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Mission and Values GRi 4.8

Mission
 › tO be an internatiOnal reference in transactiOn 
sOlutiOns anD netwOrk services.

Values
 › emplOyees with attituDe, team spirit anD passiOn 
in everything they DO 

 › surpassing custOmer expectatiOns
 › Ownership pOsture
 › ethics in all relatiOnships
 › excellence in executiOn
 › innOvatiOn OrienteD tO results
 › sustainability anD cOrpOrate respOnsibility

PResentation
in its second sustainability report, Cielo presents its key results for 

2013 as part of its ongoing commitment to the transparent dis-

closure of the company’s financial, operational and sustainability 

information to all stakeholders.
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message frOm the chairman Of the bOarD

OngOing grOwth

four years ago, when we opted to follow the path 

of innovation, we adopted a business model that 

enabled us to challenge our limits. during this time, 

we have invested continually to get where we are 

today: we are a multi-brand company because we 

work with the broadest range of brazilian and over-

seas cards; multichannel, because we operate via 

the physical point of sale, the internet and mobile 

phone; and multi-service because in addition to 

receiving card payments, our customershave access 

to a range of services that help them to sell more.

every year we create new products, we develop 

technologies and solutions and we enhance our 

logistics system in order to ensure quality and tools 

that drive the sales of the more than 1.4 million 

customers we served all over brazil in 2013. during 

the year, Cielo invested r$ 294.1 million in equip-

ment alone.

this strategy has enabled us to face many chal-

lenges, in particular, the competition. the number 

of competitors has increased from two to seven in 

just a few years, a fact that has not stopped Cielo 

from continuing to lead the electronic payment 

industry in latin america and from being one of the 

major global players in this segment.

there are other challenges which will continue to 

exist: internal ones, such as the company’s ongo-

ing transformation; the industry, which is subject 

to constant change as a result of  continuous 

GRi 1.1; 1.2

robust strategy is what drives Cielo’s 
growth year on year, making it the 
leader of the electronic payment 
industry in latin america and one of 
the five largest players worldwide.
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technological advances and alterations in people’s 

consumption habits; and the shifting economic 

environment, not just in brazil but everywhere.

our greatest satisfaction comes from boosting 

the country’s development, driving growth for our 

customers, who are fundamental for the brazil-

ian economy. the proof of this is the fact that the 

equivalent of 9.3% of brazil’s gross domestic Prod-

uct (gdP) passes through Cielo Pos terminals.

We are on the right track, and the market is aware 

of the company’s importance, as shown by Cielo’s 

market value and its presence in diverse important 

rankings. on december 30th, 2013, the company’s 

market value stood at r$ 51.6 billion, compared 

with r$ 37.3 billion in 2012.

in the sustainability area, we were listed for the first 

time ever on the bM&fbovespa Corporate sustain-

ability index (ise), which comprises listed companies 

distinguished by their corporate governance and 

triple bottom line performance. another advance 

was the creation of the company’ sustainability 

Committee, which supports the board of directors 

in this field. our commitment to best corporate 

government was also responsible for the creation 

of 13 new policies which will help in the daily 

operations of the company and establish important 

guidelines for the business going forward.

Particularly for our employees, we continued to 

execute our people management strategy which is 

merit-based, provides an environment that stimu-

lates professional development and aims to stimu-

late an emotional link between employees and their 

work and Cielo. our human resources strategy is 

also recognized by the market, ensuring the com-

pany’s ongoing presence in the best place to work 

rankings over recent years.

as in previous years, the advances in 2013 demon-

strate the effectiveness of our strategy and our busi-

ness model aimed at driving company growth and 

generating value for our stakeholders: shareholders, 

investors, employees, customers and others. We will 

continue on this path over the coming years, certain 

that the consistency of our proposals will help us to 

overcome any challenges we face.

domingos Figueiredo de abreu 

Chairman of the board

R$ 51.6 
billion
was the company’s market value on 
December 30, 2013
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message frOm the presiDent

innOvatiOn and differentiatiOn
We constantly pursue quality, 
efficiency and security in everything 
we do.    

Cielo has innovation in its dna, a differential which 

has enabled the company to maintain its leadership 

of the electronic payment industry, driving com-

petitive advantages that are fundamental for the 

execution of our business strategy. today, we cover 

99.6% of brazil’s territory. We have a multi-brand 

portfolio comprising the main card brands in brazil 

and worldwide. We have the capacity to process 

12 thousand transactions per second, all of which 

are monitored by an advanced artificial intelligence 

system which prevents frauds.

driven by innovation, we constantly pursue quality, 

efficiency and security throughout our product range, 

providing differentiated services that boost business 

for our customers – large retailers, small and medium 

sized companies, self-employed professionals, free 

lance workers and one-person businesses. in 2013, for 

example, we delivered the evolution of Cielo Mobile (a 

solution that transforms smartphones and tablets into 

Cielo Pos terminals), with new payment options and 

chip card and password terminals.

Cielo’s positive financial results are evidently a 

consequence of the company’s great commitment. 

in 2013, our net operating revenue increased 25%, 

reaching r$ 6.7 billion. With a net profit of r$ 2.674 

billion, the company grew 14.9% compared with 

GRi 1.1; 1.2

2012. during the year Cielo captured 4.902 billion 

transactions – 13.9% up on 2012. at r$ 448.8 bil-

lion, financial volume grew 17.1%.

in the capital market, Cielo’s share performance 

was also extremely strong. shares appreciated 

185.69% between 2009, when the company went 

public, and 2013, one of the best performances 

worldwide during the period. during these four 

years we have also built up a strong brand which 

is among the 20 most valuable in the country.

We have pursued the integration of financial and 

socio-environmental performance. We monitor 
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the impact our activities have on the environment 

and have implemented a series of measures to 

mitigate and reduce them. once again we un-

dertook our greenhouse gas (ghg) inventory in 

accordance with ghg Protocol brasil guidelines. 

during the year we also concluded a series of en-

ergy efficiency and water consumption reduction 

initiatives at our head office in barueri (são Paulo).

in the social area, we continued to support a num-

ber of initiatives aimed at promoting education, 

professional training, health, culture and sports, 

using both tax incentives and private investment, 

including a number of projects outside the rio-são 

Paulo corridor.

Cielo’s industry leadership and its prominence in 

the brazilian business world have not made the 

company complacent. on the contrary, as may be 

seen from our 2013 results, we continue to strive 

to add value for Cielo and for the businesses of our 

more than 1.4 million customers. this is the only 

way we will be prepared to face the challenges and 

leverage the opportunities emerging in the industry, 

making an even greater contribution to higher levels 

of entrepreneurship, formalization and economic 

growth in brazil.

 

Rômulo de Mello dias 

Ceo
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Key numbers in 2013 
Cielo presents its main financial 
and operational indicators for 
the last two years.

OperatiOnal highlights

 2013 2012
variatiOn 

2013/2012

Credit and debit Cards
Financial VoluMe oF tRansactions 
(Millions oF R$) 448,747.80 383,328.80 17.10%

nuMbeR oF tRansactions (Millions) 4,901.60 4,301.60 13.90%

Credit Cards
Financial VoluMe oF tRansactions 
(Millions oF R$) 279,617.10 244,960.30 24.30%

nuMbeR oF tRansactions (Millions) 2,283.40 2,061.80 10.70%

debit Cards
Financial VoluMe oF tRansactions 
(Millions oF R$) 169,130.70 138,368.40 22.20%

nuMbeR oF tRansactions (Millions) 2,618.20 2,239.90 17.34%

finanCial highlights1

 2013 2012
variatiOn 

2013/2012

net oPeRational ReVenue (Millions oF R$) 6,734.24 5,385.25 25.05%

ebitda (Millions oF R$) 3,575.30 3,097.90 15.41%

% ebitda MaRGin 53.10% 57.50% (4.4) p.p.

net PRoFit (Millions oF R$) 2,680.68 2,332.17 14.94%
 
1 in the fourth quarter of 2013, cielo announced that it was changing the accounting procedure for 
revenues from commissions on card sales in installments, introducing recognition of this revenue on 
the date of capture.  
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iNSTiTuTiONal

 › 1st place in the service category in the exame 

magazine "Melhores e Maiores" (biggest and best) 

ranking.

 › best company in the financial services sector 

in Época Negócios magazine's Anuário Época 

Negócios 360º.

 › best company in the financial services sector in 

istoÉdinheiro magazine's "as Melhores da din-

heiro" (dinheiro's best 2013) ranking.

 › 1st place in the “empresas Mais inovadoras em 

relacionamento com o Cliente" (Most innova-

tive Companies in Customer relations) ranking 

in the financial services category, promoted by 

the magazine Consumidor Moderno and dom 

strategy Partners.

 › 2nd place in the specialized services category 

in the newspaper Valor Econômico's Anuário 

Valor 1000.

2013 awards 
and reCOgnitiOns 
recognitions received throughout 2013.

bRaND

 › one of the “20 Marcas mais valiosas do brasil" (20 

Most valuable brands in brazil) in IstoÉ Dinheiro 

magazine's ranking, measured by brandanalytics/

Milward brown.

 › 11th place in interbrand's “Marcas Mais valiosas do 

brasil", (Most valuable brands in brazil) ranking.

PEOPlE maNagEmENT

 › for the 13th time running, elected one of the 

"Melhores empresas para você trabalhar" (best 

Companies to Work for) in the guide published by 

Você S/A magazine.

 › for the fourth time chosen as one of the “Melhores 

empresas para Começar a Carreira" (best compa-

nies to start your career in) in the guide published 

by Você S/A magazine.

 › 2nd place in the Valor Econômico and aon hewitt 

“as Melhores em gestão de Pessoas" (the best 

in People Management) ranking, in the category 

1,001 to 2,000 employees.

iNvESTOR RElaTiONS

 › best in value Creation in the financial services 

industry, awarded by the  brazilian listed com-

panie's association abrasca (associação brasileira 

de Companhias abertas).

 › 1st place in the 2013 latin america financial 

institutions executive team ranking (except banks), 

organized by the magazine Institutional Investor: 

“best investor relations team",“ best Ceo” and 

“best Cfo”, nominated by sell-side and buy-side 

analysts*, and “best ir Professional", nominated by 

buy-side analysts*.

 › 3rd place in “as Melhores empresas para acionistas" 

(best Companies for shareholders), in the category 

Companies with revenues between r$ 5 million 

and r$ 15 million, organized by the magazine 

Capital Aberto.

GRi 2.10

* the companies were assessed by buy side analysts (who perform internal assessments for fund managers recommending the purchase or sale of securities for stock portfolios) and their sell side counterparts 

(who work in banks and brokerages, assessing share performance to make recommendations to their clients).
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CoMpany profile in this ChaPter
 » Cielo
 » ProduCts and serviCes
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Cielo s.a. (bovespa: Ciel3/otCQx : Ciox y) is 

the leader in electronic payment solutions in latin 

america and one of the major industry players 

worldwide. responsible for merchant acquiring for 

card payment processing, as well as other steps in 

the chain – capture, transmission, processing and 

settlement of transactions–, Cielo captures the 

main brands in brazil and the world. in 2013, the 

company’s terminals processed around 5 billion 

transactions. GRi 2.1; 2.2

Cielo invests constantly in technology and has one 

of the most modern equipment parks in the market, 

distributed throughout more than 1.4 million active 

Pos in all channels – point of sale, mobile or e-

commerce –, working end-to-end across the entire 

electronic payment chain  in 99.6% of brazilian ter-

ritory. With the acquisition of Merchant e-solutions 

(Mes) in 2012, Cielo made its debut in the north 

american market. GRi 2.5; 2.7

CielO
our differentials are technology, 
innovation and talent.

With its head office in barueri (são Paulo), Cielo is 

a public corporation whose shares have been listed 

on the são Paulo bM&fbovespa exchange's novo 

Mercado since 2009, a demonstration of the com-

pany's commitment to best corporate governance 

practice. GRi 2.4; 2.6; 2.7

Cielo’s mission is to be an international reference in 

its areas of activity. a service provider with innova-

tion in its dna and oriented to results, the company 

delivers a portfolio of products and services for 

customers, small enterprises and self-employed 

professionals with high standards of quality and lo-

gistics efficiency, essential for guaranteeing service 

excellence for its customer base.

the company also has a complete and robust 

technological base (read more in the sub-chapter 

Technology and security).
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1,525
99.6%
coverage of brazil

Cielo in nuMbers*

employees

GRi 2.2, 2.3, 2.8

1.4 million 
active points of sale

4.9 billion
transactions captured

R$6.7 billion 
in operating revenue

R$ 2.67 billion 
in net profit

subsidiary in the united 
states: Merchant 
e-solutions

* 2013 data

the coMPonents oF the cRedit and debit 
caRd electRonic PayMent chain 

brands: responsible 
for organizing and 
establishing the 
operational standards for 
card payment systems. 
they also license their 
brands to issuing banks 
and acquirers.

acquirer: oversees acquisition of 
customers and carries out the 
capture, transmission, processing 
and financial settlement of 
transactions with credit, debit and 
benefit cards and vouchers.

bank domicile: the bank 
indicated by the customer in 
which the acquirer deposits 
the proceeds of payments 
made with cards.

Cardholder: the consumer.

issuing bank: issues the cards 
and manages relations with 
cardholders.

Merchant: companies 
(large, medium and 
small) and individuals 
affiliated to an acquirer 
to accept cards as a 
means of payment. 
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oPeRational  
stRuctuRe  GRi 2.3

MultibRand PoRtFolio
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100%100%

cielo usa inc.
multidisplay 

com. e serviços 
tecnológicos s.a.

sevinet serviços 
ltda.

braspag
tecnologia em 

pagamento ltda.
cbgs

paggo soluções 
e meios de 

pagamentos s.a.

100% 100% 50.1% 99.99% 99.99% 40.95% 50%

0.01%

cielo s.a.
aDr – level 1 (ciOxy)

bovespa – novo mercado 
(ciel3)

cielo cayman 
islands

m4 produtos e 
serviços s.a.

merchant 
e-solutions



prOduCts and serviCes
excellence for customers translates 
into a key company value: ”surpassing 
customer expectations”.

for Cielo motivation is a principle disseminated 

throughout the company: excellence for custom-

ers. this premise is expressed in a corporate value: 

“surpassing customer expectations”. to guarantee 

this, all the company’s activities, including product 

and service development, incorporate the cus-

tomer’s point of view.

this concept is translated in two ways. the first 

is business as usual, which means monitoring the 

operational routine closely and, based on excel-

lence, ensuring security, availability, capillarity 

and technology, providing customers in brazil 

with the most modern equipment available in the 

electronic payment industry. additionally, from the 

beginning,  Cielo invests in providing differenti-

ated service, robust commercial capacity, efficient 

logistics and a first-rate team. on another front, 

Cielo has innovation in its dna. it invests con-

stantly in product and service development and in 

cutting-edge technology to ensure the company 

is always  ahead of the market, anticipating global 

trends in its segment and pursuing its mission, 

which is to be an international reference in what it 

does. today, Cielo develops unique products and 

services in the brazilian market, going far beyond 

the  acceptance of card payments. GRi 2.2

CiElO DiFFERENTialS GRi 2.2

 › telephone top-ups: the merchant receives a fee 

each time a  mobile phone is topped up, offset-

ting the cost of terminal rental and increasing the 

flow of customers to its establishment.

 › Payment by card in foreign currency: this 

enables overseas visitors to make payments on 

Cielo terminals with a credit card in the cur-

rency of their country of origin. the exchange 

conversion is straightforward, occurring auto-

matically in real time when the card is inserted 

in the terminal. More than one hundred curren-

cies are accepted.
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 › cielo Promo: permits merchants to enhance 

customer loyalty through promotions which are 

controlled via Cielo Pos. the solution enables 

segmentation of a campaign in accordance with 

the merchant’s requirements in an easy, quick 

and secure manner. the promotion can be man-

aged automatically, reducing operational costs. 

More than 30 thousand promotional campaigns 

were implemented throughout brazil in 2013.

 › cielo loyalty Program: this is the largest loyalty 

program for companies in latin america. With a 

simple and practical mechanism, the advantages 

for the merchant increase as its relationship with 

Cielo grows. Created especially for small and 

medium-sized merchants who may accumulate 

points and choose their prize from the catalogue 

available in the program website.

 › Pre-payment of receivables: the solution offers 

merchants  advantages such as improved cash 

flow, enabling them to bring forward the receipt 

of the proceeds of sales. recently, Cielo intro-

duced automatic programming of the receipt of 

sales directly on the terminal, further facilitating 

the process.

 › Payment by mobile phone number: both at the 

physical point of sale and in e-commerce, con-

sumers can shop using a  mobile phone number 

or even pay for purchases remotely on Cielo ter-

minals. Payment with the  mobile phone number 

employs secure technology, with payment only 

being authorized after the provision of a personal 

password. none of the information, including the 

password, remains stored either in the  mobile 

phone or in the Cielo Pos.

 › cielo linkci: unique in brazil and worldwide, 

this solution enables the creation and manage-

ment of promotions by means of check-ins and 

recommendations on facebook directly in the 

Cielo terminal. these promotions drive customer 

loyalty, promote the merchant and boost sales by 

means of the biggest social network in the world.

the eVolution oF cielo Mobile
cielO mObile, aimeD at self-emplOyeD  

prOfessiOnals, small entrepreneurs, anD 

merchants, is a cOmplete anD secure 

sOlutiOn fOr receiving Debit carD anD 

vOucher payment methODs, Or the creDiáriO 

functiOn in up tO 48 installments, in 

aDDitiOn tO regular creDit Or creDit in up 

tO 6 installments thrOugh the chip carD 

reaDer anD pin cOnnecteD tO the mObile 

phOne (smartphOne Or tablet). 

PayinG duties at aiRPoRts
in partnership with bancO DO brasil, 

cielO DevelOpeD a sOlutiOn that allOws 

travelers tO pay Duties levieD On 

prODucts brOught frOm Overseas in 

excess Of the permitteD limits. each Of 

the tax Offices in brazilian airpOrts have 

a cielO terminal which can reaD the 

apprOpriate tax fOrm anD receive payment 

via visa, mastercarD anD elO branD Debit 

carDs issueD by any bank.
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1  the transaction is initiated on the cielo 
terminal, mobile phone or internet;

2  the information is transmitted via 
telecommunications providers to cielo’s 
partnering datacenter;

7  the online statement, containing all 
transactions, is available on the cielo website, 
where it can be checked by the customer.

6  the compensation and financial 
settlement occur after the 
transaction is concluded;

5  all these stages take less than 4 
seconds;

3  simultaneously, the information goes through 
the exclusive intelligence system, a security 
solution that detects frauds, and through the 
cielo Monitoring and communication center;

4  the sale is authorized by the brand or the issuer bank. 

the eleCtroniC PayMent route



Corporate 
governanCe

IN THIS CHAPTER
 » ETHICAl ANd SuSTAINAblE CoNduCT
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Ethical and sustainablE conduct
Commitment to best practices and 
transparency.

Cielo is listed on the bM&Fbovespa Novo Mer-

cado, the result of its implementation of the most 

advanced level of corporate governance. In this 

respect, the company voluntarily commits to cor-

porate governance practices beyond legal require-

ments and to enhanced shareholders’ rights based 

on ethical and sustainable conduct.

The company in fact adopts practices that are 

more demanding than those established by the 

Novo Mercado such as, for example, having a 

Corporate Governance Secretariat to support the 

company’s and its subsidiaries’ governance bod-

ies, and an individual and joint self-assessment 

mechanism for the board of directors. other Cielo 

commitments are the restriction of the exchange 

of information to its Electronic Corporate Gov-

ernance Website, the ongoing review of policies 

related to dividends, disclosure, the negotiation 

of securities and transactions with affiliates and 

situations involving conflicts of interest, as well as 

the Code of Ethics, which establishes standards of 

conduct for relations with all stakeholders: indus-

try associations, customers, employees, competi-

tors, suppliers, government, regulatory authorities, 

the press, investors and shareholders, business 

partners, society and users of electronic means of 

payment. GRI 4.1

To execute the decisions of shareholders, includ-

ing those with minority holdings, the company has 

a board of directors, which is supported by five 

committees, as well as an Executive board, which 

has its own committees and forums. There is also 

a Fiscal Council, which reports directly to the 

shareholders.  GRI 4.1

Since June 2011, Cielo has been listed on the 

International over-the-Counter market, a premium 

segment of the North American market for key 

international companies trading securities in the 

uS oTC market, distinguished by their operational 

quality, excellence in disclosure, and their listing on 

qualified overseas exchanges.
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PResence on coRPoRate 
sustaInabIlIty Index
For the First time ever Cielo shares were 

listed on the Bm&FBovespa’s Corporate 

sustainaBility index (ise), in reCognition 

oF the Best management and Corporate 

governanCe praCtiCes adopted By the 

Company.

valid From January 6, 2014 to January 

2, 2015, the portFolio Comprises 40 

puBliCly traded Companies. the index is a 

tool used to assess overall Corporate 

sustainaBility among listed Companies, 

Based on eConomiC eFFiCienCy, Corporate 

governanCe, environmental praCtiCe and 

soCial JustiCe.

GoveRnance secRetaRIat
in 2013, Cielo initiated planning For the 

Creation oF its governanCe seCretariat. 

suBordinated to the Board, the Body’s main 

responsiBility is to ensure that the Company 

and its suBsidiaries are Compliant with 

governanCe standards and proCedures in 

aCCordanCe with the highest prinCiples oF 

ethiCs and sustainaBility.  GRI 4.1

the voIce of shaReholdeRs  
and emPloyees
a meChanism that enaBles shareholders 

to suggest suBJeCts to Be addressed in 

general ordinary meetings as well as 

making reCommendations and CritiCisms 

was implemented in 2013. the Channel 

is aimed at ensuring Best governanCe 

praCtiCe and adapting to new market 

requirements and realities. the Company 

also maintains a speCiFiC agenda For 

employees to meet with leaders (read more in 

the chapter Stakeholders). GRI 4.4

Cielo shares are also listed on the following 
theoretical indices:

 › differentiated Corporate Governance Index;

 › differentiated Tag Along Index;

 › Corporate Sustainability Index

 › brazil Index;

 › brazil 50 Index; 

 › Financial Index; 

 › Carbon Efficient Index; 

 › bM&Fbovespa valor Index; 

 › Mid-large Cap Index;

 › Corporate Governance Trade Index;

 › broad brazil/bM&Fbovespa Index;

 › dividend Index. 
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Governance structure
Cielo is run by its board of directors and board of 

Executive officers. The board of directors is the 

highest governance body and is elected by the 

General Shareholder Meeting for a two-year man-

date, which is renewable. The board comprises 11 

members, none of whom occupy executive func-

tions and 3 of whom are independent. The main 

attributions of the board of directors are to define 

business strategy and to track its progress, as well as 

monitoring internal controls and audits. The board 

of directors consists of ten men and one woman. 

The other minority groups mapped by the com-

pany are not represented on the board (blacks and 

the disabled). 54% of the board members are aged 

between 30 and 50 years, and 46% are over 50. The 

Cielo Statutory Executive board must have at least 

two and at most eight people, who may perform 

other functions in the company. The executive 

directors are selected by the board of directors 

and have two-year mandates, with re-election 

permitted. Currently this board has seven members, 

including the CEo and the CFo/IRo.  

GRI 4.1; 4.2; 4.3; la13

In accordance with the Cielo bylaws, members 

of the board of directors and Executive board 

must have a flawless reputation. With respect to 

economic, environmental and social topics, there 

is no specific process to determine the qualifica-

tions of board members. The main responsibilities 

of the executive board are the overall manage-

ment of the company’s businesses, monitoring the 

performance of the different areas, ensuring the 

execution of strategic planning and the achieve-

ment of goals and targets, compliance with policy, 

as well as management of the risks to which the 

company is exposed. GRI 4.1; 4.7; 4.9

The Cielo bylaws permit the creation of support 

committees to boost the efficiency of the board 

of directors and the Executive board, maximizing 

their value and return for the shareholders and 

alignment with best practices in transparency and 

corporate governance. All the committees sup-

porting the board of directors must have at least 

one independent member. GRI 4.1; 4.9 

The board of directors is supported by the Audit, 

Finance, Governance, Personnel  and Sustainability 

committees, while the Statutory Executive board  is 

aided by the Issuer Risk, Expense , Price, Projects 

and disclosure Forums. These are complemented 

by a non-permanent Fiscal Council consisting of 

five members, two of whom are independent.  

GRI 4.1; 4.3 voting 
electronic
Cielo has used an electronic 
platform for its general meeting 
since 2010. this facilitates access 
to the company’s decision making 
processes for all shareholders, both in 
Brazil and overseas.
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sustaInabIlIty commIttee
Formed in 2013 to provide support For the 

Board oF direCtors, the purpose oF the 

sustainaBility Committee is to drive Business 

sustainaBility into Company proCesses 

with a view to ensuring the long-term 

suCCess oF the Business while preserving 

the environment, promoting soCial 

JustiCe and BalanCed eConomiC and soCial 

development in Brazil.

the Committee traCks Cielo’s soCial, 

environmental and Business indiCators, 

assesses the results oF the soCio-Cultural 

proJeCts the Company sponsors and 

proposes new proJeCts designed to 

improve the Company’s sustainaBility 

proFile in the soCial, environmental and 

Business areas. it also ContriButes to the 

preparation oF puBliC reports on Cielo’s 

soCio-environmental perFormanCe.  

GRI 4.1; 4.9

Further information on the composition of each of the company's decision-making areas and the regimes of the committees, as well as a list of the members of the board and the Executive board is available via 

the link http://www.cielo.com.br/ri/, in Corporate Governance/boards, directorates and Committees.

oRGanIzatIonal 
chaRt GRI 4.1
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ownership structure 
Since the second half of 2012, Cielo has been the 

only publicly traded company in the brazilian elec-

tronic means of payment industry. The majority 

shareholder group consists of the banking conglom-

erates bradesco and banco do brasil, which jointly 

hold 57.3% of the company’s stock. The remaining 

stock (42.61%) belongs to minority sharehold-

ers and is traded on the bM&Fbovespa exchange 

(read more in the sub-chapter Economic-Financial 

Performance). GRI ec4

ownErship brEakdown¹

ordinary sharEs %

controlling sharEholdErs 450,416,649 57.30

   banco bRadesco 225,208,300 28.65

   banco do bRasIl 225,208,349 28.65

FrEE Float 334,991,765 42.61

trEasury 707,055 0.09

total 786,115,469 100

1 position on december 31, 2013.

policies

As part of Cielo’s corporate governance best 

practices, the company has policies governing 

management in specific areas.

In 2013, the company created a series of policies to 

reinforce management: Anticorruption;  Purchas-

ing; Human Resources Management; Communi-

cation; Corporate Management; Corporate Risk 

Management; Information Technology; Relationship 

with clients; Corporate Responsibility; Relationships 

with Stakeholders ; Information Security; Sustain-

ability; and Finance. It also maintained existing 

policies on: disclosure of Material Acts or Facts 

and Confidentiality; Securities Trading; dividends; 

Related Party Transactions and other Situations 

of Conflict of Interests (read more about the last 

policy in the chapter Stakeholders).

The full text of each policy may be accessed on the 

company’s website (http://www.cielo.com.br/ri/, in 

Corporate Governance /bylaws and Policies).
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antIcoRRuPtIon PolIcy 
Cielo Formalized its antiCorruption poliCy in 2013 in line with 

law no. 12.846, promulgated in august 2013 and in ForCe sinCe 

January 2014. the doCument sets Forth the Best praCtiCes 

For mitigating risks. all employees oF Cielo and its assoCiated 

and suBsidiary Companies signed a term oF aCCeptanCe oF 

this poliCy. in parallel, a Copy oF the poliCy was sent to 

Company suppliers who were also required to sign a term 

oF aCCeptanCe. in 2014, the Company intends to provide its 

employees with an e-learning training module speCiFiCally on 

the antiCorruption poliCy. GRI so2; so3

ethics and transparency

As set forth in one of the Cielo values – Ethics in all 

relationships–, the principles of ethics and trans-

parency are premises underpinning the company’s 

activities. The document establishing all guide-

lines in this area is the Code of Ethics, launched in 

2009. upon joining the company all employees are 

expected to observe the code which sets forth the 

company’s positioning on harassment, discrimina-

tion and prejudice; combating child pornography; 

conflicts of interest; contributions to political par-

ties; corruption and monopoly; money laundering; 

gifts, favors and services; information security; child 

and slave labor; and the use of company resources.

GRI 4.8; hR4; so2

The code also stipulates desired conduct towards 

different stakeholders: industry associations; is-

suing banks; clients; employees; community and 

society; competitors; suppliers; government; the 

press; investors; and users of electronic means of 

payment. At the beginning of 2012, Cielo launched 

a specific Code of Ethics and Conduct for its sup-

pliers (read more in Suppliers).  

GRI 4.8; hR4

Cielo also established an Ethics Forum to as-

sist the Ethics Committee. This comprises the 

CEo, vice presidents and other managers and 

is designed to ensure the code is respected and 

updated as necessary, as well as to decide on any 

breaches of the document. The Forum is also 

responsible for screening reports received through 

the Ethics Channel GRI hR4

In accordance with the code, the company does 

not make donations to political campaigns and 

does not participate in events aimed at promoting 

and supporting political parties. during the year 

there were no cases of anticompetitive practices, 

neither were there significant fines and non-mon-

etary sanctions for the breach of laws and regula-

tions. GRI so6; so8

» CoRPoRATE GovERNANCECielo 2013 SuStainability report ‹  22   ›RETURN TO SUMMARY



ethics channel

Managed by an independent company to ensure 

transparency and confidentiality, the Ethics Channel 

permits employees and other Cielo stakeholders to 

report suspected breaches of the Code of Ethics and 

other company policies. GRI hR4; so2

All incidents are managed by the internal audit 

area, which is independent and reports directly to 

the board of directors. The area is responsible for 

assigning professionals to monitor the investiga-

tion and conclusion of each case. The process also 

involves the Ethics Committee and, in specific cases, 

the Audit Committee and the board of directors. 

The Audit Committee receives a summary of reports 

on a monthly basis. GRI hR4

ethIcs channel
on the web: www.canalconfidencial.com.br/cielo 
telephone: 0800 775 0808

cases in 2013

In 2013, there were no reports of cases involving 

discrimination due to ethnic origin, color, gender, 

religion, ideology, nationality or social class. Cielo 

received ten reports, seven of which were related 

to alleged cases of harassment. Five of these were 

from employees complaining about treatment by 

management, and two were from outsourced work-

ers complaining about their managers.GRI hR4

The Ethics Committee examined these seven cases 

and harassment was confirmed in only one of them. 

This led to the dismissal of the person responsible. 

Pertinent aspects of the other cases were addressed 

to the managers responsible so that they could 

implement improvements. GRI hR4

conflicts of interest

The Corporate Governance Committee, which 

provides support for the board of directors, is re-

sponsible for making recommendations in situations 

where there is a potential conflict of interests. As 

such, in 2013 the committee made a recommenda-

tion, approved by the board of directors, to draft 

a policy on Related Party Transactions and other 

Situations of Conflict of Interests. This is aimed at 

consolidating the procedures to be observed for 

related parties transactions and other situations 

involving potential conflicts of interest. This provides 

transparency for shareholders and the market in 

general, ensuring transactions are aligned with the 

company’s best interests and with best governance 

practice. This policy may be viewed via the link 

http://www.cielo.com.br/ri/, in Corporate Gover-

nance /bylaws and Policies.

The policy is based on the company’s bylaws, on 

corporation law, on the brazilian securities and 

exchange commission’s (CvM or Comissão de va-

lores Mobiliários) rulings, on the CPC 05 accounting 

ruling and the Novo Mercado rules.

To prevent the occurrence of these types of cases, 

at the end of the Code of Ethics there is a decla-

ration of deviation that should be signed by the 

employee when there is a potential breach of code 

directives, including conflicts of interest. This dec-

laration better enables Cielo to evaluate and resolve 

any deviations. GRI 4.6
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ExcEllEncE For customErs
Management is focused on ensuring 
excellence in the services offered to 
more than 1.4 million customers.

Cielo business strategy is focused on three major 

thrusts – innovation with results, excellence in ex-

ecution and surpassing customer expectations–, 

which ensure the company maintains its leader-

ship of the brazilian electronic payments market 

and plays an increasingly important role on the 

international scene. The goal is to consolidate the 

perception that in addition to being multi-brand 

and multi-channel, Cielo provides a package of 

services that increases productivity, convenience 

and security, while guaranteeing payment, offer-

ing finance and boosting revenues for customers.

All company decision making is aligned with 

the directives set forth in the strategic planning, 

which in turn are based on the board of direc-

tors’ analyses of the industry (in brazil and abroad)

and the macroeconomic context. The company’s 

annual targets are established in accordance with 

strategic planning. These are then broken down 

into individual targets for all company employees.

New services were launched in 2013, for example 

the payment of import duties using debit cards at 

the tax offices in brazilian airports. In the course 

of the year, the evolution of Cielo Mobile was 

also presented to the market (read more in the 

chapter Profile).

Its presence in the more than 1.4 million com-

mercial establishments in the most varied sec-

tors of the economy and in every region of the 

country provides Cielo with a strong information 

base on the brazilian retail trade.

Currently the transfer of know-how from the uS 

company Merchant e-Solutions (MeS), acquired 

by Cielo at the end of 2012, is underway. MeS’ 

high performance technology platform, which 

will permit the automation of processes and flex-

ibility in the development of new products and 

solutions, will add even more value for Cielo’s 

customers and partners in brazil.
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competitive advantaGes
Essential for the execution of its business strategy, 

Cielo’s competitive advantages are:

 › capillarity – presence in 99.6% of brazilian ter-

ritory, with more than 1.4 million active points of 

sale;

 › Innovation – constant investment in developing 

products and services and in cutting edge tech-

nologies to remain ahead of the market and to 

boost its appeal to customers;

 › Portfolio – multibrand;

 › security – an exclusive artificial intelligence 

system which monitors 100% of transactions, 

preventing and detecting fraud rapidly.

Its IntanGIble assets dRIve 
value GeneRatIon and 
dIffeRentIatIon foR cIelo  
In the maRket 

human capital: employees’ know-how, 

skills, CompetenCies and talent

orGanizational culture: team motiva-

tion and engagement, attuned to the 

Company’s values and guidelines.

Brand: the Cielo image as Being a Com-

pany that prizes diFFerentiation, innova-

tion, high perFormanCe, seCurity and 

aCCeptanCe oF multiple Brands.

Market capitalization: r$ 51.6 Billion on 

the last day oF trading on Bm&FBovespa 

(deCemBer 30, 2013), reFleCting the Com-

pany’s roBust Fundaments. in 2012, market 

value was r$ 37.3 Billion.

infrastructure: high teChnology plat-

Form with elevated levels oF seCurity.

Cielo has a higher degree of capillarity than the banking 
sector, comparable to  mobile phone penetration rates. 
It may be said that the company is a major influencer in 
access to electronic means of payment and, by extension, a 
natural driver of entrepreneurship and the formalization of 
the brazilian economy.

In the coming years, the company expects to 

maintain its strategy of differentiation and innova-

tion, maintaining organic growth, offering unique 

solutions and greater availability with more and 

more advanced equipment driving closer links with 

customers. In addition to innovation, from the very 

beginning, the company has offered differenti-

ated service, robust commercial capacity, efficient 

logistics and a first-rate team. All of these ingredi-

ents ensure that customers see Cielo as a true ally in 

growing their businesses. The future promises more 

strategic partnerships and the expansion of existing 

products and services.
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risk manaGement 
At Cielo, risk management is planned and con-

ducted by the Internal Control and Compliance area, 

which provides support for the operational areas 

in identifying, assessing, mitigating and monitor-

ing risks inherent to the company’s activities. In line 

with best corporate governance practice, the model 

establishes and communicates the risk scenario and 

controls to all relevant levels of the company on a 

periodic and cyclical basis, with effective monitoring 

by senior management.

Risks are classified according to pre-defined catego-

ries and levels of criticality, enabling the assessment 

of existing scenarios and the prioritization and imple-

mentation of the necessary corrective measures, thus 

ensuring the sustainability of Cielo operations.

The major challenge is to maintain acceptable levels 

of risk exposure and to ensure that adequate moni-

toring and mitigation measures are implemented. 

The measures implanted specifically to mitigate the 

risk of corruption, fraud and money laundering are 

described in Prevention of money laundering.

sustaInabIlIty: IncReasInGly  
ImPoRtant foR the busIness
the Cielo Business model aims to inCreasingly Consolidate an integrated 

management vision that enCompasses the medium and long terms and 

delivers value For the Company’s main stakeholders and, By extension, to 

soCiety as a whole.

the Company has a dediCated sustainaBility area reporting direCtly to 

the viCe president oF institutional relations. progress in this area in 

reCent years inCludes adhesion to the united nations organization’s 

gloBal CompaCt in 2011, the undertaking oF greenhouse gas (ghg) 

emissions inventories sinCe 2011; and the puBliCation oF externally veriFied 

sustainaBility reports in aCCordanCe with gloBal reporting initiative 

(gri) guidelines sinCe 2012. in 2013, the Company Created a sustainaBility 

Committee, whiCh aids the Board oF direCtors in all sustainaBility-related 

questions. in 2013, Cielo reaFFirmed its Commitment to the gloBal CompaCt, 

presenting its annual progress report. also in 2013, the Company was 

listed on the Bm&FBovespa Corporate sustainaBility index (ise), For the 

period From January 2014 to January 2015. GRI 4.12 

99.99%
is the rate indicating our technological 
capacity to support 12 thousand 
transactions per second.
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tEchnology and sEcurity
1.1 million PoS terminals already permit 
contactless payment, meaning the card is 
not inserted in the terminal.

Technology is one of the main elements sustain-

ing Cielo’s business. Technology drives operational 

efficiency, meaning that transactions are authorized 

in just a few seconds and without a hitch, driving the 

satisfaction of affiliated merchants whose payment is 

guaranteed, as well as the users of electronic means 

of payment, for whom transactions are quick, simple 

and trouble-free. The current rate of availability for 

Cielo terminals is 99.998%, reaching 100% on key 

retail dates.

Similarly, high technology is responsible for the 

elevated security standards in Cielo terminals. The 

company has an advanced monitoring system which 

covers all transactions and a team which is fully 

dedicated to this process.

Constant investment to further increase Cielo’s tech-

nological capacity benefits the company’s customer 

base, reinforcing the brand image, as well as driving 

gains for the business and the environment. These 

modern, secure terminals help reduce impacts on the 

environment (energy consumption and pollutant gas 

emissions), as well as Cielo’s costs.

hiGhliGhts durinG the year

In 2013, Cielo invested  R$ 294.1 million on the 

acquisition of terminals, especially wireless models. 

The advantages of these for  affiliated customers are 

the mobility they enable and the fact that there are no  

telecommunication charges. The company’s technol-

ogy park stood at 1.8 million terminals (57% mobile) 

installed at the end of the year.

There was also an increase in the distribution of Cielo 

contactless terminals for credit, debit and multiple 

cards which permit transactions with or without a 

PIN number. In this case the card just needs to be 

held between 2 and 5 centimeters from the terminal’s 

display for the transaction to go through. It is 100% 

» buSINESS STRATEGy

secure, and the information generated is unique for 

each sale made.

Guaranteed security

With the support of technology, managing security 

is an ongoing activity which is aligned with the 

company’s information security steering plan. This 

plan is valid until 2016 and is based on the stan-

dards established by the card brands, by the Pay-

ment Card Industry (PCI) and Abecs (the brazilian 

Credit Card and Services Association) GRI PR8

The Information Security Policy was drafted in 

order to establish guidelines that enable the com-

pany to protect its information assets, to guide the 

definition of specific information security stan-

dards, as well as the implementation of controls 

and processes to ensure they are observed.

Cielo 2013 SuStainability report ‹  28   ›RETURN TO SUMMARY



The process of managing prevention includes a 

technology system capable of monitoring 100% of 

transactions and identifying possible deviations in 

behavior and the occurrence of fraud, automati-

cally alerting the bank that issued the card. The 

bank then contacts the cardholder and takes any 

necessary measures. Cielo also monitors its inter-

nal systems with specialized teams that use latest 

generation technologies such as SIEM (Security 

Information Event Management) and dlP (data loss 

Prevention) to prevent information loss and internal 

frauds. GRI PR8 

In each transaction, the card data and PIN are 

encrypted with an exclusive key, preventing 

any unauthorized attempts at access. Moreover, 

the entire Cielo terminal park accepts cards 

with chips, a technology that reduces the risk of 

fraud significantly.

Every year, employees take e-learning courses on 

information security and awareness of the issue is 

maintained constantly via diverse means of internal 

communication. GRI PR8

Cielo provides training sessions and specific ac-

tions for customers, as well as a service team to 

answer their questions and provide orientation. For 

suppliers, a contract clause establishes the manda-

tory provision of annual training for all employees 

working directly with Cielo. At the company’s 

call centers, which are outsourced, Cielo con-

ducts training programs in partnership with the 

service providers.

In 2013, no cases of leakage, theft or loss of cus-

tomer data were identified. GRI PR8

PReventInG money laundeRInG
Based on the law to prevent and ComBat money laundering, on a monthly Basis Cielo 

assesses 100% oF its Customers in aCCordanCe with the model and methodology used 

By the Company. Comparisons are made Between Customer groups to identiFy atypiCal 

FinanCial Behavior and also to assess the ConCentration oF Customer operations. aFter 

these assessments, all the CommerCial areas responsiBle For Customers are involved, 

initiating the kyC or know your Customer proCess to veriFy whiCh operations may Be 

suspeCted oF laundering money. at the ConClusion oF this proCess, Clients whose 

operations are suspiCious are listed and reported to the FinanCial Control authority 

CoaF. GRI so2

all employees must take e-learning Courses on money laundering under the supervision oF 

the personnel area. in 2013, 94% oF the Company’s laBor ForCe had ConCluded the Course. 

the remaining 6% were either on the Course or were on vaCation or mediCal leave or they 

were new employees who would take the Course within 90 days oF starting work. GRI so3
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StakeholderS IN THIS CHAPTER
 » EvER CloSER RElATIoNS
 » PEoPlE
 » SuPPlIERS
 » CuSTomERS
 » INvESToRS ANd SHAREHoldERS
 » SoCIETy
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EvEr closEr rElations 
We maintain structured relations with 
our main stakeholder groups. 

Industry associations and federations, customers, 

employees, competitors, suppliers, government 

and regulatory authorities, the press, investors and 

shareholders, commercial partners, society and 

users of electronic means of payments are all Cielo 

stakeholders. GRI 4.14

For each group, the company maintains struc-

tured relationship and dialogue practices aligned 

with one of the Cielo values (Ethics in all rela-

tions) and with the company’s Code of Ethics. 

The basis for identifying and selecting stakehold-

ers was reviewed in 2013 when the company 

implemented its Relationships with Stakeholders  

policy aimed at building strong, lasting relation-

ships in all dimensions and with all stakeholders. 

The document sets forth the guidelines for each 

stakeholder group. The full policy may be viewed at 

http://www.cielo.com.br/ri/, in Corporate Gover-

nance /Bylaws and Policies. GRI 4.14; 4.15; 4.16

The Cielo materiality process was initiated in 2013. 

This is aimed at identifying the most relevant topics 

for the business and developing appropriate strate-

gies and action plans. GRI 4.6; 4.15; 4.16
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PEoPlE
Cielo wants to 
stimulate an 
emotional link 
between employees 
and their work.

Cielo people management strategy may be sum-

marized in two value propositions which address 

the main employee-related questions, ensuring the 

creation of value both for shareholders and for the 

work force. These propositions are aimed at driving 

business sustainability (see the value proposition 

for shareholders) and at enabling employees to 

have an emotional link with their work and with the 

company, reflecting their engagement (see value 

proposition for employees). The value proposition 

for employees is based explicitly on merit.

Strategic people-related questions are the prov-

ince of the Executive Board, and in some cases 

involve the People Committee and the Board of 

directors. The organizational development area is 

responsible for the people agenda and participates 

in all Board and Committee meetings.
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human ResOuRces value pROpOsItIOn fOR shaRehOldeRs

business sustainability

leadeRshIp

Labor Cost 
and Risk 

Management

Talent 
Management

Employee 
Value 

Proposition

Intellectual 
Capital 

Management

High 
Performance 

Culture

Labor cost 
management
Labor risk 
mitigation
Headcount 
management
Vendor 
management

Shape culture 
and organizational 
climate
Change management
Performance 
management
Transformational 
leadership
Qualified workforce

Identification, 
development and 
retention of high 
performers

Foster and 
manage 
know-how 
needed to boost 
competitive 
advantage

Attract and 
retain qualified 
and engaged 
workforce to 
generate 
competitive 
advantage for 
Cielo

human ResOuRces value pROpOsItIOn fOR emplOyees

emotional commitment and engagement

meRItOcRacy

Values, 
Culture and 

Climate
Career 

Development
Institutional 

Brand
Recognition 
and Reward

Cielo’s values as 
a reference for 
organizational 
decisions
Shape the 
organizational 
culture and climate 
in order to foster 
employee engagement

Recognize high 
performing employees
Ensure competitive 
compensation strategy

Provide ongoing 
development 
opportunities for 
every employee

Be recognized 
in the market for 
talent development
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One Of the best In  
peOple manaGement
Cielo’s ongoing inClusion in the main 

people management rankings is evidenCe of 

the ConsistenCy of the Company’s human 

resourCes strategy. in 2013, the Company 

was eleCted one of the “150 Best Companies 

to work for”, aCCording to the Você S/A 

magazine ranking. See other recognitions in the 

section Awards and Recognitions, on page 8.

EmPloyEEs, by functional lEvEl and gEndEr GRI la1

 2013 2012 2011

 mEn WomEn mEn WomEn mEn WomEn

admInIstRatORs¹ 7 0 7 0 6 0 

dIRectORs 21 5 24 6 23 5

manaGement 107 64 64 38 74 43

admInIstRatIve 233 288 219 261 194 241

OpeRatIOnal 210 178 245 197 272 210

supeRvIsIOn 62 58 56 49 91 56

technIcal 212 80 172 79 170 85

tOtal by GendeR 852 673 787 630 830 640

total 1,525 1,417 1,470

1 does not include members of the Board of directors.

EmPloyEEs, by rEgion GRI la1

 2013 2012 2011

mEn WomEn mEn WomEn mEn WomEn

mIdWest 29 14 31 12 38 18

nORtheast 29 26 28 29 45 29

nORth 13 9 10 11 10 11

sOutheast 734 597 673 552 687 543

sOuth 47 27 45 26 50 39

tOtal by GendeR 852 673 787 630 830 640

total 1,525 1,417 1,470

» STAkEHoldERSCielo 2013 SuStainability report ‹  33   ›RETURN TO SUMMARY



Team profile

Cielo ended 2013 with a headcount of 1,525 

people (852 men and 673 women), more than half 

of whom work in the company’s headquarters in 

Barueri (São Paulo). This total does not include 

trainees. All employees work full-time and are on 

permanent contracts. GRI la1

2.8% of the work force is disabled, indicating that it 

is still a challenge for the company to fulfill Brazil’s 

quota law, which stipulates that 5% of the work-

force should be disabled. There were no blacks 

and no disabled people in senior management, 

which encompasses members of the Board of 

directors and the Executive Board. GRI la13

It should be noted that the people manage-

ment strategy establishes diversity of ideas and 

viewpoints and the capacity to work in teams as 

differentials that are valued in the company.
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blacks  (%) GRI la13 

 2013 2012 2011

 mEn WomEn
% of 

total mEn WomEn
% of 

total mEn WomEn
% of 

total

admInIstRatORs¹ 0 0 0 0 0 0 0 0 0

dIRectORs 10 0 10 8 0 8 9 0 7

manaGement 11 9 21 13 13 26 15 7 12

admInIstRatIve 27 22 49 29 23 53 27 24 26

OpeRatIOnal 26 23 49 26 17 43 24 17 21

supeRvIsIOn 13 29 42 11 33 43 23 30 26

technIcal 16 8 24 16 8 24 16 12 15

1 does not include members of the Board of directors.

disablEd PErsons  (%) GRI la13

 2013 2012 2011

 mEn WomEn
% of 

total mEn WomEn
% of 

total mEn WomEn
% of 

total

admInIstRatORs¹ 0 0 0 0 0 0 0 0 0

dIRectORs 0 0 0 0 0 0 0 0 0

manaGement 0 1.6 1.6 0 0 0 0 0 0

admInIstRatIve 7.3 8 15.3 6.4 7.3 6.9 5.7 3.3 4.4

OpeRatIOnal 0 0.6 0.6 0.4 0.5 0.5 0 0 0

supeRvIsIOn 0 0 0 0 0 0 0 0 0

technIcal 0.5 0 0.5 0.6 0 0.4 0 0 0

1 does not include members of the Board of directors.
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» STAkEHoldERS

EmPloyEEs, by agE grouP  (%) GRI la13

 2013 2012 2011

 
< 30 

yEars

bEtWEEn 
30 and 50 

yEars
> 50 

yEars
< 30 

yEars

bEtWEEn 
30 and 50 

yEars
> 50 

yEars
< 30 

yEars

bEtWEEn 
30 and 50 

yEars
> 50 

yEars

admInIstRatORs¹ 0 57 43 0 56 44 0 83 17

dIRectORs 0 85 15 0 86 14 0 79 21

manaGement 5 87 8 2 89 9 1 91 8

admInIstRatIve 45 52 3 36 61 3 38 60 2

OpeRatIOnal 29 70 1 19 80 1 24 75 1

supeRvIsIOn 12 88 1 6 93 1 6 91 3

technIcal 18 73 9 8 80 12 10 79 11

1 does not include members of the Board of directors.

EmPloyEEs, by gEndEr  (%) GRI la13 

2013 2012 2011

 mEn WomEn mEn WomEn mEn WomEn

admInIstRatORs¹ 100 0 100 0 100 0

dIRectORs 81 19 79 21 82 18

manaGement 63 37 63 37 63 37

admInIstRatIve 45 55 46 54 45 55

OpeRatIOnal 54 46 55 45 56 44

supeRvIsIOn 52 48 53 47 62 38

technIcal 73 27 69 31 67 33

1 does not include members of the Board of directors.

more than

50%
of the team works in the 
company’s headquarters in Barueri.
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organizaTional climaTe

Cielo has been conducting an annual organizational 

Climate survey since 2000. The purpose is to identify 

opportunities and practices that stimulate employee 

engagement and the conditions required to enable 

them to realize their full potential, driving both their 

career and the company’s development.

The survey is executed with full confidentiality by the 

Hay Group, a consulting firm, and analyzes 16 topics 

divided into two pillars.

engagement pillar 

 › Clarity and direction

 › Confidence in leadership

 › development opportunities

 › Quality and customer focus

 › organizational culture

 › Remuneration and benefits

 › Respect and recognition

 › Engagement

organizational support pillar

 › Autonomy and empowerment

 › Cooperation

 › Work, structure and processes

 › Performance management

 › Work load and balance

 › Training

 › organizational support

The results are presented to the Executive Board, 

the People Committee and Board of directors. In 

2013 there was growth in the overall favorability 

rate (from 76 in 2012 to 77). The assessment also 

showed a high degree of employee confidence 

in leaders and in the company’s future prospects. 

The main challenges Cielo will need to work on 

are the need to simplify processes and a better 

balance between work load and personal life. The 

conclusions of the survey are made available to 

all employees.

TalenT managemenT GRI la12

Cielo is currently considered a reference beyond 

its sector of activity. The strength of the brand 

combined with the innovation in its dNA and its 

excellent results have made the company a magnet 

for talent. It has been a challenge for the organiza-

tional development area to maintain this standard 

and to create mechanisms to keep up with com-

pany and market growth.

Cielo places high value on merit, one of the main 

pillars of its Human Resources management strat-

egy. Furthermore, the company offers a benefits 

package in which salary is only one of the com-

ponents. Since 2011, all employees are subject to 

annual appraisal, and every recognition or promo-

tion is decided based on the results of what is called 

the merit Cycle.

The merit Cycle begins with the definition of 

individual targets, aligned with senior management  

macro-objectives and the company’s strategic plan. 

» STAkEHoldERS

sEnior lEadErshiP, by agE grouP  (%) GRI la13

 2013 2012 2011
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bOaRd Of 
dIRectORs 0 50 50 0 40 60 0 70 30

admInIstRatORs 0 57 43 0 56 44 0 83 17
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The following stage is Performance and develop-

ment management. Here the employees’ behavior 

is observed as well as their performance against the 

goals established for the period. These in turn are 

linked with the company’s strategic planning and 

defined in conjunction with managers and leaders.

The Talent management Forum is based on the 

results of the performance and development 

management process. This focuses on identifying 

potential successors for key positions, develop-

ment and career opportunities and incentives to 

encourage and reward employees, such as sal-

ary increases, investment in training, promotions 

etc. This process also drives the establishment of 

employees’ Individual development Plans.

As a result of the company’s people management 

strategy and this series of measures, in 2013 Cielo’s 

talent retention rate was 97.7%. Another way the 

company manages to retain talents is by post-

ing new job openings on the opportunities Panel, 

which foments career mobility within the company, 

meaning that any work post, including manage-

ment positions, may be occupied by a Cielo em-

ployee, as long as they meet the requirements for 

the position.

numbEr of EmPloyEEs hirEd, by gEndEr GRI la2

 2013 2012 2011

mEn WomEn mEn WomEn mEn WomEn

tOtal by GendeR 194 152 152 117 345 287

total 346 269 632

dischargE ratE  (%) GRI la2

2013 2012 2011

mEn WomEn mEn WomEn mEn WomEn

tOtal by GendeR 13.8 11.7 13.8 9 12 7.8

total 25.5 22.7 19.8

In 2013, the turnover rate in the company was 25.5% 

(11.7% of whom were women and 13.8%, men). For 

management positions and above, the company 

provides outplacement support when this is consid-

ered appropriate. In 2013, Cielo spent R$ 186,000 on 

severance payments. GRI la2; la11

numbEr of dischargEs1 GRI la2

2013 2012 2011

 mEn WomEn mEn WomEn mEn WomEn

tOtal by GendeR 210 179 195 127 177 114

total 389 322 291

1 total number of employees leaving Cielo due to dismissal, retirement or death.
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numbEr of hirEs, by agE grouP GRI la2

 2013 2012 2011

 mEn WomEn mEn WomEn mEn WomEn

undeR 25 10 15 11 12 11 10

betWeen 25 and 35 137 94 105 77 211 192

betWeen 36 and 50 44 41 34 26 118 81

OveR 50 3 2 2 2 5 4

tOtal by GendeR 194 152 152 117 345 287

total 346 269 632

hirE ratE (%)

undeR 25 0.66 0.98 0.8 0.8 0.7 0.7

betWeen 25 and 35 8.98 6.16 7.4 5.4 14.4 13.1

betWeen 36 and 50 2.89 2.69 2.4 1.8 8 5.5

OveR 50 0.2 0.13 0.1 0.1 0.3 0.3

tOtal by GendeR 12.7 10 10.7 8.3 23.5 19.5

total 22.7 19 43

Currently Cielo attracts talent 
mainly through its trainee and 
internship programs.

2013/2014 Trainee program: 11,577 

Candidates applied for the 19 positions in 

diverse Company areas. the first year of 

the two-year program Covers the Career 

development plan, getting to know the 

Business, the BranChes and possiBle Career 

paths. in the last year, the trainees work 

in their Chosen area and engage in a 

CoaChing program.

2013 inTernships program: there 

were 25 vaCanCies in diverse areas, with 

appliCations from 4,840 Candidates. the 

internships program was reformulated in 

2013, effeCtively Being transformed into a 

talent attraCtion proCess aligned with the 

trainee program. lasting up to two years, 

the Candidates seleCted reCeive Career 

guidanCe and a work plan supervised By 

their direCt manager, as well as frequent 

ContaCt with Company leadership.
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numbEr of dischargEs, by agE grouP GRI la2

 2013 2012 2011

 mEn WomEn mEn WomEn mEn WomEn

undeR 25 5 9 5 3 10 3

betWeen 25 and 35 110 94 102 79 93 65

betWeen 36 and 50 87 73 77 39 64 42

OveR 50 8 3 11 6 10 4

tOtal by GendeR 210 179 195 127 177 114

total 389 322 291

dischargE ratE (%)

undeR 25 0.3 0.6 0.4 0.2 0.7 0.2

betWeen 25 and 35 7.2 6.2 7.2 5.6 6.3 4.4

betWeen 36 and 50 5.7 4.8 5.4 2.8 4.4 2.9

OveR 50 0.5 0.2 0.8 0.4 0.7 0.3

tOtal by GendeR 13.8 11.7 13.8 9 12 7.8

total 25.5 23 20

numbEr of hirEs, by rEgion GRI la2

 2013 2012 2011

 mEn WomEn mEn WomEn mEn WomEn

mIdWest 7 11 10 7 25 17

nORtheast 4 5 6 4 34 24

nORth 2 0 4 5 9 7

sOutheast 168 126 124 98 240 205

sOuth 13 10 8 3 37 34
tOtal by 
GendeR 194 152 152 117 345 287

total 346 269 632

hirE ratE (%)

mIdWest 0.5 0.7 0.7 0.5 1.7 1.2

nORtheast 0.3 0.3 0.4 0.3 2.3 1.6

nORth 0.1 0 0.3 0.4 0.6 0.5

sOutheast 11 8.3 8.8 6.9 16.3 13.9

sOuth 0.9 0.7 0.6 0.2 2.5 2.3
tOtal by 
GendeR 12.7 10 10.7 8.3 23.5 19.5

total 22.7 19 43
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numbEr of dischargEs, by rEgion GRI la2

 2013 2012 2011

 mEn WomEn mEn WomEn mEn WomEn

mIdWest 12 15 12 8 8 7

nORtheast 8 10 19 6 8 6

nORth 4 1 1 3 5 0

sOutheast 170 138 149 94 146 94

sOuth 16 15 14 16 10 7

tOtal by GendeR 210 179 195 127 177 114

total 389 322 291

dischargE ratE (%)

mIdWest 0.8 1 0.8 0.6 0.5 0.5

nORtheast 0.5 0.7 1.3 0.4 0.5 0.4

nORth 0.3 0.1 0.1 0.2 0.3 0

sOutheast 11.1 9 10.5 6.6 9.9 6.4

sOuth 1 1 1 1.1 0.7 0.5

tOtal by GendeR 13.8 11.7 13.8 9 12 7.8

total 25.5 23 20

employee developmenT GRI la11

Based on the premise that employees are respon-

sible for their own learning and development, 

Cielo’s mission is to help ensure access to external 

courses and to provide a high quality portfolio of 

internal training programs. This enables employees, 

with support from their managers, to design the 

key elements of their Individual development plan 

established in the merit Cycle. In 2013, the company 

launched its voluntary odisseia (odyssey) program, 

consisting of workshops aimed at encouraging and 

supporting employees in building their develop-

ment plans. As a result, over 57% of the work force 

prepared individual development plans. GRI la12

Internal training initiatives are coordinated by the 

Cielo Corporate university (uCC in the Portuguese 

acronym), which comprises six business schools:

 › Business vision;

 › management excellence;

 › leadership development;

 › Innovation;

 › Customer focus;

 › operational excellence

In 2013, there was a significant increase in training 

via e-learning. The Grow leadership program, con-

sisting of more than 80 hours of classroom training 

conducted in partnership with a specialized con-

sultancy, was also maintained. leaders also benefit 
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from the How to program, focused on the com-

pany’s different tools and management practices.

95% of the sales force, including managers and di-

rectors, took part in the Pacto program delivered by 

the corporate university’s Customer Focus school. 

This was aimed at reinforcing the principle under-

pinning all Cielo’s work – excellence for customers 

–, to build a differentiated and highly qualified com-

mercial team.

New employee induction initiatives, both in the 

classroom and at a distance, were also reformulated, 

coming under the supervision of the Cielo corporate 

university. Just as worthy of note in the year was 

the increase in investment in continuing education, 

in particular in English courses, as a result of Cielo’s 

acquisition of the uS company merchant e-Solutions 

at the end of 2012.

Total investments were R$ 12,061,958.61, including 

classroom and distance learning, support for formal 

and ongoing education and specific training related 

to employee individual development plans.

caReeR pRIncIples at cIelO 
 

1  CAREER dEvEloPmENT IS BASEd oN mERIT.

2  RESulTS, ATTITudE, SkIllS ANd kNoWlEdGE ARE kEy 

ElEmENTS FoR CAREER dEvEloPmENT.

3  EmPloyEES ARE RESPoNSIBlE FoR THEIR CAREER 

dEvEloPmENT.

4  CIElo mANAGERS ARE RESPoNSIBlE FoR ACTIvATING 

STRATEGy ANd THE TAlENT ANd CAREER mANAGEmENT 

ToolS PRovIdEd By THE ComPANy.

5 TAlENTS BEloNG To CIElo, NoT To SPECIFIC AREAS.

6  IdEAl CAREER PATHS ARE THoSE oFFERING A dIvERSITy oF 

RElEvANT ExPERIENCE To ENSuRE SuCCESS IN THE INTENdEd 

PoSITIoN.

7  oN THE JoB lEARNING SHould oFFER BoTH BRoAd ANd IN 

dEPTH ExPERIENCE ovER THE CouRSE oF THE INdIvIduAl’S 

CAREER.

8 CIElo vAluES BoTH TECHNICAl ANd lEAdERSHIP CAREERS.
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remuneraTion sTraTegy

Remuneration strategy at Cielo is designed to attract 

the best talent on the market, to reward and retain 

high performers, to encourage meritocracy, to align 

with best market practice and to reinforce the link 

between shareholder interests, company results and 

employee remuneration.

Remuneration is based on merit. At Cielo the criteria 

for setting targets and measuring performance are 

the same for men and women. The company does 

not have policies that make a distinction between 

men and women. There are equal opportunities for 

all employees, with a single remuneration strategy 

for the whole company. GRI la14

Currently, Cielo is positioned among the companies 

offering the best salaries on the market, taking vari-

able remuneration into account. In 2013, no em-

ployee at any of the company’s units received the 

minimum salary  (see the following tables). GRI ec5

avEragE rEmunEration by functional catEgory (%) GRI la14

 2013 2012 2011

 

ProPortion 
of WomEn’s 

rEmunEration to 
mEn’s (%)

ProPortion 
of WomEn’s 

rEmunEration to 
mEn’s (%)

ProPortion 
of WomEn’s 

rEmunEration to 
mEn’s (%)

admInIstRatORs¹ N.a N.a N.a

dIRectORs 85.8 93.6 94.4

manaGement 95.92 94.8 98.1

admInIstRatIve 95.71 94.8 95.2

OpeRatIOnal 101.01 109.9 103.8

supeRvIsIOn 92.35 90.5 93.3

technIcal 99.65 96.6 90.8

1 does not include members of the Board of directors; 100% of the administrators are men.

ratio of loWEst salary Paid in imPortant oPErational 
units to minimum salary (r$) GRI ec5

gEndEr
loWEst salary 

Paid by comPany 
minimum salary dEtErminEd by 

lEgislation 
PErcEntagE ratio 

(%)

2013

men 2,006.19 678.00 195.9

WOmen 1,920.06 678.00 183.19

2012

men 1,516.20 622.00 143.76

WOmen 1,800.00 622.00 189.39
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BenefiTs package GRI la3

Cielo employees are entitled to the 

following benefits.

 › healthcare insurance – this covers all regular 

and statutory employees and interns and is 

extensive to dependents (spouse, children up 

to 24 years, companion, including same sex).

 › dental care insurance – employees and de-

pendents, with 50% subsidy from Cielo.

 › medical check-up – for management level 

employees and above. Annual check-up for 

those aged over  41 and every two years for 

employees up to 40.

 › life insurance – for all regular and statutory 

employees and trainees. Fully paid by Cielo.

 › meal/food allowance – employees and train-

ees. Cielo subsidizes 90% of the cost.

 › transport – transport vouchers, company bus 

(at a cost of R$ 50 per month) and parking.

 › flex car – for some management level em-

ployees. Reimbursement of fuel, parking and 

minor maintenance expenses for vehicles.

 › private pension plan – all employees. 

 › stock Options (stock purchase and/or re-

stricted stock purchase program) – senior 

managers, directors, vPs, CEo and employees 

identified as key people (high performers).

other benefits include a medical service at the 

head office, a funeral allowance, nursery allow-

ance (for children up to 16 months), payroll loans, 

advance of first installment of 13th salary (January) 

and holiday pay.

healTh and safeTy pracTices 

due to the nature of the company’s activities, the 

main risks to employee health and safety are life-

style-related, such as obesity and other diseases 

associated with sedentary living. Since 2003, the 

company has had its de Bem com a vida! (Feel 

Good about life!) program aimed at improving 

the entire team’s health, well-being and longevity 

(read more about the program ahead). GRI la8

The company also holds its annual Internal Ac-

cident Prevention Week (Sipat in the Portuguese 

acronym), with a program of interactive activities 

and talks to drive employee awareness of the 

importance of prevention. GRI la8

In the last three years, all of the employees at the 

head office in Barueri, at the Faria lima unit in São 

Paulo and at the Rio office were represented re-

spectively by 12, 8 and 4 members of the Internal 

Accident Prevention Committees (Cipa), which meet 

every month. Cielo also has an occupational Health 

and Safety area which is based in the head office. 

Furthermore, the company hired a specialized 

consultancy firm which assesses health and safety 

conditions at all Cielo units nationwide. GRI la6

After an exercise to map employee health in 2013, 

which covered 81% of the team, Cielo’s target is 

to define and implement three initiatives to fulfill 

the needs identified in the diagnosis and drive 

employee satisfaction. GRI la8 
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the feel GOOd abOut lIfe! pROGRam 
actIvItIes Include: GRI la8  

 › workplace exercises (three times a week);

 › psychological and nutritional advice and accom-

paniment (head office);

 › influenza vaccination;

 › massage therapy;

 › soccer court;

 › jogging and walking club;

 › tournaments in diverse sports;

 › Weight Watchers program;

 › Non-smoking program;

 › vitality voucher (reimbursement of expenses 

related to staying healthy);

 › occasional workshops, trips and guided visits, 

among other activities.

communicaTion

Cielo’s Internal Communication Strategy is based 

on certain principles: transparency, timeliness, 

the relevance of the information for those receiv-

ing it and the freedom to question all team mem-

bers at any time.

 › The company’s current communication chan-

nels are:

 › Corporate website: intranet;

 › Click!: an electronic newsletter;

 › videoblog: corporate Tv channel;

 › Commercial Team National Convention: an-

nual meeting for the entire commercial team;

 › Face to Face with the President: quarterly 

meeting between the president and all em-

ployees;

 › Trocando Ideias (Exchanging Ideas): an 

encounter with the vice President of organi-

zational development;

 › direct Connection: quarterly meetings be-

tween the Executive Board and directors to 

debate strategic company questions;

 › Ethics Channel: read more in the chapter 

Corporate Governance;

 › Corporate rites: end-of-year party (to cel-

ebrate results and renew employee commit-

ment), June Festivities and Children’s Christ-

mas party;

 › Talk to the President: open to all employees.
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suPPliErs

Cielo’s supplier partners are to be found mainly in 

the logistics area, serving the company’s customer 

base nationwide, in its call centers and in its infor-

mation technology centers. Contracts with service 

providers are fully compliant with Brazilian legisla-

tion and aligned with the guidelines set forth in the 

company’s Supplier Code of Ethics and Conduct. 

This code was launched in early 2012 and sets forth 

the responsibilities and conduct expected from 

employees, third parties and suppliers involved in 

contracting products and services.  The company 

also has an Ethics Channel to receive reports on 

deviations from or breaches of the code and other 

policies.  Cielo organizes periodic meetings to 

underscore the content of the Code and to dissemi-

nate the Ethics Channel. GRI hR4 

There is also a third-party management system 

coordinated by a specialized partner. This system 

is designed to give Cielo complete control of the 

process, minimizing the occurrence of deviations 

and frauds, without interfering in the management of 

service providers. Since 2012, for example, company 

contracts have included clauses on compliance with 

labor laws, including those related to the health and 

safety of third-party workers.

The Supplier Code of Ethics and Conduct sets forth Cielo’s 
positioning on questions such as: the prohibition of the use of 
slave and child labor, freedom of association, discrimination, 
diversity, different types of harassment (moral, sexual, religious, 
political and organizational) and conflicts of interest, among 
others. The document also encourages compliance with 
voluntary commitments or pledges, such as the united Nations 
organization’s universal declaration of Human Rights and 
Global Compact.

Cielo seeks to drive increased supplier 
alignment with its policies and practices.
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customErs

With a customer base comprising more than 1.4 mil-

lion active points of sale belonging to different sized 

clients in every region of Brazil and in the most varied 

sectors of the economy, Cielo focuses on provid-

ing excellent services. As set forth in the company’s 

strategic plan, the company has a permanent target 

of adding value to its clients’ businesses through 

the Cielo terminals and its mobile and e-commerce 

solutions, which provide a broad range of speedier, 

more efficient and more secure services. These are 

designed to drive the clients’ businesses, boosting 

sales that generate higher revenues and help expand 

and guarantee the future of each customer.

The company’s sales team works nationwide and is 

submitted to periodic training, preparing members 

to specialize and to act increasingly as consultants. 

The sales force uses smartphones with a commercial 

management application developed by Cielo, which 

optimizes field work and boosts service quality. 

The company also provides a specialized cus-

tomer service center open 24 hours a day, seven 

days a week, which caters for each client profile. 

The contact channels are the company website 

(www.cielo.com.br) and its official profiles on 

social networks such as Facebook and Twitter, in 

addition to the actual Cielo PoS, which enables 

customers to request products and services. 

Furthermore, the company promotes relationship 

building events with specific customer groups.

moniToring saTisfacTion GRI pR5

Since 1999, Cielo has conducted  a survey to mea-

sure customer satisfaction. until 2012, this survey 

was executed on an annual basis. Since 2013, it 

has been conducted three times a year in order to 

enhance management responsiveness. Addition-

ally, the interviews are now done by telephone, 

resulting in broader geographical samples and 

increased representativeness, while maintaining 

64% of customers rated Cielo at 8, 9 or 10 
on a scale from 0 to 10.

quality levels. The research has a margin of error 

of 2.3 p.p. at a 95% confidence interval. The survey 

results are incorporated into Cielo’s annual targets.

At the end of 2013, the company also initiated other 

more specific assessments which measure cus-

tomer satisfaction in their recent interactions with 

Cielo points of contact, such as the ombudsman, 

the Relationship Center, Technical Support, calls, 

among others. In these cases, the metric used is 

the recommendation rate, with a 3.8 p.p. margin of 

error at a 95% confidence interval. The intention is 

to conduct these analyses four times a year. 

The results of these surveys are presented to all 

the company executives and serve as a basis for 

the preparation of action plans to improve the 

perception of points which have not yet reached 

the desired levels of excellence. The action plans 

are overseen by specific committees and groups.

GRI pR5

» STAkEHoldERSCielo 2013 SuStainability report ‹  46   ›RETURN TO SUMMARY

https://www.cielo.com.br/vem-pra-cielo


invEstors and sharEholdErs

Investors and shareholders are key to the success 

of the business, so Cielo manages relations in a 

structured manner, based on transparency, ethics, 

seriousness and full access to company leaders.

dialogue with this stakeholder group, which 

includes market analysts, occurs via a series 

of channels. The investor relations website 

(www.cielo.com.br/ri) provides contents that are 

updated periodically, as well as exclusive tools 

for investors. In accordance with legislation, the 

Investor Relations area produces releases on the 

company’s quarterly performance, as well as notes 

on material facts and events.

In 2013, Cielo took part in 25 
conferences with analysts and 
investors and organized seven 
roadshows in five countries.

The area also organizes conferences and confer-

ence calls, such as the annual meeting with the 

capital market association Apimec (Associação 

dos Analistas e Profissionais de Investimento 

do mercado de Capitais); roadshows in several 

countries; and visits to the Cielo headquarters for 

groups of investors.
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sociEty

The marketing area is responsible for company rela-

tions with the press and the advertising market. This 

work is underpinned by transparency, excellence in 

the provision of information and availability, particu-

larly of senior managers.

Cielo is a member of the Brazilian advertising 

self-regulatory council (Conar), which is aligned 

with the recommendations of the International 

Chamber of Commerce, ensuring that all advertising 

is guided by the principles of ethics and transpar-

ency. The company is constantly attentive to the 

market, monitoring and ensuring compliance with 

regulations and agreements on communication and 

marketing, as well as laws and regulations related to 

the supply of products and services. Any notifica-

tions and legal suits, irrespective of origin and/or the 

entity concerned, are managed by the company’s 

All relations regarding civil society are the respon-

sibility of the Sustainability area, which oversees all 

Cielo’s social investments. The sponsorship section 

of the company’s website specifies the focuses of 

investment, providing instructions on applying to 

participate in projects. These projects may be in any 

region of the country. The Incentive law Forum is 

the area which assesses and selects the projects to 

be supported by the company. The choice is based 

on the following criteria: alignment with areas of in-

vestment determined by the company; cost versus 

socio-cultural impact; and Cielo’s specific inter-

ests. Cielo’s focus of investment and the actions 

supported in 2013 are presented in the chapter 

Integrated Performance. GRI sO1

Cielo has specific areas responsible 
for communication with the press, 
government organizations, industry 
associations and civil society.

» STAkEHoldERS

legal department in conjunction with the areas 

concerned. GRI pR6

The Institutional Relations area manages the re-

lationship with industry associations and govern-

ment authorities. In Brazil the industry association 

representing the acquirers, the issuing banks and 

the card brands is the Credit Card and Services As-

sociation, Abecs (Associação Brasileira das Empresas 

de Cartões de Crédito e Serviços). The company is 

active in the association  – currently Cielo’s CEo is 

a director of the association and a member of the 

Ethics and Self-regulatory Council. The company 

seeks to positively influence the formulation of public 

policy inherent to its area of business through Abecs. 

When pertinent, Abecs sends analyses and technical 

reports aimed at refining bills of law under consider-

ation to the legislative authorities. GRI 4.13; sO5
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Integrated 
performance

IN THIS CHAPTER
 » VAluE gENERATIoN
 » ECoNomIC-fINANCIAl PERfoRmANCE
 » ENVIRoNmENTAl PERfoRmANCE
 » SoCIAl PERfoRmANCE
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Value generation
Consolidating integrated 
management is aimed at 
guaranteeing the future of 
the business.

The company recognizes The imporTance of conTinually 

sTriving To drive inTegraTed managemenT of iTs business, 

linking economic and financial goals wiTh social and 

environmenTal TargeTs.

for This reason, in addiTion To iTs financial meTrics, cielo 

Tracks iTs environmenTal impacTs and iTs conTribuTions 

To The counTry’s developmenT. more Than jusT ensuring 

The fuTure of The business, This inTegraTed vision boosTs 

a percepTion of value noT jusT among Those sTakeholder 

groups direcTly impacTed by The business, The case of 

shareholders, employees and cusTomers, buT also among 

suppliers, compeTiTors and socieTy as a whole.

The resulT of This orienTaTion, which is already a 

parT of The company’s rouTine, is presenTed on The 

following pages.
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economic-financial 
performance
The electronic means of payment 
industry exceeded projections for 2013.

The secTor

The higher level of economic activity in 2013 was 

reflected in the gross domestic Product (gdP) 

as measured by Brazil’s IBgE (Instituto Brasileiro 

de geografia e Estatística or Brazilian Institute  of 

geography and Statistics), growing 2.3% over 2012. 

The increase in gdP resulted in a 2.1% increase in 

the value added to basic prices and an increase 

of 3.3% in taxes on products, net of subsidies. The 

result of the value added in this type of compari-

son positively impacted the three areas of activity 

which make up the gdP: services (2%), the main 

niche of the electronic means of payment in-

dustry; agriculture (7%); and industry (1.3%).

The 2% increase in the service sector had a posi-

tive impact on the electronic means of payment 

industry, which grew above expectations in 2013 

as people increasingly substituted checks and 

money with cards. This phenomenon may be ob-

served in every region of the country, particularly 

in the interior. Currently, payments made through 

cards account for 28% of everything families 

consume in Brazil (PCE – Personal Consump-

tion Expenditures), and there is still considerable 

room for growth.

This performance is also evident in data released 

by the industry association Abecs (Associação 

Brasileira das Empresas de Cartões de Crédito 

e Serviços). In 2013, the volume of card tran-

sactions grew 17.9% over 2012, totaling R$ 837 

billion. of this total, R$ 537 billion corresponded 

to credit card transactions, an increase of 15.5%, 

while the figure for debit card transactions was 

R$ 300 billion, growth of 22.5% when compared 

with 2012.

Banco central (central Bank)
The regulaTory framework for 

The paymenT card indusTry was 

reformulaTed in 2013. now all indusTry 

players are governed by brazil’s 

banco cenTral (bacen) and by The cmn 

or conselho moneTário nacional 

(naTional moneTary council), in 

consequence of The passage of law nº 

12.865, approved on ocTober 9, 2013.
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The industry recorded 9.3 billion transactions in 2013, 14.1% up 
over 2012. Credit card transactions grew by 11.6% (4.5 billion 
transactions) while use of debit cards increased by 16.4% (4.8 
billion transactions).

cielo´s Performance 

Cielo maintained its leadership in the industry in 

2013 and continued to invest in differentiating its 

portfolio of products and services. There were no 

ruptures in the competitive landscape, which saw 

the entry of new players during the year  – a healthy 

sign of ongoing industry growth. The robustness 

of the company’s fundamentals is reflected in its 

consistent results.

Net operating revenue totaled R$ 6.7 billion, 25% 

up on the previous year. Net profit was R$ 2.674 

billion, an increase of 14.9% over 2012, with a net 

profit margin of 39.7%, a reduction of 3.5 percen-

tage points.

new accounting policy

In december 2013, the company communica-

ted an alteration in the accounting of proceeds 

from commissions on card sales in installments, 

whereby the revenues are recognized on the date 

of capture. The new accounting policy for re-

cognizing commissions on transactions in ins-

tallments provided greater transparency, greater 

adherence to market practices, making it easier 

for investors and market agents to interpret a 

company’s results.

financial volume of transactions

In 2013, Cielo captured 4.902 billion transactions, 

up 13.9% over 2012. The financial volume of these 

transactions totaled R$ 448.8 billion, equivalent to 

9.3% of Brazil’s gdP (considering the accumulated 

value of gdP in 2013), an increase of 17.1% over 

the previous year.

Specifically with credit cards, the financial volume 

of transactions processed totaled R$279.6 billion 

during the year, 14.1% up on 2012. The financial 

volume of debit card transactions processed in 

2013 totaled R$ 169.1 billion, an increase of 22.2% 

over the previous year.
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net revenues

The net revenues of the company and its subsidia-

ries from the capture, transmission, processing and 

settlement of credit and debit card transactions, 

including the uS subsidiary – merchant e-Solutions 

–, the rental of Cielo terminals and other revenues, 

increased by 25%, reaching R$ 6,734.2 million. This 

increase was due substantially to the consolidation 

of merchant e-Solutions’ (meS) financial state-

ments, initiated in the fourth quarter of 2012, to 

the impact of the appreciation of the dollar and to 

expansion of the company’s businesses.

cost of services rendered

The cost of the services rendered totaled $ 2,549.6 

million, an increase of 41.1%. This was caused mainly 

by the following factors:

 › a R$ 427.1 million increase due to higher costs 

in subsidiaries, impacted principally by the con-

solidation of meS, initiated in the fourth quarter 

of 2012;

 › an increase of R$ 134.5 million from the increase 

in fees paid to the card brands, due to the higher 

volume of transactions compared with the pre-

vious year and to the consolidation of meS;

 › an R$ 86 million increase in the costs of logistics, 

processing and, more significantly, the main-

tenance and activation of Cielo terminals, due 

to the exchange of discontinued terminals for 

new ones, the increase in the number of wire-

less terminals, the updating of versions and the 

acquisition of inputs for terminals, as well as the 

relationship center;

 › a R$ 57.5 million increase in costs due to higher 

depreciation and amortization, in particu-

lar because of the amortization of intangible 

assets with the consolidation of Cielo uSA, 

renewal of the installed terminal park and the 

growth in wireless terminals as a proportion of 

the overall base.

operational expenses

operational expenses increased by 25.8%, totaling 

R$ 1.000.6 million in 2013, compared with R$ 795.7 

million in 2012, driven mainly by the consolidation 

of meS. This result includes personnel, sales and 

marketing expenses; equity in subsidiaries and other 

net operational expenses.

financial result

In 2013, the financial result totaled R$ 854.6 million, 

growth of 14.8% compared with 2012. This reflected 

the performance of the items in the financial result:

 › financial revenues decreased 11% compared 

with 2012, totaling R$ 20.1 million at the end of 

2103. This variation was due to the small reduc-

tion in the average balance of financial invest-

ments in the year;

 › financial expenses grew by 170.9% from 2012 

to 2013, totaling R$ 273.4 million. This was 

substantially influenced by the appropriation of 

interest on loans and financing related to the 

operation of bond emissions and new BNdES 

finame machinery and equipment finance con-

tracts, as well as the higher volume of prepay-

ment operations with issuing banks to foment 

the prepayment of sales;

 › revenues from prepayment of receivables net of 

the adjustment of current value totaled R$ 1,107.7 

million in 2013, an increase of 35.5% compared 

with 2012. This increase was due mainly to the 

increase in the financial volume of prepaid tran-

sactions in 2013 and ongoing product expansion.

Investment In cIelo termInals
The company invesTed r$ 294.1 million in The 

acquisiTion of Terminals in 2013, financed 

by The bndes finame crediT line.
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eBiTDa
Cielo management uses Ebitda as a performance 

metric. In 2013, this totaled R$ 3,575 billion, 15.4% up 

in 2012. Ebitda margin was 53.1%, 4.4 p.p. down in 

the previous year.

EBITdA consists of net income, plus income tax 

and social contribution, financial income (expen-

ses) and depreciation and amortization. It should 

be noted that, for this calculation, the share of 

minority shareholders is added to the parent 

company’s net income.

eBitDa 2013
R$ 3,575.3 billion

eBitDa 2012
R$ 3,097.9 billion

eBitDa margin

53.1%

eBitDa margin

57.5%

Value aDDeD sTaTemenT
Added value distributed by Cielo was R$ 5.4 billion, 

an increase of 18% over 2012,with the largest per-

centage directed to the government and society 

(taxes), followed by retained profit, shareholders, 

employees and remuneration of third-party capital 

(interest and rents). GrI ec1

SummarizeD Value aDDeD Statement  (thouSanDS of r$) GrI ec1

 2013 2012 2011

1 – revenues 7,365,665 5,949,649 4,677,296

2 - Goods/servIces from thIrd-partIes 2,684,158 1,888,148 1,479,335

3 - Gross added value (1 - 2) 4,681,507 4,061,501 3,197,961

4 – retentIons 391,211 315,881 237,792

5 - net added value produced By company (3 - 4) 4,290,296 3,745,620 2,960,169

6 - added value receIved In transfer 1,118,890 838,853 613,300

7 - total added value for dIstrIButIon (5 + 6) 5,409,186 4,584,473 3,573,469

Value aDDeD Statement  (thouSanDS of r$) GrI ec1

 2013 2012 2011

shareholders  (remuneratIon of own equIty) 840,700 747,752 564,075
employees (remuneratIon, BenefIts and charGes for 
employees) 358,161 281,781 284,337

Government (taxes, charGes and contrIButIons) 2,093,397 1,859,677 1.396,161

retaIned profIt/loss 1,832,901 1,578,415 1,246,252

remuneratIon of thIrd-party capItal (Interest and rents) 284,027 116,848 82,644
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DiStriBution of aDDeD Value – (%) GrI ec1

38.7

33.9

15.5

6.6
5.3

 government and society 
 Retained profit 
 Shareholders
 Employees 
 Remuneration of third-party capital

Tax BenefiTs 
In 2013, Cielo received around R$ 44 million in tax 

benefits. from this total, approximately R$ 35.5 

million corresponded to fiscal incentives stemming 

from the “lei do Bem” law (incentives for research 

and development), the Rouanet law, (culture) and 

the Sports law.The remaining R$ 8.5 million refers 

to BNdES finame credit in the form of lower inte-

rest rates. If the credit came from a private financial 

institution it is estimated that this would be the 

additional amount payable. GrI ec4

sTock Performance GrI 2.8

Cielo shares (adjusted for payouts) appreciated 

44.1% in 2013, while Ibovespa decreased by 15.5%. 

on december 30, 2013, the CIEl3 shares were 

quoted at R$ 65.65, representing a market value of 

R$ 51.6 billion.

The average daily trading volume between January 

and december 2013 was 1.3 million shares with an 

average daily value of R$ 113.9 million, representing 

0.5% of the free floating shares. Since the company 

went public, the average daily trading volume has 

been 2.2 million shares, representing an average 

daily value of R$ 92 million, or 0.4% of the free 

floating shares.
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DiViDenDs
Cielo dividend and interest policies stipulate the 

payout of a minimum dividend of 50% of profit, 

after the formation of a legal reserve of 5% of the 

net profit for the year, until this reserve reaches 

20% of the company’s capital. The destination of 

any remaining net profit depends on the general 

meeting, which decided on a payout of 70% of 

net profit in 2013. This amount, paid in march and 

September, totaled R$ 1,801,520.52, equivalent to 

R$ 2.29 per share.

 ciel3 - 31/12/2013

total shares ('000) 786.115,47

closInG prIce (r$/share) 65.65

market cap (thousands of r$) 51,608,480.54

free float ('000) 3,349,917.65

free float (thousands of r$) 219,922,093.72

adtv(1) (thousands of r$) 113,928.80

adtv(1)/free float 0.52%

pay-out (3) (thousands of r$) 1,801,520.52

pay-out (4)/net profIt (2) 70%

pay-out per share 2.29
 
source: cielo investor relations.
(1) adTv = average daily trading volume from 01/01/2013 
to 31/12/2013. 
(2) after formation of legal reserve (up to 20% of capital).
(3) pay-out (dividends + interest on own equity).
(4) Takes into account only payouts for 2013.

Share Performance – Base 100 (12/31/2013)

160
150
140
130
120
110
100
90
80
70
60

28/12/2012 28/03/2013 28/06/2013 28/09/2013 28/12/2013

-15.5%

44.1%

 CIEl3
 IBoV

source: agência estado
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enVironmental performance
Cielo shares are listed on Bm&fBovespa’s 
Carbon Efficient Index.

Cielo monitors its impacts from waste generation, 

energy and water consumption and greenhouse gas 

(gHg) emissions and implements mitigation measu-

res. In 2013, the company spent R$ 68,386 on two 

environmental protection measures at the company’s 

head office in Barueri (São Paulo) – one to drive 

energy efficiency and other to reduce water con-

sumption. GrI en30

emissions inVenTory GrI en16 

This is the third time Cielo has conducted its gree-

nhouse gas (gHg) emissions inventory. As occurred 

in the two previous years (2011 and 2012), the 

results of the 2013 inventory were filed in the public 

emissions register of the Brazilian gHg Protocol 

program (www.registropublicodeemissoes.com.br) 

and in the Carbon disclosure Project (CdP). The 

2013 inventory was also subject to external audit.

once again, scope 3 emissions (emissions from 

third-party activities) were the most significant in 

the inventory and the ones which grew most com-

pared to 2012 and 2011 (growth is shown ahead). 

This is due to the company’s nationwide presence 

and the demand of its network logistics. Currently 

there are two outsourced operators responsible 

for all stages of the company’s integrated logistics 

(direct and reverse): reception, sorting, stocking and 

dispatch of terminals and other materials to Cielo 

customers all over Brazil. The terminals are shipped 

from the distribution centers located in Barueri 

and Santana de Parnaíba in São Paulo to the ope-

rators’ service centers by road and air. from there 

they are delivered to the accredited merchants  by 

courier service.There is another stage to be taken 

into account for new Cielo terminals, which is the 

transportation of this equipment to the distribution 

centers. GrI en29 

In 2013, the Cielo terminal park expanded by 9%, 

and the number of calls answered by the logistics 

operators increased by 11%, leading to the increase 

in scope 3 emissions.
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categorieS
emiSSionS Broken Down By 

category  (in tco
2
e)

Scope 1 2011 2012 2013

statIonary comBustIon 7.82 4.25 3.20

moBIle comBustIon 611.14 1,559.43 1,380.43

fuGItIve emIssIons 0.50 0.49 0.30

total scope 1 619.46 1,564.17 1,383.93

Scope 2

acquIsItIon of electrIcIty 91.91 285.49 287.4

total scope 2 91.91 285.49 287.4

Scope 3*

transport and dIstrIButIon (upstream) 6,281.73 8,474.89 9,201.82

waste Generated In operatIons** 0 0 0

BusIness travel 711.57 1,388,92 1,663.53

employee commutInG*** 2,190.09 1,752.67 2,033.78

total scope 3 9,183.39 11,616.48 12,899.13

ranGe of GhG Inventory**** cIelo and servInet

cIelo, servInet 
BraspaG,

multIdIsplay,
orIzon and paGGo

cIelo, servInet,
BraspaG and
multIdIsplay

* in 2011 and 2012, the buses used for employee transport were classified in the transport and distribution (upstream) 
category. in 2013, this item was included in the employee commuting category.
** under the brazilian ghg protocol program, the methane recovered (flare burning) is transformed into biomass co

2
.

*** refinement of calculation over the years.
**** for the 2013 ghg inventory, only the head office, servinet, braspag and multidisplay were considered, due to the 
application of new accounting standards.

PuBlic regisTer  GrI en16, en17 e en29 WasTe managemenT

The company’s main activity in this area is the 

disposal of obsolete terminals. In 2013, 171,804 

discontinued terminals were sent for co-proces-

sing, a process that is compliant with the São Paulo 

environmental agency Cetesb’s Cadri requirements, 

which will remain in force until July 2018. In accor-

dance with Cielo security standards, the partnering 

company should disassemble the material on the 

day it is received.

Another partner was responsible for disposing of 

power cables, recycling the metals that may be used 

in the manufacture of new electronic equipment.

during the year, Cielo also returned the batteries 

from general Packet Radio Services (gPRS) ter-

minals to the manufacturer, in accordance with 

Brazil’s national solid waste policy.

At company headquarters, recyclable waste is sent 

to a recycling cooperative in the Barueri region. A 

specialized company processes light bulbs using a 

vacuum system that separates mercury, which pre-

sents a high risk of contamination, from the other 

components (copper, phosphate dust, glass and 

aluminum) which may be reused. organic waste is 

also collected and disposed of in sanitary landfills in 

which emissions are controlled.
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energy efficiency

during the course of 2013, a number of energy 

efficiency measures at the Cielo head office in 

Barueri led to savings of 1,221.26 gJ for the com-

pany. In addition to lEd light bulbs on the building’s 

frontage, motion  sensors were installed in the 

elevator halls, on the emergency staircases and in 

the underground garage, among other places. The 

decision was taken to turn off the lighting and air 

conditioning in a sector if nobody is working on a 

determined floor after 7 p.m. These measures led to 

savings in indirect energy.GrI en5

direct energy consumption decreased by 6.13% 

(24,872.39 gJ in 2013 compared with 26,496.39 gJ 

in 2012). Although there was a reduction in gasoline 

consumption in the company-owned and rental 

fleets and in the cars used by employee on visits 

to customers and partners (travel reimbursement 

system), there was an increase in consumption 

of the diesel oil used to fuel the generators at the 

head office when there is a power outage. The total 

indirect energy consumed in 2013 was 8,915.61 gJ, 

a 20.55% reduction compared with the 11,222 gJ 

consumed in 2012. GrI en3; en4

Direct energy 2013 2012 2011 Variation 2013/2012 (%)

dIesel oIl1 45.09 24.85 94.8 81.43%

GasolIne 24,827.30 26,471.54 11,246.57 -6.21%

total non-renewaBle enerGy 24,872.39 26,496.39 11,341.37 -6.13%

inDirect energy 

total non-renewaBle enerGy2 8,915.61 11,222.00 10,856.13 -20.55%

1   it was not possible to measure emissions by cielo's generators (scope 1). The impacts were considered insignificant 
(<0.25% of total scope 1 emissions)
2   all the energy bought by cielo is from utilities, and in brazil there is no law determining that distributors specify the 
source of energy used. as such, we opted to classify the indirect energy used as non-renewable.

DirecT anD inDirecT energy consumPTion (gJ)   GrI en3; en4

water consumptIon GrI en8

waTer consumpTion (all from uTiliTies) aT The cielo 

headquarTers is moniTored on a monThly basis. in 2013, The 

increase in employee numbers and The number of visiTors 

To The head office in barueri conTribuTed To a 10.96% rise 

in ToTal consumpTion, which reached 17,126 m³. in 2012, 

consumpTion was 15,434 m³ and in 2011, 15,600 m³.

during 2013, The company concluded The insTallaTion of a 

cisTern wiTh Three Tanks To harvesT rainwaTer.
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Social performance
In 2013, investments in social projects 
totaled R$ 2.4 million, an increase of 
70% over the previous year.

Cielo prioritizes investments in social projects 

aimed at enhancing education for children and 

adolescents; at training young people for the 

labor market, driving income generation and 

social and economic insertion; health promotion 

projects for needy children and adolescents, in 

particular for children suffering from cancer and 

serious heart diseases; projects to improve access 

to culture for children with hearing and visual 

impairments (blind and restricted vision), promo-

ting their social and cultural inclusion; cultural 

projects - in particular related to music in state 

capitals or outside the Rio-São Paulo corridor; 

and sponsorship of sports projects for needy 

children and adolescents, with a focus on high 

performance sports.

In 2013, the company invested R$ 2.4 million 

in social projects, an increase of 70% over the 

previous year (around R$ 1.4 million). from this 

amount, R$ 210,700 was in direct investments 

that did not involve incentive laws.

Cielo was considered the eighth largest suppor-

ter of cultural projects via the Rouanet law, com-

pared with its 11th position in 2012. other fiscal 

incentive laws the company uses are the Sports 

Incentive law and the Children’s and Adolescents’ 

funds  (fIA).  GrI so1; ec1; ec4
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main initiatiVeS in 2013 GrI so1

project total inVeStment (r$) purpoSeS impactS
type of 
Donation

hospItal Graacc – support 
Group for chIldren wIth 
cancer 

443,108.00 equipment purchase for expansion of hospital
Increase in hospital's capacity to treat 
children with cancer

financial  –  fIa
Incentive law

hospItal pequeno príncIpe 
– General hospItal for 
chIldren

370,000.00 equipment purchase to treat more patients
Improve service and treatment for 
children

financial  –  fIa
Incentive law

assocIação pInacoteca 
arte e cultura

350,000.00
Investment in education program for people with special  
needs (physical and sensorial access to pinacoteca 
exhibition areas) 

special services for individuals and 
groups with disabilities, introducing 
them to the cultural universe 

financial – rouanet 
incentive law

InstItuto Janeth arcaIn 325,000.00
Basketball training for children and youths from low-
income families in the state of são paulo

socialization for children and youths 
through sport.

financial – sport 
incentive law

fundação dorIna nowIll 
para ceGos –readInG 
proGram for the BlInd

161,782.00

access to the world of reading for the blind and visually 
impaired through the production and distribution of 150 
thousand books in Braille, mp3 audio, digital accessible 
and large print format. 

distribution to public schools and 
libraries nationwide 

financial – rouanet 
incentive law

the dona marIa alIce 
crIssIuma mesquIta state 
school

155,783.70
Investment through the ngo parceiros da educação 
providing teacher training and improvements in school 
management 

Improvement in school performance 
indicators such as Ideb (Basic education 
development Index) and saresp (são 
paulo state school performance 
assessment system)

financial

InstItuto tecnolóGIco e 
vocacIonal avançado – 
Iteva

150,000.00
training for young people from low-income families 
(digital communication and variants)

training and inclusion of young people 
financial – 
Incentive Law (fIa)

Bola dentro proJect 130,000.00
tennis courses for young people from low-income 
families on são paulo's west side

socialization and training for young 
people

financial – sport 
incentive law

fundação dorIna nowIll 
para ceGos – BraIllInho 
taGarela

119,755.82

production and distribution of 1,000 of the Braillinho 
tagarela book series, a collection of ten children's books 
in Braille, with a pen that provides a description of the 
books' illustrations

distribution to public schools and 
libraries. 

financial – rouanet 
incentive law

santa casa de mIserIcórdIa 
da BahIa hospItal

100,000.00
purchase of equipment to boost number of operations for 
children

Increased attendance capacity and 
service quality

financial – 
Incentive Law (fIa)

InstItuto ayrton senna 55,000.00 Improvements in primary education Improvements in school indicators financial

InstItuto anelo 30,000.00 music classes for low-income youth
socialization and inclusion of young 
people on the outskirts of campinas 

financial – 
Incentive Law (fIa)
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aBout the report
This is Cielo’s second report prepared 
in accordance with gRI guidelines.

This is Cielo’s second report prepared in accordance 

with global Reporting Initiative (gRI) g3.1 guideli-

nes at application level B+. The document provides 

information on 36 indicators of the company’s social, 

environmental and economic performance. The indi-

cators EC8, EC9, EN18 and EN22  have been excluded 

because they did not fulfill the principal of complete-

ness.GrI 3.3; 3.11

Cielo standards and best practices in corporate gover-

nance have also been taken into account, as have the 

ten principles of the united Nations global Compact, 

of which the company became a signatory in 2011, 

renewing its adhesion in 2012 and 2013.

The report covers operations of Cielo S.A. (head office 

in Barueri) and Servinet Serviços ltda. (branches) for 

the period from January 1st to december 31st 2013.

Any restatement of information supplied in previous 

reports or significant changes in scope, boundaries 

or measurement methods are discriminated in the 

actual indicators. This publication was audited by 

deloitte Brasil Auditores Independentes ltda., as 

were the data related to the greenhouse gas (gHg) 

inventory. The company’s financial information 

was audited by KPmg Auditores Independentes.

GrI 2.3; 3.1; 3.6; 3.7; 3.8; 3.9; 3.10; 3.11; 3.13

The company did not undertake a formal materiality 

process1.  The indicators and topics to be reported 

were identified by the Sustainability area and by a 

benchmarking study, as was the case last year. The 

main topics selected in this process were People 

management, governance, Environmental Impacts 

(in particular greenhouse gas emissions) and Risks. 

These are addressed in the chapters Corporate 

governance, Business Strategy, Stakeholders and 

in the sub-chapter Environmental performance. 

This report is publicly available to Cielo stakehol-

ders: industry associations, customers, employees, 

competitors, suppliers, government and regulatory 

authorities, press, investors and shareholders, bu-

siness partners, society and the users of electronic 

means of payment. GrI 3.5; 3.8; 4.17

In 2014,  Cielo initiated its materiality process1;the 

materiality matrix should guide the company’s next 

reporting cycle. GrI 4.17

Any suggestions or doubts related to the 2013 

Sustainability Report may be addressed to the email 

sustentabilidade@cielo.com.br.. GrI 3.4

» THE REPoRT

1 materiality is the technical name given to the process of esta-

blishing the most relevant financial, social and environmental 

topics for a company in accordance with their impacts on the 
organization’s stakeholders.
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gri inDex
This report meets the requirements of 
gRI application level B+ in accordance 
with the parameters set forth in the 
following table.
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G3 manaGement 
approach

not required
Information about 
management 
approach for each 
aspect of indicator

management 
approach disclosed 
for each aspect of 
indicator 

G3.1 performance 
IndIcators & 
sector supplement 
performance 
IndIcators

minimum of 10 
performance 
indicators (essential or 
additional), including 
at least one from each 
dimension: economic, 
environmental and 
social. 
If available, sector 
indicators may be 
reported, as long as 
seven are not from the 
sector. 

minimum of 20 
performance 
indicators  (essential 
or additional) 
including at least one 
in each dimension.
If available, sector 
indicators may be 
reported, as long 
as 14 are not sector 
indicators.

report of sector 
indicators mandatory 
one year after 
the launch of the 
final version of the 
supplement.
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1. Strategy anD analySiS

inDicator DeScription reporteD page/reSponSe

1.1 message from president complete 3, 4, 5 and 6

1.2 description of main impacts, risks and opportunities complete 3, 4, 5 and 6

2. organizational profile

inDicator DeScription reporteD page/reSponSe

2.1 name of the organization complete 10

2.2 primary brands, products and services complete 10, 11 and 13

2.3 operational structure complete 11, 12 and 62 

2.4 Location of organization's headquarters complete 10

2.5 countries in which organization and its main operations are located complete 10

2.6 nature of ownership and legal form complete 10

2.7 markets served complete 10

2.8 scale of the reporting organization complete 11 and 55

2.9 significant changes during reporting period complete there were no incorporations, acquisitions or divestments in 2013.

2.10 awards received in the reporting period complete 8

profIle InformatIon 

GrI 3.12

gri inDex
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3. report parameterS

inDicator DeScription reporteD page/reSponSe

3.1 reporting period complete 62

3.2 date of most recent previous report complete 2012

3.3 reporting cycle complete 62/annual

3.4 contact information for questions about report or its content complete 62

3.5 process for defining report content partial

62/ In 2013 there was neither a stakeholder engagement process 
nor a formal process for the identification of material topics; 
however,  cielo did initiate its materiality process, the results of 
which will orientate the next reporting cycle.

3.6 report boundaries complete 62

3.7 Limitations on the report's scope or boundary complete 62

3.8 Basis for elaborating report complete 62

3.9 data measurement techniques and bases for calculations complete 62

3.10 reformulation of information from previous reports complete 62

3.11
significant changes from previous reporting periods in the scope, 
boundary or measurement methods

complete 62

3.12 table identifying location of information in the report complete 64 to 72

3.13 current policy and practice regarding external verification of report complete 62 and 73

4. goVernance, commitmentS anD engagement

inDicator DeScription reporteD page/reSponSe

4.1
governance structure of the organization, including committees of 
the highest governance body

complete 17 to 20

4.2 Leadership of highest governance body complete 19

4.3
Independent or non-executive members of highest 
governance body

complete 19

4.4 mechanisms for shareholder and employee consultation complete 18
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4.5
relationship between remuneration and organization's 
performance (including social and environmental aspects)

complete

In 2013,  there was no correlation between variable remuneration 
of the company's highest governance body, the board of executive 
officers or other executives in general and the company's socio-
environmental performance.

4.6 processes to avoid conflicts of interest complete 23 and 31

4.7 Qualifications of members of highest governance body complete 19

4.8
declarations of mission and values, codes of conduct and relevant 
internal principles 

complete 2 and 22

4.9
responsibilities for implementation of economic, environmental 
and social policies

complete 19 and 20

4.10 self-appraisal processes for highest governance body complete

since 2013, Board members have been subject to both a joint 
and individual self appraisal process. this process does not take 
financial, environmental and social aspects into account since its 
focus is individual performance. 

4.11
explanation of whether and how the organization applies the 
precautionary principle

complete
cielo's activities do not provoke significant environmental impacts. 
therefore, risk management  is focused on factors  that are not 
directly associated with the precautionary principle.

4.12 charters, principles or other externally developed initiatives complete 27

4.13 participation in national/international associations and/or organisms complete 48

4.14 List of stakeholder groups engaged by organization complete 31

4.15 Basis for identification of stakeholders to be engaged complete 31

4.16 approaches to stakeholder engagement partial 

31/cielo has diverse relationship channels with stakeholder groups 
that are always open for contact. However, there is still no structured, 
formal and regular dialogue process with these groups. In 2013 cielo 
initiated its materiality process, the results of which will guide the 
next reporting cycle.

4.17 main topics and concerns raised through stakeholder engagement not reported 

62/ In 2013 there was neither a stakeholder engagement process 
nor a  formal process for the recognition for material topics; 
however,  in 2013 cielo initiated its materiality process, the results 
of which will guide the next reporting cycle.
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performance IndIcators

inDicator DeScription reporteD page/reSponSe
gloBal
compact

performance inDicatorS - economic

economic performance

management approach complete 17, 19, 20, 25, 54, 55 and 60

ec1 
direct economic value generated and distributed, including revenues, operating costs, 
employee remuneration, donations and other community investments, retained 
profits and payments to financiers and governments

complete 54, 55 and 60

ec4 significant financial assistance received from government complete 21, 55 and 60

market preSence 

management approach complete 19, 20, 25 and 42

ec5
Variation in proportion of lowest minimum salary, discriminated by gender, 
compared with local minimum salary in important operating units 

complete 42 1

enVironmental performance 

energy

management approach complete 19, 20, 27, 57, 58 and 59

en3 direct energy consumption discriminated by primary energy source complete 59 8

en4 Indirect energy consumption discriminated by primary source partial

59/ all the energy bought by cielo is 
from utilities, and in Brazil there is no 
law determining that distributors specify 
the source of the energy used. as such, 
we opted to classify the energy used as 
non-renewable.

8 and 9

en5 energy saved due to conservation and efficiency improvements complete 59 8 and 9

water

management approach complete 19, 20, 27, 57, 58 and 59

en8 total water withdrawn, by source complete 59 8 and 9
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inDicator DeScription reporteD page/reSponSe
gloBal
compact

emiSSionS, effluentS anD waSte

management approach complete 19, 20, 27, 57, 58 and 59

en16 total direct and indirect greenhouse gas emissions, by weight complete 57 and 58 8

en17 other relevant indirect greenhouse gas emissions, by weight complete 58 8

compliance

management approach complete 19, 20, 27, 57, 58 and 59

en28
monetary value of significant fines and total number of non-monetary sanctions 
resulting from non-compliance with environmental legislation and regulations

complete
In 2013, the company did not receive 
environmental fines or sanctions.

8

tranSport

management approach complete 19, 20, 27, 57, 58 and 59

en29
significant environmental impacts due to the transportation of products and 
other goods and materials used in the organization's operation, as well as the 
transportation of workers

complete 57 and 58 8

general

management approach complete 19, 20, 27, 57, 58 and 59

en30 total investment and spending on environmental protection, by type complete 57 7, 8 and 9

Social performance inDicatorS  – laBor anD Decent work practiceS

employment 

management approach complete 32, 36, 40 and 43

la1
total number of workers, by type of employment, work contract and region, 
discriminated by gender

complete 33 and 34

la2
total number and rate of new employees hired and employee turnover by age 
group, gender and region

complete 37 to 40 6

la3
comparison of benefits offered to full-time and temporary employees, by 
significant operating unit

complete 43
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inDicator DeScription reporteD page/reSponSe
gloBal
compact

relationS Between laBor anD goVernance 

management approach complete

22, 32, 36, 40, 43 and 44 / cielo is compliant 
with the labor legislation applicable to its 
main activity. employees are free to join 
industry unions. the company has an 
internal team that tracks the agreements 
and conventions by region, proposing union 
agreements that benefit employees.

la4 percentage of employees covered by collective bargaining agreements complete
all employees are covered by collective 
bargaining agreements.

1, 2 and 3

occupational health anD Safety 

management approach complete 32, 36, 40 and 43

la6
percentage of employees represented on formal health and safety committees 
comprising managers and workers, that help monitor and provide advice on 
occupational health and safety programs

complete 43 1, 2 and 3

la8
educational, training, counseling, risk prevention and control programs in place to 
assist employees, family members or community members with respect to serious 
illnesses

complete 43 and 44 1

training anD eDucation

management approach partial
32, 36, 40, 43 and 44 / cielo does not have 
end of career management programs.

la11
competency management and continuous learning programs to support continued 
employee  employability and end of career management

complete 37 and 40

la12
percentage of employees receiving regular performance and career 
development analyses, discriminated by gender

complete 36 and 40

DiVerSity anD equality of opportunity

management approach complete 19, 20, 32, 36, 40 and 43

la13
composition of groups responsible for corporate governance and discrimination 
of employees by functional category, gender, age group, minority group and other 
diversity indicators

complete 19, 34, 35 and 36 1 and 3

equal remuneration for men anD women

management approach complete 32, 36, 40, 42 and 43

la14
ratio of men's base salary and remuneration to women's, discriminated by 
functional category and by significant operation

complete 42 1, 2 and 3
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inDicator DeScription reporteD page/reSponSe
gloBal
compact

Social performance inDicatorS  – human rightS

non-DiScrimination

management approach complete 19, 20, 22 and 45

hr4 total number of cases of discrimination and corrective measures taken complete 22, 23 and 45 1, 2 and 3

Social performance inDicatorS  – Society

local communitieS

management approach complete 27, 48, 60 and 61

so1
percentage of operations with impact assessment, development and engagement 
programs implemented in the local communities

complete 48, 60 and 61

corruption

management approach complete 22, 27 and 29

so2
percentage and total number of business units submitted to corruption-related risk 
evaluations

complete
22 and 29 / all employees at all units are 
committed in this respect through the code 
of ethics, which addresses this question. 

10

so3 percentage of employees trained in anti-corruption policies and procedures partial 22 and 29 10

so4 measures taken in response to cases of corruption complete no cases identified in 2013. 10

puBlic policieS

management approach complete 22, 27 and 48

so5
positioning in relation to public policies and participation in formulation of public 
policies and lobbying

complete 48 10

so6
total amount of financial and in kind contributions to political parties,  politicians or 
related institutions,  discriminated by country

complete 22 10
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inDicator DeScription reporteD page/reSponSe
gloBal
compact

anti-competitiVe BehaVior 

management approach complete

22 and 27 / cielo is against and does 
not tolerate any kind of corruption and 
anti-competitive behavior. this conduct 
is set forth in the company's code of 
ethics which is disseminated to all 
employees, who also receive orientation 
related to basic antitrust legislation as it 
relates to their activities. regardless of 
the origin or authority, any notifications, 
fines or legal actions are handled by 
the company's legal department in 
conjunction with the areas impacted and 
specialized legal counsel.

so7
total number of legal actions incurred due to unfair competition, formation of 
cartel and monopolistic practices and results thereof

complete

there is only one legal action underway. 
this was brought in october 2009 and is 
relative to alleged antitrust practices in the 
acquisition market on the part of cielo and 
redecard (now rede). this civil suit was 
brought by sindrio, which represents hotels, 
restaurants and bars in the municipality 
of rio de Janeiro. as of yet the suit has 
not been concluded after the failure of an 
attempt at reconciliation. the injunction 
requested at the beginning of the suit 
was not granted and the two companies 
contested the request. In summary, the 
defendants allege sindrio's lack of interest 
in acting, especially after the changes in the 
acquisition market with the end of exclusive 
accreditation  on July 1st 2010.

compliance

management approach complete 19, 20, 27 and 29

so8
monetary value of significant fines and total number of non-monetary sanctions 
resulting from non-compliance with legislation and regulations

complete

22 / there were no fines or significant 
sanctions applied to cielo for non-
compliance with laws and regulations. 
neither were there cases involving 
arbitration mechanisms.
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inDicator DeScription reporteD page/reSponSe
gloBal
compact

Social performance inDicatorS  – proDuct reSponSiBility 

proDuct anD SerVice laBeling

management approach complete 26 and 46

pr5 practices related to customer satisfaction, including survey results complete 46

marketing communication

management approach complete 48

pr6
programs for adhesion to laws, standards and voluntary codes related to marketing 
communication, including publicity, promotion and sponsorship

complete 48

pr7
total number of cases of non-compliance with regulations and voluntary 
codes related to marketing communication, including publicity, promotion and 
sponsorship, discriminated by type of result

complete
In 2013, the company was not subject to 
questioning about non-compliance with 
conar standards.

cuStomer priVacy

management approach complete 28 and 29

pr8
total number of proven complaints related to the breach of customer privacy and 
loss of customer data 

complete 28 and 29

compliance

management approach complete 22, 28, 46 and 48

pr9 monetary value of significant fines resulting from non-compliance with legislation 
and regulations related to the supply and use of products and services

complete

In 2013, there were no fines resulting 
from non-compliance with legislation and 
regulations related to the supply and use 
of products and services.
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GrI applIcatIon level check 
statement
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external 
assurance 
report
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