


TELEPERFORMANCE ITALIA - !"#$%&'%(&)&$*+,-./0$
                                                                                                                             2

CONTENTS

Teleperformance

Context 
P. 4

Human Resources

P. 13

Citizen of the World

P. 59

Value Chain

P. 50

Ethics

P. 38

Human Rights

P. 29

Citizen of the Planet

P. 64

Methodological 

Notes
P. 6

Additional Information

P. 78

1

2

3

6

7

5

4

8

9

P
EO

P
LE

P
R

O
FI

T
P

LA
N

ET



!"#$%&'#(")*+,"$-.

My personal message to stakeholders is that 
sustainability is both a responsibility and also a great 
opportunity!

Being a sustainable company gives a competitive 
advantage, attracts new talents, meets our customers' 
expectations and increases the trust and loyalty of our 
stakeholders.

Every step towards sustainability counts!!

Whether it is to reduce waste, adopt renewable energy, 
promote the sustainable development of the 
communities in which we operate or adhere to 
recognized certification standards. 

Every action contributes to our common goal of 
creating a better future!  This is my personal dream… 
this renewed approach can be pioneer for a new 
mindset in our business sector which too often sees the 
proliferation of price dumping affecting personnel and 
employees management.

Teleperformance Italia has embraced the 
sustainability since a long time. It is our main driver 
for the global development of the company. 

Our company is "a company of people" and we have a 
responsibility towards the community where we 
operate and the surrounding environment. 

We are a company investing in sustainability in the 
sense that every decision is made taking into 
consideration the impact it can have on our employees 
and their families. 

This has an impact on the entire value chain, starting 
from the contractual negotiation with our customers -
which must guarantee the economic sustainability of 
all the investments made for personnel, for 
innovation, and for the respect of suppliers - up to 
relationship with the interfacing social partners and 
institutions, to the promotion of diversity and 
inclusion.

An important point is the creation of conditions to 
favor women's careers, conciliating their being 
mothers, wives and workers who often have to give up 
their professional investment to ensure family 
balance.

In the medium and short term, the goal is to make 
this corporate DNA increasingly tangible. 

This is a historical moment in which the acceleration 
of AI scares the markets.

We must embrace innovation and creativity to 
develop sustainable solutions in which digital 
transformation is in favor of human contribution, and 
not the other way round! Technology, as an 
instrument to make human interaction more 
performing and valuable, it is what can make us 
growing harmoniously without impacting work! 
Investments in training to raise awareness and ensure 
that every member of our teams understands and 
adopts sustainable processes in their daily work.

Our company is "a company of 

people" and we have a 

responsibility towards the 

community where we operate and 

the surrounding environment.

Diego Pisa
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Cosmos | Integrity
I say what I do, 
I do what I say

Earth | Respect Metal | Professionalism Air | Innovation
I create and I improve

Fire | Commitment
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I am passionate  
and engaged

I treat others with 
kindness and 

empathy

I do things right the 
very first time
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4 Teleperformance in 2022
5 Teleperformance in Italy

Teleperformance
Context

Teleperformance is a global leader in:
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Message from 
Sustainability Manager 

Teleperformance Italia has been practicing sustainable management for a long 
time, even before it was formalized in a strategic mission, therefore for us it was not 
a strategic expansion towards sustainability but a natural evolution, matured with 
an internal structure already adapted, almost unconsciously, for the pursuit of a 
common goal, since sustainability is in any case integrated into our corporate 
values.

Everyone, without exception, has contributed to realizing the company's vision of 
sustainability, and from the union of vision, passion and grit the company's business 
has been completely rethought in all its dimensions: in strategy, in operations, in 
culture.

Sustainability and ESG are not experienced internally as a fulfillment, but as an 
integrated part of our core business.

With this approach, entrusting ourselves to the know-how of our staff, it was then a 
crowning achievement to produce the first sustainability report for 2021, almost like 
taking a snapshot, an expressive and communicative container of already existing 
values, strategies, processes and models of business.

The sustainability report expresses our revolution, the innovative evolution of the company, a container with high added value 
that describes the company's wealth far beyond the business, because the value of companies is no longer measured only in 
economic terms but also in reputational terms.

For some time now, our main sustainable mantra has been to generate well-being and success by creating a healthy, motivated 
and balanced environment, both for employees and more generally for Stakeholders.

There can be no business without people, there is no profit without sustainability.

Sustainability is a daily commitment, a strategy that requires efforts to obtain results, a commitment to work on processes that
respect the territory and society.

But it is unthinkable not to be part of this respectful future!

Thanks to the work of recent years, to the modern approach of the Top management that is an inspiration for everyone, but 
above all to the contribution of people, the areas of enhancement have become Pillars of sustainability and in July 2022 Deloitte 
certified the first Sustainability Report while in May 2023 we received the Sustainability Leader Award.

Our commitment and our promise is the protection of the future, which is what gives meaning to today's investment of all of us.

'//0 $%01 20 $%033010
&43502/0627258$%0/09:1
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Materiality Analysis
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Thanks to greater sensitivity to work-life balance issues, the introduction 
of welfare policies and work flexibility, the Company increases the 
attractiveness of the corporate brand towards talents, improves 
employee well-being, facilitates professional growth. 

The Company cares of wellbeing at work as one of the main pillars of 
the sustainable strategy. Wellbeing is based not only on Work at Home, 
but consists in monitoring constantly the perception of wellness of the 
employees when thinking to the work environment referred to 
processes, relations, communication, performance management, 
approaches, hierarchy, rules, incentives and compensation, career. 

Also Employee engagement measures the level of enthusiasm and 
dedication that our employees feel toward their job.  Engaged 
employees care about their work and about the performance of the 
company, feel that their efforts make a difference and is in it for more 
than a paycheck. Also engaged employees consider their well-being 
linked to their performance, and thus instrumental to the company's 
success.”

‘’ Our winning business strategy 
is based on the power of 
expertise. ’’
(20/ 74@0 $E 2 7 0/@ 2>/ 2
+4?0/ $.:3>41@: $- 2 1:@ 5> 1

“Our human resource strategy seeks 
to attract and retain the best talent 
while continually providing them 
with support throughout their 
careers. Our winning business 
strategy is based on the power of 
expertise. Talent and sustainability 
go hand in hand. How do we do it?

Human Resources
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Well being at work
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F)"%H*,"%*;%T')10-%"-'#4+1-)"-%')#'.%0*89#'14+B%I1')%')"%2"3"$#+%
";;101"30B%*;%')"%I*$(.%1-%;#5*$",%')"%;+"<141+1'B%13%')"%*$2#31:#'1*3%
*;%I*$(%')#'%;#01+1'#'"-%')"%8#3#2"8"3'%*;%9$15#'"]I*$(132%+1;".%
8#'"$31'B%#3,%0)1+,0#$"%13%2"3"$#+6%?1')%#%51"I%'*%189$*5132%')"%
4#+#30"%4"'I""3%I*$(%#3,%9"$-*3#+%3"",-.%-'#$'132%;$*8%UW%
\#$0)%PUPU.%#%'18"%*;%;+"<14+"%"3'$B%#3,%+/30)%4$"#(%#3,%?*$(%#'%
l*8"%)#5"%4""3%"-'#4+1-)",6%

>'? <9!&"((

c-%9#$'%*;%')"%0*89#3B%131'1#'15"-%#18",%#'%"3-/$132%-'#;;%)"#+')%
#3,%;1'3"--.%F"+"9"$;*$8#30"%7'#+1#%-123",%#%9#$'3"$-)19%I1')%
Cq\Gc&&%'*%#++*I%;*$%"89+*B""-%'*%#00"--%2B8%;#01+1'1"-%;*$%
I"++3"--%#0'151'1"-%#'%,1-0*/3'",%$#'"-6



3

T89+*B""-%T32#2"8"3'%-'$#'"2B%13%F"+"9"$;*$8#30"%7'#+1#%1-%4#-",%*3%8*'15#'1*3.%-"3-"%*;%9$1,"%#3,%
4"+*32132.%I1')%')"%#I#$"3"--%*;%')"%)/2"%189#0'%*3%')"%9$*;1'#41+1'B6

F)1-%1-%#%0*$"%135"-'8"3'%;*$%')"%H*89#3B%;*0/-",%*3%"32#2"8"3'%#99$*#0)%9)1+*-*9)B%-/0)%#-Y

! 0&&,)1#"+#6$%"$G%J)I",G(

! D#-'%@,B(+%"$G%K69"4+9

! D"&&9%I6,/&4"1)%

! .6,/%:"+#(;"1+#6$

! H,#)$G49%"$G%3$16B,"-#$-%1B4+B,)

! J)+)$+#6$%"$G%6&&6,+B$#+#)(%6;%<,6I+'

73%*/$%9)1+*-*9)B.%')"$"%1-%#%+13"#$%$"+#'1*3%4"'I""3%9$*;1'%#3,%"32#2"8"3'6

T89+*B""%"32#2"8"3'%1- ')"%,"2$""%'*%I)10)%"89+*B""-%135"-'%')"1$%0*231'15".%"8*'1*3#+.%#3,%4")#51*$#+%
"3"$21"-%'*I#$,%9*-1'15"%*$2#31:#'1*3#+%*/'0*8"-6

F)"%o91 ;*$%')"%8"#-/$"8"3'%*;%')"%"32#2"8"3'%-0*$"%1-%')"%#4-"3'""1-8%$#'"Y
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Employees Engagement
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Fun instruments of Engagement 

are:

"? D"2)%;B$%6$%"%,)-B4",%C"(#(

F"+"9"$;*$8#30"%7'#+1#.%13%#%9"*9+"%0"3'$10%
#99$*#0).%%)#-%*$2#31:",%#3,%-9*3-*$",%;$""%
"5"3'-%*5"$%')"%PUPP%B"#$%13%;#5*$%*;%')"%
I*$(;*$0"%#3,%')"1$%;#81+1"-Y

L F6"+%+,#&(
L 56$1),+(
L 5B4+B,"4%2#(#+(
L M"$1#$-%)2)$#$-(

rM41"''15*%F$10*+*$"%&6%C1*5#331%`*'*3,*s
G#$'"019#'1*3%*;%F"+"9"$;*8"$-%#'%G/2+1#%

&'*9

G$15#'"%c/,1"30"%*;%F"+"9"$;*$8"$-%I1')%')"%G*9"
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F)"%"3'1$"%I*$(;*$0"%$"0"15"-%#%9"$-*3#+1:",%
2$""'132%"8#1+%*3%')"1$%41$'),#B

1?%%%%=),(6$"4%<,6I+'

F"#8%4/1+,132%*$2#31:",%I1')%')"%-/99*$'%*;%
-9"01#+1:",%9-B0)*+*21-'-%;$*8%&*+"'"$$".%#18",%
#'%189$*5132%')"%#41+1'B%'*%I*$(%13%#%'"#8%
')$*/2)%2#8"-6

?"413#$%I1')%g/0#%\#::/00)"++1 '*%,1-0*5"$%
9$#0'10#+%-'$#'"21"-%'*%4/1+,%9*-1'15"%#3,%
;/30'1*3#+%)#41'-

=",+#1#&"+#6$%#$%16!&)+#+#6$(%6,-"$#N)G%C9%@)4)&),;6,!"$1)%%<,6B&

@=%HOJ%HPQ%H)(+#2"4.%')"%
0*3'"-'%,",10#'",%'*%8/-10.%

#$'.%,#30"%+*5"$-

0B+6!"+#6$%K)"-B)LF6+"+'6$ RSRR*
J)I",G%+')%!6(+%#$$62"+#2)%#G)"(%#$%

+')%;#)4G%6;%G#-#+#N"+#6$

3

C?%%%5)4)C,"+)%F#,+'G"9(

G? 56$+)(+(T%-"!)(%"$G%16!&)+#+#6$(
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)?%%%%%%%%:&6,+(%32)$+(

G)*'*H*3'"-'%m%G)*'*2$#)%B*/$%01'B

G$"-"3'%#%4**(%13%PUU%I*$,-

G#$'1019#'1*3%13%')"%-9*$'-%0*89"'1'1*3%
*$2#31:",%4B%F"+"9"$;*$8#30"%C$*/9Y%
')"%I133132%'"#8%)#-%4""3%$"I#$,",%
I1')%#%-/8%*;%8*3"B%'*%4"%,*3#'",%'*%#%
9$";"$$",%jCM6
t'$# \1+"%0*89"'1'1*3Y%13%PUPP%')"$"%I"$"%
'I*%",1'1*3-.%')"%;1$-'%13%\#B%I)"$"%7'#+B%
$#3(",%A').%')"%-"0*3,%13%j*5"84"$%
I)"$"%I"%$"#0)",%')"%-"0*3,%9+#0"6%
F"+"9"$;*$8#30"%,*3#'",%1'-%$"I#$,-%'*%
')"%3*3D9$*;1'%*$2#31:#'1*3%c+:#1# #3,%
!1;;"$"3:# !*33#%0*881''",%'*%
0*84#'132%51*+"30"%#2#13-'%I*8"36

t'$#81+"%PUPP

3
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!"#"$"%&'%()*+",-.)#/),/0,$%"0"*.,'*,.1",&'##'2/*3,
0'+/)#,*".2'%405,&)+"6''47,-*0.)3%)(7,.2/.."%,)*8,
9/*4"8-*:,;/*+",;"$."(6"%,<=<<7,/.,1)07,'*+",
)3)/*7,$%'('."8,/.0,0'+/)#,+1)**"#0,.1)*40,.',.1",
1"#$,'&,0'(",0'+/)#,)(6)00)8'%0,/8"*./&/"8,/*,.1",
2'%4&'%+"7,21',1)>",.1",.)047,.1%'?31,.1"/%,
/*."%)+./'*07,$?6#/+)./'*0,)*8,01)%/*37,'&,/($%'>/*3,
.1",2"6,%"$?.)./'*,'&,.1",6%)*+1,)*8,'&,.1",3%'?$6

M)1)!C),%RSRR

3

!"#+!</0-H+>&#"0-3-'$+/I+./#&$&@-+%'4+'-;%$&@-+#/<&%)+I--4(%<JK+L=-+$%()-+&'4&<%$-#+
M-0/+&3.%<$+/I+'-;%$&@-+I--4(%<JK

!"#

;?%%%:61#"4%A%0!C"(("G6,('#&(



Productive instruments of 

Engagement are:

"? U))&%16!!B$#1"+#6$%6&)$%"+%"44%4)2)4

o""9%0*88/310#'1*3%*9"3%#'%#++%'18"%#3,%#++%+"5"+%1-%#3%
189*$'#3'%8"#3-%'*%"3-/$"%')"%"89+*B""%;""+%4"132%9#$'%*;%
#%;#81+B6%M3%#%$"2/+#$%4#-1-%,"9#$'8"3'%-"0'*$-%*$%0$*--132%
8""'132%#$"%*$2#31:",%#3,%#+-*%'*%"3-/$"%0*88/310#'1*3%
I1')%')"%F*9%\#3#2"8"3'.%')"%-"0'1*3%13%')"%73'$#3"'%
=l"$"@B*/>%)#-%4""3%0$"#'",%4B%I1'0)%#'%#3B%'18"%HTM.%
HOM.%HMM%0#3%4"%0*3'#0'",6

C?%%%%J)!B$),"+#6$%"$G%F)$);#+(

6789$:;>B$&C=
M/$%$"8/3"$#'1*3%9*+10B%-""(-%'*%$"I#$,%13,151,/#+%#3,%
0*++"0'15"%9"$;*$8#30"%4B%*;;"$132%#%$"8/3"$#'1*3%9#0(#2"%
')#'%1-%I"++%#4*5"%+*0#+%$"8/3"$#'1*3%8#$("'%$#'"-6%F)"%'*'#+%
0*89"3-#'1*3%9#0(#2"%130+/,"-%;1<",%$"8/3"$#'1*3%#-%I"++%
#-%#%9"$;*$8#30"%4*3/-.%#3,%*')"$%4"3";1'-6%c,,1'1*3#++B.%
')"%$"8/3"$#'1*3%$#'"-%#$"%$"51"I",%$"2/+#$+B%'*%8#'0)%')"%
8#$("'%'$"3,-%#3,%'*%$",/0"%#3B%9#B%2#9-%')#'%8#B%#$1-"6%
M5"$%')"%+#-'%;15"%B"#$-.%8*$"%')#3%V%81++1*3%"/$*-%)#5"%4""3%
9#1,%*/'%13%;*$8%*;%4*3/-%9#B8"3'-%'*%N/#+1;B132%
"89+*B""-6

1?%%%%%@)"!%FB#4G#$-
F)"%H*89#3B%*;;"$-%9$*;"--1*3#+-%#3,%;/3%
F"#8%S/1+,132%#0'151'B%'*2"')"$%I1')%*3+13"%
'$#13132%0*/$-"6

G? 56"1'#$-

F"+"9"$;*$8#30"%*;;"$-%-130"%PUPP%#%H*#0)132%
9$*2$#8%I1')%"<'"$3#+%9$*;"--1*3#+-.%'*%')"%
"89+*B""-%+"#,132%9"*9+".%')#'%I1++%4"%"<'"3,",%
13%PUPV%'*%#%4122"$%9#3"+6
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KEY PERFORMANCE 
INDICATORS 2020

137
Training hours
per employee

68%

of non-agent positions 
are filled internally

C+*4#+%G"$;*$8#30"%L%F#+"3'%\#3#2"8"3'%1-%#%3"I%9$*0"--%'*%#,,$"--%')"%;*++*I132%9#13%9*13'-Y

! g#0(%*;%=MjT>%2+*4#+%51"I%*;%G"$;*$8#30"%L%F#+"3'%;*$%#++%2$#,"-

! 730*3-1-'"3'%9$*0"--%m F)"%I#B%I"%#--"--.%#3,%I)#'%I"%#--"--%*3

! \#3/#+%9$*0"--

! 789$*5"%*;;"$132%;*$%j*3Dc2"3'-

?"%0#3%#,,$"--%')"%#4*5"%4BY

! n'1+1-132 MjT%9+#';*$8%I1')%#3%#+$"#,B%)12)%/-"$%m 8BFG J&#4#K

! !"5"+*9132%MjT%9"$;*$8#30"%$"51"I%;*$8%#3,%MjT%#99$#1-#+%;*$8%;*$%#++%m &#8"%-"0'1*3-.%,1;;"$"3'%I"12)'132-%
I)"$"%3"",",

! 789+"8"3'132%#%HcgTj!c`%B"#$%#99$*#0)%-*%I"%0#3%0"3'$#++B%,$15"%9"$;*$8#30"%$"51"I%#3,%#99$#1-#+%0B0+"-%
#++*I132%C+*4#+%,$15"%*;%0*89"'1'1*3%u%;*++*I%/9

! g#/30)132%#3,%2+*4#++B%0#+14$#'132%*/$%0*89#3B%*3%MjT%-"'%*;%FG%0*89"'"301"-%9"$%+"5"+%Jc2"3'.%j*3Dc2"3'%#3,%
T<"0/'15"%g"#,"$-)19K

G"$;*$8#30"%\#3#2"8"3'%“helps you track your employees’ performance and tells you whether or not they need extra 
support, can handle a higher-level training”.

73%')"%8",1/8%'"$8.%')"%H*89#3B%13'"3,-%'*%)#$8*31:"%-#+#$B.%4"3";1'-%#3,%I"+;#$"%9#0(#2"-.%'*%"3-/$"%;#1$3"--%#3,%
0*3-1-'"30B%I1')%')"%H*89#3BE-%;13#301#+%#3,%*9"$#'1*3#+%*4f"0'15"-%I)1+"%*;;"$132%"89+*B""-%#%8*$"%0*89"'1'15"%#3,%
-/-'#13#4+"%9#0(#2"6
c-%;1$-'%-'"9%13%')1-%,1$"0'1*3.%')"%0*89#3B%4/1+'%#3,%189+"8"3'",%#3%*3+13"%4"''"$%-'$/0'/$",%#3,%8"#-/$#4+"%G"$;*$8#30"%
\#3#2"8"3'%&B-'"8%')#'%1-%+15"%-130"%')"%4"2133132%*;%PUPP.%'*%"3-/$"%8"#-/$#4+"-%(91E- #3,%"N/#+%'$"#'8"3'%#3,%
*99*$'/31'1"-6%
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)?%%%%%=),;6,!"$1)%V"$"-)!)$+%"$G%H))GC"1/%=,61)((
6789$AEA;@=

Process Overview

3



Minimum Skills

KEY PERFORMANCE 
INDICATORS 2020

137
Training hours
per employee

68%

of non-agent positions 
are filled internally

3

&(1++-Y%#$"%')"%-9"01;10%+"#$3132%-(1++-%')#'%B*/%3"",%'*%,*%#%9#$'10/+#$%f*4%I"++6%F)"$"%1-.%)*I"5"$.%#%,1-'130'1*3%'*%4"%
8#,"%4"'I""3%)#$,%-(1++-%#3,%-*;'%-(1++-6%?)"$"#-%#%)#$,%-(1++%1-%#%'"0)310#+%#3,%N/#3'1;1#4+"%-(1++%')#'%#
9$*;"--1*3#+%0#3%,"8*3-'$#'"%')$*/2)%)1-%*$%)"$%-9"01;10%N/#+1;10#'1*3-%#3,%I*$(%"<9"$1"30".%#%-*;'%-(1++-%1-%#%3*3D
'"0)310#+%-(1++%')#'%1-%+"--%$**'",%13%-9"01;10%5*0#'1*3-6%c3%"<#89+"%*;%)#$,%-(1++%812)'%')"$";*$"%4"%0*89/'"$%
9$*2$#88132%*$%9$*;101"30B%13%#%;*$"123%+#32/#2".%I)1+"%#%-*;'%-(1++%812)'%4"%'18"%8#3#2"8"3'%*$%5"$4#+%
0*88/310#'1*36
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H*89"'"30"-%)#5"%+*32%4""3%/-",%#-%;$#8"I*$(%
'*%)"+9%;*0/-%"89+*B""-E%4")#51*$%*3%')132-%')#'%
8#''"$%8*-'%'*%#3%*$2#31:#'1*3%#3,%)"+9%,$15"%
-/00"--.%#%;*0/-%*3%-(1++-%I1')*/'%+**(132%#'%')"%
4$*#,"$%0*89"'"30"-%I1++%3*'%"3*/2)%'*%,"5"+*9%
+"#,"$-%#3,%,$15"%0#$""$%,"5"+*98"3'%;*$%
"89+*B""-6

;1>@:33$*/>K7:L9: M3:$>B$):@N/>7>98 </5:1A:13>/07O
,:0L:13N2AO"<O&P2773 ;1>67:?H&>7=2/9$&P2773

c++%81318/8%-(1++-%0#3%4"%0+#--1;1",%13'*%*3"%*;%*/$%2$*/9-%*$%0#'"2*$1"Y%G$*0"--%*$%o3*I+",2"%-(1++-.%/-"%*;%#%'**+%*$%
'"0)3*+*2B.%13'"$9"$-*3#+%-(1++-%*$%T8*'1*3#+%73'"++12"30".%#3,%G$*4+"8D&*+513%-(1++-6

C+*4#+%\1318/8%&(1++%\#'$1<

3

10 Core Competences

F)*-"%0*89"'"30"-%#$"%#99+1",%'*%TRT`qMjT%13%F"+"9"$;*$8#30"%#3,%#$"%8#3,#'*$B%9#$'%*;%')"%#33/#+%
9"$;*$8#30"%$"51"I%;*$8%;*$%"5"$B%"89+*B""%13%#++%+"5"+-Y



3

F)13(132%13%#%T&C%813,-"'%0#-0#,"-%*3%')"%4/-13"--%$"-/+'.%#,,132%5#+/"%'*%#++%')"%H*89#3B%,"9#$'8"3'-%
#3,%8#13+B%')"%l/8#3%$"-*/$0"-6
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;?%%%%%J)1,B#+#$-T%:)4)1+#6$%A%O$%C6",G#$-

!"#$%&'()$&#*+,',-.($',,&'/,0$,'1#(,02

F)"%H*89#3B%2/#$#3'""-%"N/#+%*99*$'/31'1"-%#3,%2"3,"$%"N/#+1'B%13%$"0$/1'132%#3,%-"+"0'1*3%#-%I"++%#-%
;#01+1'#'"-%B*/32%#3,%I"#("-'%9"*9+"%"3'$B6%M34*#$,132%1-%0*3-'#3'+B%8*31'*$",%')$*/2)%')"%T89+*B""-%
&#'1-;#0'1*3%-/$5"B.%#3,.%13%0#-"%*;%+"#5132.%')"%H*89#3B%-/481'-%')"%"<1'%13'"$51"I%'*%135"-'12#'"%')"%
$"#-*3-6

`"0$/1'132%0)#33"+-%#$"%4#-",%8#13+B%*3%13'"$3#+%2$*I').%-9*3'#3"*/-%#99+10#'1*3-%#''$#0'",%;$*8%')"%
4$#3,%$"9/'#'1*3.%-*01#+%0)#33"+-%#3,%+*0#+%8#39*I"$%#2"301"-6

F)"%@%("B%-'"9-%13%#$"Y

3



Training and Development
3
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3

F"+"9"$;*$8#30"%7'#+1#%"3-/$"-%'$#13132%
*99*$'/31'1"-%;*$%#++%-'#;;6%M/$%H*89#3B%1-%
130$"#-132+B%135"-'132%13%4*')%"<'"$3#+%'"0)310#+%
'$#13132%*$%*3+13"%'$#13132%9+#';*$8-%I)"$"%
'"0)310#+.%8#3#2"$1#+%#3,%*')"$%2"3"$#+%'$#13132%
0*/$-"-%0#3%4"%#00"--",6

H*3'13/*/-%"89+*B""%,"5"+*98"3'%)#-%4""3%#%
;/3,#8"3'#+%+"5"$%;*$%#0)1"5132%";;"0'15"%$"-/+'-%13%
*/$%4/-13"--%*9"$#'1*3-%#3,%#-%-/0).%*5"$%')"%+#-'%
')$""%B"#$-.%')"%'$#13132%9$*2$#8-%*;;"$",%4B%')"%
H*89#3B%'*%1'-%-'#;;%)#5"%4""3%'$#3-;*$8",%'*%
9$*51,"%9#$'1019#3'-%I1')%')"%-9"01;10%-(1++-%
3"0"--#$B%;*$%"3-/$132%"<0"++"30"%#'%I*$(6%F)#3(-%
'*%')"%-1231;10#3'%/-"%*;%,1-'#30"%+"#$3132.%13%PUPP.%
')"$"%I#-%#3%#,,1'1*3#+%130$"#-"%13%')"%#5"$#2"%
3/84"$%*;%)*/$-%D "-9"01#++B%;*$%&"31*$%"<"0/'15"-%
#3,%\#3#2"$-%D 13%*$,"$%'*%"3)#30"%')"1$%
0#9#41+1'1"-%I)"3%)#3,+132%'"0)310#+%4/-13"--%
,"01-1*3-6

&/0)%131'1#'15"-%)#5"%#+-*%4""3%#%0#'#+B-'%;*$%
/3+*0(132%"89+*B""%9*'"3'1#+%#3,%"3#4+132%
8#3#2"8"3'%'*%4"''"$%/3,"$-'#3,%"89+*B""%
-'$"32')-.%')/-%8#(132%1'%"#-1"$%'*%9+#0"%"89+*B""-%
I)"$"%')"B%9"$;*$8%4"-'%I1')%')"%#18%*;%130$"#-132%
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I"$"%T8*'1*3#+%73'"++12"30".%F18"%\#3#2"8"3'.%
cI#$"3"--%*;%;1+'"$-%*3%9"$0"9'1*3.%g"#,"$-)196%
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;*$%')"%189$*5"8"3'%*;%4/-13"--%
9$*0"--"-%#3,%')"%2"3"$#+%I*$(132%
"351$*38"3'6%73%PUPP.%I"%I1++%0*3'13/"%'*%
0/+'15#'"%#%0*3,/015"%"351$*38"3'%4#-",%
*3%'$/-'.%*3"%*9"3%'*%1,"#-%#3,%
133*5#'15"%-*+/'1*3-%'*%8""'%0/-'*8"$%
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Health & Safety

F"+"9"$;*$8#30"%7'#+1#.%'#("-%)12)+B%0#$"%*;%')"%-"0/$1'B%*;%')"%"89+*B""-%#3,%9/'%13%9+#0"%#++%')"%
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'*%9$*'"0'%')"%-#;"'B%*;%')"%"3'1$"%9*9/+#'1*3%13%')"%H*89#3B%#3,%'*%2/#$#3'B%#3%188",1#'"%#0'1*36%
F)"%"89+*B""-%0*5"$",%4B%lL&%8#3#2"8"3'%-B-'"8%#$"%PWWk1 13%PUPP%#3,%)#5"%4""3%P@QW2 13%PUPW%')#'%
0*$$"-9*3,-%'*%')"%'*'#+%"89+*B""-%4*')%9"$8#3"3'%#3,%'"89*$#$B%*5"$%')"%B"#$-%><J8%WSXLY%"Z?6
F)"%*00/$$"30"%*;%1301,"3'-%1-%5"$B%$#$".%3"5"$%-"$1*/-%#3,%*;%#%5"$B%-+12)'%"3'1'B.%8#13+B%,/"%'*%#001,"3'#+%;#++-%*$%-+19-%
*$%0*++1-1*3%13%')"%0#$%*3%')"1$%I#B%'*%I*$(6%73f/$B%#$"%0*3-1,"$",%-"$1*/-%4#-",%*3%')"%0*8413#'1*3%*;%9$*23*-1-%
,/$#'1*3%J*5"$%WPU%,#B-K.%-"5"$1'B%*;%13f/$1"-%#3,%+"-1*3-6%73f/$1"-%$"+#'",%'*%PUPP%$"2#$,-%V%"89+*B""-%#3,%W%13'"$18.%
PUPW%$"2#$,%V%"89+*B""-%#3,%P%13'"$18.%13f/$1"-%$"+#'",%'*%PUPU%$"2#$,%k%"89+*B""-%#3,%W%13'"$186%%?*$(D$"+#'",%1++-%#$"%
$";"$$",%'*%,B-9)*31#%#3,%)"#$132%+*--6
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F(.<$GHGIJ

F)"%;/3,#8"3'#+%$12)'-%*;%I*$("$-%I"$"%#,*9'",%13%WQQ^%#-%9#$'%*;%')"%7gM%!"0+#$#'1*3%*3%O/3,#8"3'#+%
G$13019+"-%#3,%`12)'-%#'%?*$(%#3,%#$"Y

D ;$"",*8%*;%#--*01#'1*3%#3,%";;"0'15"%$"0*231'1*3%*;%')"%$12)'%'*%0*++"0'15"%3"2*'1#'132[

D "+1813#'1*3%*;%#3B%;*$8%*;%;*$0",%*$%0*89/+-*$B%+#4*$[

D ";;"0'15"%#4*+1'1*3%*;%0)1+,%+#4*$[

D "+1813#'1*3%*;%,1-0$1813#'1*3%13%"89+*B8"3'%#3,%*00/9#'1*3[

D *00/9#'1*3#+%l"#+')%#3,%&#;"'B6

M/$ H*89#3B "3-/$"-. ')$*/2) 13'"$3#+ 9*+101"-. ')#' ')" #4*5" +1-'", )/8#3 $12)' 1--/"- #3, #,,1'1*3#++B ')"
#00"-- '* I)1-'+"4+*I132 8"0)#31-8- #3, 9"$-*3#+ ,#'# 9$*'"0'1*3 #$" 3*' 51*+#'",6 F)" 9$*0",/$"- #+-* )"+9 '*
1,"3'1;B $1-( #$"#- $"N/1$132 189$*5"8"3' *$ 0*$$"0'1*3. #3, ')" "<'"3-1*3 *; 4"-' 9$#0'10"-. #++ ')" I)1+" '$#0(132
')" 9$*2$"-- #3, 189+"8"3'#'1*3 *; 0*$$"0'15" 9+#3- ')$*/2) #33/#+ $"#--"--8"3'-6 % 6789$:;:<=

29  Labor
32     Diversity & Inclusion

Human Rights
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Statistics

*The total number of external workers counts 2 Temporary Permanent men for the Teleperformance Italia site in Milan.
v
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Statistics



73%')"%H*89#3B%')"%9/$9*-"%*;%!15"$-1'B%TN/1'B%
L%730+/-1*3%G*+10B%1-%'*%"3-/$"%"N/#+%
"89+*B8"3'%*99*$'/31'1"-.%3*%,1-0$1813#'1*3.%
#3,%2$*I')%9$*2$#8-%I1')%#;;1$8#'15"%#0'1*3-%
;*$%#++%0#3,1,#'"-%#3,%"89+*B""-6%
F"+"9"$;*$8#30"%7'#+1#%9$*8*'"-%')"%
$"0$/1'8"3'%*;%9"*9+"%I)*%*')"$I1-"%I*/+,%
)#5"%+181'",%f*4%9$*-9"0'-Y%18812$#3'-%#3,%
$";/2""-.%9"*9+"%I1')%,1-#41+1'1"-.%-132+"%9#$"3'-.%
"'06 6789$:;:@=

73%M/$%H*89#3B.%,15"$-1'B%"N/#+1'B%#3,%130+/-1*3%
8"#3132%#$"%)1$132.%,"5"+*9132.%#3,%$"'#13132%
#++%')"%4"-'%'#+"3'-6

73%')"%8",1/8%'"$8.%')"%0*89#3B%13'"3,-%'*%
130$"#-"%')"%$"9$"-"3'#'1*3%*;%I*8"3%I1')%'*9%
8#3#2"8"3'%$*+"-.%#-%I"++%#-%9$*51,132%
#,,1'1*3#+%-/99*$'%'*%I*8"3%'*%"3-/$"%#%
4#+#30"%4"'I""3%')"1$%9$15#'"%+1;"%#3,%I*$(6

4 Diversity, Equity & Inclusion

The Group approved the new Code of Ethics on 30 March 2022, based 
on the values of respect and protection of human rights and equal 
opportunities. All Company’s directors, managers, employees, 
consultants, suppliers, customers and any person external to the 
Company who establishes, in any capacity, directly or indirectly, 
permanently or temporarily, in Italy or abroad, collaborations or 
partnership relationships are required to observe the ethical 
principles. In particular, the Company undertakes to respect the ten 
principles of the United Nations Global Compact, among which there 
is the elimination of discrimination in respect of employment and 
occupation.
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Policy D&I
F"+"9"$;*$8#30"%7'#+1#%#,*9'",%')"%!15"$-1'B%TN/1'B%L%
730+/-1*3%G*+10B%I1')%')"%#18%*;%2/#$#3'""132%"N/#+%
f*4%*99*$'/31'1"-%;$*8%-"+"0'1*3%'*%'$#13132%#3,%
9"$;*$8#30"%"5#+/#'1*36 6789$:;:@=

Family Audit Certification

F"+"9"$;*$8#30"%7'#+1#%*4'#13",%13%j*5"84"$%PUPW%
')"%O#81+B%c/,1'%H"$'1;10#'1*36%F)"%'#$2"'%1-%')"%I"++D
4"132%*;%')"%"89+*B""%I1')%#%4"''"$%8#3#2"8"3'%*;%
9$15#'"%#3,%I*$(132%+1;"'18"-6

7'%0*3-1-'-%13%')"%?*$(%L%O#81+B%13'"2$#'1*3%4/-13"--%
9+#3%"-'#4+1-)",%4B%')"%0*89#3B%;*$%F#$#3'*%*;;10"%
0*5"$132%,1;;"$"3'%8#0$*D#$"#-%130+/,132%I*$(%
*$2#31:#'1*3.%0*$9*$#'"%0/+'/$".%!15"$-1'B%TN/#+1'B%L%
730+/-1*3%\#3#2"8"3'.%0*88/310#'1*3.%0*$9*$#'"%
I"+;#$".%G"*9+"%0#$132.%'"$$1'*$1#+%I"+;#$"%#3,%3"I%
'"0)3*+*21"-6%

T#0)%#$"#%"<9+*$"-%#%;1"+,%*;%135"-'12#'1*3%I1')%#%
$"+#'",%#99*13'",%$";"$"30"%8#3#2"$%0#++",%dI"+;#$"%
8#3#2"$d.%#99*13'",%I1')%')"%'#-(%*;%0*++"0'132%')"%
3"",-%*;%')"%I*$("$-%#3,%9$*51,132%'#$2"'",%
13;*$8#'1*3%'*%-#'1-;B%$"N/"-'-6%c3%"8#1+%#,,$"--%)#-%
4""3%#0'15#'",%
J-9*$'"++*I"+;#$"e1'6'"+"9"$;*$8#30"60*8K%')$*/2)%
I)10)%')"%0*89#3B%9*9/+#'1*3%0#3%0*88/310#'"%#3B%
9$*4+"8-%13%*$,"$%'*%$"0"15"%0*89#3B%-/99*$'6%

F)"%c/'*3*8*/-%G$*5130"%*;%F$"3'*%)#-%0"$'1;1",%')#'%
')"%4/-13"--%9+#3%0*89+1"-%I1')%')"%$"N/1$"8"3'-%*;%
')"%C/1,"+13"-%;*$%')"%189+"8"3'#'1*3%*;%O#81+B%
c/,1'6%F)1-%0"$'1;10#'"%1-%5#+1,%;$*8%WV6WU6PUPW%'*%
WV6WU6PUP@6

c-%9#$'%*;%')"%O#81+B%c/,1'%0"$'1;10#'1*3.%')"%H*89#3B%
)#-%189+"8"3'",%#%-B-'"8%*;%8*31'*$132%'*%5"$1;B%')"%
";;"0'15"3"--%*;%')"%#0'1*3-%/3,"$'#("3%')$*/2)%')"%
"-'#4+1-)8"3'%*;%#%O*0/-%C$*/9%I)*%9"$1*,10#++B%
8""'%'*%/3,"$-'#3,%')"%9"$0"9'1*3.%13;*$8#'1*3%#3,%
-#'1-;#0'1*3%$"2#$,132%')"%#0'1*3-6%

73%#,,1'1*3.%#%-/$5"B%I#-%#,8131-'"$",%13%c/2/-'%PUPP%
4B%;$""%#3,%#3*3B8*/-%#99$*5#+.%d&/$5"B%O#81+B%
c/,1'Y%"<9$"--%B*/$%*9131*3wd.%I1')%')"%#18%'*%
/3,"$-'#3,%1;%')"%9#')%'#("3%4B%')"%H*89#3B%$";+"0'-%
')"%"<9"0'#'1*3-%#3,%')"%9"$0"9'1*3%*;%I*$(D+1;"%
4#+#30"%*;%')"%"89+*B""-6

Gender Equality Certification 

UNI PdR125/22
F)"%H*89#3B%-'#$'",%13%PUPP%')"%13'"$3#+%
#--"--8"3'%*;%')"%2"3,"$%"N/#+1'B%I1')%')"%'#$2"'%'*%
*4'#13%')"%nj7%G,`WPA]PP%0"$'1;10#'1*3%13%PUPV6

4
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Empowerment Initiatives

c-%#%0"$'1;1",%0*89#3B.%F"+"9"$;*$8#30"%/3,"$'#("-%'*%
189+"8"3'%3/8"$*/-%I*$(D+1;"%4#+#30"%9*+101"-%#3,%'*%189$*5"%
')"%I"++D4"132%*;%#++%"89+*B""-%#3,%')"1$%;#81+1"-6%F)"%3"I%
8"#-/$"-%#$"%#18",%#'%9"$;"0'%I*$(%*$2#31:#'1*3.%9$*8*'"%
9-B0)*9)B-10#+%I"++D4"132.%-/99+B%0*3'13/*/-%'$#13132.%-'$"32')"3%
')"%+13(%I1')%')"%'"$$1'*$B%#3,%"3)#30"%,15"$-1'B%#3,%')"%130+/-1*36%
`"#0)132%')1-%81+"-'*3"%#I#$,-%*30"%#2#13%F"+"9"$;*$8#30"%7'#+1#%
;*$%1'-%#0'15"%$*+"%#-%9$*8*'"$%*;%#%-'18/+#'132%I*$(132%
"351$*38"3'.%0+*-"%'*%')"%3"",-%#3,%I"++D4"132%*;%I*$("$-6

&#89+"-%*;%')"%9*+101"-%#$"Y%;+"<141+1'B%#3,%I*$(132%;$*8%)*8"[%
189$*5"8"3'%*;%I"++D4"132%#3,%8*'15#'1*3%13%')"%H*89#3B%
')$*/2)%8""'132-.%'$#13132%*3%9-B0)*D9)B-10#+%%I"++D4"132%-/0)%#-%
0*/$-"-%*3%"8*'1*3#+%13'"++12"30".%-'$"--%8#3#2"8"3'.%"'06[%
9$*8*'1*3%*;%!15"$-1'B.%TN/1'B%L%730+/-1*3%"5"3'-[%,"5"+*98"3'%*;%
I*$("$-h%')$*/2)%')"%9$*51-1*3%*;%'$#13132%0*/$-"-%;*$%')"%
"<9#3-1*3%*;%'"0)310#+%-(1++-[%13-'1'/'1*3%*;%#%l"+9,"-(]?"+;#$"%
\#3#2"$[%0*/3-"+132%#3,%9-B0)*+*210#+%#,51-*$B%-"$510"[%
189$*5"8"3'%*;%')"%3/84"$%*;%0*35"3'1*3-%#3,%4"3";1'-[%
189$*5"8"3'%*;%'"0)3*+*210#+%"N/198"3'%#3,%'18"D-#5132%'**+-6
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I1')%0*++"#2/"-.%$"#,132%$"0*88"3,#'1*3-.%;1+8-.%
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Corporate Governance

“Our Mission is to offer the utmost 

professionalism in managing customers 

in every single occasion of contact, 

thanks to our commitment, passion and 
consecration to excellence. In this way 

we create opportunities and added 

value for our resources, our customers, 
for the community and our 

shareholders.“

M/$%H*$9*$#'"%R#+/"-%#$"Y

ValuesMission

Ethics
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Memberships and Associations
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Ethics & Compliance
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"Compliance, at Teleperformance Italia, is 
not just a duty but an opportunity to grow. A 
company that is compliant by definition is 

more attractive and more competitive, 
provides greater guarantees of compliance 

with the rules, reduces the risk of sanctions, 
has a better brand reputation on the market 
and helps to trigger a virtuous relationship 

with its stakeholders. This is why we have 
been implementing an Integrated 

Management System, certified by 
accredited external bodies, in order to 
guarantee the achievement of high quality 

standards based on continuous 
improvement”.
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Internal  Control  and Risk Management
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Organization, Management & 
Control Model, pursuant to 
Legislative Decree 231/01

Legality Rating Anti-Corruption Certification
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Value Creation 2022

&/-'#13#41+1'B%8"#3-%;*$%')"%H*89#3B%#+-*%')"%"0*3*810%189#0'%*3%')"%+*0#+%"0*3*8B6%M/$%H*89#3B%0*3-1,"$-%
189*$'#3'%;*$%1'-%$"9/'#'1*3%13-1,"%')"%+*0#+%0*88/31'1"-%135"-'132%13%')"%8/'/#+%2$*/') #3,%13%')"%5#+/"%0$"#'1*36%
F"$$1'*$B%#3,%+*0#+%0*88/31'1"-%0#3%4"3";1'%;$*8%')"%2"3"$#'1*3%*;%')"%"0*3*810%5#+/"%0$"#'",%')$*/2)%4*')%,1$"0'%#3,%
13,1$"0'%"89+*B8"3'6%c%3"I%"9*0)%1-%-'#$'",%#3,%3*I%I"%#$"%#%H*89#3B%+**(132%;*$%133*5#'15"%2$*I')%-*+/'1*3-6%S/'%
'*%0$"#'".%-/-'#13%#3,%,"5"+*9%"3'"$9$1-"%5#+/".%I"%8/-'%,*%8*$".%#3,%0*3-1,"$%4*')%;13#301#+%,$15"$-%#3,%13'#3214+"%
0*3-1,"$#'1*3-%-/0)%#-%-*01#+%0)#32"-%#3,%T&C%*99*$'/31'1"-6%O*0/-132%*3%;13#301#+%,$15"$-%*;%5#+/"%*3+B.%1'%1-%3*%+*32"$%
"3*/2)6%



6
52   Supply Chain
53   Client Satisfaction
54  Innovation and Digitalisation
58  Data Security

Profit

TELEPERFORMANCE ITALIA - !"#$%&'%(&)&$*+,-./0$
                                                                                                           
                                                                                                                             50

Value Chain



TELEPERFORMANCE ITALIA - !"#$%&'%(&)&$*+,-./0$
                                                                                                           
                                                                                                                             51

2 !"#"$"%&'%()*+"H0,+'*.%/6?./'*0,.',.1",;?0.)/*)6#",I">"#'$("*.,J')#0
%)#'*3,.1","*./%",>)#?",+1)/*

=6(#+#2)%#!&"1+% ;*$%9"*9+"%#3,% ')"%"351$*38"3' V#+#-"+#6$%6;%,#(/(%'*%9"*9+"%#3,% ')"%"351$*38"3'

COMPANY BUSINESS ACTIVITIES

OUTSIDE THE COMPANY
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INTERNAL INITIATIVES AND POLICIES
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2Supply Chain

6

Reduce, reuse, recycle…, this is our motto!!
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2Client Satisfaction

Growth and 
digital 
transformation

Customer satisfaction 
and loyalty

Secure and cost-
effective solution
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Technology: productivity improvements through smart 
automation and innovative solutions.

Analytics: extraction of actionable information from 
extensive Customer interaction data and conversation 
analysed.

Process excellence: greater effectiveness and efficiency; 
development of targeted operating models, 
implementation of large-scale transformation programs.

6

Innovation and Digitalisation

1

2

3
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T.A.P.™ combines the Lean Six Sigma method with design thinking to support 
successful transformation. It encourages a collaborative and consultative 
approach, and offers solutions tailored to the needs of each client. The aim is to 
analyze the customer experience in depth and thus identify opportunities for 
optimization and improvement, in order to make the customer experience a real 
differentiating factor. Teleperformance’s holistic T.A.P.™ approach supports 
Clients throughout the development and deployment of the solution, with 
guaranteed results.
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Digital Transformation

Teleperformance Italia Digital Transformation 

Projects- started in 2021 and achieved in 2022
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Other Research and Development Projects
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"$"49N)%+')%16$+)$+(%6;%
+')%,)16,G#$-(T%#$1,)"()%
+')%aB"4#+9%"$G%G)+"#4)G%
/$6I4)G-)%6;%1B(+6!),(%
"$GT%;#$"449T%!6$#+6,%"44%
+')%!"#$%U=8(%6;%
#$+),)(+

1 2

3 4
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Open Innovation Projects achieved in 2022

c++ 7,"#- \#''"$ 1- # 2+*4#+ 131'1#'15" ,"-123", '* ,$15" 133*5#'1*3 #3, 0*3'13/*/-
189$*5"8"3'6 7' 1351'"- #++ "89+*B""- '* 4" 5"0'*$- *; 0)#32". -)#$132 1,"#- ;*$
189$*5"8"3' #3, '$#3-;*$8#'1*36 c- -/0). "5"$B B"#$ ')" C$*/9 *$2#31:"- FG
!#'#')*3 #3, FG S*'#')*3. 0*89"'1'1*3- ')#' "30*/$#2"- '"#8- '* 9$"-"3'
133*5#'15" #3#+B'10- #3, ,#'# -01"30" 9$*f"0'-6 T<9"$'- )"+9 ')" ')$"" I133132 '"#8-
'* 4$132 ')"1$ 1,"#- '* ;$/1'1*36

@)4)&),;6,!"$1)%8+"4#"%&,6!6+)G%#$$62"+#6$%+,6B-'%+')*
! G#$'1019#'1*3.%13%')"%733*5#'1*3%O#1$%D &\cn%G/2+1#%)"+,%13%F#$#3'*%#'%')"%7*31#3%

&"#%G*$'%&B-'"8%c/')*$1'B6%F"+"9"$;*$8#30"%7'#+1#%I#-%')"%I133"$%*;%')"%d&\cn%
PUPP%733*5#'1*3%cI#$,%D 7'#+1#3%"<0"++"30"%#-%#3%133*5#'1*3%8*,"+%;*$%0*89#31"-%
#3,%9/4+10%#,8131-'$#'1*3-d[

! G#$'1019#'1*3.%13%')"%733*5#'1*3%O#1$%D d&\cn%7'#+B%`"-'#$'-n9 13%G#$1-d%#'%d&'#'1*3%
Od.%')"%+#$2"-'%O$"30)%-'#$'/9%0#89/-[

! G#$'1019#'1*3.%13%')"%&"813#$%dTD4/-13"--%8*,"+-%#3,%4/-13"--%13'"++12"30"d%D
O#0/+'B%*;%H*89/'"$%T3213""$132%#3,%\#3#2"8"3'%D G*+B'"0)310%*;%S#$1[

! G#$'1019#'1*3.%13%')"%dH/-'*8"$%H#$"d%&"813#$%D n315"$-1'B%*;%&#+"3'*[

! G#$'1019#'1*3.%#-%-9"#("$-.%13%')"%d!121F#+"-d%"5"3'%D #'%')"%F"0)3*+*210#+%G*+"%*;%
n315"$-1'B%*;%j#9+"-[

! G#$'1019#'1*3%13%dS*'#')*3d.%F"+"9"$;*$8#30"%H*$9*$#'"%H*3'"-'[

! G#$'1019#'1*3.%13%')"%F#?#5" "5"3'%D c'%')"%a*310 !"9#$'8"3'%13%F#$#3'*%D ?133"$-%
*;%')"%d!121'#+%S/-13"--%H*89"'1'1*3d%#I#$,[

! G#$'1019#'1*3.%#'%')"%733*5#'1*3%O#1$%D &\cn%\1+#3*%#'%O1"$#\1+#3*H1'B[

! F/'*$-)19%;*$%')"%\#-'"$h-%!"2$""%13%\#3#2"8"3'%T3213""$132%
JT3'$"9$"3"/$-)19%#3,%733*5#'1*3%H*/$-"K.%F)"-1-%13%dTD4/-13"--%#3,%4/-13"--%
13'"++12"30"%8*,"+-d%"3'1'+",%d!"-123%#3,%,"5"+*98"3'%*;%#%4/-13"--%13'"++12"30"%
,#-)4*#$,Y%')"%F"+"9"$;*$8#30"%0#-"d6
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Data Security

O*$%;*/$%B"#$-%3*I.%F"+"9"$;*$8#30"E-%F$/-'%L%&#;"'B%-*+/'1*3-%)#5"%9$*51,",%*32*132%
9$*'"0'1*3%*;%H/-'*8"$%#3,%H/-'*8"$-%,#'#.%"3-/$132%$"2/+#'*$B%0*89+1#30".%
-#;"2/#$,132%4$#3,%$"9/'#'1*3%#3,%8#(132%9+#';*$8-%-#;"$6

Key Data Security 
factors are:

K c2"3'%"351$*38"3'%#$"%8#,"%-"0/$"%4B%
#,5#30",%-*;'I#$"%#3,%,121'#+%-"0/$1'B%
'"0)3*+*21"-6

K `"+1#4+"%9$*'"0'1*3%*;%-B-'"8-%#3,%
9"$-*3#+%,#'#%')$*/2)%0"$'1;1",%
9$*0",/$"-%#+123",%I1')%')"%8*-'%
-'$132"3'%13'"$3#'1*3#+%-'#3,#$,-%J7&M%
PkkUW.%S13,132%H*$9*$#'"%`/+"-.%GH7.%
"'06K%#3,%,"-123",%'*%9$*'"0'%')"%
"3'1$"%"0*-B-'"8%-9#33132%0+1"3'-.%
0/-'*8"$-%#3,%"89+*B""-6

K FG%9$*51,"-%#%0*89$")"3-15"%,#'#%-"0/$1'B%
;$#8"I*$(%13%+13"%I1')%')"%8*-'%-'$132"3'%
13'"$3#'1*3#+%-'#3,#$,-6

K F"+"9"$;*$8#30"%7'#+1#%)#-%*4'#13",%7&M%
PkkUW%2+*4#+%0"$'1;10#'1*3%;*$%1'-%,#'#%
9$15#0B%8#3#2"8"3'%-B-'"86

@)4)&),;6,!"$1)%
8+"4#"%B()(%+')%C)(+%

G"+"%()1B,#+9%
+)1'$646-#)(%+6%

&,6+)1+%5B(+6!),(%
"$G%)!&469))(%

;,6!%19C),%"++"1/(%
"$G%G"+"%+');+Z%

K n+'$#D-"0/$"%#00"--%0*3'$*+-%#3,%
#/'*8#'10%+*0(132%13%')"%"5"3'%*;%
/3#/')*$1:",%#00"--6

K O$#/,%9$"5"3'1*3%'**+-%-/0)%#-%FG%
9$*'"0'u%,"'"0'%#3*8#+1"-%#3,%
#$"%13'"2$#'",%13%#00*$,#30"%I1')%
+*0#+%$"2/+#'1*3-6

K F"+"9"$;*$8#30"%)#-%189+"8"3'",%#3,%1-%13%H*89+1#30"%I1')%
C!G`%#3,%')"%!GM%$"2/+#'1*3-6

K F"+"9"$;*$8#30"%1-%0*89+1#3'%I1')%')"%S13,132%H*$9*$#'"%`/+"-%
JSH`K6

K F"+"9"$;*$8#30"%1-%0*89+1#3'%I1')%GH7%!&&%-'#3,#$,%0"$'1;10#'1*36
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61   Impact on local employment

63   Philanthropy 

Planet

Voluntary Social Security

F"+"9"$;*$8#30"%7'#+1#%9$1,"-%1'-"+;%*3%4"132%#4+"%'*%0*3'$14/'"%'*%0*88/31'B%189$*5"8"3'%-"$510"-%'*%"3)#30"%')"%I"+;#$"%*;%
1'-%3"12)4*$132%0*88/31'B%8"84"$-6%
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Leadership People Community Environment.Ethics

T-'#4+1-)",%13%PUUb.%H1'1:"3%*;%')"%?*$+,%JHMF?K%1-%F"+"9"$;*$8#30"%7'#+1#E-%0)#$1'#4+"%131'1#'15"%')#'%-""(-%'*%2"3"$#'"%#%9*-1'15"%
189#0'%*3%+*0#+%0*88/31'1"-.%13%9#$'10/+#$%'*%)"+9%5/+3"$#4+"%0)1+,$"3%#3,%')"1$%;#81+1"-%8""'%')"1$%4#-10%3"",-6

73%PUPP.%#-%I"++%#-%13%PUPW.%H1'1:"3%*;%')"%?*$+,%131'1#'15"-%;*0/-",%*3%;*/$%8#13%0#/-"-Y%

• -/99*$'%;*$%+*0#+%0*88/31'1"-%189#0'",%4B%3#'/$#+%,1-#-'"$-.%)/8#31'#$1#3%"8"$2"301"-%*$%)"#+')%0$1-"-[%

• 8#13'#13132%9#$'3"$-)19-%I1')%-0)**+-%#3,%jCM-[

• -/99*$'132%#00"--%'*%",/0#'1*3%;*$%')"%8*-'%5/+3"$#4+"%0)1+,$"3[

• -/99*$'132%0)#$1'#4+"%131'1#'15"-%189#0'132%*3%+*0#+%"0*3*8B%#3,%;#81+1"-6

Citizen of the World
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7

2010-2020

c- 9#$' *; 1'- H1'1:"3 *; ')" ?*$+, PUWUDPUPU 9$*f"0'. */$ H*89#3B ,*3#'", _ kP@6b@A.UU I*$')
*; #--"'-6 &181+#$+B. _ W@W6V@U.UU I#- 0*++"0'", ')$*/2) 5#$1*/- 0)#$1'B ,$15"- )"+, 13 F#$#3'*
#3, `*8"6 c+-* '* #1, *3+13" 0+#-- #0'151'1"-. *5"$ W@kA GH- I"$" ,*3#'", '* -0)**+- #3, 3*3D
9$*;1' *$2#31:#'1*3-6

2021-2022

F"+"9"$;*$8#30" 7'#+1# #+I#B- -/99*$'- 0*88/31'B ",/0#'1*3 9$*2$#8- #3, -/99*$'- ')"
2$*I') *; 9"*9+" I1') 2$"#'"-' )#$,-)196

H*3'13/132 ')" 9$"51*/- WU q"#$- 9$*f"0'. 13 ')" +#-' P B"#$- ')" H*89#3B 0*3'13/"- '* -/99*$'
0)#$1'B 131'1#'15"- I1') ,*3#'1*3- *; 4#-10 #8"31'1"- '* 4"3";1' ')" 0*88/31'1"- 13 3"",6
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&MgTFT``T

F"+"9"$;*$8#30"%7'#+1#.%#+-*%13%PUPP.%)#-%9*-1'15"+B%189#0'",%
*3%')"%+*0#+%0*88/31'B%#3,%*3%')"%"351$*38"3'%I1')%
5#$1*/-%9$*f"0'-%13%0*++#4*$#'1*3%I1')%')"%Mjgn&%&*+"'"$$".%
-/99*$'",%I1')Y%
D #%-0)*+#$-)19%#'%')"%0"3'"$%*;%\10$*01'"81#%*;%F#$#3'*%

J$"3"I",%#+-*%13%PUPPK%
D ')"%*$2#31:#'1*3%*;%')"%7T&H%73'"$3#'1*3#+%T')10-%&01"3'1;10%

H*881''""%H*3;"$"30"%
D F)"%0**9"$#'1*3%I1')%&*+"'"$$"%#+-*%13%')"%"8"$2"30B%13%

n($#13".%'*%I)10)%0*3'$14/'",%4B%,*3#'132%3"0"--1'1"-%'*%
$";/2""-6

GnCg7c%RcHH7jcFT&%qMn

c+-*%13%PUPP%F"+"9"$;*$8#30"%7'#+1#%+"3'%1'-%9$*;"--1*3#+1-8%
;$""%*;%0)#$2"%'*%,"#+%I1')%')"%9#3,"810.
13%0*++#4*$#'1*3%#3,%*3%4")#+;%*;%')"%c&g%*;%F#$#3'*.%*3%')"%
5#0013#'1*3%0#89#123%1351'132%01'1:"3-%'*%f*13%1'%#3,%
9$*51,132%/-";/+%13;*$8#'1*36

'7:330/L1> $,0L 20/0

7%0#3%9$*/,+B%-'#'"%')#'%13%F"+"9"$;*$8#30"%7'#+1#.%;*$%B"#$-%.%
-/-'#13#4+"%,"5"+*98"3'%#3,%-*01#+%$"-9*3-141+1'B%)#5"%4""3%
8#'"$1#+1:",%13%#%$"-9*3-14+".%,#1+B%#3,%0*3-'#3'%
0*881'8"3'.%#18",%#'%189$*5132%')"%+1;"DN/#+1'B%*;%*/$%+15132%
0*88/31'1"-%.%I1')%13;131'"%4"3";1'-%;*$%')"%B*/32"-'6%F)"%
#18%1-%'*%135*+5"%#++%F"+"9"$;*$8"$-%#3,%')"1$%0*88/31'1"-%
')$*/2)%#I#$"3"--D$#1-132%#0'151'1"-%#3,%#%9$*#0'15"%
#99$*#0)%'*%')"% "')10#+.%-*01#+%#3,%"351$*38"3'#+%5#+/"-[%
9"*9+"%#$"%#'%')"%0"3'"$%*;%"5"$B')132%#3,%FMCTFlT`%I1')%
')"8%I"%2$*I%#3,%0)#32"6

</ 5: 1/0 7 $!>??4/ 2 @0 5 2 >/ $%0/09:1

7
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oM\Tj%7Fcg7c

M5"$%')"%B"#$-%F"+"9"$;*$8#30"%7'#+1#%)#-%0*++#4*$#'",%I1')%
o*8"3%7'#+1#.%$"21-'"$132%1'-%'"#8%;*$%')"%$#0"%13%`*8"%#3,%
,*3#'132%;/3,-%;*$%4$"#-'%0#30"$%$"-"#$0)%#3,%9$"5"3'1*36

FG%?M\Tj

F"+"9"$;*$8#30"%7'#+1#%0*++#4*$#'"-%I1')%c+:#1# #3,%
!1;;"$"3:# !*33#.%'I*%3*3D9$*;1'%*$2#31:#'1*3-%#0'15"%13%
F#$#3'*%#3,%`*8".%0#$$B132%*/'%#I#$"3"--%0#89#123-%#3,%
;13#301#+%,*3#'1*3-%'*%0*84#'%51*+"30"%#2#13-'%I*8"36

Fc`cjFM%lM&G7Fcg

F"+"9"$;*$8#30"%7'#+1#%0*++#4*$#'"-%I1')%')"%&&%c33/3:1#'#%
)*-91'#+%13%F#$#3'*%#3,%&184#%M3+/- J#0'15"%13-1,"%')"%
)*-91'#+K.%')$*/2)%5#$1*/-%,*3#'1*3-%130+/,132Y
D '*B-%;*$%0)1+,$"3%13%')"%*30*+*2B%,"9#$'8"3'[
D -/99*$'%'*%')"%*30*D)"8#'*+*2B%9#$"3'-h%#--*01#'1*3%

13%')"%-*01#+D-9*$'-%9$*f"0'%d7%I1++%$1,"%;*$%B*/>6

7

Impact on local employment
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Philanthropy

F"+"9"$;*$8#30"%7'#+1#%)#-%#+I#B-%215"3%1'-%
-/99*$'%'*%+*0#+%0*88/31'1"-.%I1')%
9#$'10/+#$%#''"3'1*3%'*%')"%813*$%*3"-Y
D !*3#'1*3-%'*%')"%F#$#3'*%#3,%O1/81013*%
9#$1-)"-[
D H*++#4*$#'1*3%13%')"%0*3-'$/0'1*3%*;%
8/+'19/$9*-"%-9*$'%;1"+,-[
D `"3*5#'1*3%*;%-9*$'-%;1"+,-.%0)#32132%
$**8-.%$";$"-)8"3'%#$"#-%#3,%')"%
"N/199132%*;%#%-8#++%')"#'$"D013"8#%$**8[
D C$*0"$B%,"+15"$B%;*$%;#81+1"-%13%3"",[
D `";/$41-)",%GH%,*3#'1*3-6

F"+"9"$;*$8#30"%7'#+1#%2$#3'",%-0)*+#$-)19-%
)"+9132.%')$*/2)%')"%cH&T.%#--*01#'1*3%
*9"$#'132%13%`*8".%-*8"%;*$"123%/315"$-1'B%
-'/,"3'-%'*%0*89+"'"%')"1$%-01"3'1;10%#3,%
'"0)310#+%9$"9#$#'1*3.%#+-*%I1')%#%51"I%'*%
$"'/$3132%'*%')"1$%0*/3'$B%*;%*$12136
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65 Environment
66 Emergency response plan
67 Energy Management Ambitions
71 Sustainable Energy
75   Health & Safety

Planet
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F)$*/2)%1'-%H1'1:"3%*;%')"%G+#3"'%9$*2$#8.%
F"+"9"$;*$8#30"%7'#+1#%#18-%'*%$",/0"%1'-%
0#$4*3%;**'9$13'.%9#$'10/+#$+B%4B%130$"#-132%
1'-%/-"%*;%$"3"I#4+"%"3"$21"-%#3,%;*-'"$132%
"89+*B""%#I#$"3"--6%F#$2"'-%)#5"%4""3%
-"'%;*$%PUPb%I1')13%')"%;$#8"I*$(%*;%')"%
&01"30"DS#-",%F#$2"'-%131'1#'15".%I)1+"%
4/-13"--%0*3'13/1'B%9+#3-%)#5"%4""3%
9$"9#$",%13%0#-"%*;%3#'/$#+%,1-#-'"$6

Citizen of the Planet
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F"+"9"$;*$8#30"%0**9"$#'"-%I1')%
M3"F$""G+#3'", '*%9+#3'%AUU.UUU%F$""-%
#3,%-/99*$'%2+*4#+%$";*$"-'#'1*3

!*3#'",%G+#-'10%"#'"$%O1-).%'*%F#$#3'*%0*#-'%
13%0**9"$#'1*3%I1')%o18#%c841"3'"

`1N/#+1;10#'1*3%*;%!*2%#$"#%13%O1/81013*

H*3'"-'%"89+*B""-%0)1+,$"3%=7+%8*3,* 0)"
5*$$"7>

F"+"9"$;*$8#30"%')$*/2)%c+'$*8"$0#'* 2#5"%')"%
"3'1$"%I*$(;*$0"%JPWAW%9"*9+"K%#%H)$1-'8#-%21;'%
I)10)%#+-*%0*3'#13",%#%5*/0)"$%'*%,*3#'"%#%3"I%
-/-'#13#4+"%;*$"-'%'*%')"%9+#3"'%13%G"$/

8
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Emergency 

response plan

@)4)&),;6,!"$1)%'"(%()+%(6!)%;B$G"!)$+"4%
6C\)1+#2)(%+6%"1'#)2)%6B,%)$2#,6$!)$+"4%

"$G%(B(+"#$"C4)%6C\)1+#2)(*

H$"#'"%#I#$"3"--%#8*32%#++%"89+*B""-%*3%"351$*38"3'#+%9$*'"0'1*3%
')$*/2)%5#$1*/-%"32#2"8"3'%9$*2$#8-.%'$#13132-%#3,%#I#$"3"--%
0#89#123-6

H*3-"$5"%3#'/$#+%$"-*/$0"-%4B%189$*5132%0*3-/89'1*3%*;%$"-*/$0"-%D
"3"$2B%#3,%I#'"$6

7,"3'1;B%"3"$2B%-#5132%131'1#'15"-%I1')13%*9"$#'1*3-%'*%$",/0"%')"%C$*/9h-%
"3"$2B%0*3-/89'1*3%#3,%$"+#'",%2$""3)*/-"%2#-%"81--1*3-6

`",/0"%F"+"9"$;*$8#30"h-%0#$4*3%;**'9$13'%JHOK%9"$%"89+*B""%#0$*--%#++%
0*/3'$B%*9"$#'1*3-%#3,%$"2/+#$+B%8*31'*$%9"$;*$8#30"6

`",/0"%')"%"351$*38"3'#+%189#0'%*;%7F%13;$#-'$/0'/$"%#3,%*9"$#'1*3-.%
130+/,132%,#'#%0"3'"$-.%')$*/2)%2$""3%7F%131'1#'15"-6

c,*9'%')"%9$13019+"%*;%01$0/+#$1'B%;*$%')"%-/-'#13#4+"%8#3#2"8"3'%*;%
I#-'"%13%1'-%4/-13"--%#0'151'1"-%')$*/2)%I#-'"%813181:#'1*3.%$"0B0+132%#3,%
"0*D;$1"3,+B%,1-9*-#+%#00*$,132%'*%$"2/+#'*$B%$"N/1$"8"3'-%#3,]*$%
13,/-'$B%4"-'%9$#0'10"-6

73'"2$#'"%"351$*38"3'#+%0*3-1,"$#'1*3-%#-%#%0$1'"$1*3%;*$%-"+"0'132%3"I%
*;;10"%13;$#-'$/0'/$"6

H*881'8"3'%'*%2$""3%-*/$0132%*;%#++%9$*,/0'-%9/$0)#-",6
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Energy Management Ambitions

86@%&,6\)1+

This is a really innovative project and our pride!!

By linking the data relating to environmental parameters with KPIs and with specific surveys about Employee 
Satisfaction, we built a unified model, which detects any correlations between key variables that influence the well-
being of employees on site and, at the same time, the energy efficiency, reducing costs and environmental impact.

All the data acquired through IoT (Internet of Things) sensors, as well as data from KPIs and employee satisfaction 
surveys flows into the digital environment for the necessary analyses, thus creating the Digital Twin of the specific 
portion. The digital twin effectively allows data to be tested in a controlled environment, verifying the possible effects 
of a given action.

The Implementation Objective therefore envisages the development of modules for monitoring and managing the 
Company through the use of IoT (Internet of Things) technology.

Thanks to this innovation in 2022 we already reached to 2026 target of the Group, reducing of 50% the Carbon Emissions: 
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Sustainable Sites Initiatives
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Environmental Policy
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VAT Portal
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Energy consumption, Health & Safety
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Sustainable Energy

Freecooling of the Data Center
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At Teleperformance Italia, we continue to uphold the 
need to promote solutions aimed at reducing the 
environmental impact while meeting the needs of 
customers and the local communities in which we 
operate. This need has informed our initiatives to 
promote access to clean energy and promote social 
inclusion approaches of the circular economy.

Respecting the environment
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NWG TAURUS photovoltaic system
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Fuel Consumption
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Water Consumption
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Plastic Consumption
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,";13",%4B%')"%0*89#3B%'*%$#1-"%-'#;;%#I#$"3"--%*3%
"3"$2B%-#5132%$"+#'",%'*%')"%/-"%*;%;/"+-%4B%9$*8*'132%
-/-'#13#4+"%8*41+1'B%#3,%0#$9**+1326%c,,1'1*3#++B.%13%')"%
"5"3'%*;%#3%"8"$2"30B.%"+"0'$10#++B%0*33"0'",%2"3"$#'*$%
-"'-%#$"%*9"$#'",%|"<0+/-15"+B%13%"8"$2"30B%8*,"E.%*3+B%
#'%')"%8*8"3'%')"%9*I"$%-/99+B%*;%')"%3#'1*3#+%
,1-'$14/'*$%;#1+-6%
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F)"%9$*,/0'-%0*3-/8",%#'%F"+"9"$;*$8#30"%7'#+1#%*;;10"-%#$"%
-'$10'+B%0*33"0'",%'*%2**,-%')#'%;#01+1'#'"%')"%9"$;*$8#30"%*;%
*;;10"%#0'151'1"-6%!#'#%*3%')"%0*-'-%#3,%0*3-/89'1*3%*;%
9$*,/0'-%-/0)%#-%9#9"$.%4#''"$1"-.%'*3"$.%"'06%I1')%#%9*'"3'1#+%
"351$*38"3'#+%189#0'%#3,%-1231;10#3'%;*$%')"%T351$*38"3'#+%
\#3#2"8"3'%&B-'"8%#$"%8#3#2",%4B%')"%O#01+1'B%\#3#2"$%*3%
#%N/#$'"$+B%4#-1-%;*$%0*89#3B%-1'"-%-/4f"0'%'*%7&M%W@UUW%
0"$'1;10#'1*36%F)"%-#8"%,#'#%1-%#--"--",%4B%')"%l"#,%*;%')"%
T351$*38"3'#+%\#3#2"8"3'%&B-'"8%13%$"+#'1*3%'*%')"%
*4f"0'15"-%-"'%13%')1-%$"2#$,6

Consumption of Products

C15"3%')#'%9/$0)#-"-%#'%F"+"9"$;*$8#30"%7'#+1#%#$"%4#-",%*3%#0'/#+%3"",-.%')"%189#0'%*;%')1-%#-9"0'%
*3%')"%-/$$*/3,132%"351$*38"3'%1-%0*3-1,"$",%3"2+1214+"6%c,,1'1*3#++B.%#-%9#$'%*;%')"%189#0'%
81'12#'1*3%8"#-/$"-%#3,%'*%9$*8*'"%"0*-B-'"8%0*3-"$5#'1*3.%F"+"9"$;*$8#30"%7'#+1#%1-%9$1*$1'1:132%
')"%9/$0)#-"%*;%$"0B0+#4+"%9$*,/0'-6
?"%)#5"%#+-*%4*/2)'%$"0*3,1'1*3",%H*89/'"$-%#3,%0/$$"3'+B%+**(132%;*$%-/-'#13#4+"%-/99+1"$-6

Paper Consumption

F"+"9"$;*$8#30"%7'#+1#%1-%0*881''",%13%
,"0$"#-132%')"%/-"%*;%9#9"$6%%
F)"%,121'#+1:#'1*3%*;%8#3B%13'"$3#+%
9$*0"--"-%)#-%2$"#'+B%$",/0",%9#9"$%
0*3-/89'1*36%F)"%/-#2"%*;%T+"0'$*310%
135*10"-.%,121'#+%!*0/-123 '**+-.%T`G%
JT3"$2B%`"+#'",%G$*,/0'-K%#$"%')"%8#13%
"<#89+"-%*;%)*I%')"%H*89#3B%1-%
,",10#'",%'*%')"%-/-'#13#4+"%/-"%*;%')"%
,121'#+%'"0)3*+*2B%13%9$"5"3'132%9#9"$%
0*3-/89'1*36



Wastewater Discharge and 
Contamination Waste on the Ground

F)"%O1/81013*%#3,%F#$#3'*%-1'"-%*;%F"+"9"$;*$8#30"%7'#+1#%#$"%0*33"0'",%
'*%')"%3"'I*$(%-"I"$%;*$%I#-'"I#'"$%,1-0)#$2"6%F)"%,1-'$14/'1*3%*;%')"%
13'"$3#+%3"'I*$(%0*3-1-'-%*;%919"-%#3,%I"++-%I)10).%13%-*8"%#3*8#+*/-%
0#-"-.%0*/+,%2"3"$#'"%-"I#2"%-91++#2"%,/"%'*%*4-'$/0'1*3-6%F*%#5*1,%')1-%
)#99"3132.%')"$"%1-%#%9$*#0'15"%#99$*#0)%'*%8*31'*$132%#3,%8#3#2132%
"8"$2"301"-%;$*8%9#$'%*;%')"%;#01+1'B%#$"#%*;%')"%-1'"6
F)"%"<)#/-'-%9$*,/0",%,1$"0'+B%4B%F"+"9"$;*$8#30"%7'#+1#%#$"%-*+"+B%
#''$14/'#4+"%'*%')"%0*3-/89'1*3%*;%0+"#$%#3,%4+#0(%I#'"$%#'%')"%
I*$(9+#0"-6%c'%#++%-1'"-%-/4f"0'%'*%#3#+B-1-.%#++%I#'"$%,1-0)#$2"-%#$"%
$"2/+#$+B%0*35"B",%'*%')"%9/4+10%-"I"$6%

Non-Hazardous Waste 

c'%#++%')"%*;;10"-%*;%F"+"9"$;*$8#30"%7'#+1#.%')"%0+#--1;10#'1*3%*;%3*3D
)#:#$,*/-%#3,%)#:#$,*/-%I#-'"%1-%13%;*$0"6%F"+"9"$;*$8#30"%7'#+1#%
*;;10"-%9$*,/0"%3*3D)#:#$,*/-%,1;;"$"3'1#4+"%I#-'"%$"+#'",%'*%1'-%*;;10"%
#0'151'1"-%#3,%/-"-%')"%-"$510"-%*;%#%I#-'"%8#3#2"8"3'%0*89#3B%'*%
"3-/$"%9$*9"$%,1-9*-#+%-'19/+#'",%13%')"%\/31019#+%`"2/+#'1*3-6%F)"%
8#3#2"8"3'%*;%')1-%"351$*38"3'#+%189#0'%1-%3*'%0$1'10#+%4/'%1'%1-%
3"0"--#$B%'*%"5#+/#'"%#3B%#3*8#+1"-%3"",132%13'"$5"3'1*3%4B%#/')*$1:",%
9"$-*33"+%#3,%9*--14+B%#+-*%4B%')1$,%9#$'1"-6
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8

Health & Safety



F)"%0*891+#'1*3%#3,%;1+132%*;%$"9*$'-%0*30"$3132%')"%0"$'1;10#'1*3%*;%-9"01#+%
#3,%)#:#$,*/-%I#-'"%,1-9*-#+%1-%)#3,+",%4B%')"%O#01+1'B%8#3#2"$%*3%#%
N/#$'"$+B%4#-1-6%F)"%$"9*$'-%*3%')"%0"$'1;10#'1*3%*;%')"%,1-9*-#+%*;%)#:#$,*/-%
I#-'"%#$"%#+-*%-"3'%'*%')"%\#3#2"$%*;%')"%T351$*38"3'#+%\#3#2"8"3'%
&B-'"8%#-%#%8"#-/$"%*;%9$*8*'132%#%8*$"%9$*#0'15"%8*31'*$132%#3,%
8#3#2"8"3'%#99$*#0)%'*%"8"$2"301"-%4B%-1'"%;#01+1'B%-'#;;6
7'%1-%189*$'#3'%'*%3*'"%')#'%')"%,#BD'*D,#B%#0'151'1"-%#'%')"%F"+"9"$;*$8#30"%
7'#+1#%*;;10"-%,*%3*'%,1$"0'+B%2"3"$#'"%#3B%9#$'10/+#$%I#-'"6%l*I"5"$.%,/$132%
*$,13#$B%8#13'"3#30"%#3,%-8#++%$"3*5#'1*3-.%*$%I)"3%$"9+#0132%"N/198"3'%
'*%-/99*$'%-1'"%*9"$#'1*3-.%-*8"%-9"01#+%)#:#$,*/-%I#-'"%8#B%4"%9$*,/0",6%
73%*$,"$%'*%81'12#'"%')"%189#0'%*;%-/0)%I#-'".%')"%-"$510"-%*;%#%I#-'"%
8#3#2"8"3'%0*89#3B%#$"%/-",%'*%"3-/$"%1'-%9$*9"$%,1-9*-#+%13%+13"%I1')%
')"%3#'1*3#+%"351$*38"3'#+%9$*'*0*+-6

Control on Atmospheric Emissions and 
Use of Harmful Substances to the Ozone 

c'%F"+"9"$;*$8#30"%7'#+1#%')"%#'8*-9)"$10%"81--1*3-%')#'%0*/+,%
9*'"3'1#++B%,#8#2"%')"%*:*3"%#$"%,"$15",%;$*8%2#-%+"#(-%,/"%'*%')"%
4$"#(132%*;%')"%$";$12"$#3'%01$0/1'-%*;%')"%#1$%0*3,1'1*3132%-B-'"8-6%F)1-%
0"$'#13+B%2"3"$#'"-%#%3"2+1214+"%189#0'%#-%')"%+*--"-%,/"%'*%#3*8#+1"-%13%
')"%#1$%0*3,1'1*3132%-B-'"8%#$"%$",/0",%#3,%8*31'*$",%4B%')"%
0*89#31"-%0*3'$#0'",%'*%/3,"$'#("%$"2/+#$%0)"0(-%#3,%8#13'"3#30"%*3%
')"%')"%-B-'"8-6
C#-%+"#(-%;$*8%')"%#/'*8#'10%;1$"%"<'132/1-)132%-B-'"8%#+-*%;*$8%
#3*')"$%#'8*-9)"$10%"81--1*3%')#'%8#B%,#8#2"%')"%*:*3"%+#B"$6%
l*I"5"$.%')1-%#-9"0'%0"$'#13+B%2"3"$#'"-%#%3"2+1214+"%189#0'%#-%')"%+*--"-%
,/"%'*%#3*8#+1"-%13%')"%;1$"%"<'132/1-)132%-B-'"8%#$"%#+8*-'%31+%#3,%#$"%
0*3-'#3'+B%8*31'*$",%4B%')"%0*89#31"-%0*3'$#0'",%'*%/3,"$'#("%$"2/+#$%
0)"0(-%#3,%8#13'"3#30"6%
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8

Special And Hazardous Waste 



c'%F"+"9"$;*$8#30"%7'#+1#.%')"%*;;10"%#0'151'1"-%#$"%8#13+B%0#$$1",%*/'%13%')"%
5#$1*/-%*9"$#'132%-1'"-%+*0#'",%13%O1/81013*%#3,%F#$#3'*%I1')%')"1$%
$"-9"0'15"%#1$%0*3,1'1*3132%-B-'"8-6
C15"3%')#'%')"%c1$%l#3,+132%n31'-%Jcln-K%#3,%)"#'%9/89-%#$"%-"'%/9%*/'-1,"%
')"%0*89#3B%4/1+,132-.%')1-%,";13"-%')"%3"",%;*$%#3%"351$*38"3'#+%189#0'%
#--"--8"3'6%7'%1-%189*$'#3'%'*%3*'"%')#'%F"+"9"$;*$8#30"%7'#+1#%1-%
/3,"$2*132%#3%189#0'%#--"--8"3'%4B%#%0"$'1;1",%4*,B%#3,%')"%$"-/+'-%*;%')"%
#3#+B-1-%I1++%#++*I%;*$%9$*9"$%"5#+/#'1*3%*;%')"%"<'"$3#+%3*1-"%#'%')"%
*9"$#'1*3#+%-1'"-%13%F#$#3'*%#3,%O1/81013*6
O*$%#++%')"%-1'"-%1,"3'1;1",%;*$%')1-%#3#+B-1-.%1'%I#-%3"0"--#$B%'*%"5#+/#'"%')"%
9*--141+1'B%*;%5"$1;B132%')"%#0'/#+%0*3-1-'"30B%*;%')"%3*1-"%13,/0",%4B%')"%
,"510"-6

Fire

F)"%;1$"%$1-(%#--"--8"3'%#3,%')"%0*3-"N/"3'%0+#--1;10#'1*3%*;%')"%
$"-9"0'15"%F"+"9"$;*$8#30"%7'#+1#%I*$(9+#0"-%I#-%0*3,/0'",%13%
0*89+1#30"%I1')%')"%0$1'"$1#%0*3'#13",%13%c33"<%W%*;%\131-'"$1#+%!"0$""%
WU]UV]WQQ^.%'#(132%13'*%0*3-1,"$#'1*3%')"%;1$"%+*#,%9$"-"3'%13%')"%
"351$*38"3'-%#3,%#$"#-%"<#813",.%')"%9*--141+1'B%*;%,"5"+*98"3'.%#3,%
9$*4#41+1'B%*;%;1$"%9$*9#2#'1*3.%')"%'B9"%*;%"<'132/1-)132-.%')"%#+#$8%#3,%
,"'"0'1*3%8"#3-%13%-"$510"%#'%')"%I*$(9+#0"-.%')"%-'$/0'/$#+%#3,%9+#3'%
0)#$#0'"$1-'10-%*;%')"%-1'"-%#3,%0$*I,1326%F)"%+"5"+-%*;%;1$"%$1-(%I"$"%
0#'"2*$1:",%#-Y%+*I.%8",1/8%#3,%)12)6%

F)"%;1$"%$1-(%0+#--1;10#'1*3%1-%/9,#'",%13%$"+#'1*3%'*%#3B%-1231;10#3'%
0)#32"-%13%')"%#$"#%*;%#0'151'1"-.%8#'"$1#+-%/-",%*$%I)"3%"<"0/'132%
"<'$#*$,13#$B%8#13'"3#30"%I*$(6%S#-",%*3%')"%-/1'#41+1'B%*;%')"%
"<'132/1-)132%8"#3-%9$"-"3'.%"-0#9"%$*/'"-.%')"%;1$"%,"'"0'1*3%-B-'"8-%
#3,%9$"5"3'1*3%8"')*,-.%')"%#0'151'1"-%0#$$1",%*/'%I"$"%0+#--1;1",%#-%
)#5132%#3%*5"$#++%8",1/8%;1$"%$1-(6%F)"%0+#--1;10#'1*3%I#-%#+-*%1--/",%
4#-",%*3%')"%0#'#+*2132%*;%#0'151'1"-%-/4f"0'%'*%;1$"%9$"5"3'1*3%0*3'$*+-%13%
9+#0"%;*$%I)10)%1'%1-%3"0"--#$B%'*%#0)1"5"%;/++%;1$"%0*89+1#30"%#-%
-'19/+#'",%13%')"%G$"-1,"3'1#+%!"0$""%WAW]PUWW6
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!"#$%"&'"(')*$)%#+&'#",-)



9 Additional 
Information

TELEPERFORMANCE ITALIA - !"#$%&'%(&)&$*+,-./0$
                                                                                                           
                                                                                                                             78

78 GRI Content Index
82 External Assurance

L*.*#1#/*$&($0-#
!"#"$"%&'%()*+",$%"-"*."/,),%"$'%.,0*,+'($#0)*+",10.2,.2",345,6.)*/)%/,&'%,.2",$"%0'/,&'%(,789789:7::,.',
8:9;89:7::

R^W$? 345,8,<,=>*/)("*.)#,?%0*+0$#"-,<,:7:8,@"%-0'*

<J8%:+"$G",G M#(146(B,) ="-)
31+--+&/

`"N/1$"8"3'%

*81''",
`"#-*3 T<9+#3#'1*3

C`7%P%m%C"3"$#+%!1-0+*-/$"%PUPW
PDW% M$2#31:#'1*3#+%,"'#1+- A

PDP

T3'1'1"-%130+/,",%13%
')"%*$2#31:#'1*3E-%
-/-'#13#41+1'B%
$"9*$'132

A

PDV%+"''6%,K
`"9*$'132%9"$1*,.%
;$"N/"30B%#3,%
0*3'#0'%9*13'

k.%^

PD@ `"-'#'"8"3'-%*;%
13;*$8#'1*3 k

PDA T<'"$3#+%#--/$#30" A

PDb
c0'151'1"-.%5#+/"%0)#13%
#3,%*')"$%4/-13"--%
$"+#'1*3-)19-

@.%A

PDk T89+*B""- VU

PD^ ?*$("$-%I)*%#$"%3*'%
"89+*B""- VU

PDQ C*5"$3#30"%-'$/0'/$"%
#3,%0*89*-1'1*3 VQD@U

PDWU%+"''6%#K

j*813#'1*3%#3,%
-"+"0'1*3%*;%')"%
)12)"-'%2*5"$3#30"%
4*,B

VQD@U

PDWW H)#1$%*;%')"%)12)"-'%
2*5"$3#30"%4*,B VQD@U

PDWP%+"''6%#K

`*+"%*;%')"%)12)"-'%
2*5"$3#30"%4*,B%13%
*5"$-""132%')"%
8#3#2"8"3'%*;%
189#0'-

VQD@U

PDWV%+"''6#K
!"+"2#'1*3%*;%
$"-9*3-141+1'B%;*$%
8#3#2132%189#0'-

VQD@U
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PDW@
`*+"%*;%')"%)12)"-'%
2*5"$3#30"%4*,B%13%
-/-'#13#41+1'B%$"9*$'132

^

PDWQ%+"''6%#K `"8/3"$#'1*3%9*+101"- PP

PDPW c33/#+%'*'#+%
0*89"3-#'1*3%$#'1* PP

PDPP
&'#'"8"3'%*3%
-/-'#13#4+"%
,"5"+*98"3'%-'$#'"2B

V

PDPV%+"''6%0K G*+10B%0*881'8"3'- ^.%PQ.%VP.%VV.%@P.%@@

PDP@ T84",,132%9*+10B%
0*881'8"3'- VP.%@@

PDPb
\"0)#31-8%;*$%-""(132%
#,510"%#3,%$#1-132%
0*30"$3-

PQ

PDPk H*89+1#30"%I1')%+#I-%
#3,%$"2/+#'1*3-

F)"$"%I"$"%3*%
-1231;10#3'%13-'#30"-%
*;%3*3D0*89+1#30"%
I1')%+#I-%#3,%
$"2/+#'1*3-%,/$132%
')"%$"9*$'132%9"$1*,6

PDP^ \"84"$-)19%
#--*01#'1*3- @P

PDPQ
c99$*#0)%'*%
-'#(")*+,"$%
"32#2"8"3'

^.%WW

\#'"$1#+%'*910-
C`7%V%D%\#'"$1#+%'*910-%D%PUPW%5"$-1*3

VDW G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

VDP g1-'%*;%8#'"$1#+%'*910- QDWP
F*910Y%T')10-%L%H*89+1#30"

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

PUADV
H*3;1$8",%1301,"3'-%*;%
0*$$/9'1*3%#3,%#0'1*3-%
'#("3

F)"$"%I"$"%3*%
0*3;1$8",%1301,"3'-%
*;%0*$$/9'1*3%13%')"%
$"9*$'132%B"#$6

PUbDW

g"2#+%#0'1*3-%;*$%#3'1D
0*89"'1'15"%4")#51*$.%
#3'1D'$/-'.%#3,%
8*3*9*+B%9$#0'10"-

F)"$"%I"$"%3*%

+"2#+%#0'1*3-%;*$%

#3'1D0*89"'1'15"%

4")#51*$.

#3'1D'$/-'.%#3,%

8*3*9*+B%9$#0'10"-%

13%')"%$"9*$'132%B"#$6
F*910Y%T351$*38"3'

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

VUPDW T3"$2B%0*3-/89'1*3%
I1')13%')"%*$2#31:#'1*3 bk

VUADW !1$"0'%J&0*9"%WK%ClC%
"81--1*3- bk

VUADP%
73,1$"0'%J&0*9"%PK%ClC%
"81--1*3-%;$*8%"3"$2B%
0*3-/89'1*3

bk
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F*910Y%T89+*B""%"32#2"8"3'

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

@UWDW j"I%"89+*B""%)1$"-%#3,%
"89+*B""%'/$3*5"$ VW

F*910Y%F$#13132%L%T89+*B""%,"5"+*98"3'

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

@U@DW
c5"$#2"%)*/$-%*;%
'$#13132%9"$%B"#$%9"$%
"89+*B""

Pb

@U@DV

G"$0"3'#2"%*;%
"89+*B""-%$"0"15132%
$"2/+#$%9"$;*$8#30"%
#3,%0#$""$%,"5"+*98"3'%
$"51"I

PV

F*910Y%!15"$-1'B%L%730+/-1*3

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

@UADW% !15"$-1'B%*;%2*5"$3#30"%
4*,1"-%#3,%"89+*B"" VU

@UADP%
`#'1*%*;%4#-10%-#+#$B%#3,%
$"8/3"$#'1*3%

*;%I*8"3%'*%8"3
VW

@UbDW
7301,"3'-%*;%
,1-0$1813#'1*3%#3,%
0*$$"0'15"%#0'1*3-%'#("3

F)"$"%I"$"%3*%
1301,"3'-%*;%
,1-0$1813#'1*3%13%')"%
$"9*$'132%B"#$6

@U^DW%+"''6%0K

M9"$#'1*3-%#3,%
-/99+1"$-%#'%-1231;10#3'%
$1-(%;*$%1301,"3'-%*;%0)1+,%
+#4*$

PQ

@UQDW%+"''6%4K

M9"$#'1*3-%#3,%
-/99+1"$-%#'%-1231;10#3'%
$1-(%;*$%1301,"3'-%*;%
;*$0",%*$%0*89/+-*$B%
+#4*$

PQ

F*910Y%M00/9#'1*3#+%l"#+')%L%&#;"'B

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

@UVDW
M00/9#'1*3#+%)"#+')%#3,%
-#;"'B%8#3#2"8"3'%
-B-'"8

P^

@UVD^

?*$("$-%0*5"$",%4B%#3%
*00/9#'1*3#+%)"#+')%#3,%
-#;"'B%8#3#2"8"3'%
-B-'"8

P^

@UVDQ ?*$(D$"+#'",%13f/$1"- P^
@UVDWU ?*$(D$"+#'",%1++%)"#+') P^
F*910Y%&*01#+%,1#+*2/"

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

@WVDP%

M9"$#'1*3-%I1')%
-1231;10#3'%#0'/#+%#3,%
9*'"3'1#+%3"2#'15"%
189#0'-%*3%+*0#+%
0*88/31'1"-

bUDbV

F*910Y%!#'#%L%&"0/$1'B

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP
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@W^DW%+"''6%0K

&/4-'#3'1#'",%
0*89+#13'-%0*30"$3132%
4$"#0)"-%*;%0/-'*8"$%
9$15#0B%#3,%+*--"-%*;%
0/-'*8"$%,#'#

F)"$"%I"$"%3*%
0*89+#13'-%0*30"$3132%
4$"#0)"-%*;%0/-'*8"$%
9$15#0B%#3,%+*--"-%*;%
0/-'*8"$%,#'#%13%')"%
$"9*$'132%B"#$6

F*910Y%?"++D4"132%#'%I*$(

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%g#4*/$

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%G$*8*'1*3%*;%2"3,"$%"N/#+1'B

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%H*$9*$#'"%C*5"$3#30"

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%H+1"3'%&#'1-;#0'1*3

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%789#0'%*3%')"%+*0#+%"0*3*8B

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%G)1+#3')$*9B

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%733*5#'1*3%L%!121'#+1:#'1*3

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%j#'/$#+%,1-#-'"$

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP

F*910Y%&/99+B%H)#13

VDV G$*0"--%'*%,"'"$813"%
8#'"$1#+%'*910- QDWP
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External Assurance
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!1"2*%G1-# C1#3+/0#%S1+#301*31 c+"--#3,$*%g#,1#3#

g/121%H/$#'*+1 c33#%\#$1#%g/*32* G#8"+#%&#4"''#

&18*3#%S#''1-'# C/2+1"+8*%H#+#3,$# G#*+#%`#,100)1*

!*8"310#%G13'* \#$1#%&#+*33# !#31"+"%H*$#++*

\#$0*%g#8#33# !#31+*%`1::* c+"--1#%!"+%&#51*

R130"3:*%C1+14"$'1 T/2"31*%O/8#$*+# `*-"++13#%G#3"41#30*

&)9"3,1%g#+# &'";#31#%R1#91#3# \#''"*%!En$-*

c33#%\#$1#%\#--#$#

c,$1#3#%S#''1-'#

c3'*31*%C1#-1

Thanks 

To ALL!!!
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