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Atento Anuncia Resultados Fiscales del primer trimestre de 2021  

Los sólidos logros comerciales, el crecimiento de los ingresos y la eficiencia llevaron al primer trimestre con 
flujo de caja positivo desde 2017; 

Los ingresos en divisas fuertes ya representan el 25% del total; 
En camino de ofrecer orientación sobre el año fiscal 2021  

 
NUEVA YORK, 5 Mayo 2021 – Atento S.A. (NYSE: ATTO) (“Atento” o la “Compañía”), el mayor proveedor de servicios de 
externalización de procesos comerciales y gestión de relaciones con los clientes en América Latina, y entre los cinco 
principales proveedores a nivel mundial, anunció hoy sus resultados operativos y financieros del primer trimestre para el 
período que finaliza el 31 de marzo de 2021. Todas las comparaciones en este anuncio son año contra año (YoY) y en moneda 
constante (CCY), a menos que se indique lo contrario. 

Desempeño saludable y rentable en el primer trimestre de 2021 

• Los ingresos del primer trimestre crecieron 8.0% sobre una base de moneda constante, con un crecimiento consistente 
en Multisector en todas las regiones, impulsado por los Servicios de Próxima Generación. 

• Los ingresos multisectoriales aumentaron 11.0%, alcanzando el 68.1% de los ingresos totales, 0.7pp mayor año contra año 

• TEF reanuda el crecimiento tras la victoria de un nuevo programa 

• Los ingresos en EE.UU. aumentaron 52.0%, y el EBITDA aumentó 91% año contra año. 

• El EBITDA consolidado se expandió 6.7% a $39.1 millones año contra año, con un margen correspondiente de 10.5%, en 
línea con las expectativas de la administración y reflejando la estacionalidad histórica para el primer trimestre. 

• Mejora sólida continua en el flujo de caja: flujo de caja operativo + $11,9 millones frente al primer trimestre de 2020, 
totalizando $5,5 millones en el primer trimestre de 2021, la primera cifra positiva para un primer trimestre desde 2017 

Construyendo un historial en eficiencia operativa 

• Primera etapa implementada en 2019 y 2020 enfocada en gastos operativos estructurales, con $60 millones en ahorros 
anualizados llevados a 2021 

• La segunda etapa estará enfocada en la rentabilidad del contrato, con ahorros anualizados que se espera que alcancen 
más de $25 millones 

La refinanciación de la deuda resolvió la incertidumbre relacionada con la estructura de capital 

• Concluyó con éxito el refinanciamiento de deuda en el primer trimestre de 2021, lo que extendió la vida útil promedio de 
la deuda a 4.3 años 

• Balance general saludable con una sólida posición de caja de $176,1 millones 

• Reducción de la deuda neta del 6,9% frente al primer trimestre de 2020, con un apalancamiento de 3,3x 

• Deuda en USD cubierta por principal y cupones  

Avenidas para el Crecimiento     

• Foco continuo en expandir los Servicios de Próxima Generación  para negocios multisectoriales y estadounidenses, con el 
objetivo de aumentar los ingresos y el EBITDA en monedas fuertes.                           

 

Estados Financieros Consolidados Resumidos  

($ en millones excepto GPA) Q1 2021 Q1 2020 
  

Crecimiento 
(CCY)  (1) 

Estado de los resultados (6)    

Ingresos   370,6 375,4 8,0% 

EBITDA (2) 39,1 40,8 6,7% 

      EBITDA Margen 10,5% 10,9% -0,4 p,p, 

Ingresos netos  (3) (20,2) (7,4) 
 

N,M, 

Ingresos netos recurrentes (2) (9,9) (3,5) -116,3% 

GPA en la base de division inversa (2) (3) (5) ($1,43) ($0,52) N,M, 

GPA recurrente en la base de division inversa (2) (5) ($0,70) ($0,25) -117,4% 

Flujo de caja, deuda y apalancamiento      

Efectivo neto utilizado en actividades operativas  (0,6)  4,4   

Efectivo y equivalentes de efectivo 176,1  162,8   

Deuda neta (4) 525,4  564,3   
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Apalancamiento neto (4) 3,3x 3,7x   
(1) Unless otherwise noted, all results are for Q1; all revenue growth rates are on a constant currency basis, year-over-year; (2) EBITDA, Recurring Net Income/Recurring Earnings per Share (EPS) are Non-

GAAP measures; (3) Reported Net Income and Earnings per Share (EPS) include the impact of non-cash foreign exchange gains/losses on intercompany balances; (4) Includes IFRS 16 impact in Net Debt 

and Leverage; (5) Earnings per share and Recurring Earnings per share in the reverse split basis is calculated by applying the ratio of conversion of 5,027090466672970 used in the reverse split into the 

previous weighted average number of ordinary shares outstanding, (6) The following selected financial information are preliminary, unaudited and are based on management's initial review of operations 

for the first quarter of 2021, 

 

Mensaje del Director Ejecutivo y del Director Financiero  

Atento obtuvo sólidos resultados en el primer trimestre de 2021, gracias a las sólidas ventas de Servicios de Próxima Generación 

en las regiones en las que operamos, especialmente en Estados Unidos y EMEA. Nuestros ingresos en el trimestre aumentaron 

un 8,0% interanual sobre una base de tipo de cambio constante, mientras que el crecimiento del EBITDA fue de 6,7%, con un 

margen de 10,5%, y costos de implementación de nuevos proyectos cuyos ingresos se contabilizarán en su totalidad a partir del 

segundo trimestre de 2021 en adelante, y ajustes salariales en Brasil. Por primera vez desde 2017, generamos un flujo de caja 

operativo positivo en un primer trimestre, 

La implementación de nuestro Plan de Tres Horizontes en 2019 nos permitió convertir con éxito nuestra cartera comercial, 

aumentando constantemente nuestras ventas según lo medido por el Valor Anual Total: las nuevas ganancias en este trimestre 

superaron los $80 millones, 4 veces más de lo que vendimos en el mismo período en 2018, y 50% más que el primer trimestre de 

2020, más de la mitad de estos ingresos provinieron de Estados Unidos. Nos enorgullece informar que una de estas victorias es 

un contrato con el estado de Maryland, donde asumimos una posición de primera línea en la lucha contra el COVID con el 

lanzamiento del sistema de Programación y Distribución Equitativa de Vacunas de Atento utilizando la solución de trabajo remoto 

Atento@home, implementado en tan solo dos semanas, 

Hace un año, dijimos que queríamos servir a los clientes adecuados, con los servicios adecuados, y eso es lo que hemos estado 

entregando. Hemos podido atraer marcas nativas digitales y tecnológicas que, junto con los medios, comprenden más del 10% 

de nuestros ingresos totales. Cuando sumamos los ingresos de Estados Unidos y EMEA, las monedas fuertes representan el 25% 

de los ingresos totales, mitigando el impacto de las variaciones de tipo de cambio de nuestros negocios en Latinoamérica. Lo que 

es más importante, estos clientes demandan servicios más sofisticados, lo que permite mejores márgenes, 

Estamos viendo oportunidades para extraer eficiencias operativas adicionales a lo largo del año. Después de lograr ahorros de 

costos anualizados de $85 millones en 2020, de los cuales $60 millones se trasladan a 2021, comenzamos el año enfocándonos 

en la rentabilidad del contrato. Hay factores importantes que impactan la rentabilidad de cada programa. Tenemos un grupo de 

entrega que actualmente implementa iniciativas para equilibrar mejor estos factores para que podamos mejorar nuestros 

retornos mientras brindamos excelentes servicios a nuestros clientes, 

Como dijimos en nuestro Día para Inversores de 2019, mejorar la estructura de capital de Atento es un elemento clave para 

generar valor a los accionistas. Este trimestre completamos exitosamente la refinanciación de nuestra deuda, emitiendo nuevos 

Bonos Senior Garantizados por $500 millones que vencen en febrero de 2026, extendiendo el promedio vida de nuestra deuda 

de 1,5 años a 4,3 años  y allanando el camino para mejorar nuestra estructura de capital. Cumpliendo con el compromiso asumido 

con los inversores, las nuevas notas están protegidas por instrumentos de cobertura que consisten principalmente en swaps de 

moneda cruzada en BRL, PEN y Euro, con los cupones cubiertos hasta el vencimiento, mientras que el principal está cubierto por 

un período de 3 años, 

La demanda de nuestreos servicios de CX sigue siendo fuerte y Atento está más que preparada para atender esta demanda. La 

combinación de crecimiento de los ingresos brutos, expansión de los ingresos en divisas fuertes y eficiencias operativas 

adicionales junto con el éxito de nuestro refinanciamiento de deuda fortalece nuestra confianza en el logro de nuestro objetivos 

de EBITDA y apalancamiento para 2021 y 2022, 

Carlos López-Abadía    José Azevedo 
Director Ejecutivo                 Director Financiero 
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First Quarter Consolidated Financial Results  

Atento’s revenue increased 8.0% YoY in Q1 2021, to $370.6 million, mainly driven by an 11.0% growth in Multisector sales, 
which expanded across all regions, reflecting the company’s effort to continue improving revenue mix into fast-growing and 
more profitable verticals. Media, Tech and Born-digital already represent more than 10% of total revenues, with revenues in 
hard currencies already totaling 25% of total revenues. 
 
Sales of Atento@home solutions have also increased. We are now serving more than 300 clients with this solution while 
maintaining our employees safely working from home, complying with all the security standards and reinforcing the culture 
of taking care of our people. 
 
Telefónica revenues are stabilizing, with an increase of 2.2% YoY, mainly from higher volumes in Brazil and EMEA. It is worth 
highlighting that the initial impacts from the pandemic were already felt mid-March 2020, with the closing of centers that 
directly impacted TEF revenues for that period. We continue to improve our relationship with Telefónica and remain the 
leader in the share of wallet for CX services. 
 
Multisector revenues reached 68.1% of total sales, up from 67.5% in Q1 2020 and from 62.4% two years ago, as a result of 
higher sales of Next Generation Services, such as high-value voice, integrated multichannel and automated back-office 
services, demand for which is even stronger with the change in consumer habits. NGS represented 30% of our new sales in 
this quarter. 
 
Consolidated EBITDA expanded 6.7% to $39.1 million YoY, while the corresponding margin reached 10.5%, diminishing 40 
basis point year-over-year. This slight decline reflects an impact of $6.6M from wage adjustments in Brazil, which we expect 
to recover as we pass it through to prices in the next quarters and of $1.3M implementation costs of new client programs in 
Brazil and the US. This EBITDA margin was in line with management expectations and reflects the historical first quarter 
seasonality. 
 
Atento continued to maintain a comfortable level of financial liquidity, with net debt decreasing 6.9% to $525.4 million YoY. 
Operating Cash Flow was R$5.5 million in the quarter, the first positive OCF we registered in a Q1 since 2017. Free cash flow 
was $16.1M negative, the same level registered in Q1 2020, and includes around $10 million of one-time costs related to the 
debt refinancing and $11.7 million of interest payment net of hedge gains.   
 
Segment Reporting 

Brazil 

($ in millions) Q1 2021 Q1 2020 CCY growth 

Brazil Region      

Revenue  148.9  172.0 6.7% 

Adjusted EBITDA   17.9 24.4 -9.5% 

Adjusted EBITDA Margin   12.0% 14.2% -2.2 p.p. 

Profit/(loss) for the period  (4.9) (8.2) 28.2% 

Brazil Revenue Mix 

 

  

Revenue in Brazil, Atento’s flagship operation, increased 6.7% during the quarter to $148.9 million, fueled by 5.6% growth 
in multisector, due to Next Generation Services expansion with Born-Digital companies. Telefonica revenue went up by 
10.5%, reflecting the partial impact of the new program implemented in March and also the weaker Q1 2020 that was 
impacted by the pandemic in the last two weeks of March 2020. Multisector clients acquired in the last twelve months came 
mainly from the Healthcare, Media and Born-Digital sectors. 

 

 

24,5%

75,5%

TEF Multisector

23,7%

76,3%

TEF Multisector

2021 2020 
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EBITDA was impacted by $6.6 million in wage adjustments, which we expect will be largely passed on to prices in the next 
couple of months, and $1.0 million of implementation costs related to new client programs, thus decreasing 9.5% YoY and 
totaling R$17.9 million. EBITDA margin, in turn, diminished 220 basis points to 12.0%. Excluding these impacts, EBITDA 
margin would have been 17.1%. 

Americas Region 

($ in millions) Q1 2021 Q1 2020 CCY growth 

Americas Region      

Revenue  154.1 147.4 8.6% 

Adjusted EBITDA   17.1 13.7 25.5% 

Adjusted EBITDA Margin   11.1% 9.3% 1.8 p.p 

 Profit/(loss) for the period  (1.6) (6.9) 77.0% 

Americas Revenue Mix 

 

2021 

 

 

2020 

In the Americas, the Company recorded an increase in revenues of 8.6% YoY to $154.1 million, with Multisector sales 
increasing 15.8% YoY, mainly in Central America, Colombia and the US, where we won a new contract with the State of 
Maryland to support Covid-19 vaccine appointments and logistics. Telefónica revenues decreased 4.9% YoY, with the main 
impact coming from Peru as this country has been under a more severe lockdown to control the pandemic when compared 
to other countries.  

When compared to Q1 2020, US revenues went up 52%, while EBITDA increased 91%, with EBITDA Margin reaching 15.8%, 
up by 3.2 percentage points. EBITDA was impacted by a $0.3 million implementation related cost for a new client program, 
implying normalized profitability closer to 17%. Our US clients already represent 7% of Atento’s total consolidated revenues, 
in line with our strategy of strengthening our revenues in hard currencies and expanding our presence in the American 
market.      

The region’s Adjusted EBITDA was $17.1 million, increasing 25.5% YoY mainly due to higher revenue from the US coupled 
with improved operational efficiencies. EBITDA margin stood at 11.1%, an increase of 1.8 percentage points.  

 
EMEA Region 

($ in millions) Q1 2021 Q1 20210 CCY growth 

EMEA Region      

Revenue  69.1 57.5 9.8% 

Adjusted EBITDA   8.5 3.7 105.8% 

Adjusted EBITDA Margin   12.3% 6.5% 5.8 p.p. 

Profit/(loss) for the period  0.9 (0.6) N.M 

EMEA Revenue Mix 

2021 

 

2020

 

49,3%
50,7%

TEF Multisector

51,9%
48,1%

TEF Multisector

35,0%

65,0%

TEF Multisector

30,8%

69,2%

TEF Multisector
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In EMEA, a 15.8% increase in Multisector sales, driven by Next Generation Services, coupled with a 4.3% increase in TEF 
revenues, led to a 9.8% increase in revenues during the quarter, totaling $69.1 million.  

EMEA’s Adjusted EBITDA more than doubled to $8.5 million, while the EBITDA margin expanded 580 basis points to 12.3%. 
The region’s profitability improved as a result of better operational efficiencies coupled with revenue growth. 

 
Cash Flow  

Cashflow Statement ($ in millions) Q1 2021 Q1 2020 

Cash and cash equivalents at beginning of period 209.0 124.7 

Net Cash from Operating activities (0.6) 4.4 

Net Cash used in Investing activities (7.5) (11.3) 

Net Cash (used in)/ provided by Financing activities (14.4) 58.8 

Net (increase/decrease) in cash and cash equivalents (22.4) 51.9 

Effect of changes in exchanges rates (10.5) (13.9) 

Cash and cash equivalents at end of period 176.1 162.8 

 
 

Indirect Cash Flow View – Q1 2021 ($ in millions) 

  

Despite historical seasonality for a first quarter, Atento closed the period with $5.5M of Operating Cash Flow, an $11.9 million 
improvement YOY because of a solid EBITDA coming from increased revenues and operational efficiencies. This was the first 
positive OCF in a first quarter since 2017, attesting the improvement in the Company’s financial discipline.  

Free Cash Flow was negative $16.1 million, as one-time impact of approximately $10 million costs related to the debt 
refinancing (call premium to redeem previous outstanding bond and other issuance costs such as underwriter fees, lawyers 
and auditors) led to net financial expenses of $21.6 million. It is important to highlight that Q1 and Q3 are impacted by bond 
interest payment, which amounted to $11.7 million from interest payments net of hedge gains in this quarter.  

Cash Capex was 2% of revenues in Q1 2021, compared to 3% in Q1 2020. While Q1 2021’s number was below guidance for 
the year, we believe this is a phasing effect as we have been deploying new projects, especially growth related, in line with 
our expectations. Therefore, we expect cash capex as a percentage of revenues to be aligned with our guidance of 4-4.5% 
for the entire year. 
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Indebtedness & Capital Structure 

US$MM Maturity Interest Rate 
Outstanding 

Balance 1Q2021 

SSN (1) (USD) 2026 8.0% 493.6 

Super Senior Credit Facility 2021 4.5% 30.0 

Other Revolving Credit Facilities 2021 CDI + 3.40 31.3 

Other Borrowings and Leases 2025 Variable 15.2 

BNDES (BRL) 2022 TJLP + 2.0% 0.5 

Debt with Third Parties   570.6 

Leasing (IFRS 16)   130.9 

Gross Debt (Debt with Third Parties + IFRS 16)   701.5 

Cash and Cash Equivalents   176.1 

Net Debt   525.4 
(1) Notes are protected by certain hedging instruments, with the coupons hedged through maturity, while the principal is hedged for a period of 3 years. The 

instruments consist mainly of cross-currency swaps in BRL, PEN and Euro. 

 
 
 
 

Net Leverage 

 
 
On February 19, 2021, Atento successfully completed its $500M bond refinancing. The new $500 million Senior Secured 
Notes matures on February 10, 2026 and will pay interest at a rate of 8.0% per annum. With this transaction, the Company’s 
average debt life increased from 1.5 years to 4.3 years.  

Fulfilling the commitment made to investors in the refinancing process, the new notes are protected by certain hedging 
instruments, with the coupons hedged through maturity, while the principal is hedged for a period of 3 years. The 
instruments consist mainly of cross-currency swaps in BRL, PEN and Euro. As a reference, the BRL cost for principal and 
coupon is approximately 180% of CDI, equivalent to circa 5.0% p.a. with the current CDI, compared to 7% p.a. cost of the 
previous bond for coupons only. 

 

 

 

 

 

 

 

 

564
526 514 518 525

3,7x 4,0x 4,0x
3,2x 3,3x

Q1-20 Q2-20 Q3-20 Q4-20 Q1-21

Net Debt Net Debt / EBITDA
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Debt Payment Schedule 

As of December 31, 2020     As of March 31, 2021 

 

At end of Q1 2021, gross debt was $701.5 million, which included $130.9 million in leasing obligations under IFRS 16. Atento 
finished the quarter with cash and cash equivalents of $176.1 million, a YoY increase of $13.3 million (+8.2%). At the end of 
March, we had approximately $80 million in available revolving credit facilities, of which $50 million were drawn down.  Net 
debt, in turn, decreased 6.9% when compared to Q1 2020.  

Fiscal 2021 Guidance 

 FY 2021 Q1 2021 Reported 

Revenue growth (in constant currency) Mid-single digit 8.0% 

EBITDA margin 12.5%-13.5% 10.5% 

Leverage (x) 2.5x-3.0x 3.3x 

Cash Capex as % of Revenues 4.0-4.5% 2.0% 

Share Repurchase Program 

In the quarter, the Company repurchased 18,555 shares under its Share Repurchase Program, at a cost of $369 million. On 
February 24, 2021, the Board of Directors approved the extension of the current program for additional 12 months, with the 
new expiration date on March 10, 2022. At the end of March 2021, Atento held 918,350 shares in treasury. 

Conference Call 

The Company will host a conference call and webcast on Thursday, May 6, 2021 at 10:00 am ET to discuss its financial results. 
The conference call can be accessed by dialing: USA: +1 (866) 807-9684; UK: (+44) 20 3514 3188; Brazil: (+55) 11 4933-0682; 
or Spain: (+34) 91 414 9260.  No passcode is required. Individuals who dial in will be asked to identify themselves and their 
affiliations The live webcast of the conference call will be available on Atento's Investor Relations website at 
investors.atento.com (Click here). A web-based archive of the conference call will also be available at the website. 

About Atento 

Atento is the largest provider of customer relationship management and business process outsourcing (“CRM BPO”) services in Latin 

America, and among the top five providers globally. Atento is also a leading provider of nearshoring CRM BPO services to companies that 

carry out their activities in the United States. Since 1999, the company has developed its business model in 13 countries where it employs 

approximately 140,000 people. Atento has over 400 clients to whom it offers a wide range of CRM BPO services through multiple channels. 

Atento’s clients are mostly leading multinational corporations in sectors such as telecommunications, banking and financial services, health, 

retail and public administrations, among others. Atento’s shares trade under the symbol ATTO on the New York Stock Exchange (NYSE). In 

2019, Atento was named one of the World’s 25 Best Multinational Workplaces and one of the Best Multinationals to Work for in Latin 

America by Great Place to Work®. Also, in 2021 Everest named Atento as a star performer Gartner named the company as a leader in the 

2021 Gartner Magic Quadrant. For more information visit www.atento.com 

 

Investor Relations  
Shay Chor  
+ 55 11 3293-5926 
shay.chor@atento.com 

Investor Relations   
Fernando Schneider 
+ 55 11 3779-8119 
fernando.schneider@atento.com 

Media Relations  
Pablo Sánchez Pérez 
+34 670031347 
pablo.sanchez@atento.com 

 

 

 

69,6

502,7

3,8 0,7

2021 2022 2023 2024

57,2 12,0 4,2 0,8 0,0

500,0
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Forward-Looking Statements 

This press release contains forward-looking statements. Forward-looking statements can be identified by the use of words such as "may," "should," 
"expects," "plans," "anticipates," "believes," "estimates," "predicts," "intends," "continue" or similar terminology. These statements reflect only 
Atento's current expectations and are not guarantees of future performance or results. Forward-looking statements by their nature address matters 
that are, to different degrees, uncertain, such as statements about the potential impacts of the Covid-19 pandemic on our business operations, 
financial results and financial position and on the world economy. These statements are subject to risks and uncertainties that could cause actual 
results to differ materially from those contained in the forward-looking statements. These risks and uncertainties include, but are not limited to, 
competition in Atento's highly competitive industries; increases in the cost of voice and data services or significant interruptions in these services; 
Atento's ability to keep pace with its clients' needs for rapid technological change and systems availability; the continued deployment and adoption 
of emerging technologies; the loss, financial difficulties or bankruptcy of any key clients; the effects of global economic trends on the businesses of 
Atento's clients; the non-exclusive nature of Atento's client contracts and the absence of revenue commitments; security and privacy breaches of the 
systems Atento uses to protect personal data; the cost of pending and future litigation; the cost of defending Atento against intellectual property 
infringement claims; extensive regulation affecting many of Atento's businesses; Atento's ability to protect its proprietary information or technology; 
service interruptions to Atento's data and operation centers; Atento's ability to retain key personnel and attract a sufficient number of qualified 
employees; increases in labor costs and turnover rates; the political, economic and other conditions in the countries where Atento operates; changes 
in foreign exchange rates; Atento's ability to complete future acquisitions and integrate or achieve the objectives of its recent and future acquisitions; 
future impairments of our substantial goodwill, intangible assets, or other long-lived assets; and Atento's ability to recover consumer receivables on 
behalf of its clients. In addition, Atento is subject to risks related to its level of indebtedness. Such risks include Atento's ability to generate sufficient 
cash to service its indebtedness and fund its other liquidity needs; Atento's ability to comply with covenants contained in its debt instruments; the 
ability to obtain additional financing; the incurrence of significant additional indebtedness by Atento and its subsidiaries; and the ability of Atento's 
lenders to fulfill their lending commitments. Atento is also subject to other risk factors described in documents filed by the company with the United 
States Securities and Exchange Commission.  

These forward-looking statements speak only as of the date on which the statements were made. Atento undertakes no obligation to update or revise 
publicly any forward-looking statements, whether as a result of new information, future events or otherwise. 
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SELECTED FINANCIAL DATA:  

The following selected financial information for the first quarter ended March 31, 2021 and March 31, 2020 are unaudited.  

Consolidated Statements of Operations for the Three Months Ended March 31, 2020 and 2021 
 

 For the three months ended March 31 

($ million, except percentage changes) 
 2021 2020 

Change 
(%) 

Change 
excluding 

FX (%) 

 (unaudited)   

Revenue  370.6 375.4 -1.3 8.0 

Other operating income 1.3 0.9 50.6 43.6 

Operating expenses:     

Supplies  -20.9 -16.7 25.1 38.3 

Employee benefit expenses -282.8 -289.0 -2.1 6.6 

Depreciation -17.7 -19.8 -10.5 -0.2 

Amortization -12.8 -11.7 9.5 22.2 

Changes in trade provisions  1.5 -0.5 N.M. N.M. 

Other operating expenses -30.7 -29.3 4.8 16.6 

Total operating expenses  -363.4 -367.0 -1.0 8.3 

Operating profit 8.6 9.3 -8.0 1.7 

Finance income 3.0 2.4 23.6 60.9 

Finance costs -24.3 -15.9 53.5 65.8 

Change in fair value of financial instruments -13.8 - N.M. N.M. 

Net foreign exchange loss 7.3 -3.5 N.M. N.M. 

Net finance expense -27.8 -16.9 64.2 104.7 

Profit/(loss) before income tax -19.2 -7.6 N.M. N.M. 

Income tax benefit/(expense) -1.0 0.2 N.M. 6.3 

Profit/(loss) for the period -20.2 -7.4 N.M. N.M. 

Other financial data:     

EBITDA (1) (unaudited)  39.1 40.8 -4.2 6.7 

Adjusted EBITDA (1) (unaudited)  39.1 40.8 -4.2 6.7 
(1) For the reconciliation of these non-GAAP measures to the closest comparable IFRS measure, see section "Summary Consolidated Historical Financial 
Information - Reconciliation of EBITDA and Adjusted EBITDA to profit/(loss)". 
N.M. means not meaningful 
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Consolidated Statements of Operations by Segment for the Three Months Ended March 31, 2020 and 2021 
 

 

($ in millions, except percentage 

changes) 

For the three months 

ended March 31, 

Change (%) 

Change 

Excluding 

FX (%) 2021 2020 

(unaudited) 
Revenue:     
Brazil 148.9 172.0 -13.5 6.7 

Americas 154.1 147.3 4.7 8.6 

EMEA 69.1 57.5 20.3 9.8 

Other and eliminations (1) -1.5 -1.3 -9.2 -15.8 

Total revenue 370.6 375.4 -1.3 8.0 

Operating expenses:     
Brazil -149.2 -167.8 -11.1 9.5 

Americas -153.5 -149.2 2.9 6.9 

EMEA -66.6 -58.4 14.1 4.3 

Other and eliminations (1) 5.9 8.4 -29.9 -28.1 

Total operating expenses -363.4 -367.0 -1.0 8.3 

Operating profit/(loss):     

Brazil 2.9 4.3 -32.6 -10.9 

Americas 1.3 -1.5 N.M. N.M. 

EMEA 3.5 -0.4 N.M. N.M. 

Other and eliminations (1) 0.9 7.0 -87.3 -87.0 

Total operating profit/(loss) 8.6 9.3 -8.0 1.7 

Net finance expense:     
Brazil -9.3 -16.5 -43.6 -30.6 

Americas -2.4 -4.1 -42.5 -41.4 

EMEA -0.5 -0.0 N.M. N.M. 

Other and eliminations (1) -15.5 3.8 N.M. N.M. 

Total net finance expense  -27.8 -16.9 64.2 104.7 

Income tax benefit/(expense):     
Brazil 1.5 4.0 -62.1 -54.6 

Americas -0.5 -1.2 59.0 65.3 

EMEA -2.1 -0.2 N.M. N.M. 

Other and eliminations (1) 0.1 -2.5 102.3 102.1 

Total income tax benefit/(expense) -1.0 0.2 N.M. -6.3 

Profit/(loss) for the period:     
Brazil -4.9 -8.2 40.3 28.2 

Americas -1.6 -6.9 77.4 77.0 

EMEA 0.9 -0.6 N.M. N.M. 

Other and eliminations (1) -14.6 8.3 N.M. N.M. 

Profit/(loss) for the period -20.2 -7.4 N.M. N.M. 

Profit/(loss) attributable to:     

Owners of the parent -20.2 -7.4 N.M. N.M. 

Other financial data:     
EBITDA (2):     
Brazil 18.7 21.0 -11.1 10.9 

Americas 12.8 10.1 26.5 28.4 

EMEA 6.6 2.6 N.M. 130.0 

Other and eliminations (1) 1.0 7.0 -86.4 -86.1 

Total EBITDA (unaudited) 39.1 40.8 -4.2 6.7 

Adjusted EBITDA (2):     
Brazil 17.9 24.4 -26.7 -9.5 

Americas 17.1 13.7 25.3 25.5 

EMEA 8.5 3.7 127.0 105.8 

Other and eliminations (1) -4.5 -1.1 N.M. N.M. 

Total Adjusted EBITDA (unaudited) 39.1 40.8 -4.2 6.7 

(1)    Included revenue and expenses at the holding-company level (such as corporate expenses and acquisition related expenses), as applicable, as well as 
consolidation adjustments.  

(2)    For the reconciliation of these non-GAAP measures to the closest comparable IFRS measure, see section "Summary Consolidated Historical Financial 
Information - Reconciliation of EBITDA and Adjusted EBITDA to profit/(loss)". 
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Balance Sheet ($ Thousands) 
 

ASSETS 

  

March 31, December 31, 

2021 2020 

 (unaudited) (audited) 

NON-CURRENT ASSETS 559,020 604,327 

     

Intangible assets 91,473 106,643 

Goodwill 96,663 103,014 

Right-of-use assets 125,340 137,842 

Property, plant and equipment  85,938 90,888 

Non-current financial assets 64,951 70,275 

Trade and other receivables 27,909 20,995 

Other non-current financial assets 34,424 38,192 

Derivative financial instruments 2,618 11,088 

Other taxes receivable 4,361 4,815 

Deferred tax assets 90,294 90,850 

     

CURRENT ASSETS 532,261 571,796 

     

Trade and other receivables 318,731 324,850 

Trade and other receivables 294,632 299,086 

Current income tax receivable 24,099 25,764 

Other taxes receivable 34,730 36,794 

Other current financial assets 2,746 1,158 

Cash and cash equivalents 176,054 208,994 

     

TOTAL ASSETS 1,091,281 1,176,123 
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LIABILITIES AND SHAREHOLDERS’ EQUITY 

March 31, December 31, 

2021 2020 

 (unaudited) (audited) 

     

TOTAL EQUITY 60,749 119,676 

EQUITY ATTRIBUTABLE TO:     

OWNERS OF THE PARENT COMPANY 60,749 119,676 

     

Share capital 49 49 

Share premium 615,423 613,619 

Treasury shares -13,020 -12,312 

Retained losses -200,019 -178,988 

Translation differences -307,409 -280,715 

Cash flow / Net investment Hedge  -49,835 -37,360 

Stock-based compensation 15,560 15,383 

     

NON-CURRENT LIABILITIES 644,710 651,662 

     

Debt with third parties 580,671 594,636 

Derivative financial instruments 16,342 5,220 

Provisions and contingencies 42,084 45,617 

Non-trade payables 3,817 4,296 

Other taxes payable 1,796 1,893 

     

CURRENT LIABILITIES 385,822 404,785 

     

Debt with third parties 120,827 133,187 

Trade and other payables 240,802 249,723 

Trade payables  55,709 59,415 

Income tax payables 14,937 16,838 

Other taxes payables 84,870 97,104 

Other non-trade payables 85,286 76,366 

Provisions and contingencies 24,193 21,875 

TOTAL LIABILITIES AND SHAREHOLDERS’ EQUITY 1,091,281 1,176,123 
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Cash Flow ($ million) 
 

  

 For the three months 

ended March 31,  

  2021 2020 

 (unaudited) 

Operating activities   

Loss before income tax (19.2) (7.6) 

Adjustments to reconcile loss before income tax to net cash flows: 
  

Amortization and depreciation 30.5 31.5 

Changes in trade provisions (1.5) 0.5 

Share-based payment expense 2.2 0.6 

Change in provisions 8.7 4.1 

Grants released to income (0.2) (0.2) 

Losses on disposal of property, plant and equipment (0.1) 0.2 

Finance income (3.0) (2.4) 

Finance costs 24.3 15.9 

Net foreign exchange differences (7.3) 3.5 

Change in fair value of financial instruments 13.8 - 

Change in other (gains)/ losses and own work capitalized 0.0 (1.3) 

 
67.4 52.3 

Changes in working capital: 
  

Changes in trade and other receivables (36.0) (37.2) 

Changes in trade and other payables 17.2 10.2 

Other assets/(payables) 1.1 3.2 
 

(17.7) (22.4) 

 
  

Interest paid (29.3) (19.6) 

Interest received 7.7 9.7 

Income tax paid (4.0) (7.1) 

Other payments (5.4) (0.9) 
 

(31.0) (18.0) 

Net cash flows from/ (used in) operating activities (0.6) 4.4 

Investing activities 
  

Payments for acquisition of intangible assets (0.9) (0.1) 

Payments for acquisition of property, plant and equipment (6.6) (10.9) 

Payments for financial instruments - (0.3) 

Net cash flows used in investing activities (7.5) (11.3) 

Financing activities   

Proceeds from borrowing from third parties 501.8 77.6 

Repayment of borrowing from third parties (507.7) (9.4) 

Payments of lease liabilities (8.1) (9.4) 

Acquisition of treasury shares (0.4) - 

Net cash flows provided by/ (used in) financing activities (14.4) 58.8 

Net (decrease)/increase in cash and cash equivalents (22.4) 51.9 

Foreign exchange differences (10.5) (13.9) 

Cash and cash equivalents at beginning of period 209.0 124.7 

Cash and cash equivalents at end of period 176.1 162.8 
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Adjustments to EBITDA by Quarter 
 

 Fiscal 2019 Fiscal 2020 Fiscal 2021 

($ million) Q1 Q2 Q3 Q4 FY Q1 Q2 Q3 Q4 FY Q1 

Profit/(loss) for the period (45.6) (6.6) 1.3 (29.6) (80.7) (7.4) (18.3) (13.1) (7.9) (46.8) (20.2) 

Net finance expense 17.3 19.1 13.8 6.9 57.1 16.9 14.2 25.6 25.3 82.0 27.8 

Income tax expense (2.9) (3.1) 2.3 2.0 36.2 (0.2) (2.4) 2.3 5.3 5.1 1.0 

Write-off of deferred tax assets 37.8 - - - - - - - - -  

Depreciation and amortization 35.3 33.2 30.8 41.4 140.8 31.5 28.7 30.0 30.7 120.9 30.5 

EBITDA (non-GAAP) (unaudited) 42.0 42.6 48.1 20.7 153.4 40.8 22.2 44.8 53.5 161.2 39.1 

Adjusted EBITDA Margins 9.6% 9.6% 11.7 5.0% 9.0% 10.9% 7.1% 12.7% 14.5% 11.4% 39.1 
 

 
IFRS 16 Effect 
 

 IFRS 16: Effect Q1 2021 Q1 2020 

Revenue 0.0 0.0 

EBITDA 7.3 9.4 

Depreciation & Amortization (10.5) (11.7) 

Operating Profit (3.2) (2.3) 

Finance costs (3.4) (3.7) 

(Loss)/profit before income tax (6.7) (6.0) 

Income tax expense (0.0) 0.0 

(Loss)/profit after income tax (6.7) (6.0) 

 

Add-Backs to Net Income by Quarter 
 

 Fiscal 2019 Fiscal 2020 
Fiscal 

2021 

($ million, except percentage 

changes) 
Q1 Q2 Q3 Q4 FY Q1 Q2 Q3 Q4 FY Q1 

Profit/(Loss) attributable to equity holders of 

the parent company 
(45.6) (6.6) 1.3 (29.6) (80.7) (7.4) (18.3) (13.1) (7.9) (46.8) (20.2) 

Amortization of Acquisition related to 

Intangible assets 
5.1 5.0 4.9 5.5 20.6 5.0 4.3 4.5 4.5 18.3 5.1 

Net foreign exchange gain on financial 

instruments 
- - - - - - - - - - 13.8 

Net foreign exchange impacts 1.6 1.4 (2.3) 8.4 9.1 3.5 5.8 8.8 9.7 27.8 (7.3) 

Tax effect 34.6 (6.8) (2.2) 2.2 27.7 (4.5) (2.0) (1.4) (1.7) (9.4) (1.3) 

Other - - - -       - 

Adjusted Earnings (non-GAAP) (unaudited) (4.3) (6.9) 1.6 (13.5) (23.3) (3.5) (10.2) (1.2) 4.5 (10.1) (9.9) 

Adjusted Earnings per share (in U.S. dollars) in 

the reverse split basis 
(0.29) (0.47) 0.11 (0.97) (1.61) (0.25) (0.70) (0.09) 0.32 (0.72) (0.70) 

Adjusted Earnings attributable to Owners of 

the parent (non-GAAP) (unaudited) 
(4.7) (7.2) 1.6 (13.5) (23.9) (3.5) (10.2) (1.2) 4.5 (10.1) (9.9) 

Adjusted Earnings attributable to Owners of 

the parent (in U.S. dollars) in the reverse split 

basis 

(0.32) (0.49) 0.11 (0.97) (1.65) (0.25) (0.70) (0.09) 0.32 (0.72) (0.70) 

(*)  We define non-recurring items as items that are limited in number, clearly identifiable, unusual, are unlikely to be repeated in the near future in the 

ordinary course of business and that have a material impact on the consolidated results of operations. Non-recurring items can be summarized as 
demonstrated below: 
(a) Amortization of acquisition related to intangible assets represents the amortization expense of customer base, recorded as intangible assets. This 

customer base represents the fair value (within the business combination involving the acquisition of control of Atento Group) of the intangible 
assets arising from service agreements (tacit or explicitly formulated in contracts) with Telefónica Group and with other customers. 

(b) Since April 1, 2015, the Company designated the foreign currency risk on certain of its subsidiaries as net investment hedges  using financial 
instruments as the hedging items. Consequently, any gain or loss on the hedging instrument, related to the effective portion of the hedge is 
recognized in other comprehensive income (equity) as from that date. The gains or losses related to the ineffective portion are recognized in the 
statements of operations and for comparability, and those adjustments are added back to calculate Adjusted Earnings.  

(**)  Adjusted Earnings per share is calculated based on weighted average number of ordinary shares outstanding of 14,159,237 and 14,090,948 for the three 
months ended March 31, 2020 and 2021, respectively. 

(***)    Adjusted Earnings per share in the reverse split basis is calculated by applying the ratio of conversion of 5.027090466672970 used in the reverse split 
into the previous weighted average number of ordinary shares outstanding  
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Effective Tax Rate 
 

($ million, except percentage changes) 
Fiscal 

2019 

Fiscal 

2020 

Q1 

2019 

Q2 

2019 

Q3 

2019 

Q4 

2019 

Q1 

2020 

Q2 

2020 

Q3 

2020 

Q4 

2020 

Q1 

2021 

Profit/(loss) before tax1 (44.5) (41.7) (10.6) (9.7) 3.5 (27.6) (7.6) (20.7) (10.8) (2.6) (19.2) 

(+) Total Add-backs to Net Income (excluding tax effect) 29.7 46.1 6.7 6.5 2.6 13.9 8.5 10.1 13.3 14.2 11.6 

Amortization of Acquisition related Intangible assets  20.6 18.3 5.1 5.0 4.9 5.5 5.0 4.3 4.5 4.5 5.1 

Net foreign exchange impacts  9.1 27.8 1.6 1.4 (2.3) 8.4 3.5 5.8 8.8 9.7 (7.3) 

Change in fair value of financial instruments - - - - - - - - - - 13.8 

= Recurring Profit/(loss) before tax (non-GAAP) (unaudited)  (14.8) 4.4 (3.9) (3.2) 6.1 (13.7) 0.9 (10.6) 2.5 11.6 (7.6) 

(-) Recurring Tax (8.5) (14.5) (0.4) (3.7) (4.5) 0.1 (4.3) 0.4 (3.7) (7.0) (2.3) 

Income tax expense (reported) (36.2) (5.1) (35.0) 3.1 (2.3) (2.0) 0.2 2.4 (2.3) (5.3) (1.0) 

Tax effect (non-recurring) 27.7 (9.4) 34.6 (6.8) (2.2) 2.2 (4.5) (2.0) (1.4) (1.7) (1.3) 

= Adjusted Earnings (non-GAAP) (unaudited)  (23.3) (10.1) (4.3) (6.9) 1.6 (13.5) (3.4) (10.2) (1.2) 4.6 (9.9) 

Recurring ETR 57.7% N.M. 9.8% N.M. 74.1% 0.8% N.M. 3.8% N.M. 60.3% 30.3% 

 
(1) Profit/(loss) before income tax from continuing operations 

 
Financing Arrangements 

Net debt with third parties as of December 31, 2019 and 2020 is as follow: 
 

($ million, except Net Debt/Adj. EBITDA LTM) On March 31, 2021 On March 31, 2020 

Cash and cash equivalents          176.1           162.8  

Debt: 
  

     Senior Secured Notes          493.6           495.3  

     Super Senior Credit Facility            30.0             50.0  

     BNDES              0.5               0.8  

     Lease Liabilities (3)          140.3           146.1  

     Other Borrowings            37.2             35.0  

Total Debt         701.5          727.1  

Net Debt with third parties (1) (unaudited)         525.4          564.4  

  Adjusted EBITDA LTM (2) (non-GAAP) (unaudited)          159.5           152.2  

Net Debt/Adjusted EBITDA LTM (non-GAAP) (unaudited) 3.3x 3.7x 
(1) In considering our financial condition, our management analyzes Net debt with third parties, which is defined as total debt less  cash and cash equivalents. 

Net debt with third parties is not a measure defined by IFRS and it has limitations as an analytical tool. Net debt with third parties is neither a measure 
defined by or presented in accordance with IFRS nor a measure of financial performance and should not be considered in isolat ion or as an alternative 
financial measure determined in accordance with IFRS. Net debt is not necessarily comparable to similarly titled measures used by other companies. 

(2) EBITDA LTM (Last Twelve Months)  
(3) Considers the impact on March 31, 2021 of the application of IFRS16 (former operating leases not related to short-term or low-value leases are now shown 

as debt) of $130.9 million and $9.4 million of other financial leases. 
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Revenue Mix by Service Type 
 

 
Fiscal 2019 Fiscal 2020 

Fiscal 

2021 

 Q1 Q2 Q3 Q4 FY Q1 Q2 Q3 Q4 FY Q1 

Customer Service 51.7% 52.0% 53.0% 54.6% 52.8% 56.4% 60.9% 58.2% 59.5% 58.5% 61.7% 

Sales 17.0% 16.9% 16.9% 15.6% 16.6% 13.3% 9.8% 12.6% 12.9% 12.3% 12.1% 

Collection 7.9% 7.8% 7.4% 7.1% 7.5% 7.1% 7.0% 7.1% 6.6% 6.9% 6.2% 

Back Office 12.8% 12.3% 12.8% 13.0% 12.7% 13.5% 13.0% 12.3% 12.8% 12.7% 11.8% 

Technical Support 6.7% 7.1% 6.2% 5.9% 6.4% 6.1% 5.9% 5.5% 5.4% 5.8% 5.2% 

Others 3.9% 3.9% 3.7% 3.8% 4.0% 3.6% 3.3% 4.3% 2.8% 3.8% 3.1% 

Total 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100% 100.0% 100.0% 

 
Number of Workstations and Delivery Centers 
 

 Number of Workstations 
Number of Service  

Delivery Centers (1) 
Headcount 

 2021 2020 2021 2020 2021 2020 

Brazil  51,148 49,821 32 33 77,760 72,744 

Americas  38,887 39,659 48 48 54,793 55,699 

Argentina (2) 3,632 4,358 11 12 6,821 6,751 

Central America (3) 2,824 2,516 3 3 5,318 5,088 

Chile  2,314 2,549 4 4 5,094 5,489 

Colombia  9,628 9,087 9 9 9,532 8,476 

Mexico 10,281 11,437 15 14 17,098 17,564 

Peru  8,905 8,475 3 3 9,395 11,219 

United States (4) 1,303 1,237 3 3 1,535 1,112 

EMEA  5,309 5,376 14 15 13,486 12,447 

Spain  5,309 5,376 14 15 13,486 12,447 

Corporate - - - - 125 83 

Total 95,344 94,856 94 96 146,164 140,973 

(1) Includes service delivery centers at facilities operated by us and those owned by our clients where we provide operations personnel and workstations. 
(2) Includes Uruguay.        
(3) Includes Guatemala and El Salvador.        
(4) Includes Puerto Rico.        
 
FX Rates 

FX Assumptions 

(Average) 
Q1 2019 Q2 2019 Q3 2019 Q4 2019 FY 2019 Q1 2020 Q2 2020 Q3 2020 Q4 2020 FY 2020 Q1 2021 

Euro (EUR) 0.88 0.89 0.90 0.90 0.89 0.91 0.91 0.86 0.84 0.88 0.83 

Brazilian Real (BRL) 3.77 3.92 3.97 4.12 3.94 4.46 5.38 5.38 5.40 5.15 5.47 

Mexican Peso (MXN) 19.20 19.12 19.44 19.25 19.25 20.00 23.33 22.09 20.55 21.49 20.33 

Colombian Peso (COP) 3,135.29 3,240.94 3,340.81 3,408.36 3,281.35 3,534.22 3,847.83 3,732.36 3,663.43 3,694.46 3,552.49 

Chilean Peso (CLP) 667.01 683.69 705.50 754.86 702.77 802.78 823.43 780.80 761.68 792.17 723.99 

Peruvian Soles (PEN) 3.32 3.32 3.34 3.36 3.34 3.40 3.43 3.55 3.60 3.50 3.66 

Argentinean Peso (ARS) 39.05 43.91 50.56 59.38 48.22 61.55 67.64 73.31 80.06 70.64 88.55 

 

 

 


