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Postsecondary Education
Today, the core of our operation is concentrated in Higher Education. Currently, we focus our efforts on actions that provide the greatest transformational
impact. In 2017, we had 119 campuses distributed in 17 states and 80 Brazilian cities. During the year, we started operating five new on-campus units
and acquired three others, focusing on the expansion of our network in the north and northeast of the country. In that sense, we extend the reach of
our operation and take Higher Education to new regions of the country.
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Due to our capillarity throughout the
national territory, we contribute to boost
regional development. This is even more
important because we operate in regions
that are not among the most developed
in the country, since 66% of the
municipalities in which we are present
have a medium HDI (Human Development
Index) and 68% of our presence is
concentrated in municipalities with
high social inequality, according to IBGE
(Brazilian Institute of Geography).
For Higher Education students, we offer
our quality education through our own
teaching model: the KLS 2.0 (Kroton
Learning System). It consists of an
innovative teaching system, composed of
teaching material, assessments, teacher
training, activities and classes specially
developed to meet the particularities
and needs of each student, promoting
the development of socio-emotional
competencies and enabling the student
to achieve the professional profile desired
by the job market.
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KLS 2.0 Pillars

Teaching based
on skills

Training for
employability

Customization        
to scale

Kroton’s courses not only teach technical skills but
also social-emotional skills such as communication,
teamwork, resilience and commitment to goals, which
are increasingly valued by employers.

KLS 2.0 reinforces the positive impact that our degree
has on students’ search for a better placement in the
job market. One of the main tools for this is the Canal
Conecta, which, in addition to allowing the search for
new openings, helps to know the professional profile
demanded by the market.

All this is delivered to the student in a personalized
way. Through adaptive algorithms, we can identify
the needs of each one and offer specific materials to
address the gaps in their learning.

SUSTAINABILITY REPORT KROTON / 2017

20

INTRODUCTION

ABOUT KROTON

To improve the use of content
offered, KLS 2.0 uses a concept called
Flipped Classroom. In it, students
have access to materials such as
books, texts and videos before and
after class so they can study. In the
classroom, the teacher can advance
to the main and more complex
points of the subjects, proposing
discussions about situations related
to the professional reality, since the
student has already been exposed
to the subjects.
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Flipped Classroom

Pre-class

Class

It awakens students’ interest
in preparing for class by
studying essential concepts
through interactive digital
content such as weblessons, digital books and
video lessons.

Post-class

Moment for the application
of the concepts with
the purpose of solving a
problem situation close to
the professional reality of
the student.

Carry out activities to work
on the contents learned and
awaken students to new
learning.

In 2017, we consolidated and expanded our students’
access to KLS 2.0. At the end of the year, 91% of the
on-campus students had access to at least one subject
developed in this system.

The success of the KLS 2.0 implementation was consolidated in the excellent
performance that the Health and Agricultural Sciences courses obtained in the
National Student Performance Examination (ENADE) in 2016. As the periodicity of
the exam is triennial for each area of knowledge, this is the first result released by MEC
(Ministry of Education) after the teaching model implementation.

KLS 2.0 penetration

Performance in ENADE after insertion of KLS 2.0

79%

91%

72%
Students who have
accessed at least one
KLS 2.0 subject

2016

2017

48%

+24 p.p.
ENADE for Health and
Agricultural Sciences
courses

2013

2017
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Adaptive Learning
We have a very diverse base of students, made up of people from all over
the country and bringing in very different backgrounds. Therefore, KLS
2.0 uses a number of Adaptive Learning tools to customize the content
offered to each one.
Through artificial intelligence algorithms we identify the learning gaps
of each student and propose activities that complement their learning.
Each semester, more than 300 thousand students have contact with
some adaptive learning tool in their course.

Adaptive Learning
Identifies each student’s learning gap

Provides personalized content

Compare performance with the other students

On-campus student profile
• 87% of the On-campus students attended High School
in a public school;
• Only 30% do not work and 49% are responsible for the
monthly tuition payment;
• The personal income of 54% of the students is up to
two minimum wages and the family income of 78% of
them is up to four minimum wages.

Adaptive learning is present throughout the students’ academic journey.
Even before attending college, they may have contact with this technique
through the Trilha do ENEM (learn more on page 17). In Higher Education,
our focus is the reduction of the gaps carried over from High School,
such as learning deficiencies in Portuguese and Mathematics, through
Directed Leveling Studies.
The importance of this tool becomes clear when analyzing the expressive
learning gains of the students who study at our units. In an internal
simulation, we analyzed the average IDD (Observed and Expected
Performance Difference Indicator) of interactive versus traditional
subjects, in order to verify the effectiveness of our academic model
and, we observed that the average in the adaptive modality was 23.2%,
against 10.4% in the traditional one.
Also, we offer the Desafio Nota Máxima program (“Maximum Score
Challenge”), to students who are nearing graduation. This tool identifies
the contents that the student did not assimilate during the course and
reinforces their learning, ensuring that no one graduates with significant
knowledge gaps.
SUSTAINABILITY REPORT KROTON / 2017
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With this tool it was also possible to measure real gains in learning
when measuring the students’ results in ENADE. Those who performed
over 50% of the adaptive activities had on average 12.5% more correct
answers in the exam.
We use sophisticated machine learning and deep learning algorithms,
allied to a data mass containing more than 200 million answers, which
acts as study recommendation for students. Ensuring that each student
receives individually and in a personalized way all the stimuli that
maximize their chance of success (academic, professional and in life) is
the great objective of our academic model.

SUSTAINABLE MANAGEMENT AND OPERATIONS

In this way, leveling tools ensure that freshmen mitigate their high
school learning gaps and graduation review tools ensure that students
are educated by absorbing the core skills of their profession.
By being online and cloud based, the platform captures, processes
information and generates real-time indicators. This allows us to
simultaneously track everything that each student, class or center has
studied in a given week. With well-structured indicators, reflecting what
is expected from academic managers, it is possible to have systematic
follow-up, in line with the best pedagogical practices, creating an
academic management culture oriented by results and meritocracy.
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Digital learning tools
In line with our digital transformation strategy, KLS 2.0 offers our students and teachers a range of tools that support the teaching and learning
process:

KLS 2.0 digital tools

Digital Student
Portal (PDA)

It allows the student to access his entire academic life online. In one place, the Portal gathers the educational
textbooks, school information, such as grades and absences and the academic secretariat and treasury
services. The platform allows the student to have full access to the college wherever and whenever they wish.

Student Virtual
Environment
(AVA)

All of our learning resources, such as web-lessons, textbooks, learning objects and supplementary instructional
materials, recommended by teachers, are available on digital platforms, facilitating access to content.

Saber App

A digital library that allows the student to carry our collection of interactive content in the palm of their
hand. The tool includes materials such as Digital Textbooks and Provocative Learning Activities and allows
download for offline reading.

Teacher’s
Room

The platform was launched in 2017, enabling all network teachers to exchange information, best practices
and interact through platform forums. In addition, teachers may have access to teaching materials pertaining
to KLS 2.0.

Virtual
Library

Students and teachers can consult the digital collection, which has more than 900 thousand items such
as e-books, standardization of TCCs, monographs, images, videos, periodicals and publications of major
publishers such as Pearson, Grupo Gen and Saraiva. The virtual library works with the concept “Information
for All”, which has the advantage of directing users to the data sources available in the virtual environment,
providing tools for people with special needs such as: font enlargement, screen contrasts and voice synthesizer.
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These tools meet the growing interest that students show in the digital
universe. In 2017, for example, the Saber app alone registered more than
93.8 million views to the 728 titles registered on the platform. The amount
is 23 times higher than the one registered in 2016. If the users’ reading time
in the app in 2017 would be added up, it would total 23 years and one month
accessing the application 24 hours a day.
The Teacher’s Room is an exclusive platform for teachers, coordinators and
directors of our educational network. With it, teachers have access to more
than 9,700 activities and 15,000 teaching materials related to KLS 2.0. In
addition, rich pedagogical discussions are fostered through a forum for
experience and good practice exchanges. Just in this first year, we reached a
total of 360,000 page views on this platform.

Location of Kroton centers
RR 1

AM 16
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Distance Learning (DL)
Our operation in Distance Learning (DL) allows us to contribute to
democratizing access to Higher Education, since through it we have
been able to be present in municipalities far away from large urban
centers. In 2017, we have 1,110 centers, distributed in 821 cities of all
the states of the country. Of these, 200 were opened during the year.
Through our brands, Anhanguera and Unopar, we have the largest
DL operation among educational institutions in Brazil, according to
data from the 2016 Census of Higher Education, conducted by INEP
(National Institute of Studies and Educational Research Anísio Teixeira).

Present in 821 municipalities

AP 4

PA 48

MA 18

CE
35

PI 17
AC 6

TO 14

RO 16

BA 90

MT 47

16
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11
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PE 37
AL
19
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14

Total�

1,110
centers

DF 14
GO 57
MG 131
MS 48
SP 186
PR 68
SC 39
RS 90

ES 16

RJ 52

461,449
students

434,199 undergraduate
27,250 graduate
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The positive impact we have on student lives with
our Distance Learning network becomes clear when
we demonstrate that through our centers we are the
only private institution in 109 municipalities in the
country. That is, we represent the only opportunity
to fulfill your dream of entering Higher Education.
We have 78 centers located in cities with low HDI,
334 centers in cities with per capita income lower
than the national minimum wage and 655 in small
cities with less than 100 thousand inhabitants.
The municipalities in which we operate have an
urbanization degree of 65%, and the national
urbanization average reaches the level of 84%.
Therefore, the possibility of attending a college in
these regions represents a unique opportunity in the
students’ lives, a chance to make dreams come true,
a dream which probably their parents did not have.
Regardless of where the center is, whether it is in
a large urban center such as São Paulo (SP) or in a
small city on the Brazilian border, such as Santana
do Livramento (RS), we offer the student tools and
informational system with the same quality, serving
as an instrument to bring development to the most
distant cities and to combat the country’s regional
inequalities.
Our Distance Higher Education courses have their
own methodology that offers the student the
flexibility to choose the study method that he or she
prefers. In this sense, we allow people with time and
commuting difficulties to continue their studies.

SUSTAINABLE MANAGEMENT AND OPERATIONS

How our distance learning works

Flexibility for study

Online courses

Blended learning courses

Tele-classes

Monitoring Center

Mentoring

At any time, the student can access web-lessons,
video-lessons, discussion forums and textual
productions in the virtual learning environment.

All content is made available in the virtual learning
environment and the student must go to the Center
only to take the test.

In addition to the content available in the virtual
learning environment, the student has tele-classes
transmitted via satellite in the Centers.
Tele-classes are broadcast live through broadcast
studios equipped with state-of-the-art technology,
allowing student and teacher interaction.

In the courses with practical classes in the Centers’
labs, professionals trained in the area monitor and
evaluate the practices through a monitoring center.

The tele-classes are guided by a tutor with training in
the area, which mitigates the doubts of the students
in the room. Students can also submit questions to
tutors connected to the virtual learning environment
when they are studying off-campus.
SUSTAINABILITY REPORT KROTON / 2017
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In the centers, in addition to face-to-face classes,
we also offer pedagogical support and an academic
environment suitable for studies.
The scenario for Distance Learning in Brazil changed
considerably in June 2017, when MEC announced a
new regulatory framework. This measure allowed
the accreditation of Higher Education Institutions
to offer courses only in the distance modality,
which was not allowed before, and authorized
the Institutions already accredited to open new
Centers with greater autonomy, according to its
performance in MEC evaluations.
These measures resulted in a major change in the
national scenario:

SUSTAINABLE MANAGEMENT AND OPERATIONS

Growth in DL offer in Brazil
6,933

3,133

+84%
3,768
+20%
Centers offering DL

2015

2016

2017

The growth trend in DL in the country will continue in the coming years, with real potential
to exceed 10,000 centers already in 2018. Even with this new competitive scenario, we have
managed to maintain our levels of intakes regarding DL students and our forecast is to
continue expanding our activities in the coming years, always in a sustainable way.
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The Zero Failure Forum, for example, was responsible for solving 127
problems since its inception in 2015, solving thousands of incidents
that would impact students. We also perform periodic audits to ensure
the regularity of each of the centers in relation to physical structure,
conservation and accessibility. In case irregularities are found, we initiate
a flow of sanctions, which may even lead to center shutdown.

DL student profile
• 92% of the DL students attended High School in a public
school;
• Only 19% do not work and 71% are responsible for the
monthly tuition payment;
• The personal income of 62% of the students is up to
two minimum wages and the family income of 82% of
them is up to four minimum wages.
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Satisfaction with DL Centers
Weak

1

Student Entry

2

Teaching

3

Portfolio and Satellite Grid

4

Capture and Conversion

5

Student Management

6

Collection

7

Management of the Center

9

Technology & Computers

11

Mission, Vision and Values

10

Graduate Courses

8

Communication with Centers
-100%

2014

This is reflected in the quality of our offer of distance learning, in all
spheres: academic, service and infrastructure. As a result, the satisfaction
rating of our NPS (Net Promoter Score) grows year by year and is today
the best in our history.

Neutral

-50% -25% 0% 25% 50%

2015

2016

Strong

100%

2017

*The NPS methodology evaluates how much the Center manager
would indicate the Kroton Center to a friend or relative according to
different criteria.
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Premium DL
Premium DL is a Kroton innovation designed to offer distance
learning courses that require a great deal of practical lessons.
These courses include some of the most sought-after programs by
Brazilian students, and valued by the labor market, but which are
not usually found far from large urban centers because of the need
for infrastructure for practical classes.
Not surprisingly, the Brazilian regions with the lowest offer of these
courses are the most deprived of professionals trained in these
areas. Therefore, we offer to students located in distant regions the
possibility to study in valued courses while contributing to solve a
latent need of professionals in these sectors, collaborating for the
regional development of different cities across the country. Before,
some of them needed to bring professionals from other regions,
due to lack of the profile locally. Now, these positions can be filled
by hiring people from the same region.
To illustrate the importance of this work, it is worth noting that in
53 cities we are the only teaching institution to offer the Nursing
course, in 34 we are the only one to offer Nutrition and in 18 we are
the only one with Civil Engineering courses.
In this modality, some of the content is offered on our DL platform
and the practical activities are carried out in the Center’s
laboratories and / or in convened locations in the region. The
students develop the same practical activities offered in the
classroom and are accompanied by professionals trained in the
area, besides being monitored in real time through the monitoring
center headquartered in Londrina (PR).
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By the end of the year, 116 centers were offering the
Premium DL. We went from 70 thousand students in 2016
to 120 thousand students in 2017, equivalent to 328
students enrolled per day. Our objective, understanding
the importance of this modality of course, is in the coming
years to continue expanding the number of centers and the
number of courses offered in this model.

Premium DL
Courses available in 2016

Electrical
Engineering

Civil
Engineering

Production
Engineering

Computer
Engineering

Mechanical
Engineering

Nursing

Premium DL benefits for students

Courses available in 2017

Architecture and
Urbanism

Nutrition

Interior Design
TC

Aesthetics and
Cosmetology TC

Students enrolled at Premium DL (thousand)

70

2016

+71%

120

2017

Physical Education
- Bachelor

• Students residing in regions away from large centers
have the opportunity to choose new courses in their
region;
• Professionals with technical education who already work
in the area have the necessary flexibility to reconcile
both activities; and
• Courses with the same practical academic load of the
courses in the on-campus mode.

Premium DL benefits for partner centers
• Laboratory plants optimized to capture synergies;
• Courses with high repressed demand in the localities
where the centers are located;
• Sequence of course launching designed to maximize the
synergies in laboratories;
• Expansion of the portfolio from 5 to 16 Premium courses
between 2016 and 2018;
• Strong differentiation from the competition; and
• Kroton brand positioning as the most complete in the
industry.
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Education: access and retention
At Kroton, we understand the potential that Higher Education has to fight
social inequalities and accelerate the country’s development. We believe
that higher education allows us to expand opportunities so that each one
may achieve their dreams and accomplish their life projects.
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Therefore, we continuously seek to develop and offer tools to help
the student overcome the existing difficulties when accessing
higher education.
We highlight some of the main tools :

Prouni (The ‘University for All’ Program) of the Ministry of Education (MEC). Created in 2004, it offers scholarships in private institutions to
students from lower--income families. In 2017 there were 163,099 students in this type of program.

Students with access to FIES (thousand)
FIES (Student Financing Fund), offered by MEC to students of private higher
education institutions. As of 2015, however, the Brazilian government has changed
the access rules to FIES and drastically reduced the number of students who have
been using the program over the years. In 2017, there were new changes to FIES.
With the decrease in student’s entrance using the FIES and the graduation of those
who used the funding in previous years, the number of students with access to the
Fund reached 144,878, representing a 39% drop since 2015. In 2017, Kroton had
323,093 students with active registrations belonging to FIES.

238.2
191.4
-20%

144.9
-24%

2015

2016

2017

Students with access to PEP (thousand)
PEP (Private Special Installment Plan), created by Kroton to offer a new option for
students who need funding as an alternative to the restrictions of the government
program. We started offering this alternative in 2015, offering pre-approved and
interest-free installments, with payment only after graduation. The program has
two types - PEP 30 and PEP 50 - through which the student can finance 70% or
50% of their program, respectively.

43.5 +13%

49

+154%
17.1

2015

2016

2017
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In 2017, we also started to offer the PMT (Late Enrollment Installment
Plan), also known as Temporary PEP, allowing students who have started
attending classes after the classes have begun to pay their tuition relative
to months prior to their enrollment in installments.
In addition, through a partnership with Banco Santander’s Universities
Program, we offer different international mobility scholarship programs
and a support program for the payment of university tuition.
“Kroton’s selective process and follow-up in our initiatives allows students
with academic excellence and unfavorable socio-economic conditions to
access international opportunities and the job market.” Ronaldo Rondinelli,
Director of Santander Universities.
In 2017, scholarships offered by the program included 118 students. In
the Top Spain Program, three students and two teachers were awarded
a scholarship to improve their knowledge in Spanish language and
culture through a three-week course in the July 2017 vacations, in one
of Europe’s most traditional institutions - the Universidad de Salamanca.
“The exchange was certainly one of the richest things I could experience in
terms of expanding my expectations and worldview. Salamanca is what we
can call a little piece of the world within Spain; I met Brazilians, Spanish,
Mexicans, Russians, Chinese, Japanese, Americans, English, Germans,

SUSTAINABLE MANAGEMENT AND OPERATIONS

French, Israelis, Arabs among many others. I have met places and people
who have shown the world to me from a new perspective. I definitely did
not go to Spain just to learn Spanish; I learned to speak to the world. I
simply can’t get enough of it, it’s great to be recognized for our efforts. In
this sense, I’m increasingly motivated to strive and to be a good student.”
Eric Koiti Gunji da Silva. Business Administration student at Unopar
Boulevard (PR). Check out the award video of the Top Spain Program:
https://bit.ly/2ypGCH2
“Living the experience of this exchange provided by Santander in partnership
with Kroton was incredible. The Spanish course offered was excellent,
with very attentive teachers who made every effort to explain the Spanish
language grammar. Also the exchange provided the interaction between
students and teachers coming not only from the most diverse regions of
Brazil but also from the world, being of extreme importance for my personal
development and the breaking down of prejudices, paradigms and barriers.”
Bianca Neves Tavanielli. Law student at Anhanguera Leme (SP).
“The exchange program in Salamanca in Spain was an incredible experience
that I will keep for the rest of my life. It was a unique opportunity to improve
my language skills and learn a little about Spanish culture. Three intense
weeks with lots of learning and study. No words to describe how enriching
it was for my professional and personal life. Definitely a life experience that
will stay in my memory.” Victor Paula Bartoli. Mining Engineering student
at Faculdade Pitágoras Raja Gabaglia (MG).

SUSTAINABILITY REPORT KROTON / 2017

32

INTRODUCTION

ABOUT KROTON

SHAPE YOUR FUTURE

SUSTAINABLE MANAGEMENT AND OPERATIONS

The Fórmula Santander and Ibero-Americanas programs benefited 33 students with scholarships
in the amounts of R$ 16.7 thousand and R$ 10 thousand, respectively, making it possible for our
students to participate in international exchanges in renowned universities. Check out the award
video of the Fórmula Santander Program: https://bit.ly/2MIxHUy
“During my graduation period, I had the privilege of participating in a student exchange program at
Faculdade Pitágoras in partnership with Santander, in Buenos Aires, Argentina. No doubt, there are
many benefits and advantages arising from this experience. Beyond the possibility of improving my
skills and understanding of a new language, studying abroad is the guarantee of receiving numerous
personal benefits at the same time as it boosts your curriculum. The main lesson I learned was to
value everything I have achieved and the efforts we put into making our dreams come true. With work,
dedication, patience and faith, whatever is for our training will happen. For those people who dream
of doing student exchange, my message is: ‘Just go! You will not regret it!” Jéssica Lima. Business
Administration student at Pitágoras Betim (MG).

In the Programa Bolsas Nacionais (National
Scholarship Program), we had the opportunity to
carefully select students with excellent academic
performance and low socioeconomic status to
receive financial support, in the amount of R$
300 per month, for a year, intended for tuition
payment at the educational institution.
“Initiatives like these are praiseworthy because
they encourage and awaken the courage to
continue walking in pursuit of our personal and
collective goals. I am grateful for being benefited
with this Scholarship, which will lead me towards
professional and personal success.” Rogério
Monteiro. Production Engineering student at
Unime Salvador (BA).
“This scholarship will contribute to my academic
background and especially to my professional and
personal development. About three months ago,
I thought about taking time out of college since I
was unemployed and relying only on my husband’s
salary, I was not able to keep the monthly
payments. But I needed to finish college to get
an improvement in my personal and professional
life. Thanks to this scholarship I can continue
my studies and train to be a great professional.”
Luciana Batista da Silva Stacchini. Arts student
at the Unopar Center - Rio de Janeiro VIII – Padre
Miguel (RJ).

Engineering students at Pitágoras School, Bolsa Fórmula Santander winners. From left to right: Rodrigo
Ferreira; Joyce Assis Silva; Grasielle Custódio Superbi

All these actions are promoted by the Company,
in order to stand with the students, supporting
their journey and achieving their goals.
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Retention Program
We know that the academic road is not always
easy; the student finds several challenges to be
overcome. And walking down this path alone is
even more difficult, so we are on your side, we
walk together so our student may finish his/
her studies, achieve his/her goals and make
his/her dreams come true.
Therefore, we consider it essential to keep
the students engaged throughout their entire
academic journey, and the Retention Program
was developed with this purpose. Among its
priorities, the Program intends to discover
and fight the main reasons that lead to drop
outs, giving our students the best possible
experience during their undergraduate
programs. The first cycle of the Program
happened between 2016 and 2017, and had 12
projects led by distinct areas of the Company.
We understand that out student’s profile, who
often come from public education or have
not studied for a long time, may present a
learning gap, which is often responsible for
their demotivation. Thus, to support them
and minimize the evasions for academic
reasons, in some subjects we began rewarding
students’ commitment, by giving grades for
participation in extracurricular activities.

With the end of the first cycle, we will launch the
Retention Program 2.0 in 2018, which should
expand current initiatives and expand the scope
of its activities.
At Kroton, we understand that the best way
to get to know students’ ideas, perceptions
and wishes about college is to put ourselves
in their shoes. Therefore, we have developed
the Sintonia Project, which encourages our
leaders and managers to live the experiences
of students by immersing themselves in their
daily lives.
In 2016 and 2017, 51 executives were chosen
to participate in the Project. Anonymously,
they took the entrance exam, registered,
attended the classes, went through
administrative processes and used the
academic spaces. In doing that, they could
see how their decisions directly affect the
students’ lives. The program contributes to
the improvement of our management. In
all, 975 suggestions for improvement were
collected.

Our leveling courses and the Life Project, an
independent study implemented in 2017 for
all the first semester students, are examples
of contributions we offer for our student to
overcome this challenge.

By 2018, we have already mapped 32 projects
that will help our students in their trajectory,
bringing improvements in the payment
conditions, in the self-service, that will reinforce
students’ monitoring and reception and will
increasingly strengthen the digital channels and
technology use in this relationship.

Life Project
The Independent Life Project Study aims to
develop the socio-emotional competences
of our students, making them aware of the
importance of managing their own future,
during and after higher education. Content
works three competences - personal, social
and productive - developing self-knowledge,
empathy and interpersonal relationships skills.
In general, the Life Project is based on a selfmanagement process, through which the
student establishes personal and professional
goals, plans the future and defines the
actions with a view to achieving these goals.
Throughout the process, it reassesses the
planning and established goals.
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Kroton Student Support
GRI G4-57 | G4-58 | G4 PR5

Our educational institutions have different channels of assistance
through which our students can contact us, ask questions, make
suggestions or make complaints.
In 2017, 75.6% of our customers were satisfied with the service
provided through our online chat. In our Ombudsman’s Office, we
received 57,600 contacts, of which 92% were complaints and we
resolved 65.7% of them within a period of seven working days.
At Reclame Aqui, (“Complain Here”), an independent communication
channel that allows consumers to solve their problems with the
companies, of all complaints received, 53.9% were resolved within
five working days. According to the students’ evaluation, 69.4% were
satisfied with the resolution of the cases.
Also, we provide the Kroton Confidential Channel (CCK), available
to employees, students, suppliers and the external community. In it,
100% of the complaints are resolved, related to:
•
•
•
•
•
•
•

fraud of any kind;
negotiations that disadvantage Kroton;
improper changes in financial and academic data;
harassment and sexual harassment;
nepotism;
improper use of Kroton trademarks; and
human rights violation.

In 2017, 369 complaints were received via CCK.
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Accessibility
GRI HR2

Everyone has the right to a quality education. Therefore, we strive to expand our performance, to
be closer and achieve together the graduation dream.
Within this context we have an area dedicated to the specialized service of the target audience
of Special Education. The NUEEI (Inclusive Special Education Center) is the sector responsible for
guiding the pedagogical inclusion actions in our units and centers.
For each public target student in special education, the Center develops a Specialized Educational
Assistance Plan (AEE). This plan is built collaboratively with Institutions of Higher Education, based
on information provided by the student himself, his family and friends. The plan is developed
individually, considering the particular characteristics of the student, and indicating the services
and pedagogical resources appropriate to their learning process.
In 2017, 110 Specialized Educational Assistance Plans were developed. In addition, about 990
DL students demanded guidance from NUEEI regarding the use of specialized resources such as
material suitability, proofs with an extended source, availability of materials in formats accessible
for screen readers and insertion of a Libras (Brazilian Sign Language) window in video lessons and
tele classes.
NUEEI also provides technical support to other areas of the Company, developing support
materials, advising on the elaboration of pedagogical tools, technical resources for accessibility
in the portals and academic platforms. In 2017, 45 interactions were carried out in this sense.
Over the same period, more than 2,200 direct and indirect visits were made to the Campuses and
Centers regarding services aimed at the target audience in Special Education.

Qualifying for inclusion
We seek to strengthen the inclusive
culture within the Company through nine
courses aimed at accessibility offered to
all employees at Kroton University:
•
•
•
•
•
•
•
•

Audio description;
Diversity in Organizations;
Inclusive Education Training;
Professional Inclusion of Persons with
Disabilities;
Libras - Brazilian Sign Language;
Audio description workshop;
Accessibility programs for the visually
impaired: NVDA and MEC DAISY; and
Autistic Spectrum Disorder.

In 2017, 39,226 training hours were
provided within this theme, reaching 50%
of our employees.
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