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Efficiency ratio
2019-2023

46.3%

‘\

\ 39.8%

1Q19 1Q20 1Q21 1Q22 1Q23



in the transition to

a low-carbon
economy
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To be where
the customeris
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Cost reduction




embedded in the
client context
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Ambition until 2025

35% to 40% 27% to 30%

of women of black
inleadership people




Actual

34.6%

Women in
leadership

26.7%

Black
people



New hirings




3
to generatea

positive impact
on society
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global NPS
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_/ Likert Superapp

Ak 78.0%
62.9% e
60.5%
® -
Dec-21 May-22 Dec-22 Feb-23
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Valuein

the Integrated
Investment

Ecosystem ‘ @ ‘




| O n Investment

tad  options

O 1



ltat Unibanco Holding S.A. @

Retail Banking and Insurance
Carlos Vanzo

Itau Day 2023
Sao Paulo, June 15t 2023




Ql0Dd |

of customer
needs

Corporativo | Interno



Omnichannel
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415 digital branches in Brazil @

m .
(L) WhatsApp b Click to human

] E-mail @ Bankline
5 . .
%] Phone @ Mobile banking
100% of featuresin
= chat

—
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Engaged and

onal customers
YoY Mar-23

»



NPS Personnalité
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ininsurance sales
inthe last 2 years
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growthin ‘...____.

digital channels
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Insurance claims ‘_
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Auto loans

-

€




Individuals ‘

brokerage account
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Call center
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7,

proactivecalls
per year
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One Itad
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Mortgage NPS

+ 50 points
—1 in 2years
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LUl A

+ cross sell
+ engagement
2x more result
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Agribusiness
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Agribusiness
niche
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Agribusiness niche







Tech Niche

!






Best Corporate
Sustainability

Strategy: 1
Bank ESG Investing 2023
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Retail Companies |
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Potential clients -
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Business Model [ ' ﬁ

in SMEs /
Consistent evolution since 2014 \

Structural elements
Proprietary development

Significant o
[differentiation%]




Main competitors
Non-Performing Loans

2 to 3 times
higher than
N our level

+2X

Player1  Player2




Credit )

Portfolio
RS billion |
£ = L
Market
301 | leadership
Player1 Vg ~
+13%
\/ L 2 CAGR 15-22
\ . J
Player 3 vs 2015
Market grew 45%

in the same period

2015 2017 2019 2021 2023



71% of the portfolio concentrated

in medium-sized companies

Market

+20 p.p.

1

52%

14%
2022

7
&

companies

companies

companies



+ 60% of engaged customers
Engaged: most of the customer's
financial needs at Itau



Engagement machine

Best in class
platform ‘ /:
Sales force Smooth channel
tools orchestration
Incentives and
business method

Best
conversation










Wholesale

SMEs Projeto

ettt

Microentrepreneur
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Latin America
netincome
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NPS ‘

Chile and Uruguay
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Quality
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In high impact
Incidents compared
t0 2018

#




In the cost
of single transaction

compared to 2020




inthe average time
to develop solutions |
| compared to 2021 -
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