Gerdau Summit’ Satisfaction & Preference Survey
Summary Report: methodology and results 2018 / 2020
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SUMMIT Introduction & Objectives

This market research project is part of Gerdau Summit's commitment to evaluating and ensuring the Satisfaction
and Preference of its Customers in all its areas and countries of operation.

Always committed to the transparency of its actions, Gerdau Summit provides its Customers and Partners with a
summary of the results obtained in surveys carried out in 2018 and 2020.

It is part of our culture to understand all the needs of our Customers and generate action plans that results on
improvements in terms of Preference for our brand.

For Gerdau Summit, this project goes beyond auditing its qualifications, being also a
channel for Customers to demonstrate opportunities for evolution in our products,
services and customer care, and thus, exceed Expectations.

We contracted an independent consultancy, which preserves the integrity of the
interviewees' individual information and uses international and consistent

methodologies, providing us with the knowledge to work more and more to increase
our Customers' Satisfaction and Preference.
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SUMMIT Summary report: methodology
Methodology: Customers around the world participate . » Wind
. ) commercial decision makers energy Mining
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95% of certainty and 5% of
standard deviation

All active customers in the last 12

months are invited SATISFACTION (SC) scale

b ]

Unsatisfied Regular Satisfied

Voice of Customer

\7 Unsatisfied
PREFERENCE (PRE) scale

2018 = 177 interviewed —
2020 = 161 = 68% return rate Rejection

Acceptable Belief
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TDM = Technical Decision Maker
. .. BDM = Business Decision Maker

30 KPI’s
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Lamination
(135)

Elements of the Concept of PREFERENCE

Performance achieved in determined period
reflects the degree of general satisfaction

Alignment of both Company and
Customer Values.

Perception of
Future Expectation

Ease of Acquisition, and
Ease of Doing Business

PR h‘"‘" Reflects the perception of price and
' / payment terms.

Balance of Convenience / Satisfaction / Loyalty /

PREFERENCE Conviction
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SUMMIT Summary report: Most important attributes for our Customers — VALUE CHAIN

Our initial objective is to understand the VALUE CHAIN, in order to direct our investments and efforts towards
the priorities of our Customers.

Most important indicators for Gerdau Summit’s Customers— TOP 10

15t  Product quality as specified 6th  Information response time
o 2"d  Product performance in your process 7th  Technical assistance quality differentiation
=
g 3rd  Physical conditions of delivery of products 8th  Knowledge of the business / customer needs
o
= 4th  Delivery on time gth  service quality and logistics effectiveness

5th Packaging quality 10th Technical assistance value added
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SUMMIT Summary report: results

— —

Overview of the evolution of Gerdau Summit’s Customer Satisfaction Level:

In 2020, Gerdau Summit significantly evolved its overall satisfaction rate, reaching an average of 7.94 (in a 1 to 10 scale), reaching the goal of improving its
score compared to the last satisfaction survey. However, it continues with the challenge of reach the Excellence level (average above 8.5).

Since the 2018 wave, Customers have demonstrated that they are satisfied with Gerdau

Summit's performance in all critical success factors.
Critical Success Factors — 1 to 10 scale average (2020 vs. 2018) :

SATISFACTION (SC)

In 2020, Gerdau Summit evolved its Satisfaction Level in all critical success factors, with
emphasis on Technical Assistance.

TARGET:
@ GERDAU SC 2020 =79% / N Top 3-2020 Bottom 3 - 2020
9 SUMMIT OO SATISFIED 2022 Maintenance Plans 2022 Evolution Plans
é .................................................................................................................. ;! Knowledge i products ] g |n|'l'|o\{ative product and service
o0 . © solutions
. SATISFIED Services
q- . .
A Documentation compliance o Time to develop solutions
6 o0
REGULAR . . .
5 & Technical assistance value-added 5 Compliance with delivery
%) ~ deadlines
4
UNSATISFIED .
3 BR Customers = 81% PREFERENCE Attributes (PRE) — 1 to 10 scale average
= (1]
2 Foreign Customers = 78% 10 @ GERDAU PRE 2020 = 77% @ T:ETI;EE::
| . ;
1 NN U 80 9 N EEE 00000 N e 0 I w00 BN B0 Cicccsssssssssssssas .
8
Prodl_JCt Logistics & Tec.hnical Commercial GENERAL ;
Quality Delivery Time Assistance Support SATISFACTION .
- 5
Gerdau Summit will continue with a plan to maintain the excellent results in 4
knowledge, compliance and technical assistance value-added; as well as plans 3
for evolution in innovative solutions and delivery deadlines. 2
In 2020, Gerdau Summit had an evolution in the PREFERENCE of its Customers 1

compared to 2018, reaching an index of 77%. Satisfaction Corporative Expectations Comrrje.rcial Ease o'f doing  pREFERENCE
Index Values Conditions Business
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Satisfaction & Preference Survey...
Summary report: results (2020 X 2018)
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Gerdau Summit will always have its doors open and will follow its commitment increasing
the satisfaction and preference of our Customers.

We are very grateful to everyone who collaborates with our project of continuous evolution.
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