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Why Report Sustainably?

GRI102-45, GRI 102-46, GRI 102-49, GRI 102-50, GRI 102-51, GRI 102-52, GRI 102-53, GRI 102-54

This report denotes SYKES’ commitment
towards the country’s and the contact cen-
ter industry’s sustainable development, and
towards managing the impacts our opera-
tions generate in Costa Rica. For the third
year, we have created this sustainability re-
port under the 2016 GRI standards metho-
dology, presenting our economic, social and
environmental performance.

This report has been prepared in accordan-
ce with the 2016 GRI Standards: Comprehen-
sive option. It reports the operations in Costa
Rica from January to December 2018, in San
Jose and Heredia provinces, where our five
sites are located and operate under a free
zone system:

«  Heredia, La Aurora, Global Park
Free Zone: SYKES Main Building and
SYKES Annex Building.

. San Jose, Moravia: SYKES Moravia.

. San Jose South, Hatillo: SYKES Hatillo
(also called SYKES South).

. San Jose, San Pedro: SYKES SIGMA
(also called SYKES San Pedro).
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The content of this report was defined ac-
cording to the following criteria: defining of
the material topics, stakeholder consultation,
focus on the alignment of the corporate stra-
tegy to sustainability, and a comparison of
achievements and key programs between
the current period and the years 2017, 2016
and 2015.

This report is available at:
www.sykescostarica.com/sustainability

If you have any questions or suggestions re-
garding this report, you can write to SYKES
Costa Rica Social Responsibility Manage-
ment at:

ComprometeRSE@sykes.com




__ SYKES .
== Costa Rica

@ Clients: 12
oQg

A~ Employees: 4,599
% Seating capacity: 4,535

GRI102-3, GRI 102-4, GRI 102-7

iz Operation start date: 1995

Four locations:
Heredia, Moravia, San Jose South and San Pedro

Five buildings operating

ww  Size:
295,630.8 square feet
27,465 square meters

o Hours of operation: 24/7
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Flora Solera
Chief Operations Officer | SYKES LATAM
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GRI102-14, GRI 102-27

Early in the year 2018, we had the honor of hosting
our President and CEO, Chuck Sykes, and Founder,
John Sykes. They visited Mexico and El Salvador for
the inauguration of two new buildings, then joined
the Costa Rica team to celebrate employees who
have been part of the SYKES family for 20 years.
They felt very proud for the growth, performance
and social contributions of our teams.

This year our operation in Barranquilla, Colombia
celebrated five years of success in service. They
continue to receive outstanding reviews from our
clients.

We implemented nine new brand partners and
organically grew with some of our key existing
clients. Throughout the region we received multiple
awards and we are being recognized for our Focus
on Excellence and contributions in our communities.

Our social responsibility efforts continued as we
gave back to our communities by supporting
education and replenishing the environment
through initiatives such as:

SYKES LATAM

Donated more than 1,250 backpacks to encourage
schooling for the next generations

SYKES Costa Rica

«  “Inglés Interactivo” program provided 1115
children with school supplies and English
lessons in 88 rural schools with 291 corporate
volunteers and 3.140 paid hours.

SYKES El Salvador

- Equipped six classrooms from FESA Foundation
with projectors, tables, computers and seats to
promote afterschool development.

« Sponsored 10 sea turtle nests, enabling the
birth of 800 marine turtles

. Planted 500 trees in two hectares of abused
forests

SYKES Colombia

«  Encouraged recycling at local schools through
a school supplies giveaway initiative

« The winning student collected 1,400 plastic
bottles with the support of her family and
friends and decided to share the supplies she
won with her peers.

- Atotal of 91kilograms of PET recyclable material
were collected through a local program.

SYKES Brazil

« IT team organized an electronic waste drive
that collected 945kg of e-waste to be recycled

properly
SYKES Mexico

« 22 volunteers spent a total of 132 hours planting
trees in Sierra Guadalupe to help reach a goal of
20,000 planted trees

Planning for the future, focusing on sustainability...

When we speak about sustainability we are
speaking about survival and growth, not only of our
business but also of ourselves as individuals, our
families, our communities, our countries and our
planet.

As a region, we are focused on sustainability. Our
growth and performance translate to business
sustainability by generating more quality jobs in
the region and more profit to invest in development
programs like SYKES Academy and Tech Academy.
These efforts actively increase the labor market
and contribute to each country’s GDP. In turn, this
builds community sustainability by enabling social
well-being and increased social mobility that helps
reduce poverty and inequality.

Your contribution to the sustainability of SYKES’
operations and the communities in which we
operate is the way you help people, one caring
interaction at a time.

SUSTAINABILITY REPORT 2018
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‘ Alejandro Arciniegas
S Vicepresident Operations | SYKES Costa Rica
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GRI102-14, GRI 102-27

We are very pleased to present our
second sustainability report, as part
of our commitment to continue to be
a role model in sustainability topics in
the contact center industry.

At SYKES Costa Rica we sustain our
business by identifying the risks and
impacts that could prevent us from
growing. Knowing them helps us
design and implement a business
strategy that will lead our objectives,
actions and initiatives in the three
dimensions of sustainability: economic,
social and environmental.

The inclusion of the three sustainability
dimensions in our business plan
started in 2015, however SYKES
Costa Rica has been very innovative
in adapting to the business needs,
to changes in the industry and to the
market dynamics. Over the years we’ve
reacted in order to meet our needs
and to continue being competitive.
How? By implementing programs and
initiatives. Some of them have been
very successful, like SYKES Academy,
that has contributed with 30% of our
hiring needs since 2007.

However, business moves fast;
our competitors have aggressive
strategies, so we are moving from a
reactive to a proactive and strategic
approach. We set our goals 3 years in
advance with the right context to be
successful.

We want to be leaders in sustainability,
not only because it’s the right thing to
do, but because it’s the right thing for
the business. It will give us the ability
to grow responsibly and efficiently.

We believe growing goes beyond
having more operating seats and
more clients. We think about the
impact on all our stakeholders who
will grow with us: the country, seeking
to consolidate an emerging sector in
high technologies, our employees and
their families and the communities
where we operate. We have an impact
on all of them.

SUSTAINABILITY REPORT 2018
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Company Profile

GRI102-1, GRI 102-2, GRI 102-5

SYKES Enterprises Incorporated was founded in 1979 in the United States of America. Its head office
is located in Tampa, Florida. It provides outsourcing solutions to clients with worldwide presence.

The corporation is present in all continents, with more than 55,000 employees in 22 countries.

Our Mission

To significantly improve the business
of our clients 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 across 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

« Over 40 years’ experience

« More than 55,000 employees

« Publicly traded company (trades in
NASDAQ “SYKE”)

- 64 global centers

« 23 countries (more than 40 languages)

. Over $1.5B forecasted revenue

8  SUSTAINABILITY REPORT 2018

North America
Canada.
United States.

Latin America (LATAM)

Brazil.
Colombia.
Costa Rica.
El Salvador.
Mexico.

Europe, Middle East and Africa (EMEA)

Central and Northern Europe: Germany,
Norway, Sweden, Denmark, Finland, Poland
and Cyprus.

MEA Global: Hungary, Romania, United
Kingdom and Egypt.

Asia Pacific (APAC)

Australia.
China.
India.
Philippines.




Our Purpose Statement

W E ——e actasone
H E L P |——e answer the challenge

P E O P L E ——e ensure every person matters
?
O N E ——=e@ make each moment count

CARING -« «wevinmsmonen
INTERACTION « coreosmrcoton
AT A TIME. - »ow

SYKES Costa Rica

SYKES Costa Rica (SYKES Latin America Working with the main brands in the world,
S.A)) started its operations on September we offer solutions that enhance customer
1999 with the acquisition of Acer experience, increase retention, maximize
Information Services, a company that each touch point and identify efficiency
offered technical support to clients in and cost optimization opportunities.

the United States and Canada since July
1995. Since then, it has been a pioneerin
the Contact Center Industry in Costa Rica.

SUSTAINABILITY REPORT 2018 9







== Costa Rica

Costa Rica generated 98.6%
of electricity from renewable
sources in 2018

Renewable

. Water 73.48%

1 Wind 15.84%

D Geothermal 8.52%
B\ Biomass 0.67%

Noe o # Solar 0.09%

Non renewablg

s St @% Thermal 1.4%

) L ‘ |
;il.ﬁ-}

Costa Rican Institute of Electricity, January 2019
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GRI102-2, GRI102-6

Revenue by industry served

COMMUNICATIONS FINANCIAL TECHNOLOGY

A
>

26.0% 36.8% 36.3%
Services by language (transaction percentage)
English G 58.9%
Spanish G 38.5%
Portuguese da 2.6%
Services by region (revenue percentage)
United States G 62.8%
Global G 21.6%
Central America aa 8.0%
Canada a 7.7%
Costa Rica 0%
Services by contact type (revenue percentage)
Sales G 37.6%
Technical Support ] 32.6%
Customer Service Gl 29.8%
Services by contact channel type
Inbound calls G 81.18%
Outbound calls G 16.3%
Email da 1.5%
Tickets | 1.1%

12 SUSTAINABILITY REPORT 2018




0qr
Directors

GRI102-23, GRI 102-24

e

| —

Alejandro Arciniegas

Vice President Operations — SYKES Costa Rica

SUSTAINABILITY REPORT 2018 13
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Governance Structure

GRI102-18, GRI 102-23, GRI 102-24

Angélica Dengo
Director, Account Operations

Daniela Rojas
Director, Account Operations

Diego Mora
Director, Account Operations

Jefferson Grant
Director, Account Operations

Martin Jensen
Director, Account Operations

The support area is
composed of the directors of
Finance, Human Capital and
Communications, Productivity
and Quality, Information
Technology, Administration,
Corporate Affairs and last
but not least, the Business
Information Manager.

These two teams form our
Senior  Management, the
highest governing and

14 SUSTAINABILITY REPORT 2018

Alejandro Arciniegas
Vice President Operations — Costa Rica

Victoria Montero
Director, Area Human Capital
& Communications

Guillermo Blanco
Director, Area Administration

Ernesto Castellanos
Director, Area Operations
Performance Excellence

Roy A. Mena
Director, Area Corporate Affairs

Nidia Rodriguez
Director, Area Finance

Gustavo Jenkins
Director, Area IT

decision-making  body  of
the company. The Senior
Management plans, executes
and improves the local
strategy aligned with SYKES’
regional and global strategy
and reports the advance of the
goals and indicators directly to
the Costa Rica Vice-president
of Operations in weekly
meetings.

Ronny Sanchez
Manager, Area Operations,
Business Information

Our Senior Management team
live in the community where
we operate. Only two directors
are foreign nationals, but have
a permanent residence in the
country, thus 85% are Costa
Rican.




Sustainability Committee

GRI102-20, GRI 102-22

Since 2017, it was decided that the sustainability committee shall be divided in three groups in charge of
managing the environmental, social and economic topics. Members include supervisors, managers and
directors, oriented by the Social Responsibility Department, which reports agreements and developments to
the Senior Management.

Finance Director Corporate Affairs Director

- WFM Manager - Labor Relations Manager

» Recruiting Manager

- Compensation & Benefits Supervisor

» Occupational Health ad Safety Specialist
« HR Consultant

- Training

« Financial Analyst Supervisor
« Purchasing Supervisor
« Purchasing Coordinator

ECONOMIC:

SYKES is committed with .

the clients’ businesses SU[:IAI.

and the value chain of SYKES is involved in

its operation. the personal and
professional growth

Social Development of its peop|e and it’s

itted
SUSTAINABILITY GRSy
~ ission: . ; ~ compe encies an
(@ Rewonpibuiicansl OO0 =i ortne

environmental development
of our employees and Our People future at SYKES.

consequently the communities

where we operate. SYKES

wants to be recognized as
sustainability leader.

Our Operations

Our Comunity

ENVIRONMENTAL:

SYKES is committed with the
environment implementing and
promoting eco-sustainable
solutions while improving our
profitability model.

Support:
« CSR Manager-Yolanda Tapia
« CSR Specialist-Anthony Néjera

Administration Director
« Building & Security Manager
- Facilities Manager

« Building Coordinators

SUSTAINABILITY REPORT 2018 15




Our Stakeholders ‘

GRI102-40, GRI 102-42

The sustainability committee the results. With each list, influence criteria, according to
had a four-hour session categories of stakeholders their relationship with SYKES’
dedicated specifically  to were created and grouped. operations. The maximum
stakeholder identification. Next, the Sustainability possible score for each
The committee was divided in Committee  validated and stakeholder is 12 points and
groups and each had to come approved the list. the minimum, 4 points.

up with a list of stakeholders
with whom each department

normally interacts with. As a Each stakeholder was
guide, a set of questions was analyzed with the following
established in order to reach matrix of interaction and

In order to define each stakeholder’s prioritization value, the following scale was used:

Very high: 12 to 11 Points
High: 10 to 9 Points
Medium: 8 to 6 Points
Low: 5 to 4 Points

Stakeholder Interaction and Criticality Priorization Matrix

iy GEEETED G D G D G D

How much does the company interact with the Stakeholder

imi Interacts
Proximity Does not interact Low interaction Not applicable
regularly

Consequences of operations over the stakeholder

Negative effecton  Neutral effect (company Slightly negative effect Relevant negative

the stakeholder is not perceived) (correctable) effect Not applicable

Potential risk that the stakeholder affects or stops operations

C:f,::glm of No capacity of affecting Low capacity of High capacity of Capacity to completely
o,,eratioﬁs operations affecting operations affecting operations stop operations

Stakeholders with whom the company might have legal or financial liability

Liability No liability There is liability Not applicable Not applicable

16 SUSTAINABILITY REPORT 2018




Category Stakeholder Priority Calificacién

Internal Public Direct agents Very high 12
Internal Public Indirect agents Very high 12
Internal Public Support areas Very high 12
Clients Customer service accounts Very high n
Clients Sales accounts Very high n
Clients Tech support accounts Very high "
Competitors Other countries Very high n
Government and Audit and evaluator firms Very high N
regulatory entities Senior management High 10
Internal Public Regional team High 10
Internal Public Cost centers High 10
Competitors Ministries High 10
Government and Benefit centers High 9
regulatory entities Local governments High 9
Competitors Financial entities High 9
Government and Social media Medium 8
regulatory entities Services Medium 8
Suppliers Digital and mass media Medium 7
Media Associations and organizations Medium 7
Suppliers Technology Medium 7
Media Influencers Medium 6
Community Residential and commercial neighbors ~ Medium 6
Suppliers Maintenance Medium 6
Media Potential clients Low 5
Community Society Low 4

Media

- Social media
- Digital and mass media
« Influencers

Internal Public
- Direct agents

- Indirect agents

« Support areas

Suppliers

« Senior management - Services
» Regional team ! - Technology
Y 4 « Maintenance
,/ « Financial entities
. .
Community—— g p—r\, ——
- Residential and
commercial neighbors Government a',‘c.l
. Associations and i j/ regulatory entities
organizations > / e - Local governments

« Society « Ministries

« Audit and evaluator firms

| 3
Clients J

« Customer service
accounts
- Sales accounts
« Technical support accounts
- Potential clients

o
Competitors
« Cost centers
- Benefit centers
» Other countries

SUSTAINABILITY REPORT 2018 17
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Stakeholder Engagement ‘

GRI102-21, GRI 102-43, GRI 102-44

Our relationship with
stakeholders is based on an
open-door policy, which allows
any stakeholder to show up
at our reception to discuss
any subject. In these cases,
the contact point within the
organization is located and a
meeting takes place.

In March 2018, the first
stakeholder consultation was
made in order to complete

the company’s materiality,
which only included impacts
and risks for the business
(see pages 28 and 29 of the
2017 Sustainability Report).
In this consultation, we were
able to gather the necessary
information to build a matrix
representing the importance
of our material topics both
for the business and for the
stakeholders.

We consulted the following
stakeholders, itemized
according to the prioritization
on page 17 and the scope
according to the number of
people or organization that
participated.

Internal Public Support areas Very high
Clients Tech support accounts Very high
Government and Audit and evaluator firms Very high
regulatory entities
Internal Stakeholders Senior management High
Internal Stakeholders Regional team High
Government and Ministries High
regulatory entities
Government and .
regulatory entities Local governments High
This consultation was carried Once the stakeholders

out via survey. First, the
stakeholders determined
the relevance of SYKES’
management for each of the
impacts determined in the
materiality assessment. This
prioritization was made for
each of the material topics of
the three dimensions.

SUSTAINABILITY REPORT 2018

prioritized the impacts
and risks identified by the
company, they were asked to
include any other risk or impact
they believe SYKES should
also be managing. Finally,
the stakeholders assess the
relevance of their proposed
impacts according to the scale

il
1

16.44%

15.07%

15.07% 2
13.70% 7
13.70% 2
1370%

12.33% 1

100% 51

previously shown. The same
procedure was used for each of
the sustainability dimensions.



As a result, we were able to determine the significance of each material topic for our stakeholders:

©
ey
c
(V]
S
c
o
.=
>
c
L

. . Relevance Relevance to
m Mate"al toplc StakehOIders

Waste management 70.59% 88.52%
Sewage treatment 62.75% 92.41%
Emission control 84.31% 79.85%
Water consumption 52.94% 92.63%
Energy consumption 60.78% 94.16%
Materials consumption 43.14% 86.97%
Fossil fuel consumption 35.29% 80.52%
Climate change action 22.22% 84.54%
Anti-corruption and ethics 84.31% 88.60%
Value chain sustainability 50.98% 84.72%
Fair marketing prices 84.31% 93.62%
Technical knowledge and customer service 86.27% 91.00%
Data protection 84.31% 93.29%
Competitiveness and innovation 64.71% 78.79%
Human rights 80.39% 79.50%
Working conditions 88.24% 87.29%
Occupational safety and security 88.24% 81.97%
Talent development 62.75% 79.40%
Community and social investment 50.98% 74.23%
Job generation 62.75% 92.09%
Wealth and income generation 49.02% 80.11%

88.24% 84.27%

Talent attraction and retention

SUSTAINABILITY REPORT 2018 19




Additionally, we know which topics are of interest to our stakeholders, which gives us inputs to plan our
strategies and communicate specifically what is important for each one.

Environmental Impacts

Consultation Amount Current mapping

Recycling 12 Environmental - Waste management
Electronic waste 7 Environmental - Waste management
Food waste 6 Environmental - Waste management
Electricity 4 Environmental - Energy consumption
Paper 4 Environmental - Materials consumption
Soil and water contamination 4 Environmental — Sewage treatment
Water 3 Environmental - Water consumption
Energy savings 3 Environmental - Energy consumption
Alternative energy 3 Environmental — Energy consumption
Solid waste 3 Environmental — Waste management
Commute 3 Economic - Competitiveness and innovation
Environmental education 2 Social — Talent development
Aerosols 1 Environmental — Emission control
Rainwater 1 Environmental — Water consumption
CO2 emissions 1 Environmental - Emission control
Reforestation 1 Environmental - Emission control
Total 58

Consultation Amount Current mapping
Wages 9 Social - Working conditions
Compensation and benefits 8 Social - Working conditions
Transparency 4 Economic — Anti-corruption and ethics
Data protection 3 Economic - Data protection
Commute 3 Economic - Competitiveness and innovation
Donations 2 Social - Social investment and community
Jobs 2 Social — Job generation
Inclusion - diversity 2 Social - Talent attraction and retention
Free Zone benefits 1 Economic - Anti-corruption and ethics
Hiring 1 Social - Talent attraction and retention
Financial education 1 Social — Talent development
Continuous improvement 1 Economic - Value chain's sustainability
Vulnerable groups 1 Social - Talent attraction and retention
Internal policies 1 Economic - Anti-corruption and ethics
Sustainable practices 1 Economic - Value chain's sustainability
Social Responsibility programs 1 Economic - Value chain's sustainability
Social projects 1 Social - Social investment and community
Decision making 1 Economic - Anti-corruption and ethics
Total 43

Consultation Amount Current mapping
Compensation and benefits 9 Social — Working conditions
Talent attraction 6 Social - Talent attraction and retention
Inclusion — diversity 6 Social - Talent attraction and retention
Social investment 5 Social — Social investment and community
Commute 5 Social — Talent attraction and retention
Talent development 4 Social — Talent development
Financial education 3 Not mapped
Wages 3 Social — Working conditions
Volunteering 3 Social — Social investment and community
Employment 2 Social — Job generation
Stakeholder consultation 1 Economic - Anti-corruption and ethics
Total 47
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Our Material Topics

GRI102-29, GRI 102-31, GRI 102-47

In 2015, a consultation about the company’s direct
and indirect impacts was made. This was the first
step to identify the material topics on which the
company must focus to ensure its sustainability in
the country in time.

The identification of risks, impacts and material
topics was based on an internal analysis made
jointly with consulting organizations that focus
on social responsibility and sustainability. These
indicators are followed up by the goals set by
the Sustainability Committee and the Senior
Management.

The material topics are currently integrated in the
company’s strategic plan and are measured by
key performance indicators (KPIs). The annual
and long-term goals set by the Sustainability
Committee follow up on these indicators. The three
groups meet each quarter and analyze the current
situation, the achievement of last year’s goals and

the current year’s priorities. Then, budgets and
responsibilities are assigned.

Along with annual plans and sessions, material
topics are backed by internal policies, targets,
goals, key indicators, people in charge and the
necessary resources for implementation.

With the stakeholder consultation mentioned in
pages 18 and 19, we were able to prioritize the
topics that:

«  Reflectthe organization’s significanteconomic,
environmental and social impacts.

- Significantly influence the stakeholder’s

assessments and decisions.

According to the foundation and principles of the
GRI Sustainability Reporting Standards.

The current material topics are shown on
the following matrix, and the results of their
management for this reporting period are
presented throughout the report:

HIGH
Energy consumption Fair marketing
price
Sewage
Water consumption @ treatment @ Data
® .. o protection
b generation Technical knowledge —@

%] costumer sgervice
i} Anti-corruptio
T .
° Materials consumption ® ® and ethics
'q:, o Waste management o
—;‘u Climate change action Working conditions
0 [ ) o Talent attraction
i) Value chain and retention
9 nability Occupational safety PY
c . and security
@© Fosjl fuel PY Talent development
q>, consumption ° ®
EJ Wealth and jncome .. Emission control

generation Competitiveness ~ [Human rights

and innovation
]
Community and social
investment
Low RELEVANCE TO SYKES Business HIGH

SUSTAINABILITY REPORT 2018
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Our Strategy

GRI102-19, GRI 102-26, GRI 102-28, GRI 102-48

The Senior Management is the highest body of
corporate governance.ltdirects and controls operations
and support areas according to the business plan,
in order to ensure the organization’s profitability and
sustainability. The senior management team meets
weekly to monitor the progress of the proposed goals;
each quarter they are restated accordingly.

During the second semester of 2018, the Senior
Management made a thorough analysis of the

organization’s context, with the objective of planning
a three-year sustainability strategy. In previous years,
the plan was made annually, and thus the company’s
long-term vision got lost. This context analysis
included: materiality, corporate and regional strategy,
country’s current situation, operation’s strengths and
weaknesses and the ongoing projects. As a result,
seven ambitions were planned for 2021.

Our Ambitions for 2021

[ o e A R
Grow revenue in Improve % MOI Increase T2B Implement Create Innova- Increase T2B Be recognized as
15.5% by 2021 0n from 22% to 24% VOC from business tion, Research & GES from 69%to | | the role model
existing service within the next 3 89% to 95% solutions based Development by 82% by 2021 location in high
portfolio years (GP% up 1%, by 2021 on new establishing a (2019=75%, technology
(2019=1.59%, SG&A% down 1%) (2019 = 91%, technologies Center of 2020=80%, services (by
2020=10.62%, 2020 =93%, for SDUs Excellence (CoE) 2021=82%) Sykes Corp),
2021=+3%) +4 2021=95%). (Operations) by 2019 Innovation and
Clients on and Business sustainability
disruptive Partners (by other
technologies stakeholders)
services and aspirational
offerings. employer (by

labor market)
- N\ N AN J - AN /
Our approach has two main bases to plan the national implementation leader director and the support

directors. For confidentiality reasons this is not shown;
it is an internal work that reflects the added valued we
seek to offer to our clients.

strategy ambitions: the strategic imperatives given by
the corporation and the initiatives planned by the Latin
America regional team. These two bases guide us to
where SYKES aims.

Our ambitions are aligned to strategic topics; then
to initiatives with key indicators, priority, impact area,

22 SUSTAINABILITY REPORT 2018




LATAM

Strategic

Costa Rica Ambition

-

Imperatives

WE HELP PEOPLE, ONE CARING INTERACTION AT A TIME.

—————————————————————— R LR

answer the

ensure every
challenge

actas one person matters

Mission

Our mission is to significantly improve the business of our
clients 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 across the commerce
value chain.

Strategic

Execute on Core Business

- Path to Strategic Partnership

make each
moment count

. serve with thought

create a spirit
and heart

of trust be current

Vision

SYKES Costa Rica will become the role model operation in line
with our Corporate Mission & Vision, aligning our 3 Strategic
Imperatives (Execute on the Core Business, Drive Digital Transfor-
mation, Optimize & Prepare the Workforce for Today & Future) to
the Triple Bottom Line model (Financial, Social & Environmental),
as foundation for our business sustainability and responsible
growth.

OUR STRATEGY

Drive Digital Transformation Sl e

for Today & Future

- Digital Servicing Solution

] 1 1
g - Power BI 1 - Operational Platform 1 - Work @ Home
® - Datamart . Data Science - Agent Social Platform
L - Change Management ; . OneSykes & Cloud Services + « Digital Transformation Academy
£ Office (CMO) 3 3
2 Grow Optimize Cu!tl;{ate Accelerate Unleash Elevate Evolve the
£ Market Delivery existing Cgstc?mer the Power Employee Brand
o Share Scale gllent . : Lifetime of Data : Experience ran
= relationships ; Value & Tech :
[ e e \( RHE R
. © © 3 ‘. ‘. 3 © &
Grow revenue in Improve % MOI Increase T2B i | Implement Create i | Increase T2B Be recognized
15.5% by 2021 0on from 22% to 24% VOC from business Innovation, GES from 69% as the role model
existing service within the next 3 89% to 95% . | solutions based Research & | 10 82% by 2021 location in high
portfolio years (GP% up 1%, by 2021 . | on new Development by L (2019=75%, technology
(2019=1.59%, SG&A% down 1%) (2019 = 91%, ; technologies establishing a ; 2020=80%, services (by
2020=10.62%, 2020 =93%, | | for SDUs Center of 1| 2021=82%) Sykes Corp),
2021=+3%) +4 2021=95%). (Operations) Excellence (CoE) Innovation and
Clients on ' | and Business by 2019 ! sustainability
disruptive . | Partners i (by other
technologies 1 1 stakeholders)
services ! ! and aspirational
offerings. ; ; employer (by
! ! labor market)
- AN AN AN N\ AN AN %
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Sustainable Development Goals

GRI 102-12

=

L<<
Y(

\@ M@i@ English Academies M
S USTA N A B L E QUALITY
DEVE LOPM ENT EDUCATION : Elg:esrlt:cr}gland

English teaching
Gi:ALS Kl
“an”

GENDER
EQUALITY

SYKES is committed to sustainability as a way
to increase economic growth and ascending
social mo.blllty. Our strategy contributes to . Gender Equality Policies ECONOMIC GROWTH
the Sustainable Development Goals due to . Talent Development
their affinity with our material topics, which —e . Wage policies

consider the national context. 10 REDUCED + SWIT Program
) ) INEQUALITIES
Our academies and professional growth -

programs have set the goal to improve 4-»
English and technical knowledge for better —
quality employment, contributing to social
equality, exports, strengthening of the

DECENT WORK AND

v

X K PARTNERSHIPS Public-Private partnerships
Business Process Outsourcing (BPO) sector, 1 FOR THE GOALS il Eueaien ane Lalseur
country competitiveness, wealth in the region Ministries, state
and reducing the poverty rate. L e

technical institutions and
others
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External initiatives and memberships

GRI102-12, GRI 102-13

Public-Private Partnership with
the Ministry of Public Education
(MEP)

e o
P e

6 blNTEkAc vo

The agreement we made with the
Ministry of Education (MEP) has the
goal to improve English skills and
technical education

With  the  implementation  of
educational tours that promote the
“Interactive Radio Program” in single-
teacher schools. The program now
has multimedia resources, and can
be named “Interactive English”, more
aligned to the new digital tool.

With professional practices in the
specialization “Executives for service
centers”, in professional technical
high schools

With technical internships for tenth
and eleventh grade students and
professional practices for twelfth
grade students in the specialization
“Networks”.

Transferring implemented
methodology in the teaching
improvement programs, as well as
cooperation and implementation of
other existing methodologies and
programs to improve English skills
for SYKES candidates.

Public-Private partnership with
the Ministry of Labor and Social

Security

“Empléate” Program: directed
towards people ages 17-24 that
neither work or study and are living
in unfavorable  socioeconomic
conditions. It operates through
conditioned transfers to support
occupational-technical training,
according to market needs. The
program runs in alliance with
organizations and companies from
the productive sector as well as

public and private education centers.

. “Mi Primer Empleo” Program:
promotes new employment
opportunities for young people,
women and people with disabilities,
through a State-given economic
benefit for companies that enroll and
increase their payroll.

We are members of:

Chamber of High Technology
Corporate Services (Camscat) —
Board of Directors.

Costa Rican Council for the
Promotion of Competitiveness (CPC)
— Board of Directors.

Central Gate, technology services
export association, ascribed to
Procomer — Board of Directors.

Costa Rican-North American
Chamber of Commerce (AmCham)
— Corporate, Legal and Economic
Affairs.

Costa Rican Chamber of Exporters
(Cadexco) —  Export  services
committee

Costa Rican Association of Free
Zone Companies (Azofras) -
Telecommunications Commission
-UCCAEP.

Business Alliance for Development
(AED) — Workshops.

Strategic Alliances

Ministry of Public Education (MEP)
— Elementary school, single-teacher
schools

Ministry of Public Education (MEP) —
Directorate of Technical Education
and Entrepreneurial Competencies

Ministry of Public Education (MEP) —
Experimental Bilingual High Schools.

Ministry of Labor and Social Security
(MTTS) — “Empléate” and “Mi Primer
Empleo” Programs.

Ministry of Environment and Energy
(MINAE) — Climate Change Area,
Carbon Neutrality Country Program

United Nations High Commissioner
for Refugees (ACNUR) — “Vivir la
Integracion” Program.

CostaRican CoalitionofDevelopment
Initiatives (CINDE) — Initiatives for the
formation of technical and bilingual
talent and recruitment of talent.

Costa Rican Foreign Trade Promoter
(Procomer) — Free zone regime and
service export cluster

Costa Rican Chamber of Exporters
(Cadexco) — Good export practices

National Training Institute (INA) —
Adoption of the SYKES model for
learning English (SYKES Academy)
and transfer pf good business
practices.

Omar Dengo Foundation (FOD) —
Technical Academy and SWIT.

Don Bosco Salesian Education
Center (CDB) - Donation of
equipment and professional
practices program.

Costa Rican Chamber of Industries
(CICR) — Excellence Award Program.

National Technical University (UTN)
— Adoption of the SYKES model for
learning English (SYKES Academy).

Costa Rica High School (Liceo de
Costa Rica) — Implementation of
English and CISCO technology
laboratories.

Ladies High School (Colegio Superior
de Sefioritas) — Implementation of
English laboratories.

Presidential Office — Alliance for
Bilingualism (ABi).
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GRI102-21, GRI 102-43, GRI 102-44

Stakeholders How do we listen? What have they told us? What do we do about it?

aAll

Government and
regulatory entities

S

Competitors
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Voice of the customer
(VOCQ).

Daily or weekly
monitoring.

Monthly reviews.
Quarterly reviews.

Donations and
sponsorships.

Internal campaigns and
in the community.

Meetings with
associations and
community committees.

Open door policy.
Weekly sessions 1-1.

Global satisfaction
survey.

Employee service offices.

Ask our VP.
Social media

Email
Events.
Telephone

Bidding processes.
Visits and product offers.

Supplier registration
process.

Periodic meetings
Chambers and NGOs

Sector Chambers

Face-to-face and virtual
meetings.

Our clients seek world class
service with  high quality
standards and commitment
towards their brands

Our community asks us to
share our English and technical
development programs with
the citizens where we operate,
as well as grant donations,
sponsorship and support to
community schools.

Our employees seek to grow
and develop in a positive
environment. They value
having their friends at work
and they care about their
contribution to society and the
environment.

The media tell us that we
must position the brand more
according to environmental
and social practices for the
sustainability of the industry.

Our suppliers recognize us
as fair allies in the payment
system, strictin our registration
processes

We share with the government
the vision of developing the
services sector by forming
the Costa Rican human talent,
to improve the country’s
competitiveness.

Our main challenge in the
sector is sustainability in the
development of language and
promotion of high technologies
in the population.

We work under a culture of innovation and
continuous improvement; we promote active
participation in all levels of the organization
in the identification of areas of improvement
and innovative solutions.

We support the community schools with the
“Bandera Azul” program.

We participate in the meetings of the
municipalities to support plans in the
community.

We support monetary and non-monetary
projects of the community, especially in
Hatillo and Moravia.

We promote participation in activities of
social impact and provide them with options
for a balanced and healthy life.

As talent trainers we offer possibilities to
improve language skills and techniques for
growth within the organization.

We promote our referral program as the first
candidate contributor.

We seekto share contentin mass media, social
networks and other media on the generation
of employment and good business practices

We have generated forms and instructions
to clarify the regulations. We schedule visits
to evaluate their practices, we follow up and
recommend them.

Agreements where we join efforts for the
development of English education and the
transfer of knowledge of technologies.

We lead some chambers, councils and
business associations for the development
of the sector; We share good practices for
the sustainability of the sector to which we
belong




Awards, Certifications and Partnerships

GRI1102-12, GRI 102-13

Each year, as part of its commitment with continuous improvement, SYKES Costa Rica undergoes different
evaluation processes in order to seek certifications and awards.

The Carbon Neutral Certification, achieved in 2014, is an outstanding accomplishment, as SYKES was the first
company in the service center industry to obtain it. This positions the company as a leader in innovative and
sustainable initiatives that help mitigate environmental impacts. Other achievements include:

o
& Comprometerse

2014: « Award “Women Leaders in STEM/ _!:" '
Technology”: Sindy Campos — .
- National Award to Service Exporter — Embassy of the United States -
CADEXCO

« Good Labor Practices towards
« Carbon Neutral Certification - INTECO Gender Equality award - INAMU

« SYKES — CTP Cedes Don Bosco . Bandera Azul in all our sites

Partnership.
P « Carbon Neutral Re-certification —

INTECO
« Excellence Award: Market and
Costumer Focus— Costa Rican
2015 Chamber of Industries
‘ f,:\la-FEg%NeUtral Re-certification — . Excellence Award: Human Talent
Focus— Costa Rican Chamber of — =
- Bandera Azul - 3 stars Industries T,
« Excellence Award: Golden Route - « Corporate Social Responsibility
Costa Rican Chamber of Industries Award: SYKES Academy and Tech

Academy — CADEXCO
. Contact Center Award

« SYKES-UTN Partnership

« SYKES-Ministry of Labor “Empléate”
Partnership . Company of the year Award from
Contact Center Outsourcing Services

’ SYKIIES-E/Ié)nisttry OLITabor “Mi primer of Central America and the Caribbean
empleo” Farinership. 2017 - Frost & Sullivan
2016 _
+ Excellence Award: Golden Route - 2018 | LUIS ALEJANDRC ¥
Costa Rican Chamber of Industries | ARCINTIX 13

« UNHCR (Acnur) Award - The “Vivir
la Integracion” seal was awarded
in recognition of the support of

« Businessman of the Year 2016:
Expansion Category — Alejandro

Arciniegas refugees.
- Bandera Azulin all our sites - Stevie Awards Gold from International
. Carbon Neutral Re-certification — Business Awards — Category:
INTECO Achievement in the development
. and promotion of women, winning
- Gender Equality Seal- ONU Woman program: SWIT.
and INAMU .
) « Excellence Award: Market and Client
* SYKES-Cenfotec Partnership Focus —Costa Rican Chamber of
« SYKES-INA Partnership Industries.
« SYKES- Omar Dengo Foundation « Excellence Award: Human Talent
Partnership renewal Focus — Costa Rican Chamber of
Industries.
« Excellence Award: Leadership and
trategic Planning — Costa Rican
2017 Strategic Planning — Costa Ri
+ Honorary mention in the “Social Chamber of Industries.
Responsibility in Action” awards of . Carbon Neutrality re-certification —
the SWIT- AMCHAM Program INTECO.

N

JC23, RESPONSABILIDAD ! CARBONO of &
oAD" SOCIAL EN ACCION JU, RESTRAL ' a.-‘ o
o QY mremmecamatm: s B feciges

Feid - e iy
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Mechanisms for advice and concerns about
ethics

GRI 102-17

r
Office Schedule

_______ Moravia 8am-5pm Sigma 8am-5pm Main 8am-5pm

a ‘ Hatillo 9am-6pm Annex. Monday & Thursday 8am-5pm

""" \ Case Management

Email in & Manual in cases handling : C&B, Environment, SYKES
procedures, SYKES programs, Infrastructure, Security/Risk, Other.

Employee
Services
Team

Contact with operations

Y c\\‘ )
/ ;npmm i Reactive Round Tables (generated by cases created)
" Visit owners meetings only when changes need to be communicated.

a0 Common Tasks
EHE | Office Coverage

/ ----- " Point of contact for BP activities

—/ Labor

S -

Under ES Manager supervision
Reactive assistance

Ask Alejandro!

GRI102-33, GRI102-34

Any employee has the possibility to
dialogue with the general manager
through SharePoint. Comments about
internal procedures, recommendations
about operational tools, feedback about
leaders, and others have been received
through this tool. A new topic came up
in 2018: the use of plastic in San Pedro’s
cafeteria.

ASK

ALEJANDRO!

CLICK HERE
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GRI103-1, GRI 103-2, GRI 103-3

We are committed to our clients’ profitability and to
the value chain of their operations by delivering good
practices and excellent services by our Costa Rican
human capital. Our strategy is based on our material
subjects and the Global Reporting Initiative (GRI)
indicators: economic performance, market presence,
indirect economic impacts, procurement practices, and
anticorruption and fair market practices. Our planning,
finance, risk and administrative departments manage
these indicators. Our performance is evaluated through
internal and external audits for continuous improvement.
Each week our Senior Management meets to review
the indicator’s progress, and each quarter they redefine
the initiatives or action plans according to the current
situation and context.



Material topics

1. Value chain’s sustainability 4. Customer service & technical knowledge
2. Anticorruption & ethics 5. Fair marketing practices

3. Data protection

Macroprocess

The macro process we currently use was built during the Costa Rican Chamber of Industries’ “Ruta a la
excelencia” (Path to excellence) program. There are four main elements: our strategy, support processes to
implement it, methods for performance appraisal and improvement for goals and core business activities.

Our Strategy

Strategic Planning
Branding and Positioning

Evaluation Performance Support Processes
and Improvement
Audits i i
Voice of the Client
‘ TR TRA AC ONS . ‘
KPI Review & i
Improvement

WE HELP PEOPLE, ONE CARING INTERACTION AT A TIME
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Our Core Business

Volume Product & Process Staffing Performance Client Invoicing
Forecast Knowledge Mgt Scheduling Management Management

Research and Development

Our Goals

The following goals are proposed regionally in all the Latin American operations. These indicators were the
most important ones for the economic dimension and are the result of our achievements for the reporting
period. These goals remain for 2019, and we follow up on them daily in our operations and support areas.

Revenue (compliance percentage) 100% vs Plan 97.80%
Gross profit (compliance percentage) 100% vs Plan 96.50%
Net profit (compliance percentage) 100% vs Plan 96.50%
Client satisfaction Equal to or more than 85% 89%
Direct agent absenteeism Equal to or less than 4% 5%
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Value chain's sustainability

GRI 102-9, GRI 102-10

Sustainability Tal‘ent et

Acquisition Talent AU ", 7 Interaction \ )
Development .. P2 Management - —
Talent Creation T e

. 2ot ‘. -

« SYKES Academy

« Language Academy »
« Tech Academy « Recruiting Centers
- SWIT « E-Recruiting Tool

m Implementations Operations

Project Management Office

« Personal Competency Assessment Talent Management Strategy ~ + Leaders' Forum « Project Charter + Blue Print
+ Technical Testing « Internal Promotions Process « SYKES App + Ramp Plan . PAL
- Client Specific WorkShop - LEAP - Navori Digita! Billboar.ds « Project Plan « Call Center Logistics
+ Role Plays Training/On-boarding + SYKES College + Communication Session  Risk Management Plan « Predictive Analytics Tool (PAT)
- EPAP + Mentoring Program + Kick Off Meeting « Communications Plan « Aspire EVO
- Chatbots « Active Learning + Tech Academy + OMD Talk . « Quality Management Plan - PDM
. Facili.tator.Cenificaﬁon Work. Learn.Grow. Iéf:;al Promotions « Cost Management . Gemba
« Gamification . Regional Shared Services - Stakeholder Management « OSE
o « Nesting Guide Engagement s g‘ | Media C dc « Lessons Learned Repository « Performance Improvement Plan
. B'_'a_”d Posltlor}lng « Call Listening from Day 1 + Social Media Command Center « Process Improvement & « Situational Leadership
- Digital Ma.rketmg « Welcome Committee L GES CSAT Survey « Service Delivery Unit (SDU)
- Refer a Friend « Skills Verification Caring Lead « Support Areas SLA
+ Job Fairs « Curriculum Enhancement : S\?ETE% Pea. ter .Sl
+ Insdustry Fiars « Training Simulators . onts « Speed to Competency
- School Alliances - TM/QAMWFM Certification - Volunteer Star
« BTL Marketing - Wellness 360
Our value chain is shown on the top part of pages 32 Previously the materiality matrix reflected the direct
and 33. It is provided by our regional direction, for all and indirect impacts of SYKES’ operations. Now,
of SYKES’ operations in Latin America. through the value chainitis possible to reflect in detail

Our operations’ value chain reflects all the work our each of our processes and the impacts generated.

staff does to provide services to our clients’ needs.
Our main resource is human talent, and all our value
chain is based on it.

Impacts mapping on our Value Chain

Value Chain

) ) . . ent Transac Coaching & Plannin Risk Continuous
Dimension Material Topic evelopment handling engagement 9 management improvement

Waste management
Sewage treatment
Emission control
Water consumption
Energy consumption

Materials consumption
Fossil fuel consumption

Environmental

Climate change action

Anticorruption & Ethics

Value Chain's Sustainability

Fair marketing practices

Customer Service & Technical Knowledge
Client Data protection

Competitiveness & Innovation

Human rights

Working conditions

Occupational safety and security

Talent development

Social and community investment I I
Job generation I I

Wealth generation

Talent attraction and retention -_ _-
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Ops Administration

« Owners' Meeting

- Financial Forecast

« Internal & External Reviews

« Volume Alloc & Staffing Review
- Action Plan Tracker

« Management Reference Guide
« PKIS AnalyticsS

- Invoicing

« Monthly OPR

« Internal/External Reports
« Go Green

« Daily Financial Tracker

- Weekly One Page Report

SYKES seeks to manage its value chain sustainably
and create shared value with all our stakeholders,
which is why we work hand in hand with them in each
key process of the chain, managing our impacts and

risks.

Workload
Forecasting &
Management

o

i

« Staffing Analysis and Modeling
« Schedule Flexibility Model

« WFM Talks

« Flex4U

« Staffing POC

Risk Management
[ J

Risk Management

« Client Assessment Tool (CAT)

« Integrity Teams

- Site Readiness Assessment

« Fraud Detection and Prevention
« GEO Political Assessment

« Business Continuity Plan

« Awareness Program

« Audit Management

« Evacuation Drill

Some of our initiatives for the sustainability and
value chain material topic include our work with

Continuous Improvement

« Thinking Labs

« SYKESpedia - DCAT

« Head to Success (HTS)
« Best Practice Center

« Insight Analytics (IAKT)
« VOC Management

- QTSI

« Calibration Process

« Stratified Monitoring

- SYKES BQT

SIS

- SOW Audits

« SWAT

« Brilliant Minds

« Mood Changer

« CAPA Tool

« E2 Challenge

Stakeholders mapping on our Value Chain

Stakeholder Value Chain

Category

Internal public
Internal public
Internal public
Clients
Clients
Clients
Competitors

Government and regulatory entities

Internal public
Internal public
Competitors

Government and regulatory entities

Competitors

Government and regulatory entities

Media
Suppliers
Media
Community
Suppliers
Media
Community
Clients
Community

Stakeholder

Direct agents

Indirect agents

Support areas

Customer service accounts
Sales accounts

Tech support accounts
Other countries

Audit and evaluator firms
Senior management
Regional team

Cost centers

Ministries

Benefit center

Local governments

Social media

Services

Digital and mass media
Associations and organizations
Technology

Influencers

Residential and commercial neighbors
Potential clients

Society

Talent

Priorit; Client
Y = Acquisition

Very high
Very high
Very high
Very high
Very high

Talent Tri
Development

handling

Cont. Improvement. & Innovation

Workforce Continuous
Management  m:

ction Coaching &
engagement

Client Management

« Service Delivery Unit

- Flexible Structure

- Clear and defined POCs
« VOC Management
« SOW Audits
« MBRs/QBRs/SBRs
« PKIS Support
« Clear Escalation Path
« Innovation Forums
« Strategic Partnership Framework
« Insight Analytics
« Operational Gamification
« Social Media Analytics

clients in developing talent in high technology, with
the Government in the improvement of English and
technical skills, and with chambers and regulatory
entities in continuous improvement processes.

gement improvement,

very igh I NN I |

Very high
Very high
High
High
neh -
High

High

High —
Medium

Medium

Medium

Medium

Medium

Medium _

Medium

Low N

Low
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Sustainable suppliers

GRI102-9, GRI 102-10, GRI 308-1, GRI 308-2, GRI 408-1, GRI 409-1, GRI 414-1, GRI 414-2

All of our registered and active suppliers filled out an
evaluation form in order to be eligible to be part of
our value chain. In this evaluation form, information
about their social responsibility and environmental
practices is requested, as well as a fact sheet about
their products and services. Fact sheets must comply
with energy saving and environmental protection
requirements.

Empaques Belén

Alfredo Lizano

Dimopael

Kimberly Clark

Biodegradable cafeteria food packaging
Plastic Bags

Plastic Bags

Our sustainable purchasing program goes one step
ahead. The company requires certifications that
prove that the product or service complies with all
environmental standards. These are the main allies
since 2015 in the sustainable purchasing program:

Cleaning Supplies (Toilet Paper, alcohol, napkins,

hand soap

Propagar

Odorant

Afalpi
Corp. Cek

Office Supplies
Soap

Control Natural de Plagas CNP, S.A  Fumigation

Asocleaning
Urucosta

Value Shared

Supplier Classification

Cleaning services

Cleaning services

Recycling services

GRI102-9, GRI 102-10, GRI 308-1, GRI 308-2, GRI 408-1, GRI 409-1, GRI 414-1, GRI 414-2

During 2018, we took on the task of strengthening our
value chain by linking our suppliers and their risks to
SYKES’ core business, according to the Value Chain
Analysis Tool Methodology by the Business Alliance
for Development (AED, Alianza Empresarial para el
Desarrollo).

SUSTAINABILITY REPORT 2018

First, we classified our active providers from the last
three years in seven main supplier categories and
related subcategories.




Supplier category

Cafeteria:

94 suppliers

Human Capital and Communication

283 suppliers

Contractors :

18 suppliers

Subcategories

« Food: 50 suppliers.
- Cafeteria equipment: 14 suppliers.
- Events: 30 suppliers.

« Advertisement: 72 suppliers.
- Recruitment and talent attractions: 68 suppliers.
. Training: 143 suppliers.

« Cleaning: 2 suppliers « Transportation: 4 suppliers
- Security: 1 suppliers

« Medical consulting services: 11 suppliers

« Construction and remodeling materials: 59 suppliers.
Maintenance: « Maintenance equipment: 36 suppliers.
238 Suppllers « Air conditioning: 9 suppliers.

- Hardware: 134 suppliers.

Office furniture_: « Furniture, chairs and electronic equipment: 37 suppliers.
62 suppliers . Office supplies: 25 suppliers.

- Basic services:
Basic services: Utilities electricity, water, internet and cable: 8 suppliers.

15 suppliers « Electronic equipment recycling and hazardous waste:
2 suppliers.
- Building and parking rent: 5 suppliers

. Software and licensing: 26 suppliers.
Technology: . Te.lephone service a.nd accessories: Un suppliers.
77 suppllers « Wiring: un suppllel:s.

« Networks: un suppliers.
« Hardware: 48 suppliers.

Next, we classified the seven categories of
suppliers by purchase volume, from 1to 5,
which are the suppliers to which we most
buy from. We calculated a total of annual
purchases for the years 2016, 2017 and
2018 and then an average of these three
years to assign the volume according to the
20, 40, 60 and 80 percentiles calculated by
means of the purchase totals.

Assigned purchase
volume

Supplier category

Cafeteria 3

Human Capital
and Communication

Contractors

Maintenance

Office furniture

Basic services

W2 bh|lwW|bd

Technology

The third step was to carry out a risk
analysis of suppliers through the source
Sustainability Topics for Sectors: What do
stakeholders want to know?, published by
the Global Reporting Initiative (GRI). This
publication maps companies by business
activities and through global studies and
reports, to determine the most relevant
environmental, social and economic risks
for stakeholders.

These risks were rated at levels of 1 to
5, depending on the number of risks
identified.

Explanation: to explain a little more, we
are going to carry out the exercise with
the “maintenance” provider category.

1. According to the suppliers that we
have in these categories, these fit into
the business activities published by
GRI of: building materials and building
products.
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2. Once the business activities are defined, we map the business risks for the three dimensions of
sustainability.

3. Then we determine the level of risk from 1to 5. In this case the environmental risks have a level of 5
for having 5 or more potential risks, and the economic risks have a level 3 for the same reason.

General information Environmental risks Social risks Economic risks

Supplier Business Type of risk Level Type of risk Level Type of risk Level
category | Activity Group
-GRI 1. Materials sourcing 1. Occupational and 1. Corporate
2. Production, recycling and consumer health governance
reuse of by-products and safety 2. Contractual
1. Construction 3. Water and energy management compliance
Maintenance materials consumption 5 2. Child labor and 5 3. Innovative 3
2. Building 4. Water and energy forced labor building
products efficiency of end products 3. Land use rights processes
5. Emissions to air 4. Migrant workers
6. Land management and 5. Working
site rehabilitation conditions

The fourth step depends entirely on the level of purchases and the sustainability risk. The following table
describes the summary of the sustainability risk analysis of the suppliers, adding the operational risk,
which determines the degree of influence of the suppliers towards SYKES; with 1 the provider does not
affect the SYKES operations and 5 the supplier can stop the operations and cause economic losses..

General information Operir:lv(:g)nal Sustainability Risks “ Classification

. Degree of |Environmental| Social Economic Totalrisk | Purchase volume
Supplier category influence risks risks risks (x) (y) Quadrant

Cafeteria 1 5 2 1 23 3 B1
Human Canpital and 3 1 3 2 23 4 B1
Communication

Contractors 2 2 4 2 25 3 B1
Maintenance 2 5 5 3 38 4 A
Office furniture 2 4 3 3 3.0 1 B2
Basic services 5 5 5 4 4.8 5 A
Technology 3 5 4 4 4.0 3 A

In the final result, the final risk of an average degree of influence and operational risks is called the X axis,
and the volume is the Y axis. This creates a supplier classification matrix according to these two axes.
The suppliers located in quadrant A are the highest priority because they have higher risk and greater
purchases, suppliers B are of medium importance and C are lower risk and lower volume of purchases.
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B Basic .A

Services

Human Capital
and Communications

Maintenance e

Cafeteriae ¢ Contractors —
Technology
25

Purchase Volume

L]
Office furniture

, IC B:
0.0 2.5 5.0
Total risk

Supplier evaluation

GRI102-9, GRI 102-10, GRI 308-1, GRI 308-2, GRI 408-1, GRI 409-1, GRI 414-1, GRI 414-2

After classifying our suppliers, we created an National Social Responsibility Policy and the
evaluation tool for on-site visits to suppliers. We materiality of SYKES) to determine the criteria
take the risks of previously identified suppliers that we would evaluate. The following was the
and review the main international sources result:

(GRI standards, OECD guidelines, ISO 26000,

Sustainability criteria Sustainability criteria

Social Dimension Dimension ambiental

National laws and Anti-corruption and ethics Waste management
regulations Unfair competition Environmental education
ehildlliabo Market presence Energy consumption
Occupational safety . .
and security Procurement practices Water consumption
Procurement Fiscal requ|rements Carbon emissions
practices Intellectual property NETeral s sl
Human rights and Public-private and strategic regulations
discrimination partnerships Post-sale programs
S pley U Operating permits

Social investment and patents

Gender equality

Personal and professional
development

Inclusion for people
with disabilities

IN 2018, WE VISITED 30 SUPPLIERS WITH THE NEWLY CREATED TOOL

and evaluated them according to the evidence of sustainability criteria compliance. None were found
negative environmental impacts on the supply chain, negative impacts on the previously mentioned social
impacts, nor negative impacts regarding ethics, child labor, discrimination or any unlawful action against
international laws and agreements.
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Customer Service and Technical Knowledge

GRI102-2, GRI 102-6

Our Core Business
WE HELP PEOPLE, ONE CARING INTERACTION AT A TIME

Almost two decades of experience and continuous improvement have translated into real commercial
results for our clients.

Working next to leader brands in the world, we bring solutions that improve customer experience,
increase retention, maximize each touch point and identify efficiency and cost optimization opportunities.

SYKES Costa Rica has provided service for 10 clients in three industries, which are classified according
to business type and rules given by the corporation:

Financial Services Industry From millennials to boomers, consumers
- seek mobile technology. In their rush to get

the best and most current devices, many of
Two clients them feel frustrated with tedious instructions
Focus: and inevitable technical problems. That's why
SYKES hires passionate agents that love new
technologies and are capable of solving their
. Credit card services problems quickly.

«  Retail banking

« Insurance / brokerage

. Consumer loans 6 Communication Industry

. Loan services

The most important banks trust us to preserve Two clients
their brands by providing the integrity, privacy Focus:

and security that customers expect. We offer

services to our clients in retail banking, credit + Mobile
card services, insurance/brokerage, consumer . Bandwidth

loans and loan services.
.« Complex networks

. Sales

) Technology Indust
S v With digital telephone, video transmission,

optical fiber internet and wireless safety home
Seven clients systems, customers’ needs are as varied as
can be. Fortunately, SYKES provides a true
management of the customer’s life cycle with
«  Consumer electronics an equally diverse range of service options and
technica