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After historical results in 2019, TIM was ready 
for an even better 2020. We had once again 
prepared to lead market movements and to 
accompany our customers on a new journey 
of experiences. However, we had no idea that 
the prominence of telecommunications ser-
vices would be so much in evidence, precisely 
in the midst of the greatest sanitary crisis of 
recent decades.  

An immediate change in course was 
necessary. It was time to focus our efforts 
on three key pillars: the full functioning of 
services to connect customers in social 
isolation; the preservation of the health and 
safety of our employees; and collaboration 
with government authorities and other 
organizations to combat the pandemic.

It was a challenging adaptation, but one un-
dertaken with great agility and effectiveness, 
thanks principally to the engagement of our 
team. We soon realized that Covid-19 would 
oblige us to review our targets and projects, 
but would also reveal and anticipate opportu-
nities. We therefore resumed our planning and 
even in a completely atypical year, showed 
that TIM has solid foundations.

In a significantly worse economic environ-
ment for people and for businesses, the 
company proved its resilience, ending 2020 
with consistent results. TIM also demonstrat-
ed courage by establishing the bases that will 
guide our future: we formalized the proposal 
to acquire the mobile assets of Oi, we execut-
ed the network sharing agreement with Vivo 

and incorporated environmental, social and 
governance (ESG) principles and targets into 
our long-term strategy.

The financial and operational indicators 
have confirmed the organization’s robust 
performance. We achieved the highest 
normalized Ebitda margin in TIM’s history and 
the best in the market in the fourth quarter of 
2020, beating the target established for this 
indicator by two years. 

Due to the higher demand for services, we 
intensified the offer of digital channels and 
the quality of our customer care processes. 
Today our user base of 51 million people has a 
wide range of products at its disposal and the 
consumer profile continues to undergo trans-
formation. We have an ecosystem in which 
the customer is the key element in our strate-
gy, both in our core business  and in enabling 
new revenue sources. In December 2020, we 
updated the TIM materiality matrix and took 
an essential step in the 2021-2023 Strategic 
Plan by aligning our business with ESG prin-
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We want to be a benchmark in ESG  
in the telecommunications sector  
in Brazil

ciples and ambitions in a structured manner. 
The plan, updated in 2021, confirms and 
definitively integrates ESG aspects into the 
core business, presenting goals and targets 
aligned with the most material elements for 
our stakeholders and with the UN Sustainable 
Development Goals (SDGs). 

We want to be a benchmark in ESG in the 
telecommunications sector in Brazil, and the 
recognitions we have received demonstrate 
that we are on the right path. Our listing on 
the B3 ISE (Corporate Sustainability Index) for 
thirteen consecutive years exemplifies the 
company’s active record in this area, as well 
as our ongoing commitment to the UN Global 
Compact, in place since 2008. 

In terms of the environment, we are 
progressing in a disciplined manner towards 
achieving our targets in renewable energy, 
carbon neutrality, emissions and eco-
efficiency. In the social area, we have targets 
related to employee training, organizational 
climate and diversity. Investments in 
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inclusion projects are priorities, an example 
being the intern program in which more 
than 60% of the places were filled by black 
students. With the Instituto TIM, for seven 
years we have invested in projects that drive 
the democratization of knowledge, science 
and technology, with innovation as a lever 
for transformation that contributes towards 
promoting human development in Brazil. 
Highlights in governance in 2020 included 
the creation of the ESG Committee and 
recognition of TIM by the Teva Index as one 
of the companies with the most women on 
its Board of Directors. We continue to be the 
only telecommunications company on the 
B3 Novo Mercado, the only one to receive 
the Pro-Ética seal from Brazil’s Comptroller 
General (Controladoria Geral da União) and 
we started 2021 as the first company in the 
sector to receive ISO 37001 certification. 

Lastly, in the midst of such a turbulent con-
juncture we decided to resume one of the 
projects designed for the 2020 we had been 
expecting. We revisited our entire organiza-
tional culture to update TIM values: courage, 
respect and freedom, translated in the new 
purpose of “to evolve together with courage, 
transforming technology into freedom”. We 

also updated our brand signature to “Imagine 
the possibilities”. This was defined before the 
arrival of the coronavirus in Brazil, but it seems 
to have been made to measure for the new 
world that awaits us, in which telecommuni-
cations services will play a fundamental role 
and connectivity will enable new possibilities 
of personal evolution. We invite our customers 
to see what lies ahead in a positive way and 
we underscore that TIM will be at their side as 
they face their new challenges.

I could not end the message that opens 
a report with such important results and 
achievements without thanking our team. 
The people who work at TIM faced up to the 
limitations imposed by Covid-19 without 
neglecting the quality we owe our customers. 
I would also like to thank our suppliers, who 
overcame restrictions to keep an essential 
service running, and all those who contributed 
to our company, helping to keep Brazilians 
connected and hopeful.

Pietro Labriola 
CEO
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Investors worldwide have indicated that the 
creation of  lasting and sustainable value for 
stakeholders  is a premise for companies to 
remain competitive and to endure. Questions 
such as diversity, climate change, human 
rights, transparency, ethics and purpose 
have been gaining growing importance 
in companies’ strategic plans alongside 
economic indicators. 

To accompany this growing demand for 
non-financial information and to increase 
alignment with the UN sustainable 
development agenda, ESG (Environmental, 
Social and Governance) principles have been 
adopted along with other management and 
transparency processes and methodologies 
used by companies.

In this area, TIM has been a pioneer in the 
telecommunications sector in Brazil. For over a 
decade, TIM has been listed on the B3 Corpo-
rate Sustainability Index (ISE-B3), the compa-
ny in the sector that has featured on the index 
for the longest time. Since 2011, TIM has been 
listed voluntarily on the Novo Mercado, which 
has the highest level of corporate governance 
on the Brazilian stock exchange, in addition to 
being the first and only telecommunications 
carrier nominated as a Pro-Ethical (Pró-Ética) 
company by the Brazilian Comptroller Gener-
al (CGU). 

Reinforcing its commitment to transparency, 
TIM has been presenting its performance in 
sustainability since 2004 and for 13 years 
has published reports in accordance with GRI 
guidelines, in addition to responding to the 
Carbon Disclosure Project (CDP) and recording 

Beyond sustainability

For 13consecutive 
years, TIM has 
been listed on the B3  
Sustainability Index (ISE-B3)

its greenhouse gas (GHG) emissions in the 
Brazilian GHG Protocol Program since 2010. 
The company is also featured in diverse 
Brazilian and international indexes and ratings.

As a signatory to the UN Global Compact 
since 2008, TIM has developed projects 
connected with the UN Sustainable 
Development Goals (SDGs) and recognizes 
rights to data privacy, secure internet, access 
to information and freedom of expression as 
essential and unalienable.

Courage to evolve
Driven by the aspiration to “be a 
benchmark in ESG in Brazil”, TIM 
established a new and more ambitious 
plan of targets for the period from 2021-
23, called the ESG Plan. Starting with 
the ambitions assumed in the 2020-
2022 Strategic Plan, the company has 
added additional challenges, as shown 
ahead.
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Environmental  – Renewable Energy
 – Eco-efficiency
 – Waste and Emissions

Social  – Diversity and Inclusion
 – Engagement and Training
 – Digital Inclusion

Governance  – Customer Satisfaction
 – Ethics and Transparency
 – Information Security  
and Data Privacy

To be a benchmark in 
ESG in Brazil
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2021-23 ESG Plan 

Environmental

Social

Governance

   New commitment         Increase in target

We want to be green

New capabilities are a 
key factor in maintaining 
leadership

Efficient mechanisms to 
fairly balance the interests 
of all stakeholders

ENABLERS COMMITMENTS TARGETS
2020
RESULTS

2020-22
PLAN

→  Increasing efficiency and taking advantage of green energy  
cost reduction 

→  Developing cloud data centers to deliver more to our customers with 
less impact on operations 

→  Demobilizing obsolete technologies through innovation and 
infrastructure sharing 

→  Promoting efficient and responsible solid waste management

→  Promoting an inclusive environment, with equal opportunities, valuing 
talent and caring for the health and integrity of employees

→  Developing digital education to support the demand for connectivity
→  Keeping Instituto TIM as a reference in education and ST&I (Science, 

Technology and Innovation) projects
→  Extending access to 4G connectivity to all the municipalities in Brazil

→  Maintaining recognition as a company with the highest level of 
commitment to transparency and corporate governance

→  Disseminating ESG principles to high risk suppliers

→  Adopting best practices related to compliance, information security, 
data protection and privacy 

→   Promoting customer empowerment through 
digital transformation

→  Carbon neutral (tCO2e, scopes 1 and 2)

→  Eco-efficiency in data traffic* (bit/Joule)

→  Renewable energy

→  Indirect emissions* (tCO2e, scope 2)

→  Solid waste recycling

→  Employee  Engagement (per year)

→  Black employees

→  Women in leadership positions

→  Employees trained in ESG culture

→  Employees trained in digital skills

→  4G presence

→  Customer complaints* (regulatory body)

→  ISE, Novo Mercado and Pró-Ética

→   ISO 14001 and ISO 9001

→   ISO 27001 and ISO 37001

-100% 2030 -100% -30%

+80%

2025
+75% +64%

≥90%

-70% -70% -28%
≥95%

2023

≥80% >MQ3 >MQ3

≥40%
≥35%

≥99% >95% 99%

+5,000 1,000 1,486
100%

-50%

Maintain Maintain Maintained 

Maintain

Obtain 2022 Obtain Ongoing

* Base year 2019
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As part of the process of continuous improve-
ment in its sustainability strategy, in 2020 
TIM created the ESG Indicator System for 
the collection and validation of non-financial 
information in its ESG Report. The system also 
enables the tracking and management of per-
formance in diverse environmental and social 
data that are presented each quarter in the 
disclosure of the company’s financial results.

In the senior management sphere, another 
important action was the creation of the ESG 
Committee, comprising members of the TIM 
Board of Directors. Its main attribution will be 
defining and monitoring the strategic plan, 
ensuring and driving the achievement of the 
established targets . Read more about the 
committee in the chapter on Governance.

For TIM, building the future starts with a solid 
base and the definition of the right strategic 
path. The company believes in the steady 
evolution of its targets and ambitions and 
prioritizes the strategy of changing from 

volume to value, in which it is not enough to 
have more customers, it is necessary to offer 
maximum quality. 

For TIM strengthening and consolidating the 
ESG pillars represent not only a positive trans-
formation for the business, but also for soci-
ety. The challenges faced during 2020 under-
scored the importance of telecommunication 
services, which became a basic component 
for the maintenance of economic and educa-
tional activities, for countless opportunities of 
individual and social growth and, why not, for 
the exercise of citizenship. 

Strengthen the ESG culture

ESG Pillars: impulse for the 
positive transformation  
of the business and society 
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2020 ESG highlights

Environmental Social Governance

13 consecutive years on the 
B3 Corporate Sustainability Index (ISE) and 
announcement of listing on the new S&P/
B3 Brasil ESG Index

Received ISO 37001 anti-bribery 
management certification one year ahead 
of target

Advance in the process of 
obtaining ISO 27001 information security 
management certification

Creation of the ESG 
Committee to advise the Board of 
Directors in 2020

84% favorability in the 
Climate Survey

99% of employees 
trained in the ESG culture

1,486 employees trained in 
digital capabilities First  telecommunications operator 

nominated as a Pró-Ética company by the 
Comptroller General

64% of energy consumption from 
renewable sources

64% increase  
in energy efficiency in data traffic

28% reduction  
in indirect GHG emissions (scope 2)

30% reduction  
 in scope 1 and 2 GHG emissions 
(carbon neutral target)
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The Covid-19 pandemic caused significant 
changes in the way organizations conducted 
their operations in Brazil and worldwide, 
resulting in the need for reflection. TIM 
periodically reviews its materiality process, 
on average every two years. However, given 
the situation in 2020, the company decided to 
update its 2019 materiality process.

Starting with the material topics identified in 
the 2019 materiality process, the organization 
analyzed internal documents and sector and 
sustainability studies and consulted internal 

and external stakeholders, selected because 
they are the main groups impacted by the 
TIM business and operations. TIM leaders 
– the CEO and vice presidents – as well as 
a group of suppliers, investors, customers, 
representatives of the press and the 
government were interviewed. 

The main concerns identified, taking into 
consideration the context of the pandemic, 
were related to employee health, digital 
inclusion as a basic right and access to 
connectivity (telecommunications as an 
essential service permitting the connection of 
people for work, study, medical consultations, 
remote relations, among others). Topics 
such as energy management, innovation, 
investments in infrastructure and data privacy 
gained greater importance. There were also 
many mentions of the importance of diversity 
and inclusion in the company. 

Materiality Main TIM stakeholders
• Shareholders 
• Employees 
• Competitors 
• Consumers and customers
• Suppliers and service providers
• Government and sector 

associations 

• Regulatory authorities and 
consumer protection and 
defense bodies

• Commercial partners 
• Unions
• Society and civil society  

organizations

Materiality matrix 
updated in the light 
of the impacts of the 
pandemic
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Material topic1 Indicators
Boundary of impact

SDG
TIM Supplier chain  Consumer 

chain

Post-
consumer 

chain

Investment in infrastructure and network reliability GRI 205-2 
Own indicators     

Innovation applied to products 
and services

Own indicators

Digital inclusion and access to connectivity GRI 203-2 
Own indicators   

Customer experience and service quality
GRI 417 
Own indicators   

Data protection, customer privacy  
and cybernetic security

GRI 418-1 
Own indicators 

Ethics and governance in business GRI 205-2, 206-1

Health, well-being and managing employees
GRI 401-1, 403-1, 403-2, 403-3,  
403-4, 403-5, 403-6, 403-7, 403-10 
Own indicators 

  

Promoting diversity and equality of opportunities GRI 405-1, 405-2, 406-1   

Energy management
GRI 302-1, 302-3 
Own indicators   

Operational and post-consumer waste management
GRI 306-2 
Own indicators

Strategic and responsible supplier management GRI 308-1, 414-1   

1.  In the materiality review conducted in 2020, the scope of some material topics was expanded. The subjects included are in bold in this table, as is the new material topic

Topics identified as priorities 
in the materiality process

Direct impact, caused by the 
TIM operation.

 
Indirect impact, resulting 
from TIM relations with its 
value chain (downstream 
and upstream).
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Human rights, environmental balance, 
sustainable development, diversity and good 
governance practices are some of the major 
contemporary questions captured in TIM’s 
radar in the formulation of its strategies 
and operations. The company’s advances 
in these fields are shared with institutions 
that play a decisive role in the formulation of 
transformational programs or models that 
promote the continuous improvement of 
businesses.

Global Compact and SDGs 
A signatory to the United Nations (UN) 
Global Compact since 2008, TIM adopts the 
Sustainable Development Goals (SDGs) as a 
guideline for the formulation of integrated 
strategies. (read more here).

Climate Change 
Engaged in this issue, the company responds 
to the Carbon Disclosure Project (CDP), the 
largest data base in the world for monitoring 
and managing greenhouse gas (GHG) 
emissions, and records its emissions in the 
Brazilian GHG Protocol Program, a platform 
that quantifies and manages these data. 

B3 Corporate Sustainability  
Index (ISE) 
TIM is the telecommunications company 
which has been listed on the ISE for the 
longest time – 13 consecutive years, 
reflecting its high degree of commitment to 
sustainability and corporate governance. 

FGVces Business Initiatives 
The company has participated in the 
Iniciativas Empresariais (Business Initiatives) 
network coordinated by the Fundação Getulio 
Vargas Center for Sustainability Studies 
(FGVces), a knowledge production center 
aimed at the exchange of experiences and 
provision of stimuli for the advance of the 
sustainability agenda in companies.

Commitments and recognition

Experiences 
that challenge  
and transform

S&P/B3 Brasil ESG  
TIM was announced as a member of the new 
B3 index which measures the performance 
of securities that fulfill sustainability criteria, 
weighted by the ESG scores on the S&P DJI.
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Novo Mercado 
Since 2011, TIM has  been listed voluntarily 
on the Novo Mercado, the highest level 
of corporate governance on the B3 index, 
and is the only representative of the 
telecommunications sector.

ICO2 
The company returned to this B3 Carbon 
Efficient Index, comprising companies 
committed to transparently reporting their 
emissions and preparing for a low carbon 
economy.

CDPR Climate Resilience Index 
TIM was again confirmed on the new ICDPR-70 
climate resilience index.

Morgan Stanley Capital International 
(MSCI) Environmental, Social and 
Governance Research (ESG) 
Listed on index portfolios linked with the MSCI 
ESG Leaders Index, which has conducted 
assessments of governance and analyses 
of social and environmental indexes of 
more than 6,000 publicly traded companies 
worldwide for over 40 years.

FTSE4GooD 
Part of the FTSE4GooD Index Series (Emerging 
Markets Index, Latin America Index).

Índice Teva ESG Mulheres na Liderança® 
(Teva ESG Women in Leadership Index) 
TIM was among the companies on the B3 with 
the highest proportion of women on its Board 
of Directors and committees.

Empresa Pró-Ética 2018-2019 (Pro-
Ethical Company 2018-2019) 
TIM was the first telephony operator 
nominated Pró-Ética (Pro-Ethics) by the 
Comptroller General of Brazil (CGU), an 
initiative that promotes a more integral, 
ethical and transparent corporate 
environment.

UN Women 
Linked with the ESG Plan and the material 
topic Promoting diversity and equality of 
opportunities, in March 2021 TIM adhered 
to the Women’s Empowerment Principles 
(WEP). The purpose of this initiative is to 
boost the effectiveness of the company’s 
gender equality journey.

ISO 37001 
Also in March 2021 TIM received ISO 
37001 certification, which attests to 
the security and effectiveness of the 
company’s anti-bribery management 
system. In addition to demonstrating 
commitment to achieving the targets of 
the ESG Plan, TIM was the first operator 
to receive this certification.

Anatel 2021 Telecommunications 
Accessibility Award 
TIM was the first carrier to receive the 
award and again in 2021 came in first 
place in the ranking, the purpose of which 
is to recognize companies in the sector 
that provide accessible physical and virtual 
environments for persons with disabilities 
or that provide incentives, divulge and 
ensure the right to accessibility.

Coalizão Empresarial para Equidade 
Racial e de Gênero (Business Coalition 
for Racial and Gender Equality)
In April 2021, TIM joined this initiative 
promoted by the Instituto Ethos, Centro 
de Estudos das Relações de Trabalho e 
Desigualdades (Ceert) and the Institute for 
Human Rights and Business (IHRB). The 
focus of the initiative is to reinforce public 
policies and business practices that promote 
inclusion and diversity in organizations.
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The entire world was impacted by the 
Covid-19 pandemic in 2020. TIM responded 
rapidly to this emergency situation and 
was one of the first companies to adopt 
preventive measures, sanitary protocols 
and standards to protect its employees, 
customers, suppliers and other stakeholders. 
In a few days, the company established 
remote working for its teams and adapted 
its operations to the crisis situation, bringing 
the experience of Telecom Italia (“TIM Italia”) 
to bear. The main initiatives undertaken are 
presented in the table at the side.

Even with the expectation of controlling the 
disease due to the beginning of vaccination, 
every care will be maintained in 2021 until 
there is a complete return to normality. In 
the meantime, TIM will continue to make 
every effort to ensure the provision of 
services and the delivery of technology in 
support of society.

TIM in the 
pandemic

Customers
• Concession of an internet bonus of up to 2GB for users in 

all segments (pre-paid, post-paid and control).

• Liberation of double the international roaming data in the 
United States and Europe for customers forced to remain 
outside Brazil due to the interruption of air travel. 

• Free inclusion of apps for children  (TIM Games and 
Playkids) in entertainment contents.

• Extension of validity of credits of up to R$ 20 for 60 days to 
assist lower-income pre-paid customers.

• Access to the SUS health system Coronavirus application 
and the Ministry of Health hotsite without consumption of 
internet data allowance.

Employees
• Remote working was adopted for all employees who could 

do so, including 100% of the call center attendants.

• The Contingency and Risk Mitigation plan was put in place 
to guide the activities of the infrastructure maintenance 
teams with the objective of ensuring the health of 
employees and operational continuity.

• Network monitoring was conducted remotely using the 
TIM Cloud UC solution, benefiting around 500 field workers.

  Other initiatives may be seen in the chapter Employees

Institutions and society
• TIM was the first carrier in Brazil to establish a technology 

partnership in support of combating Covid-19 for the applica-
tion of aggregated anonymous data analysis methodology.

• Participation in the sector agreement that liberated 
government authority access to anonymized data from the 
mobile networks to assess the efficiency of the restriction 
measures implemented, understand population movements 
and facilitate decision making. 

• The company prioritized the requirements of its government 
area corporate subscribers, seeking to ensure the highest 
possible level of availability, principally for healthcare 
institutions and hospitals. 

• It provided free high speed broadband access to ensure 
connectivity for healthcare professionals in the field hospital 
set up in the Pacaembu Stadium in the city of São Paulo.

• On its website, the company posted a video in Brazilian Libras 
sign language to provide guidance on Covid-19 for users with 
hearing impairment.

• Partnership between the Brazilian carriers to create an 
internet plan with reduced costs for governments (federal, 
state and municipal), with the objective of offering free 
internet for public school students, providing them with 
access to distance learning platforms. 

• The Instituto TIM supported the Gesto Solidário Campaign, 
promoted by Instituto Biomob, with the donation of more 
than 2,000 basic food baskets for 600 socially vulnerable 
families in different communities in the state of Rio de 
Janeiro.

INITIATIVES:
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GOVERNANCE 
> Purpose and values 
> Profile 
> Our business and 2020 highlights 
> Anti-corruption 
 

02
> Operation 
> Innovation 
> Customers
> Suppliers 
>  Privacy and data protection
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Since 2011, TIM has been listed voluntarily on 
the Novo Mercado, which has the highest level 
of corporate governance on the Brazilian stock 
exchange, in addition to being the first and 
only telecommunications carrier nominated 
as a Pro-Ethical (Pró-Ética) company by the 
Brazilian Comptroller General (CGU). In 2021 
the company was the first operator to receive 
ISO 37001 certification. As part of TIM’s drive 
to increasingly enhance its governance 

CUSTOMER CARE

• We ask legitimate questions to find out 
what customers truly want.

• We listen carefully and curiously to what 
customers have to say.

• Our decision making process takes 
heavily into account our customer’s 
experience.

• We’re proud to have a positive impact on 
the lives of our customers.

TRANSPARENCY

• We establish clear and true relationships 
with everyone.

• Transparency and integrity in our actions 
build trust.

INNOVATION

• We innovate by finding new ways to do 
things.

• We rely on creativity to go further.

COMMITMENT

• We are responsible.
• We recognize that we are part of a 

broader common plan.
• We collaborate by investing our talent 

and effort in each and every action.

AGILITY

• We make “more", “better" and “faster" 
in an increasingly complex and dynamic 
world.

• We plan, decide and execute quickly, 
making things easier for everyone 
around us.

systems, the 2021-23 ESG Plan contains 
targets and commitments related to customer 
satisfaction, ethics and transparency, 
information security and data privacy. In 
addition to these efforts, TIM is seeking to 
implant efficient mechanisms to achieve a 
fair balance between the interests of all its 
stakeholders.

Purpose
To evolve together with courage, 
transforming technology into freedom

Values
For TIM, strengthening best governance 
practices is fundamental for sustaining 
business growth and continuity
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TIM is a telecommunications company that 
offers mobile and fixed telephony, data 
transmission and ultra-broadband services 
in Brazil.

It is listed on the B3 Novo Mercado of 
the Brazilian stock exchange, whose 
standard of governance is focused on 
minority shareholders and transparency in 
communication. The company also has ADRs 
(American Depositary Receipts) listed on the 
New York Stock Exchange (NYSE).  

It is controlled by TIM Brasil Serviços e 
Participações S.A., a company of the Telecom 
Italia Group, which is based in Rio de Janeiro (RJ). 

In August 2020, TIM underwent a legal 
restructuring and incorporated TIM 
Participações. Another change was the 
constitution of the company FiberCo on 
December 16, 2020. This will prepare the 
organization for the future segregation of 

assets and the provision of fiber optic to the 
home services. 

The process is one of the intermediary 
stages in the transformation of TIM into a 
broadband services provider. The objective 
is to create an open fiber optic infrastructure 
vehicle in conjunction with a strategic future 
partner of FiberCo.

FiberCo will operate in the wholesale market, 
in the provision of fiber connectivity, last mile 
and transport services for operators in the 
market, having TIM as an anchor client. 

The purpose of this transaction is to accelerate 
the growth of the residential broadband 
business and enable adequate appreciation in 
value of part of TIM infrastructure. 

In January 2021, TIM signed a contract 
to acquire the mobile assets of Oi, in 
conjunction with other operators. This 

transaction will also benefit customers 
through the improvement of the user 
experience and the quality of the services 
rendered. It will also benefit shareholders in 
terms of revenue generation and efficiencies 
stemming from operational synergies.

 Read more about the Novo Mercado on the  
Investor Relations website. 

Profile

business 
expansion
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Shareholder structure 

100%

100%*

67%

100%

33%

Telecom Italia S.p.A.

Telecom Italia Finance S.A.

TIM Brasil Serv. e Part. S.A. Minority

TIM S.A.

Fiberco Ltda.

* Telecom Italia S.p.A. has one share of TIM Brasil Serv. e Part. S.A.

This committee was created on December 
10, 2020, with definitions of composition and 
activities formalized in the ESG Committee 
Internal Regime (Available on the TIM website.) 

Linked with the Board of Directors, the 
committee currently has five members.

ESG Committee

The company is administered by its 
Board of Directors and Statutory Board of 
Executive Officers. The Board of Directors 
has four advisory committees: Statutory 
Audit Committee, Control and Risk Board, 
Compensation Board and ESG Committee.

Governance structure 
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Our business   
and 2020 highlights 

NET REVENUE 

R$ 17 billion, 0.6% reduction

NET REVENUE FROM SERVICES IN 2020 

R$ 16.7 billion (+0.4% YOY)

NET REVENUE OF TIM LIVE IN 2020

+27.9% YOY 

EBITDA  
Capex over Revenue exceeded 
the 2022 target, reaching  
25.9%
48.5% Ebitda margin1

NORMALIZED EBITDA 
R$ 8.4 billion  
for the cumulative 
year, growth of 3.2%NORMALIZED NET INCOME 

R$ 1.9 billion, reduction 
of 1.8% YOY

PDD2 ON TRACK AGAIN

2.3% of gross revenue (-0.7 p.p. YOY)

Financial  

Growth in ARPU  
in all segments

Higher 4G coverage  
and better experience and availability3

Infrastructure  

+300 cities 
active with the network sharing 
agreement

Signature of contract to acquire Oi 
mobile assets

Mobile internet  
in 3G, 4G, 4.5G and 5G DSS

> Fixed and mobile telephony

>  Corporate voice and data solutions 
and digital services

TIM Live:  
fixed ultra-broadband

>  In 34 locations in Brazil with FTTH (27 
cities and 7 administrative regions)

Services  

High definition 4G calls
>  VoLTE (Voice over LTE) Technology

>  Less time to complete call and 
greater stability

> Available in 3,860 cities

Pioneer in Agribusiness
>  TIM 4G in the Countryside – coverage 

in over 6 million hectares

1 Normalized Ebitda 
2 Provision for Doubtful Debts 
3 According to Opensignal
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In 2020, TIM launched its 5G DSS network in 
three cities in Brazil – Bento Gonçalves (RS), 
Itajubá (MG) and Três Lagoas (MS) –, before 
the Anatel auction scheduled for 2021. 

The technology will be used to provide 
wireless residential broadband with FWA 
(Fixed Wireless Access) technology, using 

• 29 million pre-paid
• 22 million post-paid
• more than 40 million 4G 

accesses
• 645,000 TIM Live customers
• 927,000 fixed telephony customers

• 5 p.p. growth in 4G data traffic 
compared with 2019

• TIM customers navigated on 4G 
with greater frequency – 88% of 
their time connected

• Expansion of 4.5G coverage to 
1,350 cities

51 million 
customers

4G coverage  
in 3,877 cities 
in Brazil, 95%  
of the urban 
population 

Product and service launches
the legacy 2G, 3G and 4G networks by 
means of Dynamic Spectrum Sharing (DSS) 
functionality.  

  Read more about 5G on page 27.

  Read more about the company’s 2020 
results here.
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TIM has internal rules that reinforce compliance 
with legislation and ethical conduct. The 
company also has due diligence processes  
and contract clauses to combat corruption in 
the value chain. In March 2021, the company 
received ISO 37001 certification that attests 
to the security and effectiveness of its anti-
bribery management system. In addition to 
demonstrating commitment to achieving 
the targets of the ESG Plan, TIM was the first 
operator to receive this certification. 

The TIM Integrity Program – also known as the 
Anti-bribery and Anti-corruption Management 
System  – sets forth a set of rules and actions 
to ensure compliance with anti-corruption 
legislation. Supervised by the Compliance area, 
the program seeks to prevent, identify and 
mitigate any practices involving bribery and 
corruption, establishing internal controls and 
monitoring sensitive activities by means of tests.

Anti-corruption

MATERIAL TOPIC: 
ETHICS AND GOVERNANCE IN 
BUSINESS 

SDG  

TIM recognizes that anti-ethical conduct, 
such as corrupt practices and fraud, have the 
potential to cause significant financial and 
reputational impacts for the organization. In 
the telecommunications sector, the need for 
large scale infrastructure may create barriers to 
the entry of new actors and contribute to the 
formation of monopolies in the market by a small 
group of players, for example. 

ESG PLAN TARGET

Receive ISO 37001 certification by 2022.

• Code of Ethics and Conduct
• Anti-Corruption Policy
• Organizational Model
• Conflict of Interest Policy 

• Associated Parties Contracting 
Policy

• Manual of the Anti-Bribery 
and Anti-Corruption System

1st operator 
to receive ISO 37001

Institutional documents of the TIM 
Integrity Program
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Operation  

MATERIAL TOPIC: 

INVESTMENT IN INFRASTRUCTURE AND 
NETWORK RELIABILITY 

SDG      

TIM is committed to providing customers with the best user 
experience and to guaranteeing service quality. To do this, the 
company invests constantly in the expansion and enhancement 
of its network infrastructure and coverage area. This 
guarantees the provision of quality services and the company’s 
competitiveness in the sector, in compliance with legal 
requirements. User perception that this is an essential service has 
increased demands in relation to network reliability.

ESG PLAN TARGET

 Extend 4G connectivity to all the municipalities in 
Brazil by 2023.

575,000 
people access 

TIM 4G from the 
countryside

6 million 
hectares covered
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To evolve together with 
courage, transforming 
technology into freedom

!

Smart Home

The 5G network will enable 
automation solutions for homes, 
vehicles and remotely operated 
machinery. The Anatel auction 
will be held in 2021. 

TIM Headquarters

In Brazil, TIM's headquarters 
are in Rio de Janeiro (RJ).

4G Coverage

Broadest 4G coverage and best 
experience and availability, 
according to Opensignal.

Coverage in over 6 million hectares.

TIM 4G in the Countryside
Infrastructure

More than 300 
cities active under 
network sharing 
agreement.

Highlights

customers in Brazil
51 million

of the urban population 
(3,877 cities) with
4G coverage

95%

TIM Services

TIM provides mobile and 
fixed telephony, data 
transmission and ultra 
broadband services.

5G in Brazil

TIM was the first operator 
to begin 5G technology 
tests in Brazil.
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In 2020, TIM reinforced its presence in the agricultural 
sector with the creation of the ConectarAGRO ecosystem, 
bringing together providers of solutions for the Agricultural 
and Telecom segments. The purpose of the association is to 
stimulate expansion of internet access in diverse agricultural 
regions in Brazil with the target of covering 13 million 
hectares with 700MHz 4G  by the end of 2021 

   Further information here  

TIM maintained its investments in 
infrastructure (92% of Capex), mainly in 
projects in the areas of IT, 4G technology 
by means of 700M Hz, transport networks 
and FTTH expansion (which consumed 
approximately 13% of all the investments 
undertaken in the year).

A pioneering 
stance
to meet 
consumer needs

These investments in infrastructure and 
network coverage enable connectivity for 
users and, therefore, access to information, 
considering the main indirect economic 
impacts generated by TIM. 

For example, TIM 4G in the Countryside 
already covers more than 6 million hectares, 
benefiting 575,000 people in eight different 
states and 218 cities in rural areas. 

LEADERSHIP 
IN COVERAGE 
4G in 3,877 cities, worthy of 
note being evolution in the 
700MHz frequency, which 
now covers 3,294 cities.

 VoLTE Technology 
Available in 3,860 cities, 
improving users’ voice 
experience.

ACCELERATION IN FTTH 
EXPANSION 
3.2 million households with 
fiber – in 27 municipalities 
and 7 administrative regions 
in the Distrito Federal by the 
end of December 2020.

Evolution in the customer experience with 
robust infrastructure development
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Innovation is a strategic intangible asset 
for TIM. To create new telecommunications 
solutions, the company maintains contacts 
with stakeholders such as  customers, 
universities, operators, consumers, 
government, with whom it develops open 
innovation programs and projects.

Innovation 

MATERIAL TOPIC: 
INNOVATION APPLIED TO 
PRODUCTS AND SERVICES

SDG  

TIM recognizes its role as a benchmark in 
technology and an innovation leader in the 
country’s telecommunications sector. The 
company seeks to fulfill new consumer and 
market standards proactively, staying abreast 
of changes in customer profiles and habits and 
new technologies in order to develop and offer 
products and services. 

One of the main objectives of the innovation 
strategy is to create solutions for the business 
focused on the evolution of network infrastructure, 
with gains in quality and expansion of the 
coverage area. 

This work is conducted by the Architecture 
and Technological Innovation area, which is 
manned by telecommunications professionals, 
electrical and electronic engineers, computing 
scientists and other technologists with diverse 
backgrounds, skills and experiences, covering 
all the areas of network knowledge, who fulfill 
these demands and support Research and 
Development (R&D) activities.

With this focus, TIM has been investing in the 
expansion of the 4G RAN Sharing network, 
which consists of sharing Radio Base Stations 
(RBSs) with other 4G network operators, with a 
view to optimizing network implantation costs. 
The expansion also complies with regulatory 
obligations related to network coverage. 
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RAN Sharing permits TIM to foster the 
evolution of LTE implantation in the 
Brazilian hinterland, extending access to 
telecommunications services to more regions 
in the country. In 2020, 3G and 4G coverage 
was extended to 100 cities. 

The sharing of RBSs also applies to the 
2G network, and last year TIM signed an 
agreement with Vivo to this end. In addition 
to the benefit of connectivity, this approach 
reduces environmental impacts, such as 
exposure to electromagnetic fields and 
energy consumption in municipalities with the 
decommissioning of one of the two networks.

• New generation networks;

• Internet applications;

• Positive environmental impacts;

• Positive social impacts;

• Open laboratory initiatives.

5G: a new technology on the way

TIM wants to bring forward 
the provision of new 
services, with a focus on:

TIM was the first 
carrier to start 5G 
technology tests in 
Brazil, in 2019

Autonomous vehicles, connected homes, 
remotely operated machinery. These are just 
some examples of the transformations that 
5G will bring about in different segments of 
society. In 2021, the telecommunications sector 
is awaiting the opening of the Anatel auction 
for the 700 MHz, 2.3 GHz, 3.5 GHz and 26 GHz 
frequencies, some of which will enable the 
operators to implement this new technology. 
TIM has adopted a positioning favorable to the 
standalone 5G standard, that is, a new network 
not linked with the existing cellular networks 
(4G, 3G, 2G), enabling the use of the full poten-
tial of the disruptive applications foreseen for 
5G, in addition to providing for competitiveness 
and enabling all service providers to start with 
“pure” 5G under the same conditions.

With standalone 5G, navigation speeds will be 
able to surpass the gigabits per second (Gbps) 
barrier, with extremely low latency, very high 
capacity and a more seamless and uniform user 
experience. This will permit the commercial ap-
plication of Industry 4.0 concepts, principally in 
the industrial sectors that use automated pro-
cesses. It will enable new systems architectures, 
enhancing machine to machine communica-

tion and the widespread application of sensors, 
expanding the use of IoT and permitting the 
development of more intelligent processes that 
will drive multiple benefits for the economy and 
for an ever more connected society. 

In 2019, TIM was the first carrier to initiate 
5G technology tests in Brazil by means of 
partnerships with teaching institutions, 
technology suppliers and start-up hubs, 
creating four 5G Living Labs in the cities of 
Florianópolis (Santa Catarina), Santa Rita 
do Sapucaí (Minas Gerais), Campina Grande 
(Paraíba) and in the Cubo Itaú, in São Paulo. 
And maintaining its pioneering positioning, in 
2021 the company also innovated by providing 
a trial support network for the first experiment 
in the use of standalone 5G during an event 
promoted in the Alvorada Palace in Brasilia, by 
the Ministry of Communications. This involved 
the participation of technology companies 
such as Huawei, Nokia, Ericsson, Samsung, 
Qualcomm and Visiona, an Embraer start-up. 
On this occasion diverse applications were 
presented to the president of the Republic 
and the members of various government 
ministries and departments.
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Addressed as the heart of the business, the 
customer experience underwent an extreme 
test in 2020, with the reduction in personal 
contact and greater dependence on means 
of communication due to the pandemic. The 
quality of the services rendered was even 
further highlighted as it became clear that 
these services are essential. For the company, 
enhancing the user experience and perception 
of performance continues to be an imperative.

Even with the restrictions in place during the 
period, TIM maintained its investments in 
expanding mobile internet and broadband 
access in infrastructure and technology projects 
to support advances in performance, portfolio, 
service and security for its customers. 

Offering customer service solutions in line with 
customers’ needs and requirements is a priority 
in TIM’s digital development. 

The multichannel service system is attuned to 
the customer’s pace of life: it is available full-
time, including the Call Center, which permits 

Customers

MATERIAL TOPIC: 
CUSTOMER EXPERIENCE AND 
SERVICE QUALITY 

SDG    

For TIM, the customer experience is closely 
linked with service and customer service 
quality. The company understands that 
the customer experience influences the 
construction of its image, customer loyalty, 
market presence and competitiveness. 
For this reason, this is a central focus of 
company strategy. 

ESG PLAN TARGET

Halve customer complaints to Anatel 
by 2023, compared with 2019.

Technology  
and accessibility
TIM has developed a space in its website 
that permits disabled people to obtain 
accessibility resources. Persons with 
visual impairment, poor eyesight, 
color blindness, as well as the hearing 
and/or speech impaired can navigate 
autonomously on the website to access 
information about company products 
and services. The tools available for 
download follow the recommendations 
of the WCAG (Web Content Accessibility 
Guidelines) and W3C (World Wide 
Web Consortium), the main internet 
standardization organization. 
  

   Further information about the 
accessibility space here.

customer autonomy in accessing virtually 
all the services. By application, computer or 
telephone, customers may make complaints 
or suggestions, resolve doubts, manage their 
accounts and acquire services or products. 

   To find out about all the functionalities of 
the digital channels, access here.

In addition to the application Meu TIM, the 
Meu TIM Website and the *144 portal, the 
company maintains relations with customers 
via the social media Twitter, Facebook and 
Instagram, as well as via WhatsApp. At the 
end of 2020,  Meu TIM had recorded 59 million 
accesses and more than 8 million single users. 
From the total number of customers, 24% 
have used the application.

28Message from the CEO ESG strategy TIM in the pandemic Environmental SocialGovernance

https://www.tim.com.br/sp/para-voce/acessibilidade?_ga=2.117438479.867091130.1612478685-edcb065c-62d0-39ca-cfaf-d060991149aa)
https://www.tim.com.br/sp/para-voce/atendimento


7.35 was the 
average customer 
satisfaction rate  
with TIM mobile 
telephony

TIM was joint leader in the 
telecommunications category of the 
award as the top of the mind company 
for Brazilians, with 27% recall and 77% 
brand perception. This performance was 
leveraged by the new signature Imagine 
the possibilities and by the presentation 
of the singer Iza as brand ambassador, 
chosen because she personifies the TIM 
values – courage, freedom and respect 
– and defends diversity and the power 
of women.

Folha Top of Mind
QUALITY AND CUSTOMER 
EXPERIENCE
The customer experience is one of the main 
sources TIM has for managing quality. The 
company stays attuned to users by means 
of surveys that measure their degree of 
satisfaction with the services provided, in 
addition to monitoring contacts made with 
consumer defense bodies. 

The Transactional Survey conducted based 
on the call centers boosted the efficiency 
of telephone service assessment because it 
captures the assessment immediately after 
contact with the attendant. 

TIM customers also assess the company’s 
services periodically by means of satisfaction 
surveys such as the National Mobile Telephony 
Survey, with an average Overall Satisfaction 
score of 7.35 in 2020.   

Additionally the National Telecommunications 
Agency’s (Anatel) Satisfaction and Perceived 
Quality Survey is conducted annually as part 
of the country’s regulatory standards. In 2020, 
TIM saw significant growth in average overall 
satisfaction with Pre-paid and Post-paid 
mobile services.

TIM continues to maintain a User Council. 
This initiative is aimed at involving society in 
the provision of telecommunications services 
and in pursuit of improvements. In 2020, 60 
new members assumed positions on the 
regional councils; the institutional meetings 
were conducted remotely. 

   More information is available on the TIM 
website. 

The company keeps track of complaints 
lodged with the consumer protection 
organization Procon, with the website www.
consumidor.gov and the regulatory agency 
in order to manage how these demands are 
addressed. On the website www.tim.com.br/
sp/sobre-a-tim/regulatorio, the public may 
obtain information about Anatel regulations 
that directly influence tariffs, plans, 
promotions and the services offered.

In 2020, TIM assumed the target of reducing 
the number of customer complaints to the 
regulatory body by 50% up to 2023 as part of 
its ESG plan, using 2019 as base year.
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OMBUDSMAN 
In August 2020, TIM launched its TIM 
Ombudsman channel for customers who used 
the other company service channels and were 
not attended within the established time limit 
or whose cases were not were resolved. The 
channel reports directly to the TIM CEO.

The TIM Ombudsman also analyzes reports 
of behavior in breach of legislation, the Code 
of Ethics and Conduct and the requirements 
of Anatel, Procon, the Special Civil Court and 
the website  consumidor.gov. The purpose of 
including these cases is to drive improvements 
in customer service and relationship.

TIM OMBUDSMAN
Access via 0800 882 0041

Open from Monday to Friday, from 8 
a.m. to 6 p.m., by means of the case 
number not attended within the stip-
ulated time limit or not resolved via 
other TIM service channels.

DIGITAL TRANSFORMATION
TIM has been steadily developing artificial 
intelligence solutions for the business stages 
related to the customer experience. In 2020, 
the company accelerated more than 100 
initiatives that prioritize the digital experience. 
With this technological transformation 
underway, the company is promoting user 
autonomy in its sales, customer service and 
communication channels and driving greater 
transparency in relationship processes. 

An example of an innovative initiative that 
benefits the customer is the use of artificial 
intelligence in the call center. Named Taís, the 
virtual assistant developed by the company is 
equipped with tools that automatically detect 
any problems in services and either suggest 
corrective measures or actually resolve 
the issue. She responds to users’ doubts or 
problems in real time by voice or text using 
natural language. 

Among the other advances, the Meu TIM 
application boosted innovation in payment 
and top up methods and in the offer and 
format of plans, such as TIM Black Familia. On 
the Meu TIM website, the main functionalities 

provide an immediate response and beginning 
users can find more resources.

The numbers for 2020 demonstrate the digital 
transformation underway in the company:

• An average of 3.5 million self-service 
interactions  per month via cognitive 
assistant; 

• More than 22 million calls handled by the 
new Cognitive Audio Response Unit (ARU), 
that is, Taís;

• Bills delivered via digital channels increased 
by 18%;

• The number of customers paying via digital 
means grew by over 10pp, reaching 75% of 
total billing;

• The monthly average of single users of the 
Meu TIM application increased by 12%; 

• 36% decrease in interactions involving 
human attendants in the call centers.

The company adopted Agile methodology 
to drive efficiency in the development and 
monitoring of new functionalities and 
improvements in the digital channels.

22 million 
calls answered by the 
virtual assistant
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The TIM Supplier Relationship Policy, available 
on the website, sets forth the sustainability 
commitments it requires from its suppliers, 
which are extensive to sub-contractors, rang-
ing from respect for human rights to envi-
ronmental standards. By means of its supply 
contracts, TIM obliges its suppliers to do busi-
ness in line with legal requirements and good 
compliance practices. 

The contracts also require suppliers to observe 
the TIM Compliance Program, which includes 
the Code of Ethics and Conduct and the Global 
Compact Principles, with express mention of 
repudiation of the use of child or forced labor. 

Suppliers and potential suppliers to the 
company are assessed for conformance 
with labor laws, through consultation of the 
websites operated by the Brazilian Business 
Pact for Integrity and Against Corruption and 
the National Pact for the Eradication of slave 
labor. If any record of violation involving child 
or slave labor is encountered, the company is 

disqualified from providing TIM with services 
or products.  

The TIM supply chain comprises around 800 
Brazilian and 20 foreign suppliers. These in-
clude suppliers of network and infrastructure 
equipment, telecommunications products, 
technology services, electricity providers and 
service providers, such as consultancies, audi-
tors and communication agencies.

Suppliers

MATERIAL TOPIC: 

STRATEGIC AND RESPONSIBLE 
SUPPLIER MANAGEMENT 

SDG   
 
It is TIM’s understanding that strategic and 
responsible management of the suppliers 
in its chain is key to ensuring the offer 
of quality services to customers. This is 
essential in guaranteeing continuity in the 
supply of products and services offered by 
business partners, preventing the risk of 
shortages and ensuring the joint creation 
of innovations and differentials in products 
and services. In parallel, it is important to 
ensure the creation of positive value in the 
TIM chain, engaging suppliers in good social 
and environmental management practices, 
in addition to good business practices.

To monitor potential risks in its chain, TIM 
requires suppliers to respond to questionnaires 
on ethics and conflicts of interest, as well as 
on socioenvironmental questions before any 
contract is signed.
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Brazil’s General Personal Data Protection 
Law (LGPD in the Portuguese acronym) 
nº 13.709/2018, which came into force in 
September 2020, presented companies with 
challenges related to certain critical questions 
– data protection and customer privacy 
–, further increasing the responsibilities of 
the telecommunications segment. TIM had 
already anticipated the provisions of the law 
related to care with customer data. 

Since the law was published in 2018, the 
company had initiated preparations on 
diverse fronts to ensure full compliance with 
its requirements. Among the main measures 
were training employees to be aware of the 
impacts and the modifications that the law 
introduces and to follow the guidelines for 
the collection, use and protection of the 
data of customers, employees, suppliers and 
other stakeholders. 

To guarantee structured management of 
the diverse activities necessary to ensure 
compliance with the law, TIM: 

• Created the Privacy Committee, 
coordinated by the CEO with company 
directors as members; 

• Created the position of Data Protection 
Officer (DPO); 

• Updated the company’s Privacy and 
Cookies policies;

• Compliance with requests for Owners’ 
Rights (the law guarantees a series of 
personal rights, including the correction, 
anonymization and review of automated 
decisions);

• Contracting of a digital tool for compliance 
with and management of Owners’ Rights, 
ensuring a better experience for customers 
in the exercise of their rights;

• Assignment of Compliance team to lead 
the measures necessary for compliance 

with the new law and management of 
Owners’ Rights requests;

• Establishment of receipt of ISO 27001 
certification – information security 
management standard –, as a target for 
2022. The standard is already used as a 
reference in processes;

• Adaptation of new contracts in relation to 
treatment of personal data; 

• Review and adaptation of existing 
contracts identified and classified as 
having an impact on personal data;

• Review and updating of internal 
documents and rules to regulate and 
guide the treatment of personal data by 
employees;

• Creation of a Privacy Center on the TIM 
website, accessible via this link;

• Creation of an internal security flow 
for incidents or cases of leaks involving 
personal data.

Privacy and Data Protection

MATERIAL TOPIC:  
DATA PROTECTION, CUSTOMER 
PRIVACY AND CYBERNETIC 
SECURITY 

SDG  

It is TIM’s understanding that customer 
data protection and privacy is a topic that 
is directly linked with business continuity 
and has a direct impact on the company’s 
image and reputation, as well as on 
customer satisfaction and retention. Non-
compliance with legal requirements can 
lead to fines and loss of market confidence. 
In the context of the pandemic, cybernetic 
security gained even greater importance 
given the need to safeguard customer 
information, protect data and prevent 
possible interruptions to the operation.

ESG PLAN TARGET

Receive ISO 27001 by 2022.
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ENVIRONMENTAL
> Environmental management system
> Energy
> Waste
> Climate change

03
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Make the operations carbon neutral 
by 2030. This is one of the ambitions 
TIM assumed in its 2021-23 ESG 
Plan. Promoting environmentally 
responsible management goes 
far beyond observing standards. 
It involves the pursuit of solutions 
that contribute towards mitigating 
environmental impacts and 
adopting a proactive stance in 
preserving natural resources. Based 
on this vision, TIM also assumed 
commitments in the areas of 
renewable energy, eco-efficiency, 
waste and emissions

Covering all its operations, TIM Environmental 
Policy sets forth three basic commitments: 
protecting the environment, complying 
with legal requirements and organizational 
standards and the ongoing improvement of 
the company’s Environmental Management 
System  (EMS) to enhance environmental 
performance. Furthermore, TIM is committed 
to a series of principles, worthy of note being 
waste management, efficient natural resource 
consumption, continuous improvement and 
the prevention of pollution.

With practices fully aligned with company 
standards, since 2010 the TIM EMS has had 
ISO 14.001 environmental certification for 
network management and operations in 
the states of Rio de Janeiro, São Paulo and 
Espírito Santo. 

In 2020, the company’s operation involved 
more than 21,000 radio base stations (RBSs). 

All of them are licensed by Anatel, Brazil’s 
National Telecommunications Agency 
(Agência Nacional de Telecomunicações), 
which is responsible for regulating this activity. 
The installations need to be authorized by the 
competent local authority and have urban 
planning and environmental licenses, when 
applicable. Due to the company’s nationwide 
coverage, from this total of RBSs, 149 are 
located in preservation areas (APAs or APPs). 
TIM monitors these locations periodically to 
ensure that they do not impact biodiversity.

21,000 
Radio Base 
Stations cover  
the country

Environmental 
Management System

Environment
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Energy
TIM depends on a constant supply of 
energy at a competitive cost for its 
telecommunications networks, stores and 
administrative buildings. Given its impacts 
and strategic importance, in addition to being 
a material topic for the company, energy 
management is one of the commitments 
assumed in the 2021-23 ESG Plan, with 
targets for the transition to renewable energy 
and emissions reductions. 

The company has a centralized area which 
manages energy consumption throughout the 
operation. Among other attributions, the team 
responsible plans and monitors consumption 
and the energy efficiency projects in place. 

TIM energy management is based on two 
fronts: energy efficiency and the pursuit 
of renewable sources. Aligned with the 
guidelines set forth in the company’s 
Environmental Policy, a number of measures 
are being implemented:  

MATERIAL TOPIC: 
ENERGY MANAGEMENT 

SDG    

The telecommunications sector is highly 
dependent on the continuous supply 
of electricity to ensure the functioning 
of its operations. Consequently, TIM 
views energy scarcity as a significant 
operational risk, directly linked with the 
company’s costs. Any interruptions in 
energy supply impact service provision 
and the customer experience. It is the 
company’s understanding that investment 
in renewable sources of energy contributes 
to a lower environmental impact. 

ESG PLAN TARGETS

Reach 90% energy consumption from 
renewable sources by 2025.

Increase energy efficiency in data 
traffic by 80% up to 2025, against base 
year 2019.

• With investments underway since 2017, 
the target for the Distributed Generation 
Project is to reach 60 company-owned 
units by the end of 2022, including solar, 
hydroelectric and biogas plants with a 
monthly generation capacity of 38 GWh;

• In 2020, another 13 plants (10 solar, 2 
hydroelectric and 1 biogas) came into 
operation in the states of Ceará, Mato 
Grosso do Sul, Paraíba, Pernambuco, 
Sergipe and São Paulo;

• In 2020, 64%1 of the company’s average 
electricity consumption or 402,732 MWh 
was from renewable sources. The target 
is to reach at least 90% by 2025. By 
December 2020, TIM had managed to 
reach 74%; 

• Around 20% of the electrical energy 
consumed in 2020 was renewable and 
was bought on the free energy market, 
a negotiation space that functions 
independently of the power utilities;

• In relation to the power plants, TIM 
commissions the construction by partners, 
leasing the plants via long-term contracts 
with demand guaranteed;

• In addition to the 2G network sharing 
agreement with Vivo, TIM maintained its 
Decommissioning project, which promotes 
a reduction in energy consumption by 
means of the gradual deactivation of the 
2G network, the removal of obsolete or 
unused equipment, which is substituted 
with more efficient models. In 2020, the 
company obtained energy savings of 
13,815 GJ; 

• Journey to the Cloud  project for the 
virtualization of data centers driving 
greater efficiency;

• Unplugged sites: autonomous units 
powered by solar energy with transmission 
via satellite.

1 The breakdown of energy consumption is: 21% from the 
free market (100% renewable), 18% from the Distributed 
Generation Project (100% renewable) and 61% from the 
National Energy Grid (43% renewable, according to the 
2019 National Energy Balance).
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ECO-EFFICIENCY INDICATOR 
(bits/Joule)

2019

9,827

2020

16,146
+64%

ENERGY EFFICIENCY  
TIM has the goal of decreasing energy 
consumption while maintaining product 
and service quality. The 2021-23 Strategic 
Plan reflects the company’s concern 
about more efficient energy use for data 
traffic and assumes the commitment 
of promoting an 80% increase in energy 
efficiency by 2025. To reach this target, 
a TIM is replacing equipment with more 
efficient models, enhancing its production 
processes and monitoring consumption 
by means of an eco-efficiency indicator1.

1 The eco-efficiency indicator enables the company to 
measure its energy efficiency based on the relationship 
between the service offered to customers (bits) and the 
company’s impact on the environment (joules of energy 
consumed). The factors that make up this indicator are 
the data and voice traffic on the fixed and mobile net-
works and the organization’s energy consumption. TIM's 
network traffic in 2020 was 4,604 PB. 

The company’s energy 
management strategy prioritizes 
energy efficiency and the pursuit 
of renewable sources

1,679  
active biosites,
with low  
urban impact

1 According to The Green Grid, PUE (Power Usage Effective-
ness) is defined as the ratio of total energy used in the instal-
lation to the energy used in IT equipment. More information 
may be consulted here.
New data centers are activated every year, which results in 
the variation in this indicator.

The company also monitors the efficiency of 
energy consumption in its data centers via the 
PUE (Power Usage Effectiveness)1 indicator, as 
shown in the chart below:

AVERAGE PUE

2018 2019 2020

1.80
1.87

1.91
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The efficient and responsible management 
of solid waste is included in the goals 
assumed by TIM in its 2021-23 ESG Plan. 
The company has the target of recycling 
at least 95% of the waste generated by its 
operations and maintaining this level by 

2023. Accordingly, it intends to limit waste 
disposal in landfills by up to 5%. Set forth in 
the Environmental Policy, waste treatment 
is undertaken in accordance with legal 
requirements and seeks to go beyond them. 
In compliance with Brazil’s national solid 
waste policy (law 12.305/2010), the company 
shares responsibility for the receipt and 
the environmentally adequate disposal of 
post-consumer electronic equipment (such 
as smartphones,  modems, batteries and 
accessories) with its business partners. 

Due to the adoption of remote working, solid 
waste generation in the company’s offices was 
lower during the year. With a lower volume 
of organic waste, the percentage of recycling 
doubled, reaching 24%. 

MATERIAL TOPIC: 

POST-CONSUMER WASTE MANAGEMENT

SDG    

TIM recognizes its direct and shared responsibility in managing 
the post-consumer phase of its products (smartphones, modems, 
batteries and accessories). In parallel, the company is aware that the 
operation also generates hazardous and non-hazardous waste both 
in administrative processes and in processes involving the installation 
and maintenance of infrastructure. This waste has to be disposed 
of correctly in accordance with legal requirements in order not to 
contaminate the environment and to avoid sanctions and fines for 
the company. 

ESG PLAN TARGET

Recycle at least 95% of solid waste by 2023.

Waste

17 tons 
of products recovered  

for reuse
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Climate Change

While telecommunications services 
contribute towards greenhouse gas (GHG) 
emissions, their operations are exposed 
to the risks provoked by climate change. 
For TIM, managing emissions constitutes a 
strategic factor for business continuity and 
value generation. 

TIM’s Climate Change Policy establishes 
that the implementation of mitigation and 
adaptation measures is indispensable for the 
well-being of society. The policy sets forth 
principles that should be applied to all the 
company’s activities in Brazil to ensure the 

ESG PLAN TARGETS

70% reduction in indirect (scope 2) 
emissions by 2025.

Be a carbon neutral (scopes 1 and 2) 
company by 2030.

efficient management of its GHG emissions. 
The resolutions in the document are based 
on the requirements of Brazilian and 
international legislation, the determinations 
of regulatory authorities and the guidelines 
of the TIM Italia Group.

As part of its commitment to society, TIM 
conducts an annual inventory of the GHG 
emissions sources in its operations. These 
emissions occur in diverse stages of the 
company’s activities, such as the operation 
of equipment, maintenance of buildings 
and stores and travel by employees, which 
involve the consumption of energy and 
fuel with the consequent direct or indirect 
emissions of GHG. The inventory is audited 
by an independent third-party. In 2020, the 
company managed to reduce its indirect 
scope 2 emissions by 28% and its combined 
scope 1 and 2 (carbon neutral target) 
emissions by 30%, taking into account the 
purchase of carbon credits to offset scope 
1 emissions, which reinforces the emissions 
reduction initiatives1.

To ensure transparency, the company 
discloses its emissions, strategy, risk and 
opportunity management and other 
initiatives on the website of the Carbon 
Disclosure Project (CDP) and on the GHG 
Protocol public registry platform. These are 
verified by a third-party.

TIM sought to gain more in-depth 
understanding of this question by calculating 
its carbon footprint, a study which measures 
a product or service’s specific GHG emissions 
during the course of its life cycle. The analysis 
showed that each 1 Mb of data transmitted 
over 4G technology results in an emission of 
1.47 g of CO2e. The major stages affected in the 
company’s operations are related to burning 
diesel in generators and consuming electricity.

1. Emissions reduction percentages updated considering the 
new CO2 emission factor released by the Brazilian grid National 
Interconnected System for 2020,  made available by the Ministry 
of Science, Technology and Innovations.

TIM reduced its 
scope 1 and 2 GHG 
emissions by 30%
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ESG PLAN TARGET

Extend 4G connectivity to all the 
municipalities in Brazil by 2023.

Social
Digital inclusion 
A permanent goal in TIM’s strategic 
planning, technological evolution, with 
expanded coverage and improved 
services, helps to promote capillarity and 
accessibility, via both the mobile and 
broadband networks. These advances 
constitute the driver necessary for digital 
inclusion in the country.

In TIM’s vision, widespread access to mobile 
telephony and the internet represents 
opportunity and transformation in the 
lives of many people. The pandemic 
accelerated the digitalization of countless 

activities, and diverse services migrated 
to the virtual environment. As a result, the 
urgency for the telecommunications sector 
to provide accessible solutions for the 
majority of the population increased. The 
trend towards greater use of technology 
and connectivity, both in people’s private 
lives and in companies and essential public 
services, underscores the importance for 
TIM of extending 4G connectivity to all the 
municipalities in Brazil by 2023. 

MATERIAL TOPIC:
DIGITAL INCLUSION AND ACCESS 
TO CONNECTIVITY 

SDG    

TIM telecommunications activities generate positive 
impacts beyond the business. Access to mobile telephony 
and broadband internet services not only enables 
communication, but also the creation of countless 
opportunities for people and companies, functioning as a 
powerful tool for innovation. This transformation is also 
connected with digital inclusion based on connectivity in 
regions with no access to these resources, such as isolated 
communities, rural and low-income areas.

The urgent need for the digitalization of diverse services 
and the migration of diverse activities to the online environ-
ment during the pandemic have made telecommunications 
an even more essential service.

“To evolve together with courage, 
transforming technology into 
freedom”. TIM's new purpose 
reflects the essence of what is 
behind the business: people. 
Whether it is employees, 
customers, suppliers, partners 
or society in general, the 
company believes that collective 
transformations involve individuals 
and that companies can be 
important levers of change. In its 
2021-23 ESG Plan, TIM stresses 
that new competencies are a key 
factor for maintaining leadership. 
Consequently the company 
translates its social performance 
into targets through topics 
such as diversity and inclusion, 
engagement, training and digital 
inclusion, which are presented 
throughout this chapter.

The digitalization of activities during the 
pandemic made telecommunications 
services even more essential
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The Covid-19 pandemic brought about an abrupt 
transformation in labor relations worldwide. For 
TIM, the challenge was no different. Employees 
had to adapt to working remotely from home 
and to assimilate new digital competencies. 
Nonetheless, TIM’s readiness in providing 
resources, equipment and training for its team 
was decisive in maintaining service continuity and 
in re-establishing the same level of efficiency.

At the end of 2020, the company’s human and 
intellectual capital comprised 9,723 people. TIM 
has focused continually on promoting the health, 
safety and productivity of its employees in an 
inclusive work environment. Remote working 
proved to be successful, including employees 
engaged in call center services. 

The restrictions imposed by the pandemic did 
not impede planned activities, such as the 
performance review process. In 2020, 88.4% 
of the employees received performance and 
development reviews.

Employees

ESG PLAN TARGETS

Maintain employee engagement at the level of at least 
80% by 2023 .

Train 99% of company employees in the ESG culture 
by 2023.

Train another 5,000 employees in digital capabilities 
by 2023.

MATERIAL TOPIC: 
HEALTH, WELL-BEING AND  
EMPLOYEE MANAGEMENT 

SDG    

For TIM, the employees represent the company and drive 
its performance with their knowledge, skills and mindsets. 
As part of TIM strategy to be recognized as an innovative 
company, it has the goal of attracting and retaining diverse 
talents, as well as motivating employees. The outbreak of 
the coronavirus reinforced the importance of concern about 
employee health and well-being.
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Diversity and InclusionMATERIAL TOPIC: 
PROMOTING DIVERSITY AND 
EQUALITY OF OPPORTUNITIES

SDG    
 
Promoting a corporate culture of respect 
and valuing differences between people 
has become a fundamental principle. TIM 
believes that the more diverse a group is, 
the greater the exchange of experiences 
and solutions, which helps build a healthy 
work environment, driving gains in 
attraction, engagement, innovation and 
competitiveness. 

ESG PLAN TARGETS

To have 35% women occupying leadership 
positions by 2023.

To reach 40% black people in the work 
force by 2023. 

For TIM, diversity in the workforce means 
mirroring the demographic composition of 
the society in which it operates. In line with 
the Diversity and Inclusion Policy, available 
on the TIM website, in 2020 the company 
maintained its strategy of disseminating 
an ever more inclusive culture, based on 
respecting and valuing the differences and 
contributions of each person. 

The company believes that the more diverse 
the team, the greater the engagement and 
the exchange of experiences and solutions. 
This orientation is reflected in an inclusive 
professional environment and competitive 
advantages in the market. 

Governance of the theme is overseen by a 
dedicated management area within Human 
Resources, responsible for the formalization 
of structured policies, programs and initiatives 
aligned with the company’s ESG strategy and 
internal culture. Established transversally, 

the commitments set forth in the Diversity 
and Inclusion Program provide guidelines for 
internal processes related to gender, sexual 
orientation, race, generation and disabled 
persons. And by means of a diversity calendar 
aligned with the UN international agenda, the 
communication and training plan provided 
for all employees and managers promotes 
ongoing widespread reflection and dialogue 
on diversity and on the specific challenges 
faced by minority groups.   

At senior management level, the Diversity and 
Inclusion Committee tracks and assesses all 
the initiatives in progress, coordinated by the 
TIM CEO. Aligned with the plan guidelines, 
these initiatives reflect the commitments 
assumed in relation to each social group 
prioritized by the company. 

On the front line of the awareness and 
engagement activities, the Affinity Groups 
created in 2020 mobilized almost 500 

employee volunteers engaged in reaching 
out and promoting dialogue, sharing 
ideas, mapping gaps and proposing and 
implementing initiatives that promote 
diversity and an ever more inclusive culture.
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Training 
and education  

Business requirements and the future chal-
lenges in the telecommunications sector 
shape the planning of TIM training and educa-
tion programs. Even with the changes im-
posed by the Covid-19 pandemic, this strategic 
pillar was not interrupted. Around 1,500 em-
ployees participated in development programs 
to promote digital, technical and behavioral 
capabilities, worthy of note being the content 
presented in the TIM Talks Experience in a 
100% digital format.

In 2020, TIM invested over R$ 8 million in 
training and education programs, around R$ 
859 per employee. The company invests in 
educational initiatives aimed at fostering the 
evolution of skills, professional and career 
development and engagement, organized by 
goals, as described ahead:

•  Specific technical training - Focused on 
technical qualification and updating for 
the execution of the designated function, 
with mapping of the specific and critical 
knowledge necessary for employees

•  Transversal training - Focused on preparing 
employees in skills that permeate all the 
areas. The training enables employees to 
address specific area challenges to drive 
business results

•  Institutional training – Aimed at 
familiarizing employees with the company

•  Learning journeys – These are customized 
training programs, such as the Evolution 
Program, aimed at preparing store managers 
and sales consultants in institutional and 
business matters, as well as leadership

•   Onboarding Program - This is to welcome 
and integrate new employees. It presents 
TIM’s positioning on ethics and conduct, anti-
corruption, the market and the competitive 
conjuncture, among other key subjects

ESG CULTURE  

The activities set forth in the 2020-22 
Strategic Plan to strengthen the ESG culture 
were continued: 99% of the work force 
concluded courses on socioenvironmental 
and governance aspects. The topics 
addressed include the environment, human 
rights, anti-corruption, sustainability, data 
privacy and health and safety. 

In 2020, new courses related to these 
topics were launched, such as the Integrity, 
Diversity and Inclusion Program, a course 
in preparation for the data privacy law 
(LGPD) and one on Contract Management. 
The contents of other courses, such as 
Environmental Management, Sustainability, 
Anti-Corruption and the Code of Ethics 
were updated. 

These programs are available for all 
employees on the TIM training platform. 
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Health and safety 

In 2020, the coronavirus pandemic further 
heightened the importance of Health and 
Safety management in TIM. Based on the 
experience of TIM Italia, the company reacted 
promptly at the first signs of the pandemic in 
the country, as described ahead:

• Implantation of remote working for all 
employees able to do so.

• Frequent surveys tracked the needs 
of employees in relation to people 
management processes.

• The benefits package was adapted for 
those working remotely.

• Application of surveys to map employees 
and family members in high risk groups, in 
line with CDC (Center for Disease Control 
and Prevention) techniques.

• Tracking and statistical control of proven 
cases of Covid-19 among employees and 
third-parties by the Health and Safety area.

• Development and dissemination 
of conduct guidelines to prevent 
contamination by Covid-19 for employees 
and third-parties.

• Implantation of telemedicine service 
jointly with healthcare plans and the main 
hospitals in the country.

• Execution of Covid-19 tests, in particular 
in the stores, to identify contaminated 
employees.

• The Personal Support Program service 
was extended to operate 24 hours a day, 
seven days a week, for employees and 
family members.

• Offer of broad content on topics related 
to the crisis, such as remote working 
practices, well-being and mental health 
and sanitary protocols.

• Provision of ergonomic chairs for those 
working at home.

• The Internal Work Accident Prevention 
Week (Sipat in the Portuguese acronym) 
was held 100% online.

The decision to extend remote working to 
the Call Center attendants took into account 
the quality of life and health of employees 
and an improved experience for consumers. 
The company provided the equipment and 
furnishings necessary for working from 
home, from a desktop computer to internet 
connection, as well as a monthly financial 
allowance. 

As a result, the score in the satisfaction 
survey conducted after the contacts 
increased by 37% in the period from March to 
November 2020. There was an 8% increase in 
productivity and a reduction in the employee 
turnover rate. The measure covered some two 
thousand people who normally worked on 
site in the district of São Cristóvão, in Rio de 
Janeiro, and in Santo André (São Paulo).  

The benefits 
package   
was adapted for 
those working 
remotely

Positive call center 
experience 
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Human Rights 

TIM believes that protecting human 
rights should be part of the mission of all 
organizations. Before looking outwards, the 
company conducts a periodic due diligence 
process to assess respect for and the 
guarantee of human rights, seeking to identify 
risks and potential impacts. 

As part of this process, TIM requires 
strategic areas affected by this question 
to respond to the Global Compact Human 
Rights Capacity Diagnostic (HRCD) self-
assessment questionnaire to verify the level 
of engagement and management capacity in 
human rights.

The last self-assessment was conducted in 
2018 and the average result was 3, on a scale 
from 1 to 6, which represents an efficient level 
of management maturity. No remediation 
measures were identified as being necessary 
in the due diligence process.

According to the mapping undertaken by TIM 
children and adolescents; women; persons 
with disabilities; and the elderly are the most 
vulnerable audiences.

Accordingly, the company is able to examine 
its impacts, elaborate action plans to 
guarantee these rights and to communicate 
any cases of restrictions or violation of rights 
transparently. The company adopts the UN 
Guiding Principles on Business and Human 
Rights (John Ruggie Principles) to conduct this 
assessment.

TIM has been committed to human rights 
since it joined the UN Global Compact in 2008. 

For the company, the concept of human 
rights means treating all people with dignity, 
respecting and ensuring the non-violation of 
internationally recognized rights, including 
workers’ rights and the right to non-
discrimination.

Employing a broader concept, TIM recognizes 
that aspects of its business, such as 
data privacy, a secure internet, access to 
information and freedom of expression are 
unalienable human rights that must be 
recognized and respected.

Employees at all levels and TIM’s stakeholder 
groups are bound by a set of internal 
standards that certify the company’s 
commitment: the TIM Group Human Rights 
Policy; the Supplier Relations Policy; and the 
Social Responsibility Policy. All these policies 
are available on the website. The Code of 
Ethics and Conduct is also important in this 
context and may be found on the website.   

These standards prohibit child labor and 
forced or compulsory labor, discrimination 
and psychological and sexual harassment. 
They place value on diversity and guarantee 
freedom of association and the right to 

collective bargaining (read more in Ethics and 
governance in business). 

The online Human Rights course is available 
for all employees on the TIM training platform. 

In 2020, TIM received 20 reports related to 
human rights on its Whistleblower Channel, 
all of which were resolved during the year. 
Among these, five were related to threats or 
coercion (one of which was substantiated) 
and 15 were relative to privacy, of which five 
were substantiated. TIM took the applicable 
corrective measures, such as the correction of 
customer records and internal alignment.  

Since 2008, 
TIM has been a 
signatory to the 
Global Compact 
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Instituto TIM 

The Instituto TIM reinforces and orientates the 
company’s ESG and social investment strategy. 
To promote human development in Brazil, the 
organization believes in and acts to promote 
the democratization of knowledge, science and 
technology, employing innovation to leverage 
transformation.

Founded in 2013, the Instituto TIM has benefited 
over 700,000 people, and its actions have 
impacted some 500 cities in every state in Brazil. 
The institutes's projects concentrate on four 
principles. See the table at the side.

700,000  
people
benefited  
by the projects

TEACHING: 
The institute develops and democratizes 
educational approaches and resources that 
contribute towards teaching science and 
mathematics.

APPLICATIONS: 
It invests in technological solutions that 
contribute towards human development.

WORK: 
It creates and democratizes teaching strategies 
that promote the productive technological 
inclusion of young people.

INCLUSION: 
The institute promotes civic awareness and the 
diffusion of knowledge.

    Further information about the Instituto TIM here. 
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