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Expected conduct.
See this example: A coworker intends to work overtime, after 
clocking o�, to carry out un�nished tasks, breaching her/his 
employment contract with the Institution.

Condutas inadequadas.
See this example: A superior uses o�ensive words or 
bad language to express dissatisfaction with the work 
of a subordinate.
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Decisões

If I am in doubt about how should I act in a certain 
situation, I have to analyze if this attitude is in line with 
Santander’s Code of Ethical Conduct. I could either be 
sure that it is, be in doubt, or be certain that it is not. 
So how should I proceed? I should consult the policies 
available on the Intranet, and, if I am still in doubt, talk 
to my manager, with the Compliance area, the Human 
Resources or the Legal area.

If after you have questioned yourself 
you still have doubts or is not sure 
about the decision, do not hesitate. 
Our code certainly will not mention 
all conduct dilemmas that are faced 
in daily life, and, for this reason, we 
have speci�c policies on each theme, 
available on the Intranet, as well as 
some internal channels to support us 
in the decision-making process.

How do I analyze whether my 
decisions are according to 
Santander’s ethical principles?

4. BY OMITTING 
MYSELF, AM I 
PROTECTING 
SOMEONE WHO 
DID SOMETHING 
WRONG?

5. DOES MY DECISION 
APPLIES 100% OF 
OUR FIVE PRINCIPLES 
OF ETHICAL 
CONDUCT OF 
SANTANDER?

2. IF MY DECISION 
COULD BE SHARED 
OVER LUNCH ON 
SUNDAY WITH MY 
FAMILY AND FRIENDS, 
WOULD THEY  
APPROVE IT?

1. DOES MY 
DECISION DAMAGE 
THE REPUTATION 
OF OUR BANK IN 
THE RELATIONSHIP 
WITH CUSTOMERS?

NO

NO NO

NO

NO

YES

YES YES

YES

YES

WHEN I AM IN DOUBT, I FOLLOW 
THIS MENTAL INSTRUCTIONS.

DECISIONS

STOP

STOP

STOP

STOP

STOP

3. IF I COULD 
PUBLISH THIS 
DECISION ON THE 
FIRST PAGE OF THE 
PAPER OF MY CITY, 
WOULD IT BE WELL 
ACCEPTED? 
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In the event I note a conduct of any 
coworker that is not in line with the 
Code, I should report it, because that 
is what Santander expects from me. I 
cannot connive and much less become 
accomplice of the situation. Santander 
protects the individual who reports from 
any reprisal or negative consequence. So, 
I have to carry out my duties, act with 
responsibility, and contribute towards 
building a Bank more and more simple, 
personal and fair, with a strong purpose 
of making people and businesses prosper. 
No policy, standard or committee can 
guarantee, by itself, an ethical behavior. It 
is the responsibility of each one of us.

How should I behave?

I CONTACT COMPLIANCE, 
LEGAL DEPARTMENT OR 

HUMAN RESOURCES

THAT’S THAT! NOW I 
AM PREPARED TO TAKE 

THE BEST DECISION

THE COMPLIANCE, LEGAL 
OR HUMAN RESOURCES 

AREAS ANALYZE MY 
REQUEST AND GIVE ME 

INSTRUCTIONS

MY DOUBT OR 
CONCERN IS 

CONFIDENTIALLY 
ADDRESSED AND 

INVESTIGATED

I CONTACT SANTANDER’S 
OPEN CHANNEL

I TALK OPENLY WITH 
MY MANAGER

I HAVE A DOUBT OR 
CONCERN: WHAT 

SHOULD I DO?

DECISIONS
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TEL.: 0800 723 4472 OR BY E-MAIL  
CANALABERTO@SANTANDER.COM.BR
TEL.: 0800 282 7374 OR BY E-MAIL

CANALABERTO@SANTANDER.COM.BR



We have already seen how important 
it is to take notice of the policies and 
standards that establish the criteria 
for our work to be always within the 
regulatory limits.

A list of some internal policies that 
we all should know is as follows:

1

2

3

4

5

6

7

Anticorruption Policy

Stock Exchange Code of Conduct

Policy on Product Sales

Policy on Con�ict of Interests

Prevention to Money Laundering and the 
Financing of Terrorism

Presents, Gifts and Entertainment

Other policies that can be found on the 
Intranet (relative ties, external duties, 
mobile phone use, sensitive information, 
personal investments, sanctions, 
information security, securities, Volcker 
rule, asset sales, physical access, and 
separated areas)
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Pay Attention!
Defending these values is a personal duty. If each one 
sticks to and zeal for them 100%, we will be promoting 
personal and professional growth, besides contributing 
towards Santander’s world, so that it is more and 
more simple, personal and fair. The infringement of 
Santander’s Code of Ethical Conduct may result in the 
adoption of disciplinary measures, administrative and/or 
criminal sanctions.
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