
ANNUAL
REPORT 2017



Innovation derives from a desire for change,  
from generating a positive impact in the world.

 
It is through it that society progresses,  

evolves and improves its existence.
 

It happens through new technologies,  
new ways of thinking, new perspectives about important  

social, personal and professional matters.
 

It begins with little steps, it faces certain resistance,  
it is permeated by many mistakes and successes.

 
It can be improved.

 
Innovate means to don’t get stuck  

to processes, results and old formats.
 

It is the will of making it different,  
searching results never seen before.

 
CSU believes in this.
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MESSAGE FROM 
MANAGEMENT

In 2017, we evaluated business 
opportunities in the market 

In 2017, the Company's results showed consistent improve-
ment, aligned with its restructuring of commercial and busi-
ness strategies. This included innovation in product and ser-
vice offerings, strengthened commercial partnerships and 
diversification of business lines into new segments. At the 
same time, we remained diligent in generating value for our 
stakeholders, focusing on efficiency. We continue to evalu-
ate business opportunities in the market while also assess-
ing technological development strategies designed to boost 
competitiveness, productivity and sustainability in each of 
our markets.

Underpinned by innovation for fresh positioning and trans-
formation, the Company launched new products and ser-
vices in step with what is most advanced in the respective 
markets in which it operates. In addition, we joined the 
'100 Open Startups' network, which offers us a direct chan-
nel for solutions with high synergistic potential.

In new business offerings, one of 2017’s main highlights 
was the launch of the CSU.Digital platform by CardSystem, 
the Division responsible for electronic means of payment 
processing and administration. We began to provide the 
most complete and totally flexible digital solutions on a sin-
gle platform in a manner that satisfies each issuer's needs 
and strategies. In the MarketSystem Division, we extended 
the use of the online platform, now allowing clients access 
to real-time reports. Furthermore, we integrated new com-

mercial partners with OPTe+, focused on experi-
ences - a distinguishing characteristic in the Brazil-
ian market's loyalty segment. In the ITS Division, 
we invested in cloud computing and established 
partnerships with important public cloud platform 
players, ensuring for us a guaranteed portfolio of 
services and distinctive products, consequently of-
fering commercial traction. For its part, through 
CSU. Contact, the contact center Unit, we excelled 
as a service provider specialized in high complex-
ity operations, demonstrated by the many awards 
received by our clients during the year.

As part of this process, also notable was the con-
clusion of the restructuring of the Company's 
commercial executive departments, which began 
in 2016. The move was aimed at strengthening 
CSU's commercial operations in its four Business 
Divisions. As a result of these factors, we captured 
up-selling and cross-selling opportunities between 
our Divisions and were successful in contract re-
newal processes. At the end of the year, despite 
the closure of the card processing contact center 
services with Banco BMG, CardSystem won a new 
contract in line with the Company's strategic vi-
sion for providing services to acquiring companies. 

In the social sphere, the CSU Institute completed 
14 years of activities in 2017, aimed at employee 
and community development, which has impact-
ed 16,697 people over the years. We also ran 
campaigns, such as volunteering and warm cloth-
ing collection, and organized a Christmas soli-
darity program. At the same time, and through 
fiscal incentives promoted by the government, a 
portion of the income tax owed by the Company 
continued to be earmarked for social projects. 

In terms of results, we ended the year with Gross 
Revenue of R$ 540 million, 5% higher than in 

2016, while EBITDA was R$ 100 million, up 10% 
for the period and 43% higher than registered 
two years ago. Net Profit surpassed the historical 
levels posted in 2016: it reached R$ 45 million, 
representing strong growth of 30% in one year 
and more than double the profits posted in 2015. 
In addition, the solid cash generation and re-
duction in the leverage level enabled strategic 
investments in the means of payment area. We 
also distributed R$ 13.8 million as Interest on 
Shareholders’ Equity that added, to the R$ 4.3 
million distributed in the form of supplemen-
tary dividends, totaled R$ 18.1 million and rep-
resented a payout of 40% of Net Profit during 
the year. 

Our shares ended the last trading session of the 
year quoted at R$ 9.85, an increase of 108.5% 
over the past 12 months, while the Ibovespa 
and the Small Cap Index registered rises of 
26.9% and 49.4%, respectively. One of the 
main highlights of the year was the inclusion of 
the Company's shares in the theoretical port-
folios of the B3's SMLL (Small Cap) and IBRA 
(Brazilian Broad) indexes. 

We remain confident with regard to the business 
strategy adopted by the company and the qual-
ity of services rendered, which has allowed us to 
evolve the businesses with a focus on innovation 
and sustainable management, leading to the con-
sistent results delivered in recent years. We will 
continue to evaluate opportunities in the market, 
as well as assess technological development strate-
gies to boost our competitiveness and productivity, 
designed to sustain the generation of value for all 
our stakeholders. 

Marcos Ribeiro Leite
Chief Executive Officer
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Recife I  
and II Units 

 Call center

ABOUT CSU
With more than 25 years of experience since it was 
founded as an independent electronic means of pay-
ment processor, today CSU is the leader in the Brazil-
ian market for provision of high technology services 
that are customized and flexibilized to meet the indi-
vidual needs and specifications of each client.

Innovation is in its DNA and the Company of-
fers solutions that integrate and connect banks, 

BUSINESS FRONTS - INNOVATION AND SYNERGY
CSU.CardSystem is the Unit that encompasses the Business Divisions responsible for the 
processing of electronic payment means (CardSystem), relationship marketing, loyalty and 
e-commerce solutions (MarketSystem) and IT outsourcing (ITS). For its part, CSU.Contact 
is the unit specializing in BPO customer care solutions. 

Belo Horizonte Unit 
 Systems development

 Data Processing
 Security, Support & IT

 Certification

ACTIVITIES MAP

Faria Lima Unit 
 Commercial 

 Administrative
 MarketSystem

 Investor Relations

Alphaview 
Barueri Unit

 Call Center
 CardSystem Operations
 CSU ITS data center 
 Administrative
 CSU Institute

CSU has approximately 6,000 employees,  
located in four locations:

The unit focused on the provision of  
SAC services, collections, sales, back office, 
retention and customer relationships.   
It offers high complexity and added  
value services to client businesses,  
through human-manned workstation 
positions and digital channels.

Specialized in electronic payment means, 
the Division offers processing and 
administration of credit cards, private 
labels and hybrid cards to issuers, besides 
the Brazilian card market's most complete 
digital platform - CSU.Digital.

Division that is the solutions provider for 
relationship marketing, loyalty programs 
and e-commerce. Through its own OPTe+ 
technological platform, the Division offers 
clients loyalty program processing services  
with all the strategic, tactical and financial 
planning of online and offline campaigns  
for client life cycle management purposes.

Specialized in technology and infrastructure 
solutions, the Division operates three data 
centers that guarantee high availability and 
a high data security level. It offers solutions 
that boost productivity, improve operations, 
reduce costs and ensure the security of 
stored information.

financial firms, retailers, service companies and 
consumers throughout the country. Its range of 
services includes electronic payment processing, 
relationship marketing, loyalty and e-commerce, 
IT outsourcing with differentiated cloud com-
puting services through to BPO solutions and 
analytical interactions employing state-of-the-
art technology with robotics, used in high tech-
nology operations.
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Marcos Ribeiro Leite 
founds CardSystem, an 
independent electronic 

payment processor.

First company from Brazil 
to work with the three 
main international card 
brands simultaneously 
(Visa, MasterCard and 
American Express). 

Start of operations of 
MarketSystem, Division 
initially focused exclusively 
on loyalty solutions.

Startup of the activities 
of TeleSystem (currently 

CSU.Contact), 
providing BPO services 

for the CardSystem 
Division's clients.

Founding of the 
CSU Institute, aimed 

at the Company's 
social responsibility 

initiatives.

CSU CardSystem 
consolidates itself as the 
largest independent card 
processor in the country. 

Under the CARD3 ticker 
symbol, CSU is the first 
company in its segment 

to go public on the 
B3. The stock is listed 

on the Novo Mercado, 
the highest corporate 
governance segment.

CSU.TeleSystem is 
renamed CSU.Contact. 
The new Alphaview site, 
the contact center city, 
is inaugurated.

Development  
of new business 
fronts: OPTe+,  
ITS and C360. 

The expansion of 
OPTe+ marks CSU's 
entry into the B2C 
market: e-commerce 
with its own  
loyalty program.

Development and 
launch of new 
technological 
solutions, winning 
of new contracts  
on all business 
fronts and 
records set in the 
Company's main 
financial indicators. 

With the entry of 
private equity, in parallel 

to the acquisition of 
UPSI Informática, the 

company is renamed CSU 
CardSystem S.A.

COMPANY HISTORY MISSION, VISION 
AND VALUES
CSU’s top priority is its relations with stakeholders - employees, inves-
tors, clients, community and suppliers - and this is reflected in the Com-
pany's identity.

MISSION
To develop complete, efficient and creative solutions by means of prod-
ucts and services that provide quality service and generate excellent re-
sults, thus winning the loyalty of our customers.

VISION
To be a leader in the market it operates in, by offering its customers 
complete solutions and winning the respect, admiration and confi-
dence of its public.

VALORES
COMMITMENT is one of the most important values for the growth and 
good functioning of a Company. Which is why it is essential that we all 
act and think like owners of the business, sharing responsibilities, con-
tributing with ideas and taking care to develop and improve processes in 
the Company’s daily operations.

It is the quest for  EXCELLENCE  that leads to constant improvement of 
individuals and companies. Hence, CSU believes in constantly encour-
aging its employees so that they might always surpass their limits and 
overcome new challenges.

Building and strengthening LASTING RELATIONSHIPS with its main 
stakeholders - employees, customers, the community and suppliers - is 
the basis for CSU's growth and success.

The Company's everyday operations are based on ETHICAL PRINCIPLES 
and respect for people, because it believes that appreciation and respect 
for human beings is the route to the progress of its business and of society.

2017

2014

2010

2006

2005

20032001

1997

1996

1992

2000

2013



CAPITALS

Human capital
About 6,000 

employees, responsible 
for the development 
and innovation of the 

businesses and business 
and administrative 

managers with 
extensive experience

Social capital 
Relationships with 
suppliers and the 
community in the 
Company's vicinity

Environmental 
capital

Responsible and 
efficient use of 

natural resources

Financial capital
Investments necessary 

for the Company's 
development, made 
with own and third 

party financial 
resources

Intellectual capital 
Corporate governance 

with great market 
expertise and constant 

investments in 
innovation, technological 
improvements, processes 

and development  
of new services

VALUE CREATED IN 2017

Record Gross  
Revenue of  

R$ 540 million

 Record EBITDA of  
R$ 100.3 million

Record Net Profit of  
R$ 45.2 million

Record redemption volume 
of R$ 193.2 million and 

more than 20 new commercial 
partners signed up by the 

MarketSystem Division

CARD3: shares quoted at R$ 9.85  
as of December 31, 2017.  

Valorization of 108.5% in 2017

271 active contracts 
with suppliers

R$ 113,000 invested through the 
CSU Institute, benefiting 1,330 

people in the community

ADDED VALUE

VALUE SHARED WITH

Shareholders
The Company is listed 

on the B3's Novo 
Mercado segment and 

adopts the highest 
Corporate Governance 

standards. Through 
the Investor Relations 
area, responsible for 
establishing the trust 
and transparency link 

between the Company 
and its stakeholders, CSU 
has improved its visibility 
to analysts, investors and 

potential shareholders 
from the Brazilian  

capital market

Employees
In addition to offering 
a career development 
plan and a focus on 
reducing employee 

turnover, CSU promotes 
health and wellness 
campaigns and also  

has been elected as one 
of the best companies 
for women to work  
in (more information  

in the Human  
Capital section)

Suppliers
The CSU chain is 

formed by suppliers 
of equipment, inputs, 
products and services 
and the relationship is 
focused on generating 
value for both parties. 

This is carried out 
through trust and 

transparency, always 
striving to boost the 

competitiveness of the 
Company's products 

and services

Customers
Through diagnostics, 

the Company seeks to 
understand the specific 

needs of each client  
and offer innovative 
solutions that meet  
their expectations  

and generate value  
for its stakeholders

Society
Investments in  
the community  

aim to empower 
young people and 
adults interested  
in entering the 
labor market

BUSINESS MODEL
CSU's business model is a structure through which 
the Company generates value for its stakeholders 
over the short-, medium- and long-term

R$ 5.8 million  
in Net Debt,  

an 87.1% reduction

2,135 workstations 
and 11 awards 

received by CSU.Contact

R$ 42.5 million 
invested in the year

21.7 million cards 
registered with the 

CardSystem Division
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Activities
Through four business 
fronts, CSU offers high 

technology services 
focused on consumption, 

customer relations, 
electronic transaction 

processing, contact center 
solutions and data center 

outsourcing

Relations with 
partners and 

suppliers
Relationships 

based on ethics, 
transparency  

and trust

Customer 
satisfaction
The Company 

offers customized 
and flexible 

services according 
to each client's 

needs and 
specifications

Innovation
CSU makes constant 

investments in 
innovation and counts 

on professionals 
with great market 
experience, ready  

to create new solutions 
in line with the trends 
of the sectors in which 

it operates

Relations with society
Through the CSU Institute, 

the Company promotes 
the development of the 
surrounding community 
through digital inclusion, 
including the possibility  

of being hired as  
a staff employee
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Corporate governance

CORPORATE 
GOVERNANCE

CSU is committed to following best corporate 
governance practices, based on the principles 
of ethics, transparency and equality of access 
to information. It aims at continuous improve-
ment and effective creation of value for all 
stakeholders. 

TRANSPARENCY IN BUSINESS
CSU was the first company in its segment to 
go public (IPO). Listed under the CARD3 tick-
er symbol, it has been a part of the B3's Novo 
Mercado listing segment since 2006, which 
requires the highest standards of transpar-
ency and corporate governance. Being list-
ed in this segment implies the adoption of 
a rigid set of corporate rules that broaden 
shareholder rights, as well as adherence to 
a clearer and more comprehensive disclosure 
policy attesting to the Company's commit-
ment to transparency and ethical conduct in 
all stakeholder relations.

Additionally, CSU is part of the theoretical 
portfolios of six stock indexes: IGCT (Cor-
porate Governance), IGC (Differentiated 
Corporate Governance), IG-NM (Corporate 
Governance - Novo Mercado), ITAG (Dif-
ferentiated Tag Along), IBRA (Brazil Broad) 
and, more recently, in September 2017, the 
Company's shares were listed in the SMLL 
(Small Cap Index), which has been making 
it possible for more domestic and foreign 
investment funds to invest in the stock by 
the generation of indirect business via ETFs 
("Exchange Traded Funds"). 

We emphasize that the Company’s Bylaws 
does not permit the use of poison pills (pro-
hibiting the takeover of a company by means 
of a hostile bid).
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GOVERNANCE 
STRUCTURE
CORPORATE STRUCTURE
The share capital of CSU consists of 41,800,000 
common shares (ON). On December 31, 2017, 
the controlling shareholder held 58.9% of the 
Company's total capital stock, while 39.8% of 
the shares were free to trade on free float in the 
stock market and 1.3% was held in treasury. 

BOARD OF DIRECTORS (BoD)
In addition to establishing general business poli-
cies and guidelines, the BoD also is responsible 
for electing the members of the Statutory Board 
of Executive Officers and supervising its activities, 
as well as the exercises defined in the Company's 
Bylaws. Its members are elected at the General 
Shareholders Meeting, with a unified one-year 
term, and re-election is permitted. At the end of 
2017, the BoA(1) was composed of:

Antonio Kandir
Chairman of the Board

Antonio  
Martins Fadiga

Independent 
Member

Marcos  
Ribeiro Leite
Chief Executive 

Officer

Rubens Antonio 
Barbosa

Independent 
Member

Ricardo José  
Ribeiro Leite
Chief Financial,  

Legal and Investor 
Relations Officer

Paulo Sergio  
Caputo

Independent 
Member

João Carlos 
Matias

Officer without 
specific designation

Marcos Ribeiro Leite
Board member

STATUTORY BOARD 
OF EXECUTIVE OFFICERS  
It is incumbent upon the Statutory Board of Execu-
tive Officers to manage the business in general and 
to perform the necessary or convenient acts, as well 
as to carry out the resolutions taken by the Board 
of Directors. The members of the Executive Board 
have individual responsibilities commensurate with 
the positions they hold. Only one member of the 
Board of Directors sits on the Board of Directors. 

(1) For fiscal 2018, all the members were reelected by the General Shareholders Meeting, held on 4/18/18.

FISCAL COUNCIL
As provided in the Bylaws, CSU'S Fiscal Council 
is a non-permanent body and will only be estab-
lished when convened by the shareholders, pur-
suant to the legal requirements. Among its duties 
is to oversee the actions taken by management, 
to consider the annual management report and 
to analyze the quarterly financial statements pre-
pared by the Company. 

In 2017, the Company's Fiscal Council was not 
convened. For the 2018 fiscal year, at the An-

nual General Meeting held on April 18, 2018,  
the shareholders resolved to convene the Fis-
cal Council. Additional information is available 
on the Company's Investor Relations website 
(www.csu.com.br/ri).

CONFLICTS OF INTEREST
Any controversy or possible dispute between 
shareholders, managers and members of the Fiscal 
Council shall be resolved through the Market Ar-
bitration Chamber in São Paulo, in a manner that 
assures that there are no conflicts of interest.
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ETHICAL BEHAVIOR
CSU's day-to-day business practices are based 
on ethical principles and respect for people. 
Toward this end, in order to guide the actions 
of its employees in line with its values, the 
CSU Culture is supported by the Company's 
Code of Ethics. The document presents com-
mitments and practices that must be taken 
into account in all stakeholder relations. The 
Code is available on the Company's Investor 
Relations website (www.csu.com.br/ri).

CSU has operated a Complaint Channel since 
2016 that is designed to bolster good busi-
ness conduct and establish an ethical envi-
ronment that is safe and aligned with the 
Company's values. In compliance with Bra-
zil's anti-corruption laws, the tool permits 
confidential reporting of any irregularities or 
infractions such as corruption, fraud, harass-
ment and discrimination, among others. 

CSU Culture is supported by 
the Company's Code of Ethics, 
which presents commitments 
and practices that must be 
taken into account in all 
stakeholders relations

The Complaint Channel can be accessed 
at https://www.canalintegro.com.br/
csucsu
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Technology Risks
CSU's Data Processing Centers (DPCs) observe the highest standards of physical and logical security 
and are PCI-DSS (Payment Card Industry - Data Security Standards) certified since 2010. The CSU 
ITS Division's data center has been TIER III certified by the Uptime Professional Institute, which 
guarantees the environment's high availability and security. The Company also performs simulations 
in its systems, validating the contingency processes at the levels contacted to identify possible failures 
and evolution of operational processes. 

MAIN MANAGED RISKS

Operating risks
The Internal Audit and Compliance areas monitor the Company's work processes and projects that 
may present risk potential, such as the evaluation of software, equipment or control tool purchases. 
Such diligent management enables us to obtain and maintain important approvals, such as the PCI 
DSS and TIER III certificates awarded by the Uptime Institute, essential instruments to ensure higher 
client confidence and operational safety.

Risks related to macroeconomic factors
Political and economic conditions in Brazil may influence CSU as well as the market price of its shares. 
Accordingly, the Company pays attention to changes in the macroeconomic and sectorial scenarios, 
monitoring the main performance indicators as presented in the Corporate Risk Matrix. In addition, 
the diversification of revenue sources from its four business fronts contributes to the dilution of risks. 

Credit risk
The Company's sales policy takes into consideration the level of credit risk to which it is exposed. 
Among the procedures adopted to mitigate risks is customer selectivity, as well as the strict 
monitoring of sales financing terms per business front and individual position limits, all with the 
purpose of mitigating eventual accounts receivable default problems. 

Financial Risks
CSU manages cash liquidity based on assumptions of future disbursements and receipts,  
monitored daily by the Treasury department. It also has an active limit negotiation policy  
of available operating parameters with financial institutions of at least 1.2 times average  
monthly sales. In the last three years, the Company has not entered into contracts that  
could be considered as derivative financial instruments. 

RISK 
MANAGEMENT
In addition to periodically analyzing the risks 
that may affect its business development, 
CSU has a risk management policy that in-
cludes maintenance and control of the cash 
level; guidelines for the contracting hedge 
operations, when necessary; risk measure-
ments to assess whether the processes are 
in compliance with policies; standards and 
targets defined by the Company; and con-
ducting an annual audit on the processes of 
greater risk for the business. 

The following are the main risks to which CSU 
is exposed, as well as the manner in which 
they are managed. 



FOCUS ON INNOVATION
Because it believes that 
innovation capacity is paramount 
for the longevity of its business, 
the Company has a department 
dedicated exclusively to capturing 
market opportunities, as well 
as designing technological 
development strategies to boost 
competitiveness, productivity and 
sustainability in its markets and 
its customers' businesses. As part 
of this strategy, the Company 
joined the '100 Open Startups' 
network in order to establish  
a direct channel for solutions  
with high synergistic potential.
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STRATEGIC
MANAGEMENT

Over the years, CSU has established itself 
as a synergetic company through a diver-
sified portfolio of high-tech services to 
meet the specific needs of each customer. 

Delivering consistent results and ob-
served growth in its business fronts, the 
Company increasingly has sought to un-
derstand the demands of the modern 
consumer and innovation is its main stra-
tegic management guideline. Hence, its 
solutions are fully aligned with the main 
market trends, designed to maximize re-
sults and strengthen the relationship be-
tween the companies and their current 
and future customers. 

The following are the CSU business fronts, 
as well as the strategic positioning of each 
to ensure business sustainability:



COMPETITIVE ADVANTAGES

Know-how 
It has more than  
25 years of solid 

experience, being the first 
to work simultaneously 

with the three main 
international card brands

Speed and quality
It is agile in defining, 
implementing and 
operating complex 

actions for the 
administration and 

processing of electronic 
means of payment, and 

offers technological 
solutions based on high 

quality standards

Safety
It has PCI-DSS (Payment Card Industry 
Data Security Standard) certification, 
which safeguards the confidentiality 
and integrity of cardholder data. The 
service offer is also supported by the 
ITS Division data center, built by CSU 
itself, with hierarchical segmentation 

that guarantees high levels of security, 
availability and contingency. The 

data center is still TIER III certified by 
the international Uptime Institute 
certification body, which ensures  

that all requirements are met

Database 
segregation

Independent since its 
foundation, CSU has no 
corporate or exclusive 
relationships with its 
clients. This ensures 
the confidentiality 
and security of the 

information of customers 
who wish to outsource 
their card processing 

activities

Specializing in the management and processing of electronic payment means for both card issuers and 
acquirers, CSU.CardSystem enables banks and retailers to issue their own credit cards. In 2017, the Divi-
sion reached a total of 21.7 million processed cards. Among the highlights of the year were the migra-
tion of 900,000 BMB (Banco Mercantil do Brasil) cards at the end of February 2017, and the contracting 
of the CSU.Digital platform by the majority of the Division's customers.

Credit cards

Payroll cards

Co-branded

Debit cards

Prepaid cards

Private label

Hhybrids

Group agreement cards

Virtual cards

CSU.Digital

Highlights in 2017

8% annual growth 
of the average 

registered card base

21.7 million 
cards registered

54% share of the 
addressable market 

State-of-the-art technology 
and connectivity 

By means of the Application Programming 

Interface (API) it is possible to obtain standardized, 

simple and secure online integration that positively 

reflects the end user's experience.

Approval

Brands
(Visa, Mastercard 

and American 
Express)

Acquirers

Commercial 
transactions Establishments

Issuers
(Banks and 

retailers)

Card 
bearers

Capture of 
electronic 

transactions
Card 

invoice

MoneyMoney

Money Money

Request for 
approval

Request for 
approval

Connectivity

Products offered

Issuer services
(Banks, fintechs 

and retailers)

Processing

Fraud protection 

Contact center

Back Office Card 
embossing

100% digital account 
(no card, no printed invoice)

WebServices (APIs)

Acquirer services

Operations 
management

Processing

Fraud prevention

Network management

Charge Back
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Software-to-software 
interface

Data at any 
time anywhere

Communication between 
applications and between users

Cloud app

Mobile device

API



In 2017, CSU created the Innovation Cell, an independent area that was set up to monitor market trans-
formations and needs. Because it understood the changes in consumer habits and to satisfy these new 
demands, CardSystem launched the CSU Digital platform in 2017. The new front offers the most compre-
hensive digital solutions on a single platform for a better end client digital experience.

In addition to being fully modular, CSU.Digital allows integration with various platforms (credit, Vision Plus, 
loyalty, OPTe+ and issuer) and is compatible with the most modern payment methods currently available 
(Samsung Pay, Android Pay, Apple Pay and e-commerce facilities).

Possibilities with 
CSU.Digital

Virtual Card solution, 
with 100% digital 

experience, no need to 
send physical card

Option of filtering financial 
transactions by period, branch of 
activity, card holder/additional or 

face-to-face type/e-commerce

Digital invoicing, bar code 
generation, automatic debit  
and installment options

Online segmented blocking 
and unblocking through 

physical, virtual or withdrawal 
means of payment

Possibility of contestation,  
change of limits, inclusion  
of additional card, change of 
password for app and card and  
loyalty program management

Travel notice,  
by period and region

Competitive 
advantages

Control payment 
to customers over  
a single platform

Capable of providing service 
to financial institutions of all 
sizes, offering products and 
solutions that meet the digital 
generation's needs

Reduction of costs by 
up to 50%, with secure 

payments via internet and 
transactions via cellphone, 

among others

Data and card security, 
whose number remains the 

same, but with a change  
of security codes for  

each transaction

CSU Digital CSU.Digital was 
created to understand 
consumer habits 
and meet their new 
demands by offering 
digital solutions on  
a single platform
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A market trend, CSU.Digital is a prod-
uct that has already been contracted by 
most of the CardSystem Division custom-
ers, who use the digital service according 
to their specific requirements. Because 
it is an open and very flexible platform, 
clients can contract the full CSU product 
through an application, internet banking 
and URA, among other tools. But it fur-
thermore comes with the possibility of in-
ternalizing the solution, since CSU.Digital 
offers all the infrastructure through the 
APIs, thus providing the end users a com-
plete online experience. 

Toward this end, in 2017 one of the high-
lights was the major investment in the 
consolidation of the WSP platform, with 
more than 100 APIs available for means of 
payment purposes. This represented new 
resources that offer flexibility and auton-
omy in the management of accounts for 
consumers and shopkeepers, including ac-
tions during the product lifecycle integrat-
ed with the loyalty program's benefits. 
Because the information is digital and 
multichannel, it is possible for the end cli-
ents to access their digital billing data on 
any channel, unlike the traditional model. 

It is also a way for the issuer to contact 
the consumer in a variety of ways - with 
reminders about invoice due dates, col-
lections, special offerings and payment 
negotiations, among others - which is dif-
ferent than the previous standard, where 
such interaction occurred only upon re-
ceipt of the invoice. Thus, CSU offers flex-
ibility so that clients can decide how they 
wish to develop the technology, with cost 
reductions and security.

Also worth mentioning is that the launch 
of CSU.Digital was a response to the best 
services identified in the market. With the 
development of the APIs, the application 
and the virtual card, we now have a plat-
form that supports the launch of any new 
Fintech in the media market, with solu-
tions for 100% digital services.

By 2018, the objective is to continue imple-
menting the strategy of promoting digital 
solutions, with investment in the evolution 
of the APIs portal. This is in addition to in-
tensifying laboratory studies into process 
automation, machine learning, seamless 
applications, the Internet of Things (loT), 
biometrics and contactless operations.

DIGITAL AND FLEXIBLE

CSU.Digital is an open and flexible platform that permits  
the contracting of a complete product, with the application, 
internet banking, URA and other tools.
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The Dvision invested  in a  
number of improvements, 

highlighting greater flexibility

31 30 

Strategic management

More than the redemption of premiums, through 
its solutions MarketSystem is able to be in constant 
interaction with consumers, from the moment of 
the sale of the card, through to its activation, con-
sumption and renewal. Through this engagement, 
the consumer becomes better acquainted with the 

The most complete provider of consumer engagement solutions in the Brazilian market, MarketSys-
tem offers the client, in addition to its own platform for the processing of loyalty programs, 
all the strategic, tactical and financial planning for both online and offline campaigns during 
the complete consumer lifecycle management period. It has over 15 years of creative loyalty and 
e-commerce solutions, with the implementation and management of large programs, responsible 
for engaging and monetizing the relationship between brands and their prospects and customers.

loyalty programs and, as a consequence, starts to 
take advantage of more and better benefits, be 
they discounts, partnerships, special negotiations 
or experiences, among others.

In addition, in 2017, the Division invested in a 
number of improvements, highlighting greater 
flexibility so that clients can conduct any type 
of campaign that is aligned with its target ob-
jectives. Thus, the Company offers a customized 
performance model, without the need for sys-
temic development, for clients that are in differ-
ent stages and have different purposes, such as 
stimulating card activations or boosting profit-
ability, for example. 

Greater control of the programs: 
flow of issued points, redemptions, 

expired and canceled points

Control of defaults: 
generation of poins linked to invoice 

payments and blocking of redemptions 
for clients in default

Sale of points and terms  
for points about to expire

Possibility of creating 
differentiated point 
generation companies  
and point pricing per client

Modulated for integration  
of an client APP

Cashback

Program 
CustomizationOPTe+ App

Higher 
Efficiency

New forms 
of ProfitizingOnline Dashboard
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The country's largest e-marketplace, OPTe+ of-
fers award solutions for Loyalty Programs and an 
opportunity for companies to launch their own 
corporate malls. The platform works with a num-
ber of specialized partners and its diverse portfo-
lio ranges from books and magazines to sports, 
fashion, furniture and decoration, cosmetics, cui-
sine, entertainment, petshops and travel, among 
many others. 

Additionally, it has a B2C solution, consistingo an 
online shopping mall aimed at the end consumer, 
with its own loyalty program. The OPTe+ Pass-
port generates points on each purchase made 

that can be exchanged for products or discounts 
on future purchases. The option, moreover, fea-
tures the Single Checkout concept, which makes 
it possible to group products from several suppli-
ers into a single purchase. 

One of the main highlights is the own travel 
platform in partnership with Flytour, one of the 
country's largest agencies, which makes OPTe+ 
the only Brazilian marketplace with an in-
tegrated travel agency. In addition to benefits 
to the final consumer, the model allows access 
to CSU customers throughout the client's visit to 
the platform.

BENEFITS FOR 
THE COMPANY

BENEFITS FOR 
PARTICIPANTS

Breakage gains
Real savings of up to 30%

Points + money
Makes redemption of high  

ticket products possible

Coverage: complete  
travel solution

Air tickets, packages,  
hotels, car rentals

Pay travel taxes 
with points

Strengthens the “premium 
award” concept

Higher availability
The participant can 

choose the best option

Earn points by buying  
trips with points

Helps maitain the redemption 
cycle at no additional cost

More convenience  
for the client

Immediate redemption,  
without transfer of points

Possibility of passive 
management
Own CSU Marketsystem 
methodology

Possibility of 
aggressive promotions
Taking advantage of the 
dynamics of the supply chain

Point cost
Possibility of cost management

Participant activation
Blocking of the card’s bin,  
CPF or client code

Improved client relations
Active participation in the  
full client cycle, strenthening  
the relationship

Possibility of 
customized packages
Personlization of the  
product for the participant

Non-dependence 
on only one airline
+250 cias aéreas disponíveis



As early as 2017, MarketSystem developed 
an OPTe+ application prototype, due out in 
2018, with the flexibility that is in its DNA. 
Also being studied is the possibility of a co-
alition program, in which the end customer 
can accumulate points regardless of having 
an issuer's card. 

Another novelty for 2018 will be the re-
al-time online parameterization of the 
performance of the final consumers’ re-

NEW IN 2018 

Several improvements 
were made in the platform, 
designed to further 
enhance client navigability

In 2017, several improvements were made in the 
OPTe+ platform, designed to further enhance cli-
ent navigability. With the knowledge acquired over 
the years, the platform today presents the main 
trends of retail and the digital world for a better 
experience. Another investment in the year was 
the implementation of tracking reports, to ensure 
greater platform control and quality of delivery, as 
well as satisfactory service. 

Products have also been developed to enhance 
the customer experience, such as cashback, 

which transforms points in billing credits, as well 
as tools that inhibit point redemptions for cus-
tomers in default. 

demptions on the platform. Thus, CSU's 
customers will have access to what hap-
pens in their base through various types 
of information, and autonomy to man-
age it. The focus, therefore, will be to 
turn data into information for a better 
experience for all the interfaces. Proof of 
this will also be the navigability of the 
end customer, through a smart visit that 
increasingly is customized pursuant to 
their interests. 
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Cloud computing has been 
growing in a very significant 

way in the market. By the end of 
2017, almost 55% of the market had 

already adhered to the technology, 
and it was expected to reach between 

88% and 90% by 2020. CSU.ITS is now ful-
ly capable of satisfying this demand. This 

is because, as a main distinguishing charac-
teristic, it has a privately owned cloud, but 

with public cloud architecture; that is, in spite 
of providing a private environment to the cus-
tomer, the collection is carried out under con-
sumption demand, as in a public cloud. In a tra-
ditional technology environment, the customer 
would also pay for idle time.

Another point provided by ITS is the broad vision 
and management of the cloud service, so that 
the customer understands and has control over 

COMPLETE CLOUD 
COMPUTING MANAGEMENT

Private cloud 
computing

IT resources in a 
scalable, secure manner, 

and On Demand.

Managed Hosting
Complete management 

of environment 
infrastructure  

and architecture

IT consulting 
services

Specialized team for 
IT consulting and 

preparation of projects 
on demand.

Premium 
colocation

Services of eletrical, 
spatial and security 

infrastructure obeying 
the market’s 

best practices.

their own cloud computing en-
vironment. For this, we offer Jor-
nada Para a Nuvem (Journey to the 
Cloud), which permits, after analysis 
of the client's main applications, the 
transfer of some idle application sets to 
the cloud. In this way, more than just the 
environment, the Company offers gover-
nance, service provision and consulting.

It is worth mentioning that the Division has 
great mission-critical expertise, that is, op-
erations that require high availability, reliabil-
ity, continuity and contingency capacity. In this 
sense, another advantage is that, as contingency 
environments require heavy investments, in the 
cloud computing environment it is possible to 
provide all the necessary information in a repli-
cated manner, with the possibility of activation in 
the case of an emergency. 
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Specializing in technology and infrastructure solutions, CSU.ITS provides solutions that raise productiv-
ity, improve operations, reduce costs and ensure the security of stored information. Its services, com-
bined with solution partners, promote synergy with other business units along with technical capacity 
and operational maturity for the provision of BPO/ITO services.

Its infrastructure consists of three back-up data centers - located in Barueri (2) and Belo Horizonte (1) - 
and the TIER III data center, certified by the UpTime Institute, which guarantees high availability (SLA = 
99.982%) and a high level of data security and reliability. 



In 2017, the Company improved its service desk and field service solutions and began offering the 
market an even more complete services set:

VISÃO GERAL - END USER SERVICES

END USER 
MANAGEMENT

CSU.ITS provides solutions that raise productivity,  
improve operations, reduce costs and ensure  
the security of stored information
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Self-Support

Reset/Password Unblocking

Folder access request

SW/HW request

SW installation 

SO installation

Device 
Management

Automation

Management

Compliance

Field Service

Local Support

Hands and Eyes

IMAC/D

Service Point

VIP user support

Service Desk

FCR Focus

Incident Management

Remote Assistance/Control

Technical/Functional Support



AWARDS AND 
CERTIFICATIONS 
IN 2017 

Smart 2017 XVII ABT Award 

CIC 2017

Best Performance 2017

Gold Trophy Gold Trophy

Gold Trophy

Gold Trophy

Gold Trophy

Silver Trophy
Silver Trophy

Silver Trophy

Bronze Trophy

Bronze Trophy

Silver Trophy

Category: Client Respect Category: Integrated Service (Outsourced)

Category: Best Consulting Project

Category: Technological Innovations  
in Customer Relationships

Category: Excellence in Collection  
Operation Practices

Category: In-company Relations
Category: Technological Innovation

Category: Social Responsibility (Outsourced)

Category: Innovation in Products  
and Processes (Outsourced)

Category: Quality Management (Outsourced)

Category: Best BKO Operation"

COMGÁS - "Transforming Service  
into Relationship"

Natura - "Centralization of Natura Client Service"

CSU Case History - "CSU Insights"

Banking segment client -   
"Transforming Service into Relationship"

Natura - "Relationship in Collections  
and Maximization of Results"

COMGÁS -  Problem Solving  
"Leadership Training"

CSU Case History - "CSU Collections"

CSU Case History - "Caring for  
moms to take care of babies"

COMGÁS - "Transforming Service  
into Relationship" 

CSU History - "CSU Insights - Analytics Without Limits"

COMGÁS - "Transforming Service  
into Relationship"

CUSTOMIZED AND INNOVATIVE SOLUTIONS

Focused on high complexity and higher added value operations, CSU.Contact is active in the contact 
center segment, with the management of multiple activation channels and development of efficient 
acquisition, recovery, collection and customer service programs. With more than 2,100 workstations in 
2017 and a structure in place to boost this number on demand, along with an omnichannel platform, 
it offers SAC, Collection, Sales, Back Office, Retention and Customer Relations services.

Based on operations conducted at the Company's headquarters in Barueri — a Greater São Paulo 
municipality — and also in Recife, combined with a differentiated technological structure, CSU.Con-
tact has expertise in the integration and operation of multiplatform technology, relationship channels 
through social networks, business intelligence (BI) analytical solutions with a statistical performance 
model, as well as the development and integration of sophisticated tools for managing people, pro-
cesses and customer interaction. Thus, it allows companies to better understand their stakeholders. 

Client 
relationship 

platform 
through digital 
multichannels

Analytical 
solution of the 
interactions of 
all channels to 
improve the 

client experience

Evolution of 
Relation 3.0, 
servicing a 
number of 

channels with 
integrated 

resources to 
comprise the 
clients’ needs

Integrated 
management 
of credit and 

collection 
efforts

Multichannel 
proactive actions 

platform to 
profitize the entire 

client life cycle

Lower complexity 
processes and 
interactions 

through automated 
applications

Collections 
and Credit

Back 
Office

Sales and 
Retention

SAC and 
Relationship

IBRC Examination/ 
Customer Service 
Ranking 

Natura 
"Best Service 
Company in 2017"

CSU.Contact is foccused on  
high complexity and higher 
added value opperations and 
allows companies to better 
understand their stakeholders
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Intangible assets
CSU has a number of intangible assets that, as part of strategic management, contribute both to 
its competitive advantages as well as the generation of value for all its stakeholders. Technology, 
brand and tradition, people and synergy accompany the Company's main driving force, 
which is innovation.

Innovation
Active in the development of the entire business model, innovation is present not only in the high-tech services offered  
by CSU, but also in the mindset of its employees and of its management, as well as in the quest to anticipate and supply 
the main market trends.

Toward this end, the Company made strategic investments in technology and innovation for all its business divisions  
after the creation in 2017 of an Innovation Cell that operates independently, reporting directly to the Company's  
top management, following the market's changes and anticipating its needs. 

Technological heritage
To ensure the constant updating of its systems, compliance of its activities and the security of its services, 
CSU has obtained important technology certifications that are regularly reviewed. In addition to the TIER III 
certification, which guarantees a high level of the ITS Division's data center security, it also counts on PCI 
DSS version 2.0 (Payment Card Industry Data Security Standard) certification for CardSystem, which ensures 
information security for card processing and administration purposes. 

Brand and tradition
With over 25 years of experience, CSU was the first independent processor in Brazil with no corporate 
links to financial institutions. It was also the first to work with the three main international card brands 
simultaneously. Its pioneering spirit, its search for constant innovation and proven quality of its services 
consolidated the Company as a benchmark in the market in which it operates. 

People
The Company invests in the professional and intellectual development of its employees, with initiatives 
such as the Grow Project, CSU Educates and the Leadership Academy. In addition, CSU made changes 
in its management in 2017. More than ever, it now has on board innovative professionals with extensive 
market experience, ready to conduct business in line with the Company's innovation strategy.

Synergy
CSU's business model is built to enable synergy between its business fronts, enabling customers  
to access complete and customizable solutions tailored to their needs. Its technology services are 
distinctive, but have high potential for synergy, which leads to cost reductions and efficiencies  
for delivering solutions to its customers.  

CSU.Contact is foccused on  
high complexity and higher 
added value opperations 
and allows companies  
to better understand  
their stakeholders
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Billed and registered cards (million units)
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OPERATING 
PERFORMANCE

The Division's card base ended 2017 with fi-
nal balances of 21.7 million cards registered 
and 18.0 million billed cards. These totals 
represented decreases of 5.2% and 7.6%, re-
spectively, in relation to December 2016. The 
reductions mainly reflected the closing of the 
contract for the processing of Banco BMG's 
cards, in addition to the basic cleaning of some 
customers' card bases - which is an intrinsic 
business process. Despite these reductions, we 
are highlighting that the average number of 
cards processed in 2017 totaled 24.4 million 
registered cards and 20.6 million billed cards, 
representing important annual expansions of 
8.0% and 9.0%, respectively, compared to 
2016's averages.

In 2017, the transactional financial volume pre-
sented an annual growth of 28.9%, with a total 
of R$ 193.2 million, resulting from the implemen-
tation of a new client at the end of 2016 and the 
organic growth of the total number of redemp-
tions processed by MarketSystem. 

In addition, OPTe+'s exclusive redemption volume 
continued to present consistent growth, posting 
24.0% expansion in 2017 compared to the previ-
ous year. The result reinforces its growing market 
acceptance, favored by the continuous process 
of the cultural change in the behavior of loyalty 
program participants, who are willing to consider 
a much wider and different range of redemption 
options. In step with this trend, more than 20 
new business partnerships were established dur-
ing the year.

In 2017, the ITS Division implemented new, ex-
clusive clients. This was the result of the recent 
investments made and was focused on review-
ing its product lines and service offerings, com-
mercial restructuring and the competitiveness of 
its solutions, IT market infrastructure and data 
center outsourcing. Partnerships entered into 
with important market players, in line with the 
Cloud Computing investments, have made it 
possible for the Division to expand its high add-
ed-value operations.

In addition to meeting the needs of the Com-
pany's operations with maximum security and 
availability, it should also be noted that the Tier 

III data center increasingly supports its custom-
ers' operations through a differentiated Private 
Cloud. Features such as hourly charges, self-
provisioning and management of all of the Vir-
tual Data Center's resources on a single website 
give clients additional predictability. Hence, the 
Company continues to develop partnerships in 
the technological and commercial spheres to ex-
pand its market business possibilities.

During 2017, the business environment remained 
unfavorable to the contact center segment, influ-
enced by the economic downturn, which resulted 
in a decline in call volumes at Contact's customer 
operations over the last 12 months. 

Thus, in 2017 the average number of worksta-
tions was 2,135, 6.9% lower than in the previous 
year, with an absolute reduction of 159 positions 
in the period. In addition, at the end of 2017, the 
reduction in the average number of workstations 
also was impacted by the closing of the Banco 
BMG operation. 

During the year, approximately 500 worksta-
tions were closed, offset by the addition of an 
equivalent number of workstations through 11 
new clients signed up in the period. The unit has 
demonstrated its ability to overcome adversity 
through its commercial efforts, supported by the 
offer of distinctive technological solutions. In ad-
dition, the investments made by the Company in 
productivity gains also led to a reduction in work-
stations; but the counterpart was the generation 
of profitability, quality and efficiency for CSU and 
its customers. 

Dec 15 Dec 16 Dec 17

18.4
19.5

18.0

21.6
22.9

21.7

-7.6%

-5.2%
Relationship comparison
Dec/17 vs. Dec/16

Billed Cards Registered cards
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ECONOMIC 
PERFORMANCE
In a year marked by a still-recovering economic environment, CSU won new contracts on all its business 
fronts, with the divisions capturing up-selling and cross-selling opportunities. The main financial indica-
tors set records, which proved the consistency of the strategic position assumed by the Company, with 
the delivery of solid results in recent years.

Operating Highlights 
(in thousands)

Registered Cards

Billed Cards

Workstations

2016

22,905

19,532

2,294

2016

514,925

465,825

26.1%

90,903

19.5%

57,979

12.4%

34,907

7.5%

63,042

13.5%

44,999

0.5

2017

21,722

18,046

2,135

2017

540,322

486,853

28.0%

100,305

20.6%

68,649

14.1%

45,199

9.3%

42,541

8.7%

5,826

0.1

Change%

-5.2%

-7.6%

-6.9%

Change%

4.9%

4.5%

1.9 p.p.

10.3%

1.1 p.p.

18.4%

1.7 p.p

29.5%

1.8 p.p.

-32.5%

-4.8 p.p.

-87.1%

-0.4x

Financial Highlights 
(in R$ thousands or %)

Gross Revenue

Net Revenue

Gross Margin

EBITDA

EBITDA Margin

EBIT

EBIT Margin

Net Income

Net Margin

Capex

Capex/Net Revenue

Net Debt

Net Debt/EBITDA

ECONOMIC AND FINANCIAL INDICATORS
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Debt and operating cash generation

Investments

In 2017, the Company posted 27.9% growth in its operating cash generation, totaling R$ 94.2 
million in the year. In turn, net debt was R$ 5.8 million, 87.1% lower than the same period of the 
previous year. 

The higher operating cash generation in the year allowed the net debt/EBITDA ratio to close the 
period by 0.1 times, a decrease of 0.4 times compared to the end of 2016. 

The Company maintains responsible management of its capital structure, enabling the financing of 
its investments and keeping its debt at appropriate levels. CSU does not have any debt denominated 
in foreign currency and does not use derivative instruments. The cash balance is invested in fixed-
term Bank Certificates of Deposit (CDBs) issued by Tier I banks.

In 2017, the total invested was R$ 42.5 million, 32.5% less than the total 
amount in 2016. The reduction reflects the concentration of investments 
related to the expansion of the licensing rights that occurred at the end of 
2016. Additionally, in the previous year, the Company made investments 
in cloud computing that were earmarked for the generation of future ITS 
revenues, as the Division's new contracts indicate. 

The reduction more than offset the higher investments in the CSU.Contact 
unit, given the rollout of new customers and the expansion of some exist-
ing operations. During the year, the Company's investments once again 
were predominantly in the CardSystem Division in view of the greater need 
for software customization and developments used for card processing, 
and, more recently, through the development of the CSU-Digital platform.

Results achieved
In 2017, gross revenue presented an annual expansion of 4.9% and totaled R$ 540.3 million, reach-
ing a new historical record. Consolidation of the operations of the business divisions that make up 
the CardSystem Unit led to an increase of 1.6 p.p. in the Company's total revenue (57.2%) compared 
to 2016 (55.6%). 

In the year's consolidated statement, the Company's gross profit totaled R$ 136.3 million (11.9% vs. 
2016), equivalent to a gross margin of 28.0%, an increase of 1.9 p.p. in relation to the gross margin 
of 2016. EBITDA totaled R$ 100.3 million, an annual growth of 10.3%. The EBITDA margin reached 
20.6% in the year, 1.1 p.p. points higher than in 2016. Lastly, the Company ended 2017 with con-
solidated net income of R$ 45.2 million, 29.5% more than in the previous year. 

Gross Revenue   
(R$ million)

Investments   
(R$ million)

2015

2015

20152016

2016

2017

2017

+4.9%

-32.5%

540.3

42.5

514.9

63.0

503.5

37.8

69.8

15.1%

EBITDA e Margem EBITDA
(R$ million and %)

Chart Net Income  
(R$ million and %)

20152016 20162017 2017

+10.3% +29.5%

100.3 45.2

20.6% 9.3%

90.9

34.9

19.5%
7.5%

19.0

4.1%
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Capital markets
Stock performance

Consolidation in the capital market

Investor Day 2017

Awards

CSU's stock (CARD3) closed the last trading session of the year, on December 28, 2017, quoted at 
R$ 9.85 per share, a 108.5% increase (adjusted for dividends) on the year, while the Ibovespa and 
the Small Cap Index posted increases of 26.9% and 49.4%, respectively. The chart below shows the 
performance of the stock in the last 12 months:

In 2017, in addition to presenting valorization above the market's benchmarks, the Company's mar-
ket trading volume posted significant growth, of 210%, totaling 73.1 million shares. Another high-
light in the year was the 207% increase in the Company's shareholder base compared to 2016. 
Although the geographical profile of these shareholders is predominantly Brazilian, in recent months 
the share of foreign investors has gradually increased.

Jointly with the Association of Capital Market Analysts and Investment Professionals (APIMEC), on 
October 23, 2017 the Company hosted analysts, investors and other shareholders in an annual pub-
lic meeting. The participants were able to interact with each of the Company's Executive Officers, as 
well as the Chief Financial and Investor Relations areas, with discussions regarding all of CSU's busi-
ness divisions and raising questions to gain a deeper understanding of the organization. The presen-
tation for this meeting is available on the Company's Investor Relations website (www.csu.com.br/ri).

The Company's closer relations with the capital market has led to significant gains in recent years. 
Among them, we are highlighting the presence of CSU in the APIMEC 2016 Quality Award, orga-
nized by APIMEC-SP. For another consecutive year, the Company’s meeting ranked among the top 
10 of such public events with investors. The award is a recognition given to companies that feature 
a better quality of communication with the market. In addition, CSU competed for the "Best IR Pro-
gram, CEO, CFO and IR Professionals" prize, Institutional Investor 2016.  

Return Crd 3, IBOV and SMLL – Last 12 Months

Monthly Traded Share Volume (‘000)

Economatica | Base 100 | adjusted for dividend payouts | Base date 12.28.2017

Jan

9.251 9.632

20.590

3.227 8.165 2.111 1.842 4.502 6.044 3.044 2.786 1.971

200

2.5M

150

2.0M

1.5M

1.0M

0.5M

0

100

50

0

Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

CARD3
108.5%

SMLL
49.4%

IBOV
26.9%
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In 2017, CSU promoted  
484 employees through 
internal selective 
processes, with 72% of 
positions occupied by 
women. Overall, 73% 
were women with 62% 
of middle management 
positions held by women 
and 30% in managerial, 
supervisory and executive 
board positions. 

GENDER EQUALITY

Gender equality is a constant concern for us. CSU has  
30% of management's, superintendence's and director's 
positions occupied by women
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During the year, one of the main highlights was the conclusion of the renewal of the top commercial 
management positions, a move designed to increase adherence and leverage of the Company's strate-
gic objectives related to innovation (more information under Strategic Management). For the process, 
a plan was implemented to attract and select managers with broad market experience and whose 
expertise was aligned to the demands of the business.  

Diversity is imbedded in the makeup of the Company's work-
force, with hiring based on the competence of the candidates. 
Toward this end, it strives to include people with disabilities, an 
effort that led the Company to win a certificate awarded by the 
State of São Paulo's Secretariat of the Rights of Persons with 
Disabilities as one of the best companies for disabled people in 
which to work. 

Among the initiatives are lectures for employees, broad dissemi-
nation of vacancies for people with disabilities and improve-
ments in the workplace environment, with access ramps and 
elevators in the Company's building. Also in the field of acces-
sibility, in partnership with the Barueri city government, a reno-
vation was carried out around the Company’s premises to offer 
better access through ramps to the train station.

Diversity and inclusionHUMAN CAPITAL
By the end of 2017, CSU had 5,816 employees, as well as trainees, responsible for development of the 
business. As a way of attracting, retaining and developing its employees, the Company has implemented 
a number of initiatives, as described below. They guaranteed CSU a place on the "Top Companies with 
Good Personnel Management Practices" in 2017, a ranking published by the HR Management Group. 

CSU EMPLOYEES

employees
contracted 
from third 

parties

trainees
5,661

82 14
interns
16 apprentices

43
Total

5,816
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Career development Interns 
and trainees 

Climate survey
In terms of development, the Company in 2017 ran the following programs:

To Grow
Focuses on the Company's  

internal absorption of talents into 
administrative and operational areas,  

with vacancies above the first level. As a 
result, about 70% of the vacancies are 
filled from the ranks of own employees

CSU Educa
About 50 online and four live 
courses are offered, focusing 
on self-development and a 
continuous learning process

Leadership Academy
Destined for the CSU Contact segment.  

Its objective is to train and develop 
leadership in the levels of supervision  

and operational coordination  
through three modules

In 2017, the performance evaluation, previously 
intended only for leaders (above the manage-
rial level), was carried out for Contact Division 
supervisors and coordinators, who also receive 
skills-based technical and behavioral training. 
For 2018, the goal is to reach all audiences.

In order to retain talent, in 2016, the Company 
began mapping the profile of employees to some 
Contact operations, designed to seek a more as-
sertive profile for hiring and consequent reten-
tion. In 2017, the strategy began to be used in 

100% of the operations, which has guaranteed 
a reduction in both the learning curve in the first 
three months and operational turnover.

In addition, it should be noted that the Com-
pany offers its employees a number of fringe 
benefits, involving partnerships with different 
types of services, from apparel, opthamological, 
pharmaceutical and leisure (cinema, amusement 
parks, among others), through to educational 
partnerships with universities, MBA and lan-
guage courses. 

More than training its management team, the Com-
pany aims to prepare its future leaders. Toward this 
end, it has created the Young Talents Program for 
the hiring and development of interns and trainees, 
with a duration of two years. During the year, meet-
ings were held involving lectures and workshops, as 
well as the quarterly performance evaluation for 
trainees, conducted by their leaders.

Seeking to enhance employee engagement, CSU 
carried out an organizational climate survey in 
2017 using the Great Place to Work (GPTW) meth-
odology for the second consecutive year. 

The main objective in the application of the GPTW 
methodology is the definition of the important is-
sues that make the company an excellent place in 
which to work, along with assuring the confidenti-
ality of the information as a fundamental premise 
of the survey.
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HEALTH AND SAFETY
In addition to following all safety standards for 
its segment, CSU fosters workplace actions to 
promote health, disease prevention and quality 
of life. 

One of the highlights of the year was the Healthy 
Pregnancy Program, whose motto is "Caring for 
the moms so they can take care of the babies," 
which won the silver in the ABT Award, which 
recognizes the best practices among companies 
that relate with clients. Through the program, 
the aim was to identify and monitor cases of 

CAMPAIGNS CONDUCTED IN 2017

Vision Campaign
In order to prevent 

ophthalmological diseases, 
the campaign was based 
on clinical exams, medical 

appointments and 
prescription of medicines. 

Participants: 245

Carnival Campaign
Its focus was 

to reinforce the 
importance of health 
care in this period,  
as well as how to  
take precautions 
against sexually 

transmitted diseases. 
Participants: 1,300

Campaign to 
Combat Drugs

Through lectures and 
distribution of informative 

materials, the purpose 
was to guide and educate 
employees about the risks 

of abuse of alcohol, tobacco 
and other drugs to health 
and their consequences. 

Participants: 51

Family Planning 
Campaign

The objective was  
to raise employees'  
awareness of the 

importance of planning 
to maintain a family's 
economic and social  

well-being. Participants: 
more than 900

World AIDS Day
It aimed to provide 

information on the subject 
as well as breaking down 

prejudices. Campaign 
materials were distributed 

to the administrative 
and operational areas. 

Participants: more  
than 1,600

World Voice Day
It involved actions to 
raise awareness and 
disseminate voice 
care, which is the 
main tool used by 

approximately 6,000 
of the Company's 

employees. 
Participants:  
about 2,000

Pink October
Involved 20 activities  
and lectures focused  

on the prevention  
of breast cancer

Abandonment plan
Simulation, designed  

to evacuate the building  
in an orderly and non-panicked 

manner. Participants:  
more than 1,000

Recycling
Focus on establishing 

minimum parameters for 
work in telemarketing 
activities, in order to 
provide maximum 

comfort, safety and 
health. Participants: 

about 2,000

at-risk pregnancies: the focus was on employee 
satisfaction and safety, as well as greater control 
over the health insurance plan and mitigation of 
absenteeism rates in operations. 

The program includes the follow-up by gynecol-
ogists of all pregnant women in the Company 
and programs with the health care provider, for 
information about the importance of prenatal 
care, healthy diet, weight control, changes in 
the body, sex during pregnancy and baby care 
and breastfeeding. 
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CLIENTS SUPPLIERS
Among CSU's main distinguishing characteristics are the possibility of customizing the solutions of-
fered and the synergy between its business fronts. Thus, the Company guarantees the fulfillment of 
the specific demands of each client, their needs and expectations, in order to gain their satisfaction. 

At the end of 2017, the Company had about 271 suppliers, divided between providers of equipment, in-
puts, products and services. The partnership is based on ethics and commitment from both parties, and is 
guided by Norma S.A. 8000, a global standard of social responsibility in favor of good working conditions, 
which includes, among other topics, the inhibition of child labor - youth or forced labor - in their activi-
ties; ensuring a safe and healthy working environment; freedom of association and non-discrimination. 

As a counterpart, the Company requires its suppliers to strictly follow all existing environmental legisla-
tion and standards, as well as CSU's own ethical principles and values. In case of breach of the stipulated 
conditions, the Company may suspend the services or terminate the contract. 

THE COMPANY'S MAIN CLIENTS



The CSU Institute began  
the structuring of a Volunteer 
Program in 2017, same  
year of its 14th birthday
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COMMUNITIES
The Company's socio-educational investment arm, the CSU Institute, completed 14 years of activi-
ties in 2017, focused on the development of its employees and the community. Its performance is 
based on the digital inclusion of young people and adults who are seeking insertion in the job market 
through introduction to computer sciences courses, typing and the Office Package. 

On the community activity agenda, of note was the Company's continued partnership with the city 
government of Barueri, where it is located, for hiring of local labor in order to generate employment 
for the surrounding community.

1,490 vacancies 
made available

114 completed  
classes

1,330 people   
developed 

Christmas 
Solidarity 
Campaign

Collection of toys, 
donated to surrounding 
institutions in voluntary 

actions, through  
more than 300 

Christmas letters

Winter clothing 
Campaign

Collection of more 
than 1,500 pieces  
in São Paulo and 
Belo Horizonte

National  
Volunteer Day

Participation in McDia 
Feliz (Happy McDay), in 

partnership with GRAAC, 
involving volunteer 
employees through 

actions in institutions 
near its facilities

Children's Day
Campaign to donate  

books and a choir with 
children in situations  
of social vulnerability,  
under the Harmony  
Project's auspices

CSU Institute 
Anniversary

Volunteer actions 
in the surrounding 

institutions and 
commemorative 

activities involving 
employees

CSU INSTITUTE CELEBRATES 14TH BIRTHDAY

CAMPAIGNS IN 2017 

The CSU Institute's main objective is to provide the community with access to knowledge, actively 
participating in society through courses, actions and campaigns.

In 2017, the Institute began the structuring of a Volunteer Program and, in terms of training, due 
to high demand, it re-adjusted its number of classes and capacities, enhancing inclusion and/or re-
insertion into the labor market. 
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Natural capital and outlook

OUTLOOK
In 2017, the Company's operations remained successful and it continued to deliver results, based on 
its business model, diversified service offerings and strategic investments in technology and innova-
tion. The creation of an Innovation Cell during the year also contributed to the monitoring of market 
changes and needs, designed to meet its customers' expectations and specific demands.s

With a strategy focused on digital transformation and new market trends, for 2018 CSU remains 
committed to developing effective and innovative technological solutions that allow customers to 
leverage their businesses through differentiated market actions, generating increasingly higher value 
for all stakeholders.

NATURAL CAPITAL
CSU seeks to promote the efficient use of natural resources, although its operation does not pose 
major risks or impacts to the environment. Through an increasingly innovative approach, the Com-
pany has contributed to the decrease in the use of paper, for example, used for printed invoices, 
encouraging the use of digital channels and media.

It also correctly disposes and recycles waste and one of its premises is not to hire services or buy prod-
ucts from companies that cause deforestation, do not respect environmental laws or whose work 
practices do not comply with the legislation. 
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About this report

ABOUT 
THIS REPORT
The CSU 2017 Annual Report covers the period from Jan-
uary 1 to December 31, 2017. Based on the guidelines of 
the International Integrated Reporting Council (IIRC) for 
the Integrated Report, the document indicates its eco-
nomic, financial, social and environmental outcomes, as 
well as how the Company's management handles the 
most important aspects, from both an internal point of 
view as well as that of its key stakeholders. 

All information in the report refers to CSU CardSystem 
S.A. The financial and operating data are presented on 
a consolidated basis, except when it has been indicated 
that the details refer to information from each business 
segment of the Company: CardSystem and Contact. 

Audited by PricewaterhouseCoopers Auditores Inde-
pendentes, the financial information is presented in 
International Financial Reporting Standards (IFRS) and 
Reais (R$), except where otherwise indicated, pursu-
ant to pronouncements issued by the Accounting Pro-
nouncements Committee (CPC). The other information 
was collected internally.
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