS), the Private Insurance Supervisory 
Authority (SUSEP) and the Brazilian Central Bank (BACEN). All of 
the insurance products and services must contain the conditions 
approved by the industry regulators, SUSEP and ANS.

8 -

PR4

Total number of incidents of  
non-compliance with regulations  
and voluntary codes concerning  
product and service information and 
labeling, by type of outcomes.

The 2011 indicator was answered according to the number of 
fines arising from not covering claims. There was a change in the 
methodology in 2012, and the cases not complying with the standards 
established by the Private Insurance Supervisory Authority (SUSEP) for 
the marketing of our products were reported.

We were not fined for any improper product marketing in 2012.

8 -

PR5
Practices related to customer 
satisfaction, including results of surveys 
measuring customer satisfaction.

Business Chapter>SulAmérica>Insurance>Health [PAGE 14]
Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Governance Performance [PAGE 41]

Product and Service Labeling (DMA) Management and Governance Chapter> [PAGE 22]
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Indicator Status Description GRI Response

PR9

Monetary value of significant fines 
for non-compliance with laws and 
regulations concerning the provision 
and use of products and services.

The Company considers any fine over R$1 million as significant. In 
2012, the Company received no administrative or judicial penalties 
for the breach of any laws or regulations regarding the provision 
of products and services.

- -

Compliance (DMA) Management and Governance Chapter>Brand> [PAGE 22]

Sector Performance: Financial Sector

Indicator Status Description GRI Response

PR6

Programs for abidance to laws, standards, 
and voluntary codes related to marketing 
communications, including advertising, 
promotion, and sponsorship.

SulAmérica follows the rules established by the Consumer Defense 
Code and the Brazilian Advertising Self-Regulation Code when 
creating all its advertising campaigns and materials. The Legal and 
Compliance Departments validate all company communication and 
marketing operations to ensure that they comply with legislation. 

SulAmérica believes that abidance to these directives is the most 
efficient and correct way to advertise its products and services. 

- I

PR7

Total number of incidents  
of non-compliance with regulations  
and voluntary codes concerning 
marketing communications, including 
advertising, promotion, and  
sponsorship by type of outcomes.

There were no incidents of non-compliance with regulations and 
voluntary codes regarding marketing during the year. - -

Marketing Communications (DMA) Management and Governance Chapter> [PAGE 22]

Indicator Status Description GRI Response

PR8

Total number of substantiated 
complaints regarding breaches of 
customer privacy and losses of  
customer data.

In 2012, we only had one case of breach of privacy, where a 
customer asked for Auto claim details to be withdrawn from the 
SulAmérica institutional site. The area responsible removed the 
details from the site as requested, and believes that the complaint 
was an isolated case.

- -

Customer Privacy (DMA) Management and Governance Chapter> [PAGE 22]

Indicator Status Description GRI Response

FS1
Description of policies with specific 
social and environmental components 
applied to business lines. 

Management and Governance Chapter>Sustainability [PAGE 31] 1 to 10 I and II

FS2
Description of the procedures to access 
and analyze environmental and social 
risk in business lines.

Governance Management Chapter>Risk Management  
[PAGES 26 and 32] 1 to 10 I and II

FS3

Description of the client monitoring 
processes with respect to the 
implementation and compliance with 
environmental and social requirements, 
included in agreements or operations.

SulAmérica does not monitor whether its customers comply 
with environmental or social standards for Auto products, apart 
from those in the general conditions approved by the regulators.

1 to 10 I and II

Product Portfolio (DMA) SulAmérica has invested in services with society development components, focusing on 
financial education and information transparency in all its business areas.
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FS4

Description of interactions with 
clients and other stakeholders 
regarding environmental and social 
risks and opportunities.

Management and Governance Chapter>Sustainability [PAGE 30] 1 to 10 I

FS5

Description of interactions with 
clients and other stakeholders 
regarding environmental and social 
risks and opportunities.

Business Chapter>Insurance>Health [PAGES 14 and 15]  
Automobiles  [PAGE 16]
Management and Governance Chapter>Human Resources  
[PAGE 29] and Brand [PAGE 29]
Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Social [PAGE 38]
About the Report Chapter [PAGE 45]

1 to 10 II and 
III

FS6
Percentage of portfolio for business 
lines by specific region, size and 
by sector.

- -

FS7

Monetary value of products and services 
projected to bring a specific social 
benefit for each business line, broken 
down by purpose.

Business Chapter>Insurance>Health  [PAGE 14]
Earnings Chapter>Environmental, Social and Governance 
Performance (ESG)>Social [PAGE 38]

1, 3, 4, 5 
and 6 I

FS8
Monetary value of total specific 
environmental products and services, 
broken down by business line.

SulAmérica has no products or services aimed specifically at 
an environmental benefit, but all operations that have any 
environmental impact involve initiatives in partnership with 
the service providers to reduce the impact as described in the 
chapters The Business>SulAmérica>Insurance>Auto  
[PAGE 16] and Earnings>Environmental, Social and Governance 
Performance (ESG)>Environmental Performance>Waste  
[PAGE 40]

7 and 8 I

North

Southeast
South
Northeast
Midwest

Premiums by Region – AUTO and RIC

10.89%

59.56%

16.95%
11.24% 1.37%

South
Southeast

Premiums by Region – 24-hr Assistance

94.53%

5.47%

North
Northeast
Midwest
Southeast
South

Premiums by Region – Life Insurance
and Pension Plans

21.43%

55.73%

10.22%

10.88%
1.74%

North
Northeast
Midwest
Southeast
South

Premiums by Region – Health and Dental

2.62%

76.7%

4.87%

14.94%
0.87%

Indicator Status Description GRI Response

Premiums by Region – AUTO  
and RIC
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FS9

Extent and frequency of auditing 
to assess the implementation of 
environmental and social policies, and 
procedures for risk assessment.

In the Auto segment, the referral area also includes a clause on 
social responsibility and sustainability in contracts with partner 
autoshops, which are perceived as posing a greater risk in terms 
of the use of child or slave labor. Additionally, these autoshops 
must fill in a questionnaire covering socio-environmental 
questions. To guarantee the truthfulness of the responses and 
the fulfillment of the contract clause, the area responsible for 
internal inspections and investigations audits the information 
provided by the service providers.

- I

Auditing (DMA)
Surveying and investigation forms an integral part of the provider benchmarking 
process in the auto portfolio, where there is a greater risk of violation of environmental 
and social issues.

Active Property (DMA)
SulAmérica has used its institutional communication channels to engage customers, brokers 
and service providers. In our investment company, as signatories to the PRI, we actively 
participate in integrating governance questions into the companies where we invest.

FS10

Percentage and number of companies 
in the institution’s portfolio with which 
the reporting organization interacts on 
environmental and social issues.

It is not possible to establish the percentage and number 
of companies with which the Company interacts on socio-
environmental issues, as many of the initiatives use electronic 
tools for dissemination and information (e.g. direct marketing 
campaigns) which, in many cases, reach the entire base of 
clients, brokers and service providers. Various areas of the 
Company carry out interactive initiatives with clients, brokers 
and service providers. See FS5.

1 to 10 I, II and 
III

FS11
Percentage of activities subject to 
environmental or social selection, 
positive or negative.

SulAmérica Investimentos developed a responsible investment 
policy in 2011. 

The total resources managed by SulAmérica Investimentos were 
divided as follows: 10.5% Shares, 13.6% Corporate Fixed Income, 
75.8% Fixed Income Federal Public Securities and 0.1% Open 
Hedge Funds. The Expertise and Total Return funds, which are 
subject to ESG assessment, represent about 25% of the Variable 
Income Assets and 77% of the Corporate Fixed Income assets and 
are subject to the same assessment.

Click here to find out more about the SulAmérica Investimentos 
Responsible Investment Policy (only in Portuguese)

1 to 10 I, II and 
III

Community (DMA) See DMA SO in Earnings Chapter>Environmental, Social and Governance Performance 
(ESG)>Social Performance [PAGE 38]

FS12

Voting policies applied to environmental 
or social questions for actions on which 
the informing organization has the right 
to voting shares or voting advice.

SulAmérica Investimentos DTVM SA must vote on matters 
related with sustainability according to Article 3 of the Company 
voting policy. 

As regards specific directives, fund managers have autonomy 
to take decisions to the benefit of the shareholder based on the 
principles of transparency, ethics and loyalty.

1 to 10 I, II and 
III

FS13
Access to financial services in scarcely 
populated or economically deprived 
areas by type of access.

Bap Online (with Banco Amazônia) – we have a presence in  
11 states and 103 branches, although the financial institution did 
not disclose how many of these points are in sparsely populated or 
economically deprived areas.

Health Insurance: There are 2,397 distributors in 15 states. For the 
purpose of assessing the quality of the providers, we considered 
the states indicated by the IBGE as having a low population density 
according to the 2010 Census.

Sales of 24-hr Assistance insurance – online: 1,692; by broker: 289

1 I

Indicator Status Description GRI Response

Indicator Status Description GRI Response

Indicator Status Description GRI Response

http://www.sulamericainvestimentos.com.br/sulamericainvestimentos2012/web/conteudo_pt.asp?idioma=0&conta=28&tipo=44182
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FS14 Initiatives to improve access to financial 
services for underprivileged people.

In order to offer accessibility to people with a hearing 
or speech impearement, a free Customer Service phone 
number specifically for this purpose was provided, without 
intermediaries and with preferential treatment. This Customer 
Service provides basic and institutional information about Auto, 
Health, Life and Pension products. 

SulAmérica also uses special telephone handsets for the hard 
of hearing, allowing greater access, generating respect and 
improving loyalty among its current customers.

1 I

Labeling Products and Services (DMA) See DMA PR in the Management and Governance Chapter> [PAGE 22]

FS15 Policies for the correct development and 
sale of products and financing.

SulAmérica follows the rules established in the Product Assessment 
and Review Procedure (PARP) to develop and launch its products. 

PARP includes product assessment and review procedures aimed 
at promoting a series of risk and viability assessments before 
decision-making. During these assessments, products are checked 
against the Consumer Defense Code, standards issued by the 
National Health Agency (ANS) and the Private Insurance Supervisory 
Authority (SUSEP), and they are also checked for any possible fraud 
and money laundering, socio-environmental aspects, financial, 
market and operational impacts, as well as the cost-benefit ratio of 
the product.

The PARP are published internally online at  
parpsulamerica.appspot.com.br. This site contains information 
about the products assessed, consolidates the risk data from the 
areas involved, stores data for those concerned to see and presents 
a manual containing the procedure rules. There is also an area for 
any questions, making the entire process clearer.

The PARP site was created to make the process of launching and 
reviewing products more streamlined, effective and transparent, 
making it easier for everyone involved in the process to access 
information and to disseminate the rules described in the manual 
according to the Company’s governance regulations.
.

- I

FS16 Initiatives to improve financial 
education by kind of beneficiary.

Business Chapter>Insurance>Pension
The Results Chapter>Environmental, Social Performance  
[PAGE 19] and Governance (ESG)>Social [PAGE 38]

1 I

Indicator Status Description GRI Response

Indicator Status Description GRI Response
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GRI Contents 

Goals

Indicator Goal 2011 Result 2012 Goal 2013

Economic Performance Description

EC2

We intend to include socio-environmental criteria 
in existing policies as a goal for 2012, and to produce 
and approve a corporate socio-environmental  
management policy with the Board of Directors.

Company risks were categorized as socio-environmental. A 
consultancy was hired to draw up a corporate sustainability 
policy to be approved by the Board of Directors in the first 
half of the year, as well as a sustainability strategy. The same 
consultancy will also draws up other policies and adapts 
existing ones. 

To have a corporate policy, as well as at 
least four other policies on this topic, 
approved by the Board of Directors 
(FS1, FS2).

EC7
The target for 2012 is to include this practice in the 
Employment Recruitment and Selection Standards 
and Procedures.

In 2011, the practice of hiring locally was only a 
recommendation for the team, but in the first half of 2012 
it was included in the Recruitment and Selection Standard 
(NPDICAH.0063.v2) approved by the  
Human Resources department. 

No goal was established for 2013.

EC8

The goal was to replicate the SulAmérica Leadership 
program, which was run in Rio de Janeiro, for the 
leaders of neighboring communities in  
São Paulo, thus increasing the number of leaders 
and institutions.

The Community Leadership program was 
implemented in São Paulo, benefiting 21 leaders and 
13 institutions, an 80% increase. 

To run the project again in Rio de Janeiro 
and São Paulo, increasing the number of 
participants by at least 15%.

EN3 and EN4

“The Company intends to implement studies and 
measurement processes in all its units to improve 
the control of information and account for savings 
over the next three years.”

A process was developed in 2012 to control data from 
Company’s electricity bills. Proof of this is the inclusion of 
electricity data from the SulAmérica units not reported  
in 2012.

–

EN5 and EN7

For 2012, SulAmérica aims to reduce the uptime of 
machinery in São Paulo and to calculate the savings 
achieved at the Head Office by turning off certain 
appliances at night.

The goal was not attained. –

EN18 and FS5
‘Green Seal´ Tow Truck: The 2012 goal is to provide 
80% of services using biodiesel tow trucks in 
Rio de Janeiro state.

“As the providers who were meant to join the green seal 
program did not complete the process in 2012, we did not 
attain the goal established in 2011.
We only attained 62% of services provided with the fleet 
belonging to the ‘Green Seal’ program”.

The goal for 2013 is to reach 85% of 
towing services using ‘Green Seal’ 
vehicles, including in the Duque de 
Caxias municipality.

Completed            Partially           Not completed 
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EN22 The plan for 2012 is to expand this project to the 
South and Northeast regions of the country.

The goal was not attained due to a problem in the system 
that sends the automatic budget.

The plan for 2013 is to expand this 
project to the South and Northeast of 
the country.

EN26
To reduce by 2% the number of printed copies of 
requests received through the 
Prior Authorization tool.

Goal not attained. –

EN26
To reduce the printing of notes and attachments 
through the Digital Health Certificate program by 
15 million sheets.

The process reduced consumption by more than  
10 million sheets. –

HR2
To ensure that 100% of key 24-hour Assistance 
providers have a sustainability clause in 
their contract.

Goal not attained. 100% of the service network to have the 
clause in their contracts.

HR2

Ensure that 80% of the garages we work with have a 
Social Responsibility and Sustainability (CSR) clause 
in their contracts. In 2011, 624 garages, or 56.16%, had 
this clause.

The Company had a network of 1,092 garages in 2012, 308 of 
which had CSR clauses (28%). The decrease in the number of 
network garages was due to the end of the partnership with 
Brasil Veículos.

100% of the service network to have the 
clause in their contracts.

HR2
To start verifying the risk of any breaches of human 
rights by providers of tow trucks and mechanics, by 
means of audits.

Goal not attained. To ensure that 100% of the network has 
the SER clause.

HR2
To include the clause in the three expert technical 
investigation contracts and to audit all suppliers in 
this category to check compliance.

Goal not attained. –

HR2
To improve the control and analysis of the 
macro-processes received and 
individualize processes.

We reviewed the active labor grievances database and 
reviewed the rules for recording new processes. Now we can 
generate Legal System reports containing the requests filed 
under labor grievances by segment.

To maintain the improvements made.

Indicator Goal 2011 Result 2012 Goal 2013

Economic Performance Description
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FS8
To increase the number of certified garages 
participating in the Water-based Paint project by 
10% in 2012.

The program involved 21 garages in 2012, 17% more than the 
previous year.

The goals for 2013 were still being 
defined when this report was published.

EN6 and FS8

In the Property and Casualty area 
at least one Residential, Business, 
Condominium or 24-hour Assistance 
product will be developed to offers 
environmental services, such as the 
collection and recycling of electronic 
waste and furniture, selective collection 
of waste, etc.

EN10

For 2013, the area responsible is to 
assess the shortcomings of the Head 
Office wastewater treatment system 
in order to make the adjustments 
necessary to meter the amount of water 
recycled every year.

EN26,
EN7 and EN18

In building new units, we intend to 
economize on natural resources and use 
products that have less impact on the 
environment and on workers.

HR6
To increase the number of garages that 
are audited by the investigation and 
survey area by 10% in 2012.

HR6

To amend the contracts of providers 
who work with Named Perils, 
Operational Risks, Liability and 
Engineering Risks, in order to include a 
social responsibility clause.

HR7

The referenced network of health care 
providers will have the clause included 
in 100% of contracts. The inclusion of 
the clause depends on the signing of a 
TCAC with the ANS.

Indicator Goal 2011 Result 2012 Goal 2013

Economic Performance Description



Successful in 2012. Prepared for the future.

www.sulamerica.com.br/ri
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