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About
This Report
•

This report has been prepared in
accordance with:

•

The GRI Standards: Core option

•

Boundaries for data included in this report
are provided on a metric-by-metric basis.
We have implemented the Reporting
Principles of Stakeholder Inclusiveness,
Sustainability Context, Materiality, and
Completeness to define our report content.

•

We utilized the principles and practices
outlined in globally accepted sustainability
reporting frameworks to inform the content
of this report. This report has not been
externally assured.

•

Contact point for questions regarding the
report: Corporate Responsibility at
corporateresponsibility@sykes.com.

•

Reporting period:
January 1 – December 31, 2020

•

Date of most recent report:
August 16, 2021

•

Reporting cycle: Annual
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CEO Statement

Forty-three years ago, SYKES was founded on
an uncomplicated ethos: Shape experiences
and build opportunities through the simple act
of helping people. Create jobs and opportunities
that improve lives. Do this out of an abundance
of respect for all people, and best serve our
employees, customers and communities, one
caring interaction at a time.
That ideology is still used today as a strategic
filter that shapes where we go. It has allowed
us to become a leading full-lifecycle provider
of global customer experience management
services, multichannel demand generation and
digital transformation, operating in 22 countries
with more than 61,100 employees worldwide.
Our ethos guided our company when we faced
the COVID pandemic, even resulting in growth
to our business despite the global challenges.
We continued to serve our customers
uninterruptedly, supplied productive jobs that
SYKES 2020 Sustainability Report

had an impact on communities, and did so within
an inclusive, caring environment.
Honestly, that has always been the SYKES way.
And this, our first official Environmental, Social,
and Governance (ESG) Report, allows us to
communicate why making an impact in social
and environmental areas, which have always
been aligned to our long-term business strategy,
remains central to our progress. It makes us a
more profitable company, trusted employer, and
strategic partner to our customers and creates
lasting value for our shareholders.
Our actions and progress in areas that are key to
our long-term growth convey our attitude toward
meeting the expectations of our stakeholders,
by taking care of our:
• People: through cultivating a diverse, global

workforce, providing life-changing career

mobility and educational opportunities, and
by elevating women in technology
• Customers: by prioritizing data privacy,

security, and compliance and using creative
methods to solve customer problems and
discover new market opportunities
• Communities: with innovative economic and

educational opportunities
• Planet: by recognizing how a changing

environment can affect our business and how
we can more effectively manage our own use
of natural resources
This is why and how making a difference, both
socially and environmentally, adds value back to
SYKES and our stakeholders.
Because that is where our strength lies — in
helping people, one caring interaction at a time.
Chuck Sykes, President and CEO
CEO Statement
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The culture at SYKES started from the very
beginning. First off, you have to show respect
for each other that you care for people. That
you don’t just talk about it but you LIVE it. And
that everyone is important no matter what level,
what position, or what role you play. Here you
are measured by what you do, who you are, and
the way you do it.
The first year we were in business, everything
was at risk: my home, my family. We started with
three people; at the end of the first year, we
had 85 people and we were profitable. I was
at a family day picnic; as I sat on the hill and
looked down at the families with their children,
it dawned on me that every decision that I
made impacted the lives of those 125 people,
and that has always stayed with me, because
every decision we make in our lives impacts
somebody else, whether it’s good or whether it’s
bad, and so we have to always be aware of it.
John Sykes, Founder
SYKES 2020 Sustainability Report
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About SYKES
Sykes Enterprises, Incorporated (“SYKES”) is
a leading provider of multichannel demand
generation and customer engagement services
for Global 2000 companies and their end
customers. SYKES’ differentiated full-lifecycle
solutions and services — digital marketing, sales
expertise, customer service, technical support,
and more through multichannel delivery platforms
— effectively engage customers at every
touchpoint of the customer journey. Our complete
service offering helps brand partners acquire,
retain, and increase the lifetime value of their
customer relationships through cost-effective
solutions that enhance the customer service
experience, promote stronger brand loyalty, and
foster high levels of performance and profitability.
We provide outsourced customer engagement
solutions and services (customer care, technical
support, and customer acquisition), primarily
through inbound customer calls, in many
languages, over our extensive global network
of customer engagement centers. In addition,
we augment those inbound calls with the option
of digital self-service customer support. Our
technology infrastructure and managed service
solutions allow for effective distribution of calls
SYKES 2020 Sustainability Report

to one or more centers. These technology
offerings provide our brand partners and
us with the leading-edge tools needed to
maximize quality and customer satisfaction while
controlling and minimizing costs.

• Meet customer and employee expectations

INVESTING IN OUR GROWTH

• Engagement services, including full-service

Through strategic acquisitions, SYKES finds
innovative opportunities that meet the needs of
today’s digital customers and employees and
strategically prepare our organization to:

• Machine learning solutions with human

• Live and do business in a world that is 		

growing more connected through 		
technology every day
• Protect sensitive and personal information

while being prepared to manage response
and perceptions in lightning-quick order
as we take advantage of cloud-based
digital capabilities
• Remain a forward-looking company, using

more creative and progressive strategies to
address the changes in geographic labor
supply and employee values
• Systematically build better experiences for

both our customers and our employees

to make everything painless, personalized,
proactive, productive, and protected
SYKES’ solutions that do just that include:
marketing, sales support, digital sales, social
experience, and post-sales support
ingenuity to connect billions of consumer
data points and provide uniquely integrated,
comprehensive solutions and digital marketing
campaigns to grow brand partners’ businesses
• Enterprise-wide services addressing needs

across a variety of industries, including
automotive, healthcare, insurance, 		
and legal, to provide timely assistance
and information
• Digital transformation services focused on

automation, self-service, insight analytics, and
digital learning
• Artificial intelligence that provides agents

with the real-time information they need to
exceed customers’ expectations and deliver
top performer experiences
About SYKES
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OUR
PURPOSE

help
act as one

ESG at SYKES

Social

make each moment count

people, one

caring

ensure every person matters
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create a spirit of trust

interaction at a
serve with thought and heart

time

be current

OUR MISSION
To significantly improve the business of our brand partners
and help consumers find and use the products and services
they need by combining the power of machine intelligence
with human ingenuity to modernize, optimize, and integrate
customer touchpoints acress the commerce value chain.
OUR VISION
To be known throughout the world as a company that creates
meaningful connections between brands and consumers,
makes a positive impact in the lives of our people, and is a
responsible and respected corporate citizen.
SYKES WORLDWIDE
• 40+ years of experience
• 61,100+ employees
• Publicly held (NASDAQ “SYKE”)
• 60+ global centers
• 20+ countries (40+ languages)
• $1.6B+ revenue in 2020
Our mission and principles guide SYKES’ vision. Our
strategic imperatives and themes align our business
strategy with our approach to managing our most important
environmental, social, and governance impacts.

SYKES 2020 Sustainability Report

Asia Pacific (APAC)
• Australia
• China
• India

North America
• Canada
• United States

• Philippines

Latin America (LATAM)
• Brazil
• Colombia
• Costa Rica
• El Salvador
• Mexico

Europe, Middle East, & Africa (EMEA)
• Central & Northern Europe: Germany, Norway,
Sweden, Denmark, Finland, Poland, & Cyprus
• EMEA Global: Hungary, Romania, U.K., & Egypt

SYKESHome: Work-at-Home Model
• North America – Canada and the United States
• EMEA – Germany, Hungary, Italy, the Netherlands, 		
Romania, and the United Kingdom

• APAC – Australia, China, India, and the Philippines
• LATAM – Brazil, Colombia, Costa Rica, El Salvador, and Mexico

About SYKES
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To create meaningful connections between brands and consumers.

Mission

Powered by people, data, content, and technology, we provide creative solutions that generate meaningful connections between brands and
consumers to significantly improve the business of our brand partners and help consumers find and use the products and services they need.

Principles

Strategic
Imperatives

Strategic
Themes

Sustainability
Objectives

Answer the
Challenge

Act as One

1

Execute on Core Business

Grow
Market
Share

Unleash the
Power of
Data & Tech

2

Make Each
Moment Count

Drive Digital Transformation

Elevate
Employee
Experiences

Optimize
Delivery
at Scale

Serve With
Thought & Heart

3

Cultivate
Existing Client
Relationships

OUR PEOPLE

OUR OPERATIONS
We strive to put our best foot forward for our brand
partners while working to ensure a cleaner Earth.

Prosper

Add KPIs and descriptions to those
roles that affect the social sub-pillar
throughout the organization
Expand social programs
to all regions
Mentoring program
SYKES Women in Technology (SWIT)
Further develop the SYKES Diversity &
Inclusion Global Program
Continue to embrace
Human Rights declaration

SYKES 2020 Sustainability Report

Add KPIs and descriptions to those roles that affect the
environmental sub-pillar throughout the organization
Reduce global paper use by 50% in five years by implementing
a Global Printer Policy
Reduce Scope 1, 2, and 3 greenhouse gas emissions by 2030
in alignment with science-based targets of the 2-degree
scenario (2DS)
Reduce waste at our sites: 50% by 2025

Create a
Spirit of Trust

Be Current

Optimize & Prepare Workforce for Today & Future

We are passionate about guiding our
people to be their best selves in their
professional and personal lives — where
our culture of belonging allows every
employee to feel valued and able to grow.

Care

Goals

Ensure Every
Person Matters

Index

Accelerate
Customer
Lifetime Value

Evolve
the Brand

OUR COMMUNITY &
SOCIAL DEVELOPMENT
We are committed to impact sourcing,
where we foster economic development
and generate high-quality jobs in
communities around the globe.

Impact
Add KPIs and descriptions to those
roles that affect the economic subpillar throughout the organization
Increase diversity spend by 20%
Expand Virtual Impact Hubs into
other regions
Expand economic programs
to all regions
SYKES Academy 
SYKES Tech Academy

About SYKES
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INDUSTRIES WE SERVE
Powered by people, data, content, and
technology, we provide creative solutions across
various industries:
Revenue by industry vertical for 2020:

11%
6%

Financial Services

20%
Communication

ESG at SYKES

Social

Security & Compliance

Environmental

Index

managed services. RPA helps brand partners
drive efficiency in their back-office workflow.
RPA can also help partners further reduce the
cost of customer engagement solutions and
services by automating processes such as
onboarding, off-boarding, and agents navigating
multiple systems.
In Europe, we offer fulfillment services that are
integrated with our customer care and technical
support services. Our fulfillment solutions
include order processing via the internet and
phone, inventory control, product delivery, and
product returns handling.

33%

7%

COVID-19: Our Response

23%
Technology

Transportation & Leisure (7%)

In the United States, we provide a range of
enterprise support services including technical
staffing services and outsourced corporate help
desk solutions.

Healthcare (6%)

Other (Including Retail) (7%)

In Europe and the U.S., we offer a suite of
solutions in robotic process automation (RPA)
such as consulting, implementation, hosting, and

SYKES is a publicly traded organization with
headquarters in the United States at 400 N
Ashley Drive, Suite 3100, Tampa, FL 33602.

2018

2019

2020

67

73

67

Net Sales

$1,625,687,000

$1,614,762,000

$1,710,261,000

Total Assets

$1,171,967,000

$1,415,500,000

$1,435,805,000

Total Number
Operations (Sites)

SYKES 2020 Sustainability Report

2018

Net Sales
by Region

2019

2020

AMERICAS:
81.8%

AMERICAS:
80.3%

AMERICAS:
80.7%

EMEA:
18.1%

EMEA:
19.6%

EMEA:
19.2%

OTHER:
0.00006%

OTHER:
0.0005%

OTHER:
0.000008%

About SYKES
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TOTAL NUMBER OF EMPLOYEES BY COUNTRY OR REGION
2018

2019

2020

Asia Pacific

16,108

20,891

21,454

Europe, the Middle
East, and Africa

7,871

8,100

9,169

Latin America

10,809

11,734

12,585

North America

16,775

14,782

15,138

*Note: As of December 31, 2020. The numbers provided are by headcount by region and sourced through the regional Human Resources teams.

BOARD & LEADERSHIP DIVERSITY
Board Diversity

Senior Leadership Diversity

Male: 78%

Male: 79%

Female: 22%

Female: 21%
Average Tenure: 14.9 years

SYKES 2020 Sustainability Report
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COVID-19: Our Response
2020 was a test of our strategic vision
and resilience.
From the start of the pandemic, our focus was
employee safety. We enacted strict operational
safety protocols across our facilities to ensure
the health and safety of our employees.
At the same time, we did everything in our
capacity to minimize economic disruption to the
livelihoods of our employees and their families
by playing a pivotal role in helping our brand
partners’ end customers, one caring interaction
at a time.
We quickly activated our longstanding business
continuity and thorough pandemic plans, which
included reconfiguring technology, logistics, and

SYKES 2020 Sustainability Report

accommodations in geographies where we have
a large presence. This meant everyone — from
our dedicated agents to our field and corporate
leadership who responded to this pandemic —
was ready to support our brand partners.
And by working together, sharing together, and
supporting one another, we came through this
a stronger and more united SYKES family. We
protected our employees, saved jobs, impacted
our communities, and even grew our business.
During this time, the SYKESHome™ solution was
a valuable resource for dozens of organizations
— new and existing brand partners — who may
have been implementing the work-at-home
(WAH) model for the first time. SYKES worked
diligently to ensure our partners had everything

they needed, where client-approved, to make
the swift transition to at-home customer support
as seamless as possible, regardless of location.
Leveraging the robust WAH technology and
management systems we already had in place,
we transitioned nearly half of our workforce
(24,900+) to WAH in April 2020.
Implementing such a large-scale shift was
a complex process that was executed with
extreme care to ensure business continuity. It’s
truly a testament to our expertise in the WAH
space that, despite undergoing such a major
shift in their daily work lives, we saw examples
of agents outperforming their brick-and-mortar
performance metrics.

COVID-19: Our Response
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GOVERNMENT-MANDATED TIMELINE CHANGES
Initial direction: 7 to 10 days to
close brick-and-mortar locations

Some locations given up to 72 hours

Here’s what some of our brand partners said about our handling of the COVID-19 pandemic:
“You all did a great job pulling this through. Comparing your agility and technical
readiness to all other vendors from all over the world, I have no reservations to say
you did best. Great job.”
“You just proved yourselves as superheroes! Despite the tough situation in the last
few days, you achieved the impossible to support every single one of our customers
in need. Thanks to your efforts, we managed to keep all lines open and provide
exceptional service in these unprecedented times.”
“We would like to thank each one of you for working so hard for our customers in this
very challenging period. We are more than thankful and grateful to work with you
as a trusted partner.”
“I just wanted to send a personal thank you. I know this is an extremely weird time
for everyone, but I was impressed with the way each of you mobilized your teams so
quickly. You all have personal lives, likely presenting their own challenges, but even
with those challenges you showed great dedication and effort to get the teams up
and running at short notice — it’s nothing short of miraculous! In addition to that,
you kept us informed along the way. It really made me proud/grateful to be working
so closely with all of you. Thank you!”

SYKES 2020 Sustainability Report

In a few cases, mandatory
immediate closure

Finally, true to our culture, SYKES ensured
every person mattered by fighting against
any COVID-related stigma and discrimination.
While many around the world worried about
COVID-19 spreading, we recognized that such
fears and anxiety could lead to social stigma
toward people of different national origins,
people who have traveled to or have contacts
in a certain country, or people who were
previously quarantined. Any mistreatment of
our colleagues goes directly against SYKES’
values and may even constitute unlawful
discrimination or harassment. Our equal
opportunity employment, Standards of Conduct,
and antiharassment policies apply, even (and
especially) in sensitive times like these.
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KEY SUCCESS FACTORS
• Structured response design: Successfully

carried out our established pandemic plan,
Community Emergency Response Team
(CERT), CERT workstream, and Crisis 		
Management Team (CMT) processes
• Cultural and cross-functional collaboration:

Achieved cross-functional and
cross-geographical flow of information 		
and coordination through culturally aligned
collaborative efforts
• Client management and communication:

Leveraged resources to respond to brand
partners in a dynamic environment and
showed fortitude in obtaining needed brand
partner decisions

• Adaptive design and technological expertise:

Enabled efficient, boutique, on-the-fly design
and execution, carried out by a highly tenured
technology team
• Multi-department logistics coordination:

Creatively approached the transition of
hardware to agents’ homes, facilitated 		
by multiple departments
• Operation@Home/OneHOME: Rapidly

developed team and platform to leverage and
share existing SYKES work-at-home expertise
across the enterprise

TRAINING & VIRTUAL SUPPORT NETWORKS
SYKES TalentSprout, our brand dedicated to
developing and empowering people through
effective, innovative learning platforms, created
an internal resource portal, accessible to
SYKES team members around the world, which
provided practical guidance on how to work
at home, how to manage teams remotely, and
much more. The portal also allowed our existing
SYKESHome team to share their experiences,
tips, and tricks to provide support to those new
to working from home.

SYKES 2020 Sustainability Report

• 9 master classes
• 86 insights
• Document repositories
• Over 69,700 video views
• Over 10,740 completed classes
• Over 20,000 insight views
• ~95% of class completions are

APAC and LATAM
• ~85% of insight views are APAC and LATAM

COVID-19: Our Response
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LATIN AMERICA
Within a matter of days, SYKES Latin America
(LATAM) operations responded to the challenges
of COVID-19, transitioning almost 75% of
employees to WAH, remaining compliant with
government restrictions and implementing
additional security measures to protect the
operation and its sensitive information.
Through heroic efforts, equipment was brought
to employees’ homes, training and academies
were virtualized, and support teams were
established. In most cases, service levels were
maintained and even improved.
The LATAM social responsibility program,
ComprometeRSE, which has been under
construction for more than two decades,
proved to be essential for the sustainability
of the business. In the most difficult months
of the pandemic, the program focused on
initiatives to support the affected families of
SYKES employees, as well as local communities.
Additionally, efforts were continued in the
development and equity of women, providing
new and more job opportunities with programs
such as SYKES Education & Employability
Development (SEED) and SYKES Women in
Technology (SWIT). Other well-known initiatives,
such as Tech Academy, SYKES Academy,
and Leadership Evaluation and Advancement
Program (LEAP), continued to be very successful.

SYKES 2020 Sustainability Report
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COSTA RICA
SYKES Costa Rica focused on business continuity
and the health of our employees. The Costa Rica
team had a permanent presence on national
platforms between productive sectors and the
government through our director of Corporate
Affairs on behalf of our industry. The team
monitored medical services with personnel from
the Ministry of Health for collaborators with special
conditions (preventive isolation or disability).
In addition, a COVID-19 pre-diagnosis module
was created as part of the chatbot, including
the steps to follow when the level of risk is
relevant and an automated mapping process for
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people exposed to positive cases. Employees
had access to medical appointments made onsite and remotely, and free transportation was
provided to employees traveling to the site.

supports SYKES Women in Technology, as well
as SYKES Academy, our nonprofit language
learning academy, by moving these programs
from in-person to remote learning.

Health protocols were audited by an external
provider who specialized in certification of
medical services, resulting in the company
earning the COVID Protected Seal certificate
from the Costa Rica Chamber of Health and
Health Choice International.

At the end of 2020, SYKES expanded our
sustainable growth for a sustainable ecosystem
by adding a new Costa Rica facility in Liberia,
Costa Rica, an area that has been particularly
affected by pandemic. This expansion
represents hundreds of job opportunities for
locals, as well as a sustainable way to grow and
strengthen the ecosystem.

Additionally, our WAH environment allowed
SYKES LATAM to maintain social and economic
programs such as the Tech Academy, which

ACTIONS TAKEN

WAH
Month WAH
27%
April
49%
May
June
51%
July
60%
Aug
62%
Sep
65%
Oct
66%
Nov
66%
Dec
66%

Operations
on-site
35% production
workforce
on-site

Medical
appointments
conducted
on-site &
remotely

Free
transportation
Mar
April
May
June
July
Aug
Sep
Oct
Nov
Dec

<15%
100%
100%
100%
10%
100%
100%
100%
100%
100%

Social
distancing

D2D*
D2D
D2D
D2D
D2D / 90% O2HT**
D2D
D2D
D2D
D2D
D2D

Production floor,
training rooms,
and all common
areas used at
50% of their
capacity

Chatbot C19
prediagnostics
enabled for
our talent

Mask use
mandatory
in all areas
at all times

Human
Resources
Hotline for
reports or
doubts about
COVID-19

Aggressive
campaign to
position SYKES
as the first
company of
the industry
certified by
third-party
vendor’s
sanitary seal

*Door to door
**Office to hometown
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ASIA PACIFIC
SYKES Asia Pacific (APAC) launched “Ready,
Safe, Go: SYKES Readiness Plan” on SYKES’
online training platform, LEARN. The course
included training on health and safety
protocols, government and company policies
related to COVID-19, guidelines for employees
reporting to the site, and other resources about
the pandemic. More than 8,000 employees
completed the course in just a few months.
CHINA
As the first location to respond to COVID-19,
SYKES China quickly interpreted government
employment and safety regulations and updated
policies, operational procedures, and systems to
ensure compliance with government-mandated
employment matters. Within 20 days of the
restrictions, employees were transitioned to a
WAH model when approved by brand partners,
and a communication channel was established
that assisted employees with pandemic-related
questions and information.
THE PHILIPPINES
Even with limited time and resources due to
lockdown restrictions, thousands of personal
computer (PC) setups were deployed to provide
WAH access to 75% of our 17,000+ workforce in
the Philippines. As we transitioned thousands of
employees from our offices to their homes, data
security was our top priority. To those who were
amenable to work-at-home arrangements, we

SYKES 2020 Sustainability Report
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ESG at SYKES

first established secure Wi-Fi and internal access
for each employee. This initiative also entailed
distributing PCs, accessories, and comfortable
office chairs.
For some, work-at-home was not a viable
option. To minimize COVID-19’s economic
impacts on those employees, SYKES’ Cebu
location established Camp SYKES. This program
provided employees with accommodations,
either within office premises or at nearby hotels,
for their safety and convenience. Employees
were provided with free meals, free shuttle
service, hygiene kits, and additional incentives
and allowances.

35+ Hotels
booked for temporary
accommodation
of 2,017 employees

60 Vans
& 68 Buses
activated to shuttle
5,157 employees

As the health of our employees was a top
priority, a Daily Health Checklist was added to
our SYKES mobile app. We asked employees to
answer health questions prior to going to their

Social

Security & Compliance

Environmental

Index

site. This not only helped our employees stay
healthy and socially distanced, it also provided
an efficient, speedy entrance to our sites. We
also partnered with medical health institutions
where our employees could receive benefits,
including for mental health. Seeing the value of
this service, we still offer this today.
INDIA
Within 36 hours after the announcement
of mandated restrictions, the SYKES India
team transitioned 80% of brand partners to
a WAH setup. WAH agents were furnished
with ergonomic desks and chairs. Despite the
difficulties, the workforce was doubled from 750
people to more than 1,500, and a new site was
opened despite the restrictions, consistently
providing job opportunities in the community.
AUSTRALIA
Within weeks of the lockdown, our Australia
team deployed work-at-home support for 65%
of our business. COVID-19 resource support
packs were provided along with briefing
sessions, training, and a weekly communication
program to guide leaders in managing remote
employees. Virtual town halls kept employees
updated on the business, and we introduced the
OneBlink app to track and manage workplace
health and the safety of work-at-home for all
employees. This app assessed our employees’
work-at-home environment, captured agents’
attestation to key brand partner compliance, and
provided return-to-work health questionnaires.

COVID-19: Our Response
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EUROPE, MIDDLE EAST,
& AFRICA
With a heightened focus on mental health and
well-being during COVID-19, SYKES’ Learning and
Development team in Europe, Middle East, and
Africa (EMEA) designed and produced two mental
health modules to raise awareness of mental
health conditions and support our employees.
The modules were launched in 11 countries in
EMEA, across 17 locations and to our employees
who transitioned to working from home.
Approximately 500 employees and 187 managers
across 23 sites accessed the modules, spending
more than 580 learning hours.
Along with SYKES’ global property and casualty
insurance broker, the EMEA team worked to meet

COVID-19: Our Response

ESG at SYKES

the U.K. government guidance for safely returning
to work on-site. The broker conducted reviews of
SYKES EMEA’s policies and procedures related to
post-COVID return-to-work initiatives, and EMEA
passed with a 100% score.

NORTH AMERICA
To support employees across North America,
APAC, and LATAM who were transitioning to
working from home during COVID-19, SYKES
North America designed and implemented
four online modules on virtual leadership. The
training included 16 weeks of leadership tips
and three workshops to help leaders actively
navigate change. More than 2,500 hours of
training was completed across 31 modules on
virtual tools and best practices.
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COVID-19 took a tremendous toll
on everybody, and particularly
members of my global technology
and security teams. We worked
around the clock to keep the
business going for our clients and
our employees. One of the things
I asked my team was to ‘find your
motivation.’ I said, ‘You’re ensuring
that our employees continue to have
jobs and support their families, that
our clients continue to get good
support, and that our shareholders
continue to have ownership in a
viable company. Pick whichever
motivation you need because you’re
doing good work, and you’re doing
all three at the same time.’
- Christopher Rogers, Chief Security
Officer & Deputy CIO
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EMPLOYEE SURVEYS
At no time in SYKES history was the satisfaction
of our employees more important than during
COVID-19. The majority of our workforce
transitioned to a WAH model in a very short
period of time, with needs for computers,
monitors, desks, and chairs. An additional
challenge to job satisfaction and productivity
was that, in some regions, home-based internet
did not match the quality of the internet in our
operations centers. The information we received
from the surveys allowed us to further support our
agents and will be used to make enhancements
to our model for agents who work at home.

Employee Surveys

APAC

EMEA

LATAM

Average Respondents Across Region

87%

74%

Satisfaction

90%

76%

Work-At-Home Experience

83.50%

Home Internet Satisfaction

89.50%

85%

77%

60% of all employees were surveyed*
• 75% to 85% of relocated advisors felt “Very Good” or “Good” about their work-from-home setup
• 65% preferred to continue working from home (based on our most recent survey of employees 		
working at home for nearly three months, after any “honeymoon” phase)
*Within APAC, LATAM, U.K., Hungary, Romania, and Egypt
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Environmental,
Social, & Governance
(ESG) at SYKES
SYKES is a company that is powered by people,
data, content, and technology. Over the years,
we have discovered key ESG topics relevant to
our business that, when well-managed, allow
us to continue to provide creative solutions that
improve the lives of our employees, support our
customers’ goals, and impact the communities in
which we operate.
To best recognize and understand the
impacts of these topics, we actively engage
in partnerships and relationships that share
and support our environmental and social
goals. Our key stakeholders — shareholders,
employees, communities, brand partners, and
vendors — help to inform ESG topics of greatest
concern and impact through in-person and
virtual meetings, surveys, and other methods
of engagement. The ESG topics of greatest
impact also align and support our three strategic
imperatives: to execute on our core business,
drive digital transformation, and optimize and
prepare a workforce for today and the future.
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SOCIAL
Diversity, Equity, & Inclusion
Health & Well-Being
Human Rights
Impact Sourcing
Training & Education

IMPACT

CARE

GOVERNANCE

ENVIRONMENTAL
Climate Change
Electronic Waste
Energy & Emissions

PROSPER

Board Oversight of ESG
Disaster Response
Innovation
Security & Compliance
Sustainability Reporting
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The values that brought SYKES to the forefront of
customer service are leading the way to support
a more equitable and sustainable world for:
• Employees: We are passionate about guiding

our people to be their best selves in their
professional and personal lives — where our
culture of belonging allows every employee
to feel valued and able to grow.
• Shareholders: We will continue to drive long-

term growth, increasing shareholder value.
• Customers: We strive to put our best foot

forward for our brand partners.
• Vendors: We continue to support diverse

suppliers and prioritize those who intentionally
hire and provide career development 		
opportunities to people who otherwise
have limited prospects for formal employment.
• Communities: We are committed to fostering

economic development and generating highquality jobs in communities around the globe
through our own initiatives and through
impact sourcing.
Our ESG committees and councils, from the
Board of Directors to local operations in more
than 20 countries, work together to identify key
ESG topics, priorities, and goals and to report
our progress.
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BOARD-LEVEL GOVERNANCE

Our philosophy of evolving to serve our people and communities is exemplified through
SYKES’ commitment to sustainability. We take our responsibility for the global environment,
sustainability, diversity, and inclusion efforts seriously. As laws, regulations, and the
company evolve, we are committed to ensuring a healthier, more prosperous world.
- Jim MacLeod, Chairman of the Board

The chairman of the Board of Directors takes
personal interest in and provides direct oversight
of SYKES’ ESG matters, including alignment
with SYKES’ long-term business strategy, risks,
opportunities, and progress. SYKES’ Board of
Directors manages ESG board oversight through
the Nominating and Governance Committee,
whose responsibilities include:
• Direction on implementation, budget, and

progress on ESG goals
• The company’s Code of Conduct and ethics
• The company’s compliance program
• SYKES’ governance over environmental,

social, and sustainability matters
SYKES’ ESG Council regularly reports to the
Nominating and Governance Committee and
is chaired by CEO and President Chuck Sykes.
Council membership includes leaders from key
SYKES 2020 Sustainability Report

departments of every global region in which
we operate: Operations, Security, IT, Global
Procurement, HR, Marketing, and Communication.
The ESG Council sets the strategic ESG agenda,
informed by formal stakeholder engagement
meetings, and develops specific programs to
connect internal and external stakeholders with
the company’s mission and purpose in ways that
benefit our employees. Therefore, each council
member is responsible for understanding how
environmental, social, and climate-related issues
affect their departments and SYKES holistically.
Council members ensure that SYKES’ ESG
and climate-related efforts address companyrelevant risks and opportunities.
Council members are committed to evaluating data
and making informed recommendations, to include
large-scale social, environmental, and economic
change. By cultivating actionable programs and

fostering social participation, the council strives
to obtain carbon-neutral status, boost social
mobility, and encourage growth for every person.
Each member must possess the interest, desire,
and knowledge to enhance SYKES’ ability to
expeditiously move our goals forward.
A GLOBAL ESG FOCUS
The ESG Council has implemented
subcommittees of council members who are
focused on specific topics. Each subcommittee
plans, implements, and oversees programs that
serve specific goals for their action area.
GLOBAL SOCIAL PARTICIPATION
SYKES employees around the world actively
engage in Global ESG programs individually, by
team, by site, and by region.
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UN SUSTAINABLE DEVELOPMENT GOALS

The United Nations’ Sustainable Development Goals (SDGs)
recognize that ending poverty and other deprivations must go handin-hand with strategies that improve health and education, reduce
inequality, and spur economic growth — all while tackling climate
change and working to preserve our oceans and forests.
- United Nations

4

QUALITY
EDUCATION

5

GENDER
EQUALITY

8

DECENT WORK
AND ECONOMIC
GROWTH

10

REDUCED
INEQUALITIES

12

SYKES was founded on the principles
of respect and care for people and that
everyone is important. The United Nations’
Sustainable Development Goals provide
a framework to prioritize and align the
values that guide us with our key social and
environmental initiatives. They allow us to
gather as a collective global SYKES family
and share our progress and the proof that
our founding principles allow us to execute
our long-term business strategy by positively
impacting lives and communities.

RESPONSIBLE
CONSUMPTION
AND PRODUCTION

• SDG Goal 4 – Quality Education: Ensure inclusive and equitable quality education and promote

lifelong learning opportunities for all.
• SDG Goal 5 – Gender Equality: Achieve gender equality and empower all women and girls.
• SDG Goal 8 – Decent Work and Economic Growth: Promote inclusive and sustainable economic

growth, full and productive employment, and decent work for all.
• SDG Goal 10 – Reduced Inequalities: Reduce inequality within and among countries.
• SDG Goal 12 – Responsible Consumption: Ensure sustainable consumption and production patterns.
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North America

LATAM

EMEA

APAC

SDG

Impact Sourcing

√

√

√

√

4, 10

Prosperity Hub

√

4, 10

SEED (SYKES Education & Employability Development)

√

SYKES Academy

√

4, 10
√

SYKES Adopt-a-School
SYKES EDGE (Educational Grants for Employee Dependents)

√

√

SYKES EXCEL (Exceptional Circle of Learners)

√

4, 10

√

4, 10

√

4, 10

√

4, 10

A Culture of Belonging (DE&I) Program

√

Leadership & Development Programs

√

√

√

√

8, 5

SYKES LEAP (Leadership Evaluation and Advancement Program)

√

√

√

√

8, 5

8, 5

SYKES MLL/FLL (Mid-Level Leadership/ First-Level Leadership Mentor Program)

√

8, 5

SYKES Alpha (Accelerated Leadership Program for High Achievers)

√

8, 5

SYKES Choices (Manila Affinity Program)

√

8, 5

SYKES Caring Leaders

√

8, 5

SYKES Involve (Cebu Affinity Program)

√

SYKES Inclusive (DE&I) Program

√

8, 5
8, 5

SYKES Peer Mentoring Program

√

√

√

√

8, 5

SYKES Refer a Friend Program

√

√

√

√

8, 5

√

8, 5

√

8, 5

SYKES Spark (Accelerated Leadership Development Program)
SYKES Standards of Conduct
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SDG

SYKES Tech Academy

√

8, 5

SWIT (SYKES Women in Technology)

√

8, 5

SYKES Wellness 360˚

√

8, 5

The SYKES Way

√

8, 5

Total Rewards

√

8, 5

Total Wellness

√

Tuition Reimbursement

√

SYKES Gives Back

√

Carbon Reduction Programs
Data Privacy & Security Programs

√

√

√

√

8, 5

√

√

√

12

√

√

√

12

√
√

8, 5
8, 5

eBike Program
Eco-friendly Products

√

Green Team Committee

√

12
√

√

12
12

Inclusive Procurement Program

√

√

√

√

12

Operational Value Chain (OVC)

√

√

√

√

12

√

√

√

12

√

√

√

12

Reforestation Projects
Site-Specific Recycling Programs

√

Smart Parking System

√

Solar Panel Systems

√

SYKES ENERCON

SYKES 2020 Sustainability Report

Index

12
√

12

√

12

Environmental, Social, & Governance (ESG) at SYKES

|

27

Contents

About This Report

CEO Statement

About SYKES

COVID-19: Our Response

ESG at SYKES

Social

Security & Compliance

Environmental

Index

ESG SCORE DASHBOARD
Now more than ever, responsible business
practices and a demonstrated commitment to
the environment are top of mind for our clients
and customers — they value partnering with
companies that share their goals of a cleaner
environment and a more equitable world.
CDP
By reporting to CDP, we are demonstrating to
investors, customers, and key stakeholders
that SYKES is taking steps toward managing
environmental impacts, minimizing risks, and
maximizing business opportunities. We have
reported to CDP since 2016. We received a
B- in 2020.

Your CDP Score

Average Performance

Specialized Professional Services

North America

Global Average

Understanding Your Score Report
A
AB

SYKES Enterprises, Incorporated received a B-, which is

B-

the Management band. This is higher than North America

C

regional average of D.

C-

Leadership (A/A-): Implementing current best practices
Management (B/B-): Taking coordinated action on climate issues
Awareness (C/C-): Knowledge of impacts on, and of, climate issues
Disclosure (D/D-): Transparent about climate issues

D
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ECOVADIS
SYKES earned a Silver Medal award from EcoVadis in 2020, scoring in the 25th percentile of all
companies that EcoVadis rates, and the 90th percentile of companies within our industry.

GLOBAL REPORTING STANDARDS & CERTIFICATIONS
• CDP Report (2020 Score: B-)
• EcoVadis
• ESG Rating
• U.K.: Energy Savings Opportunity

Scheme (ESOS) Phase 2 (2019)

SYKES 2020 Sustainability Report

• U.K.: Energy Savings Opportunity

• Costa Rica: ISO 14064

Scheme (ESOS) Phase 1 (2018)

Greenhouse Gases

• El Salvador/Costa Rica: ISO 50001

Energy Certification
• Galashiels/Costa Rica: ISO 14001

Environmental Management System

• Security: ISO 27001 Certification
• U.K.: Certification, Return to Work
• Costa Rica: Certification,

Return to Work
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Flora Solera
Chief Operating Officer, LATAM
More than 20 years ago, Flora Solera joined
the SYKES family as part of an acquisition.
Sharing in the vision of John Sykes, Flora built
LATAM’s corporate responsibility program,
ComprometeRSE, as a way to promote
sustainable economic growth by contributing
positively to people’s lives across the region,
including within Brazil, Colombia, Costa Rica,
El Salvador, and Mexico.
While SYKES Academy and SYKES Women in
Technology (SWIT) are just two programs in LATAM
that continue to provide job mobility and career
development opportunities, the governance
structure of ComprometeRSE has resulted in
corporate responsibility leadership positions
and ensured that social and environmental
responsibility is part of everyone’s role.
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From Flora Solera, COO LATAM
Sustainability, from my perspective, is about
survival and it’s about growth. It’s about
sustainability for the individual, for the person,
for the family, for the company we work for, the
community where we live, and sustainability for
the planet. And that is what has guided us for
the past 20 years as we have built sustainability
into everything we do in our LATAM region.

know that fraud puts our business in jeopardy,
so now we’re introducing compliance as part of
sustainability as well.

For individuals, that means being healthy, having
financial stability and a good quality of life, being
able to contribute, experiencing longevity, and
enjoying happiness for the family. It’s doing
joint projects as a family unit, focusing on the
children, education, and development; making
sure that the second generation is going to have
a better life than the first generation; and seeing
your future as a family.

The company is focused on attracting, hiring,
and retaining talent. Retention is part of
sustainability, creating an environment where
people can grow professionally.

For SYKES LATAM, sustainability is growth. And
with growth comes sustaining the business that
we have and growing the business that we have.
Opportunities abound to integrate sustainability
into our business at a variety of levels. Each
country and each operation in our region has a
different level of readiness and resource needs.
The sustainability leaders in our region have the
autonomy to focus on what is most relevant to
their reality, making sure we are operationally
excellent and that we are in compliance. We

SYKES 2020 Sustainability Report

We are bringing in new innovations that will
allow us to grow in a more sustainable way,
adding capabilities that are the future of how
business will get done.

Also part of the company sustainability is profit,
because when we have profit, we have the
resources to be able to invest in more jobs in
communities. To compound on this, we bring
jobs to communities where there aren’t a lot of
job offerings, so Prosperity Hubs are part of this
sustainability as well.

climate change initiatives. Small things can make
a huge difference, like finding replacements for
plastics, using electric cars to reduce fuel use,
looking at how we consume electricity, and even
participating in efforts to revert all the actions that
contributed to climate woes in the first place.
What we report is just a reference point for us.
But really, we do this because it’s the right thing
to do. It is the thing that is going to give all of
us, collectively, a better world. And we do this
by growing our business in a sustainable way,
socially, environmentally, and economically, to
continue to provide jobs and opportunities and
generationally impact families and communities.

When we have profit and grow and create jobs,
we are also developing the value chain in the
communities where we work. That means there’s
more work for all of the vendors that provide
services to us.
And environmentally, we’re in a window of “last
call” for reverting climate change. We are doing
anything we can do to participate actively in
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Social
The most impactful and successful businesses
aren’t just residents of their communities,
they are active participants in them. They
ensure economic prosperity in local
communities by offering jobs, partnering
with local organizations and suppliers,
encouraging learning and growth, and creating
opportunities for community members.
Through those sustainability efforts — and
more importantly, through those mindsets —
they are positioned to simultaneously give
back and improve their business operations.
This is what is known as impact sourcing. As
defined by the Rockefeller Foundation, impact
sourcing moves beyond a company’s social
responsibility programs to provide tangible
business results in the communities served.
This was the vision of our founder, John
Sykes, and is the model we have followed
to ultimately grow our business. It shapes
SYKES’ community engagement programs,
which drive job creation in operations centers
and virtually through SYKESHome. All of

SYKES 2020 Sustainability Report

this in communities that not only need those
opportunities, but that foundationally care for
one another as much as we care for them.
And those values are necessary in the customer
support service business. This is the model
that has helped us create a culture of family, no
matter who you are or what role you play.
In our business, calls come in when people
decide to call. So while we are founded in
caring interactions, we also must be prepared
and forward-focused all the time. For some of
our employees, forward-thinking doesn’t stop
at a phone call. Our training, development,
and education opportunities offer the career
mobility they desire and allow us to retain
talent in an industry that has historically high
turnover rates.
And ultimately, these actions allow us, as One
SYKES Family, to create positive economic
impact and give back to our communities
through job mobility opportunities.

We help people, one caring interaction at a time.
To us, it’s not just a slogan. At SYKES, we’re
family, and we continue to cultivate a culture of
care in everything we do.
Because that is what family is all about. From
our Board of Directors to our employees
working locally in more than 20 countries, we
find our foundation in a statement, core to our
culture: “How may we help?”
• Impact sourcing: We innovatively attract

talent to solve customer problems and
impact communities.
• Training and development: We retain and

grow talent to support SYKES’ visionary future.
• SYKES Gives Back: We all give back.
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SYKES ACADEMY

IMPACT SOURCING:
WE INNOVATIVELY ATTRACT
TALENT TO SOLVE CUSTOMER
PROBLEMS & IMPACT
COMMUNITIES

Since 2007, SYKES Academy has been
committed to the development of talent and
the well-being of people, training hundreds of
participants in the English language in regions
where English is not the primary language.

Generating meaningful connections doesn’t
start — or stop — at one of our operations
centers. It begins well before a new employee
walks in the door for the first time or when
a customer calls for support. We create
opportunities for caring interactions by
cultivating talent through creative ways that
help individuals and communities and create a
SYKES family full of innovative thinkers ready
to solve our customers’ problems.

SYKES applicants whose English skills fall
below required levels for hiring are also
invited to take part in this intensive program
to strengthen fluency and qualify for jobs.
Upon successful completion of the program,
participants may be eligible to work at SYKES
or some other company in the service sector.
In 2020, due to COVID-19 and the ongoing,
positive impact the program has on communities

Security & Compliance

Environmental

Index

and in our own workforce, SYKES Academy was
transitioned to a virtual teaching platform.
Since launching in 2007, more than 11,600
have graduated, with 7,500 earning jobs at
SYKES. While the academy contributes over
30% to SYKES hiring goals, the program is a
true driver for both business sustainability and
social mobility by helping community members
attain valuable career skills in English.
SYKES has invested more than $2 million in this
nonprofit globally. In the Philippines, women
represent 53% of SYKES Academy participants,
and this continues to rise each year. Since 2016,
SYKES El Salvador has hired 762 students from
the SYKES Academy program.

Latin America
SYKES Academy, 2020
Indicator

Brazil

Colombia

Costa Rica

SYKES Academy, 2019

El Salvador

Mexico

Brazil

Colombia

Costa Rica

El Salvador

Mexico

LATAM

665

Number of
Finished
Groups

5

31

273

130

4

407

5

7,857

Number of
Students

24

367

3,156

765

36

3,957

231

5

4,569

Number of
Graduated
Students

18

274

2,243

581

22

2,846

56.90%

61.90%

100.00%

58.20%

74%

75%

71.1%

75.9%

61.1%

71.9%

1,221

129

5

1,723

13

211

747

353

22

1,346

Number of
Finished
Groups

5

46

581

32

1

Number of
Students

29

461

6,989

373

Number of
Graduated
Students

17

342

3,974

58.60%

74.20%

6

362

Success Rate
Number of
Students Hired

LATAM

Indicator

Success Rate
Number of
Students Hired

Our academy finished the year 2019 with 407 groups with 3,957 students, of which 2,846 graduated. The number represents a regional success rate of 71.9%. This means that if someone
applied for a job at SYKES and was rejected for their English level, they can get a job at the company at the end of the program.
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SYKES Academy is a free, two-week
training program that aims to help aspiring
contact center professionals improve their
communication skills in English and prepare
them for a successful career in the BPO
industry. Data for 2018–March 2020 are all
classroom/on-site setup. For 2020, we ran
three classes of Virtual Sykes Academy from
April to June 2020.
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2018

2019

2020

Number of Classes

59

60

12

Number of Students

1,527

2,272

382

Number of
Graduated Students

772

896

139

42.5%

61.2%

26.6%

328

548

37

Success Rate
Number of Students Hired
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PROSPERITY HUBS
To spark economic prosperity for communities
in need, impact economic growth, and create
job opportunities in communities that may
be economically stressed, SYKES partnered
with Intuit in 2016 to create Prosperity Hubs in
three United States locations: Wise, Virginia;
Hazard, Kentucky; and Morristown, Tennessee.
Each of these communities demonstrated
great need due to drastic, lengthy economic
downturns. The Prosperity Hub program
brings forth new opportunities for community
members via our SYKES business contact
centers. By partnering with Intuit, we can offer
high-paying positions, in-depth training on
new skills to meet brand partner needs and
drive personal career growth, and reduce the
negative impact that job relocation can have
on a community.
Wise, Virginia
SYKES became part of the Wise community
more than 20 years ago. In the fall of 2019,
in partnership with Intuit, the Small Business
Success Center was opened in the heart of
Wise. The 2,000-square-foot center is available
at no charge and offers free Wi-Fi and public
street parking, commercial kitchen, public
restrooms, private office space for one-on-one
training, and a large meeting room. The space is
used for in-person and virtual training, webinars,
meetings of civic clubs and organizations, and
community engagement opportunities.
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Location

Square Feet

# Jobs

Hazard, KY

42,000

300

Morristown, TN

70,000

500

Wise, VA

90,000

1,000

Hazard, Kentucky
In September 2019, Hazard joined the
Prosperity Hub program, starting with fewer
than 50 team members, quickly growing to
300, and with plans for an additional 200+
jobs in 2021. Community outreach money
and volunteer hours have also contributed
to supporting local school initiatives and
assistance with the massive flooding in
February 2020.
Morristown, Tennessee
Our SYKES facility is located in the heart of
Morristown, but the service region consists
of 29 communities. This uniquely positions
us to work closely with the local colleges and
public school systems on initiatives to bring
forth opportunities for career development and
candidate readiness in the workplace.
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SYKES EXCEPTIONAL CIRCLE OF LEARNERS
SYKES Philippines provided more than 200
paid on-the-job internships for students
through the SYKES’ Exceptional Circle of
Learners (Excel) program.
Our business relies on finding and cultivating
creative and innovative problem-solvers,
and our Excel participants are no exception.
Working closely with SYKES’ digital analytics
team, one intern team was invaluable in
identifying and labeling chat data that would
lead to a reduction in chat support average
handle time (AHT) for a global leader in online
food delivery, ultimately reducing costs for the
brand partner.
To further support their internship, students
are provided resume-writing classes, mockinterviewing sessions, computer software training,
transparency into how their work positively
benefited the customer experience, and most
importantly, post-graduation job opportunities.

SYKES 2020 Sustainability Report

Social

Security & Compliance

Environmental

Index

strive for improved academic performance
while enjoying a fun and healthy school
environment. SYKES attends events
throughout the school year, distributes school
materials to students, and provides computer
facilities when needed.

TRAINING & DEVELOPMENT:
WE RETAIN & GROW TALENT
TO SUPPORT SYKES’
VISIONARY FUTURE
We mean it when we say, “We all belong. One
world. One SYKES.” Our ability to attract and
retain a multicultural and diverse workforce
allows us to serve our customers worldwide,
approach problems and solutions with a
collective focus of respect, culturally and
individually, and innovatively approach SYKES’
future as an ongoing pioneer in our industry.
There are three components that guide
SYKES’ approach to talent retention and
growth that are key to our future:

SYKES Adopt-a-School

• Diversity, equity, and inclusion

We recognize that early childhood education
can affect long-term quality of life. SYKES
Philippines’ Adopt-a-School exposes children
to opportunities and encourages them to

• Health and well-being
• Training, education, and career development
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DIVERSITY, EQUITY, & INCLUSION
A Culture of Belonging

Without exception, we value
a diverse and inclusive
workplace, and we hold a
responsibility to create a safe
and accepting organization
for everyone at SYKES.
- Chuck Sykes, President & CEO

At SYKES, we’re serious about our
commitment to providing a workplace that
celebrates our differences, respects the
feelings and opinions of others, and values
the experiences that make everyone unique.
It’s the SYKES way.
By providing diversity, equity, and inclusion
(DEI) training, we challenge the way we
think and educate ourselves and others to
model inclusive behaviors aligned with our
commitment to building a culture of belonging,
employee safety, support, and acceptance.

Diversity, equity, and inclusion at SYKES is
about coming together, united in our goals, to
celebrate our collective and unique strengths
and capabilities. We understand that our
commonalities are greater than our differences,
but it is those differences that will strengthen
and expand the capabilities of our business.
Through training, affinity groups and a human
rights policy that includes our suppliers and is
governed by our Board of Directors, we act boldly
in our efforts to break down barriers, become
allies for one another, and promote the personal
and professional growth of all our people.
We all belong. One world. One SYKES.
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Training in Diversity & Inclusion in Leadership Positions
Indicator

2018

2019

2020

Trained Leaders

324

250

574

SYKES’ DEI training includes three
modules: Diversity, Inclusion, & Belonging
Matters; Creating a Culture of Belonging;
and Embedding Equity Into the Employee
Experience. Also included are resources
for times of civil unrest, initiating diversity
and inclusion conversations to deepen
relationships, create learning opportunities,
and find shared understanding.
In our LATAM region, SYKES Inclusive raises
awareness among employees who have
direct reports, so that they can provide a
discrimination-free environment through their
leadership and team management. SYKES
is the first contact center in Central America
certified as an organization committed to
diversity, inclusion, and equality through Indice
de Inclusion & Equidad. The Business Inclusion
& Equity Index (IEI) is a certification process

SYKES 2020 Sustainability Report

that enables organizations to understand
and measure levels of inclusion and equity in
their business practices and policies. This tool
was created with the aim of promoting the
adoption of labor policies and best practices in
Latin American companies in favor of diversity,
inclusion, and equity for employees at all
levels, seeking to create a working climate
characterized by respect as a framework for
organizational development.
Affinity Groups
SYKES employee affinity groups are networks
of employees that come together based
on personal characteristics, interests, or
experiences. They foster diversity and
inclusion and enhance employee engagement.
This also helps to promote satisfaction at work,
increasing productivity and resulting in longerterm retention.
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“coffee shops” to act as mentors. These
mentors eventually work with women who
are promoted within technology accounts to
continue our work developing talent at SYKES.
Goal
SYKES Women in Technology (SWIT) is a
gender equity program founded in 2016
to develop talent for technical accounts
supported by SYKES Costa Rica. The program
was adopted by SYKES Colombia in 2017 and
implementation in other countries is being
explored. In 2020, SYKES’ SWIT program won
a Silver Stevie award for Women in Business in
the Achievement in Developing and Promoting
Women category.
SWIT helps SYKES retain talent, increase
diversity, and promote and facilitate gender
equity in technical accounts where female
participation is traditionally low. By promoting
technology as a solid option for professional
growth, we can extend tenure in non-technical
accounts as participants acquire new
knowledge. This also helps us increase the
enrollment of women in SYKES Tech Academy,
improving our ability to provide qualified
candidates that satisfy our customers’ needs
and support SYKES’ growth.
SWIT hosts events that include inspirational
guest speakers and technology challenges.
SYKES managers participate in virtual
SYKES 2020 Sustainability Report

Triple the number of women participating in
technical accounts from 13% (in 2016) to 40%
(in 2021).
To Date
• 1,500 female customer service agents have

been reached and influenced through
this program
• 1,000 Tech Academy scholarships have been

granted. SWIT scholarships allow us to admit
from 70 to more than 300 female Tech 		
Academy students each quarter, growing from
a few dozen prior to the program launch.
• Nearly 2,000 high school girls have been

reached since 2017.
• We have promoted more than 250 women

from customer service to technical accounts,
an increase of over 10%, impacting 24% of
existing roles.
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Number of Women Promoted
to Technical Accounts
Indicator

2020

2019

2018

Colombia

-

15

10

Costa Rica

104

123

25

In Costa Rica, SYKES has implemented the
SHEROES Affinity Group focused on cultivating
and actively promoting an inclusive environment
that supports and encourages women to
advance their skills and leadership potential
through connection, mentorship, collaboration,
and discussion. SHEROES ensures female
employees have an opportunity to be heard,
valued, and engaged, amplifying the profile
of women internally and externally, increasing
diversity, and fostering inclusion.
By providing female employees the opportunity
to problem-solve, innovate, and develop,
regardless of gender, seniority, or status, we
can continue to attract, retain, and advance the
mobility of women in our communities.

SHEROES, 2020
Members in the Facebook Group

210

Women Participating in Virtual Events 450
Women Trained With Workshops

30
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Human Rights
Respect for human rights is fundamental to the
sustainability of SYKES and the communities in
which we have the privilege to operate. SYKES
is committed to a culture of integrity, which
means everyone is treated with dignity and
respect. SYKES’ commitment to human rights
is exemplified in the Standards of Conduct, a
cornerstone for ethical behavior for all employees
who work for SYKES and our subsidiaries.
The Board of Directors of SYKES, through our
vice president of Ethics and Compliance, has
oversight responsibility of our human rights
compliance strategy and for approving any
required annual statements.
SYKES’ Human Rights Policy is guided
by international human rights principles
encompassed in the Universal Declaration
of Human Rights, the International Labor
Organization’s Declaration on Fundamental
Principles and Rights at Work, the United
Nations Global Compact, and the United
Nations Guiding Principles on Business and
Human Rights.

Human Rights Policy and our zero-tolerance
approach to slavery, human trafficking, and
human rights violations. The responsibility
extends to ensuring that steps are taken to
report and investigate any human rights issues
that are identified.
Everyone to whom the SYKES Human Rights
policy applies (including, for the avoidance
of doubt, our suppliers) is responsible for
preventing, detecting, and reporting instances
of human rights violations in any part of
our business or in our supply chains. All
employees are encouraged and expected to
raise any concerns they have regarding the
practices of the company. SYKES’ employees
and agents are expected to report any actual
or suspected violations of applicable laws and
regulations in all countries where SYKES does
business. It is a right and it is an obligation.
We invite you to read our full Human Rights
Policy, found here: https://www.sykes.com/
wp-content/uploads/2019/07/SYKES-HumanRights-Policy_2019.pdf

All levels of management within SYKES
are responsible for ensuring that all team
members understand and comply with our
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El Salvador
In El Salvador, diversity, inclusion, and equality
are managed through the Equal Opportunity
Employment policy. The policy is evaluated
by an external certifying company under the
Inclusion and Equality Business Index (IEBI),
allowing organizations to know and measure
the levels of diversity, inclusion, and equality
in their practices and their business policies in
five categories.

In 2017, SYKES El Salvador became the first
company in the contact center industry to be
certified, standing out as a leader in this area,
both in the country and the region. In 2020,
SYKES El Salvador received the IEBI
recertification and was qualified as a company
that “complies in an outstanding manner.”
Percentage achieved in evaluation
according to IEBI:

SYKES is the first contact center in Central
America certified as an organization committed
to diversity, inclusion, and equality.

Category

SYKES 2020 Sustainability Report

Initial Evaluation Jun-17

Evaluation Nov-17

Evaluation Dec-20

Gender Equality

82%

93%

94%

People With Disabilities

73%

91%

91%

HIV and Other Chronic
Medical Conditions

40%

90%

100%

LGBTQ+ Population

44%

100%

91%

Other Minorities

100%

100%

100%
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Heartbeat of SYKES (American Heart
Association & American Stroke Association)

SYKES Involve & SYKES Choices
This program helps employees achieve a
healthy work-life balance. With a variety
of interest clubs to choose from, SYKES
employees are free to participate in activities
and causes of their liking and arrange
community outreach programs. Aside from
being an outlet for their hobbies, SYKES
Choices/Involve clubs have also become a way
for employees to meet like-minded people,
an avenue to engage with others who share
the same passions. Every quarter, one event
is organized to cater to their interest and is
also open for all SYKES employees. While
each activity is really intended for the club,
their members, and their fellow employees,
most clubs choose to create events that
would also benefit those who are outside of
the organization. Instead of staging a simple
get-together, they pour their time and effort
into creating outreach activities to help
communities, foundations, charities, and
beneficiaries of their choice. This video features
the various interest clubs at SYKES, as well as
our advocacy programs.

SYKES is a big company unified by one
common purpose: to help people, one caring
interaction at a time. Every August 14, the
company comes together to celebrate SYKES
Heart Day, the beginning of our national
campaign to raise funds that will help others
through the American Heart Association.
SYKES has partnered with the American Heart
Association for more than 15 years to help fight
heart disease and stroke. By committing to live
healthier lives and raising funds to support the
American Heart Association, we are walking our
way to a healthier tomorrow.
SYKES Wellness 360˚
As a platform for an
integrated approach to
employee well-being
and retention, SYKES
Wellness 360˚ promotes a healthy lifestyle.
Wellness 360˚ activities increase motivation,
create a positive work environment, and
foster a connection with the SYKES brand. It
promotes healthier habits, shares spaces of
entertainment with family and friends, and
enhances the quality of life of our employees.
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R U OK? Campaign From Australia
Created to support mental health awareness,
R U OK? Day was launched in Australia by
a nonprofit organization of the same name
in 2009. SYKES Australia launched their
own program to recognize the day among
employees, with the goal of engaging in
conversation about mental health, promoting
company resources like the Employee
Assistance Program (EAP), and encouraging
employees to check in with others. Programs
were developed for SYKES leaders to check in
with their team members, and they also received
educational resources on important topics like
domestic violence, depression, anxiety, suicide,
financial hardship and homelessness, and
substance abuse. Employees were encouraged
to wear yellow to show support as SYKES
collected donations to support the R U OK?
charity and cultivated awareness and empathy
surrounding mental health.

• Mental Health

HEALTH & WELL-BEING
The health and well-being of our employees matter
and are part of our culture-forward environment.

SYKES 2020 Sustainability Report

• Your Health Matters
• Employee Assistance Program
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TRAINING, EDUCATION,
& CAREER DEVELOPMENT
“Work. Learn. Grow.” is the work value
proposition motto we offer our employees.
From our academies, our way of training, and
transparent performance measuring, we seek
growth in our employees.
From day one, the journey of our employees
matters. It is how we nurture and develop
a multicultural, diverse workforce through
education, equality, and connectedness. We call
this human-centered philosophy People First.

ESG at SYKES
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At SYKES, We

WORK. LEARN. GROW.
WORK

LEARN

GROW

Purposeful work with the
world’s top brands in an
atmosphere of caring
and mutual respect.

On-the-job training and
development, along
with ongoing mentoring,
coaching, and
self-study programs.

Career opportunities and
skills that last a lifetime,
as well as reward,
recognition, and a belief
in promoting from within.

From our learner-led classrooms and
development programs to our advanced
training and affinity groups, social interaction is
foundational to our teams’ collective wisdom and
creative collaboration. It drives their ability to learn,
adapt, and perform at their highest potential.
Learner-Led Classrooms

Facilitator Certifications

For many of our SYKES employees, their
journey begins in our learner-led classrooms,
where we have trained facilitators, not just
teachers. This high-tech environment fosters
collaboration between learners wherever they
are. From the classroom to caring for their
first customer, our methods, based in science,
lead to measurable improvements of learning
outcomes, lowered classroom attrition,
increased performance outcomes, and faster
speed to competency.

The learner-led classroom approach has
been so successful that we now offer the
SYKES Active Learning Certification (ALC), an
industry-leading professional development
program that enables both novice and veteran
trainers to actively engage and lead learners
toward meaningful outcomes and improved
performance.

SYKES 2020 Sustainability Report

Achieving certification means that trainers are
equipped with the facilitator skills necessary to

manage learners in both a virtual and brickand-mortar environment:
• Fostering a positive classroom environment
• Maximizing learner engagement
• Maintaining an objective-driven lesson
• Creating an 80/20 learner-led ratio
• Checking for understanding using

targeted questions
• Delivering and reinforcing clear expectations

For North America in 2020, we certified 12
SYKES employees.
Social
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SUCCESSION MANAGEMENT PROGRAMS
A clearly defined career path with achievable
milestones and a culture of support is
the reason more than 80% of our current
management team has been promoted to their
current position from within SYKES.
North America 2020 promotions: 948
APAC 2020 promotions: 1,048

COVID-19: Our Response
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Leadership Evaluation & Advancement
Program (LEAP)
Across every region, our LEAP program
enables direct agents to advance their
career, skills, and professional development
through positions such as team manager,
account supervisor, or planning supervisor.
The program creates a group of candidates
eligible for future internal promotions based
on career path and growth potential.

LATAM 2020 promotions: 1,056
(38% women; 62% men)

Number of
Collaborators

Indicator

Number of
Training Hours

Women

Men

Women

Men

Brazil

7

2

44

44

Colombia

12

9

90

Costa Rica

167

233

El Salvador

0

Mexico
Total by Gender

LEAP, 2019

LEAP, 2020

EMEA 2020 promotions: 304

Indicator

Number of
Collaborators

Number of
Training Hours

Women

Men

Women

Men

Brazil

13

11

44

44

90

Colombia

5

12

703

1,686

2,505

3,025

Costa Rica

30

36

450

525

0

0

0

El Salvador

26

36

519

612

11

16

330

480

Mexico

11

11

330

330

197

260

2,969

3,639

Total by Gender

85

106

2,046

3,197

Total
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457

6,608

Total

191

5,243
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Mid-Level Leadership/First-Level
Leadership Mentor Program (MLL/FLL)
Within our EMEA operations, SYKES’ FirstLevel Leader and Mid-Level Leader programs
offer opportunities to agent-level employees
who have the potential to grow and develop
their careers within SYKES. While customer
support services are typically known for
high industry turnover, these programs
have positively impacted SYKES’ turnover
rate and deepened the manager-employee
relationships based on shared experience.
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FLL GROWTH STAYED WITH SYKES FOR 1+ YEAR AFTER GRADUATION
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
2017

Graduates of these programs stay with SYKES
for longer, demonstrating that investing in
our employees not only has a positive effect
for their career aspirations, but also that we
are holding onto our future leaders, reducing
attrition, and saving costs.

2018

2019

MLL GROWTH STAYED WITH SYKES FOR 1+ YEAR AFTER GRADUATION
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
2015
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FLL GROWTH — GENDER PER YEAR

50
2019, 45%

40

FLL (First-Level Leader) GROWTH helps
to identify, assess, and offer development
opportunities to those agent-level employees
who have high potential to become successful
first-level leaders at both physical locations
and SYKESHome. The program is conducted
annually, takes 3–4 months to complete,
and has selection criteria based on length of
service, performance, language levels, and a
competency-based evaluation, contributing
to a fully inclusive program. With online
and face-to-face development, shadowing,
sponsors, and practical on-the-job experience,
participants have a truly blended experience
to develop the key leadership skills for the
next level of their career journey.

Data
We did not run a 2020 FLL GROWTH due to
business requirements and global situation.

2018, 50%
30
Men
Women

20
10

2018, 55%
0
2017
Participants

2018

2019, 55%

No. Promoted

FLL GROWTH STAYED WITH SYKES FOR 1+ YEAR AFTER GRADUATION
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%
2017
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MLL GROWTH — GENDER PER YEAR

25
2020, 33%
2019, 52%
2018, 48%

20

MLL (Mid-Level Leader) GROWTH offers
development opportunities to first-level
leaders who have the potential to grow and
develop into mid-level leaders. MLL GROWTH
is nomination-based, with similar criteria to
FLL GROWTH, reinforcing our commitment
to diversity and inclusivity. This self-paced
program, which received a Bronze 2019 Stevie
award, provides more than 84 hours of training
per person, including face-to-face, online
learning, LinkedIn Learning, regional mentoring,
shadowing in both Operations and Support,
sponsors, learning journals, and practical onthe-job experience.
Senior-level SYKES team members from
Germany, Hungary, the Netherlands, Romania,
Scotland, Sweden, the Philippines, and the U.S.A.
participate as mentors, passing their knowledge
and expertise to our MLL GROWTH participants.
* MLL GROWTH 2019 is ongoing and due to graduate
in September 2021. MLL GROWTH 2020 only started
in September 2020.

15

Men
Women

10
5

2017

2018

Participants

2019

2020*

No. Promoted

MLL GROWTH STAYED WITH SYKES FOR 1+ YEAR AFTER GRADUATION
100%
90%
80%
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20%
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0%
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2018, 52%
2019, 48%
2020, 67%
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SYKES Accelerated Leadership
Program for High Achievers (Alpha)
Offered throughout our APAC region, Alpha
provides classes focused on developing the
business leadership and management skills
necessary for career advancement.

SYKES Accelerated Leadership
Development Program (Spark)
The Spark program provides classes focused
on developing business leadership and
management abilities necessary in career
advancement. There is a 12-month mentorship
curriculum, where we hone potential and
aspiring leaders. As of October 2020, 71% of our
program participants were already promoted.
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ADVANCED TRAINING & EDUCATION

SYKES Tech Academy

To keep our managers prepared and connected
to their teams, in 2020, SYKES added more
than 20 new courses to our curriculum.
Over 4,000 training hours were completed,
including basic and advanced courses on
human resources, attrition training, scorecards
and observations forms, support for iTrain and
iCoach, and trainer competencies.

SYKES Tech Academy in Costa Rica recruits, develops, and deploys technical support talent from
a pool of more than 4,000 candidates. Creating job and career opportunities is important to our
people, our business, our brand partners, and their customers. Tech Academy allows SYKES to provide
consistent, high-level network engineers with globally recognized certifications. The academy has
proven to deliver top-notch talent with a success rate of 90%. In 2020, SYKES Tech Academy was
moved to an online environment to continue to make an impact in the face of a pandemic.

Tech Academy, 2020
Indicator

Colombia

Costa Rica

Number of Finished Groups

4

291

Number of Students

51

3,179

Number of Graduated Students

37

2,249

72.55%

70.75%

Success Rate

Tech Academy Contribution to Technical Hiring, 2020
Indicator
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Colombia

Costa Rica

Collaborators Promoted to Technical Accounts

10

146

External to SYKES Contracted in Technical Accounts

39

11

Total Per Year

49

157
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SYKES Education & Employability Development (SEED)
SEED is a social responsibility program that includes educational and employability initiatives carried
out through internal programs. Its objective is to open a space for Star Volunteers (a volunteer
program open to all) to be part of the change and contribute to the education of young people from
district schools through conversational clubs that help students improve their level of English.
Previously the Interactive English Program (2018–2019), the program provides support for Englishlanguage instruction in rural single-teacher schools in Costa Rica, working through SYKES’ publicprivate partnership with the Ministry of Public Education of Costa Rica. SYKES has supported this
English-learning process through programs given to more than 100 rural single-teacher schools across
the country, with a total of 400 volunteers.

SEED, 2020
Indicator

Colombia

Costa Rica

Number of Finished Groups

11

7

Number of Students

65

36

Number of Graduated Students

53

36

81.54%

100.00%

Success Rate

SEED (Interactive English Program) Costa Rica
Indicator

2017

2018

2019

Schools

100

88

55

Number of Students

1,169

1,115

74

Number of Volunteers

244

294

142

2,304

3,140

1,234

Volunteering Hours
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SYKES Peer Mentoring
The 2020–2021 SYKES Peer Mentoring program included 20 senior leaders who
answered the call to challenge themselves and help other business leaders grow
and develop. They were divided into three Peer Mentoring groups, meeting for six
months, to help leaders:

• Request advice for issues and concerns they face in their roles or with their teams
• Collaborate with others as part of a community of learners
• Extend their network across SYKES, functionally or globally
• Learn from the group’s wisdom, experience, and knowledge
• Be challenged to think bigger or differently

57%

43%

5%

80%

15%

general and
administrative
employees

operations
employees

manager-level

director-level

senior director
and above
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SYKES Education Assistance
Helping our team members work, learn, and
grow as members of the SYKES family includes
educational assistance through two pathways:
• SYKES Tuition Assistance Program, 		

reimbursing up to 80% of covered costs

TOP 10 POSITIONS IN 2020
Customer Service Agent
Team Lead
Sr Mgr/Mgr Account Operations
Trainer/Training
Quality Analyst 1

Flex Trainer Agent
Team Coach
WFM
HRA/Generalist
Recruitment

• The University of Arizona Global Campus,

which results in no out-of-pocket cost
to the student.
TOP 10 MAJORS
All regular (non-temporary) full-time employees
working in the United States with one year of
continuous service are eligible.
These valuable benefits help us retain key
talent. And, coupled with our mentoring
programs, they provide clear, long-term career
pathways for our SYKES family, contributing to
economic impact and lower turnover costs.

Instructional Design
Cyber and Data
Security Technology
Computer Software Technology
Business Leadership
Project Management

Business Administration
Human Resources Management
Organizational Management
Accounting
Psychology
Information Technology

2020
$937,466.00

2019
$214,185.00

Net Increase
$723,281.00

BY PLAN YEAR
400
350
300
250
200
150
100
50
0%

NORTH AMERICA – U.S.
• 410 total applicants in 2020
• Group 1 – 180
• Group 2 – 230
• 90% applicants are enrolled with UAGC

Other

SYKES 2020 Sustainability Report

Group 1

Group 2

•
•
•
•

•
•
•
•

10% participation
Average age: 38
38% Men
62% Women

4% participation
Average age: 34
24% Men
76% Women

UAGC
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SYKES EDGE is making a difference for many Filipino students, including
Angelo Tesoro, an 18-year-old scholarship recipient from Manila, who said,
“Aside from being more knowledgeable and equipped to accomplish things as
an individual, I want to finish my studies to make my parents proud and make
my degree a stepping stone to give back to them what they deserve.”

SYKES EDGE
SYKES EDGE (Educational Grant for Employees’
Dependents) scholarship program extends
financial support to dependents of SYKES
employees. Apart from the monetary grant, the
SYKES executive team conducts an annual meetand-greet to celebrate the scholars’ milestones
and further encourage them to persevere in
school and continue reaching for their dreams.

APAC
For the past three years (2018–2020), the SYKES
EDGE program has helped 90 students, including
20 grantees from Manila and 10 from Cebu.

are eligible to apply, and, if selected as an
EDGE scholar, receive Php25,000 in financial
aid toward their education, as well as SYKES
merchandise and school supplies.

The program allows SYKES employees to
nominate one dependent (either a child or a
sibling) to the educational program. Students
in elementary, junior, or senior high school,
or those in technical-vocational programs,

North America
The program was launched in North America in
1997 and since then has supported 149 students
with a total of $294,000 in scholarships.

SYKES EDGE in Costa Rica
Indicator

2019

2020

Number of Scholarships

260

295

Benefited Collaborators

191

207

$35,000

$42,000

Investment
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SYKES GIVES BACK

SYKES Cares
SYKES CARES is the philanthropy program in
the APAC, North America, and EMEA regions.
Primarily established as an education advocacy
arm, SYKES CARES has launched programs
geared toward increasing access to education
by providing educational facilities and
equipment to underprivileged communities.
In 2020, as part of a technology refresh in our
Lakeland, Florida, location, we were able to
partner with eSmart Recycling to ethically dispose
of more than 8,000 pounds of technology waste.
eSmart Recycling was then able to donate 50
laptops to families in the Tampa Bay area.
APAC
The Philippines
The Aeta is a collective term for several
indigenous peoples who live in various parts of
the island of Luzon in the Philippines. Through
SYKES Gives Back, 50 Aeta children have
been supported with hygiene education and
basic reading and writing.
Thirty personal computers were donated to
Mamala Integrated School in Sariaya, Quezon.
SYKES 2020 Sustainability Report

Australia
Concerned about the well-being and mental
health of their community members during
COVID-19, SYKES Australia raised and donated
more than $2,000 to Beyond Blue through
a gold coin donation drive. The organization
provides information and support to help
everyone in Australia achieve their best
possible mental health, whatever their age and
wherever they live.
EMEA
SYKES Berlin, SYKES Bochum, SYKES Solingen,
SYKES Wilhelmshaven, and SYKESHome
supported different organizations through
virtual charity runs, as COVID-19 limited inperson volunteer events. Employees tracked
their steps on the charity run day, starting
individually from their homes.
• 400 € was donated to “WeKickCorona,” an

organization helping social institutions in need
due to COVID-19.
• 250 € was donated to the “Wünschewagen,”

an organization fulfilling the last wishes
of ill people.

SYKES Edinburgh (U.K.) takes an active role in
supporting a community initiative called TOLO
(Take One Leave One) which provides warm
clothes, shoes, and blankets to people who
are homeless. A group of SYKES volunteers
organizes donations to the program then sets
up a stand every weekend to distribute the
items that have been donated.
As part of a partnership with BBC Radio London
and Duracell, SYKES was also able to play a key
role in providing free digital radios for people
age 70 and older, so they wouldn’t feel so
isolated during the COVID-19 crisis.
NORTH AMERICA
Despite COVID-19 complications with volunteering
in 2020, SYKES North America was still able to
make a significant impact on the communities in
which our employees live and work.
Between donations, sponsorships, drives,
and utilizing COVID-safe precautions to
volunteer, we touched more than 100 outside
organizations this year through our community
engagement efforts.

• 402.50 € was donated to a local

animal shelter.
• 402.50 € was donated to an organization that

works to combat child abuse.
SYKES Wilhelmshaven and SYKES Pasewalk
also participate in local food drives.

Efforts ranged from school-supply giveaways
to drive-through trick-or-treat events and
golf tournaments to chambers of commerce
banquets, for organizations from the American
Heart Association to local animal shelters and
youth sports programs.
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SYKES North America has raised more than $1.86
million for the American Heart Association to help
fight heart disease and stroke in our communities.
For more than 25 years, SYKES has been a
major sponsor of the Our Heroes Luncheon,
where they honor our everyday heroes —
the brave men and women of Hillsborough
County’s law enforcement and fire rescue. As a
part of this event, SYKES sponsors up to eight
scholarships to dependents associated with the
men and women of Hillsborough County’s law
enforcement and fire rescue.

There’s nothing quite like
the feeling of being able to
make a difference.
- Chuck Sykes, President & CEO

It’s The SYKES Way to help people, and
that’s exactly what the U.S. Charitable Match
Program does. For the past 10 years, the SYKES
Charitable Match Program has contributed
thousands of dollars to worthy causes that our
U.S. employees care about.
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• Delivery of basic food baskets to

employees at risk.
• SYKES music channel: A nightly live music

ComprometeRSE
ComprometeRSE is the SYKES LATAM Social
Responsibility Program that actively contributes
to the social, economic, and environmental
development of our employees and the
communities where we operate in that region.
• In 2020, SYKES Costa Rica struggled to

achieve our 30% goal of volunteering, due to
the pandemic. However, we hosted virtual and
targeted volunteering events, achieving 870
hours with 148 corporate volunteers 		
participating in local community programs.
This represents a 3% participation rate from
the total employee population.
• Since 2007, SYKES has donated more than

12,000 backpacks to students from schools in
San Salvador, El Salvador.
• SYKES Colombia donated first aid kits, water

dispensers, coffee makers, and sanitizing
gel dispensers for the waiting room of the new
COVID-19 care center in Barranquilla that will
serve 600 patients.
Costa Rica
• Focusing on the integral well-being of our

employees and their families.
• Wellness 360° virtual actions for employees

working from home: Yoga and fitness.

SYKES 2020 Sustainability Report
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event by our collaborators who are artists, in
which they sing or play an instrument.
• SYKES Run and Walk: A virtual race in which

participants complete their run or walk in a
certain amount of time and use an app
to
record their times.
• Cooking and lettering classes: Diversified

classes for the needs and tastes of
our collaborators.
• Inauguration of the first affinity group (EAG)

of SYKES Costa Rica, with 168 collaborators
focusing on women empowerment and efforts
to increase their participation.
• Recent donation of more than 400 essential

food baskets and 200 Walmart gift cards to
employees who have been affected by the
pandemic. Investment: $58,000.
• Implementation of “Give & Take,” allowing

employees to support their coworkers by
leaving non-perishable goods for those who
may be struggling during the crisis.
Investment $11,000+.
• Employee AID: Financial aid to employees

sent to quarantine or isolation for COVID-19
issues. Investment: $12,500.
• Donation of $81,000 to the homes of our

employees most affected by the COVID-19
pandemic, accompanied by the 		
Multidimensional Poverty Index.
Social
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The events of 2020 challenged the world, our
industry, and this company in ways we never
imagined. They tested the resilience of our
people and forced us to rethink how we work,
but certainly made us a stronger business. It
also reassured us that we are built of a unique
culture with the most solid principles.

Jenna Nelson
Chief Human Resources Officer

We believe that caring for our environmental,
social, and corporate responsibilities is not just
the right thing to do but is what the world needs
more than ever. Our commitment to moving
our efforts to the next level is greater and more
concrete. In the past few years, we invested in
gaining a deeper understanding of what it really
meant to our business and how important it is
to our constituents. We have a higher level of
engagement at the executive and board levels,
are investing in broader sustainability practices,
and are certainly heading in the right direction
as an organization.
In this process, we recognized that the way
we engage and connect with our people at
a higher and deeper level is an ongoing and
continuing need. It is even more important
to the younger generations entering the
workforce, and therefore a key element
of everything we do. We are committed to
continuously elevating our talent practices to
ensure we remain an organization that people
want to join and stay with, recognizing we can
provide a cultivating environment where they
can work, learn, and grow their careers.
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“It Is All About People”
At SYKES, we believe that our role is much
more than providing jobs. We take a holistic
approach in engaging, supporting, and
nurturing our family of more than 61,100
people worldwide. Whether it relates to our
candidates or employees at any level of the
organization, what is important to our people is
important to us.
Our human capital strategy reflects our social
impact, not only internally but also in the way
we engage the communities around us. That
culture is embedded in everything and part of
an intricate ecosystem, from how we develop
policies, processes, and practices, to every
program conceived to attract, select, develop,
reward, or promote talent. This echo system
supports all the critical components of our
talent lifecycle.
By working on purposeful initiatives that impact
in our people, we are placing ourselves in a
better position to manage where we are today,
as well as where we will be in the future. More
importantly, we are laser focused on the best
ways to engage a future generation of candidates
and employees who have higher demands and
different expectations from their employers.
We created development programs for
high-potentials, placed a strong focus on
diversity and inclusion, and are making sure
Social
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our culture remains centered on employee
engagement. In addition, we are reevaluating
our competencies to reflect the evolution of
the business and the changing expectations
we have of our leaders.

“The Future of Work Will
Demand Flexibility.”
Since moving our employees out of the office
due to the pandemic, we have gotten better
in our ability to attract, select, and hire talent
remotely, while also improving our technical
infrastructure. However, the post-pandemic
world will look different. As we revisit simple
tasks like space planning, we recognize that
the workplace will have to evolve.
While we are continually monitoring and
evaluating the work-from-home model globally,
we know that more flexibility in our policies
and practices will be needed. In many cases,
it will require that we work with our brand
partners to design a workplace that meets
the expectations of the workforce, so we
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are able to attract and retain the best talent
by providing the flexibility they need while
continuing to grow the business.

“We Help People, One
Interaction at a Time.”
While our processes are driven from demands
of our brand partners and industry, the SYKES
culture is very much nurtured from within. That
is part of our DNA, and we pride ourselves on
hiring people who genuinely care for other
people and the business. Even as we grew
by virtue of new acquisitions, we made sure
to safeguard the organizational culture by
assessing how the front-line employees felt,
and by understanding how the culture was
being perceived at all levels around the world.
Our culture is at the heart of everything we do,
and we believe it is our secret sauce. We are
proud of what we have all accomplished, and
we will continue to stay focused on helping our
people grow their careers while taking care
of our brand partners and the communities
where we operate.
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Security &
Compliance
Two critical components of our business
made SYKES a leading provider of outsourced
customer engagement solutions and
service: people and technology. Securing
both simultaneously, whether in our global
operations center or within the SYKESHome
environment, are our top priorities. Together,
they directly affect our ability to seamlessly
deliver services for our brand partners.
Our SYKES Data Governance Committee,
Information Technology & Security, Human
Resources, Legal, and Corporate & Operational
Compliance departments converge to ensure
that a strong culture of safety, security, and ethical
behavior is embedded in everything we do to
protect our assets — physical, digital, and human.
As an industry leader in data security and
fraud prevention, our infrastructures are built
specific to our brand partners’ needs. This
means we secure our own operations and also
hold responsibility for the data of hundreds
of companies, and by extension, the data of
their customers. Our security and compliance
standards also protect the livelihoods of our
61,100 employees, as well as the privacy and
identity of millions of people around the globe
who rely on our services.
SYKES 2020 Sustainability Report
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SYKES SECURITY GOVERNANCE
& CYBERSECURITY FRAMEWORK
SYKES’ approach to identifying and mitigating
information security risk includes oversight from
SYKES’ Data Governance Committee, whose
membership consists of executives and senior
Security leadership across the organization.
SYKES’ internal auditor conducts periodic
targeted risk assessments, including reporting to
the Board of Directors and Audit Committee. The
results of these assessments are used to further
enhance SYKES’ information security mitigation
efforts. SYKES’ Data Governance Committee
also engages with relevant stakeholders to
inform and direct the company’s compliance to
and certification with industry and regulatory
bodies, via third-party audits.
SYKES Security protocols, managed from our
Global Security Operations Center (GSOC), are
dictated by the National Institute of Standards and
Technology (NIST) Cybersecurity Framework.
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SYKES’ security culture is built on this
framework to accomplish essential functions:
identify threats; protect our people, data, and
assets; detect issues quickly; respond through
collaboration with our partners’ security
organizations; and recover from any incident,
restore capabilities, and prevent recurrence.
Based on existing standards, guidelines, and
practices, the framework helps SYKES manage
and reduce cybersecurity risk by determining
which activities are most important to assure
critical operations and service delivery. As a result,
SYKES can prioritize investments and maximize
the impact of each dollar spent on cybersecurity.
In addition, it fosters improved risk and
cybersecurity management communications
among both internal and external organizational
stakeholders. With a geographically diverse
Business Continuity & Security team, SYKES
can plan for operational risks relevant to our
global operations and brand partners and
provide regional support when required. Each
team follows the plans developed with the
key elements of addressing service continuity,
to include readiness, prevention, response
scenarios, recovery and resumption, testing and
training, evaluation, maintenance, and brand
partner requirements.
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GLOBAL SECURITY
SYKES delivers millions of caring interactions
with people around the world every day. With
one of the most tenured security teams in
the industry, offering cross-industry expertise,
SYKES ensures our services are delivered in a
safe environment — both physical and virtual
— for our employees, our brand partners, their
customers, and our suppliers.
Disaster Avoidance & Recovery (DAR)
Using global industry standards, SYKES’
Security team provides our business leaders
and brand partners with a recognizable and
repeatable security framework under five key
functions that can be applied to any facet of our
business: identification, containment, recovery
operations, salvage, and post-mortem.
Business Continuity Plans (BCP)
Tested protocols are created for each of our
customer care delivery platforms to protect
our physical locations and data infrastructure
against damage caused by fire, earthquakes,
severe weather, and other natural disasters;
power failure; telecommunications failures;
unauthorized intrusion; computer viruses; and
other emergencies.
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Geographical Risk Assessments
To assess our short-, medium-, and long-term risks
with direct operations, upstream and downstream,
we conduct annual geographical risk assessments
to inform our BCP and DAR processes.
DATA SECURITY & PRIVACY
SYKES proactively identifies threats and
behavioral anomalies while providing tailored
governance and educational programs to
reduce risks. As part of our governance, our
Board of Directors mandated a 2020 target
that 95% of all employees received Data
Security & Privacy training. This information is
reported to the board on a semiannual basis.
Physical Security & Employee Safety Systems
Multiple industry-leading physical security
and employee safety systems offer high-level
protection for our locations, employees, and assets.
Organized Fraud Prevention
Because security is everyone’s responsibility,
we continually refine our processes for hiring,
training, developing, and retaining employees
to ensure the security of our company and
our brand partners’ assets. The three lines
of defense (3LOD) framework is recognized
industry-wide as the standard for properly
ensuring organizations are prepared to
manage and mitigate risk. We are working to
standardize and embed this framework across
new and existing accounts.
Security & Compliance
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SUPPLIER MANAGEMENT
We assess the readiness of every supplier for
adherence to SYKES policies and contractual
and compliance requirements. For each of
our suppliers, SYKES performs Data Privacy
Assessments and Security Assessments to
identify and minimize risks to data privacy
and protection.
RESEARCH & DEVELOPMENT
In the contact center arena, SYKES operates at
the forefront of technology and innovations. Led
by our Technology and Security teams, we are
continually researching new products developed
by our technology partners and developing inhouse tools to better support our brand partners.
We conduct quarterly reviews of the latest
technologies with our major technology partners,
as we continually seek potential value-adds to
our technology and security infrastructure.
CERTIFICATIONS
• CISSP — Certified Information Systems
Security Professional
• CCISO — Certified Chief Information

Security Officer
• CISSP is validated from (ISC)2; the CCISO

is validated by EC-Council
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• MBCP (Master Business Continuity 		

Professional) is a global certification issued by
DRII (Disaster Recovery Institute International)
• Network Cyber Threat Hunting
• CORE Impact Certified Professional (CICP)

ASSOCIATIONS
SYKES representatives attend national
conferences focusing on industry trends
and best practices surrounding business
continuity and disaster recovery, such as the
DRJ (Disaster Recovery Journal) Conference.
Our representatives then share the knowledge
gained and apply any new findings related to
our operations, vendors, and client relations.
As a member of Women in Cybersecurity
(WiCyS), the Security leadership team invests
in the education and development of roles
within the Cybersecurity team where members
have received grants from this organization to
pursue higher education.
AWARDS
• SC Magazine Best Security Team Nomination
• (ISC)2 President’s Award
• Center for Cyber Safety and Education,

Safe and Secure Online Programs

Security & Compliance
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Stitch Hindle
Senior Director, Global Secuity

For the sustainability of our business at SYKES, it
is critically important that we develop and retain
the talent in our Global Security team. Having a
tenured team in place provides immeasurable
value in many ways: the strong/solid foundation
that results from long-term relationships, years of
knowledge of our business and customers, and
the historic technical and intuitive skills necessary
to keep our operations and people safe.
SYKES’ purpose has always been to help
people, one caring interaction at a time, and
that is no different for our Global Security team,
whether we are supporting brand partners
or each other.
Our actions show our people that we are
investing in them for the long term to provide
career opportunities. At SYKES, we pride
ourselves on a history of identifying key talent
in employees, even when they are in unrelated
positions. We then provide opportunities by
developing the talent, resulting in our tenured
team. In fact, our current leadership structure/
team includes many employees who started
their career at SYKES as entry-level agents.
SYKES 2020 Sustainability Report

Having leaders with this type of front-line
knowledge is difficult to replace.
At SYKES, we show by example that we represent
diverse and empowered people. Technical,
physical, and soft skills like emotional intelligence
are nurtured, and we work together to shatter
biases that have historically held back women,
minorities, and members of the LGBTQ+ community.
“No matter who you are, where you 		
come from, or what role you play, a safe
environment is critical to the development
of talent. And that includes facing one of the
biggest challenges in a diverse environment:
impostor syndrome — living in fear that you
are not good enough or don’t have the skills
necessary to develop into a role that you
are passionate about.
But that is not the SYKES way. We believe
in our people, and our Global Security
team is successful because of varied 		
backgrounds and approaches — teachers,
psychologists, investigators, veterans, first
responders, and, yes, even a former Disney

character. For our team, it comes down
to natural traits and leadership, developing
into roles where you can have an impact and
growing in a culture that accepts 		
and supports you as a safe place.”
- Stitch Hindle, Senior Director, Global Security
In the career field of cybersecurity, women
are traditionally underrepresented. We have
implemented several initiatives that bring women
forward through education and scholarships,
including SYKES Women in Technology (SWIT),
with a heightened awareness of opposition in
some cultures. Through our active membership
in Women in Cybersecurity (WiCyS), or support
of the non-binary and LGBTQ+-driven Diana
Initiative, our team members have access
to a global community of women, allies, and
advocates who are dedicated to bringing talented
women and minorities together to celebrate and
foster their passion and drive for cybersecurity.
Building a successful, diverse Global Security
team has come naturally to us because of our
inclusive environment and culture of care. And
that is the SYKES way.
Security & Compliance
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LEGAL, COMPLIANCE,
ANTICORRUPTION,
& ETHICAL PRACTICES
Operating within clear guidelines for ethical
and respectful conduct allows SYKES the
opportunity to advise our clients as a trusted
partner and sets our foundation as an employer
of choice. These same principles also help us
identify potential risks associated with key ESG
topics relevant to our operations and long-term
strategy. This includes compliance with global
laws and regulations, safety, security, ethics,
human rights, our impact on the environment
and the communities in which we operate, and
the environment’s impact on our operations.
Additionally, the quality of the ESG-related
information we report is overseen by our
Legal and Compliance teams, including our
annual CDP, U.K. Modern Slavery Act, and U.K.
Gender Pay Gap reports, as well as the indepth policies, actions, and progress we report
for our customers through EcoVadis.
This comprehensive approach helps align our
company’s governance with the expectations of
our stakeholders and shareholders.
We invite you to review our ethics- and
compliance-related policies here:
https://www.sykes.com/company/
sustainability/corporate-governance/
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SYKES STANDARDS OF CONDUCT

U.K. MODERN SLAVERY ACT (MSA)

At the board level, SYKES’ Nominating
and Corporate Governance Committee is
responsible for annually reviewing our Code
of Conduct and Ethics and recommending
modifications as necessary. The committee
also monitors, provides oversight, and
reviews compliance by the company’s
directors, officers, and employees with the
company’s Code of Conduct and Ethics and
Corporate Governance Policies and reports
its findings to the Board of Directors.

Every SYKES employee and subcontractor is
required to consent to SYKES’ Standards of
Conduct through continuous education and
new hire orientation. Conversations about the
standards are encouraged to help employees
navigate through everyday business situations.
Employees and subcontractors also receive
quarterly communications that highlight elements
of the standards, including safety, security, ethics,
conflicts of interests, and social media.

Through the use of our Section 54 disclosure
statement, we describe the steps SYKES
has taken to ensure that slavery and human
trafficking are not taking place in our supply
chains or in any part of our business.

The Standards of Conduct are maintained
by the vice president of Compliance and the
vice president of HR Compliance, Employee
Council, and DE&I, and are approved by our
president and CEO. The standards reside on
our public-facing website and are provided in
six languages: English, Portuguese, Spanish,
French, German, and Chinese.
ANTI-FRAUD HOTLINE
SYKES employees are informed of their
right and responsibility to confidentially
and anonymously report questionable or
fraudulent activity through our report line or
by calling the appropriate regional anti-fraud
hotline at any time. Our Standards of Conduct
require these issues to be promptly reported
to Human Resources, the chief legal officer,
and/or the chief compliance officer without
fear of retaliation.
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U.K. GENDER PAY GAP
SYKES observes and supports all applicable
laws and regulations concerning equal
employment opportunities and welcomes
the release of the 2020 SYKES U.K. Gender
Pay Gap Report (find the 2017, 2018, and
2019 reports here). We encourage individual
growth for self-development and performance
improvement and provide full equality for all
employees through management practices
and standard operational procedures.
SYKES HUMAN RIGHTS POLICY
Our Human Rights Policy is guided by
international human rights principles
encompassed in the Universal Declaration
of Human Rights, the International Labor
Organization’s Declaration on Fundamental
Principles and Rights at Work, the United Nations
Global Compact, and the United Nations Guiding
Principles on Business and Human Rights.
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GLOBAL ENVIRONMENTAL POLICY
SYKES’ Global Environmental Policy
includes promoting environmental awareness,
sustainable procurement, compliance
obligations, environmental management,
energy, and emissions and waste management.
ETHICS & EQUAL EMPLOYMENT
OPPORTUNITY STATEMENT
As an equal employment opportunity employer,
SYKES selects, develops, and rewards the best
person for the job based on the requirements
of the work to be performed and without
regard to race, age, color, religion, sex, national
origin, ancestry, citizenship, disability/handicap,
marital status, veteran status, sexual orientation,
pregnancy, genetic information, gender identity
and expression, or any other basis protected by
federal, state, or local law.
PROCUREMENT PROCESS
As SYKES leverages the principles of the
outsourcing industry to foster opportunity
and livelihood in global communities, we
have realized that beyond our programs,
our partnerships are what drive economic
sustainability. As a result, SYKES considers
impact sourcing in the procurement process of
the utmost importance.
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Rica is working diligently toward sustainability
by only purchasing goods and services
produced in the country. In collaboration
with our brand partners, SYKES sources
local products and services to promote local
economies. For example, SYKES Costa Rica is
working diligently toward sustainability by only
purchasing goods and services produced in the
country. This has resulted in 99% of supplier
expenses being spent in national supplies in
2020, leading to $25.5 million paid to suppliers
in local trade, an increase of more than $10
million from the previous year.
By following global sustainability standards, we
cultivate quality relationships with our partners.
For on-site supplier evaluations, we have
created a tool that reviews primary international
sources for GRI standards, OECD guidelines,
ISO 26000, National Social Responsibility
Policy, and KPI requirements. These procedures
ensure the high standard of practice is carried
through to our vendors.
SUPPLIER CODE OF CONDUCT
Ethical conduct is core to the success of
SYKES. Just as SYKES employees are held
to the highest standards of ethical behavior,
we expect the same from our suppliers, both
domestic and foreign.

In collaboration with our brand partners, SYKES
sources local products and services to promote
local economies. For example, SYKES Costa
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Environmental
Many of our relationships and business
activities are shaped or impacted by how we
approach our environmental responsibility,
including our operations, procurement,
business continuity, employees, and
communities. Being aware of and planning for
how SYKES affects the environment and how
the environment affects our operations makes
us more operationally efficient and, more
importantly, prepared and able to make better
decisions across our global operations.

Our holistic approach, overseen by boardlevel governance, creates opportunities for
innovative solutions and partnerships that
strengthen our customer, supplier, and investor
relationships. SYKES’ ESG Council, along with
subcommittees and workgroups, is responsible
for operationalizing our ESG priorities
through enterprise-wide policies and local
implementation.

CLIMATE CHANGE
SYKES’ climate change governance structure
and approach allow us to identify environmental
risks and opportunities, integrate climate
change into our business strategy, and realize
how we can improve our global emissions.
Since 2015, we have reported this information
annually in our CDP report.
Climate-related risks and opportunities are
formally reviewed internally twice a year, to
ensure we can continue to support our brand
partners with sustainable delivery models.
Business continuity plans, developed by our
Security and Business Continuity teams in all
four regions (North America; Latin America;
Asia Pacific; and Europe, Middle East, and
Africa), are customized for each client
agreement, ensuring that we meet the needs
of our brand partners in spite of climaterelated risk factors. Client agreements are

SYKES 2020 Sustainability Report

reviewed every one to two years to identify
updates and/or changes by both parties.
With operational directors and regional chief
operating officers, the Security and Business
Continuity teams help the organization identify
potential expansions into new countries and/
or site locations where there is less risk of
disruption due to severe physical risks or
pandemic episodes.
To inform our energy procurement strategy,
SYKES is also undertaking qualitative and
quantitative scenario analyses on the potential
effects of increased extreme weather events.
If severe weather events become more likely,
conventional sources of energy may not deliver
the reliability of supply SYKES needs to deliver on
its client obligations. For this and other reasons,
we have been pursuing a renewable energy
strategy in Costa Rica and the Philippines.

GLOBAL ENVIRONMENTAL
PROGRESS
Global Reporting: Emissions & Water
SYKES has tracked and, through CDP,
reported energy-related emissions since
2015. In 2018, we made changes to our data
collection process, which resulted in a more
comprehensive and accurate data set. As a
Environmental
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result of these changes and for purposes of
this report, the more precise 2019 and 2020
data sets are shared.
SYKES strictly follows the GHG Protocol
Corporate Standard. According to the
methodology, SYKES Scope 2 emissions
related to purchased electricity should
be accounted for as Scope 3 Upstream
Leased Assets. The protocol, however, also
recognizes the need for “the presentation of
GHG data in formats tailored to the needs of
various reporting uses and users.” Hence, we
tailor our emissions data to the CDP reporting
and scoring format, reporting our indirect
emissions in the Scope 2 category. This allows
us to more accurately report the strides we are
taking to manage and reduce emissions.
SYKES Scope 1 emissions have been measured
and considered de minimis. However, as part
of our ongoing Carbon Neutral certification for
Costa Rica, we continue to measure and report
Scope 1 emissions for that region only.
Beginning in 2020, we also began tracking
our use of water in operations.
Helping Our Customers
Reduce Their Emissions
SYKES tracks and reports customer-specific
supply chain–related emissions through
CDP and collaborates with customers on
emissions reduction initiatives and sharing of
best practices.
SYKES 2020 Sustainability Report

During 2020, our SYKESHome solution
became a valuable resource for dozens
of organizations — new and existing
brand partners — to continue operations
seamlessly. We also recognize that the
WAH model eliminates the need for
employees to travel to work, whether that
mode of transportation is car, motorbike,
or bus. Remaining in compliance with
the Greenhouse Gas Protocol Corporate
Standard, we cannot account for emission
reduction in our own operational
greenhouse gas inventory related to
SYKESHome. We do recognize, however, that

the at-home model greatly reduces emissions
related to employee commuting.
While we continue to work to reduce our
environmental footprint, our goal is to assist
our suppliers, customers, and other vendors
in transitioning toward a low-carbon future.
Through this initiative, we are contributing to
the United Nations’ Sustainable Development
Goal (UN SDG) that by 2030, SYKES will have
committed to Goal #7: Affordable and Clean
Energy; Goal #9: Industry, Innovation, and
Infrastructure; and Goal #13: Climate Action.
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Scope 2:
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Environmental

Intensity Per Employee

APAC

10,264.47

0.58

9,281.62

0.44

EMEA

6,965.26

0.90

3,778.87

0.49

LATAM

2,033.08

0.19

2,455.3

0.21

North America

9,957.46

0.66

7,236.62

0.38

29,220.27

0.57

22,752.41

0.38

2019

Intensity Per Employee

2020

Intensity Per Employee

231.07

0.022

318

0.03

2020

Intensity Per Employee

2,284.91

0.06

2019

Intensity Per Employee

2020

Intensity Per Employee

29,220.27

0.57

25,355.32

0.43

Global

Index

Global

2020 (GL)

2020 (ML)

Intensity Per Employee

APAC

26,413,895.66

99.98

1,262.61

EMEA

1,408,333.87

5.33

182.28

LATAM

19,856,188.53

75.16

1,658.41

North America

6,464,260.40

24.47

337.81

54,142,678.46

204.95

905.32

Total
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Costa Rica
SYKES Costa Rica began operations in 1995,
becoming one of the first contact centers to
operate in the country. Since then, SYKES
Costa Rica has grown to operate at five sites
and employ more than 5,600 people.

COVID-19: Our Response

ESG at SYKES

footprint to positively affect our global
ecosystem. 2020 marks the first time SYKES
has achieved a six-star rating across all
headquarter locations.
SYKES Costa Rica 2020 Highlights
• 437 volunteers completed 3,193 volunteer

In the past two decades, SYKES Costa Rica
has made tremendous efforts to support the
company’s global initiatives toward social and
environmental sustainability:
• SYKES Costa Rica — carbon-neutral since 2014
• Solar panels installed at company sites in

Heredia, Costa Rica
• ISO 140001 Environmental Certification
• ISO 50001: Energy Management System
• ISO 14064: Greenhouse Gases
• A recycling program that encourages 		

reduction of paper waste and the use of
eco-friendly products

hours with 15 volunteering activities, such as
600 trees planted, 2,400 kg of 		
waste collected, Carbon Neutral Certiﬁcation
(ISO 14064), and Bandera Azul (Costa
Rican government).
• 4% of our energy was provided by our solar

plant, resulting in 6,744,975 kWh in
annual savings.
• Total consumption of non-renewable energy

sources, including diesel, gasoline, and
liquified petroleum gas, was reduced for the
fifth year in a row.
• Overall energy consumption and energy

intensity per employee were reduced.

• Awards for its contributions to environmental

sustainability, including recognitions from the
Chamber of Industry of Costa Rica
Since 2012, SYKES Costa Rica has been
awarded the Ecological Blue Flag Award by
the Foundation for Environmental Education,
the world’s largest environmental education
organization. The award is given to companies
that work toward reducing their environmental
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El Salvador
Since beginning operations in 2004, SYKES El
Salvador has grown to employ more than 3,500
employees at two sites in San Salvador.
In an initiative unique to El Salvador, SYKES
created the ComprometeRSE program, which
was designed to aid in environmental impact
as well as the reduction of poverty and
inequality within the country. The program
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Index

is based on United Nations guidelines and
ISO 26000 standards and has been widely
recognized for its achievements.
ComprometeRSE facilitates initiatives that
minimize the impact of the company’s
operations on the environment. Since 2008,
SYKES has put a greater focus on conserving
water, energy, paper, and other resources in
our El Salvador facilities.
The company installed 2,000 square meters of
solar panels, procures eco-friendly products,
and has implemented programs to reduce
water consumption and paper use. In addition,
SYKES El Salvador has launched a recycling
program that is also open to the community.
Through these programs, SYKES El Salvador
has reduced water waste by over 50% and
diesel consumption by up to 80%. Through
energy conservation programs, SYKES El
Salvador has reduced CO2 emissions by 200
tons per year.
SYKES El Salvador has been named
Embajador Destacado (Outstanding
Ambassador) by the Termoencogibles’ Recicla
503 program. Companies earn this esteemed
recognition through their commitment to
sustainability and reducing pollution.
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APAC
The Energy Conservation Program (ENERCON
Program) in SYKES Asia was implemented in
2017 to balance a growing demand for energy
with increased operational costs. Energy
savings and conservation opportunities are
considered across operations to reduce cost
impacts and conserve energy. The objective of
ENERCON is to:
• Demonstrate awareness and leadership in

efficient energy management
• Increase the competitive edge of the company

in the contact center industry
• Educate employees on the importance of

energy conservation
• Improve equipment and system performances

and efficiencies
• Identify conservation opportunities that could

be used for incoming needs
• Improve and enhance work conditions

Cebu, Philippines
In the Philippines, the SYKES operation in
Cebu City has made great energy reduction
strides, reaching carbon-neutral status in
2020. The site earned a Gold Standard
Verified Emission Reduction (VER) certificate.
Gold Standard was established in 2003
by the World Wildlife Federation (WWF)
and other international non-governmental
organizations to ensure projects that reduced
carbon emissions featured the highest levels
SYKES 2020 Sustainability Report
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V
APAC
The Energy Conservation Program (ENERCON
Program) in SYKES Asia was implemented in
2017 to balance a growing demand for energy
with increased operational costs. Energy
savings and conservation opportunities are
considered across operations to reduce cost
impacts and conserve energy. The objective of
ENERCON is to:
• Demonstrate awareness and leadership in

efficient energy management

of environmental integrity and also contributed
to sustainable development. In 2020, the
SYKES Cebu Synergis site saved $212,115.86.
EMEA
SYKES Edinburgh achieved U.K. Energy
Savings Opportunity Scheme (ESOS) Phase 2.
SYKES Edinburgh CO2 reduction is achieved
through the expansion of renewable energy
and improving energy efficiency.

• Increase the competitive edge of the company

in the contact center industry
• Educate employees on the importance of

energy conservation
• Improve equipment and system performances

and efficiencies
• Identify conservation opportunities that could

be used for incoming needs
• Improve and enhance work conditions

Cebu, Philippines
In the Philippines, the SYKES operation in
Cebu City has made great energy reduction
strides, reaching carbon-neutral status in
2020. The site earned a Gold Standard
Verified Emission Reduction (VER) certificate.
Gold Standard was established in 2003
by the World Wildlife Federation (WWF)
and other international non-governmental
organizations to ensure projects that reduced
carbon emissions featured the highest levels
SYKES 2020 Sustainability Report

United Kingdom
SYKES U.K. established the Green Team
in 2016 as an institution anyone can join
and produce actions that affect their entire
community. The team’s efforts include
creating behavior change in SYKES
operations, the community, and as a region.
Through recruitment drives, best-practice
sharing, social media, and weekly meetings,
the Green Team has made great strides in
continuing their mission.

UK. RESULTS
Reduced paper consumption by
67% between 2019 and 2020
Reduced energy consumption by
25% between 2019 and 2020
Reduced energy consumption by
39% between 2018 and 2020
Reduced carbon footprint by 10%
between 2019 and 2020
Reduced paper consumption
by 18.2 reams (9,122 sheets)

Operationally, they have introduced recycling
competitions, Plastic-Free Friday, and the Big
Switch Off drive to save energy. They have
also partnered with suppliers to make an
impact through the use of environmentally safe
cleaners, reducing plastics in the cafeteria,
promoting recycling, introducing recyclable
cups, and working toward establishing
environmental packaging policies.
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REDUCING OPERATIONAL WASTE
SYKES has implemented various environmental
practices and policies to reduce operational
waste, including recycling systems and restricting
products with high impact to the environment.
These practices are helping us reduce paper use
and cafeteria waste. Costa Rica has implemented
practices that have resulted in waste reduction of
40% by implementing formal waste management
systems in all sites. Globally, SYKES provides
training and education to help avoid the use of
unnecessary materials and reduce overall waste,
with 58% of our sites offering recycling stations.

250

1,193

HP Toner
Collection

200
150
100

Paperless Job Offer Kits
50

To further reduce our use of paper, SYKES
Manilla implemented EasySignature, a solution
for electronically signing pre-employment
documents. As a result, 21,787 applicants
electronically signed documents from August
2020 to December 2020 via EasySignature.
APAC
In partnership with HP and their return and
recycling program for printing supplies, which is
available in more than 50 countries and territories
worldwide, HP was able to recycle nearly 1,200 of
SYKES’ empty toners from 2018 to 2020.
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ENVIRONMENTAL
IMPROVEMENTS ACROSS OUR
TECHNOLOGY INFRASTRUCTURE

are continually developing in-house tools and
researching new products our technology
partners are developing.

As a technology-based supplier of customer
contact services, it is essential that we take a
tactical, intentional, and lifecycle approach to
the environmental footprint of our IT hardware
assets, from procurement all the way through
ethical disposal.

SYKES is committed to maintaining a diverse
supplier base and building relationships
with suppliers that reflect the market, brand
partners, and communities we serve. We seek
to actively identify, develop, and conduct
business with diverse suppliers as an integral
component of our procurement activities.
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Procurement
Our supply chain is crucial to our business,
which is one reason we have designed our
vendor selection process to ensure that
client-related risk factors and opportunities are
prioritized. When we procure equipment, we
take many factors into account. We prioritize
its power consumption requirements, how it
will be responsibly disposed of, and if it can be
purchased in a way that supports our supplier
diversity goals.
When equipment has reached its end of life,
we donate with purpose to local nonprofit
organizations. Not all equipment can be
reused, so we ensure that assets are disposed
of responsibly, in full compliance with local
regulations and data security measures.
Led by our Technology and Security teams,
and to best support our brand partners, we

SYKES 2020 Sustainability Report

Our Inclusive Procurement Program drives
the supplier diversity initiative at SYKES to
promote supplier inclusion. We work to inspire
diverse suppliers to think big and be confident
in their ability to provide high-quality products
and services that meet our needs.
Through our Inclusive Procurement Program,
we deliver broader societal benefits by
generating economic opportunity for
disadvantaged communities in the 22
countries in which we operate.
At SYKES, we hope to generate positive
change with our inclusive program by
bringing innovation through social and
environmental impact, driving economic
impact with local and small businesses to
create jobs, and adding shareholder value to
our business model.
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Our Goal
It is our commitment to increase diversity
spend by 20% in the next five years. To
achieve our annual goals of diversity spend
through our Inclusive Procurement Program,
SYKES looks for vendors that are certified as
at least 51% owned, operated, and controlled
by a minority, a woman, a member of the
LGBTQ+ community, a veteran, a servicedisabled veteran, a person with a disability,
or an aboriginal-indigenous person. Added
consideration is also given to a historically
underutilized business defined by the local
country that can enhance our competitive
advantage and provide innovative and costeffective services for our brand partners.
Operational Improvements to
Reduce Energy & Number of Assets
SYKES continues to migrate our data
center environment to a virtualized platform
to reduce our data center footprint,
management overhead, and power
requirements. This will benefit our brand
partners by improving operational flexibility,
increasing speed to delivery, unifying
business processes, and enhancing security
and disaster recovery, including climaterelated risks.
SYKES is also investigating emerging
technologies within the unified
communications area and continuing to
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virtualize our operation to reduce our
overall footprint. This allows us to operate
with fewer devices, use less power, and
reduce waste at end of life. Additionally, an
automated script to shut down machines
during off hours has significantly lowered our
power consumption in certain regions.

REFORESTATION
In coordination with local institutions and
governments, SYKES volunteers join
reforestation events every year to protect
the trees and forests in areas close to where
we operate.
LATAM
SYKES Visible Reforestation contributes
to SYKES’ Decarbonization National Plan
and overall community environmental
awareness to ultimately contribute to the
National Recycling Strategy. SYKES works in
collaboration with our employees as visible
volunteers and works with public school
students to train and help conduct workshops.
APAC
In 2020, the team partnered with the
Department of Environmental and Natural
Resources (DENR) to create the National
Greening Program in the promotion of
reforestation and has adopted 1,000 square
meters of land at the Baseco Beach
Port, Manila.
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GRI Standard

Disclosure

Required for Core (Y/N)

Page number(s) and/or URL(s)

102-1 Name of the organization

Y

7

102-2 Activities,primary brands, products, and services

Y

7

102-3 Location of headquarters

Y

10

102-4 Location of operations

Y

8, 10

102-5 Ownership and legal form

Y

10

102-6 Markets served

Y

7, 8, 10

102-7 Scale of the organization

Y

10, 11

102-8 Information on employees and other workers

Y

11, 42

102-9 Supply chain

Y

66, 67, 76

Y

There have been no significant
changes to the organization nor its
supply chain in the context
of this report.

102-11 Precautionary Principle or approach

Y

SYKES applies the principles
contained within the Precautionary
Principle to our ESG-focused
activities and programs, but we do
not have a policy regarding
the precautionary principle
or approach.

102-12 External initiatives

Y

25, 28, 29, 41

102-13 Membership of associations

Y

63, 64

Y

4

Organizational profile

GRI 102:
General Disclosure

102-10 Significant changes to the organization and its supply chain

Strategy
102-14 Statement from senior decision-maker
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Disclosure
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Security & Compliance

Required for Core (Y/N)

Environmental

Index

Page number(s) and/or URL(s)
10-k: page 11
https://s21.q4cdn.
com/336464384/files/
doc_financials/2020/ar/
SYKES_2020AR.pdf

102-15 Key impacts, risks, and opportunities

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf
SYKES CDP Supply Chain:
https://www.cdp.net/en

Ethics and Integrity

GRI 102:
General Disclosure

102-16 Values, principles, standards, and norms of behavior

Y

9

102-17 Mechanisms for advice and concerns about ethics

N

65, 66

102-18 Governance structure

Y

24

102-19 Delegating authority

N

24

102-20 Executive-level responsibility for economic, environmental, and social topics

N

24

102-21 Consulting stakeholders on economic, environmental, and social topics

N

4, 22, 28, 60, 61, 65

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

Governance

102-22 Composition of the highest governance body and its committees

102-23 Chair of the highest governance body
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Required for Core (Y/N)

Page number(s) and/or URL(s)

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

102-25 Conflicts of interest

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

102-26 Role of highest governance body in setting purpose, values, and strategy

N

The board and executive leadership
are the highest governing bodies in
setting purpose, values, and strategy.

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

102-30 Effectiveness of risk management processes

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

102-31 Review of economic, environmental, and social topics

N

102-32 Highest governance body’s role in sustainability reporting

N

65

102-33 Communicating critical concerns

N

66

102-24 Nominating and selecting the highest governance body

102-27 Collective knowledge of highest governance body

GRI 102:
General Disclosure

Social

102-28 Evaluating the highest governance body’s performance

102-29 Identifying and managing economic, environmental, and social impacts

24
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102-34 Nature and total number of critical concerns

102-35 Remuneration policies
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Social

102-38 Annual total compensation ratio

102-39 Percentage increase in annual total compensation ratio

Environmental

Index

Required for Core (Y/N)

Page number(s) and/or URL(s)

N

Proxy (pg 15)
At the direction of the Audit
Committee, the Company has
established a world- wide tollfree hotline administered by an
independent third party through
which employees may make
anonymous submissions regarding
questionable accounting or auditing
matters. Reports of any anonymous
submissions are sent to the Chair of
the Audit Committee as well as the
Chief Legal Officer and Corporate
Secretary of the Company.

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

N

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf

Y

4,22

GRI 102:
General Disclosure
102-36 Process for determining remuneration

Security & Compliance

Stakeholder Engagement
102-40 List of stakeholder groups
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Required for Core (Y/N)

Page number(s) and/or URL(s)

102-41 Collective bargaining agreements

Y

The headcount within our Germany,
Sweden, Norway, Denmark and
Finland locations are under
collective bargaining agreements
and represent 8% of the total
global headcount.

102-42 Identifying and selecting stakeholders

Y

22

102-43 Approach to stakeholder engagement

Y

22, 24, 39, 55, 57, 58, 60, 61

102-44 Key topics and concerns raised

Y

4, 22

102-45 Entities included in the consolidated financial statements

Y

Annual Report:
https://s21.q4cdn.
com/336464384/files/
doc_financials/2020/ar/
SYKES_2020AR.pdf

102-46 Defining report content and topic Boundaries

Y

3

102-47 List of material topics

Y

22

102-48 Restatements of information

Y

There are no restatements
of information included
in this report.

102-49 Changes in reporting

Y

There are no significant changes
of reported information included
in this report.

102-50 Reporting period

Y

3

102-51 Date of most recent report

Y

3

102-52 Reporting cycle

Y

3

102-53 Contact point for questions regarding the report

Y

3

Reporting practice

GRI 102:
General Disclosure
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Required for Core (Y/N)

Page number(s) and/or URL(s)

102-54 Claims of reporting in accordance with the GRI Standards

Y

3

102-55 GRI Index

Y

78

102-56 External assurance

Y

3

Index

Economic Performance
GRI 103:
Management Approach

103-1 Explanation of the material topic and its Boundary

4

103-2 The management approach and its components

9, 23, 24

103-3 Evaluation of the management approach

201-1 Direct economic value generated and distributed

GRI 201:
Management Approach

201-2 Financial implications and other risks and opportunities due to climate change

24
Annual Report:
https://s21.q4cdn.
com/336464384/files/
doc_financials/2020/ar/
SYKES_2020AR.pdf
Annual Report:
https://s21.q4cdn.
com/336464384/files/
doc_financials/2020/ar/
SYKES_2020AR.pdf
CDP Report:
https://www.cdp.net/en

201-3 Defined benefit plan obligations and other retirement plans

Annual Report:
https://s21.q4cdn.
com/336464384/files/
doc_financials/2020/ar/
SYKES_2020AR.pdf

Indirect Economic Impacts

GRI 103: Management
Approach 2016

GRI 203: Indirect Economic
Impacts 2016

103-1 Explanation of the material topic and its Boundary

33-37

103-2 The management approach and its components

33-37

103-3 Evaluation of the management approach

33-37

203-1 Infrastructure investments and services supported

33-37

203-2 Significant indirect economic impacts

33-37
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Procurement Practices
GRI 103: Management
Approach 2016

GRI 204: Procurement
Practices 2016

103-1 Explanation of the material topic and its Boundary

66-67

103-2 The management approach and its components

66-67

103-3 Evaluation of the management approach

66-67

204-1 Proportion of spending on local suppliers

66-67

103-1 Explanation of the material topic and its Boundary

65-66

103-2 The management approach and its components

65-66

103-3 Evaluation of the management approach

65-66

205-1 Operations assessed for risks related to corruption

65-66

205-2 Communication and training about anti-corruption policies and procedures

65-66

Anti-corruption

GRI 103: Management
Approach 2016

GRI 205:
Anti-corruption 2016

205-3 Confirmed incidents of corruption and actions taken

66

300 series (Environmental topics)
Energy
103-1 Explanation of the material topic and its Boundary

69-77
69-77

GRI 103: Management
Approach 2016

103-2 The management approach and its components

103-3 Evaluation of the management approach

GRI 302: Energy 2016

SYKES’ CDP Supply
Chain Report:
https://www.cdp.net/en
24, 69-77

302-1 Energy consumption within the organization

71

302-2 Energy consumption outside of the organization

71

302-3 Energy intensity

71

302-4 Reduction of energy consumption

71

302-5 Reductions in energy requirements of products and services

71
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Water and Effluents

GRI 103: Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

69-71

103-2 The management approach and its components

69-71

103-3 Evaluation of the management approach

69-71

Emissions
69-71
103-1 Explanation of the material topic and its Boundary

SYKES’ CDP Supply Chain Report:
https://www.cdp.net/en

69-71
GRI 103: Management
Approach 2016

103-2 The management approach and its components

SYKES’ CDP Supply Chain Report:
https://www.cdp.net/en

69-71
103-2 The management approach and its components

GRI 305: Emissions 2016

SYKES’ CDP Supply Chain Report:
https://www.cdp.net/en

305-1 Direct (Scope 1) GHG emissions

71

305-2 Energy indirect (Scope 2) GHG emissions

71

305-3 Other indirect (Scope 3) GHG emissions

71

305-4 GHG emissions intensity

71

305-5 Reduction of GHG emissions

71

Effluents and Waste

GRI 103: Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

73-75

103-2 The management approach and its components

73-75

103-3 Evaluation of the management approach

73-75
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306-1 Waste generation and significant waste-related impacts

73-75

306-2 Management of significant waste-related impacts

73-75

306-1 Waste generation and significant waste-related impacts

SYKES’ LATAM
Sustainability Report: Pg 51
https://online.fliphtml5.com/bpyo/
exzw/#p=51

306-4 Waste diverted from disposal

SYKES’ LATAM
Sustainability Report: Pg 51
https://online.fliphtml5.com/bpyo/
exzw/#p=51

306-5 Waste directed to disposal

SYKES’ LATAM
Sustainability Report: Pg 51
https://online.fliphtml5.com/bpyo/
exzw/#p=51

GRI 306: Waste 2020

Supplier Evironmental Assessment
GRI 103: Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

76-77

103-2 The management approach and its components

76-77

103-3 Evaluation of the management approach
308-2 Negative environmental impacts in the supply chain and actions taken

24
76-77

400 series (Social topics)
Employment
GRI 103: Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

33

103-2 The management approach and its components

33, 44-49

103-3 Evaluation of the management approach

401-2 Benefits provided to full-time employees that are not provided to temporary or
part-time employees

33
43, 53
Benefits website:
https://jobs.sykes.com/benefits/

Training and Education

GRI 103: Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

33-52

103-2 The management approach and its components

33-52

103-3 Evaluation of the management approach

33-52
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development reviews
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Environmental

Index

Page number(s) and/or URL(s)

33-52

SYKES LATAM
Sustainability Report: (Page 35)
https://online.fliphtml5.com/bpyo/
exzw/#p=35

Diversity and Equal Opportunity
37-39
103-1 Explanation of the material topic and its Boundary

SYKES LATAM
Sustainability Report: (Pg 27-31)
https://online.fliphtml5.com/bpyo/
exzw/#p=27

GRI 103: Management
Approach 2016
37-39
103-2 The management approach and its components

SYKES LATAM Sustainability Report:
(Pg 27-31)
https://online.fliphtml5.com/bpyo/
exzw/#p=27

24, 37-39
GRI 103: Management
Approach 2016

103-3 Evaluation of the management approach

SYKES LATAM S
ustainability Report: (Pg 27-31)
https://online.fliphtml5.com/bpyo/
exzw/#p=27

15
GRI 405: Diversity and Equal
Opportunity 2016

405-1 Diversity of governance bodies and employees

SYKES 2020 Sustainability Report

Proxy:
https://d18rn0p25nwr6d.
cloudfront.net/CIK0001010612/0d45bd2d-0ac64b0d-a17a-18d732d40e95.pdf
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Non-discrimination

GRI 103: Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

SYKES Standards of Conduct:
https://www.sykes.com/standardsof-conduct/

103-2 The management approach and its components

24, 41, 65

103-3 Evaluation of the management approach

24, 41, 66

Child Labor
SYKES Human Rights Policy
https://www.sykes.com/wpcontent/uploads/2019/07/SYKESHuman-Rights-Policy_2019.pdf
103-1 Explanation of the material topic and its Boundary
SYKES Supplier Code of Conduct
https://www.sykes.com/wpcontent/uploads/2013/11/SYKES_
SupplierCodeOfConduct.pdf
GRI 103: Management
Approach 2016

SYKES Human Rights Policy
https://www.sykes.com/wpcontent/uploads/2019/07/SYKESHuman-Rights-Policy_2019.pdf
103-2 The management approach and its components
SYKES Supplier Code of Conduct
https://www.sykes.com/wpcontent/uploads/2013/11/SYKES_
SupplierCodeOfConduct.pdf
103-3 Evaluation of the management approach

24

Forced or Cumpulsory Labor
SYKES Human Rights Policy
https://www.sykes.com/wpcontent/uploads/2019/07/SYKESHuman-Rights-Policy_2019.pdf
103-1 Explanation of the material topic and its Boundary
SYKES Supplier Code of Conduct
https://www.sykes.com/wpcontent/uploads/2013/11/SYKES_
SupplierCodeOfConduct.pdf

GRI 103: Management
Approach 2016

103-2 The management approach and its components

24

103-3 Evaluation of the management approach

41
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Security Practices

GRI 103: Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

60-63

103-2 The management approach and its components

60-63

103-3 Evaluation of the management approach

60-63

Human Rights Assessment
SYKES Human Rights Policy
https://www.sykes.com/wpcontent/uploads/2019/07/SYKESHuman-Rights-Policy_2019.pdf
103-1 Explanation of the material topic and its Boundary
SYKES Supplier Code of Conduct
https://www.sykes.com/wpcontent/uploads/2013/11/SYKES_
SupplierCodeOfConduct.pdf

GRI 103: Management
Approach 2016

103-2 The management approach and its components

38

103-3 Evaluation of the management approach

41

412-2 Employee training on human rights policies or procedures

41

103-1 Explanation of the material topic and its Boundary

33

103-2 The management approach and its components

4, 33

Local Communities

GRI 103: Management
Approach 2016

GRI 103: Management
Approach 2016

GRI 413:
Local Communities 2016

103-3 Evaluation of the management approach
413-1 Operations with local community engagement, impact assessments,
and development programs
413-2 Operations with significant actual and potential negative impacts on local
communities

SYKES 2020 Sustainability Report
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33-36
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Customer Privacy

60-63
103-1 Explanation of the material topic and its Boundary

GRI 103: Management
Approach 2016

103-2 The management approach and its components

103-3 Evaluation of the management approach

GRI 418:
Customer Privacy 2016

418-1 Substantiated complaints concerning breaches of customer privacy and losses
of customer data

SYKES 2020 Sustainability Report

SYKES Annual Report:
https://s21.q4cdn.
com/336464384/files/
doc_financials/2020/ar/
SYKES_2020AR.pdf

60-63

62

SYKES Annual Report page 12:
SYKES Annual Report:
https://s21.q4cdn.
com/336464384/files/
doc_financials/2020/ar/
SYKES_2020AR.pdf
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SASB Content Index
TOPIC

Environmental Footprint
of Hardware Infrastructure

Data Privacy & Freedom of Expression

ESG at SYKES

Social

Security & Compliance

Environmental

UNIT OF MEASURE
PAGE NUMBER REFERENCE

CODE

(1) Total energy consumed, (2) percentage
grid electricity, (3) percentage renewable

Gigajules: 194038.06, 27%

TC-SI-130a.1

Discussion of the integration of
environmental considerations into strategic
planning for data center needs

pg 77

TC-SI-130a.3

pp 60-62

TC-SI-220a.1

SYKES Annual Report pg 12: https://
s21.q4cdn.com/336464384/files/doc_
financials/2020/ar/SYKES_2020AR.pdf

TC-SI-230a.1

Description of approach to identifying and
addressing data security risks, including
use of third-party cybersecurity standards

pg 60-62

TC-SI-230a.2

Percentage of employees that are (1)
foreign nationals and (2) located offshore

pg 11

TC-SI-330a.1

Employee engagement as a percentage

pg 20

TC-SI-330a.2

Percentage of gender and racial/ethnic
group representation for (1) management, (2)
technical staff, and (3) all other employees

pg 42

TC-SI-330a.3

pg 60-62

TC-SI-550a.2

ACCOUNTING METRIC

Description of policies and practices
relating to behavioral advertising
and user privacy
(1) Number of data breaches, (2) percentage
involving personally identifiable information
(PII), (3) number of users affected4

Index

Data Security

Recruiting & Managing a Global,
Diverse & Skilled Workforce

Managing Systemic Risks
from Technology Disruptions

SYKES 2020 Sustainability Report

Description of business continuity risks
related to disruptions of operations

GRI Content Index
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