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RESPONSE TO COVID-19



SulAmérica
Overview

Largest 
independent 
insurer  in  Braz i l

90
Branches

Revenue Breakdown

SulAmérica operates in the lines of health and dental insurance, automobile and 
other property and casualty insurance, life and accident insurance, asset 
management and private pension products. In the year 2019, the Company’s 
revenues reached R$22.3 billion. As at December 31, 2019, SulAmérica 
Investimentos had R$46.0 billion in assets under management. 

7 million
c u s t o m e r s

5,300
employees
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Health 
and 

Dental
77.5%

Auto
14.6%

Pension
3.6%

Life
2.3%

Other 
P&C
0.8%

Other
1.2%

R$22.3 

billion



Our approach
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Since the first case of new coronavirus in Brazil was confirmed, a multidisciplinary team of experts was formed to follow the
development of the disease reporting and accurately guide and serve its over 2 million health beneficiaries (4 million + Dental),
including its over 5 thousand employees, take protective and care measures for our Life insurance policyholders, including claim
coverage in case of death arising from COVID-19.

We keep doing the same things, but 
differently

We are experts in risk management

We have used the expertise to devise plans to minimize 

possible impacts and keep taking care of people with the 

same usual quality

Keep serving its beneficiaries with the same usual quality, 

relationship with insurance brokers, service providers, investors 

and partners following its routine, continuity in the launch of 

products, and full operation of administrative areas.

We have become a trusted source of 
content and information on the theme

Focus on prevention, on extra care with groups at high risk, 

and sharing relevant informative content, as quality 

information is fundamental to combat the disease.

We increased the digital channels

We increased the customer service channels and the 

provision of unlimited access to Médico na Tela (physician 

on screen) and Exclusive Coronavirus Call Channel during 

the disease alert period.



Our approach
Business continuity

Coronavirus

Monitoring of information Implementation of actions

Activation of SulAmérica’s 
BCP - Home Office

Internal Communications

Crisis CommitteeCoronavirus Cases in 
Brazil and Worldwide

Benchmarking 

Media News

Monitoring of the development of Worldwide 
suspect and confirmed cases and death through 

the WHO and the Ministry of Health 

Watching the actions by other companies, 
schools and establishment during the crisis

Watching the news reported by local and 
international media in their official portals 

Forming of and daily monitoring by the Crisis 
Committee to manage the crisis and keeping the 
Board and its Board advisory committees. 

Seeking transparency, well-being and 
adjustment of employees in their new routine, 
daily encouragement flashes have been sent

Triggering of Business Continuity Plans (BCP) 
and preparation of equipment and accesses to 
those that had not yet been prepared to work 
from home 
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EMPLOYEE PROTECTION AND 

WELL-BEING



Employee protection and well-being
Measures adopted in each step

Individual protection fronts

Moments

Pre-crisis

Ensure employee 

safety

Structuring

Stabilization

Action plan since pandemic 

declaration

1.31 – 3.04

from 3.16

Moment 0

Communication ruler explaining the 
disease and how to prevent it

3.10 – 3.13

from 3.23

Arrival of the disease in Brazil: review 
of the policy on events and travels, 
home office for groups at higher risk

BCP Activation. Home Office for 
100% of the team (social isolation), 
practical instructions

Stabilization of operations. Follow-
up of teams -support and 
engagement actions. Give a 
strong sense of community and 
collaboration.

COMMUNICATION 

AND INFORMATION

ENGAGEMENTADMINISTRATIVE 

SECURITY

INTEGRAL

WELL-BEING
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Employee protection and well-being
Integral well-being

Integral 

well-being

Physical health

Financial 
health

Mental 
health

Physical health

100% of employees in 
home office

Cancellation of corporate 
travels and participation in 
external events

Physician on Screen 
without use limit

Toll free for COVID-19* and 
coronavirus button on the 
health app

Health management 
team monitoring 
employees

Monitoring and assistance to 
suspect and confirmed cases by 
the Company’s on-site health 
clinic team

Activity aimed at protecting the health of 

employees in view of COVID-19

Advance of the Influenza A vaccination campaign (advance booking 
and drive-thru) with distribution of masks and encouraging care
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* Service to employees and insureds

*



Employee protection and well-being
Integral well-being

Physical health

Financial 
health

Mental 
health

Mental health

Strengthening of the Viver 
Bem (live well) tool – support 
and service to employees 
and their relatives

Tips on body and mental 
care

Activity aimed at the psychological 

protection of employees

Allowance for the Home 
Office team

Tips on conscious 
consumption and financial 
planning

Activity aimed at minimizing the financial 

impacts on employees
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Integral 

well-being



Employee protection and well-being
Communication and information

To help our employees with going through this moment with more tranquility, we have created a portal to gather all actions on
response to the challenges posed by COVID-19 with:

T i ps  on home 
of f ice  and I T  
tu to r i a l s

Usefu l  contacts

I n format ion on 
symptoms and t i ps  
on p revent i on

I ns t i tu t ional  
pos i t ion ing

Repos i to ry  o f  
communicat ions

Corporate  
i ns t ruct ions
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Employee protection and well-being
Communication and information

Dai l y  t i ps  dur i ng  
soc ia l  i so la t ion 

Onl ine cul tura l  
t ips :  #TGIF
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Employee protection and well-being
Engagement - Bringing the employee closer to increase the sense of belonging and 

acceptance

v ice-pres identes ’  
L i ve
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3.208 v iews

88 quest ions / comments

Di rect  contact  between v i ce -pres idents  and employees  
b r i ng ing the team together

Podcasts  featu r i ng  
employees

We are physically separated, but together in

contact and common action

Gabriel Portella - CEO

Survey  – ensure  
act i ons  ta rgeted at  
the  employee’s  needs

Opening o f  spaces  fo r  employees to  exchange 
exper i ences ,  t i ps  and express  how they  a re  
l i v ing th i s  per i od 

# s t a y h o m e



Employee protection and well-being
Administrative security

Environment cleaning

Shut down of ATMs and 
branches in the company’s 
buildings 

Shut down of the RJ and SP head 
offices (restricted employee access)

Shut down of branches

Monitoring of critical 
suppliers

Special service conditions for 
those who have to go to the 
buildings
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Influenza A vaccination in drive-thru ensuring the safety of 
professionals, employees and relatives



I n tegrat ion
jou rney

100% digital

Employee protection and well-being
Maintenance of hiring and integration routine
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161 employees hired
until April

Including interns and Young Learners



CARE WITH CUSTOMERS, BROKERS, 

SERVICE PROVIDERS AND PARTNERS



Care with customers
Health and Dental
Maintenance of the beneficiary’s access to health during social isolation, guaranteeing service to over 25 medical specializations 
and medical assistance by phone.
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Increase in the avai lable 
medical  and dental  
ass i stance by phone

I n c l ud i n g  a  s p e c i a l  h o t l i n e  f o r  
c o r o nav i r u s  to  h e a l th  a n d  d e n ta l  
i n s u r e d s

Nutrition and physiotherapy, 
occupational therapy, and 
audiology call service

+600 professionals 

Unl imited access to the 
physician on screen service

Expans ion in  e l ect ive serv ices  w i th  over  
25  m edical  spec ia l i zat ions

E x p an s i o n  i n  s e r v i ce  
c a pac i ty40X

Implementation of  fast  
t rack in partner  hospitals

B e n ef i c i a r i e s  s e n t  to  th e  E R  b y  th e  
M e d i ca l  As s i s ta nce  b y  p h one

Provis ion of  psychological  
serv ice on screen

U p o n  p h ys i c i an  r e f e r r a l

C r e d e n c i a d o s  e m  a b r i l  
c o m  c e r t i f i c a d o  d i g i t a l  
p a r a  r e c e i t u á r i o  

1.500 doctors



Care with customers
Health and Dental
Committed to health, we made available support channels to beneficiaries and followed-up suspect and confirmed coronavirus 
cases
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COVID-19 Button on the Health App with:

Pr i o r  hea l th  eva luat ion

Cal l  center  fo r  gu idance on 
coronav i rus  to  hea l th  and denta l  
cus tomers

A ccess  to  por ta l  w i th  
mater i a l s  and gu i dance

Proact ive  phone contact w i th  

over  1 ,200  bus iness  c l ients

Fo l l ow-up of  benef ic ia r ies  w i th  

suspect o r  conf i rm ed cases  of  

COVI D-19  by  the  Coord inated Care  

Center

Ass i s tance w i th  bed m anagement 

of  the  m ain  network  hosp i ta l s

Health management of  suspect and 
conf i rmed cases

Phys i c ian on sc reen:  medi ca l  
ass i s tance th rough v i deo -
conference on COVI D -19

COVID-19 Heal th Evaluation 
through WhatsApp and chatbot

Fas t  t rack  in  par tner  hosp i ta l s  to  
those  sent  to  the  ER  by  the  M edical  
As s i s tance by Phone



Care with customers
Health
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Special attention to the population at higher risk

S p e c i f i c  c o r o n a v i r u s  v o i c e b o t  to  

m a p  s y m p to m a t i c  i n d i v i d u a l s  a n d  

p r o v i d e  s p e c i f i c  g u i d a n c e  a n d  s e n d  

th e m  to  th e  m o s t  a p p r o p r i a te  h e a l th  

c a r e  s e r v i c e  (2 3 , 0 0 0  e l d e r s )

P r o v i s i o n  o f  c a l l  c e n te r  w i th  

p s y c h o l o g i s t s ,  n u t r i t i o n i s t s ,  

p h y s i o th e r a p i s t s

Targeted communication with 

educational  content,  c lar i f ication of 

doubts ,  and pr imer on social  

d is tancing and i solation

Monitor ing by phone of over 35,000 

elders of our  portfol io,  focused on 

those who are 80 years  old or  older ,  

or  w ith comorbid i t ies

M oni to r ing and proact ive  gu i dance to  e l der l y  benef ic ia r ies  by  the 
Coord inated Care  Center



Care with customers
Health
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Product ion of  re levant and re l iable content 

Avai lable to customers and al l  s takeholders

Gu i de to  i ns t ruct ions  to  
e l der s  and peop le  w i th  
chron ic  d i seases

Gui de to  mai nta in  menta l  
hea l th  and product iv i ty  i n  
the  home of f ice

Gui de to  i so lat ion at  
home

Gui de to  hand wash ing

Coronav i rus  Q&A
E i ght  myths  and t ru ths  
about  the  d i sease



Care with customers
Health and Dental, Automobile, Massified, Life, Pension, and Asset Management
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digital previous inspection: purchase, renew 
or endorse the policy 

incentive to Easy Inspection, the customers 
inspect themselves the vehicles with minor 
damages 

Recommendation on postponement in case 
of minor repairs

emergency services to home or vehicle had 
safety and hygiene measures strengthened

Live, Pension and Asset Management

Asset management: Conference calls and 
webinars to customers to assist them 

Coverage of claims in case of death caused 
by COVID-19

Auto and Massified

Guarantee of prices equal to last year’s in 
the Auto line

Health and Dental

Suspension of the adjustment to SME, 
Individuals and Affinity



Care with brokers and service providers

Hots i te  w i th  the  i ns t ruct ions  requ i red fo r  
mai nta in ing bus i ness  re l a t i ons   

A d jus tments  o f  p rocesses  realizing the full potential of 
the use of technologies and digital tools

The company realized the potential of the use of technologies and digital tools by adjusting processes so that its customers,
service providers and brokers continue to rely on SulAmérica
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Provis ion of  d igi tal  p latform for  physicians,  
psychologists,  physiotherapists,  nutr i t ionists ,  
audiologists,  and occupational  therapists for  d i s tance 
appointment, enabl ing them to safely practice thei r  
profess ion

vi r tual  v i s i ts  and tra ining aiming to understand the new 
routines and introduce new products (cross  se l l ing)



SOCIETY



Society
Mobilization and action
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Ex te rna l  cam paign 
w i th  em ployee 
engagem ent and 
m obi l i zat ion

# C a r e w o r k e r s

Product i on o f  re l evant  and re l iab le  content  

G u i d e  to  i n s t r u c t i o n s  
to  e l d e r s  a n d  p e o p l e  
w i th  c h r o n i c  d i s e a s e s

G u i d e  to  m a i n ta i n  
m e n ta l  h e a l th  a n d  
p r o d u c t i v i ty  i n  th e  
h o m e  o f f i c e

G u i d e  to  h a n d  w a s h i n g

E i g h t  m y th s  a n d  t r u th s  
a b o u t  th e  d i s e a s e

C o r o n a v i r u s  Q & A

G u i d e  to  i s o l a t i o n  a t  
h o m e

Press  Re l at i ons  act i ons  i n  agendas  and 
i n te rv iews  fo r  pub l ic  i n te res t

S ignatu re  of  the  s tatem ent 
#nãodemi ta (do not l ayof f ) ,  avo id ing 
m ass  l ayof f s  du r ing th i s  per iod



Society
Mobilization and action
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D o n a t i o n  C a m p a i g n  w i th  e m p l o y e e s  to  r a i s e  
f u n d s  f o r  th e  E m e r g e n c y  H e a l th  F u n d  –
C o r o n a v i r u s  B r a z i l

E m p l o y e e  D o n a t i o n  C a m p a i g n  r a i s i n g  o v e r  
R $  8 0  th o u s a n d

M a tc h e d  b y  S u l A m é r i c a  i n  th e  a m o u n t  o f  R $  1  
m i l l i o n

F u n d a ç ã o  O s w a l d o  
C r u z  - F I O C R U Z

C o m u n i ta s  (p u r c h a s e  
o f  e q u i p m e n t  to  th e  
U n i f i e d  H e a l th  S y s te m  
(S U S )  h o s p i ta l s )

A l l o c a t i o n  o f  r a i s e d  f u n d s

Par tnership wi th the D’Or  Network and 
other  ins t i tu t ions to help them with 

hospi ta l  beds

F ie l d  hosp i ta l  w i th  
200  beds  in  RJ

R i o  d e  J a n e i r o

S ã o  P a u l o

Donat ion  of  
R$  5  m i l l ion

R e n o v a t i o n  o f  1 0 2  
d e f i n i te  b e d s  i n  
S a n ta  C a s a  d a  
M i s e r i c ó r d i a  i n  S P

Donat ion  of  
R$  4  m i l l ion



Society
Emergency support for talent development projects
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E m e r g e n c y  c o n t r i b u t i o n  ( ta x  i n c e n t i v e )  i n  ta l e n t  
d e v e l o p m e n t  p r o j e c t s  o f  th e  S u l A m é r i c a C i r c u i t  o f  
M u s i c  a n d  M o v e m e n t .

O u r o P r e t o O r c h e s t r a  A c a d e m y
R $ 1 5 5  
t h o u s a n d

Brazi l ian Bal let Company / BEMO Inst i tute
R $ 2 6 8
t h o u s a n d

T h e a t e r  F o r m a t i o n  C o m p a n y
R $ 4 0 0
t h o u s a n d

~ 1 1 0  s tu d e n t s O n l i n e  c l a s s e s s c h o l a r s h i p



Society
Mobilization and action

25

I n i t ia t i v es  th a t  c on t r ibute  to  th e  
p r ev en t i on  a n d  t r e atmen t  o f  
me n ta l  d i s o rders  th a t  ma y  e v o lv e  
i n  th i s  c on te xt

COVID-19 super 
challenge

Menta l  hea l th

En te r ta inment  fo r  g roups a t  h igher  
r i sk

Wh i c h  e n te r ta in ment  a l te rn at i ves  
c ou l d  ma ke  th e  l i v es  o f  th e  
p e op le  o f  g r ou ps  a t  h i g h e r  r i s k  
mor e  p l e asan t?

Access  to  hyg iene products  fo r  low -
income popu lat ion

H ow d o  we  ma i n ta in  a c cess  to  
h yg i en e p r od uct s  f o r  p r ev en t ion  
a n d  d i s i n f ect ion?

Launch in the 100 open startups of the super COVID-19 challenge to foster innovative solutions. SulAmérica launched challenges 
related to the following areas:

Vaccines  and medical  t reatments

Al te r n at i v es  to  f o l l ow th e  c h i l d ren ’s  v a cc in e  c a l endar  a n d  s o l u t ion s  s o  
th a t  c omp l ex  t r e a tmen t s  a r e  ma i n ta in ed,  ma i n l y  f o r  g r ou ps  a t  h i g h er  r i s k

Al te rnat ives  so  that 
ch i l d ren  cont inue to  s tudy 
in  th i s  new scenar io

Dis tance learn ing




