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UnitedHealth Group Brazil   
UnitedHealth Group Brazil, through its businesses Amil and Americas Serviços Médicos, has the mission 
to help people live healthier lives and make the health system work better for everyone. 

Based on the first information reports from the World Health Organization (WHO) about the novel 
coronavirus in December of 2019, UnitedHealth Group Brazil established a crisis management model 
comprised of several committees, all dedicated to carrying out preventive, dynamic and integrated 
eff orts to face the pandemic. The company’s eff orts were in alignment with UnitedHealth Group’s global 
strategy, from the emergency response to philanthropic and non-philantropic contributions that, globally, 
surpassed US$ 100 million.

The business continuity strategy and the constant engagement of all areas within UnitedHealth Group 
Brazil proved essential in delivering safe and e� icient care to customers, as well as in supplying services 
and required personal protection materials to our employees. Additionally, we off ered increased support 
to our suppliers, service providers, the public health system, and society as a whole.

All actions are based on UnitedHealth Group Brazil values: integrity, relationships, innovation, 
performance, and above all, compassion.

“The COVID-19 pandemic impacted us in countless ways, bringing 

sudden changes in the management of resources, work protocols, 

patient care, and partnerships with public and private institutions. 

What stands out to me is the intense empathy that has led us to protect, 

inform, and treat thousands of people in a completely unprecedented 

manner. We strengthened the commitment to our mission in the 

context of extreme adversity, and we confirmed that our corporate 

values are the cornerstone of our decision-making process at all times.”

José Carlos Magalhães
CEO of UnitedHealth Group Brazil and CEO of Amil



Ensuring the Right Care for Our Customers 
Faced with a challenging scenario, UnitedHealth Group Brazil expanded its service off erings and created 
innovative programs to address all customer needs during the pandemic and beyond in a holistic way. 
Among our many eff orts, the following stand out:

•  Strengthening Amil Ligue Saúde: Physicians and 
psychologists off ered virtual assistance to ensure 
appropriate medical guidance and support in 
urgent and emergency cases, in addition to the 
possibility of scheduling virtual appointments at Amil 
Telemedicine. The pandemic led to an exponential 
growth in virtual visits, from 1,200 in January to 
about 50,000 per month starting in April.

•  Innovating the Amil Customer App: The mobile app 
off ered a new screening feature through a COVID-19 
symptom questionnaire that provides tailored 
care and treatment guidance. Since March, this 
new feature in the app has recorded over 108,000 
interactions.

•  Expansion of Telemedicine Services: Since April, 
around 3.5 million beneficiaries across the country 
have been able to use our telemedicine tools, with an 
increased capacity of up to 6,000 people served per 
day. Our main results are:
•  More than 380,000 medical visits conducted by 

phone, website or app.
•  More than 1,100 dental services performed in May 

and June, in partnership with SOS Dental. 
•  More than 3,000 remote monitoring appointments 

with patients undergoing home recovery, following 
suspected or confirmed COVID-19 cases.

•  Expansion of ICU Beds: During the peak of the 
pandemic, UnitedHealth Group Brazil expanded the 
number of ICU beds in its hospital units. In Amil’s 
hospital network, the growth amounted to 58% since 
the beginning of the pandemic (from 264 beds in 
March, reaching 417 in June). In Americas’ hospital 
network, the growth was 41% (from 381 to 536 beds 
in the same period).

•  Reduction of Elective Procedures: To avoid 
gatherings and encourage social distancing, the 
company reduced the number of elective surgeries, 
appointments and exams by 72%, and reduced the 
overall number of elective hospitalizations by 38%.

•  Improving Access to Medication: At home drug 
delivery services were extended to protect high-risk 
groups, benefiting over 19,000 customers between 
March and June. Additionally, about 1.5 million 
customers have used discounts at pharmacies, 
saving customers about R$ 190 million (US$ 36 
million) as of July.



“When faced with the first cases of COVID-19, we identified what was 
needed to treat patients adequately and designed the entire supply chain 
to ensure that nothing was missing – basing our decision on data and the 
best available scientific evidence. We have placed the delivery of care for 
patients at the core of our work and developed a very well-design system 

so that everyone could receive the appropriate care and attention.”

Charles Souleyman Al Odeh
CMO of UnitedHealth Group Brazil



Caring for Our Employees and Their Families 
UnitedHealth Group Brazil values the physical, mental, and emotional health of its employees and their family 
members. During the pandemic, the company has strengthened our efforts.
 
Faced with the pandemic, the Human Capital area, aligned with senior management and with the strategy of 
promoting well-being for employees and their families, carried out a complete review of our employee benefits 
package aiming at more flexibility,support and adherence to all the new safety protocols.

The company established and strengthened several assistance programs for employees. Main programs include:

•  Home Office: In less than a month, over 80% of the 
non-clinical workforce (about 6,600 employees) 
were transferred to home office settings. Efforts such 
as the incorporation of new training, acquisition of 
hundreds of new laptops, and new tools for online 
work provided adequate conditions for a safe work 
environment while maintaining the same level of 
efficiency.

•  Employee Support Program: More than 9,000 
employees received psychological support during 
the pandemic through the Employee Support 
Program (PAC), a free program that offers a 24-hour 
service, with specialized and trained professionals 
providing psychological, financial, or legal guidance.

•  UnitedCares: Over 170 employees voluntarily 
participated in UnitedCares, an innovative program 
in which healthy employees support other 
employees or their family members who were 
diagnosed with COVID-19.

•  Child Care: Over 4,000  employees benefited from 
the Child Care Aid, a program that offers up to R$ 
250 (US$ 50) for a period of two months to assist 
legal guardians who need support in caring for their 
children and dependents up to 12 years old, due to 
the closure of daycare centers and schools during 
the pandemic.

•  Immunization: Over 9,800 employees received free 
flu shots ahead of the national vaccination program 
against the disease.



people trained in routine 
and technical topics such 

as the use of PPE and 
care for patients with 

COVID-19 in all training 
units of UnitedHealth 

Group Brazil, located in 
Salvador, Recife, Natal, 

Federal District, São 
Paulo, Rio de Janeiro, and 

Curitiba.

+ than 8,000 

hours of training across 
approximately 300 

onboarding classes for the 
more than 3,000 newly hired 

professionals and the 500 
healthcare professionals 

relocated to work in 
telemedicine.

+ than 6,000 

information materials (including videos, 
infographics, guidance materials, and 
technical protocols) made available to 

all teams over a period of three months.
+ than 100 

 “The COVID-19 pandemic brought our mission to the forefront of our 
work in a powerful way, and we witnessed an astounding delivery 

of integrity. In the admissions we made during this period, we 
were specially careful, using our values, particularly compassion, 
in all onboarding processes. With that, it became clear to all our 

employees that their lives matter.”

Ricardo Burgos
Vice President of Human Capital at UnitedHealth Group Brazil

Training: UnitedHealth Group Brazil developed a series of training programs, protocols, and exclusive content 
channels so that its employees, whether in health care delivery or corporate functions, could operate safely and 
with all the information necessary to carry out their activities with high performance during the pandemic. In the 
period from March to June, the following can be highlighted:



Strengthening the Health System for Everyone 
UnitedHealth Group Brazil has mobilized all areas of the company to address the pandemic. Through 
a full engagement and by utilizing its technical, operational expertise, the company implemented 
a comprehensive contingency plan on various fronts, driving the expansion of activities and new 
partnerships to protect and support employees and the communities we serve. 

The main initiatives during this period include:

•  PPEs: We increased the inventory of PPEs, 
medication, and other supplies by 25%, expanding 
a direct engagement with distributors in Brazil and 
abroad.

•  Payments: We made  180,000 monthly payments on 
average, ensuring the necessary liquidity within the 
health system by remunerating accredited suppliers, 
hospitals, clinics, offices and laboratories.

•  Visits: We changed visitation flows in the 33 in-
network hospitals, with restrictions on the number 
of visitors to reduce the number of people and risk 
exposure in the hospital environment.

•  Treatment: We developed an innovative protocol for 
mechanical ventilation in the treatment of COVID-19 
using Bilevel/BiPAP ventilators in the Americas 
Serviços Médicos hospitals.

•  Diagnosis: We accelerated the launch of remote 
tomography through the UnitedHealth Group Brazil 
Diagnostics Center, which allowed for more than 100 
diagnoses carried out in a time-efficient manner.

•  Summit: We organized and hosted the Americas 
International Summit, which discussed topics such 
as the “new normal,” telemedicine, and economic 
impacts on health. Over 3,000 doctors, nurses, 
executives, and health professionals attended.

•  Events: We hosted about 40 virtual events, 
previously planned for in-person, to avoid large 
gatherings.

“The pandemic has reinforced the 
meaning and value of teamwork 

inside our company, allowing 
specialists across different areas 
to ensure the fast deployment of 
actions that achieved significant 
results in the care we provide to 
employees, customers, patients 

and society as a whole. All of this 
was done within our values of 

integrity, compassion, innovation, 
relationships, and performance.”

Edvaldo Santiago Vieira
Executive Director of Operations 

at Amil



Supporting Vulnerable Communities and the Public 
Health System 
To date, UnitedHealth Group has donated more than US$ 100 million to support impacted communities 
including health care workers, hard-hit states and localities, seniors, and those experiencing 
homelessness and food insecurity. UnitedHealth Group Brazil joined in these efforts to provide financial 
support to vulnerable communities, social institutions, and the public health system in their fight against 
the pandemic.

“The pandemic brought many challenges for the most vulnerable 
populations, particularly the loss of income and increased exposure to 
the virus due to the difficulty in practicing social distancing. To support 
these communities in such a difficult moment, we signed partnerships 
for the distribution of PPE, diagnostic tests, food, and personal hygiene 

items. We also made hospital beds and infrastructure, as well as PPE, 
available for municipal and state governments for use in the Public 

Health System.”

Renato Freire Casarotti
Vice President of Institutional Relations at UnitedHealth Group Brazil

We donated over 6 million masks to 
communities, social institutions, and 
local governments in the states of São 
Paulo, Rio de Janeiro, and Rio Grande 
do Norte.

Masks Donations

6 millionMore than 

We distributed more than 12,000 food 
baskets to vulnerable communities 
across the country, in partnership with 
the NGO Gerando Falcões.

12,000More than 

Distribution of Food 
Baskets



We donated R$ 5.4 million to Fiocruz 
for setting up processing centers for 
COVID-19 tests and R$ 2.1 million for 
humanitarian actions to support the 
vulnerable populations in different 
regions of the country.

Support to Fiocruz

R$ million7.5We implemented the humanitarian 
campaign “Solidarity in Double,” which 
benefited more than 20 institutions 
that support the elderly and those with 
special needs through the donation of 
60,000 hygiene kits, 41,000 cleaning 
supplies, and volunteer efforts.

Humanitarian 
Campaign

20 institutionsMore than 

Viability of beds

400More than 
We delivered 50 ICU beds to the 
Public Health System in municipalities, 
including São Paulo, Guarulhos, Recife, 
and others, through direct contracts 
with local governments. 

We leased, at no cost, over 300 
beds to the municipalities of Santos, 
Sumaré, and Curitiba until the end of 
the year.

We joined other healthcare companies 
to install 110 beds at Hospital São 
Francisco in Rio de Janeiro.

We donated R$ 5 million to Instituto 
Butantan for the production and 
distribution of more than 150,000 
COVID-19 tests.

150,000 testsMore than 

Instituto Butantan

We facilitated income generation 
for over 150 seamstresses for the 
production of 400,000 masks to be 
distributed in vulnerable communities 
and social institutions, in partnership 
with the NGO Rede Asta.

150 seamstressesMore than 

Rede Asta



Final Remarks 
UnitedHealth Group Brazil published the Special Report – Our Response to COVID-19 exceptionally in 2020 to give 
transparency to the leading strategies and efforts the company developed during the pandemic in the first half of the year.

This document presents content and topics validated by the UnitedHealth Group Brazil senior management.
 
In the United States, UnitedHealth Group launched in 2020 its first Sustainability Report to showcase the company’s work 
to fulfill its mission - to help the health system work better for everyone- in a socially conscious way. The 2020 Sustainability 
Report is publicly available at www.uhg.com/sustainability.
 
For more information on UnitedHealth Group Brazil’s sustainability efforts and reports, please contact 
responsabilidadesocial@uhgbrasil.com.br.

“This pandemic period has showed how loyal our employees are. We 
joined forces on the battlefield, participated, suffered together, and 
exercised all our values. But we are not heroes – we only did our job. 

This situation has enabled us to move forward with our commitment to 
becoming One with Society. Human relationships are the most valuable 

thing we have.”

Mauro Aurelio de Alvim Costa
CEO Americas Serviços Médicos


