
Annual   
Report 2021



KEY FINANCIAL 
FIGURES 06

ACHIEVEMENTS AND 
RECOGNITIONS56

THE FUTURE65

CREDITS66

MESSAGE 
FROM THE CEO04

ABOUT THE 
REPORT03

RELATIONSHIPS 43

BUSINESS 
STRATEGY33

TECBAN 07



In partnership with 
PricewaterhouseCoopers 
(PwC), we diagnosed 
where we stand on the 
ESG agenda in order to 
analyze the company's 
social, environmental and 
governance maturity.

This edition of the TecBan Activities Report includes the 
group’s performance during the business year January 1 
to December 31, 2021. 

The content of the report covers issues that reflect how 
we engage with our clients, partners and society, as well 
as our deliverables, achievements and connections with 
the sustainable future of the business. 

We wish to highlight our social role, leading players in 
the innovation and technology agenda of the Brazilian 
financial system, and our partnership with the retail sector 
as the key drivers of the business whose values of quality, 
efficiency and security are non-negotiable.

About the 
report
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Dear readers, 

In the following pages we will discuss our 
performance last year. Our strategy is built 
on efficiency that allows us to expand our 
business into more segments, such as solutions 
for in-store cash withdrawals using cashless 
ATMs, new operations such as reloads and gift 
cards and Mídia Banco24Horas that transforms 
Banco24Horas into an important media in 
commercial premises, as well as the +Varejo 
Banco24Horas that generates savings and 
ensures that money circulates more rapidly. 
 
We also operate as a relationship platform, with 
ATM-as-a-service solutions capable of adapting 
to the needs and strategy of the various 
institutions. An example here are the Espaços 
Banco24Horas, Banco24Horas Truck and 
Container, ATMManager and Banco24Horas 

Message from the CEO
Much more than withdrawals!

in bank branches. We have consolidated our 
leadership in these businesses, with the constant 
increase in our capillarity being a key point 
in the relationship and connection between 
the institutions and the Brazilian population. 
 
But we are much more than just withdrawals. 
We have built a secure innovation model that 
searches for scalable and sustainable long-
term solutions. We are always reinventing the 
format of self-service facilities in Brazil. In 2021, 
investments in sustainment, transformation 
and innovation, which exceeded R$ 500 
million, were channeled to building a 
new portfolio of products and solutions. 
We participated in the discussions and 
implementation of open finance in Brazil; we 
launched Latin America’s first 5G-technology 

ATM; we have moved ahead with our 
operations in the out-of-home advertising 
market through Mídia Banco24Horas; and 
we have gained additional traction with 
the HubDigital, a platform that allows 
clients of payment institutions, fintechs, 
and social and digital banks to use the  
Banco24Horas network. 

We have structured a new business unit,  
Serviços Integrados TecBan whose role 
is to be an agent of transformation and 
operational management involving logistics, 
maintenance services, conservation, installation 
and management of third-party assets and 
businesses; and much more that will be 
described in the pages below.

We ended the year 
with gross revenues 
of R$ 3.8 billion, 
up by 5.8% over 
2020, taking all the 
business units together 
- Banco24Horas, 
TBForte and TBNet.
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In 2021, revenues from all other business units other than Banco24Horas rose by 39% in 2021, to almost 
R$ 300 million out of a total gross revenue of R$ 3.3 billion, up by 5.8% over 2020.   We ended the 2021 
financial year with consolidated net income of R$ 173 million.

In 2022, we will chalk up a 40-year presence in the Brazilian market. Our mission is to continue creating 
solutions by uniting the physical milieu with the digital to foster financial inclusion. This is our challenge 
and the objective towards which we are working. We want our products and services to get to where they 
are essential, serving the most diverse sections of the population and regions of the country without losing 
sight of the key trends, efficiency, productivity and good financial management.

Enjoy your read!

Jaques Rosenzvaig 

CEO TecBan 

41%39%
investments in R&Dnew revenues
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Key financial figures  

Net income:
R$ 173 million

EBITDA: 

R$ 592.3 million,  
growth of 3.6% in 
relation to 2020

Investments: 
More than R$ 500 
million

The amounts 
in research and 
development (R&D) 
grew by 41% in 
relation to 2020

Net revenue:
R$ 2.8 billion

Leverage measured by the ratio 
of net debt to EBITDA:  

1.9x, against 1.7x in 2020

Gross revenue
grew by 5.8% in relation 
to 2020
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A TecBanTecBan



About us 
For more than 39 years  we have been creating 
innovative solutions in the financial industry 
that integrate the physical milieu and the digital.  
 
Banco24Horas ended the year 2021 with a 
presence in the lives of 152 million Brazilians, 
with more than 24 thousand automated teller 
machines and in more than 1,000 cities. Our 
capillarity and the volume of financial solutions 
provides autonomy and security to the retail 
sector and more than 150 connected financial 
institutions that make available more than 90 
transactions. All this has made us the world’s 
leading company by volume of withdrawals.  
 
Over time, our operations have become 
even more extensive through new services, 
processes, technologies and solutions. We 
have created companies in strategic sectors, 
like TBForte (transportation of valuables), 
TBNet (telecommunications) and at the end 

Purpose, values and culture

Purpose 
To collaborate in building efficient and 
secure solutions to further connect 
institutions and society.

Our culture is based on the fast-forward concept 
derived from the studies by Professor Julian Birkinshaw 
from London Business School, which implies 
inculcating in every employee of a company the feeling 
of responsibility for their actions and for the growth 
of the company.

  Feeling of belonging 

  Recognition 

  Self-development

Valuing people

  Integrity 

  Respect 

  Honesty

Ethics

  Customer-focused 

  Excellence in products and services 

  Agile decision making 

  Sustainable results

Results

Values 
of 2021, Serviços Integrados TecBan, which debuted 
on the market in the role of an agent of transformation 
and operations management involving logistics, 
maintenance services, conservation, facilities and the 
management of third-party assets and businesses. 
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Governance and ethics

Over recent years we have evolved in terms of 
governance and ethics, combining financial 
performance with risk management, data security 
and internal controls. We conduct our business 
with equity, ethics and respect.

In 2021, in a reputation survey undertaken by 
consulting company Reptrak, we achieved a 
level considered excellent where governance 
is concerned. According to the survey, we are 
recognized for our proper and responsible manner 
of doing business, for our transparent operations, 
ethics and for our positive contribution to the 
economic ecosystem.    

Our governance structure includes a Board of 
Directors that defines guidelines and approves 
strategies and investments. We also have an Audit 
Committee that provides objective and independent 
assessments of the company’s business activities and 
operational support, analyzing policies, procedures, 
practices, documentation, systems, methods and 
management model. There is also a Risk Management 
Group responsible for deciding on actions regarding 
the risks and opportunities of the group companies, 
which is monitored by senior management using the 
Three Lines of Defense methodology.

AUDIT COMMITTEE
Objective and independent evaluation of the 

company's business and operational support activities 

RISK MANAGEMENT GROUP
Analysis of risks and opportunities 

(Three Lines of Defense)

BOARD OF DIRECTORS
Defines directives, approves strategies and investment
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We also use important tools to ensure the ethical nature and compliance of our business:

The TecBan Code of Conduct guides employees and 
stakeholders on ethical principles and standards of 
conduct within the company and in its relationships, the 
behavior expected and what they must do in the face of an  
ethical dilemma. 

The code is approved and distributed by the Conduct Group 
consisting of the superintendents of the Internal Audit, 
Corporate Management, Legal Counsel and Personnel 
areas. In cases of non-compliance with the code, this groups 
is also responsible for analyzing the fact, deciding whether 
or not it infringes the rules of TecBan and oversees the 
appropriate actions.

We run activities and trainings on ethics, conduct, compliance 
and satisfaction aculturement for the employees at all levels 
of TecBan. Specifically in the case of data security, in 2021 
we structured our program designed for the Brazilian General 
Data Privacy Law (LGPD).

Code of Conduct

In the specific case of data security, in 2021 
we structured our program in response to the 
Brazilian General Data Protection Law (LGPD).

Find out more 
about our  LGPD actions on page 41. 

The Ombudsman’s Department is a channel for reviewing 
the solutions put forward for complaints involving the 
company’s products, processes or services.

It is in charge managing Customer Satisfaction Surveys, in 
addition to managing the action plans drawn up by the 
areas arising from the results of these surveys, representing 
the opinions of customers on all discussion fronts.

We also run activities and trainings about ethics, conduct, 
compliance and instilling a culture of satisfaction for 
employees at all levels of TecBan. 

Ombudsman’s Department

We have a Conduct Manual for Suppliers and business 
partners containing guidelines for healthy and transparent 
business relationships, and the commitments that these 
stakeholders must abide by in their relationships with TecBan.

Conduct Manual for Suppliers

The Ethics Line is an impartial channel provided for 
employees, suppliers, business partners, clients and society 
to raise situations or suspicions of non-compliance with our 
Code of Conduct. 

Manifestations are received by the independent consulting 
company Contato Seguro, which ensure the confidentiality 
of the complaints. Thereafter, these are analyzed in a 
confidential manner by the Conduct Group, depending on 
the issue, and by our Internal Audit unit.

TecBan Ethics Hotline
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ESG Program 
 
In order to advance further in environmental, 
social and governance aspects, in 2021 
we began designing the Environmental, 
Social and Governance (ESG) Program with 
the support of international consultants 
PricewaterhouseCoopers (PwC). Our 
objective is to structure and standardize our 
initiatives on these topics by setting medium 
and long-term targets.

Throughout 2021, a diagnosis was carried 
out involving senior management. In this 
first phase, we obtained preliminary results 
according to the assessment by PwC:

    I – Environmental axis: 

• Carbon Disclosure Project (CDP): 
the fifth year of responding to the CDP 
questionnaire, a not-for-profit international 
organization that assists companies and cities 
to disclose their environmental footprint 
indicators.  In 2021, we reached the best 
level of engagement since 2017/2018.

• Maintenance and sustainable disposal 
of ATMs: partnerships set up to overhaul 
equipment, thus avoiding early disposal of 
the ATMs, in addition to decommissioning 
them according to the rules on recycling 
when they are no longer subject to 
maintenance.

• Products and services: products and services 
in our portfolio display elements of the green 
agenda, such as the recycling ATM that avoids 
the need for visits by security trucks and, 
therefore, greenhouse gas (GHG) emissions, 
and the installation of ATMs in peripheral 
regions which favors financial inclusion and 
avoids movement to the major centers thereby 
mitigating the impact of GHG emissions.

    II – Social axis:

• The Ethos Questionnaire: as this is a 
highly respected instrument for assessing 
sustainability and social responsibility, we 
have been filling out the questionnaire 
since 2013, with better results year after 
year. The tool can be a source of insights 
for TecBan, especially on social issues.

• Financial inclusion: core business 
involving the financial inclusions of the 
Brazilian population and the country’s 
socioeconomic development.

    III – Governance axis:

• Data security: a robust data security 
structure serving as a for both the 
domestic and international markets, 
including important projects such as data 
protection awareness bulletins carried by 
the Brazilian press.

• Risk monitoring: we have a Risk 
Committee responsible for deciding on 
actions regarding the risks and opportunities 
of the group companies, which is monitored 
by senior management using the Three 
Lines of Defense methodology for issues 
involving environmental and financial risks, 
among others.

• The fast-forward culture: the fast-
forward cultures with its four pillars 
enables the companies of the TecBan 
Group to clear the path to innovation 
and to evaluate the results at first hand, 
a propitious scenario for including actions 
within the ESG agenda.

ENVIRONMENTAL GOVERNANCESOCIAL

E
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The year 2021 was generous in milestone figures 
for the operations of Banco24Horas. We ended 
the period being part of the lives of 152 million 
Brazilians. The number of financial institutions 
connected to Banco24Horas rose to over 150. We 
arrived at another 189 new municipalities, making 
a total of 1,052 cities we provide services to.

We have gone well beyond cash withdrawals, 
consolidating the ATM as a veritable services hub.

And to promote financial inclusion, we are 
increasingly wagering in increasing our capillarity, 
a major differential of Banco24Horas. We are in 
remote locations and on the outskirts of major 
cities where there is little infrastructure for 
accessing financial services. To do this we have 
developed solutions like the ATMO and the 
Totems, the Banco24Horas Moving Solutions, 
Espaço Banco24Horas and much more. 

Banco24Horas

Our objective is 
to universalize 
access to financial 
services while 
furthering 
inclusion.

Find out more   
about our Solutions on page 22. 
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a further 189 
municipalities connected, 

representing 5 million de 

more people served by Banco 
Banco24Horas

2.5 times all the 
money circulating 

in the country

R$ 2.9  billion  
in gross revenue

accounting 

for 5% of 
Brazil's GDP   

every year

The world’s 
largest 
independent 
ATM network  
by volume of 
withdrawals

The world’s 
3rd largest 
independent   
ATM network in 
number of 
cash machine

over  152 million   
inhabitants served   

(71% of the population)

over R$ 369  billion  
in withdrawals at 

Banco24Horas ATMs in 2021

HANDLES 

more than150 
institutions 

connected

90+ services  
available  
at its ATMs

24,000+  
ATMs

1,052
municipalities served  
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New operations in 2021With innovations like these, we have the ability to bring 
essential services to those who most need them, including 
towns that are difficult to access, where the regular financial 
services is not sustainable or scalable.  

In 2021, we expanded our operations in the Amazon region 
where part of the populations lives in riverine communities. 
There, we have invested in Totems and ATMO, compact 
forms that can be installed in any type of store and that 
make the difference. In May, when we began the expansion 
project, we were serving 56% of the Amazon inhabitants in 
three cities. By the end of the year, we were serving 80% of 
the Amazon population in 17 municipalities.

Banco24Horas also offers B2B solutions focused on creating 
value for the retail and advertising markets with the +Varejo 
Banco24Horas and Mídia Banco24Horas.

More than 90 services are available on the 24,000+ ATMs of 
Banco24Horas, allowing Brazilians to manage their finances 
under one roof: from withdrawals to deposits, from balance 
enquiries to proof of life, from payment of bills to cell phone 
and TV reloads and gift cards.

1414

Reload services available in 94% of the 
municipalities served by the network 

R$ 3.1 
million  
telephone  

and pre-paid 
 TV reloads

180,000 
transactions 
undertaken

9  
telephone

utilities

2 
TV 

operators

RELOADS

Banco24Horas 
Solutions

The Banco24Horas  
Moving Solution

Mídia Banco24Horas

In-store withdrawal  
solutions  ( ATMO  
and Totem)

+Varejo Banco24Horas

Espaço Banco24Horas

Moeda Estrangeira 
Banco24Horas 

GIFT CARDS

6 
different gift card 

categories

12  
brands available  
in our dispensers

Around 
30 products  
in gift cards on 
Banco24Horas
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TBForte
Created in 2008, the company is dedicated to 
security and the transportation of valuables. 

Provider of essential services, TBForte 
showed itself to be indispensable in yet 
another year of pandemic. With the impact 
of the first year behind it, the company 
continued to push ahead in terms of growth 
and higher efficiency. 

All teams continued to operate, providing 
support when necessary, with employees 
at other bases for those who needed 
extra staff. 

Pari passu with the cash supply service 
throughout the country, the offering of 
personalized services for the financial and 
retail sectors also grew. 

Thousands of 
commercial premises 
and bank branches 
served.

 � Transportation and 
logistics of valuable;

 � personalized cash 
management 
solutions; 

 � intelligent 
strongroom; and

 � cash processing.
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Products

The strategy of TBForte is to develop specific customized 
products for each niche, providing what the client needs 
even before they understand that this need exists. Today, 
there are six specific product lines per niche and others under 
development. In 2021, the highlight was the expansion of 
the segments served by the intelligent safe deposit box.  

Smart Safe
 
Besides the commoditized safe deposit box offered in 
market, in 2019 TBForte created the smart safe which 
valuables are managed at a distance. This product 
is personalized according to each company’s needs 
representing a differential when compared to the other 
products in the market, with the same cost and gains in 
terms of security and efficiency. 

In 2021, the range of segments served was expanded, 
adding to the portfolio clients in the beverages market, 
shopping malls, travel, urban mobility and food.

+ 600  
armored cars 

and light trucks 

17,400+ 
ATMs 
served

 5,000+  
employees

Presence in  

15 
states 31 

operational 

bases

Find out more   
about our product portfolio.
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Employee satisfactionValuing people

People come first at TBForte. This can 
be seen in training, qualification and 
investments in health and safety. The 
employee’s development converges with 
that of the company. 

Within the context of the pandemic, all 
precautions for dealing with the propagation 
of the continued. The employees have 
received the full support needed to work 
in safety and comfort, with access to 
medical services within the company itself, 
psychological support, individual protective 

Engagement survey

Specific sample of satisfaction with measures during the pandemic

equipment (IPEs), hygiene kits for their 
families and facilities for improving the day-
to-day operation. In all, there were 7,980 
Social Support appointments. 

With vaccines available, the Human 
Resources (HR) worked to raise employee 
awareness. Internal communication consisted 
of videos with statements by employees 
telling how they tackled Covid-19 and the 
importance of vaccination, as well as the 
circulation of a bulletin on this topic three 
times a week. 

2019 
FAVORABILITY

90%

93%  I am managing to find ways to manage the challenges in my personal life.
94%  I am receiving the support I need from my immediate superior during the pandemic.
98%  I have received guidance on preventing Covid-19 during this period.      
98%  I know how to avail of the health benefits TBForte is offering should I and/or my 

dependents catch the coronavirus.
94%  I am confident at our leaders are concerned about protecting the well-being and 

health of our employees in this crisis.

85%FAVORABILITY

2021 
FAVORABILITY

92%

6,870  
hours in leadership 

development

R$ 1,841,140.00
Investments in training and qualification in 2021

69,100  
hours of 

in-house training

13.4 
training  

sessions per 
employee (average)
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Since the Lean Journey was implemented 
in 2019, the positive results at TBForte 
have been boosted. In 2020 and 2021, we 
conducted training sessions and worked on 
the journey as an element of our, developing 
leaders and multipliers. More than one 
hundred actions have already been mapped 
by those involved themselves. 

Advances made are visible through the 
increase in productivity in our entire 
and are benefiting the chain as a whole, 
leading to safer and more efficient field 
activities, avoiding wastage and reducing 
the impacts and costs of the operation 
and, consequently, creating opportunities 
for more competitive prices. 

Adopted by companies worldwide, Lean 
is a management philosophy based on 
the concepts that originated in the Toyota 
Production System. Although developed 

Results in 2021

Leaders
 � People Management Processes
 � Agile Management
 � Emotional Intelligence
 � Process Efficiency and Continuous Improvement
 � Planning, Control and Budget Management
 � Feedback and Difficult Conversations
 � Regulatory and Security
 � Team Leadership and Conflict Management

All employees
 � Investments for Beginners
 � LGPD 29 Webinar
 � Emotional Intelligence
 � Quality of Life in the Pandemic
 � Valuing People and Operational Excellence
 � Transition to the Post-Pandemic

Some of the 
trainings and talks 
organized in 2021

Total employees

2019

4,696
4,925

2020 2021

5,153in the 1980s, it became globally known 
around ten years later through the book 
The Machine that Changed the World, 
written by Professor James P. Womack of 
the Massachusetts Institute of Technology 
(MIT), in the United States, co-authored by 
Daniel T. Jones and Daniel Roos. 

ATM supply 
 time reduced 

from 12 to  6 minutes.
Reduction of  

40% 
in armored car waiting time

Increase in 
productivity    
in treasury processing  
procedures

Lean philosophy in the TBForte culture
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Founded in 2012, it specializes in 
telecommunication services and infrastructure 
management. TBNet, a specialized operator 
in telecommunication services and 
infrastructure management, ended the ninth 
year of its existence expanding its operations: 
we have arrived at over 17,000 commercial 
points served, an increase of more than 25% 
in the number of clients in one year. And, 
more importantly, maintaining high levels of 
quality and availability.

Our growth is built on two pillars. The 
first is the expansion of the team as a way 
of bolstering our structure. These new 
employees focus partly on client service and 
sales, which included seeking partnerships 
with other companies to commercialize our 
products. Another part of the new hires 
id dedicated to developing solutions for 
expanding our portfolio.

TBNet
The second pillar is revenue diversification. 
TBNet started out serving the financial 
industry, but has expanded its range 
over recent years. In 2021, this expansion 
continued to capture sectors such as food 
and healthcare without abandoning our 
key differentiating features: agility and the 
quality of the services provided. 

In terms of looking to the medium and long 
term, we have accompanied the pending 
arrival of 5G, which begins in 2022 in Brazil 
and will allow us to offer products in locations 
that require greater volumes of data. Also, we 
see opportunities for growth in the Internet 
of Things.

It offers integrated 
solutions for the  

retail sector and the  
financial market. 
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17,000+
commercial premises 

served

Present in  

18 
states and 
the Federal 

District

Speed:

up 2 days  
to install the 

communication link,  
while other operators take 

from 30 to 60 days

• Installation of networks  
without using cables

TBNet ’s  f lagsh ip product  i s  the 
LinkBooster, a pioneer in the 4G 
connectivity market that offers high 
quality for banks, retailers and other 
businesses.  It uses Wi-Fi to connect 
branches to the data center, offers online 
management of shared franchises and 
delivers network availability exceeding 
99%. During 2021, we double the 
number of external LinkBooster points.

With packets from 3 GB to 100 GB, 
the product’s differential is that cables 
are not required for install ing the 
infrastructure. In a single day, TBNet can 
go to the client’s location, evaluate which 
are two most suitable providers to serve 
him and install a dual-chip device with 
the same availability as the conventional 
installation or higher. 

LinkBooster: fast cable-free internet 

From the commercial point of view, we 
offer our clients a free 60-day testing 
period so that they can evaluate the 
product and so that we can offer a 
personalized product. 

Experience in the 
retail sector, financial 
institutions and other 
segments.

Our Portfolio

Besides the LinkBooster, we have two other  
high-performance products: 

Wi-Fi Hub
Provides internet connections for stores via hotspots, with a personalized 
portal, by expanding the connection to beyond the ATM. So, the 
LinkBooster Wi-Fi can be used in area surrounding the dispenser.

SmartSecurity TBNet
Automated security management using closed circuit TV monitoring 
movement detectors. 

20

Relationships 
Achievements and 
recognitions

The 
Future Credits

Business 
Strategy

About 
the report

Key financial 
figures TecBan

Message 
from the CEO

Annual Report 2021



Through a partnership with Claro and Ericsson, in 2021 
we set up the first 5G ATM in Latin America. The pilot, 
installed in Alphaville in the São Paulo metropolitan 
region, serves as a test bed for all companies involved. 

The ATM uses Embratel corporate solutions and comes 
with new functionalities, like the availability of service 
solutions via videoconferencing and the distribution of 
technology using Wi-Fi hotspots.

Leading the way in 5G for ATMs 
in Latin America

The new solution enhances 
the end-user’s experience, 
while also speeding up the 
operational process and 
increasing the security 
of the ATMs.

1st 
5G
ATM 

in Latin 
Amercia
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Following the regulations of the Central Bank of Brazil 
(BACEN), commencing February 2021 we began 
offering products based on the open banking concept.  

In practice, this makes it possible to share clients’ 
data, with their consent, between financial 
institutions via application programming interfaces 
(APIs), making the market more competitive. Access 
to users’ data means enables the participating 
institutions to offer products and services in a more 
assertive manner and one that addresses the client’s 
real needs and financial power.

So, in 2021 we were the early movers in make 
available a platform that accelerates the integration 
and adherence of banks, cooperatives and fintechs 
to open banking in Brazil. During the year, the 

Solutions

TecBan Open Banking as a Service accompanied 
the development schedule of the Central Bank and 
acquired new functionalities and clients, reaching 
December19 with net income of R$ 2 million.

Jointly developed with Ozone, the company responsible 
for setting up open banking in the United Kingdom, 
our platform was created to facilitate adherence and 
management, addressing the peculiarities of the 
Brazilian regulations and accelerating the integration 
of the financial institutions.

The scalability and efficiency needed for the market 
was guaranteed through a partnership with the 
cloud service of Amazon Web Services (AWS) to host 
the TecBan Open Banking as a Service platform.

TecBan Open Banking as a Service

Two awards for   
Open Banking as a 
Service TecBan
In recognition of the innovation, pioneering spirit and importance 
of our solution, the platform took center stage with two awards: 

Banking Transformation Award 2021 
first place in the Open Banking category, with Open 
Banking Platform case study; and

Best Perfomance 2021
Silver Trophy (second place) in the category Innovation in 
Implementation and Management of Open Banking, with 
the TecBan Open Banking as a Service case study.
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Partnership with Klavi
 
To also assist the market in organizing the 
data collected, we created another important 
partnership, this time with Klavi, a fintech 
specializing in intelligence and data processing. 
The partnership offers the institutions 
participating in the ecosystem a solution 
that besides complying with Central Bank 
regulations, enables the consumption of dados 
coming from leading financial players. All with 
security and abiding by the principles of the 
Brazilian General Data Protection Law (LGPD).

Thus, the partner financial institutions can 
count on the experience of TecBan and Klavi 
to launch new products and services for their 
clients, ensuring time-to-market, relevance 
while breaking new ground. The joint solution 
enables open banking to be implemented and 
managed while,  at the same time, connecting 
financial institutions of all sizes whose aim is 
to analyze the data received.

Open Insurance 

We launched in December 2021, the 
Open Insurance platform regulated by 
the Superintendence for Private Insurance 
(SUSEP). We are early movers in the world in 
offering a solution that enables the exhibition 
of data of both open banking and open 
insurance. In this way we are able to connect 
participants in the banking industry to the 
insurance industry by consent.   

We have already had active 
clients assets since the first 
phase of implementation, and 
our intention is to provide 
personalized products and 
services according to each 
individual’s needs.

19  
customers 

 

 
2 

million 
in net revenue

Alignment with the 
Central Bank's schedule for 
implementing open banking.

New functionalities

R$
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 HubDigital TecBan 

The HubDigital TecBan is a platform that 
allows clients of payment institutions, 
fintechs, social and digital banks to use their 
own card or a QR code on Banco24Horas 
ATM for withdrawals, online deposits, 
statements and balance enquiries. 

In 2021, 12 new partners connected to 
Banco24Horas using the TecBan HubDigital. 
In all, the platform enables more than 
60,000 daily transactions, with a turnover 
exceeding R$ 6.8 billion. This profile of 
institutions has increased by 177% the 
volume of withdrawals in relation to 2020. 

In addition, we have certified six new 
distributors, increasing the offering 
of integrators to further facilitate the 
integration of new institutions.

With the emphasis on process automation 
and enhanced usability, during the year we 
developed two tools that can be replicated 
to all institutions: 

 � The HubDigital TecBan Portal: 
automation of the process for onboarding 
new institutions and the consolidation of 
cash handling, service and revenue portals 
in a single portal with standard usability; 
and

 � APIs to facilitate integration with our clients. 

34  
associations
with fintechs

13  
integrators

an average of   

60,200   
transaction per 

day in 2021

 

13 new 
financial 
institutions 
certified in 
2021

Saque Digital 

Our role of integrating the physical with the digital and 
the commitment to economic inclusion are evidenced 
by the Saque Digital service. Any person, bankarized 
or not, can withdraw cash from any Banco24Horas 
ATM. All that is needed is a smartphone, and the 
client chooses at the ATM how they want to make the 
withdrawal: using a PIN code or a QR Code reading.  

 
There were almost seven  
million transactions of this  
type in 2021, with turnover 
exceeding R$ 1.7 billion. 
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ATMManager 

The ATMManager makes available to the market 
our four decades of management expertise at 
Banco24Horas, the world’s largest independent 
ATM network in volume of withdrawals. 

Through the solution, we offer our partners full 
management services, customizing the product 
according to their needs. We cover an extensive 
range of services like network management with 
monitoring of the machines, setting up facilities, 
supplying cash, operation and maintenance in 
the field, projects, consultancy, and a user hot 
desk ,among others. Last year, we supported 
digital banks and fintechs in building their own 
self-service facilities networks using this solution, 
a milestone that strengthens our role in the 
shared economy. 

Thus, the institutions can channel their 
investments more strategically to their core 
business – client relationships – gaining in 
scale and efficiency.  

6 financial 
institutions clients, 
including large, mid-size 
and digital banks 

~6,300 
movements

Facilities in  
branches and 
banking and 
electronic 
service outlets 
(PABs and PAEs) 

25

Relationships 
Achievements and 
recognitions

The 
Future Credits

Business 
Strategy

About 
the report

Key financial 
figures TecBan

Message 
from the CEO

Annual Report 2021Annual Report 2021



Mídia Banco24Horas 

Having completed two years of existence in 2021, Mídia 
Banco24Horas has been consolidating its strategic nature 
for advertisers looking to take advantage of the capillarity of 
Banco24Horas to convey their message to the consumer when 
he is holding cash. 

Using screens positioned immediately above the ATMs, it is 
possible to run specific campaigns and choose specific points 
in terms of the volume and segmentation the partner is 
looking for, making it easy to measure results and change the 
campaign if necessary. 

Fully digital, the product has exceeded the figure of 2,400 
screens installed in over cities, and market share has risen to 
17.3%. Overall, more than 225 million people were impacted 
by the advertisements every month.

Capable of address the whole of Brazil, not only those using 
ATMs, but also those frequenting the premises where it is 
installed, advertisers of any size can use the solution and adopt 
different operating strategies at the point of sale. 

Advantages of  
out-of-home (OOH) 

 � Integration between analog 
and digital life, delivering an 
omnichannel strategy; 

 � OOH medias affect 85% of the 
Brazilian population, according to 
data from Kantar Ibope; 

 � Leader in penetration in seven 
Brazilian capitals (Brasília, Goiânia, 
Salvador, Curitiba, Belo Horizonte, 
Port Alegre and Fortaleza); and 

 � Recurring impact on all age 
brackets, and the second most-
remembered media by five out of 
six generations.  
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Empreendedor24Horas 
(24-Hour Entrepreneur) 
Cultural Competition   

To set the wheels of the 
retail sector in motion as the 
economy picks up and to 
create opportunities, Mídia 
Banco24Horas allocated around 
R$ 164,000 in campaigns carried 
for two months on its screens in 
a competition promoted in 2021. 
Three entrepreneurs were chosen.  

Two years of Mídia Banco24Horas 

101%  
growth  
in net 
income   
in 2021   
(in comparison 
with 2020) 

17.3% 
market  
share  

Expansion of  

20%
in inventory 

1,000+  
campaigns 
carried 

70%  
of rate of
buy back

advertising 
sectors 

22
clients

83

67 12

2021

2020
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518  
recycler cash  
dispensers   
activated in 2021,  
bringing the  
total to   

2,700 

18.5 
billion  

in deposits,  
against R$ 13 

billion in 2020 

+Varejo Banco24Horas 

+Varejo Banco24Horas is a solution that uses  
cash recycling ATM technology for a more 
rational and efficient circulation of money 
through the economy. 

How it functions is simple: the same ATM used 
by the retailer to deposit his excess cash is 
used by clients who frequent the commercial 
establishment for transactions. Thus, the same 
bank notes deposited by the retailer serve to 
keep the ATM topped up for the final consumer.   

After they have been deposited in the ATMs, 
the amounts are our responsibility, which 
guarantees security for the business. 

In 2021, we activated more than 500 new 
recycler ATMs, reaching the milestone of 2,700 
across the country and with a turnover of 
R$18.5 billion in an efficient manner. 

Reduction in in 
time and logistics 
across the entire cash 
circulation chain. 

R$ 
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Our major challenge is to make the 
economy turn over efficiently by 
ensuring that more people are included 
in the financial system. That is why we 
have come up with solutions for cash 
withdrawals directly in stores. 

In 2021, this was an essential solution 
for expanding the capillarity of 
Banco24Horas across Brazil, enabling 
us to reach destinations where access 
to our services is difficult.

ATMO and Totem:  
two new solutions that 
grew in 2021

In-store withdrawal 
solutions

Totem
Compact ATM 
that take up less 
space and can be 
installed in any 
type of store.  Having in mind the idea of serving 

locations with little infrastructure, 
we expanded our services using two  
new solutions that began with a pilot 
project in 2020, at four points, and 
expanded in 2021.

 
144,000+  

transactions

R$ 17.1 

million  
in turnover

35 
devices 
activated in 
2021, of which 
30 Totems and 
five ATMOs.

Presence  
  

Brazilian 
cities  35

ATMO
A multibiometric POS 
that allows withdrawals 
and statement enquiries 
directly in-store, safely 
and efficiently. The tool 
facilitates the recycling of 
cash in the retail segment. 
The expectation is to 
make 600 units available 
in 2022. 

30  
Totens5

ATMOs
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The Banco24Horas Moving 
Solution was developed in min-
2019 to attend to remote areas 
and to be used in emergency 
situations using ATMs installed 
on an adapted truck with leading 
edge technology. The initiative, 
which required investments of 
around R$ 1 million, clocked  
up more than one mil l ion 
kilometers in the Northeastern 
region in 2021, with over 190 
million people affected.  

In 2021, we launched a new 
moving solution format that 
allows for agile installation and 
operation to meet the needs of 
the population depending on 
each region. A larger container 
was set up in the Northern region 
at Abaetetuba (PA) and a smaller 

one for the Southern region at 
São Ludgero (SC). This new format 
has already impacted more than 
170,000 people.

Given the receptivity of consumers, 
we have installed six fixed devices. 
In 2022, we will continue to visit 
the Northeastern, Northern and 
Southern regions, but always 
ready to be where we are needed. 
We foresee having a moving 
solution in each Brazilian region in 
years to come.  

Banco24Horas Moving Solution

190,000
people served 

 

Santa Catarina
São Ludgero
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12 cities visited

Alagoas
São Miguel dos Milagres  

Pernambuco
São Caetano 
Brejo da Madre de Deus 
São Joaquim do Monte

Paraíba
Massaranduba

Rio Grande do Norte
Vera Cruz 
São José do Campestre 
São Tomé 
Maxaranguape

Pará
Abaetetuba

Santa Catarina
São Ludgero



Espaço Banco24Horas 

Launched in 2019, Espaço Banco24Horas follows 
a new concept in customer service that provides 
the services of Banco24Horas in an environment 
where clients of different institutions can be 
attended to in a comfortable, convenient and 
secure manner. 

These locations follow the trend of valuing the 
client’s experience in a physical space, like the 
shared financial service format. 

The Espaço Banco24Horas units were especially 
conceived to expand services to the populations 
and to foster financial inclusion, which is why 
they are in those areas that are most distant or 
where financial services are scarce.

In 2021, R$ 3 million were invested in the 
business, inaugurating another six units and 
registering over 725 million transactions, an 
increase of 59.6% in relation to 2020.   

Belém (PA) Parauapebas (PA)

Caruaru (PE)

Carapicuíba (SP) 

Belford Roxo (RJ)

Campina Grande (PB)

+6  
Banco24Horas  

Lounges

725,000  
transactions in 2021,  
up by  

59.6%  
in relation to 2020 
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Moeda Estrangeira Banco24Horas

As part of the strategy of facilitating the integration of the physical 
and the digital, we developed in 2020 the Moeda Estrangeira 
Banco24Horas service. Clients purchase the foreign currency using 
the apps of the institutions and withdraw the dollar or euro at 
ATMs in strategic locations such as malls and airports. 

In 2021, we installed 14 devices and sealed a partnership with 
another institution, making a total of two. The outlook for 2022 
is to have 30 new service outlets.  

 
1,000+ 

transactions

2
partner 
financial 
institutions

14 
new outlet 
installed  
in 2021, making  
a total of 20 
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A TecBanBusiness 
Strategy



+ of 90 transactions,

Banco24Horas 

The core of our business strategy is the 
convergence of the physical and the digital, 
with the emphasis on product diversification 
and, therefore, revenue streams. 

In terms of efficiency, our products mirror the 
leading global trends, such as our ATMs that 
offer a varied portfolio of services for institutions 
of all sizes, the retail sector, commerce and the 
final consumer.

With customized solutions our aim is to reach 
locations where the population most needs 
access to financial services. To do this, we take 
advantage of our structure and opportunities for 
sharing, as is the case of Espaço Banco24Horas 
which brings together under one roof all the 
financial institutions we attend to.

We connect clients to institutions, 
including those with no proprietary 
network, like digital banks. At the 
service outlets of 

that go well beyond withdrawals, such as 
reloads and activation of smartphones, 
payment of bills and proof of life, and 
balance and statement enquiries.

Capillarity

Technology

Security

To strengthen and expand this convergence between the physical 
and the digital while diversifying our range of products, we have 
taken three pillars as our base: 

34

Relationships 
Achievements and 
recognitions

The 
Future Credits

Business 
Strategy

About 
the report

Key financial 
figures

Message 
from the CEO TecBan

Annual Report 2021



Capillarity is our leading differential and we 
continue to invest in it. In 2021, we expanded 
our business and began serving 189 other 
cities through Banco24Horas, reaching 1,052 
Brazilian municipalities, equivalent to 71% of 
the population.  

We are in the major urban centers, but also – 
and increasingly – in remote places. Part of our 
strategy is to foster the financial inclusion of 
populations with little or no access to financial 
services, whether on the outskirts of the cities, or 
in small municipalities throughout the hinterland 
of Brazil.  

 189  
 

through  
Banco24Horas

new cities

EXPANSION 

 1,052  
 

through  
Banco24Horas

municipalities

 71%  
 

Equivalent to

of the population

To reach these inhabitants we have invested 
in several options, like Banco24Horas Moving 
Solutions that take ATMs and circulate 
in various municipalities using adapted 
trucks and containers. 

Capillarity is our 
major differential  
and we continue  
to invest in this.

Besides reaching remote areas, this type 
of solution can be used at locations that 
are experiencing emergency situations 
like environmental disasters, providing the 
population with an essential service. 

Capillarity

people in C, D, and E classes and where 

These are locations with a higher concentration of  

cash makes a difference in the cycle of the economy 
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Other examples are the Totems and 
ATMO, compact devices that can be 
installed in any type of store. In 2021, 
we installed this type of equipment in 
an additional 35 cities. In the Amazon, 
this format of being present in the retail 
sector has been essential for expanding 
the services to the population, even in 
regions where the logistics are difficult. 
As a result, we ended the year serving 
80% of the entire population of the 
Amazon through Banco24Horas – in 
May 2021, before the expansion began, 
around half of Amazon residents were 
attended to. 

Our huge capillarity also affords new 
business opportunities. In 2019, we 
concluded that we could take advantage 
of our presence to go beyond offering 
financial services, launching Mídia 
Banco24Horas, an out-of-home  Digital 
Media solution. 

With a screen installed immediately 
above the ATMs, advertisers of any size 
can convey their messages to consumers 
in strategic locations. Having completed 
two years of operations in 2021, Mídia 
Banco24Horas has attained 2,400 points 
in more than a thousand cities. Our 
market share has reached 17.3%.

We serve 80% 
of the population of the 
Amazon.
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We are forerunners of major 
movements. Last year, using 
the HubDigital TecBan and 
crypto bank partners we 
made it possible to convert 
cryptocurrencies to physical cash. 
In 2022, we are collaborating 
with the Innovation laboratory 
of the Central Bank in 
developing solutions for the 
Digital Real.  

Technology and innovation are prerogatives of 
the business. The financial system depends on 
innovative solutions, and we have constantly 
developed products and services that address 
the demands even before these materialize, as 
exemplified by our leading role in implementing 
open banking in Brazil – our proprietary 
platform, TecBan Open Banking as a Service has 
been active since the first day of the calendar of 
the Brazilian open financial system. 

In regard to connectivity and value sharing with 
the industry as a whole, we have adopted what is 
the newest and most efficient, like ATMManager. 
The product draws on our experience and 
scale in the independent management of ATM 
networks to offer personalized management in 
accordance with our partners’ needs. 

Technology and Innovation

Over the next five years, we will invest R$ 83 million 
in the product, which raises the efficiency of the financial 
industry by allowing the partners to invest their resources in 
other priority activities. 
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In the search for innovation we are partnering 
with other institutions. In 2021, we took yet 
another step on this path by launching the first 
edition of our Open Innovation Program that 
seeks startups to come up with solutions for 
strategic challenges in the fields of Open Finance, 
Cryptocurrencies and Artificial Intelligence applied 
to Robotic Process Automation (RPA). To put the 
program into effect we also launched our Open 
Innovation platform, or hub.

We are looking for companies with scalable 
solutions and which have received at least  
one round of investments or are negotiating with 
the market. 

The adoption of open innovation is based on 
two strategic objectives: the strengthening 
of our core business, with opportunities to 
transform the value chain, and the search for new 
businesses and knowledge of new markets for  
distributing products and services through our 
extensive capillarity.

We are always incentivizing efforts at intra-entrepreneurship 
and continuous improvement as a part of our employees. 
In 2021, the focus of our in-house entrepreneurship 
program called Acelera TecBan, was to build solutions 
for optimizing time, costs and improving the employee 
experience in using internal processes. We captured 105 
ideas from our employees in 2021. In all, 15 ideas made it 
to the experimentation phase and nine of these won prizes. 
 
The optimized processes led to a reduction in time frames 
of up to 55 days, savings of up to R$ 4 million and an NPS 
exceeding 9.0 in the experience of using the processes.  
 
 
 
 

Open innovation program  Intra-entrepreneurship 

  Reduction in the time frame estimates of information    

    technology (IT) projects; 

  responding to IT calls opened; and 

   better experience in the process for onboarding  

TecBan employees.    

In 2021, we made it onto the list of the Top 100 Open 
Corps, a ranking that recognizes corporations that most 
engage in open innovation with startups in Brazil. More 
than 3,300 companies entered the sixth edition of the 
ranking, and we were among the top 100 for the first time. 

TecBan among  
the leaders in  
open innovation

The ranking is 
compiled by the 

100 Open Startups, 
a pioneering platform 

and leader in open 
innovation in  

Latin America.

in 25 categories, 
and we took fourth 
place in Financial 
Services.

Top 5
Here are some of the optimized processes:
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Security for us is a non-negotiable value. We are 
recognized in the market four high capability 
of developing security protections, for our 
commitment to physical, operational and cyber 
security. We operate on four fronts: protection, 
prevention, incident response and collaboration. 

We are always enhancing and developing 
customized solutions for mitigating risks. Through 
the work of our researchers and engineers, we have 
filed more than 27 patents in the last 20 years. 

We were early movers in the Brazilian market in 
developing physical protection in ATMs and in 
the passive inking system, a solution that renders 
bank notes useless in case of attacks against the 
machine – which subsequently became a legal 
requirement in Brazil. 

Security

In 2021, we consolidated Pativo, a hybrid 
inking system that is both passive and active. 
Between 2020 and 2021, improvements and 
refinements in active inking technology has 
enabled us to reduce by more than 60% 
losses from attacks against our network. 

We have the know-how in several segments of 
security (physical, operation al and cyber) e and 
we are following the trends on the international 
market, in addition to actively participating in 
debates about digital and physical security 
at major national and international events. 
We are a facilitation and multiplier agent on 
the market, enhancing security for the entire 
Brazilian financial ecosystem.

More than  27 
security patents 
filed in the last 20 
years (2001–2021)

Reduction of 60% 
in losses from 
attacks against ATMs

Monitoring Room 
TecBan Security
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We protect the infrastructure of more than 24,000 
ATMs of Banco24Horas using solutions developed 
by our own security team. We have built, over recent 
years, eight exclusive cyber protect ion tools 
for (multivendor) ATMs.

Besides HD cryptography (TBCrypt), hardening of the 
operating system and software permission control, 
we have our own remote operation tool that permits 
distance operational actions with all accesses controlled 
and logged (TBRemoteControl). The solution also 
undertakes secure software distribution (TBDeploy) 
by which any package to be installed on the ATMs is 
subjected beforehand to an internal approval workflow. 

In 2021, we consolidated 
yet another security 
method, Pativo.

A banknote protection system that curtails attacks by rendering the bills 
useless, Pativo combines the advantages of the passive and active systems. 
During the year, we installed the new system in 4,500 ATMs.  
 
Advantages:

  Fully mechanical system;  

  protects against explosions and break-ins; 

  takes advantage of the existing passive system; and 

  easily installed in the field.

ATMs (Logical Security)
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Expansion and complete adherence to the Central Bank 
rules on security requisites, establishing encrypted end-
to-end connections and communications between open 
banking participants.

 
 
Implementation of the controls required by the 
Superintendence of Private Insurance (SUSEP) 
and full compliance with Central Bank rules. Use 
of strong cryptography and digital certificates in 
communication between the participants in the product. 
 

Open banking security

Open insurance security

Cyber security

  ISO/IEC 27001 – Security Management     

    Information System; and 

   ISO/IEC 27017 – Information Security  

Controls – Cloud.

 
 
We recognize and respect the privacy of users and 
clients. Since the middle of 2020, we have had an LGPD 
Adaptation Project that came into effect that year.  
 
In 2021, we advanced in the adaptation process by 
designing processes and creating the Data Privacy and 
Protection Governance Program with a group dedicated 
to the topic. In addition, we have provided training for 
our employees.

The Brazilian General Data 
Protection Law (LGPD)

LGPD in 2021
Creation of the Data Privacy and 
Protection Governance Program

trained on the 
Privacy Policy put 
together based on 
the LGPD.

1,811 
We adhere to the best security practices of the key 
market regulations and standards:

TecBan Security Monitoring Room

employees
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To maintain our quality and efficiency, we constantly invest 
in improvements. One of the main work fronts in 2021 was 
process automation. During the year, we made important 
gains in efficiency through appropriate implementation of 
the practice.

Quality and efficiency

Improved  
performance through  
process automation (RPA): 

Some of the advances in 2021:

Operator  2.0 +  
operator’s biometry:  
 
Improvements intended for navi-
gability and efficiency in using the 
operator’s menu and quality in  
technical diagnosis: 

 � 100% of the TBForte bases certified 
for biometry registration;

 � national expansion in the 
Banco24Horas network; and

 � 100% of the TecBan operating units 
certified for biometry registration.. 

Flexible supply:  

Enables the movement of cassettes 
with errors to other positions indicated 
by the ATM during resupply or techni-
cal calls: 

 � More than 6,000 TBForte  
custody devices;

 � 18 bases certified; and 

 � ~70% of cassettes with errors 
recovered in the field up to 
November 2021.

In all, over 200 processes were 
revisited during the year, leading to 
a reduction of more than 3,500 hours 
and avoiding costs of R$ 1.2 million.
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The client is at the center of our purpose and 
strategy. We monitor the satisfaction level and 
recommendations regarding our services and 
products using respected and reliable tools and 
market metrics.

Our business development and client 
relationship structure is a three-pronged 

Clients
approach. This modus operandi enables us to 
capture, from the standpoint of those closest to 
the client on a day-to-day basis, opportunities 
for improvements and the offering of new 
products to address more specific situations.

The results have spoken for themselves in the 
various satisfaction levels we have captured 
with clients and stakeholders.

R$ 298 million 
in revenue from 

all business 
units, besides our 
flagship product, 
Banco24Horas.

During these 39 years 
of operations, our ability 
to get on well with our 
clients, employees and 
society, identifying their 
needs, has brought us to 
where we are and is what 
guides us towards the 
future for which we 
are working. This ability 
can be seen not only in 
service indicators, but also 
in strategic partnerships 
for the Brazilian 
financial system to 
function properly. 

Business development and solutions Client services

Services to Clients and 
Commercial Establishments

Client service 
intelligence

Customer 
Service 

Channels

Business Development 
– Pre-Sales

Development 
of Solutions

Business 
Development

Market 
Intelligence

  Relationships
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Excellence 
(76 – 100)

Excellence 
(76 – 100)

Quality 
(51 – 75)

Quality 
(51 – 75)

Improvement 
(1 – 50)

Improvement 
(1 – 50)

Critical 
(-100 – 0)

Critical 
(-100 – 0)

2021
71

2021
91 2019

70

2019
64 2020

74

2020
69

Net Promoter Score (NPS)

Recommendations from financial 
institutions regarding TecBan

End-consumer recommendations 
regarding Banco24Horas

Immediately after using a Banco24Horas ATM

100% agree
that TecBan understands  

their needs and offers 
services that help to facilitate 

their day-to-day business 

9 out of every 10 clients
satisfied or very satisfied 

with TecBan   
(98%) 81% of people

claimed they use Banco24Horas 
because of the good user experience 
(easy to use and clear instructions)

Secure 
Accessible

Useful 

Perfect

Reliable

Convenient/convenience

Essential / necessary

regular/averageImportant

The best/
marvelous

Eficiente/
eficaz

Satisfied/
satisfactory

GOOD
Handy /Handiness

exceptional

Excellent
Easy /effortless

Speed / agility / agile /immediate
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Recommendation by establishments of 
Banco24Horas to other establishments

90% assert
that the main benefit 

attributed by the presence 
of Banco24Horas is a

“differential for the store” 

89% agree
that Banco24Horas 

“contributes to their 
establishment being a 

reference in the region”

9 out of  10 clients
satisfied or very satisfied  

(90%)

Excellence 
(76 – 100)

Quality 
(51 – 75)

Improvement 
(1 – 50)

Critical 
(-100 – 0)

2021
72

2019
78

2020
70

Net Promoter Score (NPS)

Increase in the average satisfaction of 
commercial establishments with the 
Banco24Horas

2019

8.12 8.18 8.40
2020 2021
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Banco24Horas Virtual Assistant (Téo)

UX on social media

Striving to have a single voice on all channels, we are working to 
improve the user experience on our social media. In 2021, customer 
service on the social networks had significant figures, ranging from 
the customer service time to the change in metric in relation to the 
client’s humor. 

Created in 2019, our virtual assistant at Banco24Horas was subjected 
to alterations, not only in visual terms, but also in the scope of service 
in 2021. With a more modern and friendly avatar, he now attends 
not only to the end-consumer, but also to other clients and the social 
networks as well.

Also in 2020 we implemented the CES metric to 
measure client satisfaction in the experience of contact 
with Banco24Horas. The metric asks clients to evaluate 
the ease of use of our ATMs on a scale that varies from 1 
(a lot of effort) to 5 (less effort).  

Two years of measurements now show how successful the 
efforts to enhance customer experience have been.

A lot of 
effort

Less 
effort

54321

2020

4.16

2021

4.21

Excellence 
(76 – 100)

Quality 
(51 – 75)

Improvement 
(1 – 50)

Critical 
(-100 – 0)

2021
73

2019
54

2020
63

He is evolving and  
in order to increasingly  
enhance him, we have 
measured his own NPS and 
CES, which were, respectively, 
69 and 3.52 in 2021.

7.6k 
Chats

22k 
Interactions

62% 
Positive Feelings 

Evolution of 66% x 2020 (38%)

02:36:00 
Response Time

Evolution of  
1106% x 2020 (28 hours)

216k 
People Reached

Evolution of 103% x 2020 (106 mi)

Customer Effort Score (CES) 

Recommendation after contact with 
the customer service channels of 
Banco24Horas

Net Promoter Score (NPS)
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2019

6,521

2020

6,890

2021

7,268

Our team of employees has a strong sense 
of belonging and their performance is part 
and parcel of this feeling. In 2020 and 
2021 this was even more evident and was 
a dominant factor in the good performance 
of TecBan as the provider of a service 
considered essential, even in the face of the 
challenges which is part of our DNA. 

We look after our employees through 
benefits, training and an environment open 
to experimenting and development. Our 
field team, for example, brings us requests 
from clients that are put on the table and 
become valuable inputs for decision making.

Many of our employees have developed and 
grown by making TecBan happen. In 2021, 
almost 24,000 hours of training were given 
by the in-house team. In all, 137 leaders 
were produced internally. 

Employees

Health and safety 
initiatives

Immunization  

� 91 communiques about anti-
Covid-19 vaccines using different
internal communication methods
(weekly bulletins, communiques and
newsletters); and

� 15 initiatives about vaccines in general
(anti-influenza campaigns and general
vaccination) using different internal
communication methods.

Mental health 

� 41 initiatives via internal
communication; and

� 3 communiques during the Internal
Accident Prevention Week (SIPAT).

Total TecBan employees

In 2021, we maintained a cautious approach 
to the COVID-19 pandemic. We continued 
to abide by the health and safety rules, 
and, at the same time, we sought to raise 
the awareness of our employees about the 
importance of immunization, by means of 
communication actions. 

We also paid greater attention to the issue of 
mental health, which had begun to deal with 
in 2020 , with initiatives continuing in 2021. 

24k
training hours

137 leaders qualified
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Respect for diversity in all its forms is a 
prerogatives and something natural within 
TecBan, but we understand that it is 
necessary to expand how these topics are 
addresses and the issues that arise from 
them, and this is why we have positioned 
ourselves in this respect. In 2020, the area 
responsible for People and Sustainability 
went through a restructuring process to head 
up and conduct the demands. 

As a result of the restructuring, in 2021 we 
held the first Diversity Week in which all the 
areas of TecBan participated. Eight encounters 

Diversity and inclusion initiatives

were held involving leaders and employees, in 
which we addressed issues like environmental, 
social and governance (ESG) aspects in the 
market and at TecBan, LGBTQIAP+, gender, 
longevity, inclusion of persons with disabilities 
and autism. Based on this initiative, the 
Diversity Group arose, with 85 participants 
focuses on coming up with ways to advance 
the issue within the company. 

Another important step in this agenda was 
the inclusion of these topics in the onboarding 
of employees and interns, at which we talk 
about ESG and diversity in practice.

Respect for diversity in all its forms is a prerogative 
and something very natural within TecBan, but we are 
aware of the need to expand how we deal with 
these issues and their resulting outcomes, which is why 
we have been moving in this direction.

Actions involving the topics of 
diversity and inclusion in 2021

The launch of a booklet about how to combat violence against women

Implementation of the self-declaration in the engagement survey 
(current TecBan measurer for gender, race and sexuality)

Inclusion of diversity issues when onboarding interns and new 
employees 

Formal training in for leaders and employees

1st TecBan Diversity Week

Opening up of the Diversity Group to all employees 

Antiracist Corporate Game 

Initial operations of the group on the ESG topic – partnership with 
PricewaterhouseCoopers (PwC)
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We understand our role in environmental 
conservation and socioeconomic 
development. That is why, over recent 
years we have sought to expand our 
initiatives and partnerships, in addition to 
striving to understand our status on the ESG 
agenda so that we can evolve in setting and 
monitoring targets and indicators. 

For the fifth consecutive year, we are 
responding to the Carbon Disclosure 
Project (CDP) questionnaire and, since 
2013, we have responded to the 
questionnaire from the Ethos Institute. 
Several areas are involved in the response 
phase, encouraging discussions and 
practices involving environmental 
responsibility. Last year’s result from 
both questionnaires shows that our 
performance has grown throughout the 
cycles in which we have participated.

The environment  
Key actions in 2021

ESG Program   
In 2021, we engaged consultants PwC to carry out a diagnosis. 
On the environmental front, we already have spontaneous 
positive evaluations about what we do:

Carbon Disclosure Product Questionnaire

Ethos Institute Questionnaire

Evaluation ruler

Score

2017/18

2016/17

2019

2021

2020

5.6 6.0 6.3 6.9 6.8 7.1 7.2 7.2 7.2

Grades

2013 2015 2017 20192014 2016 2018 2020 2021

10

6

2

8

4

0

A

A-

B

B-

C

C-

D

D-

C

Environment Week 
During the entire week, we made available important content through 
our communication channels and provided space for reflection and 
debate among the employees.

The highlights were our adherence to the 
CDP questionnaire since 2017. 

Maintenance and sustainable disposal 
of ATMs.

Involuntary alignment of products and 
services with a green agenda and a reduction 
in greenhouse gas emissions (GEE). 

A – Leadership   B – Management    C – Awareness    D – Disclosure
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Partnership with the NGO Black Jaguar Foundation   
Foundation was created in 2019 for the purpose of large-scale planting of native 
trees to support the creation of the Araguaia Biodiversity Corridor in the hinterland 
of Brazil. The corridor is over 2,600 kilometers in length and connects the Amazon 
forest and the Cerrado (savanna-like) region.

The project will  
see 1.7 billion 
trees planted, and 
we are supporting 
this campaign!  

Find out more 
about our ESG Program on page 11.

Recicle Machine at the 
Transport and Logistics 
Center (CTL) of Embu    
We have provided at the CTL, in 
the town of Embu das Artes, a 
machine that accepts recyclable 
materials in exchange for points 
that can be used for discounts on 
transportation, light bills, bookshops 
and other digital bills.
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ATMs and the environment

ATMs are our main physical asset and, 
consequently, the one that would cause 
the greatest impact the environment. 
However, the reality is that throughout 
our existence not only have we drastically 
reduced their impacts, but also extended 
their life span through intelligent use of 
logistics, maintenance and repositioning 
among our points. 

The average life 
span of our ATMs is
   

Did you know...

while the average span outside 
TecBan is five years

15years,

of the machines 
are sent for  
recycling

90%
Partnerships
created   
for revitalizing the equipment avert early 
disposal of ATMs

The recycler ATM
prevents the use of envelopes and visits by security trucks, 
reducing GHG emissions

Installation of ATMs   
in suburban regions avoids 
movement to major centers, 
mitigating the impact 
of GHG emissions

Decommissioning of ATMs 
according to the recycling regulations when they are no longer 
subject to maintenance
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Paraisópolis (SP)

Social role  
Socioeconomic 
impact
Our capillarity is s geography lesson about 
Brazil. Present in over 1,000 Brazilian cities, 
this element of our strategy is what enables 
us to have the mission of universalizing 
access by the population to cash and, 
consequently, to solutions that support their 
financial affairs. 

Connecting consumers to more than 150 
financial institutions and making more than 
90 transactions available, in addition to 
solutions for traders and retailers in a single 
item of equipment, has a positive impact on 
every sphere of the economy. Our business 
is part of many others and, as a result, the 
country’s socioeconomic development.

 300+ million
transactions/month

150+
financial institutions 
connected in a single ATM

800+ 
 

in communities

7 Banco24Horas Lounges 

ATMs located 
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Initiatives with local communities

13 na Treze 
An annual project that takes place each 
May 13 on Treze de Maio (May 13th) 
street, commemorating the resistance 
and the empowerment of the community, 
in addition to contributing to support 
community cleaning efforts, deliveries of 
masks and kits containing gel alcohol and 
grafitti in the neighborhood.

September 22 saw the inauguration of 
the Bixiga neighborhood Vivarium, a 
space located on Maria José street. It was 
collaboratively conceived by women from 
the neighborhood under the coordination of 
Associação NovOlhar and had our support.

 
              
The Dom Orione Educational Center 
(CEDO) is an institution that accepts 
children and young people for the Bela 
Vista neighborhood in after-school activities. 
The Sustainability Project aims to support 
environmental education in the school and 
home environments as a continuation of 
the Bairro Bixiga Mais Limpo (For a Cleaner 
Bixiga neighborhood) action.

We strive to look beyond our walls 
and engage in what the surrounding 
community needs. Our social actions in 
local communities incentivize young people 
to enter the labor market. For several years, 
we have also engaged in revitalizing the 
Bixiga neighborhood in the city of São Paulo, 
recognizing the value of the local population 
and helping those in vulnerable situations.

In actions like Natal 
Solidário (Solidarity 
Christmas), which held its 
15th edition in 2021 and 
benefited 303 children and 
their families, even during 
social isolation and without the 
traditional party.

Inauguration of the Bixiga 
Community Vivarium

CEDO Sustainability 
Project
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Donation of blankets 
In partnership with employees from different areas, we donated blankets and 
kits with socks to organizations that support socially vulnerable persons. 450 
blankets and 104 blanket and socks kits were donated.

Youth Education Program 
The company Ensino Social Profissionalizante (ESPRO), which designs socio-
educational projects, organized and held with our support the course on 
Education for the World of Work (FMT) intended for 30 young people 
between the ages of 15 and 18 residing in regions of São Paulo with high 
social vulnerability. The course was on-line, with a duration of 152 horas, 
and part of this education consisted of chat groups with some of our 
professionals who shared their experiences and tips about the labor market.
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A TecBanAchievements 
and recognitions



Recognitions

Winner in the Open Banking 
category.

2021 Banking  
Transformation Award

2nd place in the category 

Innovation in Implementation 

and Management of Open 

Banking, with the TecBan Open 

Banking as a Service case study. 

The award recognizes the best 

practices and most revolutionary ideas 

intended for innovation industries. 

2021 Best Performance 
Award from the CMS Group 

Two awards for the TecBan Open Banking as a Service platform:

We received for the fifth time 

the Ombudsman Brazil Award 

organized by the Brazilian 

Associação of Business-Client 

Relations (Association Brasileira 

das Relações Empresa-Cliente 

– ABRAREC).

This recognit ion is awarded 
to best cases registered, and 
participation is open to public and 
private organization in Brazil and 
abroad. The topic registered was 
Excellence in Satisfaction – TecBan 
Ombudsman’s Department as a 
promoter for achieving high rates of 
recommendation from its clients.

2021 Ombudsman’s Award

In 2021, we were among 

the three most successful 

companies in resolving consumer 

problems in the Financial 

Solutions category. 

The award recognizes the customer 

service efforts of Brazilian companies. 

This was the third consecutive time 

that TecBan has been among the 

award winners.

The Reclame Aqui Award

Two awards for our customer service:We are proud that our work has been recognized by clients and by the market in such a 
challenging year:

At the 17th edition of the Banking 

Transformation Awards, we were the 

winners in the Open Banking category 

with the TecBan Open Banking as a 

Service platform.

Futuro Créditos
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92nd place out of the 150 most innovative. 

In the sectorial (Financial Services) ranking 

we took 4th place.

Valor Innovation

Pride of place in market rankings

We took 252nd position in the ranking of the 

1,000 best Brazilian companies produced 

by IstoÉ Dinheiro magazine in conjunction 

with publishers Editora Três.

As Melhores da Dinheiro 
(The Best With Money)

We were listed as the 230th largest company in 

the ranking of Revenues, in addition to having 

occupied, by points, 31st  position in the ranking 

of Capital and Electro-electronic Goods.

Exame Mellhores & Maiores

We took 12th best position among Information 

Technology (IT) and Telecom sector companies, 

and 8th best in interest coverage. In the overall 

ranking we tool 292nd position.

Valor 1,000

We were recognized among the five most active organizations 

in terms of connections and the generation of business with 

startups at inovabra habitat – the innovation hub of Bradesco.

inovabra habitat

We took outstanding positions in 

Financial Services. We held 4th position in 

Innovation and in the Top 10 in Financial 

Performance, Governance, Future Vision 

and Sustainability. In the overall ranking 

we took 257th place.

Época Business Yearbook

We were among the 100 companies that 

most engage in open innovation in Brazil. 

In the financial services category, TecBan 

took 4th place.

Top 100 Open Corps 2021

Futuro Créditos
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Evolution of Banco24Horas

We have embraced, more modern formats, cleaner 
typographies and more varied colors. The color palette 
has become even more versatile, having added new icons 
and illustrations that have made the visual universe more 
proprietary. The photographic style represents Brazillians, 
their smile, strength and spontaneous nature. A typography 
family was especially created for Banco24Horas – and so 
it was baptized – displaying curves that render it more 
human, conveying lightness and friendliness.

We updated the brand identity of Banco24Horas.

The purpose is to show the public that Banco24Horas 
is a channel in transformation, in step with its time and 
that it is there for Brazilians whenever and wherever they 
want it, with no prearranged time.  And more than that, 
the evolution of the brand conveys the strong bonds that 
Banco24Horas has created with its various stakeholders 
and consolidates the care that has always existed in 
dealing with its clients and consumers.

Before
Find out more  
Check out the campaign video.

After

Futuro Créditos
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Campaigns

We have invested even further in 
the 4 Free Withdrawals Every Month 
campaign of Banco24Horas, initiated 
in 2020, to strengthen the defense 
of the entitlement of account holders 
not to pay tariffs, as guaranteed by 
Central Bank Resolution 3,919/2010. 
We ran the campaign on free-to-air 
TV and digital channels, in addition 
to reinforcing our communication 
on the screens of the 24,000 ATMs 
scattered across Brazil. 

We also drove the message home 
through the Quero Vê-la Sacar 
(I Want to See You Withdraw) 
campaign in which the singer Sidney 
Magal participated as a way of 
conveying the message in a direct 
and uncomplicated way.

4 Free Withdrawals Every Month

That is why in 2021 we repeated 
the partnership of Banco24Horas 
with the journalist and financial 
educator Nathalia Arcuri by being 
one of the sponsors of the Me 
Poupe! Show program televised 
during prime time of the RedeTV!  
Network and simultaneously on 
YouTube. The sponsorship involved 
integrating actions on TV, the brand’s 
social networks and on the Mídia 
Banco24Horas platform.

Financial education is directly tied 
to using cash, one of the best ways 
of controlling expenditures. And 
we believe that entertainment is an 
excellent partner for taking information 
and financial education to the 
Banco24Horas public. 

Sponsorship of the 
Me Poupe! Show
with Nathalia Arcuri
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Launch campaign of the new service 
of Banco24Horas: cell phone and 
prepaid TV reloads. The communication 
emphas ized the features  of 
convenience and expansion of the 
basket of solutions of Banco24Horas. 
In six months, the Reloads page had 
over 450,000 accesses. 

Launch of Reloads  

Open to entrepreneurs over the age of 18, resident in Brazil, in the modalities of very small 
(annual turnover of up to R$ 360,000) and small business (turnover from R$ 360,000 to  
R$ 4.8 million), the purpose of the 24-Hour Entrepreneur Cultural Competition is to help 
small and very small entrepreneurs to raise the visibility of their business with free publicity for 
their companies on Mídia Banco24Horas. The participants told their stories of what they had 
to overcome in the middle of the pandemic and answered the question: How could Mídia 
Banco24Horas help them when the rebound comes? There were 120 registrations and 66 
stories sent, in addition to over 35,000 accesses on the competition hot site and 1.8 million 
people impacted by the company’s social media. 

Empreendedor24Horas  
(24-Hour Entrepreneur) Cultural Competition  

In 2021, we launched six new 
lounges under the Espaços 
Banco24Horas program.The 
360-disclosure campaign, including
commercials on radio, out-of-home
(OOH), and digital activations etc.,
achieved specific figures. In all, there
were over 16 million impacts, taking
together all the means chosen for
the launch.

Launch of Espaços Banco24Horas

� Radio: 1,432,000
people impacted;

� Car with loudspeaker:
2,329,000 people
impacted;

� OOH: 4,338,000 people
impacted; and

� Digital:
8,386,283 impressions.
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Participation at events

Open TecBan: In September, we 
organized a free, on-line event 
dealing with data and trends 
organized by RBR, a British consulting 
company specializing in the banking 
sector, cards and payment methods. 
The aim was to show the global 
scenario of self-service facilities 
during the pandemic and the 
consequences for the industry.  

Open Banking Brasil: We jointly 
organized with Ipsos the Open 
Banking Brasil study that dealt with 
the habits, perceptions and feelings 
of Brazilians about Open Banking, in 
addition to an evolution of the results 
ascertained in the 2018 and 2019 
surveys. The results were officially 
published in a free, online event.   

2021 Self-Service Banking 
Conference: In 2021, we represented 
Brazil at the Self-Service Banking 
conference organized by British 
consultants RBR and based virtually 
in London. At the event, which 
brought together over one thousand 
international banks and digital financial 
products companies, we presented 
our Open Banking as a Service.

2021 Global Open Banking Week: 
We sponsored the event, one of the 
world’s most important forums for dis-
cussing the future of the financial sys-
tem. We took part in the panels What 
do People Stand to Gain from Open 
Banking, and Security and Efficiency 
with Open Banking as a Service.  

2021 Annual Startups and 
Entrepreneurship Conference 
(CASE) 2021: We took part in the 
eight edition of the largest startup 
event in Latin America. On that occa-
sion, we launched the Open Innovation 
Program with three challenges so that 
startups could register to resolve them.

As a way of encouraging 
the exchange of 
experiences and 
remaining aligned with 
the key trends, we aim 
to take part in events of 
the financial industry or 
segment related to our 
services, as well 
as supporting them 
through sponsorships.
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Open Banking Expo: International event 
held by EY in which we participated in 
the panel about the Open Banking as a  
Service platform.

AngoTech F inance:  Internat iona l 
conference on open banking that was 
held in Angola, organized by Tech21 
Africa and the Disruption Lab. 

AWS FSI Symposium: We were present at 
the annual event dedicated to the financial 
industry in Brazil. The purpose is to engage 
the financial services community in dialog 
about the benefits of cloud computing.

Fintech View: We sponsored the 6th edition 
of the on-line free event. We presented the 
case Distribution of emergency aid through 
Banco24Horas and fintechs, in addition to 
participating in the panel Open Finance: 
business and partnerships for expanding the 
offering of personalized financial services.

Comitê Internacional de Ouvidorias: 
Organized by ABRAREC, the event dealt 
with issues concerning clients relationships, 
like behavioral analysis in dealing with com-
plaints received and the skills that make the 
ombudsman’s department particularly import-
ant for business.

III Fórum Paulista de Integração Varejo & 
Indústria: Staged by SA Varejo, the theme 
of the year was Accelerated transformation 
of the retail sector: how to prepare, and 
included the participation of TBNet. 

Open Insurance Week: We took part in 
Brazil’s largest event about open insurance, 
with key debates for the industry, 
trends analyses and the future of the 
insurance market. 

Futuro Créditos
About 
the report

Key financial 
figures 

Message 
from the CEO TecBan

63

Relationships 
Achievements and 
recognitions

Business 
Strategy

Annual Report 2021



Podcast Tudo Conectado TecBan

In 2021, we went live with another communication channel, the 
Tudo Conectado TecBan Podcast. We dealt with important issues in 
the universe of finance, business, technology, innovation, behavior 
and the business-to-business (B2B) market, so as to contribute to 
the development of the Brazilian economic ecosystem.   

The program receives specialists for an uncomplicated chat about 
topics that directly impact the financial industry and innovation 
in Brazil. It is available on the leading streaming platforms.  With 
less than one year on the air, the channel has received almost 
one thousand accesses and transmissions of the episodes. 

Created in 2020, the Banco24Horas Blog aims to take 
financial education to all Brazilians in an uncompli-
cated manner, in line with our commitment to creating 
value for the company by means of quality information. 

With exclusive content, the TecBan blog delves into the 
world of technology and our business. The focus is the cli-
ent, to provide information about tools that can lever-
age their business and which TecBan offers with excellence. 

Banco24Horas Blog

TecBan Blog

In 2021, the blog received over  

million1.8

Between October and December 
2021, when the blog was on the air, 

there were around  

,0002 accesses to 
the content

accesses
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We are in constant transformation, moving forward in 
accordance with the changes in the world, focusing 
on creating sustainable differential competitive advan-
tages in the financial industry. Our strategy is centered 
on diversifying revenues, expanding products and the 
markets we serve.

We are putting into practice distribution strate-
gies, a product base and scalability to attain new 
business partners. 

Another wager is on Open Banking. Our platform 
integrates in a simple manner different programming 
interfaces that allow financial institutions to provide 
their services to clients. We have also remained at 
the forefront by initiating the operations of our Open 
Insurance platform.

We are proud to have been almost four decades rein-
venting financial self-service facilities in Brazil through 
new services, processes, technologies and solutions 
that have accelerated us to where we are today.

To transform  
self-service 

facilities in Brazil

1

2

Growing insertion 
in innovation 
ecosystems

To strengthen our 
presence with new 
digital platforms

3

4

To establish partner-
ships and strategic 

alliances

The Future
Our path to the future has 
four key drivers:

The 
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TheMediaGroup

Partner consultants

Credits

Board responsible for publishing

Jacques Rosenvaig – CEO 
Luiz Eduardo Seixa Stefani – COO and CMO 
Roberto Baumgartner Junior – CIO 
Vitor Carlos Chiavelli – Business and Relationship Director 
Marcelo Gomes de Oliveira – Administrative Director of Finance and People 
Nelson Tavares de Pinho – Cash Cycle Director

Marketing, Branding and Communication

Coordination

imprensa@tecban.com.br

Contact Us

The 
Future Credits

About 
the report

Key financial 
figures

Message 
from the CEO TecBan

66

Relationships 
Achievements 
and recognitions

Business 
Strategy

Annual Report 2021




